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ABSTRACT

The research aims to develop a chatbot system to promote OTOP
products of community enterprises in Prachuap Khiri Khan province
via social media. Moreover, to study the satisfaction of chatbot users on
Facebook messenger, line official account and website. The tools used in
the research are chatbots and satisfaction assessment forms. The sample
population was internet users, and by purposive sampling techniques,
there were 401 samples. And then, analyze the data with statistics:
average, standard deviation, and percentage. Research results in
developing a chatbot system for selling OTOP products of community
enterprises in Prachuap Khiri Khan province with the ability to interact
with customers as follows: Answer questions about greeting, product
presentation, ordering, and payment notification. It has been used on
facebook websites and line offices. The three platforms are evaluated in
four areas: Recognizing the benefits, ease of use, convenience, and
quality of information, facebook messenger, and line official account.

The overall image satisfaction is the highest level (x=4.45). Therefore, it
shows that introducing a chatbot system helps answer questions about
products. It makes to increase the channels for product promotions as
well.
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Figure 1 The diagram of chatbot operation.
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Figure 2 The example of responding to customers on website and line official account.
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Figure 3 The example of responding to customers on facebook messenger.
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Table 1 The assessment of perceived usefulness.

Average value
satisfaction

Survey item Facebook Line
Website level
messenger Official
1. Compared to before, It can conveniently and
extremely
quickly purchase the products want through the 4.49 4.49 4.45
satisfied
website, Facebook messenger, and Line official
2. Website, Facebook messenger, and Line extremely
4.45 4.48 4.44
officials; It can respond to customers' needs. satisfied
3. Website, Facebook messenger, and Line official;
It can open communication channels between extremely
4.48 4.47 4.47
customers and Prachuap Khiri Khan community satisfied
enterprises.
4. Website, Facebook messenger, and Line official extremely
4.43 4.46 4.46
are helpful when shopping decisions. satisfied
5. Website, Facebook messenger, and Line official
extremely
make it easier to access the services of 4.45 4.47 4.48
satisfied
community enterprises
total extremely
4.46 4.47 4.46
satisfied
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Table 2 The assessment of perceived ease-of-use.

Average value
Satisfaction

Survey item Facebook Line
Website level
messenger official
1. Website, Facebook messenger, and Line
extremely
official, there are interactions between the user 4.43 4.46 4.43
satisfied
and the chatbot.
2. Website, Facebook messenger, and Line
extremely
official, easy to use for ordering products or 4.40 4.39 4.46
satisfied
contacting information.
3. Website, Facebook messenger, and Line official extremely
4.46 4.46 4.46
flexibility in responding to questions. satisfied
4. Website, Facebook messenger, and Line official
extremely
have a clear interaction and are easy to 4.42 4.43 4.43
satisfied

understand.
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Table 2 Continued.

Average value
Satisfaction

Survey item Facebook Line
Website level
messenger official
5. Website, Facebook messenger, and Line extremely
4.45 4.48 4.48
official; there is a helpful guide to each option. satisfied
total extremely
4.43 4.44 4.45

satisfied
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Table 3 The assessment of perceived convenience.

Average value

Satisfaction

Survey item Facebook Line
Website level
messenger official
1. | can buy products through the website,
extremely
Facebook messenger, and Line official 4.39 4.45 4.45
satisfied
conveniently and at all times.
2.1 can use the website, Facebook messenger,
and Line official to shop for products in the extremely
4.41 4.43 4.44
Prachuap Khiri Khan province community satisfied
enterprise group.
3. Website, Facebook messenger, and Line official extremely
4.40 4.46 4.44
are convenient for choosing products. satisfied
4. Website, Facebook messenger, and Line official
extremely
provide honest services and opinions, and the 4.41 4.45 4.45
satisfied
information received is reliable.
5. Website, Facebook Messenger, and Line official extremely
4.40 4.45 4.44
can provide convenient shopping services. satisfied
total extremely
4.40 4.45 4.44
satisfied
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Table 4 The assessment of perceived information quality.

Average value

Satisfaction

Survey item Facebook Line
Website level
messenger official
1. Website, Facebook messenger, and Line official
extremely
provide comprehensive information and accurate 4.43 4.46 4.44
satisfied
content.
2. Website, Facebook messenger, and Line official
extremely
provide sufficient information and easy 4.41 4.43 4.42
satisfied
understanding.
3. Website, Facebook messenger, and Line official extremely
4.40 4.45 4.44
provide information in a helpful format. satisfied
4. Website, Facebook messenger, and Line official extremely
4.39 4.45 4.46
have Correct language and grammar. satisfied
5. There is consistency between questions,
extremely
answers, and advice on the website, Facebook 4.42 4.42 4.44
satisfied
messenger, and Line official
total extremely
4.41 4.44 4.44
satisfied
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4. Conclusion

The chatbot system developed for this research aimed to promote the sale of OTOP products for
community enterprises in Prachuap Khiri Khan, Thailand, through social media platforms. The chatbot
was implemented on three platforms: a website, facebook messenger, and line official account. Users'
satisfaction with the chatbot system was evaluated, and most participants had a high overall pleasure.
The chatbot system was particularly effective on the facebook messenger platform, allowing
customers to quickly and efficiently select and purchase products. Moreover, the chatbot functioned
as a communication channel between customers with community enterprises for providing
information about products and services on the website platform. Furthermore, the chatbot system
on the line official account platform was convenient for customers and flexible in answering their
inquiries. Overall, the chatbot system performed well in promoting the sale of OTOP products, was

well-received by users, and served as a model for future automated conversation systems.
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