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Abstract

The objectives of this research were to study e-service quality, e-trust, customer focus, innovativeness,
and e-satisfaction of e-banking users, to explore the e-quality of service and e-trust that guide the path with a
customer focus including e-service quality and e-satisfaction directing the path with a customer focus, and to
learn the e-trust and e-satisfaction guiding the innovativeness of e-banking users in Thailand. The sample group
was 820 e-banking users of specialized and commercial banks in Thailand. The instrument was a questionnaire.
The statistics used to analyze data were descriptive and inferential statistics used to SEM with ADANCO and
Sobel's Test. The results showed that all factors were at a high level, but the levels were downward in
descending order. Those were e-satisfaction, e-service quality, e-trust, innovativeness, and customer focus,
where ETRS was a key factor in transferring ESQ's influence to ESAT well before and after CF and INN routing.
Therefore, the bank had to operate under a low moderate level of CF and INN. The focus on CF and INN was
not good for customer satisfaction.

Keywords: E-Service Quality, E-Trust, Customer Focus, Innovativeness, E-Satisfaction

Introduction

At present, the dynamics of change are becoming faster and more advanced because of the leaping
and innovative technologies such as the Internet of things (IOT), Artificial intelligence (Al) technology,
Intelligence (Al), Machine Learning, and Big Data. The application of technology to the financial industry makes
the power of new technology become a key cost driving the global economy that improves the efficiency of
production processes or provides more value-added services (Office of the National Economic and Social
Development Board, 2018), especially the dimensions of opportunity and economic and social equality in the
action plan according to the 7-9 goals in order to reach the important goals in raising the overall potential of
the country, expand trade and investment opportunities, raising the income of the people, and reducing

inequality in the country.
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The Bank of Thailand has also expanded the mission of specialized banks and commercial banks, such
as insurance-related businesses, securities-related businesses, financial derivatives businesses, e-banking, and
other related services. (Bank of Thailand, 2021) The advancement of technology has become a factor in
people's way of life in the New Normal era, working patterns, financial systems, economic systems, and people's
relationships in society have changed from before. People are increasingly adopting financial technology with
their cash consumption declining amid the changes in the digital economy (Santiprabhob, 2017).

Developing an e-payment system structure (National e-Payment) has been a policy of financial economic
reform that helps drive towards a Digital Economy that is (1) Any ID payment system (Chanwong, Wingwon &
Piriyakul, 2019) (2) expanding the use of e-cards as a key tool for faster access to financial services; (3) tax
systems and transaction documents (4) e-Payment of the government sector to help develop the central
government database system and (5) to educate and promote the use of e-transactions. There was a problem
with complaints, dissatisfaction with service quality, and trust in e-banking systems. For financial organizations,
such problems are more serious than usual because when users do not trust, it becomes a major obstacle for
financial transactions via e-banking channels (Gefen et al., 2003).

Therefore, if there is a crisis, it will affect the trust of customers. For example, if the banking system
fails, causing customers to be unable to use the service or conduct financial transactions, it will directly affect
the reputation of the customer negatively. Because of this, some customers are so dissatisfied that they decide
to stop using banking services that frequently crash (Bank of Thailand, 2021). In a financial organization such as
a bank, trust is a high-priority issue (Noomnont, 2021). Transactions may affect stakeholders because financial
transactions must be accurate, transparent, and verifiable. These give customers the confidence to use the
service because they are on time, there is evidence to confirm the completeness, such as money transfers or
payments, and there must be proof of payment or transfer of funds (Corporate Social Responsibility
Development Center, 2019). Therefore, higher levels of e-service quality are positively correlated with
consumer satisfaction levels (Cronin et al., 2000). If the service system is not performing well, it will negatively
affect the satisfaction of the service users.

Lekshmi's research (2018) found that problems with e-banking services that bank customers face when
using the service include (1) difficulty in adopting technology, (2) confidentiality of the customer, honesty,
validation (3) service availability of personnel (4) competitive situation (5) keeping technology up-to-date (6)
security risk (7) privacy risk (8) trust factor (9) customer perception (10) decreased trust and belief in using the
service. This ultimately causes dissatisfaction in the service quality system because satisfaction is the heart of
a service business that aims to generate positive results from the perspective of the customer or service user
after purchasing or using the service. Negative results from a customer perspective mean organizational failure.
Bappy's research (2020) concluded that customer focuses only affects the trust of its customers and has not
studied the issue of customer focus to expand the relationship between service quality and the trust of e-
banks. The impact that occurred affects the academic community to apply new knowledge or analyze the

influence of various factors linked to the satisfaction of e-banking users through the mechanism of this research.
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Research Objectives

1. To study the quality of e-banking services, e-trust, customer focus, innovativeness, and e-satisfaction
of e-banking users in Thailand.

2. To explore the influence of e-service quality on e-trust when directing customer focus relationships.
This includes the influence of e-service quality on e-satisfaction when directed in a relationship with customer
focus and the influence of e-trust on e-satisfaction when directed in a relationship with innovation efficacy of
e-banking users.

3. To investigate e-trust as a factor that helps to transfer the influence of e-service quality to e-

satisfaction under varying levels of customer focus and innovativeness among e-banking users in Thailand.

Concepts, Theories, and Related Research

1. Electronic Service Quality (ESQ)

E-Service Quality is based on the concepts of Parasuraman, Zeithaml, & Malhotra (2005) summarized
the seven dimensions of e-service quality factors: (1) Service concrete (2) Service availability (3) System
availability (4) Customer assurance or privacy (5) Customer response (6) Customer understanding or
Compensation, and (7) keeping promises which all aspects correspond to the context of the digital age;
especially for e-banking users who evaluate the service according to their expectations. Therefore, it is directly
beneficial for the development, enhances business capabilities to meet customer needs, and creates an
advantage over competitors. E-service quality factor developed by Parasuraman et al. (2005); Ahmed (2020);

Wijaya et al. (2020).

2. Electronic Satisfaction (ESAT)

Creating satisfaction for customers in the online context (e-satisfaction) is related to first-hand
experience of using e-banking services and results in a good response. Oliver (1980) concluded that satisfaction
consisted of five aspects: (1) content (2) correct information (3) current, (4) ease of use, and (5) transaction
security. The e-service quality level was positively correlated with user satisfaction and used the measure with
service security, response, Efficiency, agility, connectivity, and achieving the technology quality goals
(Boonlertvanich, 2019) and found that e-service quality has a positive and significant impact on e-satisfaction
and Wijaya, Idris & Abror (2020) found that the quality dimension of providing e-services must emphasize the
benefits, time savings, security, and privacy and influencing satisfaction.

H1: e-service quality influences e-satisfaction.

3. Electronic Trust (ETRS)

E-trust refers to a customer's willingness to transaction online with a bank in the hope that the bank
will be obligated to fully monitor the error. It is a belief in the ability of service providers with specific duties
to take care of and provide services. The service users have the expectation that the employees' service
offerings can be trusted. E-banking services have continued to evolve, focusing on the Internet service model

of the financial services sector. E-trust factors are defined in a variety of ways and do not have a clear definition.
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Dimitriadis et al. (2011) classify trust in three dimensions: (1) Trust in ability (2) Trust in integrity (3) Trust in
ownership. It was found that the quality of security and privacy is an important aspect of the perceived quality
of e-services that affects trust in the use of e-banking services (Bappy et al., 2020). E-trust develops from a
measure of Forgas-Collet et al. (2014), Han & Hwang (2015)

H2: e-service quality influences e-trust.

H3: e-trust is a factor that helps transfer the influence of e-service quality, resulting in greater

e-service quality influence on e-satisfaction.

4. Customer Focus (CF)

Customer focus is a business strategy in which management and staff focus on the needs and desires
of the customers. It is defined as a philosophy that the wishes and needs of customers come first. It is an
important factor that increases the confidence of service users through the ability of the organization, goodwiill,
and service credibility (Bing et al., 2019). The customer-focused business fosters an organizational culture to
enhance customer satisfaction and build a strong organization. It is the core value that drives the organization
to achieve its goals and build trust from customers both in the quality of e-services and e-trust. Besides,
customer focuses all have an impact on customer perception compared to the quality of service received. It
was found that service quality was the most important factor determining the success of a service business
(Quinn et al., 2009) found that the customer focus of e-service providers banks contributes to service quality
impacting their trust in e-banking services. The measure of customer focus is adapted from Susanto & Chang
(2014).

Hd: More customer focus will result in higher e-service quality influence on e-trust.

Customer focus aims to satisfy customers or service users both outside and inside the organization.
External users are those who pay in exchange for goods or services. It is the person who decides whether the
product or service is quality or not. Internal customers are personnel within the organization that must create
maximum customer satisfaction (Songthanin, 2021). Customer focus is a part of the service market, which is to
build trust among employees within the organization and job satisfaction to create multiple mechanisms for
reaching customers (Kor & Nasiri, 2016).

Karatepe, Uner & Kocak (2016) found that organizations must have relationships with customers, must
focus on creating satisfaction, and build relationships with customers by adhering to organizational culture. This
creates customer loyalty and can generate good profits in the long run (Chobsaad et al., 2019), so businesses
know how to deal with their customers in the right way (Bing et al., 2019). The interaction with the customer
should not end only after the customer has made a financial transaction through the information technology
system only, but must maintain customers firmly by building cood relationships with customers through service
quality and e-satisfaction (Susanto & Chang, 2014) as hypothesis 5.

H5: More customer focus will result in higher influencing e-service quality on e-satisfaction.
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5. Innovativeness (INN)

Innovativeness is classified into two dimensions: organizational and individual competence. Innovation
competence is related to entrepreneurship. Entrepreneurs tend to be more innovative than non-
entrepreneurs. Businesses must apply technology and innovation to differentiate themselves and prevent
copying from competitors (Oyedokun et al., 2018; Schumpeter, 1975).

Mahmoud, Hinson & Anim (2018); Luangsakdaphit (2020) suggested that the perceived competence in
service innovation consisted of (1) strategic competence, (2) managerial competence, (3) operational capability,
and (4) the ability to adapt with an emphasis on internal organization management to create customer
satisfaction and trust. The purpose of this research was to study the perceptions of customers in the bank's
innovation capability by believing that if customers perceive that the bank has a high level of innovation
capability, it will result in higher customer satisfaction based on higher trust as hypothesis 6

H6: Customer perception that specialized banks have a high level of innovation efficacy results in a

higher e-trust influence on e-satisfaction.

Research Method

The population is e-banking users of 17 specialized banks and commercial banks, categorized into 4
specialized banks, namely Government Savings Bank, Government Housing Bank, Bank for Agriculture and
Agricultural Cooperatives, Islamic Bank of Thailand, 13 commercial banks, namely Bangkok Bank, Krung Thai
Bank, Bank of Ayudhya, Kasikorn Bank, Kiatnakin Naphatra Bank, CIMB Bank, TMB Bank, Thanachart Bank, TISCO
Bank, Siam Commercial Bank, UOB Bank, Land and Houses Bank, ICBC Bank (Thai), Thai Credit Retail Bank (Bank
of Thailand, 2021) in 6 regions: North, Central, Eastern, Northeast, Southern, and Southern Border which are
many and do not know the size of the population.

The sample consisted of 820 customers who had experience using e-banking services from specialized
and commercial banks in Thailand, according to the criteria of Tabachnick & Fidell (2007), using the ratio of
sample numbers (n) to 5, 10, and 20 times of the number of variables coupled with the Hair et al. (2010)
criterion that requires a sample size of between 15-20 samples per parameter. In this research, there were 50
measurement variables, so the researcher chose a criterion 20 times the measurement variable by collecting
guestionnaires from a sample of 820 people to cover the sample as much as possible with confidence and
correctness by allocating broadcasts in proportion to each region. The sample was selected from the

qualifications used as the inclusion criteria, i.e. those who had experience in using e-banking services.

Research Tools

The research tool was a questionnaire divided into 3 parts as follows: Part 1 General information of
the respondents, Part 2 Measures for latent variables consisting of (1) e-service quality (2) e-trust (3) e-
satisfaction (4) customer focus and (5) innovativeness. The nature of the questions was closed-ended questions
with multiple answers and Part 3 was an open-ended questionnaire. The researcher examined the quality of

the tools divided into 2 phases as follows:
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Phase 1, tool quality inspection before the actual survey, measured by the IOC from 5 external experts,
found that the overall validity of the content (Validity) in all 5 aspects was 0.914. The whole questionnaire was
0.914, and the alpha coefficient of confidence was higher than 0.70 in all aspects. This showed that the
questionnaire is highly reliable according to the terms of Cronbach (1974) and Hair et al., (2010).

Phase 2, post-exploration research instrument quality inspection. Loading for all indicators was
quantitatively positive greater than 0.50, ranging from 0.7145 to 0.9212, AVE ranging from 0.6554 to 0.8165, and
statistically significant, p<.01, indicating that the measurement was positive accuracy (Fornell & Larcker, 1981)

Each measure is a good indicator of its own, be honest, and high reliability.

Research Tool Checking

Researcher examined the quality of the tools in two phases: First period before the actual survey
It was found that the results of checking ltem-Objective congruence: The IOC value is not lower than 0.50,
indicating that the question has content validity, content validity and reliability. Reliability is found to meet the
criteria. And after the actual survey, it was found that the validity, convergent validity, discriminant validity and

common method bias: CMB found that the quality of the gauge met the criteria.

Data Collection

Researchers collected data from primary sources with an online questionnaire by coordinating through
affiliates. The network of specialized and commercial banks in each province collected data from samples
from all regions. The researcher sent a questionnaire for collecting data online via Google Forms. The

questionnaire was remaining 820 complete questionnaires, which remained a sufficient sample size (Marsh et

al., 1998)

Data Analysis
The researcher analyzed the data by using descriptive statistics to find the percentage, mean, and
standard deviation. The equivalence and discriminant validity were analyzed using ADANCO (Henseler, 2017)

and moderated mediation analysis was performed using the PROCESS macro program (Hayes, 2021).

Research Results

There were 820 e-banking users, mostly female, aged between 30-39 years old the most. They were
single, their education was a bachelor's degree. Their career was private sector workers, and their average
monthly income of 30,000 baht or more, using mobile banking the most, followed by automatic cash
deposit/withdrawal machines and e-card service, and use the service every day at least once a day. They
mostly used Kasikorn Bank, followed by Siam Commercial Bank, and Krung Thai Bank. But the results of this
research did not find that the respondents used the services of Kiatnakin Phatra Bank, TISCO Bank, and Thai
Credit Retail Bank.
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Table 1 Descriptive statistical analysis results of variables in the research framework.

Factors Average SD cv Interpredation
E-Satisfaction 3.850 0.850 0.221 The level is high and
E-service quality 3.800 0.858 0.226 the customers do not
E-trust 3.750 0.826 0.220 have very different
Innovativeness 3.670 0.814 0.222 opinions on each
Customer focus 3.540 0.869 0.245 side.

Customer focus: CF Innovativeness: INN

Electronic trust: ETRS
R?=0.681

-0.043
(t=-2.396)

-0.043
(t=-1.707)

0.003

(t=0.103)
0.397

(t=13.010)

0.576
(t=22.068)

Electronic service quality: Electronic Satisfaction: ESAT

ESQ 0.309 R?=0.681
(t=10.265)

A 4

Figure 1 The results of the analysis of the moderated mediation model.
Note: | t | 2 1.645 means p-value < 0.10, | t | 2 1.96 means p-value < 0.05, | t | > 2.58 means p-value < 0.01

when = 30

The main focus of this study is the moderated mediation analysis, which aims to determine whether
ETRS contributes to the transfer of ESQ influence to ESAT or not and if the bank is customer-focused (CF)
including both focus on the use of innovative knowledge (INN) to enhance the service. Will ETRS continue to
play a role in the transfer of ESQ influence to ESAT when CF and INN are at what level? From Figure 1 we can

see that.

The results of the analysis of direct influence, conditional direct influence, indirect influence, and the
influence of moderated mediation analysis.

1. The results of the influence analysis along the ESQ->ESAT path revealed that the total effect was
very high (total effect = 0.801, t = 38.326, p-value = 0.000) which was higher than 0.20 It was considered
excessive, believed to be a fake relationship.

2. When adding an interstitial variable, according to the research proposal, E-Trust (ETRS), into a
mediation model, it was found that

2.1 Direct influence on the ESQ->ESAT route decreased by 47% to direct effect = 0.423 (t=14.539,
p-value = 0.000)

2.2 Indirect influence along the route ESQ->ETRS->ESAT was high and significant (indirect effect=
0.3782, LLCl= 0.326, ULCI=0.432)
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This indicates that E-Trust (ETRS) is a factor that underlies the relationship between ESQ and ESAT,
and since the direct influence is not reduced to zero or insignificant. Therefore, there is still a factor or another
hidden link for ESQ to influence ESAT.

3. When routing ESQ->ETRS and ESQ->ESAT with CF and routing ETRS->ESAT with INN, it was found
that the direct influence was reduced to effect = 0.309 (t = 10.265. p-value = 0.000), indicating that the directed
factor is CF, and INN is a masking factor that allows ESQ to influence ESAT too, but as a directing variable that
directs the path as a component of the indirect influence of the path. ESQ->ETRS->ESAT which must be further
analyzed as to how it contributes to the link.

The results of the conditional indirect influence analysis as shown in Table 2 revealed that the indirect
influence that ESQ had on ESAT via ETRS was the path ESQ->ETRS->ESAT. According to the conditions for the
values of the CF and INN variables, it was found that no matter how large the CF was, the interstitial directing
influence was still high when the INN was low, indicating that the service quality of the e-service was high. One
part has a direct influence on e-preferences. Another part is the indirect influence that comes through the
bank's e-trust and the Bank operates in a customer-centric approach and an emphasis on innovation knowledge
to create customer satisfaction. It was found that offering services by incorporating innovative expertise into
services that are too high is not a good result. It was found that bank customers were more satisfied when the
bank provided a lower level of innovative knowledge-based services. Regardless of the CF level, a highly
innovative knowledge-based service has influence along the way. ESQ->ETRS->ESAT decreased because
customers may not keep up with technology or not yet happy to use that technology or not willing to follow

and learn all kinds of banking technology or not continuously experimenting with these technologies.

Table 2 Results of analysis of interstitial directing influence along the path ESQ->ETRS-
>ESAT that directs route ESQ->ETRS and ESQ->ESAT with CF and directs route ETRS->ESAT
with INN.

CF INN Effect BootSE BootLLClI BootULCI
low low 0.2734 0.0276 0.2179 0.3256
low moderate 0.2434 0.0235 0.1976 0.289
low high 0.2201 0.027 0.1672 0.2724
moderate low 0.2532 0.0265 0.1997 0.3042
moderate moderate 0.2254 0.0221 0.1823 0.2691
moderate high 0.2038 0.0249 0.1555 0.2524
high low 0.2352 0.0272 0.1826 0.2877
high moderate 0.2094 0.0225 0.1664 0.2547
high high 0.1893 0.0243 0.1433 0.2368

However, the dedication to customer-centricity and focus on injecting innovative know-how into the
bank's service processes not only indirectly influences, but also directly affects conditions specific to the path

being directed which is considered new knowledge, that is
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1. CF directing on the ESQ->ETRS path was found that, overall, the ESQ*CF interaction had a negative
effect on the change in ETRS (effect = -0.043, t = -2.396, p-value = 0.017). It indicates that if more CF is put in,
it will not benefit the trust of customers. It can be seen from Table 3 that the direct influence ESQ has on
ETRS is greater when the CF is low and decreases when the CF is higher, meaning that the ESQ has a strong
influence on ETRS (effect = 0.576, t = 22.068), but when the CF was taken into account influencing the nature
of the interaction with the ESQ, it was found that the ESQ had a greater influence on the ETRS if the CF action
was moderately below moderate. This may be because ESQ is already enough to satisfy customers. Adding a
little more customer-centricity (CF) is enough. Adding too much customer centricity can be annoying for

customers.

Table 3 Conditional direct effect(s) of ESQ on ETRS at pick-a-point of CF

CF Effect se t p LLCI ULCl

-1.0714 (low value) 0.6218 0.0260 23.5144 0.000 0.5699 0.6737
-0.0019 (median) 0.5757 0.0261 22.0807 0.000 0.5245 0.6269
0.9488 (high value) 0.5348 0.036 14.9299 0.000 0.4645 0.6051

2. The directing of the CF on the ESQ->ESAT path was found that in the overall ESQ*CF interaction did
not affect changes in ESAT (effect = 0.003, t = 0.103, p-value = 0.918), then if CF was dedicated. Overall, it did
not help ESAT to change with the influence of ESQ because the direct influence on the original ESQ->ESAT
path was 0.423 (t=14.539, p-value = 0.000. After directing the ESQ->ESAT path with CF, it was found that Direct
influence decreased to 0.309 (t = 10.265), indicating that CF is one latent factor linking ESQ to ESAT, but overall
ESQ*CF interaction does not promote ESQ impact on ESAT. But in specific cases when considered locally (pick-
a-point), it was found that ESQ gradually influenced ESAT more when more CF operations were performed as

in Table 4.

Table 4 Conditional direct effect(s) of ESQ on ESAT at pick-a-point of CF

CF Effect se t p-value LLCI ULCI
-1.0714 0.3056 0.0433 7.0616 0.000 0.2206 0.3905
-0.0019 0.3088 0.0301 10.2651 0.000 0.2498 0.3679
0.9488 0.3117 0.0415 7.5111 0.000 0.2302 0.3931

Therefore, in e-banking operations, banks should pay more attention to their customers, which is more
customer-centric. This is to be considered as appropriate because too much emphasis on CF may result in
lower ETRS.

3. The supervision of INN on the ETRS->ESAT path found that overall, the INN*ETRS interaction had a
negative impact on the change in ESAT (effect = -0.043, t = -1.707, p-value = 0.089), indicating that if banks
focus more on incorporating innovative knowledge into their services, customer satisfaction will decrease.
Overall, INN*ETRS interactions encourage ETRS to have a greater impact on ESAT. Moderate customer service

shouldn’t put too much effort into innovation as it could be a burden to learn how to use for the customers.
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It can be seen from Table 5 that the influence of ETRS on ESAT is very high if the bank operates at a low level

of innovation and satisfaction. The value of the customer will gradually decrease as the INN value increases.

Table 5 Conditional effects of ETRS on ESAT at pick-a-point of INN

INN Effect se t p-value LLCI ULCl
-1.0034 (low value) 0.4397 0.0405 10.8621 0.0000 0.3603 0.5192
0.1289 (median) 0.3915 0.0305 12.8306 0.0000 0.3316 0.4514
1.0095 (high value) 0.354 0.0385 9.1902 0.0000 0.2784 0.4296

Remark; Significant at 0.01

The results of the analysis to test the hypothesis can be summarized as shown in Table 6.

Table 6 Summarizes the hypothesis test results.

Research Hypothesis effect t-value p-value Conclusion
1. E-service quality (ESQ) influences e-satisfaction 0.309 10.256 0.000 support
(ESAT).
2. E-service quality (ESQ) influences e-trust (ETRS). 0.576 22.068 0.000 support
3. E-trusts (ETRS) influence e-satisfaction (ESAT). 0.397 13.010 0.000 support
4. The interaction of customer focus (CF) with -0.043 -2.396 0.017 support
e-service quality (ESQ) increases E-trust (ETRS).
5. The interaction of customer focus (CF) with the 0.003 0.103 0.918 not supported,
influence of e-service quality (ESQ) improves but has a
e-satisfaction (ESAT). significant like

pick-a-point

6. The interaction of innovation recognition (INN) -0.043 1.707 0.089 support
with e-trust (ETRS) increases e-satisfaction (ESAT).

Summarize the Results and Discuss the Results
1. Results of a study on e-service quality, e-trust, customer focus, innovativeness, and e-

satisfaction of e-banking users in Thailand.

The service users are satisfied with the quality of e-services at a high level because the bank records
the usage data correctly. The banking system is efficient. There is a link through the bank website and mobile
application through the deposit machine, to withdraw money, and adjust the bank statement automatically.
The telebanking system is linked through an answering machine in relation to the concept of Electronic
Transactions Development Agency (2020) concluded that e-transaction services facilitate financial transactions
anywhere and efficiently. As the Bank of Thailand's report (2019) concludes that the Bank has applied financial
technology to its transactions, build a FinTech ecosystem to bring people, and businesses lower costs because
it makes it convenient in the present era.

Consumers' satisfaction with e-banking was at a high level, indicating that they saw the importance of

their satisfaction in using e-banking services, and that the first priority was that users felt more like doing
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transactions via e-banking than going to branch because it is convenient, save Time in Transactions fast, as well
as the research by Kim et al. (2009) concluded that e-satisfaction is the cumulative effect of consumer
satisfaction across all purchases and experiences to purchase or choose to use services through online
channels. Satisfied customers will return to purchase or use the service again.

The service users are satisfied with the policy and the customer-focused action at a high level, such
as e-banking services respond quickly. Customer satisfaction and dissatisfaction results are important
information that helps the organization understand customers and the market. This will lead to improvement
and sustainability of the organization. This is aligned with the National Quality Award Office (2020) who
concluded that customer focus is a form of engagement in order to respond to building good relationships
with customers to convince customers to use the service continuously.

Service users have a high level of innovativeness because they receive convenient and fast service
from focusing on innovation to create convenience, security, and satisfaction that is benefit from using the
service. As a study by Oyedokun et al. (2018), it was concluded that creating innovations to differentiate
businesses from competitors. Including a study by Chuang & Lin's research, (2017), supports that innovative

efficacy creates value in service and enable the business to achieve operating results in providing services.

2. Conditional direct effect/moderation analysis

1) The influence of service quality on trust when directed by a customer focus. The results showed
that after interlacing the ESQ->ESAT relationship path with ETRS, directing the ESQ->ESAT path with CF, and
directing the ETRS->ESAT relationship path with INN, it was found that all of the fractional variables had all
significant by the quality of services influences e-trust (ESQ->ETRS) first. It is consistent with Nasution et al.
(2019); Raza, Umer, Qureshi & Dahri (2020) who found that improving e-service quality will increase e-customer
satisfaction because it responds to the needs of speed and operation that focuses on safety. The results of
the conditional direct influence analysis showed that the bank should give a moderate level of importance to
the CF. Do not overemphasize it, because too much emphasis will result in less influence of ESQ on ETRS. This
is because there may be a confounding influence between ESQ and CF because the customer may already be
very satisfied with the service quality.

2) The influence of e-trust on e-satisfaction when guided by innovativeness.

E-Trust has a significant influence on e-satisfaction (ETRS->ESAT) as the 2nd most influential because
the financial sector is increasingly competitive with technolosgical developments or innovations supporting it.
Competitive differentiation of financial products and services has resulted in the satisfaction of service through
the Interet. This is in line with research by Grénroos (1994) found that the relationship marketing paradigm
affects customer satisfaction through e-trust. INN's direct influence analysis, ETRS->ESAT, found that banks
should not be too rushed to adopt technological and innovative capabilities in their financial services. But
should be used in moderation because it was found that the influence of ETRS on ESAT will gradually decrease
if the bank focuses more on bringing technological know-how and innovation to its services. However, it's high
when it's not very focused. This may be due to the fact that there are many different groups of customers of
the bank, some groups may be ready for innovation, some groups, which are large groups, may not be ready,

may not be able to keep up, may not be able to use, even at present, many customers are still unreliable or
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trust in ATM card transactions. If banks bring cutting-edge innovations in their financial services, they will only
cause more confusion and dissatisfaction.

3) The influence of service quality on customer satisfaction when directing a customer-focused route
is a significant influence of e-service quality on e-satisfaction (ESQ->ESAT), with the third highest influence. This
path is the main path of research questions. The results of the analysis showed that the influence along the
path decreased accordingly. That is, when other factors were excluded, the total influence was as high as 0.801
(t = 38.326, p-value = 0.000). Intermediate with ETRS, the direct influence was reduced to 0.423 (t=14.539, p-
value = 0.000) and when routing ESQ->ETRS and ESQ->ESAT with CF and routing ETRS->ESAT with INN, it was
found that the direct influence ESQ->ESAT according to the CF condition was reduced to 0.309 (t = 10.265 p-
value = 0.000) indicates that ETRS and CF are actually the hidden factors linking ESQ to ESAT. ESQ does not
have much influence on ESAT, and when considering influence along the ESQ->ESAT path based on pick-a-
point conditions, it was found that the higher the CF value, the more ESQ influence the ESAT has, but in this
case, needed to be careful not to overemphasize the CF as it will lower the ETRS. Everything has to be done
in moderation. Taking into account the availability of customers as the main. Also, be careful that ESQ and CF
may influence each other. This is consistent with Contractor & Woodley (2015) who found that service
innovation influences service value creation and business value creation that affects satisfaction and
performance, but need to focus on accessibility. It doesn't have to be overly complex or innovative as it makes

learning difficult at first.

3. Conditional Indirect Effect/Moderated Mediation Analysis

Analysis results of influence on path ESQ->ETRS->ESAT found that the indirect influence was significant
at the 0.05 level (indirect effect = 0.3782, LLCl = 0.326, ULCI = 0.432), while the direct influence was not
reduced to 0 or not significant (i.e. direct effect = 0.423, t = 14.539, p-value = 0.000) indicates that ETRS is a
factor that transfers the influence of ESQ to ESAT, and when routing ESQ->ETRS and ESQ->ESAT with CF and
routing ETRS->ESAT with INN. It was found that the conditional indirect effect is significant in all conditions the
values of CF and INN. The indirect influence is high when INN is low, but CF has any value and direct influence
ESQ->ESAT is decreased but not 0 and also significant (effect = 0.309, t = 10.265, p-value=0.000) indicates that
CF contributes to the transfer of ESQ influence to ESAT along the ESQ-ESAT path, and CF to INN also contributes
to ESQ influence on ESAT more, but must be used at a moderate level, that is, at a moderate level down to

a low level.

Recommendations

Recommendations Received from the Research

1. Academic aspect: Academics can use research findings to supplement theories about user behaviour
such as ACSI, ECSI in the context of a cashless digital society.

2. Applied in management: The bank can apply knowledge from research studies and define
management and operating policies for products and services in a gradual manner because too much emphasis

on CF and INN does not benefit ETRS and ESAT.
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3. Policy-wise: Bank executives should focus on improving the quality of e-services, implementing of a
customer-focused approach, and using technology and innovation at an appropriate level.
4. Commercial aspect: E-Trust is a very important factor as it plays a key role in the quality of the

bank's e-services to customer satisfaction. This requires consideration of the appropriate CF and INN.

Suggestions for the Next Research
E-trust is not the only factor contributing to ESQ's influence on ESAT. There may be other hidden
factors, such as Multi-Channel Integration, knowledge, and ability to use innovation of customers, and online

Security.
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Abstract

The objective of this research was to investigate the public service and local fiscal management issues
facing Thai local government organizations and to synthesize the results and recommendations for the
development of Thai local government organizations in the areas of public service and local fiscal
management. A qualitative research design was employed with a systematic review of the literature. The

samples used in this study were academic articles and research papers about public service and local fiscal
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management issues of Thai local government organizations published in Thai Journals Online (ThaiJO) during
2009-2021. According to the research results, most of the problems with public service management are
related to the provision of public services and are caused by legal constraints and limited public participation.
Most of the local fiscal management problems are associated with income issues arising from the revenue
structures of local government organizations that rely on government financial support. As a result, local
government organizations lack the independence to make fiscal decisions in the provision of public services in
response to the needs of the people. In addition, local government organizations’ low potential to generate
income results in various problems, such as policy problems and local fiscal inequality. To solve these
problems, local government organizations need to adhere to the concept of new public management, place
emphasis on the independence of public service provision in terms of types and forms, and establish clear
goals and directions in providing good quality public services, serving the needs of all related sectors, and
creating fiscal equality. Moreover, local government organizations should be encouraged to develop income
and expense management skills, as well as foster a sense of citizenship, in order to reduce tax evasion. Above
all, local people must be given opportunities to participate in the processes of planning, implementation, and
decision-making that contribute to local development.

Keywords: Integration, Local Administration, Local Government Organizations
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Abstract

The objectives of this study and analyze the behavior and needs of tourist with specific interests:
beverage and bakery types, to suggest and design tourist routes for tourists with specific interests: beverages

and bakery types in Mueang District, Khon Kaen Province. The samples used in this study were beverage and
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bakery shop users and tourists with a specific interest in 12 beverages and bakeries, 400 samples collected
using questionnaires. The results showed that of all beverage shops and bakeries, The shop with the highest
number of visitors is Just Follow the Goat, with most drinks and bakery users being more female than other
genders. Aged between 21- 30 years old, single status, undergraduate degree or equivalent Student careers
have an average monthly income of 10,001-15,000 baht.

By behavior and needs. Therefore, tourists can be divided into two main groups, student sroups and
working age groups The organizer has designed a travel route for tourists with specific interests: Beverage and
bakery category in Muang District, Khon Kaen Province of the above two groups in order to be able to meet
the different needs of the two groups exactly to satisfy tourists and also increase the chances of success for
the shop as well. The difference between these two routes is student/student group The highlight of each
shop is that there is a check-in point for café hopping tourists who tend to go to various cafes. Unique, there
are more shops in the student travel itinerary than the other group. Due to the behavior of this group, there is
a need to travel to many shops. in order to complete the check-in and working age groups The highlight is
convenience. The atmosphere of the shop is not too busy. Suitable for a place to talk, contact work or relax,
which can meet the needs of tourists of working age groups. This group of tourists needs comfort. The
atmosphere here is not too busy.

Keywords: Tourism route, Niche tourist, Beverage and bakery
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Abstract

The objectives of this research were: (1) to study the participatory- school- management opinions of
academic school administrators and teachers at the Secondary Educational Service Area Office 18, and (2) to
compare the participatory- school- management opinions of academic administrators and teachers the
Secondary Educational Service Area Office 18. The data were classified into their working experiences and
school size. The samples were 370 academic administrators and teachers. Simple size applied Taro Yamane's
formula. Random sampling applied multi-stage strategy. The research tool was the questionnaires with the

reliability at 0.94. The analytic statistics were frequency, percentage, standard deviation, and one-way ANOVA.
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The research results revealed that: (1) the participatory- school- management opinions of academic
administrators and teachers at the Secondary Educational Service Area Office 18 in overall and each aspect
were at high level; and (2) the participatory- school- management opinions of academic administrators and
teachers; who had different working experience, at the Secondary Educational Service Area Office 18 in overall
were not different but in academic aspect and general administration aspect were different at .05 statistical
significance whereas in other aspects were different.The participatory-management opinions of academic
administrators and teachers from different school size in overall were not different but in academic aspect
were different at .05 statistical significance whereas in other aspects were not different.

Keywords: Participatory school management, School Administrators,

Secondary Educational Service Area Office 18
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Abstract

This research aims to development of a model to enhance the use of artificial intelligence skills to
add value to jobs and work ability of workers in Kanchanaburi Province. The objectives were to study the
context of artificial intelligence in Kanchanaburi province and to develop guidelines for increasing artificial
intelligence skills for workers in Kanchanaburi province. The research will use questionnaires and interviews.
The population is students, entrepreneurs, workers in Kanchanaburi Province. This research uses Descriptive
statistics to present frequency and percentage distributions. The research result indicates Cognitive science and
hybrid Al systems are the two types of artificial intelligence that have employed the most, representing for

30.49 and 23.17 percent. The research result reflects that the worker understands the role of artificial
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intelligence, but the implementation of artificial intelligence is still limit or partial. The preferred form of training
is online training rather than on-site training.

Keywords: Worker, Artificial intelligence, Self-learning
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Abstract

Today, studying consumer behavior entails more than just getting to know people. However, it must
investigate the surrounding environment, which is linked by various technologies. There will be many benefits
such as the high-speed Internet connection. Until the term "Internet of Things" or loT was coined, and it was
developed to the next level that is known as technology that understands human behavior, also known as
Internet of Behavior (IoB), and the development of technology, whether it is artificial intelligence (Al)
technology. Consumer behavior will undoubtedly be influenced by virtual reality (VR) and augmented reality
(AR) technologies. As a result, it is not only technology that is advancing at a rapid pace these days. In the
future, the combination of all technologies to the internet will be faster, resulting in the formation of a virtual
world community or called “Metaverse” which is an innovation that creates a simulated world and combines
it with a real-world environment where people can enter this virtual world by taking objects from their
surroundings to become inextricably linked as one

Keywords: Technology role, Artificial Intelligence, Metaverse

Introduction

It is important and plays a very crucial role in doing business in today's era. Internet technology is the
interface that makes things happen which includes the convenience that happens a lot and makes them play
a role in the daily life of consumers. Also, the development of technologies such as artificial intelligence (Al),
virtual reality (VR) and augmented reality (AR) technologies will inevitably affect consumer behavior in the
future. One of the key factors in doing business is knowing how to keep up with changing consumer behavior.
One of the important factors affecting the change in consumer behavior to be discussed is the “age factor”.
This is because age is a factor indicating the maturity of an individual. Also, it indicates the ability to understand
content and information through different life experiences. In addition, age also affects the thoughts,
experiences, beliefs, interests, attitudes and behaviors of consumers. Also, the advancement of information
technology, causing the trend of digital transformation. Moreover, using information and communication
technology is increasing in daily life and affecting the changing behavior of consumers today.

As a result, consumer behavior in society at the time. The processes and activities in which a person
is involved, as well as the general public's character, way of life, and activities in daily life or the majority of
people in society, In terms of spending daily life through the use of various products and services to satisfy

needs and desires, choosing, buying, using, evaluating to be pleased with the advances in information and
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communication technology that are generating new economic value. As a result of the link between
technology. Various technologies are being harmonized and become a change in consumer behavior in the
digital era and consumer segmentation in the digital era, which is currently causing changes in both economic
and social aspects. This gave rise to the concept of categorizing consumers in the digital age into two groups:
There are two types of digital immigrants: 1) digital natives and 2) digital immigrants (Ofer Zur & Azzia Walker,
2020).

Objective

To investigate the role of technology in the formation of a virtual community (Metaverse)

Research methodology

It is accomplished by studying and reviewing literature and content from a variety of sources which is
including various studies in order to summarize the issues and synthesize the role of technology in the

development of Metaverse technology

Research Contribution

Readers will be able to bring knowledge of various roles in technology to guideline in the research

teaching and also can be preparing for the future changes that will have a direct impact on consumer behavior.

Consumer segmentation in the digital era

At the moment, there is a lot to learn about consumer segmentation, which summarizes the division
of consumers into five generations. Firstly, Gen Gl. Over the age of 75. Secondly, it can be called Baby boomers
aged 57 to 75. Thirdly, Generation X (aged 42-56). The next one can be called gen Y which is between the ages
of 24-41, while Gen Z is under the age of 23, according to scholars who have defined the age group of people
who have access to computers and various digital technologies, such as Born Digital. Digital Youth, Millennials,
Net Generation, Screenagers, Google Generation, and Generation Y are some of the terms used to describe this
generation Y, Generation Z, Internet Generation or | Generation (Herther, 2009).

The behavior of both groups is digital natives and Immigrants, who are people born in the digital age,
according to the concept of dividing consumers in the digital era into two groups: 1) Digital Natives and 2) Digital
Immigrants. Both groups are digital by comfortably using computers or any other device that can connect to
the intermet to perform daily life routines such as product research, complete their homework, game play, and
social media communication. Moreover, digital immigrants are people who were born before the digital age
but they have a strong interest and passion for information and communication technology; as a result, they
try to learn and attempt to adapt to technology. Also, there are still some behaviors that have not been

addressed.
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Figure 1 Consumer segmentation in the digital era
Source: https://www.brandbuffet.in.th/2019/11/thai-consumer-consumption-

media-content-and-platforms-in-2019/

The definitions of Digital Natives and Digital Immigrants remain merely conceptual. It aids in
understanding the differences between people who are at ease with technology. As a result, it is necessary to
investigate the origins of the "digital era" in order to understand who "digital people" and "digital immigrants",
as well as consumer segmentation in the digital era, which is a technologically advanced era. At the moment,
information and communication technology is causing changes both economically and socially. This has given
rise to the concept of categorizing consumers in the digital era into two groups: 1) Digital Natives and 2) Digital

Immigrants, with more information below.

1. Digital people by birth are divided into 3 main groups as follows:

1) Avoiders, despite being born in the digital age. However, it is unrelated to digital technology. In
addition to not being of the same generation. They are uninterested in Facebook, messaging technology or a
variety of mobile devices. This group makes use of mobile phones. However, there is no email, Facebook,
Twitter account, and no internet access at home. This group of people may have older phones that are not
capable of sending messages.

2) Minimalists: This group acknowledges that technology is an integral part of today's world. Also,
they try to engage with it as little as possible. For example, they will only use Google to find information.
Moreover, they only buy things online if you can't do it in a physical store. Despite the fact that this group has
a Facebook page. However, they only use it once a day or every few days. They'll get directions by asking
friends instead of searching for a Google map, even if they have a GPS system.

3) Participant Enthusiasm, This is a sizable group of digital natives. They have a lot of fun and are
very successful with technology and equipment. These people spend their days on Facebook, watching TV or
movies online, surfing the web. They spend the majority of their time online. When this group of people needs
to know something such as translating a language or getting directions. They turn to Google to reach. This
group, they need to use online tools and messaging. Due to the fact that they rarely use their phones but
prefer instant communication through social media. Also, this demographic owns a smartphone or an iPad for

constant web access. It's also enjoyable to use technology and watch the hunt evolve.
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For newcomers to the digital world, It is further subdivided into groups similar to digital natives Immigrants to

the world have a wide range of attitudes and abilities in digital technology.

2. Immigrants to the digital world are classified into three major groups:

1) Avoiders are people who prefer the old way of life. They do not want to use technology. They
try to use the least amount of technology. This group almost always has a home phone. There is no mobile
phone or smartphone, no email account, no social networks such as Twitter or Facebook.

2) Difficult adopters, this group understands that technology is an integral part of today's world and
makes an effort to participate in the use of technology. However, there was still a sense of involuntary
alienation. This group of hesitant users is very diverse. Despite the fact that this group has a mobile phone.
However, they do not send messages. They occasionally use Google and do not have a Facebook account.
This group checks email on a regular basis and may use online banking. They are very cautious when they
need to use technology.

3) Enthusiastic Adopters, they are digital immigrants who have the potential to be digital natives
because of the ease with which technology can be used. This group will be technologically capable and
interested. They could be executives with technological knowledge or a businessman who embraces
technology and appreciates internet culture. It is a group that values technology and strives to maximize its
use. This group's members have Facebook accounts. It's possible that you'll realize it's the best way to interact
with their child or an old friend by utilizing popular media in the digital technology era. They also check their

email on a regular basis and are enthusiastic about technological advancements and new equipment

Digital technology plays a role and is linked to consumer behavior.

The rapid advancement of information and communication technology is generating new economic
value. It is from the integration of technologies using 5G as a link and synchronization with various technologies.
Also, it will result in a shift in consumer behavior in the digital era. Consumer behavior refers to the actions of
people in society at the time. The processes and daily activities of people is involved, as well as the general
public's character, way of life, and activities in daily life or the majority of people in society, choosing, buying,
using, and evaluating in terms of spending daily life through the use of various products and services to satisfy
needs and satisfaction

Consumer purchasing habits have shifted dramatically over the years. This is because it will be replaced
by new innovative technologies and replace older technologies. For example, computers will be replaced by
tablets. The proliferation of high-speed Internet and Wi-Fi signals, as well as the use of smartphone applications
which influence the telecommunications system. The music and film industries are affected by program
downloads. The rate of economic growth is determined by the invention of important technologies. Each
technological advancement causes a significant shift in lifestyle. When new technologies are developed, they
will eventually replace older, obsolete technologies. Consumers are eventually compelled to adapt to
technological advancements. Music, for example, was once loaded on CDs and listened to by played on CD

players. However, the music producer will provide the music online platform nowadays. Also, customers do
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not have to leave their homes to make the purchase (Ajcharee Limpamon, 2015). It is clear that technology
and innovation have a massive and rapid impact on consumer behavior. We can connect to the rest of the
world in one seconds. Unrestricted access to consumer information. As a result, marketing must adapt to and
make the understanding in terms of digital technology, which influences consumer behavior.

As technology advances, businesses and citizens must prepare to adapt to the following digital
technologies:

1. Internet technology

2. Internet of Things (IoT) technology

3. Technology that understands human behavior (IoB)

4. Artificial Intelligence (Al) Technology

5. Virtual Reality (VR) Technology

6. Augmented Reality (AR)

7. Leading to Metaverse Technology

Internet technology

The Internet is a significant factor, resulting in a factor that drives 5G (Fifth Generation of Mobile
Communications Technology: 5G) technology from its inception until it forms a communication technology life
cycle which will be developed and implemented in the first phase. In the second phase, there will be a
significant increase in usage and then apply it widely to the most advanced level. Then, as the number of users
decreases, it will become obsolete. Some of them may change to other technologies that provide better
features and meet the needs of their users. This could be analogous to the steadily declining number of 2G
and 3G mobile phone users. While the number of 4G users tends to continue to grow. It is expected to grow
at its fastest in 2020-2021. (Therdpong Daengsi and Phisit Pornpongttechavanich, 2019). This implies that 5G

cellular systems should be available in the telecom market within that time frame.

The introduction of 5G technology, which will replace 4G, will result in three

outcomes:

1. The Internet's speed will be increased, with 5G speeds 20 times faster than 4G, bringing the clarity
of streaming video playback up to 4K or 8K, as well as the use of Augmented Reality (AR) or Virtual Reality (VR)
technology smoothly.

2. A command response rate that is up to 30 times faster than 4G. This feature will have a significant
impact on human life forms such as self-driving cars, remote surgery, or smart city with full remote control
services

3. It is compatible with a large number of Internet-connected devices. It will support up to one million
Internet of Things (IoT) devices per square kilometer. This is ten times more than 4G technology. It makes it

simple to connect smart devices and sensors which make them work efficiently.
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Internet of Things (IoT) technology

The Internet of Things (IoT) refers to a communication network that connects communication devices,
electrical appliances, vehicles, buildings, structures, or other objects through the use of embedded electronic
systems sensor and Interconnection device software. This will enable all devices and objects to store and
exchange data with one another (ITU, 2013). The interconnected Internet of things can connect millions of
objects, causing significant structural changes. In the Internet of Things, "Things" can refer to anything from
communication devices to electrical appliances like air conditioners, fans, refrigerators, rice cookers, aircraft

systems, solar panels, water supply valves, and small circuit boards embedded in livestock.

Internet of Behaviors (IoB)

This technology collects and manages information gathered by the IoT (Internet of Things) as well as
information gathered from other sources such as social media, travel information, facial recognition data, and
converts that information into a body of knowledge of behavioral events such as the purchase of goods and
services. It is a data science/analytics-based analysis, modern technology and behavioral science knowledge
resulting in the stimulation of new behaviors. While 10T is the connecting and forwarding of user data, Internet
of Behaviors (IoB) is the bringing of data from both loT devices and digital platforms social media, GPS or
government disclosure must be processed in order for service users who have set goals to make decisions. An
loT smart watch, for example, collects heart rate data, the user's steps and sleep patterns are tracked. The
data is processed by loB and they can give advice to the user on what behaviors to engage in for better health

based on the user's goals.

loB
Knowledge
Information
loT
Data

Figure 2 Demonstrating the relationship of loT and loB

Source: https://www.marketplus.in.th/content/detail.php?id=8681
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Artificial Intelligence - Al

Artificial Intelligence (Al) is defined as a machine with the capability of understanding. It picks up skills
like perception, learning, reasoning, and problem solving. Artificial Intelligence refers to machines that can
perform these tasks (Al).

It can be said that Al was born when machines have the ability to learn. Al is classified into levels
based on its ability or intelligence. It is determined by comparing the Al's reasoning, speaking, and attitude
abilities to those of humans. Al is divided into three levels based on ability or intelligence, which are as follows:

1. Narrow Al or Weak Al which is an Al that is more specialized than humans. This is the origin of the
term Narrow, which refers to an Al that excels in narrow or specialized areas. Al-assisted robotic surgery, for
example, which may be more specialized in surgery than a doctor. It is undeniable that this type of Al cannot
cook, sing, or do anything. This Al must only help in surgery. Nowadays, Al research results are still at this level.

2. General Al is an artificial intelligence that has the same capabilities as humans. It can do everything
as humans and perform at a comparable level.

3. Strong Artificial Intelligence is a type of Al that possesses beyond superhuman abilities. As we can

be seen, current human science is only at the start of Al.

Virtual Reality - VR

Virtual reality (Augmented Reality) or AR is a new technology that combines the real world with the
virtual world through a device such as webcam, mobile camera, computer, combined with the use of various
software, allowing us to see images that look like objects such as people, animals, things. It is displayed on the
screen as 3D objects above the actual surface. It is changing the face of advertising media on the Internet step
into the new thrill of having product images floating off the computer screen. This is a change in the face of
modern media, just as when the Internet was born in the world. If the media is like a “box” then AR is to

bounce out into a new world outside the box that creates excitement in the form of Interactive Media.

Augmented Reality - AR

Augmented Reality (AR) is a technology that uses a camera to project virtual images, which are 3D
images that have been simulated into the real world. it can look directly through the camera and use processing
to make objects overlap into the same image. It is a similar technology, the term "AR" is frequently used in
conjunction with the term "VR." The difference is that the nature of AR technology is to attempt to be a part
of the user's environment, whereas Virtual Reality (VR) attempts to create a new virtual environment in order
to disconnect the user from the real world. This virtual environment can have both visual and auditory
components and it may resemble or be completely different from reality

The use of VR technology necessitates the use of a specific device, the VR Headset, to access the
virtual world created by computers and accessible via accessories such as the Oculus Rift and PlayStation VR
Augmented Reality (AR) has been in development since 2010 and it has continued to improve its stability, with

AR now being visible in a variety of tasks such as Pokémon Go.
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Mixed Reality - MR

This MR technology is a hybrid of real-world and digital elements. Reality Blended Using next-
generation touch and visualization technology, we can interact with objects and environments in both the real
and virtual worlds. Mixed Reality (MR) is an extension of AR and VR that combines their strengths. As a result,
the concept is similar to that of augmented reality, which is to bring the digital and real worlds together.
However, by wearing glasses with MR lenses, we can see virtual images of objects in real space in 3D and Real

Time, allowing us to respond to what we see immediately.

VIRTUAL REALITY (VR) AUGMENTED REALITY (AR] MERGED REALITY (MR}

Completely digital environment Real world with digital Real and the virtual are intertwined
information overlay
 mrae
4 — = <>‘:L =i
J

Real world remains central Interaction with and manipulation
Fully enclosed, synthetic experience to the experience, enhanced by of both the physical and
with no sense of the real world virtual details virtual environment

Figure 3 Virtual world technology steps into the real world VR /AR /MR.
Source: https://img.online-station.net/content/2018/1004/gallery/1538651339.jpg

The implementing and Leading the World of the Metaverse

Metaverse, with technology that plays a greater role in consumer behavior and announcing Facebook's
vision of transforming itself from a social media company to a current company, is now becoming more and
more talked about in the tech world, especially since Metaverse is just a preliminary idea. However, the goal
is to create a 3D virtual world that combines Virtual Reality (VR) and Augmented Reality (AR) or other
technologies. Metaverse will contribute to the creation of a new world ecosystem, a virtual world that will add
value from interactions between humans who enter this virtual world. With an increasing number of users,
parallel manufacturers and developers will see numerous new business opportunities and will innovate in
areas such as global financial system expansion, DeFi, business development, digital real estate, and creating
new forms of recreation for virtual people. That means it could be faster in 5 years. Our contact will be more

frequent. We will be able to teleport to various locations in the Metaverse world to meet other people.
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Figure 4 Technology that affects consumer behavior in the future.

Source: https://motiska.id/2507/cara-main-metaverse/

References

Acharee Limpamon (2015). Influence of the business environment on consumer behavior. In the teaching
material on the analysis of consumer behavior of two groups in an organization, 3 units, Nonthaburi.
3-1 - 3-43. Sukhothai Thammathirat University.

Barlow, J. (1996). Declaration of the Indepdence of Cyberspace. Retrieved August 12, 2020,
from http://homes.eff.org/~barlow/Declaration-Final.html

Cambridge Dictionary. (2020). English Dictionary. Retrieved September 18, 2020,
from https://dictionary.cambridge.org/dictionary/english/

Constine, J. (2012). How big is Facebook’s data? 2.5 billion Pieces of content and 500p terabytes ingested
everyday. Retrieved September 24, 2020 from https://techcrunch.com/2012/08/22/how-big-is-
facebooks-data-2-5-billion-pieces-of-content-and-500-terabytes-ingested-every-day/

Chalatip Chamnpitak (2020). Digital Native vs Digital Immigrant. Retrieved September 18, 2021,
from http://www.culi.chula.ac.th/salc/images/ENG%20Today%20PDF/Eng.15%20
(Digital%20Native%20vs%20Digital%20Immigrant).pdf

Herther, N. K. (2009). Digital Natives and Immigrants: What Brain Research Tells Us.

Computer Science, 33(6), 15-21.

Inter Telecommunication Union. (2013). Measuring the information society. Geneva: ITU.

Kitchin, R. (2014). The real-time city? Big Data and smart urbanism. GeoJournal, 79, 1-14.

Kreuzenbeck, L., & Best, M. (2013). Chapter 4. Measuring the World’s Digital Natives.

In Measuring the Information Society. Switzerland: International Telecommunication Union.

Mia Carina Friska. (2019). Closing The Gap Between ‘Digitalnative’ and ‘Digital Immigrant’.
Retrieved November 20, 2021, from https://medium.com/@miacrnfrska.

Oxford Learner’s Dictionaries. (2020). English Dictionary. Retrieved September 18, 2020,

from https://oxfordlearnerdictionaries.com

62



Journal of Administrative and Management Innovation. Vol.11 No.1 January - April 2023

Saroj Raohasiri (2017). 5 eras of digital, Retrieved September 19, 2021,
from https://positioningmag.com/1114251

Suphakorn Juthapon and Phatchanee Choeijanya (2013). Reviewing the concept, definitions and characteristics
of Digital Natives and Digital Immigrants. Siam Communication Review, 14-17

Supoj Sritanupong (2011). Two groups of people in the organization, they are digital natives and Digital
Immigrants. Retrieved September 19, 2021, from https://supoet.wordpress.com/

Presky, M. (2001). Digital natives, digital immigrants Part 1. On the Horizon, 9(5), 1-6.

Tapscott, D. (2009). Grown up digital. New York: McGraw-Hill.

Therdpong Daengsi and Phisit Pornpongttechavanich (2019). 5G: The Communication Technology of the
Next Decade. The Journal of Industrial Technology, 15(2), 162-180.

Warot Boonprayong (2015). Challenges in using big data in health.
Journal of Vocational and Technical Education (JVTE), 68-75.

Zur, O & Walker, A. (2020). On Digital Immigrants and Digital Natives. Retrieved September 18, 2021,
from https://www.zurinstitute.com/digital-divide/

Zur, O & Zure, A. (2011). On Digital Immigrants and Digital Natives: How the Digital Divide Affect Famillies,
Educational Instituion and the Workplace. Retrieved September 18, 2021,

from https://www.zurinstitude.com/digital-divide.html

L RCIM

iJasualunsunanu
Usryrvnlnna:uscurviion

M.B.AA. D.B.A.
M.P.A. D.P.A.
M.Ed. Ph.D.

(Educational Administration Innovation)

® 092-442-8000

() aunsoeuladldn https://www.rcim.in.th/

63



Journal of Administrative and Management Innovation. Vol.11 No.1 January - April 2023

nAsnanndadenuaaulay

Social Media Marketing
aududn? qaunsles
Nachaisak Chunnapiya

Creatives Marketing Consultant

E-mail: Dr.nachaisak@gmail.com

Received: May 12, 2022; Revised: Oct 20, 2022; Accepted: Oct 21, 2022

unAnga

dagdunshmsrarslugomsunfuuududsliaunsovilidudidmingldiduegsluein insizgnin
Wasuandeguuuuii gaeguuuulul dsiivdngruiBsuszdng arnuadisanislidedsauesulatanilansiuds
UssindlnenaesvansIfuufedagtuliunliniududeites frunislivesmeaulatdmugiadudeddluns
vhnsmanludaqgiu destleminsnaindedinuosulatifiruddasonisusimsdudmansuszns liud Wy
goamndliuusuddlogndandedu Wudesmndidnmduids freaienisiuinadudnaiefduiusuazgdlaseming
anffunsAud uazadanmdnuallidudideasiuds seanegeiu uarannsoaaduyudiunislavanuas
Uszrnduiuslase dmsu duneunisdidununsnisnaiadedsaueeulatiiiuduannindlaisgsiasadm
Audowmuuarguiesamds nsnathmnsuasinquazasd nrnwnuiion melfiedesdietiomde maliamei

Hadws Fegavheudansazyilidnseegsdidutiudomensuadisuyu Wandndunanuaeudsine L

AdnAy: NMspaindedanueaulal

Abstract

Nowadays, offline marketing alone is not enough. because customers switched from the old media to
a new media which has empirical evidence from the survey results, the use of social media from around the
world, including Thailand over the past few years, has always been increasing. Therefore, the use of online
channels along with it has become the heart of marketing today. The benefits of using social media marketing
are important to brands in many respects, It is a channel for brands to understand their customers more
deeply. As a way to study competitors Helps build brand awareness It helps build interactions and attracts.
customers with brands and help create a brand image. which will bring higher sales and can reduce the cost
of advertising and public relations as well. For the social media marketing process, it starts with knowing their
business and their brand. and knowing the brand's customers Setting goals and objectives content planning
Using help tools result analysis in the end, to achieve sustainable success, we must try to build a community
and allow members to share.

Keywords: Social Media Marketing
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Abstract

This article is a study of environmental operations in the steel sandblasting industry in order to strive
for excellence in the organization of entrepreneurs, development and economic expansion, resulting in the
continuous expansion of the industry. In the production process, there will be both products and by-products
and pollution to the environment. The steel industry is a fundamental industry that is important for economic
expansion. The sandblasting industry is part of the steel industry that is considered a key engine in driving the
economy. It can stimulate employment, growth, advancement in building a culture of different types of
technology and environmental pollution solutions to be environmentally friendly and surrounding people. The
steel industry must be sandblasted to prolong its service life and durability It is the process of polishing the
workpiece with a sand blasting machine with the pressure from the air pump to drive the sand to hit the
surface of the workpiece. This makes it possible to polish the workpiece quickly, cleanly, reaching nooks and
crannies. Better than hand polishing or grinding. Sandblasting can choose rough surface or fine work as required.
By selecting the size of sand used to polish the workpiece In the sandblasting process, it causes various
pollution problems both directly and indirectly to the people who live nearby. The study found that
entrepreneurs should have environmental management in 3 areas. Including 1. Environmental management
through the Deming cycle focusing on the process, planning, implementation, inspection and operation. 2.
Environmental management in accordance with good governance principles. Focusing on participation
compliance with the law and social responsibility; and 3. Strategic management that requires strategic
management. System structure, Skills and shared values that entrepreneurs in the steel sandblasting industry
can manage the environment in all 3 areas will result in excellence in the organization. Which is based on the
principle of sustainability for environment, community and organization, able to operate business to grow
together with community happily.

Keywords: Environmental Management, Steel Sandblasting Industry, Excellence of Organization
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Abstract

This article aims to present innovations in academic administration in secondary schools, to be used
as a guideline for educational development according to the 20-year national development strategy which
focuses on developing the potential of people of all ages and creating a learning society. Therefore, education
management needs to develop an effective education management system to develop human resources as

an important mechanism for national development, especially the management of education at the secondary
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level, which is responsible for providing education for learners with knowledge, skills, desirable characteristics
and able to live in society happily. Therefore, the development of academic administration innovation is an
important task and a challenge for school administrators. secondary education which must be managed
dynamically at all times which will affect efficiency, effectiveness and quality of education management.
Academic administration in secondary schools to be successful Secondary school administrators must be
academic leaders. There are techniques, methods and models for managing innovation in academic
administration in secondary schools. which has studied a variety of concepts, such as the concept of education
for a career, the concept of internal quality assessment, organization's reputation affecting educational resource
mobilization, the dual education system based on the concept of a career-linked, education curriculum, STEM
education, Thailand 4.0towards excellence School expands educational opportunities, Phrapariyatthamma
School, Each innovation can be analyzed as follows: school curriculum, development teaching and learning,
management in educational institutions development of the learning process Assessment, evaluation and
transfer of learning outcomes research to improve the quality of education development and promotion of
learning resources education supervision, quality assurance system development, media development,
innovation and educational technology.

Keywords: Innovations, Academic administration, The secondary School
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Abstract

The objectives of this article are to present the conceptual framework of 1) academic management
according to the concept of innovation academic administration. 2) to study the present state and the desirable
state of innovative academic administration, and 3) Development of academic management strategies based
on innovative concepts. In the study it was found that the conceptual framework of innovative academic
administration consisted of 3 components: 1) curriculum development 2) teaching and learning, and 3)
measurement and evaluation. The study of the present state and the desirable state of innovative academic

administration consisted of 4 stages: 1) determine the cause of the problems 2) determine the methods of
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guideline development 3) personal development and 4) innovative thinking. The multiple-case study consisted
of the study of innovative thinking skills, creative organizations, materials technology, and, innovative
organizations. The conceptual framework for developing innovative academic management strategies was
contained SWOT Analysis, vision, strategy and goals, organizational structure, information technology, human
resource management, rewards and acceptance, communication, knowledge management, information
resource management, evaluation and order thinking, leader, personal, network, culture and shared values.
The strategic planning process was considered in innovative organizations, creative organizations, organization
management and organizational control based on suitability, benefit, accordance, and worthiness.

Keywords: Conceptual Framework, Academic Administration, Innovative concept
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Abstract

This article aims to guide and encourage all organizations to see the future that will change and
prepare for what will happen. This will be beneficial to various organizations because the current world has
entered the digital age, and there has been a shift from manual or manual work to the use of technology
instead, leading to a culture of using technology in business operations and management. To create the
organization's readiness to adapt in response to the evolution of rapidly changing technology. Due to the
advancement of digital technology, the world has entered the digital economy and society era where leaders
must use digital technology as a tool to support their work. Giving importance to driving the organization by

accepting technology to apply in the work with a new paradigm shift for all personnel compatible with the

104



Journal of Administrative and Management Innovation. Vol.11 No.1 January - April 2023

technology and effectively lead to changes in the digital age. Human resource management needs to be
adjusted according to the changing trends of the world situation. Human resource management should be
encouraged to develop new skills to respond in the digital age, as well as develop the management system
within the organization as well as Digital technology to help strengthen the organization and be able to stand
amid changes in the digital age. The change in the world is considered a factor that affects overall human
resource management. Therefore, it should be adapted from traditional practices to align with the world’s
changes in the digital age. for human resource management to increase work efficiency to keep up with events
as appropriate.

Keywords: Human Resource Management, Transformation, Digital
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AdAty: MIiawsruuguteya NsUseiuguAIMNSAnY Wingdeedeu 1a3evne

Abstract

Academic article on Development of Educational Quality Assurance Database System of ASEAN
University Quality Assurance Network is an education and integration for the development of ASEAN University
Education Quality Assurance Database System. Educational Quality Assurance is the development of quality.
And educational standards at all levels consist of an internal quality assurance system and an external quality

assurance system. The guidelines on educational quality assurance in Thailand have been adjusted to have an
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educational quality assurance system to improve the quality and educational standards of basic education.
And higher education consists of an internal quality assurance system and an external quality assurance system.
Educational quality assurance has two subsystems: Internal Quality Assurance (IQA) and External Quality
Assurance: EQA) by internal quality assurance (Internal Quality Assurance: IQA) and the process of assessing the
quality of educational management practices of educational institutions according to educational standards
set by educational institutions to verify the quality of educational management and to build confidence in the
quality of students Study at educational institutions that are produced according to quality assurance network
standards. ASEAN University Network Quality Assurance (AUNQA) has a system in which the relevant information
is collected for the collection of educational quality assurance through a database manager called That the
database management system (Database Management System) for ease of use to match the facts that are
currently accurate and up-to-date at all times can be established to be used as a guideline for the development
of quality assurance systems. Educational information that is organized in the database as an information
system. Effectively.

Keywords: Database system development, Educational quality assurance, ASEAN universities, Network
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Strategic
(QA at

Institutional Level)

Systemic

(Internal QA System)

Tactical
(QA at Programme Level)

AN 1 AUN-QA Model
fi111: ASEAN University Network. (2020)
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Abstract

Motivating employees in the organization for modern management is therefore important. in order to
maintain good and talented people with the organization Including the development of employees to have
higher potential. And incentivizing employees in the organization also affects attracting talented people to
work with the organization. This article aims to study the importance of employee motivation. and presenting
employee incentives for modern management. The authors gathered information from literature reviews and

research related to employee motivation in organizations. Satisfaction and needs of employees in modern
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management. And describes the organizational employee motivation model for modern management.
Emphasis on information over sentiment, effective performance appraisals. Including the creation of motivation
is also in the form of assignment of responsibility. building relationships within the organization Have a good
working environment and have stability for those who are interested to apply as follows: 1) Create a good
working atmosphere Organizing and improving the workplace to feel more relaxed Have a modern workplace
Bring technology to help work. and is more conducive to expressing opinions and working together than
arranging different workplaces. 2) There is good welfare along with ways to promote knowledge development
and appropriate career paths. 3) Balancing work and personal life. and 4) Reduce the gap between supervisors
and employees. To lead to solving problems together rather than making decisions or directing only from boss
only

Keywords: Motivating employees, Organization, Modern management
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Abstract

This article is an academic article. The authors synthesized the documentary participation in Buddhist
political science in the conservation and continuation of the world heritage in Phra Nakhon Si Ayutthaya
Province. It was found that; 1) participation in the management of Buddhist cultural heritage, The government
and all sectors participate by bringing local culture to commercial benefits. built as a local symbol or to
promote the protection of local wisdom and cultural heritage; Focus on exemplary rulers or leaders. Use power
according to Buddhist science by means of service in Buddhist political science, incentivize local communities
to participate in the preservation and continuation of the world heritage through Buddhist political science
with a method that leads to Buddhist political science, 3) Participation in local political leadership. Local leaders

must have strong leadership, is a person who has the ability to have power and influence on the participation
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of the community in the development of conservation and continuation of the World Heritage Site; 5)
Participation in the people-centred approach, The participation of local government organizations is public
service related to the conservation and continuation of the world heritage that is important for effective local
administration. Local people are considered to be the main contributors to the preservation and preservation
of the heritage in the area.

Keywords: Participation in Buddhist Political Science, World Heritage Conservation,

Phra Nakhon Si Ayutthaya World Heritage Site
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Abstract

This article is an academic article aims to present the concept of social development in accordance
with the direction of driving the government action plan by explaining 1) Developing human potential and
strengthening the family institution in a sustainable manner There is a drive to develop the potential and
opportunities of the new generation, creating knowledge, skills and abilities. and drive the strengthening of the
family institution. 2) Creating opportunities and enhancing social protection for people of all ages Driving work
in a new dimension with the goal of providing every family with access to social protection, poverty reduction
and sustainability. 3) Development of social capital Participatory processes are created. Supporting the
grassroots economy to become a partner for sustainable social development Promote social investment in
new ways Adjust the mechanism to drive spatial work that focuses on holistic social development. Empowering
engaged citizens Awakened citizens and sustainable society 4) Aiming to develop the organization to have high

competency and achievement to support changes in the digital age. Driving the development of digital
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competency courses for civil servants and government personnel to fit into the curriculum standard framework
in the digital age. In conclusion, it can be concluded that the government sector has determined the direction
of social development according to the direction of driving the action plan of the public sector in Thailand.
Listen to the opinions of the people to create policies, directions for social development in accordance with
the direction of driving the government action plans. The government should accelerate the implementation
of various project activities to cover all target groups. and focusing on promoting all ages to have appropriate
potential.

Keywords: Social development, Directions for driving government action plans, Public administration
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