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Abstract

The aim of this research was to study the usage behavior of communication apps, problems in
using communication apps by consumers, and the needs of communication app users in Phuket province.
The sample consisted of 369 individuals using communication apps in Phuket, obtained by using purposive
sampling. The data collection instrument used was a questionnaire. Data analysis was conducted using
descriptive statistics, hypothesis testing with t-test, One-way ANOVA, and paired difference test.

The findings showed that the majority of the participants have used the Facebook Messenger
communication app the most, more than 7 times a day, with each usage lasting around 15 minutes between
6:00 AM. - 11:59 AM. The decision to choose this app was mainly due to its free services. Users have often
used it to communicate with friends, send pictures through mobile devices. The overall problems
encountered in using the communication app were at the highest level, with efficiency being the most
significant issue, followed by usability and effectiveness. User requirements affecting messaging through the
communication app were at the highest level, with the issue of service being the most significant, followed

by trustworthiness and reliability. The users who differed in gender, age range, educational level,
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occupation, monthly income, and marital status had a significantly different impact on the messaging
behavior through the communication app at level of .05. Additionally, the users who differed in gender,
age range, educational level, occupation, monthly income, and marital status had significant differences in
encountering issues with the communication app at level of .05. These results can be used for further
development and improvement to stimulate the demand and decision-making in choosing and using

communication apps.
Keywords: Behavior of Using Communication Apps, Communication Apps, Phuket Province
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