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Abstract

The objective of this research was to study 1) communication policies for protecting consumers who buy goods and services through
online media; 2) problems with communication for protecting consumers who buy. goods and services through online media; 3) management of
communication for protecting consumers who buy goods and services through online media; and 4) suggestions for developing more efficient
communication for protecting consumers who buy goods and services through online media.

This was qualitative research using the method of in-depth interviews. The 33 key informants were chosen through purposive
sampling from among 5 groups of people with direct experience in the study topic, consisting of (1) 9 policymakers, (2) 9 operational staff working
at agencies responsible for consumer protection, (3) 5 people working at private sector agencies involved with consumer prote ction, (4) 5
entrepreneurs working in online sales, and (5) 5 academic experts-in-the field of communication arts specializing in online media. The research
instrument was a structured interview form. Data analysis was done by drawing conclusions.

The findings were as follows. 1) Consumer protection communication policies- all the responsible agencies are to integrate and
coordinate their communications work and communicate through every medium on a regular basis; the focus should be on communic ation to
prevent problems and issue warnings; they should- inform people about their rights as consumers and about the duties and responsibilities of
online vendors of goods and services; a network of consumers should be built up to monitor problems; and all co mmunication should be fact-
based and refer to actual laws. 2) Problems with communication for consumer protection- consumer-side problems included lack of knowledge,
misbeliefs, and making hasty purchase decisions without proper circumspection; vendor-side problems included failing to comply with the law,
false advertising, and failing to provide complete information to consumers; responsible agency-side problems included lack of good coordination
because several agencies are involved, lack of strategic planning to integrate and harmonize communications, the related laws and regulations are
complex and difficult to put into practice, some of the laws are outdated, the penalties for wrongdoing are smalliin proportion to the harm that
can be done, and the laws and regulations.are not strictly enforced. 3) Management of communications for consumer protection- the responsible
agencies joined together to set objectives for communications, determined the target audience groups with regard to the most common problems,
selected topics for communication that matched those issues and groups, and chose appropriate and diverse.communication channels, including
both conventional media and new media. They aimed to build and strengthen a multi-faceted digital era network across the public sector, private
sector, and consumers for all to join in with participatory communication. Lastly, they systematically evaluated the communications and used the
results of evaluation to make communications more efficient. 4) Suggestions for developing more efficient communication- all the agencies
involved need to jointly set clear communication policies and strategic communication plans that make use of the personnel, structures, budget
and technology they already have available. They should intensely evaluate their communications in order to make tangible improvements and
solve problems that could lead to costly losses. As for the online vendors of goods and services, they should strictly follow their roles and
responsibilities in thoroughly informing their customers as required by law and should adhere to good business ethics. They should follow good
governance practices when communicating with consumers. The networks of consumers should follow the news closely to stay well informed, and
should collaborate with the responsible agencies to disseminate news and information. They should follow the principle of “consumer-to-
consumer dialogue.” All the agencies concerned should manage communications in an integrated way, and modern technology should be used to
monitor discussions on online social media, manage content and disseminate news and information. Al could be applied to analyze problems and

risk factors that could lead to deception or fraud in online purchases.

Communication, Consumer protection, Goods and services, Online media

Keywords :
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	บทคัดย่อภาษาไทย  ง�บทคัดย่อภาษาอังกฤษ  จ�กิตติกรรมประกาศ  ฉ�สารบัญตาราง  ฌ�สารบัญภาพ  ญ�บทที่ 1บทนำ  1�ความเป็นมาและความสำคัญของปัญหา 1�คำถามการวิจัย  5�วัตถุประสงค์การวิจัย  5�กรอบแนวคิดการวิจัย  6�ขอบเขตการวิจัย  7�นิยามศัพท์เชิงปฏิบัติการ  7�ประโยชน์ที่ได้รับจากการวิจัย  9�บทที่ 2วรรณกรรมที่เกี่ยวข้อง  10�แนวคิดการสื่อสาร  10�แนวคิดและทฤษฎีเกี่ยวกับการจัดการการสื่อสาร  13�แนวคิดเกี่ยวกับนโยบายการสื่อสารเพื่อการคุ้มครองผู้บริโภค  16�แนวคิดเกี่ยวกับข้อเสนอในการพัฒนาการสื่อสาร  29�งานวิจัยที่เกี่ยวข้อง  30�บทที่ 3วิธีดำเนินการวิจัย 40�รูปแบบการวิจัย  40�ผู้ให้ข้อมูลหลัก  40�เครื่องมือที่ใช้ในการวิจัย  44�การเก็บรวบรวมข้อมูล  45�การวิเคราะห์ข้อมูล

