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Abstract

This study, “Online Marketing Communication on Facebook on Consumers’ Decision to Use
Cafe Services: A Case Study of Chatterbox Café” aims to: 1) examine the online marketing commu-
nication of Chatterbox Cafe, 2) analyze consumer behavior in using Chatterbox Cafe’s Facebook
online media, and 3) analyze consumer satisfaction with Facebook online media that affects the
decision to use Chatterbox Cafe’s services. This is a qualitative study, examining content on the
Facebook fanpage and conducting focus group interviews with consumers who use Chatterbox
Cafe’s services. The data analysis and presentation are in the form of descriptive narratives.

The research found that Chatter Box Cafe uses online marketing communication through
its Facebook fanpage to reach consumers. The cafes utilize delivery services such as Lineman
and Robinhood. The cafe’s online marketing coonmunication strategies include word-of-mouth
marketing, influencer marketing, content marketing, delivery marketing and online and social
media strategies. In terms of consumer satisfaction with the cafe’s Facebook online media,
the research found that. Product factors: The cafe maintains the quality of its products and
services. Price factors: The prices of food and beverages are appropriate for the quality of
products and services. Distribution channel factors: The cafe’s product and service distribution
channels are accessible to consumers. Marketing promotion factors: The cafe uses strategies
that make consumers aware of its products and services. Service process factors: The quality
and taste of food are high and unique. There is a wide variety of coffee menus. The style and
atmosphere of the cafe are unique.

Keyword: Online Marketing, Facebook, Consumers’ decision, Chatterbox Cafe
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