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'thetr marke 'share However in order to do this, providers need to build a good

Abstract

- As wireless technology develops, more and more people are becoming familiar with

~ Mobile Instant Messaging (MiIM) as a means of communication due to its convenience

for consumers. It is most widely adopted by young adults. As more people start using
this mode of messaging there is an increase in the MIM providers’ competition. In the

face of competutlon MIM service providers want to attract more users and increase

services. The S|gn|f|cance of thES study is to better understand users' needs and to
'E _:_'allow opportuntty for M M provuders to create better apps in view of offering better
.:. '.":.serwces to customers Thls research uses the descriptive research design and a
3 :.'prlmary method of data collection. In addition, SPSS 20 and PLS are used to analyze

- 'the data SPSS was used to analyze the descriptive demographic and PLS was used

'test the reiatlonshlp of the constructs.
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iscusses the introduction. It begins with the background of the research

""a:nd Section 1.3 is the problem statement discussion which highlights

ndicates that with the increased usage of the internet as well as the
arious electronic communication channels, there is an enormous
nputer-mediated communication (CMC) like synchronous CMC (such
S c_ﬁroijous CMC (such as e-mail). Many people like to communicate via

ch z'a.s using IM to chat which help people maintain relationships.

|¢aiion service that enables one to create a private chat room with
.in order to communicate using the internet in real time"
. Instant Messaging (IM) is based on using text, not voice-based
ation They way IM works is there is a user name and a contact list. This list
o__sée which of your friends or families or other acquaintances are online
onnected by the selected service for you to initiate a chat with them.
end messages to any one of the contacts in the list; the contact list can be
ged by adding, deleting or editing the contacts’ ID. Users are also able to create
d mass messages. When a user wants to send messages to his or her
ds the software opens up a small interactive window. In the window, they can
mmUnlca_te with each other by sending text, pictures, files, voice or video clip

ages. IM is in real-time and makes a continued message exchange simpler than

tional University (2013)



lin (2010), Instant Messaging systems saw a large growth in users. At
1 _b'ile messaging became a new source of income as opposed to text
ently application service providers are migrating their IM software to
e_rwlrbnment in order to enrich mobile messaging that is mobile instant
IM) Li & Huang (2013) define MIM as the technology that allows mobile
ccess instant messaging services by their smart phones. MIM allows

Send_’a'nd receive messages in real-time via mobile phones.

IM solutions for mobile devices have been available. At that time, AOL and
.beggn to access to IM networks using the SMS interface. However, these

s were only for wireless carrier users who made an agreement with AOL or

nal University (2013)



ge convenience for mobile users and is widely adopted by young
0‘-10:;. McGrath (2008) says that young people see technology-especially
s=:a_z;|: ifnportant part in their social life, and mobile phones also the key to
: Mostly young people like to use MIM due to its many benefits
a 'ng'és users can have multiple communications at the same time;

want to go playing with your friends, just use your mobile phone and you will

ut whether your friend is available or not. At the same time, you are
out where they are located, send messages to them and invite them
olayi :.g. If you want to invite many friends, just put them into one group,
e '_e_ssaée to the group such as telling them the time and place to meet. It

nvenient and that is why most people like to use MIM (Chai, 2012).

tats (2012) reported that the number of internet users of the world has
m 114 Million in 2000 to 1 Billion in 2012. In Malaysia, the number of
users increased from almost 4 Million in 2000 to 18 Million in 2012. Aviffin
s_tates that Malaysians spend on average 20 hours per week online. The time

pent for connecting with people for more than 68%, followed by learning is

al University {2013)



play games, 14% users like to search general information, such
News Cars, Sports, Technology, Finance, Novels. About 13% of
qSe_emails, 9% use it for internet purchasing, and 9% report using it
catr.infd."rmation. Choong (2011) reports that famous social networking
aysia ‘are Facebook, followed by Twitter, Yahoo!, MySpace and
st popular Apps reported in Malaysia are Whatsapp, WeChat,
book; and they are mainly downloaded from Google App Store and
re HLH {2010) reports that about 1.1 mil users are using twitter in
ysia ass the 6th largest population of Twitter users in Asia. According
[ Tencent's WeChat has 1 million users and they have seen about a
wih for their WeChat app in Malaysia. WeChat can be the No.1 or the most
mobile social app in Malaysia. Kuittinen (2013) indicates that WhatsApp

app in Malaysia.

itional University (2013)



_'Stafément

sers and increase their market share (Teoh, 2012). Therefore, there is

_t6‘ understand the customers’ satisfaction of MIM in Malaysia. In the

__c_on_éumers is essential (Zhou & Lu, 2011). In addition, there has

r@_seérch that has examined the factors influencing Malaysian users’
qucfiﬁes

_acté:rs that influence customer satisfaction of MIM in Malaysia.

e rélationship between customer satisfaction and customer loyalty

of the Research

men.tioned, MIM is very popular with mobile users. According to
e are many MIM applications available in Malaysia. Consumers choose
_;apbs based on their different needs. There are many choices for
choose from. It is important to establish the factors which impact user
' i loyalty of MIM application services in Malaysia. This study is to better
'fa_n.d::usérs’ needs and to allow MIM apps providers to create better apps in

ring better services to customers.

ational University (2013)



reness |s one of the features of IM. In business, this feature can help to

igh person:. to handle an urgent matter. For example, when you have an

__qu-:(";an send a mobile message to the person and if the person is
can receive the message immediately. People can get a quick reply
i ﬂexible and works anywhere. Many businesses use IM to keep in

_COnsumers as it is easy and convenient to connect to the

pc_irtant to marketing researchers as it will establish the factors
Is 'sﬂati'sfazétion and loyalty to MIM App services in Malaysia. Based on
re_seal;é'h, there is a lack of MIM research in Malaysia. This study will
gh_ers_ to understand the satisfaction and loyalty of Malaysian users
At the same time it will fill the gap of knowledge in this area and in

for continuation of more research in this area in Malaysia.
_th_e. Study

as carried out with several limitations. First is the limitation of sample
here are only 300 respondents to answer the questionnaires. This
epresent the whole population opinions. Second is the restriction of

research focused on one sub-urban area in Negeri Sembilan and as
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