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Abstract

The purposes of this research were to investigate the customer journey and analyze
customer touchpoints in purchasing fresh fruit via online channel. A customer journey began with
pre-purchasing, during-purchasing and post-purchasing. Data were collected by in-depth interview
from 24 fruit buyers and then analyzed by systematic coding analysis. The results demonstrated
that in purchasing fresh fruit via online channel, the customer journey consisted of 7 stages 1)
Awareness 2) Consideration 3) Preference 4) Purchasing 5) Feedback 6) Loyalty 7) Advocacy. Each
stage has many touchpoints, but two key touch points were the post in Facebook seller
(awareness stage) and the review of real buyers (consideration stages), which influence customer
making decision. Thus, online sellers should focus on Facebook channel and clearly specifying
the product details including reviews from customers. It would encourage repurchase and

increase the sales and repurchase.
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