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Interpersonal Communication: Using Social Messaging
as a Communication Channel to Reduce Task Conflict
and Enhance Team’s Cooperation for Organizations
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Abstract

Social Messaging (SM) such as Line application is very popular in everyday conversations among Thai
people. SM has also been used as a main channel for interpersonal communication in organizations to
enhance the team’s collaboration and reduce task conflict between employees. The objective of this article
is to explain the efficacy of SM and how it is used as an internal communication tool among employees in
organizations. This article employed Media Richness Theory and Social Presence Theory as a framework to
explain this phenomenon. Since SM has richer richness and can deliver social cues more than traditional
media such as e-mail and instant messaging, it could assist in reducing task conflict and generate better

team’s cooperation for organizations.
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2. ‘l/li]‘ls}ﬁ Media Richness

Media Richness %38 “a@ussaninvedda”
Usgnoumennanuig 4 Usens fie 1) Auaunse
Tun1sneunduilinlonaligdoarsdfemaumiely
fnauldviud 2) anuanusalunislifmedyani
NANVANY WU N1TANENBAFINUYBIUARANINIEAIN
nsliiides msdeansiunmeme ANA FUAY Way
dyanwalninfingneg 3) anuamisalunisldnien
sgrafusssunfifiedranennnundie uaz 4) Ay
annsalunmslianudidganizyana Tngdeddl
AuantRmadunfesianssanmvosdogedoidu

i
a

defilviveyalauin (rich media) assdruivdend
AnauTAmalTesdsdndudeniaussaning1vse

q

USLANTRINIINITE0ENS

NTAUNUILUULNT Y AL a9
ﬂ'}iﬂizﬂgmmuﬁammﬁwﬁw
ASINANA
NNSETRAINLEYY
NNSENTDANNAIDN YT
nsaalnIans

AP ROING)

-
)

ANSAIVANUNY

Gudeillitoyalédtion (lean media) nquiilitoasy
31 msdearsuienisaunuiuudguindudens
AUITNNMGIER Insiganunsalvinismeundulaviui 4
auananselunmsWidyanaiivarnvans asnsedeans
I¥egradusssund wazdaudunsiearsanzynaa
Snene il Madeasruenasildmadeu Wy ns
Feuaavang n3deudua dnduduiediflanssanin
toufian (il 1) Inevguiildiaue Fefifaussanm
geazthlugnmauimsiansauiifiaududeusestoya
vidonuifanuequinievestoualdinit Tuvasiided
flaussanmifesazmnefunuiilifianududounes
Toyanionuiiaudauvesdoyasguda (Daft &
Lengel, 1986)

AUTIONNVBIED

A L a a
ANSERANUUTLEN;

-
)

GN

Y

PR RIGLERRHE

AN 1 UARITEAUANTINNINNTAOATVDIFR AR UTLNNAINANTTON INENEADIENTTON NG

fiun: Faulasnann Goecke (1997)

mslg Social Messaging Tumisasioaowsouijolumsniviu

AU3LBIUNI9YI9U (cooperation) MuN8Ea miﬁqﬂﬂaﬁwmimﬁ’ué’aﬁ%‘msl,tﬁﬁigmi'mﬁu (Pazos
et al, 2013) Fanuiiieatostunisadrserusiuiiolunisyiiau (collaboration tasks) anesiudanudisosends
MINeURL ANFTIgNHes uazmNAnadassAlunsudletlay (McGrath, 1984) Tnsyaravhausiuduiiioussg

Whnunenaaly

01sa1sUnUSHIS
‘ 82 ‘ Executive Journal



nsnumussanssuEensld M Budenans
nsaeulun1sAnwaiiouass (virtual schooling) WU
A5l IM %v‘fﬂﬁtﬁmmmﬁﬁﬂlﬂé’%mﬁumﬂﬁﬁuiuﬂﬂs
Anvnatioussannnimsinelutuideuund wasds
PIYaNTrernaTEnINaIRuinGey Wy asuazinicey
aunsousnuazaianuduasfuiowsuBeu 39
Lﬂuﬂﬁ@miaﬂwaiﬁﬂﬁ%’ﬂLﬁﬂﬁﬂﬁaus,nﬂﬁﬁuLLazdwmw
nMsdeasuuumBgmilutuSeuund deswnindey
SnihiaunsadeansunaGesliluvazindymintung
ﬁaLﬁaﬂﬁwﬁamsmu IM 11 (Murphy & Manzanares,
2008) 138151497 SM 8e19 uaUnaLAT Line Awui
8191588111504579 line group chat wileAeansly
sUwvunguiuiindnet uagzidesarnifunisieansd
Lidumenis dndnwasianlnddaduiueivenaised
1A anszervessrseasdiutndne didlena
Tunisdeans wazvilidnAnwindrasuaiuiieafy
Uspuiuiideasde (JunaliuszaninmnisiSeuves
hnwuiutunaluae

wenand deildedunuin nrsdearsuuul
NIDUNIBINU (asynchronous communication) %ﬂLﬁu
nsdeansiifdansuazgFuarslilildnounduiuly
Viuf Wy nsdeansniudenatsreudfiames Lid1ay
Junsdediua wienisdedeninumiu SM e Line
Facebook Messenger %38 WhatsApp 2 1ANaANaUDS
Aulgininmsdeansuuundoundesiu (synchronous
communication) IuﬂﬂiﬁaaﬂﬁLLUULN%mwﬁﬂ LU
nsUseguLuUmAyninluieaUssyy (Ocker, Hiltz,
Turoff, & Fjermestad, 1996) ieannnueunaiadu Line
Facebook Messenger #38 WhatsApp @11150a0N"3
Untunisdearsiisndiontauansaaudndiuly
fiussepild uenandl nisdeasuuulimfeundsiu
fadalomdliyanauaniniudnldunnit esind
WSINARUINAaUNUITOUARATO U TBEN I (Bordia,
1997) Hreiiunardmsunisiasaseslunisindula
ngu (Davis & Venkatesh, 1996) #38anANALAYRY
yamalunsuansasAniulufiussguuuundami

Tunsdrsradestadefiduaiunisiidusuly
N199119UT0INtneIu (employee engagement) Tu
NAUNINNUYNIDINGY I1UU 2,004 AL WU WENI
Ynddwsumilovmihaliauldla (fevas 98)

Sefglviddlalumsiaunnisinnu Gesas 97) e
fn1snamernuAvrilunurewny (Segay 92) ¥so
dloldsudusy (Sosaz 88) (Redletterdays, 2015)
Fatlavoeniadildannsaeansim sM wu Tunsdl
Frogravesnsldruneundndy Line Tunisdeans
Flidunisnisseninanidnauluesdns Wandiau
a1u1sodidoninuiidudiusy wansdeainuesela
aildla uazmnuiiueniulaglavsdudamls e
Hunalsignifadliarusndielunisvausnnty

misld Social Messaging Tumisianisacudango
S:HO10UANA

AuTALgelun1s9i191u (conflict) nuneis
anun1saiftieadestuauddaveseuniadanelsd
\Aenadefudnaunils (McGrath, 1988) Ssmuiiiiieatos
AuANTALEluN1519U (conflict tasks) w5
faruiideserfonsindauls Sanudadiuiiunnsieiu
fiussloviiudou waziisatestunisudsduiiie
1vuzdndenis Tasnulssamiaziinnueguiedo
(ambiguity)ﬁLﬁm?TumﬂmmﬁmLﬁuﬁLLmﬂmWiaUﬁzLﬁu
MAET09 (Pazos et al, 2013) el ufitausutou
28199 N15lRsIReTestaznsuAlilymanudaug
;jL?imﬁﬁaW’faﬂsi’fﬁaﬁaﬂmsamawamzﬁumsﬁﬁamu%a
ynnasiodnulige FsozatuayulmAnnisiufausius
Madsruiiuanndy (Short et al., 1976)

nnsimalulagnsaeanslafunisiauniu
ANARU AaSuleueangel) Social Presence Tuadn
onalianinsnesuisungmsniveaeluladnisieans
Tutlagtulél wu luefinnnsioansenemsnysenaannsa
dgneansiifnuvesyanalddesiiosaindedadn
Besrnuannsalunisimviedyaae aun1v wi
syuudumedla (interface) ludeadslmiduaunsa
PensuLazLinTiunsiifmuoyaaaiednuld
Mty Wy mslidennusidnesiiviauedionin
nafinazsiliyanaidnlnddaidufuosfugdumniy
(Cassell, Sullivan, Prevost, & Churchill, 2000) ey
Isannsliadnines Line ununisdesisusiuazdng
voufdeans Juduvssifiuihinaulain dolusedis
sM fildddnuslunisdearsiundn (text-based
communication) Husaansagenennsifnuves
yeeasodanldnnduanluedio

Ui 36 adufi 1
unsAU-iinugu 2559

183



dofimsanmumdnnisliivananamasi Media
Richness wananunsana1iléin M lainezidu Line vi3e
Facebook Messenger %’mﬂuﬁaﬁﬁamiaquq WWINY
TuweUndindumand yaraanunsndoasinisnisi
wannvany ausinsAeansfedeausidnes don
e nstnsdnsiruweundintu saufisileddu Video
Call fiypraansaenennIWAn Myn wansdni
A Y waziiides (nonverbal cues) lévui
warlunafeafufugdoas ansoaunudieniv
AdusssnA amnsaidendeansianizyanals fa
Hudwings Snadsanunsadeasihuiasnyindon
n139un31¥in (animated sticker) wseaninas Line
ilednemonosualivilousisesdoans

MNANTIANINTEAUgIveade SM wilna1ude
arursaldoundiatulendsnagisdnnistgud
Tunisvhaudledesiaumaney egralundeus fu
(multiple tasks) W n1sdsdlna Mmaunledeyalonans
mstnsdndt (Judu waddliifurdosdodmiudams
Hymanudaudsiiintuiuiteusinauldilusgns
fuszansan Tasanzlunguyanaiindnideanis
doasuuuwdyuin sizannsadeansididudiun

Livinlviurpaduitliineitesdasiuitedym uasdsly

Huieseadlelunsveedemnllidmaguuswierhine
Inladu vieestosiian yanaaunsalidedinan
dugaudulunisdamneiiiovesseidunisdius
Tunevds (Pazos et al, 2013) Gsn1svoaiur1u SM
awsnanevenauidniaiiouasfnisieasiuy
WY LLauamﬂwﬁmmﬂaﬂaw dwalvinisvhen
U3 uLaETTUsEANB AT Y uaﬂmﬂu nsANYIVed
Ishii (2006) SaatfuayudofunuiBeanisdadonin
sundusiulnsdnsifiofelunisudladymsening
yanadn mjuanvngiuasdeniitnmsdnaudly
i’jmmmmwu,wmmmmumﬁaaammuqum‘wm
Faay zansataoihuaruduiuslindunidudnd
gnass mndedumuluruideianstudunsativayu
T aunsoldueundiaduum sMdueiesilonisdoans
ilodnnisanudaudasenitayanald Gemnudaudad
anaszheiiuseiunnus e lunsihanld

01sa1sUnUSHIS
‘ 84 ‘ Executive Journal

JodautuFIUMVMSHNY

dlesann sM fudedldunsiamnyszansam
nslfauliifngetuanluefinduogiann nedsiy
FaflunumdndndensdeansvesyaaaluTinusedriu
fAdsuidlidadoduiugiudn mnesdnsiinisdaadu

advayulindnould sm JJue3esfiolunisdeans
FEUINYAAALUBIANTUINTY AazyibiAnAnusiuie

=3

Tumsvhamuanniu dwaliuszansamnshauves
aaﬁﬂstﬂuqﬁummﬁﬁu Inedeuldiauededuiivgiu
193 9o ol

Hodudugruusensdl 1: SM FaLudednd
aussanngadenisaiieausiuelunisiieu
nanfe flawssanmganiinisUsyyuEudeuUUiumih
MsUszymEuszUUdy N wagnnsaeanseng
Hdns uitosnimsdoasuuundgmin inszyaea
411130818N8AANNAA ANA AN WA YIIng
tides wazorsualiadounivldviuil fenwiiiu
555U¥A uazanunsaldendeansiannzyanald vinld
yeradAnlnddadutuennntu uissliansalvin
Yanvesmsegsuiuluanuiiiideniu (sense of being)
IFifuinnisdoansuuumdamii

Hoduiiugruusznisa 2: msld M iJudenans
Tunnsdeansaunsataiiinssduanusuiiolunis
vhamnu ndme SM deanmsdatunseassu
Annannzussnasuluiiuszyu uazdelomdliyana
fidrusiuuanseudndiiudiiemdeaguiitnisianis
Yymnaudulaninninnisussyuuumdgmi

Hoduiugruusenisd 3: n1sdeansdiu SM
a1unsatianaudandsseninayanals lasanig
TunguyaraindniassnisdeasuuuNTgmin sz
yaraausanavessduliidunisdiud iudme
thifies o1suniwaranuianadiouaein sm1dluna
Awnzay lddenduanudaudeidedduniaudly
iufivserudaudsidosendeszernat iioanesuol
uuss Jadlommidaudsanasazihlugsssunnusuie
Tumsvinuiliisiy



ASIANTAIUTALLE S
(task conflict)

e

\

AUIIDNTNUDY

(social messaging)

v

sEAUANNTINTBlUNNSYIN9U

(team’s cooperation)

AN 2 wanerNUFUTLSTEnINTlE SM TunsdansanudaudauazasnenusNilesenineuAnatueIAns

1w adeulaeggdeu

agnslsfnu Sausinnis sM Tl dudumils
yoansvhutazansaadisnussieuardnns
arwdaudsld fdsulddidodaunaianinin sm
pdemaliseAuausIuiolun1syinnuanaslalunsd
fyanadeasiedidnysuifissegiaien 1iesan
fonushiaunsalidsedygiaeiaunmwla el
ansnsasemenmsiifnuuesyanaldlussiufivanza
senaneliiAneatlafinsenineddsansuazfuans
luganudaudazdamalviseauainusiuiiolunis
¥aIuanas uenang eaeELsIaN MUEs SM vl
aunsadeansldnniiynnatenaviliyanaidniangy
Wundeudindiud INATALARTNAUADIULALDIANT
Fedsmaliszrurusnilolunsvhauanaslfiguiu

Mndeduiiugruuazdedaunaiinaraudneiuay
wiulen esdnsanansald smiuedesdlelunsioansiie
Wiuszauanusauilolunsyhaulasdanisaudauds
Ioluegned wiluanunsalunsuSunienavilvisesiu
musailelunsviauanasld seiUssavsannitldens
%anﬁUU%Uﬂ%aﬂﬁQWUﬂﬁiﬂﬁLLG]ﬂG]"NﬁJuaE]ﬂVLU

unasuna:golauaiu:
walwladnisdeasliinisiauiegnsseiies
Mnodngilagtiu delmisgne SM lidnezilu Line
Facebook Messenger %38 WhatsApp Afln1sauN
U'ﬁz'ﬁm%mwLﬁaLﬁuam5saﬂwmeQﬂ13395131ﬁqq%u

Tiezdupnuanunsatunmsieanseedennussnus
YoANULEYS MIIsANTENULBUNAATY NSdsaRnines
uwnuensualvesidsans wiensliau video call
‘Wqﬁ%’umiﬁﬂmuméwﬁmmmﬁdaaiﬁqﬂﬂaﬁhwam
é’amuﬁia@auwuﬂé’mﬁu gaunusuilateaiu
a54la Lidevdumsnanlimdadalunisviinu wse
namAvessudafinanudauds sadnsemnsdaasy
atfuayulvndnauld sm @udenarslunisdoans
seninauanatueins liinasdusswineddudye
wazflatadudye Wieseniadieusinaulusyuiy
ety esnaussanmees SM a@wnsatiuadng
Anusmdielunisiautagdnnistaninnudands
syrantinnuluesnnslaegeiiuse@nsnmwasdelaus
finanluludneu

pgalsiny Yadusumiuainnsauasiidun
sonsimaluladadelnd enadwmanaysza@nsaimain
sty sM Tunsdeansiiioadannusuiielunisieu
wazn1sInnIsANTadssEninandnaulussAnsia
nnyaravIavinwylunisldmaluladadelml wiela
fould Line e SM duq lunisdeansdesnu siuds
USunvesnsviaudug eradufuusiidmaliseu
AnusudiolunisyiteukazANaunsalun1sInnig
audnudesrinsyanasenuwandaiy Sadusuds
fmivnmsgaulasansadnuildselulueuan «

Ui 36 adufi 1
unsAU-iinugu 2559

185



-

ussiuiunsuy

Biocca, F., Harms, C., & Burgoon, J. K. (2003). Towards a more robust theory and measure of social
presence: Review and suggested criteria. Presence: Teleoperators and Virtual Environments,
12(5), 456-480.

Bordia, P. (1997). Face-to-face versus computer-mediated communication: A synthesis of the
experimental literature. Journal of business communication, 34(1), 99-121.

Cameron, A. F., & Webster, J. (2005). Unintended consequences of emerging communication
technologies: Instant Messaging in the workplace. Computers in Human Behavior, 21, 85-103.

Cassell, J., Sullivan, J., Prevost, S., & Churchill, E. (2000). Embodied conversational agents.
Cambridge, MA: The MIT Press.

Daft, R. L., & Lengel, R. H. (1986). Organizational information requirements, media richness, and
structural determinants. Management Science, 32, 554-571.

Davis, F. D., & Venkatesh, V. (1996). A critical assessment of potential measurement biases in the
technology acceptance model: Three experiments. International Journal of Human-Computer
Studlies, 45(1), 19-45.

Goecke, R. (1997). Kommunikation von Flhrungskrdiften: Fallstudien zur Medienanwendung im
oberen Management. Wiesbaden: DUV.

Goldsborough, R. (2001). Instant messaging for instant communications. Black Issues in Higher
Education, 18(2), 44.

Guan, J., & Alkinkemer, K., (2002). Instant messaging: Chatting with your customers online and
beyond. Paper presented at the eighth Americas conference on information systems,

Dallas, Texas.

Heeter, C. (1992). Being there: The subjective experience of presence. Presence: Teleoperators and
Virtual Environments, 1, 262-271.

Horwitz, J. (2014). Line finally reveals its monthly active user count. Retrieved November 13, 2015,
from https://www.techinasia.com/line-japanese-messaging-app-has-170-million-monthly-
active-users/

Ishii, K. (2006). Implications of mobility: The uses of personal communication media in everyday
life. Journal of Communication, 56(2), 346-365.

McGrath, J. E. (1984). Groups: Interaction and performance. Englewood Cliffs, NJ: Prentice Hall.

Murphy, E., & Manzanares, M. A. (2008). Instant messaging in a context of virtual schooling:
Balancing the affordances and challenges. Educational Media International, 45(1), 47-58.

Ocker, R., Hiltz, S., Turoff, M., & Fjermestad, J. (1996). The effects of distributed group support
and process structuring on software requirements development teams: Results on creativity
and quality. Journal of Management Information Systems, 12(3), 127-153.

Pazos, P., Chung, J. M., & Micari, M. (2013). Instant messaging as a task-support tool in information

technology organization. Journal of Business Communication, 50(1), 68-86.

01sa1sUnUSHIS
‘ 86 ‘ Executive Journal



4 )

Protalinski, E. (2015). Facebook messenger passes 600M monthly active users as growth keeps up
with messaging leader WhatsApp. Retrieved November 13, 2015, from http://venturebeat.com/
2015/03/25/facebook-messenger-passes-600m-monthly-active-users-as-growth-keeps-up-with-
messaging-leader-whatsapp/

Redletterdays. (2015). What’s killing UK productivity?. Retrieved November 13, 2015, from http://assets.
redletterdays.co.uk/pdfs/employee-engagement-report-2015.pdf

Santa, T., & Giri, V. N. (2009). Analyzing computer-mediated communication and organizational
effectiveness. The Review of Communication, 9(1), 100-109.

Short, J., Williams, E., & Christie, B. (1976). The social psychology of telecommunications. New York,
NY: John Wiley & Sons.

Walther, J. B., & Park, M. R. (2002). Cues filtered out, cues filtered in: Computer-mediated communication
and relationships. In M. L. Knapp & J. A. Daly (Eds.), Handbook of interpersonal communication
(39 ed., pp. 529-563). Thousand Oaks, CA: Sage.

Ui 36 adufi 1
unsAU-iinugu 2559

87



