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Abstract

This qualitative research emphasized the online sales of facial skin care products. To study factors that
affect the credibility of consumers in online shopping, and (2) Investigate communication management plans to
create reliability for online sales business. The samples were divided intop two group: 30 consumers and two
executives from two brands, one person each, involved in direct communication. The methodology is an in-depth
interview. The factors affecting consumer trust included (1) Brand trust, (2) Trust in marketing mix, (3) Trust in
production process and quality control, (4) Reliability in the form of business operations, (5) Trust from the
reference group, and (6) Selection of reliable media. The concerns of consumers towards skin care products on
online media included, (1) Production processes and quality that are not standardized, (2) Excessive advertising,
(3) Product properties, (4) Negative news stream, and (5) Business services. The communication management plan
to create credibility for the business of selling products on online media could be divided into two issues, namely,
preparation for coping with distrust in consumer products and giving communication feedbacks to cope with factors
that affect the credibility of consumers which could be used to improve internal work and improve communication

any time on social media quickly and accurately.

Keywords: Communication plan, Credibility, Online products, Online media
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