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In the United States and throughout the world, K-Pop as a music genre has gotten
a lot of attention in 2019. With two decades of global development from South
Korea to the world's music marketplaces, K-Pop has become a major industry
worldwide.

MONSTA X, now the most popular K-Pop boy band, serves as a model for many
new groups. Because to StarShip Entertainment, the organization has gained a
large following not just in South Korea, but also throughout the globe thanks to
their impressive marketing and customer service techniques.

The goal of this thesis is to investigate the marketing approaches and customer
service strategies used by StarShip Entertainment to promote MONSTA X and
attract new customers, as well as the effectiveness of such strategies.

In a quantitative research, the opinions and behaviors of 198 MONBEBE fans
who also happen to be MONSTA X supporters were investigated. These findings
will assist the entertainment business in developing a marketing strategy for its
artists, which will be more effective as a result of these findings.

Keywords marketing, South Korea, music, service
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1 INTRODUCTION

1.1 Motivation for the research

It is hard to imagine a day going by without listening to music. Playing on the radio,
at shopping malls, and on headphones. With the development of the Internet and
social media, musicians from all over the globe may have their recordings played

on any continent.

Since its inception, music has gone through several transformations before arriving
in the form we know and love today. Wetzel has provided a detailed explanation of
the procedure (2011). Church hymns and prayers were the first widely heard music
in Europe. In the sixteenth century, a printing process for musical notation was
developed. Traveling composers affected the music of the era. The Stradivari family
invented the violin in the 17th century. The next step was for musicians and
composers to be connected to aristocratic courts, but by the end of the eighteenth
century, they had won their freedom. As the century progressed, we entered the
golden age of the traveling pianist, which lasted until the turn of the twentieth
century. With devoted fans and established personalities, the foundations of today's
popular music culture were laid in this period. The Beatles emerged in the decades
after World War 11, and many consider them to be the forerunners of the modern
popular music business. Music piracy and internet streaming are significant features
of the twenty-first century, yet the business has never been more worldwide than it
is now. The current music business makes it possible for musicians from all over
the globe to have their music heard by a global audience. (11-52.) We only need to

pay attention.

The ordinary European could mention Halsey, Ariana Grande, or Coldplay as some
of the most well-known acts today. Artists such as Eminem, NF, and One Direction
are examples of this. There's a good chance that, regardless of their names, the
performers we remember are from the United States or another English-speaking
nation. There is little question that the American music business is a worldwide
power. The K-pop business has flourished in South Korea, despite the fact that the

nation is about the same size as Finland. As of 2020, it has become a global



phenomenon, having spread throughout the world since the early 2000s (Howard
2006, 15).

As an acronym for Korean pop music, K-pop is the world's 7th most popular
musical style (IFP1 2019, 13). Hip-hop, rap, R&B, and pop are only few of the
genres represented in its music (Lee et al. 2013, 534). Solo performers or ensembles
of both sexes participate in the K-pop genre. They are polished young artists who,
although singing in Korean, sell out stadiums across the world. According to (Lie
2012, 31), They are known for their well-choreographed performances and high-
definition videography. Catchy melodies and a contemporary feel characterize K-
pop music. Personal attention from the artists is given to every fan, with them
establishing eye contact on stage and chatting with them at special occasions. It's
important to note that Every day, millions of people across the globe tune in to their
music, create social media fan profiles, and otherwise interact with the musicians.
Though K-pop has a worldwide audience, most experts feel that the most lucrative
K-pop markets are those who speak English, Japanese and Chinese as their primary
languages (Oh and Rhee 2016; Ryu 2011, 453). Even nevertheless, there is evidence
that the popularity of Korean pop in other nations is fast increasing (Buja 2016;
Otmazgin and Lyan 2014). Six years into their career, MONSTA X has established
themselves as a K-pop group that is constantly recognized and supported by its
MONBEBE fanbase. As a follower, researcher has seen the band's meteoric climb
to fame, witnessed its widespread popularity, and developed an emotional
attachment to its committed fan community. As a result, researcher is interested in
learning more about the strategies utilized by StarShip Entertainment to keep
MONSTA X's clients pleased while also attracting a large number of new

customers.

The target of this thesis is StarShip Entertainment with MONSTA X as the

company’s representative.

This research aims to point out how important of the support from fan base that can
improve the popularity of the group and maintain a strong relationship between the
company and customer. So that the company and other entertainment corporations

may be more receptive to and concerned with customer feedbacks.



1.2 Structure of the thesis

The first chapter provides background information as well as motives for the
research project. It also contains a concise explanation of the study's objectives. The
economic benefits of K-history pop culture are examined in further depth in the
next chapter. The marketing mix, service quality, and other theories and
frameworks are all investigated in detail in the third section of this study, which is
divided into three parts. The techniques and processes that were employed to
achieve the aim will be discussed in full in Methodology chapter. After that, we'll
talk about what we learned through a survey that the fanbases from all over the
world put together. Conclusion of thesis and author's last remarks will be discussed

in detail in the concluding section of the thesis chapter.



2 K-POP INDUSTRY

21 Introduction

K-pop, abbreviated for Korean popular music, is a kind of music that originated in
South Korea as an integral element of the country's culture. It is inspired by
international styles and genres. The genre's more contemporary incarnation began
in 1992 with the founding of one of the early K-pop groups, the boy band Seo Taiji
and Boys. Their exploration of many musical forms and genres, as well as their
incorporation of foreign musical influences, aided in reshaping and modernizing
South Korea's current music industry.

Modern K-pop "idol" culture originated in the 1990s, when K-pop developed into
a subculture with massive adolescent and young adult fandoms. With the
introduction of online social networking sites and South Korean television
programs, the present expansion of K-pop and South Korean entertainment, dubbed
the Korean Wave, is seen not only in Asia, but also in Latin America, Africa, and
the Western world, attracting a global audience.

K-pop is often defined by the idol training procedure, the physical appearance of
the idols, the group structure, the dancing, the language, and the musical style.
Korean pop is based on the idol culture. In Korea, idols are defined as stage
performers and singers that are supervised and trained by umbrella entertainment
companies that are responsible for all training, management, production, and
marketing activities in exchange for a percentage of revenues (Oh and Lee 2014,
106-107; Kwon and Kim 2013, 424). Thus, idols in K-pop are dancers, singers, and
professional entertainers who perform in groups or as solo artists and are signed to
a certain entertainment business. Idols may be male or female, and there are also
examples of transgender and non-binary idols. However, this study will concentrate
on the characteristics of male artists.

As the CEO of one of the agencies, JYP Entertainment, noted, "stars are not born;
they are made" in the K-pop business (Kang 2015, 59), implying that anybody can
become a celebrity with enough discipline. Future idols undergo extensive training
before to being introduced to the public, with some preparing for as long as 10
years. They must pass an audition organized by one of the firms in order to be

chosen for training. (2011) (Park 2011). If an applicant is approved as a trainee, he
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or she will be assigned to a particular firm. Typically, training includes singing,
dancing, acting, and language studies. 375.) (Oh and Park, 2012.) According to Lie
(2014, 164), researchers believe that managers, stylists, and composers produce all
of their stage clothes, songs, and personalities, which adds to the debate over
whether K-pop performers are artists at all. Successful trainees are subsequently
formed into ensembles or make their professional debut as solos.

When it comes to aesthetic features, researchers agree that K-pop devotes
significant resources, time, and effort on physical beauty, which is not necessarily
gender-specific (Shim 2011, 4; Oh 2015, 62). Jung (2011), for example, argues that
South Korean boy bands exemplify what he refers to as 'manufactured flexible
masculinity." This masculinity is a synthesis of Asian and transnational cultural
masculinity patterns, in which Confucian and global ideas of a man coexist.
According to him, this combination results in the primary physical characteristics
of male K-pop artists: gender play, beautiful boy image, and soft masculinity. (166.)
Similarly, Sinnott (2012, 454) describes the K-pop aesthetic as follows: "guys may
wear long dangling earrings and other kinds of jewelry, have long or shoulder-
length thickly layered hair (often dyed), and dress in tight-fitting tailored
androgynous type attire." Thus, the physical look of idols may be regarded as a
synthesis of male and female gender identities, as well as a synthesis of Western
and Asian cultural conceptions.

Another significant aspect of the style is its group structure. In K-pop, groups
outnumber solo singers in terms of both numbers and popularity (Hogarth 2013,
140). The ensemble structure is more adaptable, efficient, and has a reach that a
solo artist does not possess. (2014) (Lie 2014, p. 130.) A group's members have
visible ties, which contributes to continuous tales about their life among fans. This
action maintains a fandom's interest when the group is on sabbatical or otherwise
occupied with a schedule. (Ho 2003, pp. 147-148.) K-pop groups may include as
few as four members (WINNER), as many as seven (MONSTA X), or as many as
twenty-one (NCT) artists under the same group name.

Producers create groupings that are geographically diverse in order to attract
worldwide viewers. This may sometimes extend to members not speaking the same
language. They become more known to viewers in this manner. (Ho 2003, pp. 147—

148; Pease 2006, pp. 179-180.) Itis a strategy that enables a band to attract a diverse
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audience. This impact is also produced by the personal branding of each group
member: each member typically fulfills a function, referred to as a "concept,” as
decided by management (Kang 2017, 137). Nowadays, an increasing number of
groups debut with non-Korean members or members of a non-Korean nationality.
NCT, for example, has members from China, Hong Kong, Japan, Canada, South
Korea, the United States, and Taiwan. Stray Kids is a JYPE group comprised of
two Australian members. However, there is no publicly available evidence on the
effectiveness of these initiatives.

The group structure also serves as the foundation for another significant aspect of
K-pop: ensemble dancing. K-pop musicians often execute intricate choreographies
on stage in conjunction with their songs. As Hogarth (2013) points out, the essence
of the movements is not exclusively Korean. It was most likely influenced by Afro-
Caribbean culture. (144.) There is no information available on the scientific or
calculated usage of dancing in K-pop.

Lie (2014) compares the K-pop fan interaction plan to excellent customer service.
Throughout performances, performers make regular eye contact with the audience,
wink at them, and nod at them. To some observers, this portrays them as regular
company workers who have been instructed to do their duties, rather than as
autonomous artists. (156-157.) Additionally, idols often do live broadcasts during
which they interact with followers and discuss their days. There is no debate
regarding the effectiveness of this action in eliciting an emotional response from
supporters.

In conclusion, K-pop is prepared to go to considerable lengths in order to reach the
broadest potential audience. K-pop has several distinguishing characteristics that
may have influenced how audiences perceive its male performers, and it can be
distinguished from other popular genres by its country of origin, performer
appearance, song language, group structure, dancing combined with music, and
nature of fan communication. Numerous K-pop artists seem to be motivated by
financial gain.

2.2  Benefit to the economy

In 1960, South Korea's GDP was only $3.985 billion, according to the World Bank,
making it one of the poorest countries in the world at the time. This is a dramatic

contrast to South Korea's current ranking of 11th in the world GDP rankings at
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$1.74 trillion in 2021. South Korea's remarkable economic development has
sparked a debate on how the country was able to accomplish so. Since 1999, K-pop
has had a profound impact on Asian culture. First generation through fourth
generation of K-pop has grown in popularity as South Korea's economy has grown
as well. Hallyu, the Korean wave that spreads K-pop over the world, is a result of
the rising popularity of the K-pop industry. In 2004, the Hallyu effect contributed
0.2 percent of Korea's GDP (about $1.87 billion) to the country's gross domestic
product (GDP). Until 2019, Hallyu's impact on the Korean economy was expected
to be $12.3 billion.

The South Korean economy has been thriving since K-pop music became famous
in the West. The vast majority of listeners come from Western nations, resulting in
a significant portion of the company's earnings. Companies that produce K-pop
have started to whitewash their music as a consequence. K-culture pop's has been
stripped away from many of the songs that have become popular in the United
States today.

While other elements such as technology and innovation contributed to this
prosperity, K-pop was important in altering South Korea's economy. K-pop has
exploded in popularity over the last three decades. Not only did musical groups gain
popularity, but South Korea's economy also improved. According to Professor Kim
Seiwan of Ewha Womans University, K-Pop produces around $10 billion in

revenue for the nation each year.
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3 CASE STUDY

3.1  StarShip Entertainment

StarShip Entertainment, a South Korean entertainment firm founded in 2008 and a
subsidiary of Kakao Entertainment, is a leading provider of digital entertainment
services. Starship also handles performers under the King Kong by Starship label,
which is a division of the company. In 2017, Starship Entertainment formed a new
subsidiary label, House of Music, with the goal of recruiting smaller, independent
musicians. The firm's first signing, MoonMoon, was the label's first artist to be
signed to the label. In November 2018, Starship Entertainment changed the name
of the label to "Highline Entertainment”. As a result of their contributions to the
Hallyu Wave, Starship Entertainment was honored with the Korea Creative Content
Agency Award in August 2020.

3.2 MONSTA X

3.2.1 Introduction

Monsta X is a South Korean boy band founded by StarShip Entertainment as a
result of the reality survival program "No.Mercy". Monsta X is comprised of six
members. The group made their debut on May 14, 2015, with the release of their
first mini album, "Trespass.” Up to the 30th of October in 2019, the group's seven
members were Shownu, Wonho, Minhyuk, Kihyun, Hyungwon, Jooheon, and I.M.
However, on October 31, 2019, StarShip stated that Wonho had resigned owing to
claims of drug use and bad debt, and on March 13, 2020, the firm declared that he
had been found not guilty of all charges by the Seoul Metropolitan Police Agency.

3.2.2 Step to success

A short album, "The Clan Pt. 1 Lost,” and a second, "The Clan Pt. 2 Guilty," were
both published by the group in 2016. Monsta X staged their inaugural concert "The
First Live "X-Clan Origins™" in Seoul, South Korea, from July 16 to July 17, this
year, and it was completely sold out in less than five minutes, according to the
band.

In 2017, they released their debut studio album, "Beautiful,” which also served as

the conclusion to the The Clan series of aloums. The album debuted at number one
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on Billboard's global album list and was rated number four on Billboard's World
Digital Song Sales Chart when it was released. Monsta X got a deal with Universal
Music's new Tokyo-based label, Mercury Records, and made their debut with the
Japanese song "Hero" in January. The song peaked at no. 2 on the Oricon weekly
chart, first on the Tower Records list, and second on the Billboard Japan weekly
chart, according to the company. Additionally, the group embarked on their first
world tour, "The First World Tour "Beautiful,” released the Code aloum, and made
history by becoming the first K-pop group to win the SBS MTV Music Awards
with the song "Dramarama.” In addition, the group embarked on their first world

tour, "The First World Tour "Beautiful,”" and released the Code album.

In 2018, On January 13, the group carried the Olympic torch on the opening day of
the Pyeongchang Winter Olympics torch relay in Seoul. "Spotlight” was Monsta
X's first original Japanese song, while the group's prior Korean hit "Shine Forever"
was featured in their third Japanese single aloum. From January 19 to February 18,
they had a joint café at Shinjuku Box.

Seoul's Jang Chung Arena will host the group's second international tour, The
Connect, on May 26-27.

On March 26, the group released The Connect: Dejavu, a seven-track mini-album
led by "Jealousy". SBS MTV's The Show gave them a music broadcast award for
their return.

Monsta X teamed up with Lens Town, a stylish eyewear and contact lens
manufacturer, in April. The team coordinated their design and detail points to
manufacture their lens called Monsta X Lens or MnX. The lens came out in May.
On April 25, they released their debut Japanese studio album Piece, with the title
tune "Puzzle" and four new songs. Piece hit #1 on Tower Records' all-store ranking,
#3 on Oricon Albums Chart, and #4 on Billboard Japan Hot Albums. Their first
Japan tour began in Nagoya on April 27.

On May 2, they represented the Ministry of Foreign Affairs at the biggest public-
private cooperation event in Korea, COEX's C-Festival 2018.

Monsta X modeled for Tony Moly's new lip tint cosmetic collection on October 1.
On October 4, they teamed with Moncler's new flagship shop in Minato ward,

Tokyo. On October 22, Monsta X released the title single from their second studio



15

album Take.1 Are You There? "Shoot Out™" was released in English on November
9.
Monsta X was the first Korean group to participate at iHeartRadio's annual Jingle

Ball Tour in December.

2019, Monsta X released the second installment of their second studio album
Take.2 We Are Here on January 20, along with the lead track "Alligator." Jooheon
changed his stage name to Joohoney for his English endeavors at this period.
Monsta X teamed with Steve Aoki on the tune "Play It Cool" and its English version
in March.

Additionally, the group renewed its five-year arrangement with Litmus to serve as
its print advertising models. Their parent company, Starship Entertainment, has
announced a globe tour that would take them to 12 countries and 18 cities, making
it their most extensive tour to date.

On May 27, Cartoon Network aired an episode of the animated series We Bare
Bears featuring Monsta X, making them the first guest stars in an American
animated series.

Monsta X signed an agreement with Epic Records for English language recordings
and distribution outside of South Korea on May 28. Monsta X and French Montana
collaborated on a new English song titled "Who Do U Love?" on June 14. On
September 20, the group released another English single, "Love U," as well as a
remix of will.i.am's "Who Do U Love?"

NCSoft announced a cooperation with Monsta X in June, announcing the
development of TwoTuckGom. TwoTuckGom are bears that were created to
symbolize each member of Monsta X, and NCSoft published merchandise featuring
the bears, such as stationery and plushies. Monsta X initiated a series of variety
shows with TwoTuckGom to promote the items.

Monsta X announced in September that they have collaborated with TogetherBand
to serve as ambassadors for the United Nations' Sustainable Development Goal 16.
Monsta X released another English song, "Someone's Someone," on October 4 and
their seventh EP Follow: Find You on October 28. The EP has the main songs "Find

You" and "Follow."



16

On October 31, Starship Entertainment said publicly that member Wonho will be
leaving the group in light of recent accusations of unpaid money and assets, and
that the company plans to "bear legal accountability” for "malicious and misleading
assertions" against him.

Fans voiced their displeasure and petitioned Starship to restore him. Wonho was
cleared of drug charges in March 2020 and signed to a Starship Entertainment
affiliate to start a solo career.

On December 4, Monsta X performed in the Nagoya Dome in Japan for the 2019
Mnet Asian Music Awards.

In December, they returned to iHeartRadio's Jingle Ball Tour for the second year in
arow. Released "Magnetic" on December 19, a collaboration with Colombian artist
Sebastidn Yatra, with Yatra singing in Spanish and Monsta X performing in English
and Spanish. Additionally, the group played thirteen songs at the MDL Beast event
in Saudi Arabia, including "Play It Cool" featuring Steve Aoki.

On 2020, Monsta X released their sixth studio album, All About Luv, on Valentine's
Day. It debuted at number five on the Billboard 200 in the United States and at
number seven on the Rolling Stone Top 200 in the United States. In March, the
group donated 100 million won to Good Neighbors, a charity organization that
assists low-income families in South Korea. They were subsequently recognized
for their achievements by being inducted into "The Neighbors Club,” with their
fandom, Monbebe.

Monsta X released their seventh Japanese single "Wish on the Same Sky" on March
30, debuted at #1 on the weekly Tower Records list and #7 on the weekly Billboard
Japan Hot 100 chart. On the Tower Records list for the first half of 2020, it was
placed number one overall.

On May 26, the group made their first Korean return of the year with the release of
the lead track "Fantasia” off their eighth EP Fantasia X with the rejoined of
Joohoney.

Monsta X also spoke at the Time 100 Talks, expressing their support for the Black
Lives Matter movement and highlighting the efforts of medical professionals amid
the continuing COVID-19 outbreak.
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The group had previously announced a fourth global tour, but it was postponed due
to COVID-19. Due to their inability to play at live concerts, they took part in the
live-streamed KCON event K:CONTACT 2020. Additionally, they announced a
live-streamed event, Live From Seoul With Luv. The performance was originally
set on July 25, but was moved to August 8 to accommodate Shownu's recovery after
an unexpected surgery. They streamed the event on LiveXLive and played
numerous songs from their English-language album All About Luv, as well as
several tunes from their most recent Korean EP Fantasia X and other earlier title
tracks.

Monsta X announced their participation in the "Visit Cultural Heritage Program™ in
September, a campaign aimed at promoting traditional Korean culture via visits to
South Korea's UNESCO World Heritage Sites.

The group announced their third studio album Fatal Love in October, their eighth
Japanese single album, which was released on December 16 and included Japanese
versions of their title hits "Love Killa" and "Fantasia.” Monsta X was named
ambassadors for the 19th International Anti-Corruption Conference, which will

take place in December 2020 in Seoul.

The following year 2021, the group was named worldwide brand ambassadors for
the cosmetics company Urban Decay in January. Additionally, they was confirmed
as one of the artists that would appear on NCSoft's new platform Universe, which
will launch with an original series titled Area 51: The Code. Monsta X also released
a new Japanese single album on March 10 titled "Wanted," which has the main hit
"Wanted" and another Japanese original song titled "Neo Universe." The first song
"Wanted" was published in advance of the album's physical release on February 10,
and the music video premiered on February 13. Following the success of "Wanted,"
Monsta X announced the release of their third Japanese studio album Flavors of
Love on May 5. The album features all of Monsta X's Japanese singles released
since 2020, in addition to five new Japanese songs.

The group announced in May that their ninth EP "One of a Kind" and lead song
"Gambler" released on June 1. Starship revealed that Shownu would leave the group
and will not participate in any of the group's planned promotional events because

to ongoing concerns with retinal detachment.
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On June 15, the group's American manager, Eshy Gazit, announced the formation
of Intertwine, a new label venture in collaboration with BMG. Monsta X and
Wonho are the partnership's first two artists. Additionally, the company signed a
distribution contract for Monsta X's two future Korean albums, working with South
Korea's Starship Entertainment, and confirmed the group's second English-
language album would be released in the end of 2021.

On July 22, Shownu joined for his compulsory military duty. He will work as a
public servant as a result of earlier surgery for retinal detachment in his left eye.
Monsta X released the promotional tune "Kiss or Death™ for the mobile application
Universe on July 26 through Universe Music. In September, the group announced
the release of their new song "One Day" on September 10.

Monsta X was revealed as a performer on iHeartRadio's Jingle Ball Tour in October
and will perform on December. Monsta X also announced the release of their tenth
EP No Limit on November 19, as well as their second English-language album The
Dreaming on December 10, which will feature the previously released single "One
Day" and nine new tracks, as well as the release of a documentary/concert film
Monsta X: The Dreaming on December 8 in South Korea and December 9 and 11
in seventy countries worldwide. Exclusive interviews with the members, footage
from their US activities, unique stages, and the group’s six-year odyssey will be

included in the film.

3.3  Marketing Mix
3.3.1 Product
A. Printed materials

Any publication, document, or record is considered printed material, which includes
newspapers, magazines, books, pictures, drawings, and prerecorded magnetic
audiotape, among others. It is a marketing technique used in business to promote
the image of the real product, which is music. Albums, posters, CDs, picture cards,
and photo books are all typical ways to promote music in South Korea, and widely

recognized around the globe.
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B. Merchandise
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C. Live shows and concerts
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Figure 3. MONSTA X Friday Livestream on MTV

Source: MONSTA X Official Twitter

Performers are crucial in any sort of music; particularly on the main stage, where

they are able to offer the product live, in a variety of ways, and buyers get a taste of
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what they're buying. A growing number of artists are traveling across the county or
across the world to promote their music. In addition, there are banners, light sticks,
and posters accessible during a live event in order to enhance the band's image and

create a colorful environment.

3.3.2 Price
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Figure 5. MONSTA X's albums price on official StarShip Square

Every year, MONSTA X release a lot of contents and products for their music

career, the price for their products still affordable for most of the customer.
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For upcoming album, StarShip Entertainment will announce the schedule of

promotion activities for the group and fans can follow the schedule to support the
band.

3.3.4 Place

A. Digital and Social media
e Daum cafe
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Kakao Corporation is claimed to be the owner of the 'Daum Cafe.' "A huge number
of celebrities and their supporters visit the cafes in this area. Visit your favorite
celebrity's fan café and have a look at the most current posts from the celebrity in
order to show your support for them." This café opened in April 2015, and Monsta
X is active on their page. For example, they post on a frequent basis and comment
on fan posts on a consistent basis, and they publish several images. Official
announcements and statistics, as well as other relevant information for Monbebe
are also posted on the café's bulletin board by the café's personnel. As of November
21, 2021, Monsta X's cafe has more than 220 thousand members and was ranked

ninth on Kakao Corporation's Fandom Ranking at the time of publication.
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Figure 7. MONSTA X's Daum Café main page
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o Twitter
Official information about the group, such as the group's return date, an official
statement, and promotional activities, are broadcasted via their official Twitter

account, Monsta X, which was launched in February 2015.
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[[] Monstax < AA twitter.com & 5 & M + 83
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, « E—E}ﬂ—_MONSTA Xo Q  Search Twitter
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& Sign up with Google
.' Sign up with Apple

Sign up with phone or email
Follow
0 the Ter of Servic
i

By signing up
EAEIMA MONSTA X @ il
@OfficialMonstaX

2AEtYA ZAEQE. MONSTA X Official Twitter. THE DREAMING out December 10,
2021. Available for pre-order now: MONSTAX.Ink.to/Thel gTW

TheDreaming

@

& monstax-us.com [ Joined February 2015

28 Following 4.8M Followers

Tweets Tweets & replies Media Likes

¥ Pinned Tweet

‘ BAEIANA MONSTA X & @OfficialMonstaX - 19 Nov

L
MONSTA X Mini Album ‘No Limit*

Don’t miss what’s happening
People on Twitter are the first to know.

Figure 8. MONSTA X's Official Twitter

e |nstagram

The group’s Instagram account was launched on September 4, 2015, and now
has more than 6 million followers as of this writing. It is only after Wonho leave
the group, each member of the group decides to start their own Instagram
account in order to provide their fans with a unique point of view. Minhyuk is
the first member to have an Instagram account, while Joohoney is the final
member to do so. So far, five out of six of their accounts have attained official

status, with one member still awaiting vertification of his account.
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Figure 9. MONSTA X's Official Instagram

e Facebook
The official Facebook page established on 11th February 2015 with 2.8 million

followers.
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Figure 10. MONSTA X's Official Facebook

B. Streaming
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e Korean music platform (Melon, Genie)

Melon is a South Korean online music store and streaming service launched by SK
Telecom in November 2004. Kakao Entertainment took over as the service's
operator in 2009. Kakao combined Kakao Music with Melon in 2017. With over 28
million subscribers, it is South Korea's biggest music subscription service and the
country's most popular streaming service.

Melon is the primary sponsor of the majority of weekly music shows shown on
South Korean television. In 2009, its parent firm founded the Melon Music Awards
(MMA), an award-giving organization committed to judging winners based on

digital sales and online voting.
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Figure 11. MONSTA X's Melon music page

Genie or Genie Music, a subsidiary of KT Corporation, is a South Korean music
production and distribution firm based in Seoul. With 2.5 million customers as of

June 2018, its music streaming service is the second most popular in South Korea.
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Figure 12. MONSTA X on Genie

e Youtube
MONSTA X contents are shared in different Youtube accounts, the first one is
starship TV was established by StarShip Entertainment to post all their artists music
video, dance practice video or even promotion activities and behind the scenes,
mostly using for Korean activities. The next channel is MONSTA X, sharing all
English-album music video, or related international activities. For the comeback
show on the weekly music program, these videos often post on the music show
channel, for example The Show show of SBS television, Show Champion show of

MBC television or M!Countdown of Mnet television, etc.

< MONSTA X

HOME PLAYLISTS COMMUNITY CHANNELS

MONSTA X

N @) ) o} 1z

Figure 13. MONSTA X's YouTube
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e Spotify and iTunes
Beside music streaming platform such as Melon or Genie, MONSTA X also joined
in Spotify and iTunes so that not only music listener from Korea but also from
around the world can listen to their music products. On Spotify, the band has 2.8
million monthly listeners on January 2022, their most streamed song is Hero with
54.3 million streams and the group’s most streamed album is All About Luv with

202.9 million streams.
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Figure 15. MONSTA X's Spotify
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Figure 14. MONSTA X's iTunes
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Figure 16. Korean Album sale from 2015 to 2021
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Figure 17. Japanese Album sale from 2017 to 2021
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Gaon, a South Korean agency that publishes the music charts and notifies the public

when specific records have obtained special certifications for exceeding significant
sales levels, has certified MONSTA X's newest aloum, One Of A Kind, platinum
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due to its rising sales of singles. And in September 2021, the group's aloum Take.1
Are You There, which was published in October 2018, has been certified platinum,
signifying that it has sold at least a quarter of a million copies in the United States.
In fact, Take.1 Are You There is the sextet's fifth aloum to reach that milestone.
Only one of the five platinum albums by MONSTA X has risen over the first-album
mark, at least so far.

3.5 Service quality

A company's business operations need that managers create criteria for certain
business activities that they then attempt to monitor or assess their effectiveness.
The comparison of service quality to industry standards is critical in defining a
company-wide strategy, especially for organizations that provide intangible items
such as services.

The SERVQUAL (Service Quality) metric was presented as a result of this practical
necessity.

The primary goal of SERVQUAL is to assess the level of customer satisfaction with
a company's marketing efforts. Many service industries, including restaurants,
hotels, hospitals, schools, and aircraft use this kind of measurement since it is very
accurate and reliable. Customers' perceptions of the service are the basis for this
activity. For all service sectors, SERVQUAL offers a set of 10 assessment criteria.
And a business called Starship Entertainment, which represents the Korean boy
band Monsta X and offers customer service, will be used to evaluate these criteria.

3.5.1 Service quality

e Reliability: The capacity of the company's communication efforts to please
consumers when they first use the services, to fulfill what is promised or
what customers anticipate from the service. Customers' loyalty isn't only a
matter of making them happy; it's also a matter of earning their trust over

time.
Monsta X's reps made a detailed announcement for fans regarding the band's return
timetable. There will be six trailers published each day at 16.00 EEST from April
19 to April 24 by Starship Entertainment. The trailers will be released at precisely
16.00 EEST on each day. It is also worth noting that a fan from the United States is

unable to attend the performance in 2019, since she has to go to work and cannot
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take a day off, so she must cancel the ticket. Starship Entertainment had provided
her a detailed email outlining the process for canceling her ticket and receiving a
refund.

The corporation posted all the trailers to YouTube and devised a timeline for each
clip to ensure that each trailer would be released at the correct day in the time-
release for the next return.

¢ Responsiveness: An employee's eagerness and willingness to give services
to a consumer. It demonstrates the company's ability to respond swiftly and
flexibly when necessary. That is why the organization often has team
building or training sessions for staff at the start of each tutoring day with
the goal of communicating the vision, objective, and expectation of the
company about how they want their consumers to feel or view the service's
performance.

A team subordinate to the company brand wishes to share their passion with fans,
as they stated: "Love is the best thing we can do as humans™ (Im Changkyun,
Monsta X, Disney Radio, February 2020). As they believe that "the best language
is music" (Monsta X, Disney Radio, February 2020), they wish to produce as many
songs as possible in order to encourage and share their love with fans.

e Competency: Trained competence in a certain service in order to execute
that service.

Monsta X consists of seven members: two members who excel at dancing have
been tasked with the responsibility of providing their best choreographies to the
fans, one member who possesses superior vocal abilities has been tasked with the
responsibility of singing in order to convey the song's message effectively, two
members who excel at rap have been tasked with the responsibility of rapping in
order to make the song more exciting, and the final member, who is adept at writing
lyrics, composing, and arranging the song,

e Access: The degree of efficiency with which consumers may access a
service: on time, at a suitable location, and at a time that is convenient for
clients.

Between January 2020, Starship Entertainment announced the group's global tour,
which would take place in May and July in Korea, the United States, and Canada.

However, due to the spread of the COVID-19 virus, the firm has chosen to postpone
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the globe tour in favor of an online concert for fans. Fans may simply participate in
the performance from their homes without having to go outdoors and risk
contracting the illness. Additionally, the corporation permitted Monsta X
performances on other online programs such as Triller, Twitch's Stream Aid 2020
initiative, and MTV Unplugged At Home to allow fans to experience their
performance.

e Courtesy: A professional, polite service attitude demonstrates the
company's regard for the consumers engaged in the transaction.

Monsta X treats supporters equitably and amiably, creating the impression that the
band and fans have a best friend connection. Monsta X often live stream using the
app V-live in order to connect and communicate with their fans, discuss their daily
activities, solicit tips for nice restaurants or foods to eat, good lotion to moisturize
the body, urge fans to wear warm clothing and drink enough water, and so on. Said
"Sit back and relax." Consider yourself a little more. Therefore, avoid becoming a
burden while you live your life. I want to convey the message, ‘It is OK to go
slowly.™ (Chae Hyungwon, Monsta X, 2019) to encourage people who are so busy
and hurried in their lives that they forget to love themselves; or "Love yourself
before me because | love you™ (Im Changkyun, Monsta X, 2019) since they want
their fans to love themselves first because everyone deserves to be loved in this
world.

e Communication: The thoroughness with which information about the
service is conveyed to clients, as well as the capacity to listen to,
comprehend, and react to customer suggestions.

When Monsta X goes live on V-live, they always respond to fan inquiries as much
as possible in order to offer the fans with the information they want or need.

e Credibility: The degree to which consumers have previously placed their
confidence in the company's brand and customer service.

Monsta X have announced their first global tour for the summer of 2017, which will
take them to Asia, the United States, and Europe. However, one member became
sick with a potentially fatal skin illness and was forced to cancel all US visits.
Starship Entertainment was supposed to make an official declaration about the issue

and provide frequent updates on his status, but instead, the firm failed to do so,
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leaving many fans concerned/angry and losing faith in the company due to abuse
of their favorite music group.

e Assurance: The degree to which a company ensures its clients' financial,
informational, and physical assets are secure before to, during, and after
they use a service. Employees' capacity to build client trust via
communication (about knowledge, abilities, and competence)

The firm will begin selling membership packages to fans in March 2020 and will
begin delivering in April 2020. They keep supporters' information private and do
not divulge it to the public. When fans get the delivery, the quality is satisfactory,
but since the bottle is included as a gift, some fans reported receiving just the bottle
without the lid or only the lid without the bottle.

e Customer understanding/knowledge: The capacity to continually learn
about, comprehend, and react to the changing demands of customers,
instilling in them a sense of the company's concern for them. The concern
and service provided by a business to each consumer.

Starship Entertainment has allowed Monsta X to experiment with a variety of
musical themes and has changed the music video for the group's comebacks.
Additionally, in 2019, the firm announced a collaboration with NCSoft and the
launch of a new character brand named "TWOTUCKGOM," which features
adorable bear characters that symbolize the group's members' unique personalities
and qualities. They formerly manufactured pillows, office items, and jewelry. And
in the current season 2020, in addition to upgrading all items from the previous
season, they also introduce new products such as a body pillow and two variants of
a bag to provide more options for followers and new consumers (kids, students,
etc.)

e Tangible: Determinants that clients perceive on a daily basis when
interacting with the service. It illustrates how a business equips and marks
their brand image with clients. The company's facilities are inspected as part
of the preparation procedure prior to performing for consumers. It
demonstrates to generate a feeling of uniformity and increases the consumer
experience as authentically as possible.

Monsta X alternated between various clothes and stages for each performance. In

2017, the ensemble performed in a suit, and in 2018, they created a one-of-a-kind



34

bespoke stage for their performance. Additionally, the design of the group's record
varies with each reappearance. At the start of 2018, their album had a black cover
with a green title; towards the end of 2018 and the start of 2019, their two
subsequent releases used a white and red cover with a black title. They issued a new
album in the end of 2019 with a blue-sky cover, white title, and a new group logo.
Additionally, before to 2018, the group's albums only had one to three versions;
however, beginning in 2018, their aloums have four official versions, giving fans
additional options when deciding which version to purchase or whether to purchase

a package that includes all four versions. (No Limit album)

Although ten criteria are used to evaluate service quality, the majority of experts
base their assessment on just five key standards, as seen in the graph below.

According to the Servqual model in the article "Measuring Service Quality" (Ms.
Trang Nguyen, 2016), reliability is the most critical factor in generating the image
for the firm brand, accounting for 32% of the image. Responsiveness and Assurance
are both at 22% and 19%. Empathy gets a score of 16 percent, whereas Tangibility

has a score of merely 11%.
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ness

Technical
Quality

—

Figure 18. Service quality model
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3.5.2 Brand analysis

A. Brand contacts
¢ Planned message: In order to market a brand, the planned message is critical

in communicating the most significant statement to consumers about the
service/product. This method entails paying for advertising via mass media
in order to boost a brand's reputation. The firm may exert control over the
message and direct it toward the prestige they want. Due to the low cost of
sponsored media, the corporation may use social media as a primary form
of brand promotion.
Starship Entertainment's staff will write articles to announce upcoming activities,
accomplishments, and other content. The company will then share the articles on
social media platforms such as Twitter, Facebook, or Instagram with a link so that
fans can interact with the articles and "heart” them, thereby increasing the group’s
brand value. Additionally, Monsta X has appeared in publications such as NYLON,
MAP, DAZED, ELLE, and Harper's Bazaar, and has been on variety programs such
as Weekly Idols and Idol Room, as well as producing their own shows (No Exit
Broadcast, Monsta X-Ray, Monsta X Right Now, etc.).

e Service/ Product message: While the company's additional values and
product attribution seem to be interwoven, the product message focused on
the benefits of the product usefulness rather than providing generic brand-
establishing themes. While the service message is preferable to include the
brand company's quality and advantages.

Each song in the group has a distinct significance. For instance, the group's 2017
album includes the B-side song "From Zero." The song's lyrics discuss apologizing
and wishing to start "from zero™ despite previous grief and suffering. The song
"Happy Without Me" is taken from the album's full-length English language
counterpart. All About Luv with a profound message "We feel that everyone who
has experienced the agony of an undesired separation would empathize strongly
with this song, particularly given the lyrics. We've all experienced missing our ex
and faking our grins to conceal our grief at some time in our life. We attempted to
convey the pain and tension that one must endure in order to go on." (Hyungwon,
Monsta X, February 2020, Billboard). Or Monsta X revealed the code that appeared
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on the cover of the group's 2018 album, along with the symbol for the group's name
and the fandom'’s name.

e Unplanned message: is a technique that occurs outside of the company's
control or is beyond the scope of the company's influence. Media outlets
may have a positive or negative influence on a business and its
services/products. However, from an optimistic standpoint, a bad reputation
is preferable than no acknowledgment. While word-of-mouth is a negative
method of spreading, the result is experienced in two distinct ways. A
positive outcome will be achieved if the firm maintains the proper direction
and strategy in relation to the intended message and issues an official
statement.

Monsta X, for example, gave almost $110,000 to Good Neighbours Korea to assist
medical personnel and vulnerable individuals who were secretly afflicted with
Coronavirus. Some fans who volunteered for this initiative were alerted to the
situation and spread the word across the community; others were inquisitive about
the group and began looking for information about them; the group received a lot
of positive response from newcomers. Additionally, fans often request response
videos from their favorite reactors on YouTube, which engages these reactors' and

their subscribers' interest in Monsta X.
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PRODUCE 1071'S X1 Rig
Scandal Confirmed

000000

The Seoul Police Office has confirmed that
there’'s an investigation for the Manipulation
of votes in the X1 show, after the initial
rumors. All of this confirmed by “CBS No
Cut News” and informed in English by
AllKpop.

It all started earlier today, with the police
beginning a series of searches and seizure
procedures in entertainment agencies
related to the show. According to a report
from CBS No Cut News, Seoul Metropolitan
Police Agency’s cyber investigation team
had discovered that some of the 11 trainees
that were voted into X1 received votes that
belonged to already eliminated trainees.

Some of the companies that were searched
are MBK Entertainment, Woollim
Entertainment, Starship Entertainment, and
many others, companies related to the
recently debuted X1 Members. According to
the Seoul District Police Office, amongst the
11 trainees, 2-3 of them received rigged
votes to reach the criteria.

After today’s police raid, Starship
Entertainment, agency related X1's Kang
Minhee has released their statement
regarding the investigation. “We understand
that police are investigating CJ ENM over
the alleged manipulation of the rankings in
Produce X 101, and with that, comes an

Figure 20. Destroying brand news

Source: soompi.com
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Starship Entertainment's reputation has taken a hit as a result of the incident
surrounding one of its trainees being involved in this project. Fans are worried that
the controversy will impact the group's return in 2019 and make it less popular,
since it has made people assume that the group acquired its triumphs on the weekly
music program by cheating and unfairly, or that the firm has a role in the group's
successes. A group effort indicated in this figure was discontinued barely six
months into its existence due to a lengthy inquiry. Fans of MONSTA X are
beginning to lose faith in Starship Entertainment as a provider of adequate
protection for its artists, since the firm has provided no new information on the
ongoing inquiry. The company's fans feel misled and are unable to participate in

any of the company's operations.

I. The gap analysis
e Gap 1. The knowledge gap is the difference between what customers

anticipate and what management perceives. It arises when individuals - who
represent the firm brand - lack the ability to properly analyze consumers'
wants. It is a manifestation of an inadequate market segmentation as a result
of insufficient market research.
Monsta X expands their influence properly when the main firm specifies where and
when to extend the Monsta X reputation. They are constantly analyzing the
entertainment business in order to close this gap as much as feasible. As a
consequence, influence spreads to international regions such as the United States of
America, Japan, and China.

o Gap 2: The policy gap is a discrepancy between the definition of
service quality and management perceptions. It occurs when a service
provider understands the customer's requirements yet falls short of the
performance level.

Monsta X's management organization has always offered fashionable items that
consistently match fan expectations. As a result, the gap is narrowed when the firm
develops and provides a service based on the process of the previous experience

and swiftly delivers album orders to the clients.
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o Gap 3: The delivery gap is the difference between the service quality
specification and the service delivery. This occurs as a result of insufficient
training, ineptitude, or inability to meet service requirements.

o Gap 4: The communication gap (Under- or Over-promising) is the
disconnect between service delivery and external communication. Customer
expectations are greatly influenced by corporate representatives'
pronouncements and ads. It occurs when the statements' implied
expectations are not fulfilled during service delivery.

o Gap 5: The customer gap is the difference between anticipated and
actual service. It occurs when the nature of the service is misinterpreted.

Monsta X was observed having dinner with a former member of the group on March
23, 2020. Following the revelation of this information, many anti-fans and haters
attacked the group. However, fans demonstrated their support for the group and
former members by submitting many letters filled with words of love and support
to the group, as well as to combat anti-fans and haters. Later that year, a member of
Monsta X sent an apologetic letter to the group's followers. After fans
misinterpreted the letter as him apologizing to anti-fans and haters for dining with
a former member, the entire fandom immediately trended hashtags pleading with
him not to apologize to anyone because he did nothing wrong and also supporting
them dining with the former member of the group. However, the letter's underlying
significance is that it made genuine fans anxious and sad, making contact between

Monsta X and fans perilous when covert anti-fans and haters are present.

3.5.3 Customer involvement

To provide a long-term competitive advantage, relationship marketing is
established to give the firm with the potential creation of a strong and lasting
consumer brand. As a result, the primary objective of relationship marketing is to
expand the potential to influence new customer-brand relationships and to boost
acquaintance client retention.

Maintaining customer engagement is critical for sustaining loyalty and confidence
in the company's image and brand.

A. Satisfaction
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Profit maximization has always been a goal that the majority of businesses strive
towards. However, client happiness is critical to generating that revenue. According
to Chu (2002, p.285), many businesses are pursuing and seeing it as the key
objective for the majority of services nowadays.
Anderson and Mittal (2000) asserted that the relationship between satisfaction and
profit is precarious. Oliver (1999) proposed that pleasure is a straightforward basis
for initiating a transitional progression toward more robust and lasting loyalty
creation. As a consequence, client loyalty is sustained not on the basis of an emotive
commitment but on the basis of simply meeting consumer wants.
In other words, clients examine each step to see if they will remain loyal to the firm
or not. However, contentment alone is insufficient to sustain an attitude of
commitment, since it is subject to change anytime the degree of consumer
participation required for retention is not met.

B. Commitment
There are two types of commitment that measure how successfully a business earns
consumer loyalty: calculative and emotive commitment.
Calculative commitment is established when a consumer uses a service/product
reluctantly. Additionally, it is believed that visible levels of pleasure should be
evaluated more than emotional commitment.
Affective commitment is established when a consumer has a favorable attitude
about a product or service given. As a result, compassion is increased, and
passionate support increases. Affective commitment is acknowledged via word-of-
mouth in order to successfully gain loyalty.
The time during which consumers are formed into which degree of loyalty is a
distinction between the calculative and effective processes. New customers are
often evaluated during the initial service performance, and they may perceive
advantages in terms of the money they spend, the convenience they enjoy, or utility.
This exhibits calculative commitment, since clients make their first decision based
on the advantages they get from the service. While acquaintance consumers enjoy
the execution of the service, they also value the relationship advantages associated
with the service, including personal recognition, rapport, connection, and empathy.
It is more pertinent to the affective process since it determines how long consumers

will linger to use or accept the service/product given. As a result, cultivating an
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understanding of engagement and enthusiastic commitment is critical for creating
a sustainable brand-customer relationship.

C. Trust
Trust is described as a customer's affirmation of utilizing a product or service from
the first encounter to the long-term relationship. It is established that it will develop
as a result of calculative techniques. It is proven by a computation of the
expenditures and compensations associated with the service given with the goal of
delivering on the promise and improving service quality.
Trust plays a critical part in generating customer advantages by improving the
degree of trust in customer service and is therefore seen as a guarantee of client
commitment (Garbarino & Johnson, 1999).

D. Involvement
Customer involvement is critical for customer retention because it establishes the
importance of partners or customer connections in the service process. Without
client engagement, the corporation cannot establish trust or entice them with the
brand image. Additionally, to maintain a loyal consumer, the business must ensure
that customers get complete information about the procedure. It will assist clients
in being involved in the service on a regular basis or in being willing to experience

the service of the firm at first.

Negative
w cvaluation
NEW Calculative
CUSTOMERS  —— Satisfaction —» commitment ——» RETURN
|
|
1
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|
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CUSTOMERS ——»  Trust —— commitment — LOYALTY

:
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Figure 21. Conceptual model of the process of customer engagement
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Three exceptional occurrences exemplify how Monsta X engages their fans:

e Fund to assist COVID-19 sufferers
Monsta X contributed more than $110,000 to Good Neighbours Korea in order to
assist medical personnel and those affected with COVID-19. Additionally,
donations will be given to assist in preventing future instances by purchasing anti-
pollution masks and hand sanitizers. Recently, the Daegu Gyeongbuk Child
Welfare Center received 25,000 children's masks and 4,500 disinfectants. "A lot of
individuals are having issues right now, and we hope this helps,” they said. “We
appreciate your ceaseless efforts to ensure the safety of our neighbors.” (Monsta X,
March 04, 2020, Good Neighbours).

e Contribute to the cause by buying the UNICEF Hope Ring.
One of Monsta X's members preached goodwill throughout his interest in
contributions, charity, and volunteer work - which impressed the fans greatly.
During one of his V Live shows, he discussed the Hope Ring he received from
UNICEF in recognition of his support for the For Every Child, Hope campaign, and
urged followers to do the same. This demonstrates how the artist has motivated fans
to contribute to making the world a better place on their own through the
#WonhoTaughtUs campaign. Among the touching gestures that resulted from the
#WonhoTaughtUs effort as a result of his support for campaigns aimed at ensuring
a brighter future for children is a sizable gift to the Save the Children organization
in his honor.

e Monsta X fans use the moniker to nurture abandoned or endangered

animals.

Fans have adopted almost thirty animals in only one month under Monsta X's name
or the names of seven members via different organizations such as the World
Wildlife Fund, in response to Australia's forest fire death toll. With a squad
comprised entirely of ardent animal lovers and pet owners, it's unsurprising that
fans feel encouraged to make a move in support of this important cause. Fans
adopted and sponsored over sixty animals on behalf of Monsta X and each member
of the group. Inspired by the way boys lend their voices to causes and organizations
they believe in through donations, campaigns, charities, and volunteerism, fans

hope to serve as a reflection of Monsta X, demonstrating to them that every act of
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kindness and love, no matter how small, makes a difference and contributes to
making the world a better place.

3.5.4 Company evaluation

A. How good the business is at acquiring loyal consumers
Monsta X not only increased the group's brand's impact among fans, but also earned
their confidence and devotion. For instance, in their most recent music video in
2019, a member donned a Zara shirt; after the release of the video, fans eagerly
bought the garment through Zara's online shopping site, which quickly sold out in
all Zara locations within a week. They not only rely on their abilities to win over
music enthusiasts, but also take care to demonstrate it clearly. Monsta X typically
divided the year into three distinct periods for Korean albums, Japanese albums,
and English albums, and also kicked off the World Tour by appearing on reality
television shows, radio shows, and interviews, as well as appearing in magazines,
practicing for performances at award shows and individual schedules. With such a
hectic schedule, they often have less time for sleep and relaxation, but they still
spend time communicating and interacting with their fans using V-live software or
social media sites such as FanCafe and Twitter. Along with conveying profound
and loving themes via their music, Monsta X strives to meet the curiosity and
expectations of their devoted followers. They put themselves in the shoes of their
fans, treat them as friends, and discuss regular life events with them, often asking
supporters, "Did you eat well?" (Monsta X, V-live Livestream, 2019), advise fans
to practice good hygiene, wear masks while out, wash their hands often, and avoid
going outdoors as much as possible during the COVID-19 epidemic. Encourage
followers to live authentically, to do what they want and to pursue their aspirations,
to be perpetually happy and to smile every day. Additionally, Monsta X is very
effective in building Reliability because they constantly deliver trailers on time for
publication and the tales behind each music video (MV) are always connected to
previous MVs, piqueing the attention and loyalty of long-time fans. It also assists
new fans who are curious about the group for the first time and will explore all
relevant information or previous stories in order to connect the storyline in the MV
as a novel through all the theories and arguments advanced by other fans, in order
to determine the message Monsta X wishes to convey. Additionally to the high-

quality products and the group's love for the fans, the small acts of kindness
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displayed by Monsta X members toward one another through reality shows that
depict close friendship as family make fans feel warm, and the group's humane
actions such as charitable donations and participation in volunteer campaigns
inspire fans to live a better life and make the world a more beautiful place.
Additionally, Monsta X possesses admirable personalities, such as remaining
humble when praised by superiors, bowing to colleagues when meeting, or, in 2015,
when the MAMA Awards performance was organized by Mnet TV station, they
were the only group to remain until the end of the awards ceremony to congratulate
the final performers, despite the fact that all other groups had left and the following
day they had a performance scheduled in Japan and had to leave early in the
morning. That helps supporters feel proud and valued, and it also makes non-fans
take notice of Monsta X.

By the end of October 2019, a member of the group had to resign owing to baseless
charges that harmed Monsta X's global fan community. In November 2019 and
subsequent months, fans will demonstrate their solidarity beyond social media by
congregating in different nations to express their support for Monsta X. After over
seven days of trending on Twitter with millions of tweets per hashtag, many fans
went offline by attending events held by local fans on weekends and engaging in
different initiatives to demonstrate their love and support for Monsta X. The series
of silent demonstrations culminated in a fan gathering in Seoul, when people
camped out in front of Starship Entertainment's headquarters. Additionally,
supporters in Korea have resorted to posting post-it notes in a specified area of the
company's premises. Fans in the United States demonstrated their affection for the
group on the street by collecting post-it notes shaped like a lovely heart with equally
beautiful sentiments to the group. Or fans in the Philippines also united in
November 2019 to stage their own quiet protest by gathering post-it notes for the
group and singing the song "By My Side" with Monsta X's light stick. "MONSTA
X, we are here,” Monbebe in Colombia also sent to the septet through a protest
organized by the MONSTA X Colombia community on Twitter. Meanwhile,
supporters in Argentina rallied in the streets with their own chants and banners,
aided by the MONSTA X Argentina network. In an event organized by the
Monbebe Peru community, fans in Peru also gathered to sing the OT7 fan chant for

Monsta X while holding slogans and blue — a color that signifies optimism —
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balloons for the group. Monsta X's fans also collaborated to finance and create
numerous of the group's advertisements, including a large-scale billboard in New
York City's famous Times Square. Another significant one was the effort organized
by their fans in the Philippines, as conveyed to them through the MONSTA X
Philippines community and exhibited in one of the country's malls. Russian fans
created a very special song for the group from scratch in a matter of days — and they
included an encouraging video message from Russian-speaking fans with messages
of support in multiple languages. Fans in Thailand also created a heartwarming
advertisement for the group at Bangkok's MBK Center. Additionally, Monsta X's
followers reported and banned all social media accounts that promoted false
rumours about the artist, refusing to communicate with anti-fans or haters or stories
that included untruths, and continuing to play and chart their music on platforms
such as Billboard. Concerning this, the fans charting the song "Red Carpet,” which
was made by one of the group's members to commemorate his comeback to the
group after a hiatus to concentrate on mental health, helped him achieve a solo debut
on Billboard's World Digital Song Sales chart.

Each time the group makes a reappearance, the firm arranges fan signing events,
and fans may meet and converse in a variety of locations, including Korea, the
United States of America, and Vietnam. Either plan a FANCON event for Monsta
X and fans to interact, or host a concert for the group to play for the fans.
Additionally, Starship Entertainment establishes social media pages for Monsta X
on platforms such as Twitter, Facebook, Instagram, Tumblr, and Triller to facilitate
communication and interaction with followers. Additionally, the company did not
create a separate account for each member of the group based on the members'
wishes, as they felt that having just one official account for the group was sufficient
and they did not want anything to divide them. On the other hand, Starship
Entertainment enabled Monsta X to enter international music markets such as Japan
and the United States, allowing the group to produce Japanese and English albums
in collaboration with other artists such as Steve Aoki, Pitbull, and French Montana.
Allows them to advertise their new albums on US-UK television shows such as The
Ellen Show, Good Morning America, Good Morning Britain, and The Kelly
Clarkson Show.

B. How is the business attempting to look after its loyal customers?
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Starship Entertainment has always organized live concerts for Monsta X and their
fans in order for the group to communicate and express their emotions and thoughts
while preparing for their return, while also keeping fans updated on the group's
performance and members. Avoid creating controversies to prevent disappointing
followers, and make public statements of rumours swiftly and explicitly to avoid
confusing fans, since being an idol's fan entails placing one's confidence in the
company and idol. For instance, on April 21, 2020, the Sports Chosun daily claimed
that a team member was in a relationship with a coworker from the same
organization. Starship Entertainment swiftly dismissed the claim, stating that
"Kihyun and Bona are just senior and junior members of the same agency." It is not
true that they dated for five years or traveled together.” This move reassured Monsta
X followers of the importance of safeguarding their artists.

When the album is going to be published, the firm will allow fans to pre-order it
and get pre-order advantages, maintain the same sales price before and after the
album’s release, say no to smuggled, fraudulent, or poor items, and attempt to
deliver on time. Before it comes to shipping, Starship Entertainment has urged staff
to wrap albums properly to minimize damage during transit and to offer a shipping
number so fans can track their purchases. They have also requested that staff
provide an email warning when items begin shipping. As previously stated, in
addition to organizing domestic and international events that enable Monsta X and
fans to interact, producing music in a variety of languages such as Korean, Japanese,
or English, Starship Entertainment also assists members of the group in learning
simple sentences in the languages spoken in the countries they visit during the

World Tour, including Spanish, Portuguese, Thai, Vietnamese, and German.
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4 METHODOLOGY

A survey is one of the most often used types of quantitative approach in business
today. The survey contains several usual qualities, according to Fowler (2009,2),

such as those listed below:

- The purpose of the survey is to provide quantitative descriptions, particularly

statistics, of some feature of the studied population.

Collection of information via the distribution of questions to individuals, with the

responses being converted into data for subsequent analysis.
The information gathered comes from a small percentage of the population.

In this thesis, data is gathered via the distribution of a survey to MONSTA X's fans,
MONBEBE.
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5 RESEARCH RESULTS

After a few days reading all the surveys, here is the results that researcher collected
from 198 random fans, who actively support MONSTA X.

5.1 Age and gender

And you are....

198 cau tra loi

@ Male
® Female
@ Or belong to LGBT+

Figure 22. Answers from respondents about gender

AGE

=From0-18 =From 19-30 From 31-49 = From 50 and above

Figure 23. Age range of respondents
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According to the data, female takes more than 90 percent and the age range from
19-30 take more than haft of respondents, then the researcher can likely state that

Female gender has large amount in the fandom.

5.2 Buying circle and experience

Have you bought any product of MONSTA X? (Aloums, merchandise, etc.)

198 cau tra 1gi

@ Yes
@® No
Maybe later

_d

Figure 24. Amount of respondents owning the group products

Will you continue buying MONSTA X's products in the future?

198 cau tra loi

® Yes
® No
Maybe

Figure 25. The continuous buying of respondents

As a fan, most of them want to support their favorite band by buying the group’s
products. The figure above shown that most of them have own some of MONSTA

X’s products for themselves and will continue buying in the future.



How was your buying experience?

198 cau tra loi

@ Excellent
® Good

® Fair

® Poor

@ Worst

Figure 26. Respondents’ buying experience

When you receive product, is it have any damage that because of the company, not from the
shipping period?

198 cau tra 1oi

® Yes
® No

Figure 27. Product conditions when respondents receive it
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Do you have any dissatisfaction about MONSTA X's products base on its appearance, not the ID
content :)

198 cau tra l&i

® Yes
® No

Figure 28. Product satisfaction of respondents

After taking a glance of three figures above, most of the customers have good

buying experiences and satisfy with it.

Money spent

000+ |
501-1000 |
301500 |

0300

0 20 40 60 80 100

m Series1

Figure 29. The amount of money that respondent spent for MONSTA X's contents

The figure above shown that every time MONSTA X makes a return or participates

in a global tour, customers pay an average of 300 euros to demonstrate their support.



5.3 Customer service

Have you ever call or send an email to StarShip Entertainment?

198 cau tra loi

® Yes
® No

Figure 30. Respondents contact the company

Did you get any support or reply when the products come to you that not in good condition?

198 cau tra loi

® Yes
® No
©® Maybe

Figure 31. The frequency of replies that respondents receive

53

These two figures shown that 56.1 percent of customers contacted the company but

now likely receive the response from StarShip Entertainment.



5.4 Customer satisfaction about the company

Do you have any dissatisfaction with StarShip Entertainment in general?

198 céu tra 1oi

® Yes
® No
@ Maybe

Figure 32. Respondents satisfaction about StarShip Entertainment

Do you satisfy with the news (in general) that StarShip Entertainment releases related to
MONSTA X? (Comeback date, news, concerts, membership, shows, etc.)

198 cau tra loi

® Yes
® No
© Maybe

Figure 33. Respondents satisfaction about StarShip Entertainment news
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Did you satisfy with the promotion strategies that StarShip use for MONSTA X?

198 cau tra oi

® Yes
® No
Maybe

Figure 34. Respondents satisfaction about promotion strategies of StarShip

Entertainment

Most of the responses from the respondents said that the consumers were not
dissatisfied with the product, but rather with the company's handling of idols. An
ex-member was forced to resign from the organization because of accusations that
he was owed money and assets. While the fan base believes that the charges are
unsubstantiated and without any proof, the corporation takes the quiet and erases

the former member from all his actions with the group, as if he never existed.
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6 CONCLUSION

From the 1990s to the present day, the K-Pop music business has undergone a
remarkable globalization trend. It did not take long for K-Pop to break through to
the mainstream in the early 2000s, thanks to the internet, social media, and video
sharing sites. Due to Psy's Gangnam Style becoming a worldwide phenomenon in
2012, other Korean groups, such as Super Junior and BIGBANG, were allowed to
tour outside of their native Asia. For the sake of expanding their reputation,
MONSTA X entered the Western market and collaborated with musicians like

French Montana, Snop Dog, Steve Aoki and Pitbull, among others.

Every effort has been made by the group's MONBEBE fans to aid the band's revival,
such as raising funds, adopting animals in the band's name, donating to charities
and engaging in volunteer work, as well as spreading love and supporting those in
need. Fans of MONSTA X have voiced their displeasure with the management
company, StarShip Entertainment. Because of the lack of support from their fans,
they mistreated their musicians. MONSTA X, on the other hand, has a love-hate
relationship with the company because of their affiliation. Researcher want to
discuss about how fans have supported MONSTA X, what MONSTA X has
contributed, how fans have responded to StarShip Entertainment, and the value of
listening to and advising consumers.

More than half of the replies to a question regarding discontent with a business
come with the same three issues. The unavailability of subtitles on their music
videos and other information is the first major cause of dissatisfaction for overseas
fans. There was no official translation service for fans to use, so they had to come
up with their own. Subtitles have been added to their YouTube videos on a regular
basis currently. This is not the case for all programs, however, since some are
broadcasted on platforms that are difficult for overseas MONBEBE to utilize and
don't have a captioning capability. For the time being, the majority of their social
media posts are targeted towards a Korean audience. It is frustrating for customers
when a band makes a return or celebrates an anniversary. The fancafe is where all
of the action takes place, but it is in Korean, making it difficult for non-Koreans to
utilize. In many cases, there are no translations of the rules or instructions, and the

only people who win are those who are Korean. Fans are made to feel as if they are
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not included and do not have the same possibilities to contribute as everyone else.
Several of the company's efforts are aimed towards particular overseas markets,
namely Japan and the United States. Many clients over the age of 50 believe that
the majority of the US-centric material is aimed at a young demographic. Due to
their age group, this does not please them and they feel that they are too old to
participate in this pastime.

In researcher’s perspective, MONSTA X is a highly successful group and well-
known to foreign fans, but the marketing still falls short of its full potential. More
influence over the local market (Korean) should have been possible for them. A
more equitable distribution means that the group's market share and overall strength
will increase.

The group's second grievance is with StarShip's treatment of them. The way they
handled Wonho's exit from MONSTA X and how they continue to treat him have
not gone over well with the majority of supporters. No legal action was taken for
Wonho (or Shownu, given he too was facing blowback around the same time), and
it continues to seem that way for the group as a whole despite the numerous
declarations indicating they will. Fans have noted that MONSTA X sometimes
seems to be overworked, as if no one ever takes a break or even sleeps or eats for
an extended period of time. MONSTA X may be marketed more effectively by their
administration, which is becoming increasingly unorganized. So many issues have
occurred throughout the group's time that a survey for MONBEBE questioned,
"How do you respond when scandals flare up?" Some fans stated that they "report
whenever possible, send an email to StarShip Entertainment to request a proper deal
with it, and then stay away from social media for a while," while others stated that
they were shocked and waited for confirmation from the company; in the meantime,
they go to social media such as Twitter , FaceBook or Instagram to "clean the search
bar" to prevent the news from spreading too widely and expressed concern for the
members' mental health. However, in the case of a disagreement, some
MONBEBEs are more composed and agree that "Context is critical. Certain aspects
of social media are, in my view, overstated. When something big occurs, a
statement is often released fast. Concerning more significant concerns, such as the
Wonho and Shownu charges from 2019 or the Kihyun bullying allegations from

earlier this year, | wish they had been resolved more quickly and efficiently." In
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other words, "personally, I am skeptical of other publications" because "what fans
know for certain is that they are great people, and even those who work with them
have nothing but admiration for them™ and "even good people make mistakes."
However, "it irritates me when adverse news directly affects any MONSTA X
member or MONSTA as a whole," another said. "It seemed as if everything was
uncertain for them" when the fandom's largest controversy of 2019 occurred,
according to one fan. StarShip Entertainment was unsure how to defend its artists
or address these situations, which is why MONBEBE hoped for an official
declaration and response from the corporation. However, it looked as if the
company took a while to answer, either because they were unclear of what to do or
just said plainly that StarShip Entertainment had no clue what it was doing. "The
"oh my, here we go again™ attitude I would have when I learned they were going to
deal with an issue was normal,” one MONBEBE said. According to the research,
the public has an exaggerated reaction to celebrities engaging in routine tasks or
just living their lives (dating, smoking, going out with friends). In certain instances,
idols face unjustified criticism, such as when member Hyungwon was chastised for
wearing a watch that matched the watch worn by former member Wonho. It is due
of Wonho's unjustified animosity for him that he is unable to name or be seen with
the other members of the group. Why is it that Hyungwon is unable to wear a
matching watch with someone who was (or is) a friend? The fans are dealing with
some issues of entitlement. It is considerably worse when the friend has committed
no wrongdoing. Additionally, although the audience as a whole is extremely united,
emotions may flare up when one of the members is embroiled in a scandal. This is
a difficult scenario for some fans, which is increased by those who object, as well
as by the fact that many other fans join in on the mayhem. On the other side, some
fans are worried, but they are taking proactive measures such as contacting StarShip
Entertainment and alerting others to the issue. When it comes to cultural
appropriation, it works sometimes, but not always. Their proclivity for overreacting
and exacerbating the situation. As beautiful as Korean culture is, it breaks the hearts
of fans to consider how swiftly many followers abandoned the fandom or turned
their backs on Wonho in the aftermath of multiple false charges in 2019. When
Minhyuk and Changkyun were unable to perform due to injuries in 2016,
MONBEBE stepped in. Because some fans believe that "MONSTA X's toughest
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foe is their own fanbase, which is neither right or equitable for the group,” it causes
certain fans of the band to "do not love the fandom at all.”

As for the merchandise, it's too new and has distinct perks for each distributor/store,
which theoretically forces fans to spend more in order to complete the collection.
For those who live outside of Korea, shipping expenses might be prohibitive. Fan
café events are not accessible to foreign fans because to language barriers, and
profits are sold at too high a price; they typically do not take care of international
fans. They continue to remove things that may be sold independently (fancon
DVDs, picture books, photo sets, etc.). Apart than purchasing the band's CDs and
subscribing to their services, the fanbase spends time listening to and streaming
MONSTA X's music on streaming sites. According to the survey's responses, fans
spend an average of six hours per day listening to or even watching MONSTA X's
songs and performances; some of them claim to listen to the band's contents all day
while working, doing chores, studying, or simply going outside; one respondent
also stated that "MONSTA X is my most streamed K-Pop artist, | have streamed
them 4412 times this year on Spotify." Additionally, the group is quite active on
social media as well as the fanbase. They spend a lot of time interacting with one
another, and some fans even send messages to MONSTA X on the fan café to
express their love and support.

The author sent the following question to MONBEBE: "How do you feel about
MONSTA X's promotion period?" It was met with a plethora of opposing
viewpoints. According to some members of the fanbase, "two weeks is a nice term"
since they are generally highly marketed and have several possibilities, and "they
are already busy; | don't want them to get even more weary." According to some,
"the beginning is good, but the midsection is lacking in marketing and guest
appearances.” However, another segment of the fandom disagrees, claiming that the
company "is not really making good decisions about the group promotions™ because
the band has only promoted for two weeks or less in the past two comebacks and
then changed schedules immediately following the promotion. Some of them added
that "a lot of international MONBEBE get upset when promotions are on Fridays
instead of Tuesdays" and "makes it more difficult for us to chart duos.” When the
author first began following the group, their promotion periods were much longer,

at least a month. That used to annoy the fanbase a little bit since they felt MONSTA
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X was overworking themselves, but MONBEBE understands that they were still
considered a rookie group at the time and the company wanted them to get as much
recognition as possible. Recently, Korean promotional periods have been short; two
weeks of advertising are insufficient to secure them victories, as was the case with
One Of A Kind's comeback. And now that they are an older group, their promotions
are sometimes cut short, which is a pity since "we, as fans, do not have enough time
to fully congratulate them on their victories or even enjoy their comebacks."
However, with the strong and continuous support from the fandom, the band is
gaining more success everyday, expanding their popularity, attracting new fans, and
contributing their talents for music career, as well as the managing company —
StarShip Entertainment.

The researcher hopes that the company and other entertainment firms might profit
from this information and use it to address their cases. Thus, it is possible for the
business to evaluate client relationships, build a strong buying circle, and bring in
new consumers while also satisfying the group's existing followers. Students and
scholars that are interested in furthering their studies might utilize the thesis as a

resource.
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