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An Empirical Study of Social Network Service (SNS)
Continuance: Incorporating the Customer
Value-Satisfaction-Loyalty Model into
the IS Continuance Model

Sujeong Choi*

Given that smartphone-based social network services (SNS), such as KakaoStory is now being widely used
as a way for people to connect and communicate with each other, this study examines key factors leading
to the continued use of SNS. People have been using PC-based SNS, such as Cyworld, for years are now
using smartphone-based SNS, such as KakaoStory. KakaoStory developed by KakaoTalk has rapidly grown
up as the largest smarfphone-based SNS in Korea as smarfphone penetration increases. It is more difficult
for firms to maintain their current users over time in that altemnative SNSs satisfying people’s new needs are
constantly emerging and evolving. In this sense, one of the most challenging issues for SNS firms is how to
refain their current users in the long run. However, there are few empirical studies on this issue.

Applying the IS continuance model proposed by Bhatftacherjee (2001), this study explores key defermi-
nants of users’ smartphone-based SNS confinuance intention. The model suggests that perceived usefulness
and user satisfaction are the key deferminants of IS confinuance intention. However, the model includes
only the ufilitarian value that users can obtain through the use of smartphone-based SNS, by considering
perceived usefulness. Therefore, the study affempts to extend the IS confinuance model by considering he-
donic and social values simultaneously. More specifically, we consider subjective norms as social value that
are proposed by the theory of reasoned action and the theory of planned behavior. We also consider
perceived enjoyment as hedonic value that is emphasized as a key factor influencing users” behavior intention
and actual behavior, particularly in the confext of hedonic IS use. By considering the three values in our
model simultaneously, we could offer a deeper understanding of smartphone-based SNS continuance. That
is, this study could offer an explanation of how each value is associated with user safisfaction and SNS
continuance intention.

The customer value-satisfaction-loyalty model can strengthen the assertion that smarfphone-based SNS
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contfinuance intention is determined by various different types of customer values, such as utilitarian, hedonic,
and social ones. Moreover, the model provides a theoretical basis for the assertion that customer values
lead fo increased loyalty via customer safisfaction. In this regard, we theorize that SNS confinuance infention
is influenced by users’ various values, namely perceived usefulness, perceived enjoyment, and subjective
norms, via user satisfaction.

To test the proposed research model and hypotheses, we conducted a partial least squares analysis using
a fofal of 253 data collected on the users of smarfphone-based SNS (i.e., KakaoStory). The key findings are
as follows: First, it has been found that SNS confinuance intention considerably depends on user satisfaction.
Second, user safisfaction is defermined by confirmation, perceived usefulness, and perceived enjoyment. Third,
concerning the effects of the three values on SNS continuance infention, only perceived enjoyment regarded
as hedonic value was statistically significant. That is, perceived usefulness considered as ufilitarian value and
subjective norms considered as social value had no effect on SNS continuance intention. Finally, our results
indicate that confirmation increases perceived usefulness, perceived enjoyment, and user satisfaction. The
results reconfirm the effectiveness of IS continuance model in predicting smartphone-based SNS continuance
intention. Moreover, the results demonstrate that perceived enjoyment reflecting hedonic value is the most
important predictor of SNS continuance infention. Therefore, it is imperative for fims to meet SNS users” hedonic
value to retain them in the long run. Meanwhile, we could not find any empirical evidence to support the
assertion that subjective norms are associated with user satfisfaction and SNS continuance intention. The results
lead us fo conclude that when users have enough direct experience in SNS use, subjective norms have
no effect on SNS continuance intention. Discussions and implications of the results are provided.

Keywords : IS Usage, Smartphone, Social Network Service (SNS), IS Continuance, Usefulness, Enjoyment,
Subjective Norms, KakaoStory
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<E 4> PLS £M2Ho| EAZI - 20l U DA} MAZ
a7as| AE4 | A%E | Azd e &R SNS
= 9 EA% 84 YA = A &0l &9 &
snorml 0.931 0.493 0.408 0.429 0.323 0.399
snorm2 0.927 0.416 0.431 0.415 0.311 0.316
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JOY.
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<E 7> WYY A 2
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A7 EF3 2 A () Az A%
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T+ TRA 9 TPBlA AAS F84 3} 3 A &0l g =5 S/ 7IH, A&4 7RISl A%
2 IS E3 oA AA AZ4E EAFY F d &8 AA 7EAQd F3E FH2 SNS
FE2 A 1HTOEZH IS Xl ojgrge A&olgorot YA #Hdo] gl Ao=E
Ao NEsHT. o83 A =E 1S 01%91 48 St Ao g, 7l e A= A4E F84
2 A 2L e IS A&olgrd 2 A4E AR AgdFEN AFEete A
AT 9 A3 H 29| 7S FA 183 o2 BT oY AT Aol tigk +A A
O 2N A #AHAA 2rtEE 7]HE SN A =9 s 2
A &0) L Al B3 o]FHE AT 4 Y& A7, & A7+ Bhattacherjee[2001]¢] IS A<
olt}. o] FHFL &3 1A A PEFAE o] gxdo] 2~utEZ 7]ik SNS A &o] g
dof o AL E Atk F, 58 AF/AH Aisted v 83 o84 EdS AATH
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ARARNA = HAPA QA o] whe} Db
ATt A A Yt [Venkatesh and Davis, 2000;
Venkatesh et al., 2003]. &, =34 FHL v %
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