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The Effect of SNS(Social Network Services) Information
Quality on Customer Loyalty: Focus on the Mediated

Moderation Effect of Customer Satisfaction by Trust

Wonhee Park* - ByoungKook Ha**

ABSTRACT

Many people have a social network service (SNS) by utilizing a variety of community activities, information
sharing, and the creation of social networking. In terms of marketing academics view social networks between
businesses and consumers in the new communication strategy, a new way to make them in terms of marketing
a new business opportunity. That is, they are actively engaged in the various marketing activities targeting
customers using SNS. According to H. A. Simon’s needle theory, it is efficient to make a decision within
the bounded rationality due to the difficulty of collecting data in decision-making as well as the inability
to collect all information because of limited time and money. If the information or the informant can be
trusted, the customers would be able to make a quick decision and get higher satisfaction from it. Therefore,
this study examines and thereby empirically demonstrates what role customers’ trust plays in a company’s
marketing using SNS by exploring how trust condition works in the mediated model and, theoretically, intends
to introduce an empirical methodology on more strictly mediated moderating effects and, in practice, revisit
the role of trust on direct and indirect effect the SNS’s Information quality has on the performance variables
such as customer satisfaction and loyalty. This study thereby aims to provide a strategic tool for the companies
that plan to use the SNS in developing marketing strategies.

Keywords: SNS, Information Quality, Customer Satisfaction, Customer Loyalty, Trust, Mediated Moderation
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