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The Role of Relational Commitment and its Antecedents in User
Loyalty of Mobile Messenger Services
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Abstract Mobile messenger services (MMSs), such as Kakaotalk, Wetalk, Line, and Whatsapp, are gaining
popularity worldwide because of communicating with other people without any cost. We examined key
antecedents of user loyalty to understand user’s decision-making process in the MMS environment. To capture
a long-term relationship with service providers, we posit relational commitment and user satisfaction as key
predictors of user loyalty. Moreover, the effects of perceived usefulness, perceived enjoyment, and corporate
image on user’s decision-making processes were examined. The proposed model was tested by applying partial
least squares to data from 220 experienced Kakaotalk users. The findings of this study found that both
relational commitment and user satisfaction play an important role in enhancing user loyalty in the MMS
context. The analysis results indicate that corporate image influences relational commitment and user loyalty
through user satisfaction. The analysis results help MMS providers establish management or marketing strategies
to effectively improve user loyalty.
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<Table 1> A= ATk

(Table 1) Demographic data for respondents

. Percent
Demographics Ttem Frequency age
Cender Male 124 56.4
Female 96 436
Less than 29 59 26.8
30~39 88 40.0
Age 4049 % %55
More than 50 17 7.7
Less than 10mins 25 114
Average | 10 mins~30 mins 32 145
Usage 30 mins~1 hour 49 22.3
Period 1 hour~3 hours 55 25.0
per Week 3 hours~5 hours 33 15.0
More than 5 hours 26 11.8

A7 =P M AES 9, PLSE AHgaldl

PLSE #t) $=4 & AHg3ks LISRELe]t AMOSe]
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(Table 2) Scale reliabilities
Construct | Item | Mean St L.0ad CR AVE
Dev. ing
ULY1| 487 | 1222 | 082
U ULY2| 514 | 1224 | 0.893
Lovatie [ ULY3[ 526 | 135 [ 0822 | 0940 | 0758
VAV TOLva| 49 | 1216 | 0871
ULY5| 485 | 1.206 | 0893
Retational | FCOL[_470 [ 1186 [ 0854
elation:
: RCOZ| 443 | 1.231 | 0.864
Comn;ltmen RCo3 | 470 1269 | 088 0921 | 0.743
RCO4| 447 | 1269 | 0873
USAL| 510 | 1065 | 0849
User | USA2| 497 | 1085 | 0862 ;
Satisfaction | USA3| 498 | 1004 | 0sgo | %3 | 070
USA4| 49 | 1157 | 0864
Perceived | FUSL| 466 | 1270 | 0836
Ui;f;’;b PUS2| 505 | 1169 | 0.894 | 0900 | 0.751
PUS3| 514 | 1191 | 0.869
Perceived |PENL| 500 [ 1176 | 0925
Eﬁ.rge”et PENZ| 488 | 1.227 | 0935 | 0946 | 0.853
VOV TN | 482 | 1160 | 0911
CIML| 505 | 1203 | 0876
Corvorate | _CME| 519 [ 1169 [ 0914
‘;rrf:rze CIVB| 49 | 1153 | 0.869 | 0941 | 0.763
e CIM4| 480 | 1121 | 0821
CVB| 4% | 1152 | 08%
<Table 2>°l #A|AJgt A} o] B AFto| A 1 H
8NE9] 3 A HANE A% T 230 B
HArk 4, A5 A AR FEE5 g9l A
0] 060 o4 u A=alA BTHI0]. 2 AFlA ZA
A RS Jhed b v g9l A e 0821,
S A 9A 29 o ® I BlgAe
7+ Q0159 Hyt Bk &9 AWy e 29853}
o] A #AE musle], & e /A wBEdT
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(Table 3) Correlation matrix

1 2 3 4 5 6
1.User -
Loyalty 0871
2‘. Hals.itl(mal & | o
Commitment
3. User - - -
Satisfaction 070 069" | 08%6
4. Perceived - - N
Usefulness 0747 | 060 060 0867
S Perceived | (e | o1 | oz | oms” | oo
Enjoyment
6 Comorate | neore | o | 0z | omo” | o7 | os7
Image

(NP E2 AVES] Al e == p<0.01)

(Table 4) Common method bias analysis

Substantive, Method
Factor 9 Factor o
Construct Item Loading R1 Loading R2
(R1) (R2)
ULY1 0.719 0517 0.147 0.022
) ULY2 0.960 0.922 -0.084 | 0.007
u[i faeliy ULY3 | 0833 | 0694 | 0008 | 0.000
: ULY4 0.863 0.745 -0.007 | 0.000
ULY5 0.931 0.867 -0.061 0.004

RCO1 0.826 0.682 0.051 0.003

Relational | RCO2 1.129 1.275 -0.321 0.103

Commitment | RCO3 0.742 0.551 0.131 0.017

RCO4 0.770 0.593 0.124 0.015

USA1 1.051 1.105 -0.229 | 0.052

User USA2 1.009 1.018 -0.168 | 0.028

Satisfaction | USA3 | 0761 | 0579 | 0146 | 0021
USA4 | 0675 | 04% | 0223 | 0.050

B PUSL | 0722 | 0521 | 0090 | 0008
5:;3;:1 PUS2 | 0932 | 0869 | 0054 | 0003
PUS3 | 0897 | 0805 | -0029 | 0001

B PENL | 0907 | 0823 | 0015 | 0000
Eplfjrg}e‘%:i PEN2 | 0960 | 0922 | -0.022 | 0.000
PEN3 | 0902 | 0814 | 0008 | 0.000

CIMI | 0851 | 0724 | 0019 | 0.000

. CIM2 | 0941 | 085 | -0037 | 0.001
C‘;Tm;;‘;‘te CIM3 | 0859 | 0738 | 0021 | 0.000
CIM4 | 0852 | 0726 | -0085 | 0.003

CIMG | 0836 | 0699 | 0048 | 0.002

Average 0.772 0.014

al[19] oA A" TA AT HHE ol&sch
<Table 4>l A|A5}%
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