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Analysis of the Relationship between Microblogging Users’ Affections

and Users’ Satisfaction
Liu Luchuan & Sun Kai

ABSTRACT

Micro-blogging companies are facing troubles that user activity is decreasing and older users stop using it. Expectation-Con-
firmation Model of IS Continuance ( ECM-ISC) neglects the important influence of users’ affections and does not have e-
nough capacity to explain Micro-blogging users’ continuance usage behavior. Currently, there are two deficiencies in resear-
ches of users’ affections in the IS field. Firstly, limited affections are studied. Secondly, there is no researcher who explores
micro-blogging users’ emotional experience and the relationship between affection and satisfaction.

This paper tries to answer the following questions: what affection do users experience while they are using micro-blog-
ging? Do these affections have effect on satisfaction? What is the effect? Two steps of research are adopted: in the first
step, we use self-reported affection inventory to measure people’s affections. We ask participants to recall and write down
their most frequently experienced affections in the last month while they were using micro-blogging. All questionnaires are
sent through Internet and 350 validated ones are finally collected. Through synonym analysis, we ultimately get 25 different
affection words. In the second step, we use Westbrook’s method to measure frequency of the 16 affections that are reported

by more than 1% subjects in step one. 7 level Liker scale is used to measure the frequency of affections that are experi-
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enced by every subject in the last week. Meanwhile, satisfaction questionnaire is used to measure users’ satisfaction. All
questionnaires are sent through Internet and finally 155 validated ones are collected. We use satisfaction as dependent vari-
able, affections as independent variables to build regression model and gender, age and experience of usage as moderator
between affections and satisfaction.

Results of step one reveal that: 1) happiness, interest are the most experienced affections, separately 41.7% and 11.1%
users experience these affections while they are using micro-blogging; 2) people with different gender and education do not
experience different affections; 3) people with different age have significantly different affection experience, especially a-
bout sadness, angry, interest and happiness. In step two, we in detail analyze the relationship between 16 affections and
satisfaction. Among 9 positive affections are happiness, interest, excitement, fullness, ease, novelty, surprise, likeness
and freedom. Among 7 negative affections are restlessness, boredom, frustration, anger, sadness, anxiety and puzzlement.
The minimal mean value of all positive affections is more than 4.8 (7 level scale) and the maximal mean value of negative
affections is less than 3.1 (7 level scale) . This means that usage of micro-blogging is a positive affection-driven process. In
addition, mean value of users’ satisfaction is 3.82 (5 level scale, SD=0.514), which means that users have above average
satisfaction.

Results of regression analysis reveal that: 1) Positive affections have significant positive correlation with users’ satisfac-
tion. Specially, surprise has the highest correlation with satisfaction. Extant researches more focus on the function of happi-
ness, excitement and interest on IS users’ usage behavior. However, in this paper we find surprise is the main factor that
affects users’ satisfaction and behavior. 2) Negative affections do not have significant negative correlation with users’ satis-
faction. By further interview, negative contents of micro-blogging are the reason why people experience negative feelings,
which is not related with micro-blogging platform. Only related with service providers do negative affections have influence
on users’ behavior. 3) Experience of usage moderate the relationship between positive affections and users’ satisfaction. A-
long with increasing of experience, the relationship between positive affections and satisfaction is gradually enhanced.

This paper makes up the shortage that ECM-ISC just analyzes users’ satisfaction and behavior from the perspective of ra-
tional cognition and neglects the influence of users’ affection on satisfaction. This also will contribute to better understand-
ing of micro-blogging users’ behavior and to practical guidance for operation and marketing of micro-blogging platform. 1
fig. 10 tabs. 52 refs.
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