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A Study of Social Media User Behavior and Brand
Community Satisfaction - Taking Facebook as an Example

Jyun-Yi Syue, Celeste See-Pui Ng, Dept. of Information Management, Yuan Ze University

ABSTRACT

According to We Are Social's Digital in 2016 report, the number of social media users
grew by 10% compared to January 2015, which shows the importance of social media today.
Therefore, in order to keep up the pace of the times, brands must understand the social media
users’ requirements, and know what will affect its satisfaction in the social media. This study
uses the questionnaire survey as the research method, and uses the expectancy theory and use
and gratification theory to discuss the social media user behavior and the brand community
satisfaction, the research found that: (1) interests, values and updates are the main causes of
individual fans wanting to become fan page’s fan; (2) the most important reason for liking a fan
page is the contents in a fan page; (3) fans have a great expectation of the contents of a fan page;
and (4) management, content and interest have the greatest impacts on the satisfaction of fans.
Satisfaction of the social media’s user is a great recognition for the brand community. If a brand

can manage social media well, then it can effectively improve fans’ satisfaction with a brand.

Keyword : social media, brand community, satisfaction, expectancy theory, use and

gratification theory
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