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ABSTRACT

An increasing number of people are using mobile devices to access
social media because of the quick development of both social media
and mobile technology. User satisfaction with mobile applications or
social networking services is the main topic of current study. Perceived
benefits, including perceived utility and enjoyment, are significant
predicators of users’ general satisfaction with mobile applications.
Compared to regular mobile applications, mobile social apps differ
in that users’ strong social ties and influence can have an impact on
how satisfied they are with the product.The variables impacting users’
satisfaction with mobile social apps have not been the subject of many
studies. Using the ideas of network externalities and herd behavior,
we developed an integrative research model on user satisfaction with
mobile social apps in this study. By polling users of a widely used mobile
device.WeChat, a mobile social app, we statistically demonstrate that
users’ perceived gains from the service are significantly influenced by
network externalities and herd behavior. Additionally, we discover
the strong mediating roles that perceived advantages play in the
relationships between user happiness and herd behavior as well as
network externalities and user externalities. Both mobile social app
developers and marketers, as well as consumers, can benefit from
our findings.

Keywords: Social Networking Satisfaction, Structural Equation
Modeling, Partial Least Squares

Introduction

Background and Rationale

Numerous factors influence consumer happiness on well-
known social networks. Important factors include user
experience, platform functionality, information relevancy,
and simplicity of navigation. Users’ pleasure is also greatly
impacted by elements like prompt customer service, privacy
features, and the general community vibe. It is imperative
that social networks comprehend these components in
order to improve and preserve user satisfaction in the
ever-changing digital environment (Rupareliya,Tajpara &
Vidani,2023).

The exponential rise of online social interactions provides
a framework for researching aspects impacting customer
happiness on prominent social networks. Researchers
and platform developers must comprehend the factors
influencing user satisfaction as social networks become
more and more ingrained in daily life. The justification
is based on the possible effects of customer pleasure on
platform expansion, user retention, and overall success.
Through investigating these variables, scientists want to
provide knowledge that can direct enhancements to the

Journal of Advanced Research In Public Policy and Administration
Copyright (c) 2024: Author(s). Published by Advanced Research Publications


mailto:tajpara.harsh210@gmail.com
https://orcid.org/0009-0004-2714-5450

Dhruti PR et al.
J. Adv. Res. Pub. Poli. Admn. 2024; 6(1)

functionality and design of social networks, ultimately
resulting in better user experiences (Rupareliya,Tajpara
& Vidani,2023).

Research Objectives

e Examine how user interface design affects user
happiness in well-known social networks.

¢ Analyze how user happiness is affected by algorithmic
recommendations and relevant content.

e Analyze how data protection and privacy features
affect customer satisfaction.

¢ Analyze how well customer support services handle
issues raised by users and improve satisfaction.

¢ Examine the relationship between social network user
happiness overall and community engagement.

e Examine how platform performance—including
speed and dependability—affects user happiness and
experiences.

¢ Analyze the connection between social network user
satisfaction and tailored user experiences.

¢ Examine how customer satisfaction levels are affected
by the frequency and precision of advertisements.

e Examine the effects of social network rules and
regulations on user contentment and the sense of
platform reliability.

¢ Examine the dynamics of user satisfaction in popular
social networks across various user subgroups and
demographic groups.

Significance of the Study

It’s critical to research the variables influencing user
happiness on well-known social networks in order
to comprehend user preferences, optimize platform
functioning, and improve user experiences. Gained
insights have the potential to influence user retention
and platform performance by providing businesses,
developers, and marketers with information on how to
optimize features, content, and engagement methods to
fulfill user expectations and build loyalty (Rupareliya, Tajpara
& Vidani,2023).

Literature Review

Studies conducted on user happiness in well-known social
networks show that a number of characteristics, including
privacy controls, responsiveness of customer assistance,
content relevancy, and user interface design, have a big
impact on users’ overall satisfaction. User experiences on
these platforms are also greatly influenced by the caliber
of interactions, features such as algorithmic timelines, and
the existence of online communities (Rupareliya,Tajpara
& Vidani,2023).

Social Networks and Consumer Engagement

Numerous aspects, such as user interface design,

content relevancy, ease of navigation, privacy features,
and responsiveness to user criticism, affect consumer
satisfaction on prominent social networks. User satisfaction
on social platforms is greatly influenced by meaningful
connections, interesting material, and a feeling of
community. Furthermore, elements like platform policies,
data security, and ad experience might affect overall
consumer (Rupareliya,Tajpara & Vidani, 2023).

Consumer Satisfaction in Online Environments

Numerous factors affect consumer satisfaction in online
settings, especially on well-known social networks. These
could include the responsiveness of the platform, privacy
settings, content relevancy, simplicity of navigation, and
general performance of the user interface. In online social
contexts, recognizing and addressing these variables can
improve user happiness and lead to better user experiences
(Rupareliya,Tajpara & Vidani, 2023).

Factors Influencing Consumer Satisfaction on
Social Networks

A number of variables, such as user interface design,
content relevancy, query response time, privacy features,
and overall user experience, affect how satisfied users are
on social networks. In addition, elements like the standard
of customer service, the availability of interesting material,
the dependability of the platform, and the simplicity of
use all influence how satisfied users are on social media.
Remember that changing trends and personal tastes can
also affect how satisfied users are (Rupareliya,Tajpara &
Vidani,2023).

Factors Influencing Consumer Satisfaction

1. User Interface Design: Customer happiness is greatly
impacted by a platform’s usability and attractiveness.

2. Content Relevance: When social networks offer
material that suits their interests and tastes, users
are often happier.

3. Algorithmic Recommendations: User happiness is
greatly influenced by how well algorithms recommend
pertinent information.

4. Privacy and Data Protection: Users’ sense of security
and satisfaction is influenced by strong data protection
and privacy features.

5. Customer support Services: Customer satisfaction is
increased when problems and concerns are swiftly
resolved through efficient and timely customer service.

6. Community Engagement: Good relationships and a
lively community help people feel like they belong,
which raises happiness levels all around.

7. Platform Performance: Positive user experience and
satisfaction are influenced by speed, dependability,
and seamless operation.

8. Personalized Experiences: Customizing content and
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features to each user’s preferences improves satisfaction
by resulting in a more unique user experience

In order to sustain high levels of customer satisfaction
and deliver a great user experience, social networks
must comprehend and optimize these variables
(Rupareliya,Tajpara & Vidani,2023).

User Experience and Interface Design

On well-known social networks, user experience (UX) and
interface design have a significant impact on customer
satisfaction. By offering a smooth navigational experience,
an interface that is both visually beautiful and intuitive
can increase user happiness and engagement. Careful UX
design helps with:

1. Ease of Use: A well-designed interface streamlines
user interactions, facilitating communication, content
discovery, and navigation.

2. Visual Appeal: An attractive design draws users in
and makes a good first impression, which raises user
satisfaction levels.

3. Responsive Design: Consistency and responsiveness in
design across a range of devices improves accessibility
and user experience.

4. Intuitive Navigation: Users are guided effectively by
menus and controls that are clear and intuitive, which
lowers irritation and raises satisfaction.

5. Loading Speed: Pages that load quickly make for a
happier user experience by reducing irritation and
abandonment.

6. Consistent Branding: Keeping the platform’s visual
identity and branding constant fosters familiarity and
confidence, which raises satisfaction levels.

7. Accessibility Features: By combining inclusive design
with accessibility features, the platform guarantees
that a wide range of users may interact with it, which
in turn promotes user pleasure.

8. Personalization Options: Giving customers the ability
to alter their experience in a way that best suits them
increases their sense of pleasure and ownership.

Essentially, a well-designed interface and user experience
are essential to fostering a welcoming and pleasurable
atmosphere for users, which in turn affects their
contentment and sustained participation on well-known
social networks (Rupareliya,Tajpara & Vidani,2023).

Content Quality and Relevance

Relevance and quality of content are important variables
affecting user happiness on well-known social networks.
This is how they contribute significantly:

1. Engagement: Interest is piqued by relevant and high-
quality information, which raises user happiness and
engagement levels.

2. User Retention: People are drawn to social networks
that continuously offer good material because they
give them reasons to stay engaged and connected.

3. User-Generated Content: Promoting and valuing user-
generated content builds a feeling of community and
improves satisfaction levels all around.

4. Algorithmic Recommendations: User pleasure is
enhanced by individualized content experiences, which
are facilitated by efficient algorithms that comprehend
user preferences.

5. Different Content Types: Providing a range of content
types (text, photos, videos) allows for a more gratifying
experience for a broad user base by accommodating
varying user tastes.

6. Timeliness: By keeping the platform lively and updated,
content thatis timely and pertinent to current events
or trends improves user happiness (Rupareliya,Tajpara
& Vidani, 2023).

Privacy and Data Security

On well-known social networks, privacy and data security
are critical elements affecting customer satisfaction. In this
way, they enhance consumer satisfaction:

e Trust and Confidence: Strong data security procedures
and privacy safeguards promote user confidence and
trust, which in turn raises user satisfaction levels.

e User Control: Giving users authority over their data
and privacy preferences empowers them and increases
their platform happiness.

e Transparency: Users can better understand how their
data is handled by receiving clear communication
about privacy rules and practices, which fosters user
happiness and transparency.

e User Education: Giving users the knowledge they need
to make wise decisions regarding privacy features and
best practices makes their experience more secure
and fulfilling.

e Data Deletion Options: Giving consumers simple ways
to remove their data at will improves their sense of
control and happiness.

e  Minimizing Intruding Advertising: Improving user
enjoyment and experience requires striking a balance
between the requirement for targeted advertising and
user privacy concerns.

In conclusion, putting privacy and data security first not
only protects user information but also has a significant
impact on how satisfied users are with popular social
networks. Platforms that prioritize user privacy and security
have a higher chance of retaining and attracting new users
(Rupareliya,Tajpara & Vidani,2023).

Social Interaction and Engagement

The factors influencing consumer satisfaction on popular
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social networks include user interface, content relevance,
responsiveness, and overall user experience. Positive
social interaction, timely responses, and engaging
content contribute significantly to user satisfaction
(Rupareliya,Tajpara & Vidani,2023).

Customer Support and responsiveness

On well-known social networks, responsiveness and
customer service play a critical role in determining customer
satisfaction. An easy-to-use support system, prompt and
efficient issue resolution, and clear communication all
greatly enhance the user experience. Prioritizing these
factors in a network makes users more satisfied and
devoted to the network (Rupareliya, Tajpara & Vidani,2023).

Data Analysis and Findings

In marketing and management research, the Structural
Equation Model (SEM) has nearly become the de facto
standard for examining cause-and-effect relationships
between latent variables. Because PLS-SEM has less
strict requirements on the distributions of variables and
error terms with a relatively small sample size than the
Covariance-based Structural Equation Model (CBSEM), we
opted to use it instead of CBSEM to analyze the relationships
defined in our research model. Because PLS-SEM is robust
when working with non-normal data, it is appropriate to
utilize. To meet the research sample size requirement for
SB-SEM, the sample size (225) is rather modest. The number
of parameters to be estimated (a factor loading for each of
the 21 measured items and corresponding error variances)
in CB-SEM is indicated to be 10-20 times the sample size.
Furthermore, with 21 elements and 7 constructs, our
study model is regarded as sophisticated. PLS-SEM is
suggested while handling intricate models. In order to
test our research model, we therefore used a two-stage
analytical process with PLS-SEM: the measurement model
is analysed in the first phase, and the structural model is
tested in the second (Rupareliya,Tajpara & Vidani,2023).

Differences among popular social networks

e Facebook: A large social media network where you may
join groups, share updates, and interact with friends
and family. a focus on lengthy content.

e Twitter: A character-limited microblogging site that
is well-known for trending topics, real-time updates,
and short, snappy material.

e Instagram: A visual storytelling platform that focuses
on images and videos. focus on hashtags, filters, and
aesthetics.

e Snapchat: Well-known for its disappearing images
and videos, it’s especially well-liked by younger users.
includes amusing lenses and filters.

e YouTube: A platform for content creators to share
videos. provides a large selection of content, including
amusement and instructional movies.

Consumer Satisfaction on Special Social
Networks

Customer satisfaction on social media platforms can differ.
Satisfaction is influenced by elements such as community
involvement, privacy features, content relevance, and user
interface (Rupareliya,Tajpara & Vidani,2023).

Facebook

On Facebook, user satisfaction varies greatly. While some
users are grateful for the platform’s capabilities and
connectedness, others have reservations about privacy,
content control, and the influence of advertisements.
In the end, it comes down to personal expectations and
experiences (Rupareliya,Tajpara & Vidani,2023).

Instagram

Customer happiness on Instagram varies depending on
a number of factors, including content quality, algorithm
adjustments, and user experience. Although opinions vary,
a lot of users enjoy the platform’s visual material, while
others might worry about their privacy or how algorithmic
changes might affect their feed (Rupareliya,Tajpara &
Vidani,2023).

Twitter

Twitter user preferences might differ significantly based
on the sector and intended audience. Analyze engagement
data such as likes, retweets, and comments to gain insight
about preferences. Keeping an eye on popular subjects
and hashtags associated with your offering might yield
insightful data on customer perception (Rupareliya,Tajpara
& Vidani,2023).

LinkedIn

Linked T3]
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LinkedIn gives individuals a way to connect professionally,
network, and display their professional profiles. Job
openings, industry knowledge, and networking with
colleagues in related professions are frequently
advantageous to users. However, depending on personal
objectives, industry relevance, and degree of engagement,
the experience may differ. While some people may not
fully utilize or understand the platform’s offerings, others
may find value in its characteristics (Rupareliya,Tajpara &
Vidani,2023).

Other Platforms
Snapchat

Customers’ level of satisfaction with Snapchat varies. While
some users find its Ul less user-friendly than those of other
social media networks, others might enjoy its distinctive
features, such as disappearing messages and filters. In the
end, it comes down to personal tastes and requirements.
Please feel free to ask any particular questions or issues you
may have, and | will try my best to help (Rupareliya,Tajpara
& Vidani,2023).

YouTube

Because it depends on personal interests, content creators,
and the entire user experience, consumer satisfaction
on YouTube varies greatly. Satisfaction is influenced by
various factors such as platform features, relevancy, and
video quality. Please feel free to ask any specific questions
or issues you may have, and | will try my best to assist you
(Rupareliya,Tajpara & Vidani,2023).

WhatsApp

Although customer satisfaction with WhatsApp varies,
many users value its accessibility, ease of use, and
convenient interface. Nonetheless, questions have been
raised concerning security, privacy, and the management
of personal data. Experiences can vary depending on
personal preferences and demands (Rupareliya,Tajpara
& Vidani,2023).

Interpretation of the Research Findings

User experience, interface design, relevancy of content, and
engagement features are probably among the aspects that
are highlighted in the research findings on factors impacting
customer happiness on prominent social networks. Gaining
an understanding of these variables can help platforms
improve user satisfaction, which will ultimately increase
user retention and platform success (Rupareliya,Tajpara
& Vidani,2023).

The Impact of these Factors on User Retention

On well-known social networks, a number of elements,
such as personalized features, reaction time, content
relevancy, and user interface design, affect user retention.
User happiness is a key factor in keeping consumers on
these platforms, and it is fueled by frictionless interactions
and relevant information. By examining and refining these
components, the user experience can be improved overall,
encouraging engagement and loyalty (Rupareliya,Tajpara
& Vidani,2023).

Implications for Social Network Operators

To improve user happiness, social network operators
should give priority to elements including user interface
design, relevant content, data protection, and efficient
moderating. A better online community and addressing
issues with algorithm transparency can also lead to a more
fulfilling user experience. Sustaining and enhancing overall
satisfaction will require regular user input gathering and
platform adaptation (Rupareliya,Tajpara & Vidani,2023).

Limitations of the study

A study on the variables impacting customer satisfaction on
well-known social networks may have certain shortcomings,
such as:

e Sampling Bias: If the sample is not typical of the total
population, the findings may not generalize effectively.

e Self-Reporting Bias: Participants may record their
experiences falsely or in a way that is socially
acceptable, which compromises the data’s validity.

e Cross-sectional Design: It may be difficult to determine
the causal linkages between variables in a single
snapshot, and it may not be able to capture changes
over time.

e Contextual elements: A study may not take into
consideration external elements such as current events
that may have an impact on consumer happiness on
social networks.

e Social Desirability Bias: Respondents may overestimate
pleasant experiences or underestimate bad ones
depending on how they believe their responses will be
received in society (Rupareliya, Tajpara & Vidani,2023).
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Conclusion

Numerous aspects, such as user interface, content
relevancy, platform stability, and tailored experiences,
impact consumer happiness on prominent social networks.
Furthermore, features like fast assistance, efficient
communication, and privacy controls all have a big impact
on how satisfied consumers are with these platforms.
Recognizing and addressing these factors can improve
user loyalty and overall satisfaction in the ever-changing
social networking environment (Rupareliya,Tajpara &
Vidani,2023).

Recommendations

Numerous elements, such as user interface design, content
relevancy, privacy features, platform responsiveness, and
overall user experience, might affect user happiness on
prominent social networks. Positive user perception is
further enhanced by elements like fast customer service,
data security, and the availability of interesting services. To
improve user experience generally, social networks must
strike a balance between innovation and user-friendly
interfaces (Rupareliya,Tajpara & Vidani,2023).

Strategies for Enhancing Consumer Satisfaction

1. User-Friendly Interface: To improve user experience,
make sure the platform is smooth, easy to use, and
has a clean, uncluttered design.

2. Relevance of Content: To keep consumers interested
and satisfied, curate and present pertinent content
that is tailored to their preferences.

3. Responsive customer support: Customer service that
is responsive should offer rapid, courteous assistance
in order to resolve issues and questions from users.

4. DataSecurity and Privacy: To foster trust and reassure
users about the security of their personal information,
prioritize and convey strong privacy safeguards.

5. Performance Optimization: Constantly raise the bar
on platform dependability and performance to avoid
frustrating users with sluggish loading times or glitches
(Rupareliya,Tajpara & Vidani,2023).

Future Research Directions

e Algorithmic Transparency: Examine how user
satisfaction is affected by social media algorithm
transparency, and find out if consumers would rather
have greater visibility into content recommendations
and ranking.

e Content Moderation and Safety: Examine how
improved methods for content moderation affect
user happiness, taking into account things like less
hate speech, disinformation, and cyberbullying.

e Personalization Strategies: Investigate cutting-
edge techniques for personalization to improve

user experience while striking a balance between
customized content and privacy issues.

e Cross-Platform Interaction: Examine the benefits and
drawbacks of cross-platform integration as you look
into how users’ satisfaction is impacted by smooth
interactions across several social media platforms.

e Ethical Design: Examine how user pleasure is affected
by ethical design principles, paying particular attention
to features that put the needs of users’ mental health,
wellbeing, and pleasant online experiences first.

e  User Empowerment: Examine how giving users greater
control over their data and privacy settings affects
them and see if satisfaction rises as control levels do.

e Long-Term User Engagement: Research long-term
techniques for keeping users happy while researching
the elements that lead to enduring loyalty and
engagement. (Rupareliya,Tajpara & Vidani,2023).
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