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thokdl &AM Y EQ A AH|2(Social Network
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o]] ] ]‘— /\]E])Q Oﬂfﬂ:i‘ﬂoﬂ EHB‘]- l|:¢]7]. gk
SHA YL et ALE]A Az %Eﬁﬂﬁr
2o s\sel 3449 2o ==Y 2
719F g2, HZoe 54, v 75“’ 3
Q7 200 B =9l BopE FA0ln
EAE, =85, o, Ysnl, 2020; Steers,
Wickham, & Acitelli 2014). SNS&] H7|5o &
WAHE $YH ANSL ARE BA, v
Se WAAA ARE BRe 3L Ahs
dol 7] wiEelCd37d, AR, 2008), A
& Qolum #1728 U2 Bael gk

Adlol SNSE ol gaHuA $47 AT
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& Neuringer-Benefiel, 1986), W] 2 T2 7]&
ojuf AglA gE A7) Hd, e +E£F
AN Wl sl E5AFS 1w
1978; Cialdini

offt & R
oxl
w2

Lo

]

et ox

(Batson, Coke, Jasnoski, & Hanson,

& Kenrick, 1976). FAZ A <3 =24
(negative state relief model)ol] WEH =35

wAH QA fee g 946 e »
A4 AUE A = A A
AREIEE HgolA o1E Shsgetr] e,
A 2 AeolA ERIE =g o] 4
HAgH F717F wEE] 3A84 A
o= A

Z10]THCialdini, Baumann, & Kenrick,

"

o oy -z M ox
Ho oX rlo X

L

lm —‘]I _1‘0{1
o, rlO
>

)

=<1

o el
1o

A

ne

[

4 LU K

Htth
CRME Z2R2E AEFS FoiE ) 9]¢
ool Pr@}t A EE o EA
J& 3o A BEo] 7hed
Aolal thE A}l S A DFo|thH¢-
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F2q, 93, 2004; FAe, dWIE, 2015;
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The Influence of Upward Comparison, Self-Expression of SNS
on CRM Product Purchase Intention:
The Moderating Role of Recipients Facial Expression

Sae Rom Kim Dong-Il Lee

Department of Business Administration, Sejong University

The purpose of this study was to investigate the interaction effect of consumer’s upward social
comparison, self-expression in SNS, and recipient’s facial expressions of CRM advertising on consumer’s
CRM product purchase intention. The experiment design was 2(upward comparison tendency: high vs. low)
X self-expression tendency: high vs. low) X 2(facial expression: sadnessthappiness) factorial design. The
results were as follows. There is a significant two-way interaction effect and three-way interaction effect of
focal variables on CRM product purchase intention. Specifically, when the upward comparison tendency is
high, the respondents with high self-expression tendency show more intention to purchase the CRM
product when the recipient’s happy(vs. sad) face was shown in the ad. On the other hands, the
respondents with low self-expression tendency show more purchase intention concerning the recipient’s
sad(vs. happy) face. The low upward comparison group shows no interaction effect of self-expression
tendency and facial expression. Our findings suggests that CRM as pro-social behavior can make SNS user
to help them to solve their problem of induced negative affect(e.g., inferiority, depression) of SNS use.
Also, this study has important implications on the CRM strategy plans. Marketers can enhance consumer’s
intention to purchase the advertising product, when they consider the user tendency of SNS and
recipient’s facial expression in the ad. Theoretical, practical implications and future research directions were

further discussed.

Key words : upward comparison, self expression, CRM, facial expression, prosocial bebavior, SNS
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