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Therole of exchange in customer loyalty of social network sites
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Exchange has been known as the subject matter of marketing. In this decade internet has enabled people to
connect and exchange information to others, regardless of time and space. This condition leadsto a new
phenomenon, known as a socia networking through social network sites. In social network sites members
and find new kinds of exchange, which is information exchange. Membership in many social network sites
are free, which means that everyone isfreeto join or leave it. In that case social network providers must
ensure that members keep using their site. The aim of this study isto test and analyzed the direct and
indirect effect of exchange to loyalty. The unit of the analysis in this study were members of social
networking sites friendster and facebook. There are 256 respondents participate in this research. The result
shows if community members keep exchange activity, they will loyal to the community. Direct effect has
greater impact on loyalty than indirect effect. This means that social network company must encourage their
member to exchange information actively.
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