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Abstract

News consumption has become a central aspect of everyday life in modern societies and in
recent years online news websites have become an increasingly popular source. This thesis
examines online news consumption and customer loyalty to online news websites. Using
the underlying theoretical perspective developed from the debate between social
constructionist and technical determinist stances in technology acceptance and usage, this
thesis examines the application of domestication theory to online news service consumption
and loyalty. Based on loyalty literature and the conjecture from Oliver (1999) that
customers can be enveloped in a community of loyalty which will aid and direct their
(purchase) decisions, this thesis additionally looks into the role of an online news site’s
community in fostering loyalty. A research model to test the effect of online community
participation on the previously empirically supported link between perceived value and
loyalty was created. Constructs to support the community variable were derived from
literature and refined through exploratory research and are introduced in this thesis.
Furthermore, measures for domestication stages were derived from the literature and further
developed through exploratory research with online news site users and are also introduced

in this research.

This research examines the use of domestication theory in understanding news service
consumption and adds to the growing body of domestication literature as well as adding to
the emerging literature on, and increasing the understanding of acceptance and usage of
online news services. The study helps to close a gap in the literature by employing a
perceived value — community — loyalty model to identify which perceived value
components have an influence on user loyalty to online news services. The loyalty
enhancing value of an online community was also tested and supported in a news site

context.



Table of Contents

CHAPTER L INTRODUCTION ....ociiiiiie et se et et e sttt e e st e e e ntee e snte e e snaeennenas 1
11 INTRODUGCTION ...ttt sttt ettt stk he bt e bbbt b bt e b e e b et e bt eb e e bt eb £ e b e e b e b eb e eb e e bt abe e e e b e nbenne s 1
1.2 BACKGROUND TO THE RESEARCH ....c.viittitietietete st sttste st este et st sbe st sbe st e s s e b st abeabeaneesnennenbennens 2
13 RESEARCH QUESTIONS AND OBJIECTIVES.....ceitttirtistirteatieseeeestestestesteasesseessessessessessessesseassesnensessessens 5
14 RESEARCH METHODOLOGY ....utiitiitietiesteaitesitesieesteesaeesaeasbesasesseasbeesbeesbessbesseesbeesbeesbeansesssessbasseaseeens 6

1.4.1  Phase One: EXploratory RESEAICH .......cccoi it 6
1.42  Phase Two: Confirmatory RESEAICH ..........cccviiiiiiieiie e 10
15 SIGNIFICANCE OF THE RESEARCH ....ctiitiitieiie st sttt ettt sttt bt sttt siee st sbeesbeenbeenbesanesneennean 11
151  Practitioner CONIIDULIONS ......cc.oiiiiiiiiiieie et 12
1.5.2  Theoretical CONtFIDULIONS ........coviiiiiiiiieieie ettt 13
1.5.3  Summary of Practical IMPliCAtIONS .........cciiviiiiii e 14
16 ORGANIZATION OF THE THESIS AND CHAPTER SUMMARIES ......ccveitieiiaieneesieesieesreesreennesnesseeseeens 16
1.6.1  Chapter 1 : INtrOUUCTION......c.eciiieii ettt reeste e b e eneesneenreenreens 17
1.6.2  Chapter 2 : Theoretical Foundation and Conceptual Model ............cccooevieiiiiiv i 17
RIS T O - o] (<] g I 1Y < 1 g oo (o] [o o |V 2SS 17
1.6.4  Chapter 4 : Exploratory Research RESUILS .........c.ccovveiiiiiiicii e 18
1.6.5  Chapter 5 : Confirmatory Research RESUILS...........ccooveiiiiiiiince e 18
1.6.6  Chapter 6 : DISCUSSION .....c.viuiiiriiiirtisieiirtest ettt ettt sttt bbbt bbb bt e 18
1.6.7  Chapter 7 1 CONCIUSION ....o.oiuiiiiiiiitiieiriees et bbbttt 18
1.7 CHAPTER SUMMARY ....couttittiuteateeattesteesteastessaesseesteesteasseanseasseassesssessesssessssssssssesssesssesssesnsesssesesssenns 19

CHAPTER 2 THEORETICAL FOUNDATION AND CONCEPTUAL MODEL........c..ccccvevuvenne. 20
2.1 INTRODUGCTION ....ttetttestttesitee sttt e st e sttt e st e shb e sat e s st e e sae e e sh bt e eab e e sab e e e mb e e ss bt e embe e ssbeeenbe e e beeenneeebeeenneeeneee 20
2.2 LITERATURE OVERVIEW ....cutititteatit ettt aiteeastee ettt e stteesteeesbeeassseesbseessseesbseessbeesbbeesaneesbneesnneesnbeennneean 23
2.3 NEWS SERVICES INDUSTRY ....tuttiutiitiesttesteesteestesstessaesiessteesseessesssesssesssasssessesssesssessssssesssesssesssesnsesnns 27

2 TR © - VS 27
2.3.2  Convergence in the News Media INAUSEIY ..o 29
2.3.3  Online news services — business ChallENge ...........ccoieriiiiniieic e 31
2.3.4  Technological impacts on News PUBbLISNING .........ccoeiiiiiii i 32
2.3.5  Citizen journalism and interactive diSCOUISE .........ccviiueiieiiieiieseese e e ste et 34
2.3.6  Summary of NeWs ServiCes LItEratUre..........ccccvveiieiiiieiie e e ettt 36
24 THEORETICAL APPROACH .....ccuttittiitieiteestee it att ettt e s be e bt e e sseesbeesbeesbe e bt enreasn e abeeabeenbe e b e e nbeanneanees 37
241 DOMESHICALION TNEOIY ....eiiiiiiiic ettt e be e e s et esteesba e teeaeannennnas 38
2.4.2  Background of Domestication TNEOIY .........ccciveiiieiiiie e 40
2.4.3  Components of DOMESLICAtION THEOIY .....ccoiiiiiiiiiee e 40
2.4.4  Social Constructionism and Technical Determinism ............ccocviveiereneieieniese e 44
2.4.5  Ahistorical perspective to the debate..........ocooiiiiiiiiic 57
2.4.6  Summary: Technical and Constructionist Perspectives and Domestication Theory ................ 60
25 OTHER THEORETICAL APPROACHES IN ELECTRONIC SERVICES ADOPTION......cciieitieiranieaieeniieneeans 62
2.5.1  Diffusion of INNOVALIONS APPIOACH ........ocvviiiiiiiciee e 63
2.5.2  Technology AcCeptance MOMEL............ccueiiiiiiiicii e 67
2.5.3  Theory of REASONEH ACHION. .....ciiiiiiiieie ettt ettt e 68
2.5.4  Theory of Planned BENAVIOUF ............ccoiuiiiiiiiiieieee e e 69
2.5.5  Unified Theory of Acceptance and Usage of Technology.........ccccocveeieniiiniiciiecc e 71
2.6 LOY ALTY ettt b bbbttt bt b e b e e b e oAbt e R e e R e e b £ e R e e bt ARt R b e eheenhe e nbe e neeneenne 73
2.6. 1 Brand LOYAITY ....c.ooeiieieiie e bbbttt 74
2.6.2  Brand Loyalty and CUStOMEr LOYAILY.........cooeiiiriiiieieesie e 79



2.6.3  Value, satisfaction and 10Yalty .........cccccoeiiiiiiiiiiiie e 81

2.6.4  Loyalty research in the electronic Services CONEXE.........covvvrviieeieiieiere e e 84
2.7 PERCEIVED VALUE ...ttt ettt bbbt bbbttt bbbttt 85
2.7.1  Quality, Satisfaction and Perceived ValUe ............cccoiriiiiiniiieeeeee e 86
2.7.2  COStASPECS OF VAIUE ..o bbb 88
2.7.3  Experiential and Non-Utilitarian aspects of Value ............ccocooiiiiiiiniinncieeee 90
2.7.4  Measuring PerceiVed VAIUE ........c.coiiiiiiiiiee e 92
2.7.5  The Conceptualization of Perceived Value in this Research ...........ccooeoveneiienciiencisee, 93
2.8 ONLINE COMMUNITIES ...ttiuttiuteatttattesteesteesteestesieesteesbeesaeassesssesssesaeasbeesbeassesseesbessbeesbeanseensessnessnanseans 96
2.8.1  Evolution of the ONling COMMUNILY .....ccveiveiiieiieieeiee et sre s 100
2.8.2  Social and Technical drivers of Online COMMUNILIES .......ccvvirieiiineiseeec e 109
2.8.3  Online Community Components Introduced in This Research...........cccccecvvvvviiveivnvcscresinnn, 111
29 SUMMARY OF THE LITERATURE REVIEW .....ouviiiiiinieiisieieiisie ettt 125
2.10 INADEQUACIES IN THE LITERATURE AND CONTRIBUTIONS OF THIS RESEARCH ...ccvvvvevirieiencrienens 127
211 (6] N0 =1z wB 7Y I 1V, o] ] = ST 128
212 SUMMARY OF CHAPTER 2 ...ttittiititteattesteesteeteetessaesseesheesaeesaeasseansesseesbsesaeesbeenbesseesseesseesaeesseensennns 129
CHAPTER 3 METHODOLOGY ...ttt sttt stee e stte ettt e ste e s te st e e snta e e stae e stae e ste e e snteeanneeens 131
3.1 INTRODUGCTION ...utitteteestieteete ettt sbe et nne s se e sae e sbeesb e be e se e s b e e se e s beenbeenbe e abeeaneenneenneanrenreenneens 131
3.2 RESEARCH PHILOSOPHY ....cuviiitiitieitietiesie et siee ettt sse et e b et s seesreesmeenneenneannesnnenneenneens 134
3.2.1  ONtological ASSUMPLIONS.....ccuiiiiiie st et e e e e te et et este e e e aesnaesreesaeenaeenreenes 136
3.2.2  Epistemological ASSUMPLIONS.........couiiiiiiiriiieiniesiese et 138
3.2.3  Philosophical approach to the understanding of human nature ............c.ccocvevviveinvenereneeen. 141
3.2.4  Methodological APPrOBCHES........cciiiiiiiere e 143
3.2.5  Inductive and Deductive Research APProaChEsS ...........ccooeiiireiiieneriseneise e 144
3.2.6  Research Philosophy SECtion SUMMANY ........ccoeiiiiiiiiiee e 145
3.3 RESEARCH DESIGN OF THIS STUDY ...uttiitiiaiieeteeateesteeasteessteeesseessbseasseesssseesseesssseesseessnsesssnesnseeas 147
3.3.1  Mixed Methods APPrOACRES ........cvi i 148
34 EXPLORATORY RESEARCH PHASE......cuiiiiiiiiie ettt ettt sne e sne s sneenneen 151
3.4.1  Online COMMUNILY IMEASUIES .....ecuveivieiteeiteeteeiesieesieesteesteeste e et esreestaeste e beesaesnaesraesaeenreeeeenes 151
3.4.2  Domestication Stage IMEASUIES .........civeiuieriieiesie e s e seeste et e s et te e e e tesaesneesnnesreenreenes 155
3.5 CONFIRMATORY RESEARCH PHASE ..ottt sttt ettt sttt ettt s nne e 158
TR T80 A 1Y i oo o SRS 158
3.5.2  SUIVEY DBSION. ..ttt bbb bbb bbb bbb 158
353 SAMPIE SEIECLION ...eveiiiee bbb 158
3.5.4  Explanatory Stage Data Preparation and AnalysSis..........ccccoereiininiinenneneee e 160
3.6 CHAPTER SUMMARY ....couttiittettate et aseeateesteesteastesseessessseesaeesseanseansesssesssesseessesssesssesssssnesssesssesnsennes 178
CHAPTER 4 EXPLORATORY RESEARCH FINDINGS.........cccoeiii i 180
41 INTRODUGCTION «..ttetttesttte sttt ettt ettt e sttt sbe e sae e e s bb e e s as e e sb bt e seb e e s e bt e sab e e sb b e e sab e e sbbeesmbeessbeesnbeeanbeennree e 180
4.2 ONLINE COMMUNITY IMEASURES ....cttiitietieteenieestesieesieeseeesteaseansesssesssesseesseessessesssesssesssessseansesnes 182
421 COMMUNILY SUIVEY FINAINGS...cviiiiiteieiiie ettt 183
43 DOMESTICATION STAGE ITEM DEVELOPMENT .....coittiitteieaneeatiesteesteesteeaesseessessseeseeensesssesssessessseens 192
4.3.1  Focus Group Description and RESUILS..........ccuiiriiieriieie e 193
44 CHAPTER SUMMARY ....cottiitteteaneeaneeaseesseesseesseaseeasesssessseesseesssanseasssassesssesseessessensssssessnessessseensesnes 203

Vi



CHAPTER 5 CONFIRMATORY RESEARCH RESULTS .....ccoiiiiiiereeereee e 204

51 INTRODUGCTION ...ttt sttt ettt bbbkt h ek sb bbbt e b e e b e b e eb ekt eb e ek e e e enb e e e nnenbesne s 204
5.2 DATA EXAMINATION ..ottt sttt skttt ss bbbt st eastese e b e b e ab e b e s bt es £ e s e et e besbeebenbeeb s e e et e nbesrenns 206
5.2.1  RESPONSE FALE ...eieieeiiitie ittt site ettt sttt st bttt sbt e st e e e st e e s bb e e sb b e e s bb e et b e e s bbe e nbb e e sbb e e nbb e e nbbeenene s 206
5.2.2  ReSPONAENT PrOTIlES. ....ciiiiie ittt nre e 206
5.3 DESCRIPTIVE STATISTICS OF MODEL ITEMS.....ccutitiitiiiieiieieit ettt 212
5.3.1  Exogenous Latent VariabIes. ... 213
5.3.2  Endogenous Latent Variables. ..o 215
5.3.3  Community Latent VariableS ..o 215
5.3.4  DOMESLICALION ITBMS ....ouiiiiieeitieie ettt bttt st et sbeene et e b et e nees 216
54 MEASUREMENT IMODEL ANALYSIS ....cutiiutiiiiisiiesieesteesteatesstesttesseesbeesbessaesseesssesseesseessesssesssessssssenns 223
5.4.1  Procedure for Analysis USING SMArtPLS ..........cccoiiiiiniieiee e 223
5.4.2  Evaluation of the reliability and validity of the measurement model ............c.ccccevvviverrennenn, 225
543 REIADIITY ..o bbb 226
5.4.4  Validity of Iatent CONSLIUCES........ccviiiiiiciecieee e e re e 226
545  CoNVErgent Validity.......ccocoveiiiiicie sttt ettt 227
54.6  DisCriminant Validity ........cccooveiiiiiiiic et sre e re e 230
LR A \V 111 [ o [ D - LSRR 233
55 FULL IMODEL ANALYSES ...utttitteetieatee sttt atee ettt steesatseesbeessteeesbeesbeeasbeeanbseesbeesnseesbeeennbeessneensneas 235
5.6 ASSESSMENT OF THE PREDICTION QUALITY OF THE STRUCTURAL MODEL ......oivvvairerierieienieninneens 241
5.6.1  Assessment of relationships within the research model..........c.ccccocveiiniiiiineiee 242
5.7 COMPARISON OF DOMESTICATION STAGE MODELS.......coiiiiiaitiiiesiiesiee ettt sieesae e 257
5.7.1  Domestication Group Comparison: High SOC VS. LOW SOC...........ceeririnirinieneneineec e 261
5.7.2  Domestication Group Comparison: High SCi vS. LOW SCi......c.cccvvvveviiiieiiie e 264
5.8 SUMMARY OF CHAPTER 5 ..ottt ettt et sb e m e me e sbe e nre e nneene e 267
CHAPTER 6 DISCUSSION. ...ttt ettt e sttt e sbe e saa e e ssae e st e e snbeesnee e 268
6.1 INTRODUGCTION ...ttt stttesttt ettt ettt ettt sts e sbe e sae e e s bt e e sas e e sb bt e ssb e e sh bt e eab e e sb bt e sab e e sbbeesmbeessbeennbeesnbeennneen 268
6.2 THEORETICAL PERSPECTIVE AND RESEARCH QUESTIONS.......ceitieiieiesieesieesieesieesueesieeneesseesneeseeens 269
6.3 HYPOTHESIZED MODEL PATH DISCUSSION .....cctiiiiiiiititesiee et esiee ettt ettt sine e 270
6.3.1  Hypothesized Path 1: Convenience value — LOYAItY........cccccoueciiiiiiiiniiiiiiiiiiie e 271
6.3.2  Hypothesized Path 2: Social value — LOYAILY ........cccccovvviiiiiiiiiiiiiiieiieeee e 273
6.3.3  Hypothesized Path 3: Emotional value — LOYalty..........cccccocoiiciiiiiiiiniieiiiiiiie e 275
6.3.4  Hypothesized Path 4: Epistemic value — LOYAIty ..........cccccooviiciiiiiiiiiiiiiiiii e 278
6.3.5  Hypothesized Path 5: Conditional value — LOYalty .............ccccouviiiiniiniiiiiiiiic e 279
6.3.6  Summary of Hypothesized Path DiSCUSSIONS.........ccccciieiiieieeii et 282
6.4 DISCUSSION OF DOMESTICATION RESULTS ....ceitiiiiiieitieesiee et esiee ettt e et steeesnneesnneesnneesnneeneneas 285
6.4.1  CONVENIENCE VAIUE ......oiiieiee ettt ettt sa et et stestesreene e e e neeneeneenes 290
B.4.2  SOCIAL VAIUE.......oceiieiceeeee ettt e st et st eteaneene e e e eeneeneenen 292
LR B = 1 To T F= LMY - L -SSR 294
6.4.4  EPISIEMIC VAIUE ..ot bbb 296
6.4.5  CoNAItIONAl VAIUE........oviiiieiie et 298
6.4.6  Summary of Domestication RESUILS .........c.eeiviiiiiii i 300
6.5 SUMMARY OF CHAPTER 6 ....eiuttiuitiiieiitesti ettt ettt sttt ettt ese e sas e sb e be e beesbeesbesseesbeesbeenbeeneenee 302

vii



CHAPTER 7 CONCLUSION ...ttt 303

7.1 INTRODUGCTION ....ettttitiestee it ete et steesbeesbeesbeesbe bt e asesaeeeb e e eb e ekt e be e s beesbesheeebeenbeeabeebeenbeenbessbesbeanbean 303
7.2 CONTRIBUTIONS OF THE RESEARCH .....ctiitietieitesiiesieesieesieesteasesssesasesssasseesbeesbeeaesnsesaeesseessesnsesnns 304
7.2.1  Practitioner CoNtriDULIONS .........ccviiiiiiciii ettt sae e te e re e 304

7.2.2  Theoretical CONTIIDULIONS .......cccviiiiiiicc e e et 305

7.3 IMPLICATIONS FOR THE PRACTITIONER COMMUNITY ..c.uiiitiiiieiiaiesiesieesieesieesteestessesnnesneeseeeseeens 307
7.3.1  Importance of Specific Perceived Value COMPONENTS........cccvrvivererierene e e se e 307

7.3.2  Foster your community, but in What Way? .........cccceveieiinieiesesece e 310

7.4 LIMITATIONS OF THIS RESEARCH .....cuvitiieriitesiereateseesestessesessessesessessesessessesessessesessessesessessesessesseneas 313
75 PROPOSALS FOR FURTHER RESEARCH ....c.citiiiriatiieseatesiesessesteessessesssesseseesessessssessessessssessesessensenes 315
7.5.1  Decomposing Perceived ValUE..........cceieiiiiie it 315

7.5.2  Using the conceptual framework of domestication ............ccccvevvveieieneni s 316

7.5.3  Further development of domestication quantitative SEttings.........ccoeevereriieneneinesee e 318

7.5.4  Further examination of community in the online NEWS CONEXT .........cccoereiirieieneiinenecse 321

7.6 CONCLUDING STATEMENT ..ttuttiuttiutesteesteesteesteetessaesseesiessaessaeassesssesssesssessesssesssessesssesssesssesssesnsesnns 323
APPENDIX A EXPLORATORY COMMUNITY SURVEY ....cccciiiiiiiiiiiec e 325
APPENDIX B NEWS COMMUNITY SURVEY ...ttt e 331
APPENDIX C FOCUS GROUP MEMBER PROFILES. .........ccooi e 335
REFERENGCES ... oottt sttt e et e e st e e st e e sn e e anbe e e bae e snbe e e nreeenees 336

viii



List of Tables

TABLE 2.1 TAXONOMY OF ONLINE COMMUNITIES, ADAPTED FROM HAGEL AND ARMSTRONG (1997) ........... 101
TABLE 2.2 ONLINE COMMUNITY VALUE INTEREST FRAMEWORK (AKKINEN AND TUUNAINEN, 2004) .......... 115
TABLE 2.3 COMMUNITY LITERATURE SUPPORTING THE MOTIVATION CONSTRUCT ..cvveveievieiesiesresreseeseeseeens 120
TABLE 2.4 COMMUNITY LITERATURE SUPPORTING THE EFFECT CONSTRUCT ..vvviiiieiieesiieesireesineesineesineesnneas 123
TABLE 2.5 ADDITIONAL PRACTITIONER COMMUNITY LITERATURE .....vteiiiiiiiiesiieesineesineesineestneessneessnesssnesssees 124

TABLE 3.1 COMPARISON QUALITATIVE, QUANTITATIVE AND MIXED METHODS RESEARCH APPROACHES
(ADAPTED FROM CRESWELL, 2009) .....utitiuiitirteiietisteiistt sttt sttt sttt bbbt b e ab e 149

TABLE 3.2 COMPARISON OF STRUCTURAL EQUATION MODELLING TECHNIQUES .....cvviiiiiiiitiiiieeeeessiiirnieeeeeen 163

TABLE 3.3 SUMMARY OF DIFFERENCE BETWEEN PLS MODELLING AND COVARIANCE BASED APPROACHES..164

TABLE 3.4 COMPARISON OF CONSTRUCT VALIDITY AND RELIABILITY GUIDELINES .....coovivieiiiieniveenineesineeninees 170
TABLE 3.5 COMPARISON OF MODEL VALIDITY GUIDELINES.....uuttittiiiiesiitesireesireesineessressinesssnessssessssesssneessnes 171
TABLE 4.1 FINAL PARTICIPATION ITEM STATISTICS AND CRONBACH’S ALPHA ....ccviiiiiieiiiieniieesiie e sive e 185
TABLE 4.2 FACTOR ANALYSIS RESULTS ...iitvieititeititeitie e sttt estseestaeesseeessseesssaesssesssseessaessssesssssesssesssssesssessssnessnes 190
TABLE 4.3 THEMES FOR THE APPROPRIATION CONSTRUCT .....cciuteitiieiieestteestteestreesineessseessneessseessneesssesssseessnes 195
TABLE 4.4 THEMES FOR THE OBJECTIFICATION CONSTRUCT ....uvieitiieitieesireesiteestreesineesseeestneessseessneessnesssnaessnes 198
TABLE 4.5 THEMES FOR THE INCORPORATION CONSTRUCT ....ecitvieiuieeitteesiteesireestreestneesseeessneessseessseesssessssnessnes 200
TABLE 4.6 THEMES FOR THE CONVERSION CONSTRUCT ....eeitvieiiiieitiiesteesteeesiaeesaseessaeessseessneessssessnessssessssnessnes 202
TABLE 5.1 REASONS FOR VISITING THE ONLINE NEWS SITE ...uviiiiuiesirtesiieesireesineesireesinessssesssnesssnessssessssesssnesssnes 208
TABLE 5.2A SAMPLE CHARACTERISTICS .ttttvteitttesittestteesiteessteessaeessseessaessssessssessssesssssssssessssesssssssssssssseessnessnes 210
TABLE 5.2B SAMPLE CHARACTERISTICS ...ttttieitttesittestieestteastseesiaeessseessaessssessssessssesssssssssesssssssssssssnsssssessssnessnes 211
TABLE 5.3 CONSTRUCTS AND MEASUREMENT ITEMS —EXOGENOUS VARIABLES .......ccoiiiiiiieniieesinessireesneesines 219
TABLE 5.4 CONSTRUCTS AND MEASUREMENT ITEMS — ENDOGENOUS VARIABLES .....ccvviiiiiieniieesiveesireesinee e 220
TABLE 5.5 CONSTRUCTS AND MEASUREMENT ITEMS — COMMUNITY VARIABLES .....ccoiviiiiiieniieenineesineesineesineas 221
TABLE 5.6 CONSTRUCTS AND MEASUREMENT ITEMS — DOMESTICATION ITEMS ....ccviiiiiiiiie e 222
TABLE 5.7 CONVERGENT VALIDITY AND COMPOSITE RELIABILITY MEASUREMENTS: AVERAGE VARIANCE

EXTRACTED AND COMPOSITE RELIABILITY FOR VARIABLES ......ccoiviitiiiteiiteeteetreetteeteesteesteetesaesteesteesreesveenseenns 228
TABLE 5.8: T-VALUES AND LOADINGS OF ITEMS ....uvteittteitieeitreesireestteesseessseesssesssseessssesssesssseesssesssssssssessseessees 229
TABLE 5.9 CORRELATIONS BETWEEN CONSTRUCTS ...uvvtetieeitreeitreestteestreessseestseessseessssesssesssssssssesssssssssessseessees 231
TABLE 5.10 CROSS LOADINGS OF MEASUREMENT ITEMS. . .ceitviiiiuieiiieesittesireesiseessseesseessseessnesssssssssesssnesssesssnes 232



TABLE 5.11 COMPETING MODELS: DIRECT EFFECTS MODEL AND SIMPLE MODEL WITHOUT COMMUNITY

L0101 N LS 1 210 R 240
TABLE 5.12: COMPETING MODELS: FULL RESEARCH MODEL AND SIMPLE MODEL WITHOUT COMMUNITY
(010N ISy 1210 Lo 1 TRt 240
TABLE 5.13 SIGNIFICANCE LEVELS FOR A ONE TAILED TEST ..uttiiiiieiiiiiitiiii e e e s s siitbiete e e s s s ssisbbsneessssssssbsssssasesens 242
TABLE 5.14 MODEL PATH COEFFICIENTS FOR THE

SOCIALLY DETERMINISTIC DOMESTICATION STAGES .....cciiiiitttiiiieei e s iiiitii e e e e e s esbatte s s e s s s s sabbass e e s s s s s ssbbaaesasee s 259
TABLE 5.15 MODEL PATH COEFFICIENTS FOR THE

SCIENTIFICALLY DETERMINISTIC DOMESTICATION STAGES ...uvtiiiiiiiiiiiiiiiiee e e s siiitriis e e s s ssibbass s e e s s s ssisbasssseseeens 260
TABLE 6.1 SUMMARY OF HYPOTHESISED PATH RESULTS ...cciiiittiiiiie ittt siitirrie e s e s sibbrnn e e s s e s sibbanese s e 283
TABLE 6.2 SUMMARY OF DIFFERENCES IN EXPLANATORY POWER OF SUB-MODELS.........ccovvviiiiieiiiiiinieeeeeenn 284
TABLE 6.3 DOMESTICATION STAGE DIFFERENTIATION .11eiiiiiiiiittiiieeeeiiiiiiieteeeesssiasbrssessesssssbsssssssessssssssesssesnns 287

TABLE 6.8 SOCIAL VS. TECHNICAL DOMESTICATION GROUP PATH COEFFICIENTS FOR CONDITIONAL VALUE ..298



List of Figures

FIGURE 1.1 STRUCTURE OF CHAPTER L. . itiiititiiiiieitit e st estte sttt stae et e e tae et e e steeateaataeabeeantaeanteeanteeentneennaeeees 1
FIGURE 1.2 STRUCTURE OF THE THESIS ...e.vetttttsteeteeseatestessestesseasessesssesessessessessessesssssssssessessessessessessessessessensenns 16
FIGURE 2.1 STRUCTURE OF CHAPTER 2...c.ueitiitiiteiteeseeietestestestessessesssesessessessessessesssssssssessessessessesssssesssessessessenns 22
FIGURE 2.2 MIT MODEL OF MEDIA CONVERGENCE (FIDLER, 1997:P26)........cccccciviieiienieiiesiesesneesieeie e see e 29
FIGURE 2.3 THE RELATIONSHIP BETWEEN TECHNOLOGY AND SOCIETY ...veiveiteitesieaseeeeseessessessesnseseseeseeseessessenns 45
FIGURE 2.4 DIFFUSION OF INNOVATIONS APPROACH: ROGERS ......ccitiiiiiiiiiiiisiiesiiisssieessirs e sieessies e siae e s 64
FIGURE 2.5 TECHNOLOGY ACCEPTANCE IMODEL ......ccviitiiitieiteeieeeestee st esteesteesteeatesssesbaesbeesbeesbessnesnnesaeesreenseenns 67
FIGURE 2.6 THEORY OF REASONED ACTION ...iiiutieiteeitteiiteesteeateesstesassesastssasseeasssassesassssessesssssssssssssssesssassssnes 68
FIGURE 2.7 THEORY OF PLANNED BEHAVIOUR......ccutiiitiiiitie it e sitee st et e et e et e et e e steeestae e staeestaeestaeennseennaeennee s 69
FIGURE 2.8 UNIFIED THEORY OF ACCEPTANCE AND USAGE OF TECHNOLOGY .....cocovveivieiriereevesreesiresreesreesneenns 72
FIGURE 2.9 REPRESENTATIONS OF SATISFACTION AND LOYALTY IN LITERATURE (OLIVER, 1999:34) .............. 82
FIGURE 2.10 SAMPLE FROM AMAZON.CO.UK COMMUNITY FORUM SECTION .....cccuviiiiieiireaieesieeenieeesieeenvee e 102
FIGURE 2.11 EVOLUTION OF TRANSACTION BASED AND RELATIONSHIP BASED COMMUNITIES ...cocvvvvivveiieennen 103
FIGURE 2.12 A THREE DIMENSIONAL TAXONOMY OF THE ONLINE COMMUNITY SPACE .....ocvvviiiieiieesieesieenens 104
FIGURE 2.13 POSITION OF NEWS SERVICE ONLINE COMMUNITIES WITHIN

STOCKARD AND HUNTER’S (2009) ONLINE COMMUNITY TAXONOMY ....vviiiieieeieiriesteesieesieesiesseeseesseessnenseenns 107
FIGURE 2.14 CONCEPTUAL RESEARCH IMODEL .....cccutiiiiiiiieiiiesies st sieesbae e st sbes e s sbessbassnsessnteesnsessnees 128
FIGURE 3.1 STRUCTURE OF CHAPTER 3.....iiiiieeiitieiteesttesteesteestee s bt e steessbaeastassntaeanseeanteaansasanteesnsessnseessansssns 133
FIGURE 3.2 SCALE DEVELOPMENT PROCESS IN THIS RESEARCH .......vtiiitiiitiesieesteeeteesteesteesteesaeesreesnne e 150
FIGURE 3.3 OPENING PAGE OF THE THIS IS SOUTH DEVON ONLINE NEWS SITE ..ccuvvviviieiiieeieesieeeeee e sieeenvee e 159
FIGURE 3.4 TWO LEVEL CONCEPT OF EMPIRICAL RESEARCH AS IT RELATES TO A STRUCTURAL MODEL............ 160
FIGURE 3.5 INTERACTION EFFECTS 11tiittttitttestttesiutesssesssseesssessssessssessssessssessstessssessssssansessssessnsessssessnsesssssssnsesssns 173
FIGURE 3.6 PRODUCT MULTIPLIER METHOD FOR PLS PATH MODEL INTERACTION EFFECTS ....vvvvviiesiiiesieenens 174
FIGURE 3.7 PLS GROUP COMPARISON APPROACH FOR ASSESSING INTERACTION EFFECTS ..vvvvivviiieesiiesieenes 177
FIGURE 4.1 STRUCTURE OF CHAPTER ... itiiiiti ittt et sie ettt sttt st e st e s sbe s anbeesnbaeanteesnbaeanbeesnees 180
FIGURE 4.2 SCALE DEVELOPMENT PHASES COVERED IN THIS CHAPTER......ceitiiteeiteeiteereenreetresreesreesreesressnesnnes 181

Xi



FIGURE 5.1 STRUCTURE OF CHAPTER 5....ciiiiiitie ittt nn s nne e 205

FIGURE 5.2 RESEARCH MODEL WITH INTERACTION EFFECTS ....ovtitririicieieieieisiseses et 236
FIGURE 5.3 RESEARCH MODEL WITH DIRECT EFFECTS ....vitrtreeeesteerereeeseseesteesesesesesese e tsassseseesesesesesssssssnsns 237
FIGURE 5.4 PERCEIVED VALUE— LOYALTY MODEL WITHOUT COMMUNITY CONSTRUCTS .....ccvevivirinenrennes 238
FIGURE 5.5 CONVENIENCE VALUE — LOYALTY L.ttt s 245
FIGURE 5.6 SOCIAL VALUE — LOYALTY L.ttt 247
FIGURE 5.7 EMOTIONAL VALUE — LOYALTY .ttt s 250
FIGURE 5.8 EPISTEMIC VALUE 5 LOYALTY vttt sttt s sn e 252
FIGURE 5.9 CONDITIONAL VALUE — LOYALTY .ttt 255
FIGURE 6.1 STRUCTURE OF CHAPTER B.....ooiuiiiiiiiiiiiiiie i s 268
FIGURE 6.2 THE DOMESTICATION CONTINUUM ..ottt s s 301
FIGURE 7.1 STRUCTURE OF CHAPTER 7 ...ttt bbb s 303

Xii



Chapter 1
Introduction

1.1 Introduction

This chapter provides an introduction to the thesis and a background to the research. It
presents the research questions and the objectives of the research. The research
methodology is discussed in its two stages, and the results of the research are briefly
considered, including an overview of theoretical contributions and implications for
practitioners. Finally, the way in which the thesis is organized is presented and a summary

of each chapter is provided. The chapter is organized as depicted in Figure 1.1

1.1 Introduction

v

1.2 Background of the Research

v

1.3 Research Questions and
Obiectives

v

1.4 Research Methodology

v

1.5 Significance of the Research

v

1.6 Organization of the Thesis and
Chapter Summaries

'

1.7 Chapter Summary

Figure 1.1 Structure of Chapter 1



1.2 Background to the research

The challenges currently facing the news industry are manifold. Techniques for news
generation and distribution as well as patterns of news consumption have greatly changed
from the time the first purported “newspaper” or news “scroll” appeared under Julius
Caesar’s direction in the Roman Republic in 59 BC; introduced to inform the population of
the latest military victories (Martin and Copeland, 2003; WAN-IFRA, 2010). Centuries
later, mass production of reading material was made possible through the invention of the
movable type printing press by Gutenberg in 1440 and one of the first regularly published
newspaper followed shortly afterward in Strasbourg in 1605 (Rehm, 1997). This
technological advance, coupled with an audience eager for information provided the basis
for an increasingly prolific printed newspaper business.

Yet more recently, 150 years ago, technological advances provoked the editor of the New
York Herald at the time, James Bennett, to state that “newspapers must submit to destiny
and go out of existence” as a result of the success of the telegraph in delivering the news
(Martin and Copeland, 2003). Even in current times, the pessimistic view regarding the
demise of older media (e.g. printed newspapers) which are being challenged by newer ones
(e.g. online news sites and news aggregators) remains, but is also being countered by
research which states that new media often may not completely compete with, but rather
supplement, existing media. Sage (2005) supports this in indicating that the decline in
newspaper circulation does not mean a decline in actual news consumption, showing that
while the print circulation of the New York Times decreased to just over 1 million copies
(representing 4.7 million readers), the online site has attracted 13 million monthly users (as
of 2007). Nevertheless, the business environment in this industry still demonstrates that
news producers are struggling to understand how to maintain profitability and increase
readership, or develop a loyal customer base in the modern on- and offline mix (Curran,
2009).



Whilst news publishers have benefited from and embraced new technologies for assembling
and disseminating news items, they have increasingly faced challenges of audience
segmentation and an explosion of competitive sources. Fenton (2010) writes that early
arguments supported that the internet, due to its easy access and low costs for publishing
news, would lead to an environment where wider discussions become the norm. Indeed, the
internet has led to a proliferation of news sources, from national sources (in the UK such
examples as the BBC and broadsheet newspapers) to alternative news sources such as
Current TV (founded in 2008 by Al Gore and Joel Hyatt) and Indymedia.org.uk.
Alternative news sources which Fenton (2010) names “non-news” sites - social networking
sites such as Facebook and MySpace- also play a role in news generation and dissemination
and provide platforms where people can interactively respond to and discuss the news.
Clearly, traditional news producers are facing the challenge of an explosion of alternative
sources from which their current and potential customer base can procure news. But what

drives a customer to one source or another?

Although previous research has shown that internet use generally seems to have
supplemented rather than substituted traditional media use (De Waal et al. 2005; Neustadtl
and Robinson, 2002; Newell et al. 2008) there are signs now that new media are gradually
replacing some of the older ones, and this is also the case in the news industry. Factors such
as “intensity of use” have been cited as a reason for preference in using an online medium
over a more static offline one. A change in intensity of use can clearly be seen in the news
industry as users have moved from “inactive” consumption (e.g. just reading a newspaper)
to a much more sophisticated level of user interaction made possible by new media via the
internet. With the changing emphasis from “inactive” to interactive usage of the internet
(one of the features of the “Web 2.0”), the increase in user participation in the generation
and public interpretation of news has become a significant factor in news services in
general, and online news services in particular. There is no doubt that user generated
content has become a prominent contributor in the generation of news, and online

communities, both affiliated with news sites, and in general, have become a powerful forum



for voicing opinions as well as validating and enhancing news items produced through
traditional methods. But, have these “social” communities have become an accepted and

expected dimension in news services?

Clearly there are technology based influences which drive and mould the way in which
news is consumed. The printing press, the telegraph, the advent of the internet, and the
increased interactivity provided by the internet are examples thereof. However, what is the
role of the social drivers, such as the ever more popular online community component in
providing impetus for news consumers to make visits and return to a particular online news
site? These two fundamental outlooks — the technical drivers and the social drivers and their
influence on the acceptance and usage of news services, and in particular on online news

services is the theoretical perspective which underlies this research.

In looking at the future success of news providers and the acceptance of their online
services; in understanding how online news services can maintain and develop their
customer base, it seems that the main constructs underpinning traditional customer loyalty
research would be most pertinent, but the social context which surrounds these constructs
must also be evaluated. There is a gap in the loyalty literature in that it fails to take into
account or put enough emphasis on the effects of social factors such as community in the
study of loyalty. Oliver (1999) supports this premise in saying that ultimate loyalty is
supported by the convergence of product, personal and social forces, and proposes a

direction of research which asks:

“Can the customer be socially integrated in a village (community) that envelops and

directs the consumer’s choices in a satisfying way?”

Can something be said about the possibility of a community or social influence on the
acceptance and use of services in an online news service context? The purpose of this thesis

is to explore the difference in the influence of technical and social drivers in general and, in



particular, the effect of the social community aspect on customer loyalty to online news

sites.

1.3 Research Questions and Objectives

The changing pattern of news consumption and technological advances mean that the
traditional business models in the news industry are being challenged. The problem facing
firms active in the news industry is how they can increase the likelihood of continued take
up of their online products to counter the decrease in traditional offline readership and
ensure survival. This business context led to the first of two research questions fundamental

to this thesis:

R1: What are the drivers of customer loyalty to online news sites and can customer

loyalty be enhanced by a news site’s online community?

The second research question directly reflects the underlying theoretical perspective:

R2: Are there differences between the social perspectives and technological
perspectives which drive loyalty in the online news services context and can these be
measured and used to better understand customer loyalty?

Through the use of a research model which examines perceived value and online
community components and their influence on customer loyalty in a news services context,
this study is designed to answer the first of the research questions stated above. Previous
research has been carried out supporting the link between perceived value and loyalty in an
electronic services context (Pura, 2005), and this basic model was adapted for the news
services industry by the researcher for this study. The researcher added online community
components to this basic model to ascertain whether the previously empirically tested link

between perceived value and loyalty could be enhanced by community aspects.



The higher order theory employed in this research takes into consideration the two
philosophical positions of social constructionism and technical determinism and their
influence on a user’s acceptance and usage of technology. This debate is supported by
Silverstone and Haddon’s domestication theory. As detailed in the literature review,
domestication theory has its origins in media and technology acceptance research and takes
into account opposing perspectives of social and technical determinism in the study of
integration of technologies into the everyday lives of consumers. Through the employment
of domestication theory, which examines both the technically driven and socially driven
components of media usage and acceptance, the primary underlying research question is

addressed.

1.4  Research Methodology

Following a mixed methodological approach supported by Creswell (2003), a two staged
method was employed in this thesis in which the first exploratory stage of the research

informed the second explanatory stage.

1.4.1 Phase One: Exploratory Research

Phase one consisted of two stages. First, a qualitative focus group study was undertaken in
order to confirm the components which would be used to measure the stages within the
underlying theoretical perspective of this thesis, domestication theory. Secondly, a
quantitative online questionnaire was administered to online community members in order

to support the generation of community constructs used in the research model.

Exploratory phase stage one: Domestication measure generation

This phase of the research comprised a qualitative analysis of news service users and

industry experts to determine domestication stage questions. In addition to a review of



literature, measures which ascertain domestication stage were developed quantitatively,
through focus groups of people who are users of online news sites to ascertain their process
of obtaining and using the site, the place which using the service has in the their daily
habits, and the meaning ascribed to the service by the users. The results of these focus
groups were also further supported with expert opinion in the development of questions
specifically for the context of online news sites. As there were no clearly defined measures
for the context of this research, these were generated from literature and focus groups. An
overview of the domestication theory stages follows.

Domestication theory breaks down media acceptance and usage into 4 components:
e Appropriation
e Objectification
e Incorporation

e Conversion

These components are defined as follows:

Appropriation
An object or product whether purchased or acquired, goes through a process of
appropriation, whereby the individual or group take(s) possession of it. At this stage,

objects acquire a meaning and become ‘authentic’ (Silverstone et al., 1992; Miller, 1987).

Objectification

Obijectification then describes how and the extent to which an object finds a space and a
place in the geographical area it has entered (Silverstone et al., 1992). For instance,
domestic technologies entering the domestic sphere may not necessarily become integrated
into the domestic landscape immediately and their physical place in the household is often
the object of debates and negotiations. Any new object entering a given physical space is a

potential threat to the existing order of this space, its aesthetic harmony and its logical



structure (Silverstone et al., 1992). Vuojarvi et al. (2010) describes the objectification stage
as that in which the values, tastes and styles are expressed through the display of the new

technology.

Incorporation

The incorporation of a new object or artefact into routines constitutes another dimension of
domestication. An object becomes incorporated when it starts being integrated into
temporal structures, both formally in form of schedules and rules and informally in form of
routines and habits. The object reaches a ‘taken for granted’ status and it is given a function
(or a series of functions) that may be different from those that were intended by the
designers of the artefact or even from those that the buyer had in mind when acquiring it.
Vuojari et al. (2010) support that the incorporation stage emphasizes how a technology is

used and the temporal aspects of its use.

Conversion

At this stage, users signal to others their participation in the consumption and innovation
process by displaying their ownership of a new product to the outside world. This may
entail displaying the object either physically (as with parabolic antennas and mobile
telephones, or white iPod earphones) or symbolically — by making it the topic of discussion,
hinting at it more or less casually in conversation or by exhibiting new knowledge and
competence to friends and colleagues. Such activities are grouped under the umbrella term

of ‘conversion’ in the domestication model (Silverstone et al. 1992).

Most importantly, and as can perhaps be seen within the four basic components of
domestication described above, the domestication approach takes into account the
complexity of the relationship between the environment and the technology in attempting to
understand acceptance and adoption (Silverstone and Haddon, 1996). A full discussion of
domestication theory and the reason it was chosen as the underlying theory for this thesis is

presented in the Chapter 2: Theoretical Foundation and Conceptual Model.



Exploratory phase stage two: Community measure generation

The second facet to the exploratory research stage comprised an online survey to solidify
community measures which included open-ended questions. Based on a review of the
literature of drivers and deterrents found to have an influence in online community usage,
the following components were ascertained to be possible constructs to measure community
participation, the drivers to participate and post visit consequences in online communities:

e Participation

e Motivation

o Effect
The construct participation was intended by the researcher be a measure of the level of
activity a user demonstrates within an online community, motivation was determined to be
those factors which drove a user to take part in the community whilst effect was the post
visit consequences for the user. The derivation of these community constructs is fully
discussed in the literature review contained in Chapter 2. The literature supporting these
new constructs was subsequently used as the framework for the generation of survey
questions administered to online community participants. Questionnaire results were
analysed for the purpose of question reduction and question validity in SPSS using
Cronbach’s alpha and principal component analysis, based on the guidelines by Cortina,
1993; Cronbach, 1951; Grayson, 2004; Stevens, 1992; and Field, 2005.



1.4.2 Phase Two: Confirmatory Research

In this second phase of the study, the researcher created an electronic online survey to be
administered to online news site visitors. The survey combined the first stage of the
sequential mixed methods approach and integrated the consolidated and confirmed online
community constructs and items. Additionally, the domestication stage measures which
were created/confirmed in the exploratory stage were integrated into the final survey.
Additionally, the survey also integrated the questions which would identify the exogenous
perceived value components identified by the researcher and confirmed by industry experts
to be pertinent to the online news industry, as well as the endogenous loyalty constructs

used within the research model.

The results of this survey were then interpreted with partial least squares methods in order
to assess the validity of the research model, and to ascertain whether community constructs
would affect loyalty as proposed in Research Question 1. The domestication stage measures
were then used to assess differences in responses based on domestication stage and enable
interpretation as to whether socially and technically deterministic stances could be used to

better understand a user’s loyalty.
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1.5  Significance of the Research

The contributions from this research can be broken down into practitioner and theoretically
orientated. The gaps that the thesis aims to fill are directed into the fields of marketing and
user acceptance of electronic services in a media and communications context. Within the
field of marketing, it is important to understand if users are positively affected by their
participation in online communities and if this participation or aspects of this participation
do lead to customer loyalty. This, in turn, could help marketers better understand if effort
spent nurturing an online community is an important act and one from which they will
benefit. Within the field of user acceptance of services, this thesis is specifically looking at
the application of an online community in the context of the online newspaper, as well as
the perceived value constructs which are important in an online news paper context and
thus makes a contribution to user acceptance and marketing in this media and
communications context. Additionally, domestication theory is a more recently developed
and less frequently used theory in explaining consumer acceptance (or non acceptance) of
services and, as such, applying this theory and defining differences within user group
categories can help marketers better understand their customer base and as such be better
able to market to them. Partitioning users as done in this thesis is a new approach in striving
to better understand customer acceptance of services and if this acceptance is perhaps
different dependent on the categories used in the domestication approach. Whilst
domestication research has been used to study adoption of technologies, it has done so
mostly on an individual basis (for example, Berker et al, 2006; Hynes and Dougherty, 2010,
Lie and Sorensen, 1996; Silverstone et al, 1992, Sorenson, 2005), and has not yet been used
to look at groups of users. Heterogeneity of users has also been studied, for example in
internet behaviour and attitudes (Lee and Kim, 2002) but no study has used the
domestication categories to differentiate between groups. This thesis is the first to apply

domestication theory in this manner, and in an online news service context.

11



The contributions can be seen to fit in the fields of research as follows:

Marketing:
e The effect of community participation on customer loyalty
e Development of online community measures to understand aspects of online
community participation
e Segmentation of the customer base using domestication stages
Media and Communication:
e Perceived value components which add to user acceptance in a news site context
e The effect of community participation in an online news site context

A more detailed description of these contributions follows.

15.1 Practitioner Contributions
A perceived value — community — loyalty model for online news sites.

Even though more than a decade has passed since most newspapers have set up their online
editions, little research has actually systematically evaluated online newspaper’s
performance (Chyi and Lewis, 2009). Chen and Corkindale, (2008) state that research into
the use and adoption of online news services is still in its infancy and a comprehensive
theoretical framework for understanding or predicting consumer’s online adoption
behaviour does not yet exist. This research helps to close that gap in employing a perceived
value — community — loyalty model to help understand which perceived value components

have an influence on loyalty of users to online news services.

The effect of online community participation

A gap in the loyalty literature in using social community as a loyalty influencer has been
identified; thus this research could make an important contribution to the body of
knowledge on loyalty drivers through including the social influences of community. Chung

12



(2009) holds that still very little is known about the effects of news presentation on user
perceptions of news consumption experience, and that future studies should assess whether
different interactive online news presentation styles enhance the processing of information
as studies have shown that interactivity could lead to cognitive overload. Future studies
should examine antecedents (what drives/motivates people to use interactive features) and
outcome (what are the results from using interactive features). This research has tested
online community participation in an online news site context and has supported the loyalty

enhancing value of an interactive online news site community.

152 Theoretical contributions
Measures for “online communityism” developed

Based on the literature on online communities, this research also introduces three
components for the measurement of “communityness”. Previous research has provided an
insight into what type of community participation affects online news service usage
(Larsson, 2011), but this research goes beyond just examining participation and evaluates

users” motivations to participate as well as the post visit sentiment in explaining loyalty.

Online community constructs have been developed for this research and will add to the
growing body of literature which examines aspects of online communities and users’
motivations to participate as well as the effects they gain from their participation in such
communities. Finally, the research provides an indication of which aspects of online
communities may have a stronger correlation to loyalty, and as such could provide insight

into how organisations can develop communities which are likely to foster loyalty.
In the taxonomy of communities discussed in the literature review, it is apparent that the

rapid evolution in the nature of communities has rendered the formerly clear boundaries to

be less distinct. It could therefore also be argued that the drivers of participation and the

13



effects of community participation are unclear. This research identifies a framework of

facets for measuring a user’s community participation in the community construct.

Domestication theory

The research examines the use of domestication theory in understanding news service
consumption and adds to the growing body of domestication literature as well as adding to
the emerging literature on and increasing the understanding of acceptance and usage of
news services. Using domestication theory which supports the dichotomous positions of
social and technical determinism in the acceptance and usage of service, this research adds
to the body of literature which looks into the socio-technical nature of technology and
service adoption and usage. In creating items for the domestication constructs, this research
also provides a new perspective in the quantification of domestication stages which could

be adapted and used in future research.

153 Summary of Practical Implications

1.5.3.1  Valuedriversin loyalty

For online news sites, the most important drivers of loyalty in an online news site context
were found to be convenience value, emotional value, and conditional value. The results
of this study show that convenience value and conditional value explained the highest

amount of loyalty, but emotional value was also a significant driver of loyalty.

Users are looking for a convenient, easy, instantaneous way of accessing news, and
presenting local events and news items, at least for a news site with a smaller geographic
reach, are the most important actions which can be taken to ensure readers return to the site.
In addition to this, the research also found that emotional value was driver in getting people
to actually return to the site. Thus, there is also a feel good factor about using the site which

Is making users want to return.
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1.5.3.2  Community effects on loyalty

This research shows that participation in a new site’s online community does have an
effect on loyalty, and that a perceived value — loyalty model which includes community
variables actually has better explanatory power than a model without these community
constructs. The increased interactivity afforded by a community and its positive effects is
supported in the literature and those who do participate in the community exhibit a
tendency to want to return to the site, and this is an important implication for news site
managers. The main drivers of participation and motivation to participate were to read
comments posted by others and find out what others were talking about, as opposed to
interacting with other members and posting comments and thus, an asynchronous
communication seems to be taking place. Practitioners need to understand that participants
in an online news site’s community are not looking to foster relationships with others but
simply understand how others are commenting on the news items, supporting Chung (2009)
that for now, it appears that the ability to express or read other’s views rather than engaging

in two-way conversation has more intrinsic value to local online community residents.
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1.6 Organization of the Thesis and Chapter Summaries

This thesis is divided into seven chapters as shown in the diagram below. Following the
diagram is a description of the contents of each chapter.

Chapter 1 Introduction

\ 4

Chapter 2 Theoretical Foundation
and Conceptual Model

\ 4

Chapter 3 Methodology

\ 4

Chapter 4 Exploratory Research Stage

\ 4

Chapter 5 Confirmatory Research Stage

A 4
Chapter 6 Discussion

\4

Chapter 7 Conclusion

Figure 1.2 Structure of the thesis
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1.6.1 Chapter 1 : Introduction

Chapter 1 offers an overview of the thesis and the concepts which are explored. The
research questions are presented and the objectives of the research detailed. Chapter 1
introduces the methodology employed and discusses the implications of the research. It
depicts the way in which the thesis is organized and provides a chapter by chapter

summary.

1.6.2 Chapter 2 : Theoretical Foundation and Conceptual Model

Chapter 2 comprises the literature review of this thesis. First, the business context of the
news industry and the challenges it faces are discussed. Following this, the overarching
theoretical perspectives of social constructionism and technical determinism are examined
after which the choice of underlying theory in this thesis, domestication theory, is discussed
and supported. Additional theoretical approaches within information and communications

(ICT) research are also presented.

A discussion of the components of the research model is then presented, divided into
separate sections for research model’s exogenous and endogenous variables: perceived
value and loyalty, as well as an overview of literature of online communities which was
used in the development of the moderating community model variable. The research model

is presented in this chapter.

1.6.3 Chapter 3 : Methodology

Chapter 3 then covers the methodology employed within the research. The chapter begins
with a discussion of the research philosophy and design which the researcher chose, a
mixed methods approach. Further to this, the two main phases, exploratory and explanatory

phases of the research are detailed.
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1.6.4 Chapter 4 : Exploratory Research Results

Chapter 4 provides the results of the first, exploratory stage of the research in which the
domestication measures which will be used for sample dichotomization and the community
constructs for the moderating community variables are detailed. The results of this two
pronged stage of the research was then used in the creation of the community construct

items and domestication items.

1.6.5 Chapter 5 : Confirmatory Research Results

Following this, chapter 5 presents the results of the confirmatory stage of the research in
which the results of the online news site survey are detailed. The Partial Least Squares
method of model evaluation is discussed and results of the research models are shown.

1.6.6 Chapter 6 : Discussion

Chapter 6 then provides a discussion of the results of the explanatory research phase.

1.6.7 Chapter 7 : Conclusion

Chapter 7 finally provides a summary of the contributions of the research and the
implications of the results for the practitioner community. This chapter also summarises the
limitations of the research from the researcher’s perspective and further research directions

are discussed.
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1.7  Chapter Summary

This first chapter in the thesis provided an overview of the research, starting with an
overview and the business environment of the news industry from which the research topic
emerges. The researcher then provided the research questions and objectives, after which an
overview of the methodology used was presented. The significance of the research with
practical and theoretical contributions was then discussed. The way in which the thesis is
organized was then presented, accompanied by a chapter by chapter summary. The next
chapter comprises the theoretical foundation and literature review for the thesis and

presents the conceptual research model.
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Chapter 2
Theoretical Foundation and Conceptual Model

2.1 Introduction

This research is designed to explore aspects of customer loyalty to online news services,
and, employing the higher order theory of domestication, the research investigates the
possibility that technically and socially deterministic approaches might be used to better
understand customer loyalty in an online news services context. The research model is
introduced in this chapter after a discussion of the theoretical perspective and a review of
the relevant literature. The research model includes the concepts of perceived value and
online communities in exploring loyalty to news sites, introducing three constructs for the
conceptualization of online communities. The research examines the effect of perceived
value on loyalty, the moderating effect of online community participation on loyalty and
above all, proposes that differences between technically and socially deterministic stances
can be used to shed light on a user’s loyalty, and as such aid in a better understanding of

customer loyalty, employing domestication theory to support this underlying perspective.

Chapter 2 comprises a review of the relevant literature. The structure of the chapter is
shown in Figure 2.1. After this introduction, the researcher begins in section 2.2 with an
overview of the literature reviewed and then a discussion of the news industry follows in
section 2.3 in order to establish the context of the research. This is followed by section 2.4
which details the background for the choice of the theoretical foundation used in this thesis:
domestication. Section 2.5 follows with an overview of other theoretical approaches used in

electronic services adoption research and why these were not chosen.
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The model employed in this research includes aspects of perceived value and loyalty and
the additional effect of online community participation on customer loyalty. To this end,

literature in the following fields is also reviewed:

e customer loyalty (section 2.6)
e perceived value (section 2.7)

e online communities (section 2.8)

The researcher then provides a summary of the literature review in section 2.9.
Subsequently, the contributions of this research and the conceptual model employed are

described (sections 2.10 and 2.11). The model includes the perceived value and loyalty

components presented in the respective literature reviews as well as the online community

components which are further developed through quantitative methods as described in the

methodology chapter. Additional tables of online community literature from which the
community model components were derived are presented. Section 2.12 comprises a

summary of the chapter.
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2.2 Literature overview

Theoretical approach used in this research
Domestication theory focuses on four stages of technology adoption and provides an
appropriate analytical approach to the study of how these processes take place (Berg, 1996).

In an interview, Hynes (2010) noted that at that time,

“Little research existed outside of the traditional deterministic human-techno
relationships where end-users were given little or no agency in making sense of
technologies in their own individualised space. The processes by which
technologies become part of everyday life, used and valued in our routines, habits
and patterns of work, home and our leisure time always seemed to be overlooked or

assumed or taken for granted”. (Hynes, 2010)

Domestication theory highlights that the process by which new technologies are integrated
into everyday life is far more complicated than usually portrayed because technologies are
not only shaped by their technological possibilities or by their functionality, but also by the
micro-social context of the household, social circle or community. A discussion of
domestication theory is provided in this chapter in section 2.4 followed by an overview of
other theoretical approaches used in adoption research in section 2.5. The researcher also
includes a discussion of the background to the theoretical approach employed in this

research, detailing the concepts of social and technical determinism (section 2.4).

Loyalty

Customer loyalty was one of the dominant business research areas in the 1990s and
continues on to the present. Additionally it continues to be a topic of much interest within
the practitioner community as many companies are striving to gain loyal customers,
investing considerable resources to maintain a loyal customer base as this is believed to
increase profits and reduce acquisition costs. It has been broadly argued that lasting

customer relationships are beneficial for the company (e.g. Reichheld and Sasser, 1990;
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Gronroos, 1994; Rust and Oliver, 1994; Anderson et al., 1994; Berry, 1995; Reinartz and
Kumar, 2000), and practitioners have defended the business argument for customer loyalty,
indicating that a 5% increase in customer retention can lead to an increase of net present
value of customers of between 25 and 85% (Reichheld, 1996). The trend in customer
loyalty research has been towards a more detailed understanding of the subject, where both
attitudes and behaviour are taken into account (e.g. Dick and Basu, 1994). The review of
the loyalty literature expands these concepts and details the aspects of loyalty which are
examined in this research. This discussion is found in section 2.6 of this chapter.

Perceived Value

A common thread through much of the loyalty literature (Yang and Peterson, 2004;
Anderson and Srinivasan, 2003; Jones and Sasser, 1995; Oliver, 1999; Reinartz and Kumar,
2002, and in service quality literature such as Heskett et al., 1997) is the reference to the
concept of value in discussing level of satisfaction, which leads to differing degrees of
loyalty. Jones and Sasser (1995:95) write that “it is essential to understand what portion of
a customer’s seeming loyalty is true loyalty based on a company’s delivery of superior
value and what part is artificial.” Oliver (1997) contends that customers who are ill
positioned to ever perceive a high level of benefit or value from a firm will probably never
become loyal and enticing them to remain customers is a waste of a firm’s resources. Pura
(2005) writes that perceived value has been proven to be a reliable construct in predicting
purchase behaviour. The literature review on perceived value gives a background of the
components of perceived value which are pertinent to this research and is found in section
2.7.

Online Community

Oliver (1999) promotes the important component of “the community of loyalty”. The
concept of integrating one in a “village” or “community” as a driver of loyalty is adopted in
this research. Online communities are becoming ever more prevalent and could function to

influence adoption. An online community is “a group of people who come together for a
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purpose online and who are governed by norms and policies” (Preece, 2000). DeSouza and
Preece (2004) indicate that adopting this definition offers the advantage of taking into
consideration a balanced view of both social and technical issues and thus fits into the
overall framework of this research, looking at the competing views of social and technical
facets as drivers of loyalty. An overview of online community research is necessary to
understand the variety of facets which these communities comprise and is found in section
2.8, as well as the description of the online community components introduced in this

research.

Online Community Model Components introduced in this research
Derived from literature on online communities, internet usage and acceptance, and
technology acceptance, definitions of the three model components for online communities

and the questions they should answer are:

e Participation: What are the characteristics of a user’s participation? (e.g.
Preece, 2000; DeSouza and Preece, 2004);

e Motivation: What drives the consumer to the community and why does
he/she begin to participate? (e.g. Ren et al., 2007; Brown et al. 2007,
Peddibholta and Subramani, 2007); and

o Effects: What are the attitudinal and behavioural consequences of
participation in the online community? (e.g. Algesheimer and Dholkia,
2007; McAlexander, Schouten and Koenig, 2002; Muniz and Schau, 2005;
Algesheimer et al., 2005; Brown et al. 2007).

News Services Industry
Since its inception, the traditional newspaper business has been faced with challenges and

opportunities which have helped it to expand and become one of the most important
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information sources in the modern world. In the face of new technological advances in the
1990s, the traditional news media “fell over themselves” to set up on the World Wide Web,
fearing, as called Roger Fidler called it, “mediacide” (Fidler, 1997), and attempted in the
process to reinvent themselves to embrace this new communications channel (Alves 2001).
This rush online was a result of the news business’s fear that the newspaper would
eventually be rendered obsolete by yet another more efficient news medium. As
competition for audience revenues has intensified in the new landscape of the media
market, news providers are hoping to reap the benefits and opportunities the internet has to
offer (Lin, 2001). How online news services achieve success, however, is still a challenge
on many fronts. The current business environment as well as a description of these
challenges and opportunities offered in the new media landscape starts the literature review
in section 2.3 of this chapter. Here, the researcher provides a review of the news industry

and the challenges which are being faced here to present the business context of this study.
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2.3 News Services Industry

2.3.1 Overview

The news industry is currently going through a great upheaval, as seen in the recent
decisions of some print news producers to stop their print and offer solely online services,
directed at the ever more popular tablets. News generation, distribution and consumption
patterns have greatly changed from the time the first “newspaper” or news “scroll”, The
Roman Acta Senata et Populi, was printed in ca. 59BC, following a requirement by Julius
Caesar that the general population be informed about victories within the ever expanding
Roman Empire as well as being up to date with general government activities (Martin and
Copeland, 2003; WAN-IFRA, 2010). Through the invention of the movable type printing
press by Gutenberg in the early fifteenth century, mass production of reading material was
made possible and one of the first regularly published newspapers followed shortly
afterward in Strasbourg in 1605 (Rehm,1997).

Since this time, news publishers have continually encountered and embraced, with varying
degrees of success, new technologies and methods for assembling and disseminating news
items. Even more than 150 years ago, technological advances provoked the editor of the
New York Herald at the time, James Bennett, to state that “newspapers must submit to
destiny and go out of existence” as a result of the success of the telegraph (machine) in
delivering the news (Martin and Copeland, 2003). More recently, Meyer (2004) indicated
that the printed version of the newspaper will lose its readership in 2043, and even more
pessimistically Steve Ballmer from Microsoft has estimated the demise of the printed paper
already in 2018 (Thurman and Myllylahti, 2009). Usher (2010), supports that a new media
news environment and harsh economic realities mean that the survival of newspapers in

their current form is no longer certain.

One could argue that these forewarnings are overstated, but have new technologies heralded

a business environment in which such statements could become true in the near future?
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What are the current market conditions for the traditional newspaper business and what are
the challenges (or opportunities?) faced within the new internet era? With still over 1422
daily published newspapers circulated in the United States alone, one of the largest media
markets in the world, there is clearly still a large market for printed news (Chyi and Lewis,
2009). But how is the media landscape changing? Does the internet spell the demise of the
traditional media as we know it and of news producers as we know them? How does the
competition from newer web-only news aggregators affect the advertising supported
business model of the traditional newspaper business and how has news consumption and
generation changed from the consumer’s perspective? These are pertinent questions at a
time when traditional print news producers transition to a combination of off and online
news services and frames the fundamental business context behind this research into

customer loyalty to online news services.

A good summary of the changes in the news industry was introduced by Pavlik (2001) and
explains that the reasons for the transformation of news production and journalism are
neither simple nor one-dimensional. Instead, a set of economic, regulatory and cultural
forces, driven by technological changes are coming together to bring about a complete shift
in the nature of journalism. Pavlik additionally holds that new media are transforming

journalism in four ways: (Pavlik, 2001:xiii).

e The nature of news content is changing as a result of new media technology

e The way in which journalists do their work is being retooled in the digital age

e The structure of the newsroom and news industry is undergoing a fundamental
transformation

e New media are bringing about a realignment of the relationships between and

among news organizations, journalists and different facets of the public.
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This research considers the new media technology and the realignment of the relationships
between news organizations and customers in looking at customer loyalty to online news

sites.

2.3.2 Convergence in the news media industry

In 1979, MIT professor Negroponte illustrated the transformation of the media industry in
diagram which described his prediction of the convergence of media spheres. The diagram
shows that in everyday life, the worlds of publishing, communications and computing are

merging (Walker and Lewis, 1998 in ed. Prosser, 1998 image based research.).

1978 2000

Broadcast and motion Print and publishing industry Broadcast and motion Print and
picture indust picture industry ublishing industry

Computer industry

Computer industry

Figure 2.2 MIT Model of Media Convergence (Fidler, 1997:p26)

While this may indicate that the spheres of media and their respective content may be
imposing on each other, there is evidence that the technologies can improve richness of
content as adjunct sources. Deuze (2009) indicates that in such a convergence culture,
(which describes the shift in how media industries operate) can be seen as the “alignment of

production, mediation and consumption as constituent practices in all experiences of media
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life” can be seen. Whether new media substitute or supplement existing media has been
recently studied using, for example, displacement theory. Displacement theory in media
assumes that when one new medium enters the arena, its users must reallocate their limited
time resources to reflect this. DeWaal and Schoenbach (2010) support a that a co-existence
is possible for older media threatened by newer ones and argue that new media often may
not compete with, but rather supplement, existing media. The time that the different media

use demands on consumers is, in turn, taken from non-media activities.

So are news sources mutually exclusive in the eyes of consumers, or are there benefits to
using a specific variety or a combination? While ‘content loyalty’ may explain the joint use
of old and new media, other research has contested the reasons that consumers use both the
newer and more traditional channels are to maximize the information or entertainment offer
they are interested in. Dutta-Bergman 2004 continues that this supports the two step flow
theory of media use developed by Lazarsfeld et al. in 1944 which indicates that consumers
tend to look for specific news or confirmation of news items at different sources. Thus, the
type of news may hold keys for which channel a news consumer chooses. Kayany and
Yelsma (2000) support that online media may eventually take over from television as a
primary source of information whereas Kay and Johnson (2003) hold that online news

services may replace news magazines and radio news for specific subjects such as politics.

The view that internet use generally supplements rather than substitutes traditional media
use (Robinson et al., 2000; De Waal et al., 2005; Schulz, 2002) has also been contested.
There are indications that new media are gradually replacing some of the older ones
(DeWaal, 2010). DeWaal et al. (2005) found, for example that visiting online newspapers
reduces print newspaper reading among the young. Additionally while demographics
certainly seem to play a role in determining consumption of different types of media, the
intensity of use also seems relevant. DeWaal and Schoenbach (2010) propose that whether
news on the internet takes over traditional media or not depends on the functions those

media best serve for their users. They hold that as the online news offer develops and

30



modernizes in both design and content, it will consequently attract more different people

than before for different reasons.

2.3.3 Online news services — business challenge

Davis (2006) states that online news services have become one of the major channels which
people in the developed and developing countries use to shape their views of the world.
What, then, is hindering the development of the online news business as a profit generator?
Not only is print advertising revenue falling, but online publishing has not yet found a
successful business model (Brock, 2010). What is the competition faced by online news
services? Chyi and Lewis (2009) define the competition both inter and intra media. Inter-
media is the relationship between a newspaper’s online and print operations while intra-
media competition involves the relationship between a newspaper site and other news sites
(such as portal sites). The business challenge becomes apparent as newspapers tried to
adapt the business model used in traditional media to the web, and attempt to derive
revenue through subscription and advertising. Brock (2010) writes that the production and
consumption of news has been decoupled from advertising and its previous sources of
income. Traditionally, readers of mass media have never paid the full cost of a subscription;
this income has been supplemented by advertising which supports up to three quarters of
the necessary income to keep a traditional newspaper establishment in business. However,
with advertising revenues moving to the web, additional income sources are being sought.
Even though previously few people were prepared to pay for news on the web (Alves,

2001), this subscription business model is starting to be introduced.

“Now pay up” sets the tone for a newer attempt for traditional newspapers at obtaining
subscription revenue, where online news services are starting to revisit a subscription
model of charging for articles within their “walled gardens” (Economist, 8/2009).
Advertising revenues have been a feature of online news services since their inception and
one of the striking qualities of online newspapers is the dominance of promotion (Nerone

and Barnhurst, 2001). Whereas advertising banners have been one of the main revenue
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sources, customer acceptance of such intrusions has increasingly become questioned and
the abundance of sources of advertising on the internet has resulted in a decrease of the
prices of such advertising space, and as a result has diminished the revenues from this
source (Alves, 2001). Such banner advertising across the top of a page and chimney ads
along the side of the page, also overwhelm content (Nerone and Barnhurst, 2001), again
leading to less acceptance from the consumer. Additional sources of revenue named have
been permission marketing through opt in email sources and seminars (Thurmann and
Myllylahti, 2009). It is clear to see that the traditional subscription and advertising based
income which is a fundamental part of the business model for newspapers is radically
changing. With advertising revenues falling and print circulation decreasing, traditional
print newspapers are struggling to maintain and develop profitability even as they enhance
their online presence. Clearly obtaining and maintaining a loyal customer base would aid
news producers in procuring more sources of advertising income, or a subscription based
service could aid the business model, but the problem of creating a base of customers who
consistently return to a site is still outstanding. What facets will promote loyalty and will an
active community aid this? These are questions to be explored in this research.

2.34 Technological impacts on news publishing

Whilst it may seem that the speed of technological change is ever increasing, Paul Saffo
contends that throughout history there has been a consistent time frame of 30 years in
which technologies have typically become adopted within society. The difference now is
that more technologies are being created simultaneously and it is the amalgamation of these
technologies, or “cross-impacts” which presents the challenge in forecasting the direction
of new media (Saffo, 1992). George Brock (2010) indicates that ability of very small
computers to combine, link, swap and replicate information has led to (amongst other

things) an explosion of the quantity of information available.

Early editions of newspapers on the internet did not take advantage of the possibilities of

online publishing to their full potential (DeWaal and Schoenbach, 2010). Often the stories
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online were exactly the same as their offline counterparts and initially, most newspapers
updated their online versions only once or at most twice a day (Jankowski and van Selm,
2000). At first, despite the almost unlimited space online, the number of stories online also
did not exceed the number of stories in the printed version. Ziirn (2000) showed that the
number of newspaper articles shown on an online newspaper site ranged from 33% to 85%
of that which was in the print version of the paper. Lewis and Chyi (2009) have also shown
more recently that the use of online newspaper sites still lags behind print editions in that
the reach of an online site was far less than its print counterpart. Alves (2001) indicated that
online journalists limited most of their work to simply posting stories which were identical
to those in the print version of the newspaper, and this simplistic transfer of content to the
new multimedia platform has failed to entice online readers. As online newspapers have
broadened their usage of the medium, there has been a reduction of text on the sites pages
and an increase in the use of headlines, blurbs, index listings and links (Nerone and
Barnhurst, 2001).

The reasons behind the stories which are published are also taking on a new light. Nerone
and Barhurst (2001) indicate that content gains its prominence in the online environment
from frequency of user activity, instead of priorities from public reporting. Similarly to the
way radio first built up their audience through sports reporting, the prominence of sports in
internet news is also seen (Nerone and Barhurst, 2001). This indicates that more popular
types of news become more prevalent. Use of click through analysis which enables news
sites to exactly analyze the number of readers a story receives, means news items can be
given more weight or prominence as a result of their popularity. In a study of an online-
only news site which was launched by a Finnish newspaper as they concluded their printed
news business, a sub-editor was heard to comment “Your story is flying! In 12 minutes you
have got 500 readers” (Thurman and Myllylahti, 2009). This has clear implications on the
reasons behind the dominance of certain news stories and the standards by which their
success is measured. The editor of this newspaper did, however, also indicate that

generating a high click through rate was not the sole motive in creating news stories, and
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that “certain types of stories are published for credibility reasons even though we know that

they are not going to be hits with our readers” (Thurman and Myllylahti, 2009).

2.35 Citizen journalism and interactive discourse

Perhaps the most important aspect of the emerging news services is not just the extended
technical features the internet offers news producers, nor is it the potential to extend a
paper’s reach by being simply present on the internet. The technology itself can not be
analysed in a vacuum as a driving force in the adoption of online news services. Pavlik
(2001) posits that fuelling the changing environment of journalism has been the emergence
of the medium of global interactive communications, and together, this new “media
system” embraces different forms of human communication in digital format where the
rules and constraints of the analogue world no longer apply. Rosales (2006) supports this
interactive nature of the medium in the new phase of the internet: Web 2.0. This phase in
the development of the internet integrates the power of the individual users, networks and
online communities. In this new media culture, the public is no longer a passive consumer
of media, but an active participant in the creation of the media landscape (Saffo, 2006 in
Hermida and Thurman, 2008). Pavlik (2001) indicates that the structure of the news
industry is evolving in that technology of the internet enables a low cost global forum for
anyone with a message whose voices were formerly filtered through a news media

“gatekeeper”.

The new interactivity provided by platforms offers users more of a chance than ever before
to become involved, especially in a news service context. There is no doubt of that user

generated content has become a prominent factor in the generation of news, and online

communities have become a powerful forum for voicing opinions, as well as validating and
enhancing news items produced through traditional methods. This has also brought about a
well founded concern from news publishers about the quality of published journalism from
professionals in the field. Rosales (2006) notes that there are two unique features which the

internet offers and the print media do not: participation and dialogue in real-time. New
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media offers a challenge to legacy news media and its practitioners particularly in light of
the ways in which the new media include the artefacts and devices which extend our
abilities to communicate (Usher, 2010). The technology the web has to offer has facilitated

the creation of the “citizen journalist” and “participatory journalism”.

In the media literature, a precise definition of the “citizen journalist” is still emerging.
Other terms have been used to describe the same phenomenon such as participatory
journalism, community media, civic journalism and user generated content (Moeller, 2009).
Brock (2010) indicates that journalism has now become a word wandering around in search
of a definition. A concise description could probably be “the act by an individual or group
on any media platform (print, radio, television online, mobile phones, etc. and using any
medium (text blogs, podcasting, sms messaging, photography, audio etc.) of reporting,

analyzing or disseminating news and information (Moeller, 2009).

The idea of citizen journalism is not new. Rosen (1993) indicated that part of journalism’s
purpose is to encourage civic participation, improve public debate, and enhance public life -
a function which he called “community connectedness”. Rosales supports this in saying
that people in local communities usually have a “nose for news” and that as they know
what is going on in their neighbourhood, they are well suited as reporters. Moeller (2009)
supports that citizen journalists may become the 21st century’s most potent force for
creating, supporting and building open and democratic societies. Bloggers are another
component of the citizen journalism sphere (Rosales, 2006). Short for web logging,
bloggers post their own running comments or reporting and typically also provide links to
new pages, documents, interactive media, pictures and other multimedia objects pertinent to
the blog’s subject (Rosales, 2006). In the 2008 US Presidential campaign, blog sites such as
the Huffington Post were used extensively as a monitor of public opinion, and were widely
integrated by, among others, television news networks in order to add an increasingly

important user dimension in communicating pre-election and election results. But just how
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important this relatively new phenomena is, especially for news establishments struggling

to survive in the new news media arena, is only starting to be researched.

2.3.6 Summary of News Services Literature

Fidler (1997) supports that one of the main components of the “mediamorphosis” is that all
forms of media are coexisting and co-evolving within an expanding, complex, adaptive
system. DeWaal and Schoenbach (2010) support this coexistence, stating that the online
equivalents of printed newspapers could quite plausibly be most valued for their
background information and commentary and non-paper news sites for quick updates and
breaking news. As each new form of news creation and publishing emerges, it influences
over time and to varying degrees the development of every other existing form.
Additionally, such new media are not widely adopted strictly on the merits of a technology
alone. There must be an opportunity and a motivating social political and or economic

reason for a new media technology to develop.

Along with the elusiveness of a profitable business model, Sullivan (2006) supports that

“A method for creating a successful, widely adopted online news services has

remained ambiguous.”

Even though more than a decade has passed since most newspapers have set up their online
editions, little research has actually systematically evaluated online newspaper’s
performance (Chyi and Lewis, 2009). Chen and Corkindale (2008) state that research into
the use and adoption of online news services is still in its infancy and a comprehensive
theoretical framework for understanding or predicting consumer’s online adoption

behaviour does not yet exist.

Therefore, there is substantial ground to be gained in understanding what influences

customers to seek out online news sites, and what keeps them coming back. Additionally,
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the focus of a community aspect to the research as a driver in loyalty is supported by
existing literature of electronic services, and the popularity of the interactive element of

news sites is impossible to oversee, but does this lead to loyalty?

In order to provide a framework for understanding and a model for testing customer loyalty
in the online news context, the researcher sought an empirically tested model and found that
the link between perceived value and loyalty had been confirmed previously in an
electronic services context (Pura, 2005). In this thesis, the additional component of online
community participation in analysing customer loyalty to online news services is
introduced, as user participation in the news industry has become more prevalent.
Additionally, this research proposes a method to better understand possible differences
between users based on the higher order domestication theory which looks at technology
acceptance from both the technical deterministic view as well as the socially constructionist

view. Both of these perspectives are also examined in the following sections.

2.4  Theoretical Approach

In the following sections, the researcher reviews the approaches in ICT research and
discusses why domestication theory, as opposed to other approaches was chosen as the
fundamental underlying theoretical approach in this thesis. The discussion begins with the
domestication theory used in this thesis and then, on order to better support why
domestication theory was chosen by the researcher, the other theories which are commonly

used in ICT research are also presented.

Pederson and Ling (2003) write that in studies of information and communication
technology adoption, different concepts, such as diffusion, adoption and domestication are
used to distinguish different research approaches. They contest that despite the diversity in
their approaches, the concepts actually have some commonalities. Researchers studying
adoption share a common interest in understanding how information technologies and

services are being utilized by different kinds of end users in different contexts. However,
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there are differences within the approaches and here the researcher makes a case for the

choice of domestication theory within this thesis.

2.4.1 Domestication Theory

Domestication is a concept within media and communications studies but also within
studies of the sociology of technology which has been developed to describe and analyse
processes of acceptance, rejection and use of media technologies. The emergence of the
domestication concept and application in technology related studies represented a shift
away from modes which assumed the adoption of new innovations to be rational, linear,
mono-causal and technologically determined. As a theoretical approach, domestication
considers the complexity of everyday life and the place of technology within it, with its
dynamics, rituals, rules, routines and patterns (Berker et al., 2006), thus offering a rich
framework with which to study technology adoption and use. A discussion of
domestication theory as well as the underlying social and technical approaches for

acceptance, adoption and use of technology and services follows.

Vuojarvi et al. (2010) write that domestication is a concept widely used by researchers to
explain how technologies and in particular media and computing technologies become part
of our everyday life. Silverstone (1992) writes that domestication is the process in which
the household and its surroundings, the private and the public and the moral and the formal

or objective economy are related to each other, becoming mutually constitutive.

Research using domestication typically studies the adoption and use of technology in
everyday life with the focuses being on the societal consequences of the domestication of
technology, and the process in which the use of technology becomes integrated into
everyday life. The domestication approach can be used to describe technological change in
a wide range of situations: from households to institutional settings, and provides a basis
for understanding the complex interrelationships of cultures and technologies as they

emerge in institutions and individuals (Silverstone and Hirsch, 1992). Berker et al. (2006)
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argue that as modern societies become increasingly technologically mediated,
understanding daily transactions with technologies on the streets, in schools, and in other

social circumstances becomes more and more important.

Conventionally, domestication is described as a process in which a wild animal is trained to
adapt to life in intimate association with and to the advantage of human beings (Webster’s
Dictionary, 2011). Domesticated animals, plants, and other organisms are those whose
collective behaviour, life cycle, or physiology has been altered as a result of their breeding
and living conditions under human control. The word domestication is also used as a
synonym of taming, and although this word can apply to a single animal, domestication can
describe a population or a species as a whole. Domestication theory tries to describe the
processes by which new technology is ‘tamed'’ by its users. First, technologies are integrated
into everyday life and adapted to daily practices. Secondly, the user and its environment

change and adapt accordingly.

Haddon (2004) provides the following as a description of the basic assumptions of the

domestication process:

Assumption 1: When we analyze technology, the emphasis should go beyond the
function of the technology. For an example, social symbolic meaning should be

considered (e.g. identity or status).

Assumption 2: Technology adoption is a process comprising the following steps:
e Appropriation
e Objectification
e Incorporation

e Conversion
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Assumption 3: The process of domestication reflects the overall scope of

technology adoption: from public domain (e.g. work) to private domain (e.g. home).

Assumption 4: Individuals, both end-users and non-users, have an influence on how

the technology is used.

2.4.2 Background of Domestication Theory

The model of domestication of technology was originally developed in order to explain the
processes of consumption of technologies used in the home, such as the telephone,
television, VCR or home computers (Silverstone et al., 1992; Silverstone, 1994; Silverstone
and Haddon, 1996; Lie and Sgrensen, 1996). The domestication approach was then mainly
concerned with the integration of new technologies into the domestic sphere and the ‘moral
economy’ of the household (Silverstone et al., 1992). In the concept of the “moral
economy”, “economy’ refers to the fact that households are economic entities in that their
contribution to the production and consumption are part of the general public economy. At
the same time, the household is also an economic entity which acts on its own. “Moral”
refers to the way that the meaning of public activities like work, relaxation or shopping are
negotiated through the knowledge, values, norms, assessment and the aesthetics within the
household. These aspects are the result of the “background and the biography of the

household, its separate members and of the in-house politics” (Pierson, 2006).

2.4.3 Components of Domestication Theory

Thus, the core idea in domestication theory is that objects and products go through a
process of domestication that renders them fit for use (or not) in the eyes of their owners or

users, and that this process consists of the four dimensions as described below.
Appropriation

An object or product whether purchased or acquired, goes through a process of

appropriation, whereby the individual or group take(s) possession of it. At this stage,
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objects acquire a meaning and become ‘authentic’ (Silverstone et al., 1992; Miller, 1987).
Ling (2004: 28) describes the appropriation stage as “the portion of the consumption
process in which a particular object leaves the commercial world and enters our sphere of

objects”

Objectification

Objectification then describes how and the extent to which an object finds a space and a
place in the geographical area it has entered (Silverstone et al., 1992). For instance,
domestic technologies entering the domestic sphere may not necessarily become integrated
into the domestic landscape immediately and their physical place in the household is often
the object of debates and negotiations. Any new object entering a given physical space is a
potential threat to the existing order of this space, its aesth