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ABSTRACT

There has been little research to examine the antecedents of social support in the setting of social
network sites (SNS). This study uses supplementary fit as an antecedent to explain why people can
perceive social support on SNS. The authors collect 550 validated questionnaires from Facebook,
Instagram, and PTT. The statistical results reveal the following findings: (1) value-based fit promotes
emotional and informational support but not instrumental support; (2) personality-based fit promotes
emotional and informational support but not instrumental support. The theoretical contributions are
as follows: First, social support was tested as a multi-dimensional factor, which can better identify
the types of supports people perceive from SNS. Second, supplementary fit acts as an antecedent to
clarify the conditions individuals’ perceive as social support, which facilitate a new path for both social
support and virtual communities research. Suggestions to facilitate valued-based and personality-
based fit on SNS are provided.
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INTRODUCTION

Social support refers to “an exchange of resources between two individuals perceived by the provider
or the recipient to be intended to enhance the well-being of the recipient” (Shumaker & Brownell,
1984). This interchange includes the direct and the buffering effect. The former can improve an
individual’s physical and mental health by immersing individuals in an environment full of positive
emotion. The latter can ease emotional pressure by providing resources and assistance to help enhance
an individual’s confidence and ability to cope with issues. Traditional applications of social support
focus on exploring linkages between specific health treatments and the support provided by people
around patients in real life settings (e.g., Kroenke et al., 2013; Lu & Hsu, 2013). They examined the
relationships between social mechanisms and the life quality of patients, and reported that larger
social networks and greater social support were related to better life quality and disease recovery.
However, with the increasing use of Social Network Sites (SNS), such as Facebook, Instagram and
Twitter, they are changing people’s social lives and the ways they interact with others. Hundreds of
millions of people access SNS as one of their daily activities to maintain existing social relationships
and make new friends.
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Although scholars reported the dark sides of SNS, such as cyberbullying, addictive use, trolling,
online witch hunts, fake news, stress, social comparison, and privacy abuse (e.g., Fox & Moreland,
2015; Baccarella et al., 2018), the trend of using SNS is unstoppable. Nevertheless, how people
obtain social support from SNS is still mysterious. Recent research has mentioned that users might
obtain social support from SNS (Lee, Noh & Koo, 2013; Oh, Ozkaya & LaRose, 2014; Lee, Chung
& Park, 2015). For example, Lee, Noh and Koo (2013) studied Korean Facebook users and reported
that self-disclosure positively affects social support, and social support positively affects well-being.
These studies regarded social support as a standalone variable and have not examined the types of
social support people perceive in a cyberspace setting. Traditional social support scholars (such as
Thoits, 1982; Shumaker & Brownell, 1984; Langford et al., 1997) considered social support as a
multi-dimensional variable. In this study, the authors believe that studying social support in a multi-
dimensional view can explore human behavior in depth in the virtual world. Also it will be helpful
for SNS companies to improve their systems to increase people’s well-being.

Although few recent studies have mentioned some factors positively influencing the perceived
social support, such as active Facebook use (Frison & Eggermont, 2016), authentic self-presentation
(Wang et al., 2019) and demographic features (Mishra & Saranath, 2019), there is a need to theoretically
explore the antecedents affecting the perceived social support in depth. A study by Mishra and Saranath
(2019) reported that personal traits like age, marital status, family income and education affects the
perceived social support and further leads mental adjustment to breast cancer patients. Their results
enlightened the research question of this study: why and in what conditions people can sense social
support in SNS. Similarity-Attraction theory (Kaptein et al., 2014) claims that individuals are more
attracted to those who are similar to them in terms of gender, growing background, personal traits,
values and socio-economic conditions. That is to say, people with high similarity are easier to become
significant others and then we are easier to perceive their social support. Therefore, this study applies
supplementary fit based on similarity of Person-Environment (P-E) fit to answer the research question.
Supplementary fit refers to similar or matching characteristics between a person and other group
members (Cable & Edwards, 2004). It occurs when “a person supplements, embellishes, or possesses
characteristics which are similar to other individuals in the environment” (Muchinsky & Monahan,
1987, p.269). From this point of view, we assume that individuals perceive greater social support
when supplementary fit occurs between the individual and other users in SNS.

In sum, this study intends to identify how supplementary fit affects people’s perceived social
support in the context of SNS. By doing so people’s interactions in SNS can be revealed, and then
methods to improve SNS can be proposed in order to increase users’ life satisfaction.

The rest of the paper is organized as follows. First the hypotheses and research framework
were developed based on social support and supplementary fit in the literature review section. The
methodology to collect and analyze the survey data was followed. Then, we presented the results of
analysis and discussed the findings. The conclusion section introduced the contributions, limitations
and future research opportunities.

LITERATURE REVIEW AND HYPOTHESES DEVELOPMENT

Social Support

Social support refers to the exchange of resources and the functions performed for individuals by
important people or secondary group members in order to enhance individuals’ well-being (Shumaker
& Brownell, 1984; Thoits, 2011). Social support occurs between people who are members of the same
network with strong ties (e.g. family members) or weak ties (e.g. Internet friends). In the context of
SNS, individuals interact through SNS platforms to gain emotional or practical support to satisfy
various demands and advance the ability to adapt the environment. User’ relationships on SNS tend
to be weak and need not be reciprocal or symmetric. People in different areas of the world can be
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part of an individual’s social support system as long as they are in the same SNS, for which they are
generally using a common platform, such as Facebook, Twitter or Instagram. One of the important
sources to improve people’s ability to adapt the environment is social support (Liu & Yu, 2013).
Individuals can reduce stress and cope with difficulties by receiving social support. Adequate and
proper social support helps individuals feel respected, cared for and belonging, thereby improving
their adaptability in life and study.

The methods for people to access social support in SNS is through the exchange of social cues.
For example, Facebook provides the tools such as comment, like, status update, share and private
messages. When a Facebook user updates his/her status (like from married to single) or post his/
her feelings, he/she not only express the experiences or thought but also disclose himself/herself to
Facebook friends. This disclosure would facilitate the communication between the individual and
Facebook friends, such as asking what happened by private messages or comments. Through the
interaction, Facebook friends may provide means to cope with unpleasant incidents or even help
solve the issues. With the processes of exchanging social cues, social support is accessed to improve
the well-begin for individuals.

A notable phenomenon is that social support may come from both SNS and people in real life.
By the nature of SNS, SNS friends are easy to make and lose, which means that you are easy to make
friends through SNS and easy to lose them once you do not contact them frequently. Sapiezynski
et al. (2018) studied 1000 closely interacting individuals for their online and offline behaviors, and
reported that 73% of Facebook friends met at least once during the research month, including 43%
who met outside of campus and 35% spent at least one hour together. This study gives a schema of
the structure of SNS friends: a big portion of SNS friends come from the real world friends. Thus,
the characteristics and development of SNS friend groups can be seen in similar terms as real world
groups. Since a certain fraction of SNS friends are generally from real life, social support would be
perceived from both sources. Thus SNS acts both as a platform providing social support and as a
transmitter that conveys “help” messages to SNS friends to request online or offline support. With
the fast development of SNS, the boundary of online and offline support is fading, but the importance
of SNS is definitely increasing. For example, a colleague asks you to provide a document for him
in the office. Then, you ask him to remind you in Facebook just in case of you forget. You send the
document to him through Facebook after you arrive at home. Is this support online or offline? We
think this support is mixed and similar scenario happens every day in our lives. Therefore, identifying
online and offline support in SNS context is unnecessary. So in this study, we do not differentiate
online and offline support because they are blended in our lives.

Although online and offline support is not identified in this study, we believe that identifying
the type of social support in SNS is crucial. Social support comprises different types of tangible and
intangible resources and it flows through a variety of channels, such as face-to-face, phone, email or
SNS. Different types of supports may be more or less appropriate for different channels to exchange
social cues among people (Lu & Hampton, 2016). For example, borrowing a cup of salt needs to be
done face-to-face while comforting someone for the loss of love can be managed by phone. However,
what kind of supports are suitable to provide in SNS and in what conditions the supports can be
accessed smoothly are important for researchers and SNS managers. To dig this issue in depth,
classifying social support is the key to understand the relationships between resources exchange and
people’s interactions.

Thoits (1982, p148) defined social support as “the subset of persons in the individual’s total
social support network upon whom he/she relies for socioemotional aid, instrumental aid, or both.”
Some scholars (Shumaker & Brownell, 1984; Langford et al., 1997) have explained that social
support is multi-dimensional and is an inter-personal transaction system involving one or more of the
following aids: (1) emotional, (2) instrumental, (3) information, or (4) appraisal. Emotional support
implies the demonstrations of love and caring, esteem and value, encouragement, and sympathy.
Instrumental support includes the offering of behavioral or material assistance with practical tasks or

42



International Journal of E-Business Research
Volume 17 « Issue 4

Table 1. The definitions of three social support dimensions

Construct Definition
Emotional support the demonstrations of love and caring, esteem and value, encouragement, and
sympathy
Informational support the supply of facts or suggestions that help individuals deal with issues
Instrumental support the offering of behavioral or material assistance with practical tasks or problem
solving, such as touchable things and services.

problem solving, such as touchable things and services. Informational support is the supply of facts
or suggestions that help individuals deal with issues. Appraisal support refers to the feedback about
the person’s interpretation of a situation and guidance regarding possible courses of action, such as
information relevant to self-evaluation. However, in the context of SNS, information and appraisal
support can be combined because they both concern with the provision of information, procedures and
actions to solve an individual’s issues. Thus, we synthesize social support for our study as emotional,
informational and instrumental support. Table 1 summarizes the definitions of the three constructs.

Supplementary Fit

The Person-Group fit, as developed from the Person-Environment fit, explains how individuals
perceive fit relationships with others in groups. It can be conceptualized as supplementary fit based
on similarity of person and the environment, and as complementary fit based on how well a person or
environment meets the needs or demands of the others (Kristof-Brown et al., 2005b). In our research
context, SNS provides the environment for people to interact upon it. Although different SNS platforms
have different functions and interfaces, their ultimate purposes which link and tie people together
are the same. Thus, we regard the environment as a constant instead of a variable. Additionally, the
Similarity-attraction effect explains that when people find similarities between them and others,
even mediated though SNS, they become more attracted to each other. This kind of relationships
which include like-minded individuals and sharing the same viewpoints allow them to feel they are
accepted by others, thus their confidences are enhanced and the relationships are reinforced. To sum,
by eliminating the influence of environment in Person-Group fit, the main effect of affecting behaviors
in SNS is human itself. Thus, supplementary fit is extracted to apply to this study.

Supplementary fit can be classified into value-based fit and personality-based fit (Seong &
Kristof-Brown, 2012). The former stresses on the match of personal value while the latter focuses
on the match of personal traits between individuals and other group members. It occurs when “a
person supplements, embellishes, or possesses characteristics which are similar to other individuals
in the environment” (Muchinsky & Monahan, 1987, p.269). Supplementary fit has been shown to be
positively associated with team commitment, employee voice, work satisfaction, cohesion, positive
affect, individual and team performance, and job retention (Seong & Kristof-Brown, 2012; Kristof-
Brown et al., 2005a; Kristof-Brown et al., 2005b; Sortheix & Lonngvist, 2015; Youngs, Miller &
Perrone, 2017). These studies show that higher supplementary fit encourages more positive attitudes
and discretionary behaviors that support team goals. These attitudes and behaviors imply that different
types of social support are likely to be provided reciprocally in a working team, thereby improving team
performance and satisfaction. That means supplementary fit may facilitate the norms and intentions
to provide support to other members for all group members. Thus supplementary fit is selected as
the predictor to explain why people are able to perceive social support in SNS.
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Value-Based Fit vs. Social Support

Sortheix and Lonnqvist (2015) reported that person-group value congruence is related to positive
interpersonal relationships, positive affect and less psychological stress. Furthermore, positive
interpersonal relationships facilitate the effects of value congruence on higher subjective well-being.
Value congruence has been reported to positively relate to work engagement and promote intrinsic
motivation, and thereby facilitate individuals’ devotion to their work (Sortheix, Dietrich, Chow &
Salmela-Aro, 2013; Li, Wang, You & Gao, 2015). These studies indicate that when the match of value
congruence is high between an individual and others, individuals would perceive better interpersonal
relationships, better group atmosphere, and higher motivation to do something good for the group.
Moreover, individuals are also able to perceive high levels of support from other members.

In the context of SNS, value-based fit is concerned with value congruence between individuals
and their SNS friends. Group norms are developed by value to guide the beliefs and behaviors between
individuals and their SNS friends. Individuals use values to decide the degree of their participations
in SNS activities. The match between an individual’s values and their friends’ values can facilitate
their interactions, which can further improve harmonious relationships between them. So individuals
may perceive more support from their SNS friends. Thus, we assume that value-based fit promotes
the higher levels of perceived social support, including emotional, instrumental and information
support. Hypothesis 1 to 3 are stated below.

H1: Value-based fit promotes the greater perceived emotional support for individuals.
H2: Value-based fit promotes greater perceived instrumental support for individuals.
H3: Value-based fit promotes greater perceived informational support for individuals.

Personality-Based Fit vs. Social Support

Personality-based fit focuses on personality congruence, which is based on the social identity concept
that individuals inspire their self-concepts by joining groups with similar personality traits (Tsui, Egan
& O’Reilly, 1992). Past studies have reported that personality-based fit facilitates employees’ work
satisfaction, commitment and agreeableness, as well as the longevity of lover partnerships (Pavot, Fujita
& Diener, 1997; Rammstedt, Spinath, Richter & Schupp, 2013; Christiansen, Sliter & Frost, 2014).
A study by Al-Adwan and Kokash (2019) reported that social familiarity impacts trust and further
facilitates purchase intention on Facebook. These studies promoted that people perceive themselves
as fitting in groups because the others have similar personality traits. They feel more comfortable
working with others when they perceive as similar and are able to focus more on job-related tasks,
thus in turn improving their job performance and subjective well-being.

Personality, in this study, refers to a stable characteristic that are related to behavior, rather
than being related to demographic variables (such as race, age, or gender). In the context of SNS,
personality-based fit implies a psychological and behavioral compatibility between individuals and
their SNS friends. When personality-based fit happens, individuals are cozy to assist others. Therefore,
a harmonious environment and resource-sharing behaviors would be developed between individuals
and their SNS friends. Thus, consistent with studies reporting positive relationships between
personality-based fit and the perception of social support (Lewis, Bates, Posthuma & Polderman,
2014; Hyde, Gorka, Manuck & Hariri, 2011; Cukrowicz, Franzese, Thorp, Cheavens & Lynch, 2008),
we assume that personality-based fit increases the exchange of social support, including emotional,
instrumental and information support. Hypothesis 4 to 6 are stated below.

H4: Personality -based fit promotes the greater perceived emotional support for individuals.
HS5: Personality -based fit promotes the greater perceived instrumental support for individuals.
H6: Personality -based fit promotes the greater perceived informational support for individuals.
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Figure 1. Preliminary conceptual model
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To summarize the proposed hypotheses, the preliminary conceptual model is shown in Figure 1.

RESEARCH METHODOLOGY

Measurement Development

For value-based fit, we used Cable and DeRue’s (2002) three-item measure assessing perceived
value congruence between individuals and their SNS friends. Items included: “The things I value
in life are very similar to the things that my SNS friends’ value;” “My personal values match my
SNS friends’ values;” and “My SNS friends’ values provide a good fit with the things I value in
life.” Personality-based fit items were also based on Cable and DeRue (2002), including: “I feel my
personality matches my SNS friends’ image;” “My personality matches my SNS friends’ personalities;”
and “My personality provides a good fit with my SNS friends’ personalities.”

The measurement items to test social support were developed by Leung and Lee (2005). The
items of emotional support included: “My SNS friends show me love and affection,” “make me feel
wanted,” “comfort me sincerely,” and “listen to me when I need someone to talk to.” The items of
instrumental support included: “My SNS friends help me with daily chores,” “help me if I get sick,”
“give me practical assistance if I am unable to do something by myself.” The items of informational
support included: “My SNS friends advise me on what I really want,” “give me good advice about
a crisis,” “give me information to help understand a situation,” and “give me suggestions about how
to deal with problems”.

Firstly, two professors in the area of Information Systems reviewed the measurement items.
Furthermore, a pilot test was conducted with 20 ethnically Chinese undergraduate students in Taiwan.
Their feedbacks were used to improve the measurements to ensure the content validity. Some sentences
were revised to clarify the statements and make them more suitable to this research. All items used
a five-point Likert scale ranging from “strongly disagree (1)” to “strongly agree (5)”.

Data Collection and Analysis

To examine the proposed hypotheses, we conducted a snowball rolling sampling method on Facebook
and Instagram. We sent the online questionnaire link to Facebook and Instagram friends, asked them
to complete the online questionnaire or forward the link to their friends. PTT (https://term.ptt.cc/) is
a popular bulletin board system in Taiwan with more than 1500 thousands registers and a variety of
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active users. We used random sampling technique to regularly post invitation letters welcome PTT
users to fill in our online survey. To facilitate the initiatives to participate our survey, $100 coupons
were provided for the lucky participants. We first asked the subjects to identify the most frequently
used SNS, and then asked them to answer the questions according to their feelings regarding to the
interactions with their friends in the most frequently used SNS. Data collection lasted one month
and 550 validated questionnaires were collected. The top three of the most frequently used SNS were
Facebook, Line and Instagram. Most subjects had a bachelor or higher education (90%), only 10% had
high school or lower education. There were more females (55%) than males (45%). The age ranged
from 25 to 35 accounted for 84% of the total participants.

Confirmatory Factor Analysis (CFA) which validates the measurement model was realized by
LISREL 8.72. The criteria for the five constructs, such as reliability, Average Variance Extracted
(AVE), Composite Reliability (CR) and correlations, were shown in Table 3. Construct reliability and
validity were presented to assess the measurement model. The reliability was evaluated by Cronbach’s
coefficient alpha. Construct validity was evaluated by convergent validity and discriminate validity.
Three criteria were applied to validate convergent validity: (a) all factor loadings should be significant
and exceed 0.50; (b) CR should be greater than 0.70; and (c) AVE should be over 0.50. All of our
indicator factor loadings were greater than 0.50 and were significant at p=0.01(see Table 2). The CR
values of the five constructs were between 0.89 and 0.91, which were all above the criterion 0.70.
Additionally, AVE values were all above 0.50. These results indicate that all three conditions for
convergent validity were met. Also, Bagozzi and Yi (1988) suggested using SMC (Squared Multiple
Correlation) to assess internal structural fit. Our SMC values were all above 0.50 (Table 2), indicating
good reliability.

Discriminate validity was assessed by the square root of the AVE values shown on the diagonal
(initalics) in Table 3. Our values (0.82~0.89) were greater than the correlations between any pairs of
constructs located in their horizontal lines and vertical columns. This result proves that AVE values
for the five constructs were higher than the variance due to measurement error. Thus, each construct
was confirmed as distinct and meeting discriminate validity. Additionally, we calculated VIF (Variance
Inflation Faction) of two exogenous variables (Value-based fit and Personality-based fit) and found
their values were below 10 (from 1.0-2.3). Furthermore, by observing correlation matrix in Table 3,
their values were below 0.8. Thus, there was no multicollinearity phenomenon.

The model was tested by Lisrel 8.8. The overall fit of the proposed structural model was quite
satisfactory (e.g., ¥2 = 750.50, df = 258, x2/df=2.90, RMSEA = 0.076, CFI = 0.98, IFI=0.98, GFI =
0.89, AGFI=0.88). Although y2 was high (¥y2=750.50), the value of (Chi-square/degree of freedom)
was less than 3 and the GFI and AGFI were close to 0.90. In addition, the RMSEA value was under
the acceptable value of 0.08. CFI and IFI both presented good fitness.

Figure 2 shows the path diagram of the framework constructed by Lisrel 8.8. Hypotheses 1,
2 and 3 examined the links between value-based fit and three kinds of social support (emotional,
instrumental and informational support). Value-based fit was significantly related to emotional and
informational support, while value-based fit was insignificantly related to instrumental support.
Therefore, hypotheses 1 and 3 were supported but hypothesis 2 was not. Hypotheses 4, 5 and 6
examined the effect of personality-based fit on three kinds of social support (emotional, instrumental
and informational support). Based on path significance, the links between personality-based fit and
emotional support and informational support were significant, though the link between personality-
based fit and instrumental support was insignificant. Thus, Hypotheses 4 and 6 were supported but
Hypothesis 5 was not.

DISCUSSION

Hypotheses 1 and 3 were supported but hypothesis 2 was not, which demonstrates that the perceived
emotional and informational support were related to value-based fit, but the perceived instrumental
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Table 2. Measurement items, factor loading, error, t-value, SMC*

Construct Items Factor loading error t-value SMC
Value-based fit Vbfl 0.73 0.14 13.24 0.62
Vbf2 0.74 0.12 12.58 0.69
Vbf3 0.75 0.17 13.58 0.70
Personality-based fit Pbf1 0.69 0.14 10.77 0.58
Pbf2 0.67 0.15 11.67 0.56
Pbf3 0.82 0.24 13.66 0.72
Emotional support Emsl 0.71 0.28 13.87 0.62
Ems2 0.79 0.15 10.36 0.70
Ems3 0.75 0.15 10.98 0.68
Ems4 0.77 0.27 14.49 0.69
Instrumental support Its1 0.75 0.21 13.86 0.71
Tts2 0.92 0.27 12.18 0.75
Its3 0.85 0.27 12.18 0.73
Informational support Ifsl1 0.72 0.29 15.03 0.63
Ifs2 0.74 0.22 9.71 0.64
Ifs3 0.81 0.30 10.77 0.70
Ifs4 0.82 0.28 12.11 0.71

*SMC: Squared Multiple Correlation

support was not related to valued-based fit. This means that individuals perceive more emotional and

informational support when the value match occurs between the individuals and their SNS friends. In

addition, hypotheses 4 and 6 were supported but hypothesis 5 was not, which proves that the perceived
emotional and informational support were related to personality-based fit, but perceived instrumental
support was not related to personality-based fit. That is to say, individuals perceive more emotional
and informational support when the personality trait match occurs. Although little literature has
reported empirical findings corresponding to our results, our validated hypotheses (H1, H3, H4 and
H6) were implicitly agreement with past studies. Such as Sortheix and Lonnqvist (2015) reported
that value congruence impacts positive affect, which corresponds to our hypothesis 1. Christiansen

Table 3. Alpha, CR, AVE and correlation matrix for constructs

Construct Mean S.D. C1 C2 C3 C4 Cs Alpha* CR® AVEs*
C1 Value 4.15 090 | 0.89¢ 0.84 0.91 0.79
C2 Personality 4.13 0.80 0.48 0.86 0.90 0.89 0.75
C3 Emotional 4.17 0.97 053 |[0.68 |[0.85 0.90 0.91 0.72
C4 Instrumental 3.93 0.98 0.42 0.65 0.23 0.86 0.87 0.89 0.74
C5 Informational 4.12 0.84 |0.62 |0.60 |041 046 | 082 |0.89 0.89 0.68

aInternal Consistency Reliability (Cronbach’s coefficient alpha).

®Composite Reliability

Average Variance Extracted

9The diagonal (in italics) shows the square root of the average variance extracted for each construct.
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Figure 2. Statistical analysis of the model (*** p<0.01)
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et al. (2014) found that misfit between personality and the jobs may result in low work satisfaction,
which implies that workers’ distress leads worse communication and information exchange with
others. This corresponds to our hypothesis 6.

Hypothesis 2 and 5 were not supported, which raises an interesting question “can instrumental
support exist on SNS?”. In practice, all types of social support play their own roles in different stages
and situations. Kroenke et al. (2013) studied that how social relationships influence quality of life in
3,139 female breast cancer survivors in a real world setting. They reported that each type of support
(tangible, emotional/informational, affection, positive social interaction) is important depending
on outcome, stage, and treatment status. Emotional/informational support is the most commonly
considered benefit of social relationships, and is related to higher social and emotional well-being.
Tangible support is important for physical outcomes. Positive social interaction is the most predictive
variable for quality of life. The transmission of informational and emotional support through online
social networks has been demonstrated (Coulson, 2005; Bambina, 2006; Wang, Kraut & Levine,
2012). For example, Wang, Kraut and Levine (2012) studied informational and emotional support
in an online cancer support group, and reported that informational support is negatively related to
the length of the members remained in the group, and emotional support is positively related to it.
They speculated that informational support satisfies members’ short-term information needs while
emotional support enhances members’ relationships with other group members.

However, Liu and Yu (2013) studied the relationships between Facebook use, online social support,
general social support and psychological well-being. They found that general social support mediates
the relationships between online social support and psychological well-being. They speculated that
online social support contains only a subscale of social support (e.g., emotional, informational, and
companionship support), but general social support includes emotional, informational, companionship,
and instrumental support. That is to say, the perceived instrumental support only exists in real life
instead of virtual environment, which implies that SNS users only perceive emotional and informational
support but not instrumental support. Instrumental support is about behavioral or material assistance
with practical tasks or problems, such as goods and services. These tangible aids need to be engaged
in a real life. However, the SNS platform still acts as a transmitter to convey help messages to SNS
friends, and then individuals can obtain the practical assistance in a real life.

We argued that the supplementary fit theory needs to be revised to adapt to research context when
future research applies it on social network environments. A significant discrepancy with previous
studies is our research settings. Most supplementary fit studies have focused on working groups with
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strong ties and fixed compositions (ex. Kristof-Brown et al., 2005b; Sortheix & Lonnqvist, 2015).
People who are in working groups always share the same goals, have similar background or work in
the same organization. Additionally, the group compositions are relatively static and do not change
frequently. Since individuals may work together eight hours per day, five days per week, group members
are familiar with each other’s “working side” sense of value and personality. But our study focuses on
SNS interactions which have weak ties. People on SNS are not hanging out together as intensively as
in a work environment and the most common mode of communication method is typing text, rather
than of face to face communication. The value and personality people exhibit on SNS might be very
different from those shown in the working group. Although some of individuals’ SNS friends are
who they know from real life, individuals may perceive “another side” sense of value and personality
for their SNS friends, which could be very distinct from being in working group.

Supporting this point of view is the study by Seong et al. (2012) reported that all types of
supplementary fits are often highly correlated since they are evaluated through subjects’ perceptions
rather than by objective measures. For example, Kristof-Brown (2000) found that recruiters’
perceptions of applicants’ values-based fit and personality-based fit were highly significantly
correlated (r=0.72, p<0.05). It was suggested that individuals separately evaluate different types of
fits with specific properties of working teams and then combine them to form an overall perception
of fit with the working environment (Jansen & Kristof-Brown, 2005). However, in our study the
correlation coefficient of value-based fit and personality-based fit was 0.48 (see Table 3), indicating
mild correlation, which did not fully support their claim. This may be because individuals can evaluate
the value and personality of their SNS friends and consider them as separate characteristics instead of
aggregating them into a composite assessment. When people are using SNS, their attitudes towards
judging people could be more relaxed, playful, not goal-orientated, and less affected by peer pressure
than when working in a group.

CONCLUSION

This study has integrated supplementary fit theory and social support theory to form a unique model
to explain why people can perceive social support and what kinds of social support people can
perceive in a SNS setting. The results showed that both greater value-based fit and personality-based
fit promote higher perceived emotional and informational support. Although the relationships between
valued-based fit and personality-based fit and instrumental support were not confirmed, we believe
that SNS acts to connect the virtual and real worlds by transmitting messages calling for instrumental
support due to the importance of instrumental support in our real life.

This study made three main theoretical contributions. First, in contrast to previous studies
regarding social support as a single-dimensional factor, this study conceptualized it as a multi-
dimensional factor composed of emotional, informational and instrumental support, which can refine
future social support research. Second, we extended social support research to SNS environment.
Traditional social support research focused on real life groups, such as patient support groups. In
contrast, this study examined social support in SNS, a setting with properties different from traditional
groups. Due to the rapid development of SNS, it is used not only by individuals in general, but also
specific groups use it to engage in particular activities. For example, a patient support group may
use Facebook or Instagram to support online psychological treatment. Therefore, this study can be
a useful reference for future research on similar settings. Third, the study applied value-based fit
and personality-based fit as antecedent variables to explain why social support can be perceived on
SNS, and there has been little research on this issue. Results of this study illuminated a new path for
research on both social support study and virtual communities.

For practical contributions, in order to improve valued-based fit and personality-based fit, we
suggested that SNS platforms could add a function to recommend friends with similar values and
personality. Currently, Facebook recommends potential friends according to friends they have in
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common. That means, two strangers may receive an invitation to become friends if they have a common
friend, indicating that the recommendation system works based on social networks. But if Facebook
could synthesize individuals’ background, location, demographic information, posted article, interests
and even browsing history to recommend potential friends, individuals might be able to make more
friends with similar values and personality, which enables to perceive higher social support.

One limitation of this study is noteworthy. We developed hypotheses based on general SNS.
However, exclusive SNS platforms for some specific groups, like researchers or lawyers, is a trend.
Different SNS platform may have different properties that affect the form of supplementary fit and
perceived social support, especially these exclusive SNS platforms. These people join SNS for special
purposes and the composition is simplex. Thus, their value and personality congruence could be higher
than general SNS and the perceived social support could be divergent from general SNS. Therefore,
this limitation leads to the future work that refining social support and extending the antecedents of
perceived social support for specific SNS communities would be an interesting topic.

Conflicts of Interest

We wish to confirm that there are no known conflicts of interest associated with this publication and
there has been no significant financial support for this work that could have influenced its outcome.

Funding Statement

No funding was received for this work.

Process Dates:
Received: July 29, 2020, Revision: February 2, 2021, Accepted: March 22, 2021

Corresponding Author:
Correspondence should be addressed to Ying Chieh Liu; allanliu364 @hotmail.com

50



International Journal of E-Business Research
Volume 17 « Issue 4

REFERENCES

Al-Adwan, A. S., & Kokash, H. (2019). The driving forces of Facebook social commerce. Journal of Theoretical
and Applied Electronic Commerce Research, 14(2), 15-32. doi:10.4067/S0718-18762019000200103

Baccarella, C. V., Wagner, T. F., Kietzmann, J. H., & McCarthy, I. P. (2018). Social media? It’s serious!
Understanding the dark side of social media. European Management Journal, 36(4), 431-438. doi:10.1016/].
emj.2018.07.002

Bambina, A. (2006). Online social support: the interplay of social networks and computer-mediated
communication. Cambria Press.

Bagozzi, R. P., & Yi, Y. (1988). On the evaluation of Structural Equation Models. Journal of the Academy of
Marketing Science, 16(1), 74-94. doi:10.1007/BF02723327

Cable, D. M., & Edwards, J. R. (2004). Complementary and supplementary fit: A theoretical and empirical
integration. The Journal of Applied Psychology, 89(5), 822-834. doi:10.1037/0021-9010.89.5.822
PMID: 15506863

Christiansen, N., Sliter, M., & Frost, C. T. (2014). What employees dislike about their jobs: Relationship between
personality-based fit and work satisfaction. Personality and Individual Differences, 71, 25-29. doi:10.1016/].
paid.2014.07.013

Coulson, N. S. (2005). Receiving social support online: An analysis of a computer-mediated support group for
individuals living with irritable bowel syndrome. Cyberpsychology & Behavior, 8(6), 580-584. doi:10.1089/
¢pb.2005.8.580 PMID:16332169

Cukrowicz, K., Franzese, A., Thorp, S., Cheavens, J., & Lynch, T. (2008). Personality traits and perceived social
support among depressed older adults. Aging & Mental Health, 12(5), 662—-669. doi:10.1080/13607860802343258
PMID:18855183

Frison, E., & Eggermont, S. (2016). Exploring the relationships between different types of Facebook use,
perceived online social support, and adolescents’ depressed mood. Social Science Computer Review, 34(2),
153-171. doi:10.1177/0894439314567449

Fox, J., & Moreland, J. J. (2015). The dark side of social networking sites: An exploration of the relational and
psychological stressors associated with Facebook use and affordances. Computers in Human Behavior, 45,
168-176. doi:10.1016/j.chb.2014.11.083

Hyde, L. W., Gorka, A., Manuck, S. B., & Hariri, A. R. (2011). Perceived social support moderates the link
between threat-related amygdala reactivity and trait anxiety. Neuropsychologia, 49(4), 651-656. doi:10.1016/].
neuropsychologia.2010.08.025 PMID:20813118

Jansen, K. J., & Kristof-Brown, A. L. (2005). Marching to the beat of a different drummer: Examining the impact
of pacing congruence. Organizational Behavior and Human Decision Processes, 97(2), 93—105. doi:10.1016/j.
obhdp.2005.03.005

Kaptein, M., Castaneda, D., Fernandez, N., & Nass, C. (2014). Extending the Similarity-Attraction effect: The
effects of when similarity in computer mediated communication. Journal of Computer-Mediated Communication,
16(3), 342-357. doi:10.1111/jcc4.12049

Kroenke, C. H., Kwan, M. L., Neugut, A. I, Ergas, 1. J., Wright, J. D., Caan, B. J., Hershman, D., & Kushi, L.
H. (2013). Social networks, social support mechanisms, and quality of life after breast cancer diagnosis. Breast
Cancer Research and Treatment, 139(2), 515-527. doi:10.1007/s10549-013-2477-2 PMID:23657404

Kristof-Brown, A. L. (2000). Perceived applicant fit: Distinguishing between recruiters’ perceptions of person-job
and person-organization fit. Personnel Psychology, 53(3), 643—-671. doi:10.1111/j.1744-6570.2000.tb00217.x

Kristof-Brown, A. L., Barrick, M. R., & Stevens, C. K. (2005a). When opposites attract: A multi-sample
demonstration of complementary person-team fit on extraversion. Journal of Personality, 73(4), 953-957.
doi:10.1111/j.1467-6494.2005.00334.x PMID:15958140

51


http://dx.doi.org/10.4067/S0718-18762019000200103
http://dx.doi.org/10.1016/j.emj.2018.07.002
http://dx.doi.org/10.1016/j.emj.2018.07.002
http://dx.doi.org/10.1007/BF02723327
http://dx.doi.org/10.1037/0021-9010.89.5.822
http://www.ncbi.nlm.nih.gov/pubmed/15506863
http://dx.doi.org/10.1016/j.paid.2014.07.013
http://dx.doi.org/10.1016/j.paid.2014.07.013
http://dx.doi.org/10.1089/cpb.2005.8.580
http://dx.doi.org/10.1089/cpb.2005.8.580
http://www.ncbi.nlm.nih.gov/pubmed/16332169
http://dx.doi.org/10.1080/13607860802343258
http://www.ncbi.nlm.nih.gov/pubmed/18855183
http://dx.doi.org/10.1177/0894439314567449
http://dx.doi.org/10.1016/j.chb.2014.11.083
http://dx.doi.org/10.1016/j.neuropsychologia.2010.08.025
http://dx.doi.org/10.1016/j.neuropsychologia.2010.08.025
http://www.ncbi.nlm.nih.gov/pubmed/20813118
http://dx.doi.org/10.1016/j.obhdp.2005.03.005
http://dx.doi.org/10.1016/j.obhdp.2005.03.005
http://dx.doi.org/10.1111/jcc4.12049
http://dx.doi.org/10.1007/s10549-013-2477-2
http://www.ncbi.nlm.nih.gov/pubmed/23657404
http://dx.doi.org/10.1111/j.1744-6570.2000.tb00217.x
http://dx.doi.org/10.1111/j.1467-6494.2005.00334.x
http://www.ncbi.nlm.nih.gov/pubmed/15958140

International Journal of E-Business Research
Volume 17 « Issue 4

Kristof-Brown, A. L., Zimmerman, R. D., & Johnson, E. C. (2005b). Consequences of individuals’ fit at work: A
meta-analysis of person-job, person-organization, person-group, and person-supervisor fit. Personnel Psychology,
58(2), 281-342. doi:10.1111/j.1744-6570.2005.00672.x

Kroenke, C. H., Kwan, M. L., Neugut, A. 1., Ergas, 1. J., Wright, J. D., Caan, B. J., Hershman, D., & Kushi, L.
H. (2013). Social networks, social support mechanisms, and quality of life after breast cancer diagnosis. Breast
Cancer Research and Treatment, 139(2), 515-527. doi:10.1007/s10549-013-2477-2 PMID:23657404

Langford, C., Bowsher, J., Maloney, J., & Lillis, P. P. (1997). Social support: A conceptual analysis. Journal of
Advanced Nursing, 25(1), 95-100. doi:10.1046/j.1365-2648.1997.1997025095.x PMID:9004016

Lee, K. T., Noh, M. J., & Koo, D. M. (2013). Lonely people are no longer lonely on social networking sites:
The mediating role of self-disclosure and social support. Cyberpsychology, Behavior, and Social Networking,
16(6), 413-418. doi:10.1089/cyber.2012.0553 PMID:23621716

Lee, S., Chung, J. E., & Park, N. (2015). Linking cultural capital with subjective well-being and social
support: The role of communication networks. Social Science Computer Review, 34(2), 172-196.
doi:10.1177/0894439315577347

Leung, L., & Lee, P. S. N. (2005). Multiple determinants of life quality: The roles of Internet activities, use of
new media, social support, and leisure activities. Telematics and Informatics, 22(3), 161-180. doi:10.1016/j.
tele.2004.04.003

Lewis, G.J., Bates, T. C., Posthuma, D., & Polderman, T. J. C. (2014). Core dimensions of personality broadly
account for the link from perceived social support to symptoms of depression and anxiety. Journal of Personality,
84(2), 329-339. doi:10.1111/jopy.12064 PMID:23957560

Li, M., Wang, Z., You, X., & Gao, J. (2015). Value congruence and teachers’ work engagement: The mediating
role of autonomous and controlled motivation. Personality and Individual Differences, 80(July), 113-118.
doi:10.1016/j.paid.2015.02.021

Liu, C.-Y., & Yu, C.-P. (2013). Can Facebook use induce well-being? Cyberpsychology, Behavior, and Social
Networking, 16(9), 674—679. doi:10.1089/cyber.2012.0301 PMID:24028138

Lu,F.J.H,, & Hsu, Y. (2013). Injured athletes’ rehabilitation beliefs and subjective well-being: The contribution
of hope and social support. Journal of Athletic Training, 48(1), 92-98. do0i:10.4085/1062-6050-48.1.03
PMID:23672330

Lu, W., & Hampton, K. N. (2016). Beyond the power of networks: Differentiating network structure
from social media affordances for perceived social support. New Media & Society, 19(6), 861-879.
doi:10.1177/1461444815621514

Mishra, V. S., & Saranath, D. (2019). Association between demographic features and perceived social support in
the mental adjustment to breast cancer. Psycho-Oncology, 28(3), 629-634. doi:10.1002/pon.5001 PMID:30664304

Muchinsky, P. M., & Monahan, C. J. (1987). What is person—environment congruence? Supplementary versus
complementary models of fit. Journal of Vocational Behavior, 31(3),268-277. doi:10.1016/0001-8791(87)90043-
1

Oh, H. J., Ozkaya, E., & LaRose, R. (2014). How does online social networking enhance life satisfaction? The
relationships among online supportive interaction, affect, perceived social support, sense of community, and life
satisfaction. Computers in Human Behavior, 30(1), 67-78. doi:10.1016/j.chb.2013.07.053

Pavot, W., Fujita, F., & Diener, E. (1997). The relation between self-aspect congruence, personality and subjective
well-being. Personality and Individual Differences, 22(2), 183—-191. doi:10.1016/S0191-8869(96)00196-1

Rammstedt, B., Spinath, F. M., Richter, D., & Schupp, J. (2013). Partnership longevity and personality congruence
in couples. Personality and Individual Differences, 54(7), 832-835. doi:10.1016/j.paid.2012.12.007

Sapiezynski, P., Stopczynski, A., Wind, D. K., Leskovec, J., & Lehmann, S. (2018). Offline behaviors of online
friends. Retrieved 05.30, 2019, from https://arxiv.org/abs/1811.03153

Shumaker, S. A., & Brownell, A. (1984). Toward a theory of social support: Closing conceptual gaps. The
Journal of Social Issues, 40(4), 11-36. doi:10.1111/j.1540-4560.1984.tb01105.x

52


http://dx.doi.org/10.1111/j.1744-6570.2005.00672.x
http://dx.doi.org/10.1007/s10549-013-2477-2
http://www.ncbi.nlm.nih.gov/pubmed/23657404
http://dx.doi.org/10.1046/j.1365-2648.1997.1997025095.x
http://www.ncbi.nlm.nih.gov/pubmed/9004016
http://dx.doi.org/10.1089/cyber.2012.0553
http://www.ncbi.nlm.nih.gov/pubmed/23621716
http://dx.doi.org/10.1177/0894439315577347
http://dx.doi.org/10.1016/j.tele.2004.04.003
http://dx.doi.org/10.1016/j.tele.2004.04.003
http://dx.doi.org/10.1111/jopy.12064
http://www.ncbi.nlm.nih.gov/pubmed/23957560
http://dx.doi.org/10.1016/j.paid.2015.02.021
http://dx.doi.org/10.1089/cyber.2012.0301
http://www.ncbi.nlm.nih.gov/pubmed/24028138
http://dx.doi.org/10.4085/1062-6050-48.1.03
http://www.ncbi.nlm.nih.gov/pubmed/23672330
http://dx.doi.org/10.1177/1461444815621514
http://dx.doi.org/10.1002/pon.5001
http://www.ncbi.nlm.nih.gov/pubmed/30664304
http://dx.doi.org/10.1016/0001-8791(87)90043-1
http://dx.doi.org/10.1016/0001-8791(87)90043-1
http://dx.doi.org/10.1016/j.chb.2013.07.053
http://dx.doi.org/10.1016/S0191-8869(96)00196-1
http://dx.doi.org/10.1016/j.paid.2012.12.007
https://arxiv.org/abs/1811.03153
http://dx.doi.org/10.1111/j.1540-4560.1984.tb01105.x

International Journal of E-Business Research
Volume 17 « Issue 4

Seong, J. Y., & Kristof-Brown, A. L. (2012). Testing multidimensional models of person-group fit. Journal of
Managerial Psychology, 27(6), 536-556. doi:10.1108/02683941211252419

Seong, J. Y., Kristof-Brown, A. L., Park, W.-W., Hong, D.-S., & Shin, Y. (2012). Person-Group Fit: Diversity
antecedents, proximal outcomes, and performance at the group level. Journal of Management, 41(4), 1184-1213.
doi:10.1177/0149206312453738

Sortheix, F. M., & Lonngvist, J.-E. (2015). Person-Group Value Congruence and Subjective Well-Being in
Students from Argentina, Bulgaria and Finland: The Role of Interpersonal Relationships. Journal of Community
& Applied Social Psychology, 25(1), 34—48. doi:10.1002/casp.2193

Sortheix, F. M., Dietrich, J., Chow, A., & Salmela-Aro, K. (2013). The role of career values for work engagement
during the transition to working life. Journal of Vocational Behavior, 83(3), 466-475.Thoits, P. A. (1982).
Conceptual, methodological, and theoretical problems in studying social support as a buffer against life stress.
Journal of Health and Social Behavior, 23(2), 145-159. PMID:23598897

Thoits, P. A. (1982). Conceptual, methodological, and theoretical problems in studying social support as a buffer
against life stress. Journal of Health and Social Behavior, 23(2), 145-159. doi:10.2307/2136511 PMID:7108180

Thoits, P. A. (2011). Mechanisms linking social ties and support to physical and mental health. Journal of Health
and Social Behavior, 52(2), 145-161. doi:10.1177/0022146510395592 PMID:21673143

Tsui, A. S., Egan, T. D., & O’Reilly, C. A. (1992). Being different: Relational demography and organizational
attachment. Administrative Science Quarterly, 37(4), 549-579. doi:10.2307/2393472

Wang, Y.-C., Kraut, R., & Levine, J. M. (2012). To stay or leave? The relationship of emotional and informational
support to commitment in online health support groups. Paper presented at the ACM 2012 conference on
Computer Supported Cooperative Work, Seattle, WA. doi:10.1145/2145204.2145329

Wang, P., Wang, X., Zhao, M., Wu, Y., Wang, Y., & Lei, L. (2019). Can social networking sites alleviate
depression? The relation between authentic online self-presentation and adolescent depression: A mediation
model of perceived social support and rumination. Current Psychology (New Brunswick, N.J.), 38(6), 1512-1521.
doi:10.1007/s12144-017-9711-8

Youngs, P., Miller, J., & Perrone, F. (2017). Using measures of Person-Organization Fit and Person-Group
Fit to predict beginning teacher retention. Paper presented at the The 42nd Annual Meeting of Association for
Education Finance and Policy, Washington, DC.

Juniati Gunawan is a lecturer at Trisakti University, Jakarta, Indonesia. She graduated with a PhD degree in
accounting from Edith Cowan University (ECU), Western Australia, with specializing in sustainability corporate
reporting. As an academician, she publishes many articles in international journals and book chapters. She also
received an Australian Award for Transformational Business Leadership — A Course for Outstanding Alumni of
Australian Universities, Short Term Award, University of Sydney in 2016 and Top Ten Best Lecturer in 2019. Besides,
she received research grant from The Global Reporting Initiative (GRI), Amsterdam; The Ministry of Research,
Technology and Higher Education of the Republic of Indonesia & The Universiti Teknologi Mara, The Accounting
Research Institute, Malaysia. In 2013, she joined a world-mega research with The University of Toronto, Canada,
supported by Enel Foundation, Italy.

Ying Chieh Liu is an Associate Professor in Department of Information Management at Chaoyang University,
Taichung, Taiwan. He received his PhD in Management Information Systems from Edith Cowan University, Western
Australia. His research interests are in electronic commerce, on-line learning, e-health, and virtual teams.

53


http://dx.doi.org/10.1108/02683941211252419
http://dx.doi.org/10.1177/0149206312453738
http://dx.doi.org/10.1002/casp.2193
http://www.ncbi.nlm.nih.gov/pubmed/23598897
http://dx.doi.org/10.2307/2136511
http://www.ncbi.nlm.nih.gov/pubmed/7108180
http://dx.doi.org/10.1177/0022146510395592
http://www.ncbi.nlm.nih.gov/pubmed/21673143
http://dx.doi.org/10.2307/2393472
http://dx.doi.org/10.1145/2145204.2145329
http://dx.doi.org/10.1007/s12144-017-9711-8

