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6. Conclusions, implications, and limitation

Based on S-O-R, this study finds that informational and emo-
tional support significantly affects CCB through customer sa-
tisfaction with firms in online brand communities. Moreover, in-
formational and emotional support from firms and other custo-
mers exert different effects on customer satisfaction.

Regarding theoretical implications, the present study first tests 
the influence of social support on CCB in online brand commu-
nities. Previous studies have investigated the impact of social 
support on CCB in traditional service situations and the impact of 
social support on member's citizenship behavior toward online 
communities. However, knowledge of how social support in online 
brand communities influences CCB toward the firm that owns the 
brand is limited. The present study is one of the first to empirically 
investigate the relationship between social support and CCB in 
online brand communities. The results confirm that emotional and 
informational support influence CCB through customer satisfac-
tion with the firm. Second, the present study also demonstrates 
that customer satisfaction is involved in the relationship between 
social support and CCB, which reveals the psychological mechan-
ism of the influence of social support on CCB in online brand 
communities. 
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