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Abstract

As the highestlevel of cloud computing delivery model, software-as-a-service (SaaS) has gained considerable popularity
in the industry as a new way of deploying IT solutions, due to its low cost and high elasticity. However, the new busi-
ness model associated with SaaS highlights the importance for SaaS vendors to understand how to retain customers in
a hyper-competitive market. In particular, increasing customer retention and preventing customers from replacing the
adopted SaaS applications has become a crucial task for all SaaS vendors. In this study, using a mixed-methods ap-
proach, and drawing on the cognitive—affective—conative—action (CACA) framework, we investigate the IS replacement
phenomenon in the context of SaaS-delivered applications. Our qualitative study allowed us to develop an IS-centric
view of customer commitment by differentiating between organizations’ commitment to the SaaS application and to the
cloud computing technology in general, while the subsequent quantitative study validates the difference between the two
types of commitment and us helps understand how they together influence organizations’ intentions to replace a SaaS
application. Our results generate important theoretical implications for research on IS replacement and clarifies the
concept of customer commitment. We also offer practical guidelines to SaaS vendors on how to retain customers so as
to survive/thrive in this competitive market.
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