Switching Cost and Customer Loyalty preference on Customer

Satisfaction and Repurchase

EET e

Ao S EF 1
U A =

-olE%

-
h=1
[e)

*]
Kyong—-Hee Han

ARSI A o o] o

a3l 9 A7
N A S

FAo -

Jai-Rip Cho'’

Dept. of Industrial Engineering, KyungHee University

Abstract

This study attempts to investigate a
general service sector model which aims to

describe the extent to which customer
repurchase intention 1s  influenced by
customer  satisfaction, customer loyalty,

switching cost.

195 consumers In service sector were
used into data analysis. The data were
analyzed by factor analysis and Structural
Equation Model using SPSS and AMOS
program.

The results show that nearly all of the
hypothesized relationships construct are
supported. First, the direct effects of
customer satisfaction on customer loyalty
and switching cost were confirmed.

The service company not
strengthens customer loyalty, but also
strategically makes the most use of
switching cost to satisfy customer
satisfaction and create sustainable company
advantages.

Second, the interactive relationships
among switching cost and customer loyalty
were very significant. The proper
management of these mediating variables
plavs key roles in connecting customer
satisfaction with repurchase intention.

Third, the effects of customer loyalty
and brand preference on  repurchase
Intention were supported but switching cost

only

rejected in the path analysis.

Implications of the results for path
analvsis are discussed and future research
directions are offered.
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1993; Oliver 1993; Rust and Oliver 1994;
Dabholkar 1995).
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Estimate SE CR
Switchin Cost <--- Satisfaction 136 .049 2792
Loyalty <--- Satisfacton 160 071 2259
Repurchase  <--- Satsfaction 210 079 2656
Repurchase  <--- Loyalty 430 130 3316
Repurchase  <--- Switchin Cost 314 138 2268
re2 <--- Repurchase 1.000
rel &--- Repurchase 772 141 5486
102 <--- Loyalty 1.000
lo1 <--- Loyalty 775 206 3766
cob <--- Switchin Cost 1.000
coS <--- Switchin Cost 1.113 209 5333
cod <--- Switchin Cost 1300 .237 5476
co3 <--- Switchin Cost 959 191 5032
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Model RMR  GFI AGFI PGFI
Default model 0% 915 BES 575
Saturated model 000 1.000

Independence model 287 574 496 485

Minimuen was achieved
Chi~square = 131.832
Degrees of reedom =49
Probability tevel = 000
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Model RMR  GFI AGFI PGFI
Default model 063 558 928 565

Saturated model 000 1.000

Independence model 287 574 456 485

Ninmum was achieved
Chi~square = 60.774
Degrees of freedom =46
Probability level = (71
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