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Abstract

Loyalty is an important source of a competitive advantage to a company. The method
to improve customer loyalty has been a concerned issue to the academic world and
industry. This study divides loyalty into two dimensions -- patronage and recommendation
to investigate the effects of perceived value, satisfaction, switching costs and alternative
attractiveness on these two dimensions, and then explores the mediating effects of switching
costs, and the moderating effects of switching costs and alternative attractiveness on loyalty.

The results show: (1) perceived value, satisfaction, switching costs possess a positive
effect on recommendation loyalty and patronage loyalty, but alternative attractiveness
influences these two loyalty dimensions negatively, (2) perceived switching costs mediate the
relationships between perceived value and patronage/recommend loyalty, (3) switching costs
do not have moderate effects on loyalty, (4) the greater the alternative attractiveness is, the
weaker the relationship between satisfaction and loyalty appears. Finally the study proposes
a related management implication for marketing practitioners as reference when they frame
marketing strategies.

Keywords: perceived value, satisfaction, loyalty, switching costs, alternative attractiveness



