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A Model of Loyalty Phase in the Mobile Telecommunication Industry:
the Moderating Effect of Switching Cost
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Abstract

Establishing long term relationships and keep customer loyalty have become one of the
critical factors for mobile telecommunication operators. This study used Oliver’s (1997)
four-phase loyalty model with the moderating effect of switching cost to examine how
customers of mobile telecommunication operators to develop their loyalty. Based on a
questionnaire survey from customers of three big mobile telecommunication operators, our
research findings support notions of four-phase loyalty model, and the effect of switching cost
also moderator in partially paths. This study concludes with a discussion and directions of future
research.
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