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PSR AU S 20 I B T B T HA B T
WAV %ﬁ‘wﬁﬂﬁﬂ*%“ﬂﬁﬂ’&WWQﬁ%%¢%5iﬂ*ﬁﬂ
MIREEIELT - pﬁRW@%ﬂH%wiEINMﬁﬂr$~wﬁwrrufw$g&ﬁz
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A 53 SRR 0 PR TR B ST - RS
Al R @pﬂ@i@i@¢ﬁﬂﬁ% SIS 1990 & (L HTE . ~EMiE{aﬁ
CE R Gl e I%T@EW/FTJM TTOPSSFE i [ Y % T UE (customer
satisfaction ) ~ H% L[Q?i”*" (customer loyalty ) ~ &% ]FH;EI (customer value) '] &
Eflkéﬁ ?7% (customer retentlon) %*{/’m}{zxw ) ’]ﬁF‘ fE‘l’PJIZ{“’F’ﬁi? SRk Fﬁhﬁf Bl
7@@@’[fﬁﬁJﬁa%¢vmﬁ@ﬁ¢% I R RS

HAEST - 0 I g 4 VTG R B
w¢w@%~aﬁggﬁwﬁﬁm»ﬁ@ﬁﬁ%%o

Jones et al. (2002) F’[@%E}aﬁjL[’rggriiﬁﬁpjjiﬂ;i%’?‘ﬂtﬁﬁ ﬁgj]}l  Burnham
et al. (2003) P12 IRGEELS £ | 5T Y 1?7VT¢'§'$E3I‘F'E 2O A R Y
5 SR SRR R - RT3 T R R
Ww@@%%ﬁ A= TSI R PR SRR ROV L A (R
mwﬂm@?%@ﬂ@@w¢WFm%ﬂ’f%wﬁ“ﬁﬁo

R FIREAEA S A T K 7 i T
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1141496 T FHEES ST o [EOFE A Luxemburg [iY 119.38% © Hi# > 2002 [ﬁ%rw
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HURFVRYRY DN R PR OIS 2 ST R S -

B 7 SR . 7 K
ﬂ‘ﬁ%’ﬁ:ﬁ [Fil AR E ST IEES 4 fu TR - (cognitive barriers ) Fﬁr
%’%f%%&ﬁ TSR S S o L 2
FUFT&[I , FFTT Blo 7 s g{%ﬁgﬁ “"F‘%?;ﬁ%i“wﬁ g'rﬂﬁ,@\g quﬁlguﬁ,ﬁgﬁfﬂt
LI - =~ BRI ﬂﬁ?&ﬁ‘ﬂﬁ E3n E*J%fﬁﬁriﬂ' ’ ﬁﬁd%@zﬁﬂﬁ?ﬂﬁéﬁ R 1

AR » R B S BT 2 -

P P S R S (R O IS SRR R B
Burnham =7~ (2003) Frf I puiEsiny 4 = ﬁE‘JE'If[ﬁ‘ﬁ}lﬁ?ﬁ@iﬁlQ%#'F'EFJEU@%EE]%['%F T
L T W ST RS A A R
T R R 0

8l ~ B T2IESEIRIFESR

FIﬁ'jE}JFﬂ [&i M- ’g\HIﬁ' F“fll:[_ &H_ﬂ iﬁﬂj IBPI%LEV‘{ =& E[:;” 1997 %
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Fl?ﬁlqéﬁrq [Jﬂl;/) ﬁﬁ[pl[ ES) l;é*J%ﬁ:}rF'“ IEFJ%F’&W ’ fgélf[ k%?JF[FJ
PREE (penetration rates ) *‘\[[Jfﬁl?ég » [E-1997 & 7% | 1998 & 22% > 1999 FHE =
52% > [EEEEORL -~ S FE SRR G 53 FE > P 2002 F R
ZGE?ZSC}EM?‘ﬂ Wgﬁ £ AR 106% (T ISEIFL S ] 106 7 e

’*ﬂtHE#aJ~ P ERITE 2003 FKGE 110% [t (R ) o [FlE S 1R
E‘aﬁ ﬁf,ﬁﬁtﬁ%f %ﬂﬁ? RO o6 » 5555 FEBILIpo] e
fp A FIFTBARRIEE TR [ (2004 F 12 £ 106% ; 2004 F 12 £[[Z 100.31%) >

o 7 IR 2000-2004 5 FFHSE AR VR

1998 & | 1999 & | 2000+ | 2001& | 2002# |2003# | 2004+#

FE R 2 (F ) | 4727 | 11541 | 17874 | 21633 | 23905 | 25090 | 21528
férv;’:;é F (%)

p 21.56 | 5224 | 80.24 | 97.24 108.3 | 114.14 | 100.31
(Lap A %:;F"’%fiﬁ:)

@?%Wﬁ?k

55423 | 106000 | 155820 | 170887.5 | 179447.1 | 189700 | 208300.5

ﬁﬁ’ﬂ,vr“"?‘ﬂ‘ﬁi( )
(ARPU, Average 11724 | 9118 8492 7865 7803 7595 8631
Revenue Per User )

FHRR AP EIL LT G R DG TR

= SRR AREEEA (lock-in) %)

R BRI D T AR IR AN S - s SR
pﬁE?J 1575 &iﬂmﬁﬁﬂﬁﬂ Tb%ﬁ*w7W|ﬁanF@%Mﬁ$
y .Elﬁhéﬂig » 2000 F 3 E[Z 2001 =+ 7 F| VR [iﬁi B APUE TR @%ﬁi}
[BRE T 1 *FL,IFI ) ;;i}ti},«F’i;ﬁ’af {ﬂ@j@gWQ (EI%L T EATIE *F_”r[}:f;m[ 1
A5 RGBT 0 T =1 B S5 T e [ e
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ﬁ%ﬁ* pﬁﬁﬁ‘ﬂ ﬁp%?aﬁ}ﬂ lﬁ (2000-2005 )

=~ R  SE A I ER AR

.ﬁ;ﬁ%ﬁ*ﬁu[%}ffﬁ%@ I+F%JL’§J : ﬂﬁfl’é'@ FIZEA T vkl Sl plvpofie (e
gﬁof%i'a_r‘q’rw% 1200 WT’JE[ (2005) “[f\_ = Sﬁw’ad"ﬁ H’é'ﬁjpl I
2 IR R R 21}4 5 Efl e ’gu‘*:gtﬁk P T 1998 2 RIS
5 RPL Y r%{ffé ik iﬂ% %%ﬁ“aﬂ« o =HCFIELIE 1998 F 5 KRy
gmiﬁ@fu fﬂuip }“fc“ 5 E; F’;ﬂﬁ ['a"“J © 2T JI?E*JFer IR B T

~EEIfR EH]‘F AL /A PRSP VERRG  RB T S
ﬁ%ﬁ“' b Pﬁ”ikﬂh ?**i CRLAZ ) f e O ve TR = Ry
(e ISR R ST & ik s S A )
CIESIESN

F 12005 5 1 A S UG T B

I N e N T N S T
T |- - : _ _ : :

e - : : ) : : :

I%iﬁgii‘ 0.01~0.18 | 0.015~0.2 | 0.02~0.16 | 0.08~0.16 {0.01~0.165 | 0.06~0.12 |0.01~0.165 | 0.01~0.09
FIFE | 881688 | 66~1500 | 165~1598 | 165~900 | 88~3600 | 200~700 | 88~1588 | 98~299
R TYRITI ¢ PRI S IR 2005 7 8 7]
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mW@FWu#ﬁ%ﬁﬁw
- R R TR M IPVIRES 4 USR] Porter (1980) Frg—
%4 (one-time cost) o F’?F?ﬂ'p Y ’fk;;y—g[;f:,g#]f CET- ”’?fiﬁjé@iid =

RYELELT BRI TS T o T P ORLS TR SR R R [ £ E‘I » QEgAY A =|J E
PR sRe - 2 PRLPH R I+ pussf o P PiES ?fﬁ. : @u
Lph o~ S S HIRTATER S - LSRR 4 oy RRRAT
FRIERTREF 1 o

Yy Shapiro & Varian  (1999) R R SR R A R A

Ay 4 p (s By A 2 SRR T U PSR

A R BIREREEH Klemperer (1995) = JRHHEUS 4 [l &
ST R R R S R R

Exayist LAl BTt IRS it i J%P,@ﬁélﬁwﬁ_ﬂp“ |53 KEE FLST PR e
W5 RO AT SSCI IR AGESRS 4 4 3 VA ey A=

ES ﬁ?ﬁ?ﬁﬁﬂﬂfﬁﬁi@i#ﬁ?%ﬁi@
# g 4 H# ] A
1987 |[Klemperer % % & A (Transaction costs ) £ % (Bank)
# 3 = & (Learning costs )
4 % & A (Artificial costs)
&0 %k =~ & (Economic risk costs ) |74 (Marketing techniques )
22z & A (Evaluation costs ) 1 ¥ % %% (Industrial organization )
=% 2 & (Set-up costs )
F1F 454 = » (Benefit loss costs )

% 4 & ~ (Contractual cost) Na
#= % = A& (Set-up costs )

e

1.

2.

3.

1988 |Samuelson & |1.
Zeckhause |2
3.

4.

1.

2.

e

1989 |Guiltnan

? The total cost of switching = costs the customer bears + costs the new supplier bears.
* A ELS A artificial switching costs ” JTFI L %F:{» AEEHRA pOTRRIE A BIE - Ry
?’ﬁ[lfqﬁ’qu ’ ?V}J'Eﬂ”i%’?’yi financial Z2F[|g55Y % beneﬁt
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HEZELBM Z2P77 -8R E
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A

127k #, (Psychological Commitment )
¥4 & & (Continuity costs) °

1991

Murray

. F?I 734 & ~ (Financial )

% »t® & (Performance-related )

A€ % & (Social )
.72 2 & (Psychological )

p 20k (Safe-related nature )

e et (Internet)

1992

Nilssen

. 2 % & & (Transaction costs )
. 8% 2 & (Learning costs)

Na

1992

Weiss &
Anderson

24" & (Setup cost)

) J}‘r% % 4 (Take down cost) °

L 348 (Semiconductor industry )
T+ Wit ¥ (Electronic industry )

1994

Dick & Basu

. PR X A (Time cost)
. £& = & (Money cost)
. w32 & (Psychological cost)

Na

1995

Klemperer

LT AT

CHATRES

LB R s 78 A A U 2E R R

CBILG K% g 7 1 (Need for

compatibility with existing equipment )

R T A S L b A

(Transaction costs of switching suppliers )
W8 3 A A (Costs of
learning to use new brands )

. $74022 84 £ £ (Discount coupons and

similar devices )
W7 FE
(Uncertainty about the quality of
untested brands )
SR’
%% (Psychological costs of switching or
non-economic “brand-loyalty” )

Na

2001

Lee et al.

. % % & A (Transaction costs )
. 3% & A (Search costs )

F R TR R IR E (Mobile
phone service market in France )

2002

Chen & Hitt

. &% (Quality)
. % * & (Easeofuse)
. B % i* (Personalization )

fexbie * 31 (Web Site usage )

g A % (Online brokerage
industry )

> BUSLES A contractual cost &LFH?F“&JF'[WHJ B FH RS % ﬁfp”?‘/i setup cost T,EIEJ}W&
’i’[”r:ﬁff—flfﬂr EJJF‘}YI:E‘?????F‘}i :Fﬁ?@’?‘/‘¢ continuity cost E’EM??‘%A i%ﬂjﬁ [bi‘ﬁfﬁgﬁpi@
(i e s

6 $rf2r% 4 take down cost }JF‘[JJ HEe qf”rj iﬁfdl FUfeysy 4 o
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P i 5 PR
2002 |Jones et al.  |1. 4% 4 = & (Continual costs ) 42i7 ¥ (Bank)
2. 8% & A& (Learning costs) % 8% (Hairstylist )
35w & & (Sunk costs) ’
2003 |Burnham et |1. #25 3] = & (Procedural switching costs ) |1 * + PR7%#¥ (Credit Card
al. a. 57k % (economic risk cost) industry )
b. #®&% (evaluation costs)
c. % (learning costs) % #% = 7 (Long-distance and
d. 2= % & & (setup costs) local telephone services )
2. P13 ]4\ # (Financial switching costs )
a. flEH4
b &L &4

3. B %3] = & (Relational switching costs )
a. A B IRIE A
b S B AT S A

2004 |Kim et al. .4 % = & (Loss cost) fE R 7 T IR %E (Korean
. if s = & (Adaptation cost ) mobile telecommunication

1B~ £ & (Move-in cost) * services )

1

2

3
2004 |Lam et al. 1. £ (Money) P-1EpR5% % (Courier service )
2. & & (Effort)
3. R (Time)
4. #7424 (New technological )
5
1
2
3

. » 7% Z_ (Feel uncertain )

.l = & (Sunk costs) & fPRi+ ¥ (Retail financial
. #5 & A (Search costs) Services industry )
24 & (Setup cost)

F‘Kff"j\/)ﬁl SRV 3.1

2005 |Bell et al.

R VRN SR D SIS & VP el 1980 PREREPEMRSNE
# s Z] 1990s | &ﬁﬂ};rﬁ A%@ JURIFAS] % - Klemperer 71 1987 £ % 1995 &
P AR S AP 5 2 AR ﬁ&w¢;lgi?ﬂ HUPCR T e
HEIH AR P RO B A PG f‘@f%‘%ﬁﬁ‘ﬁ'bﬂ%%‘%@ﬁ?éﬁﬁwitd/%%
i o IF‘%‘HTJI%%;I [T E I TSP > SPr gy 4 Jaged Iy = B e
P& 2R A AR -

T Y924 sunk costs }‘Fﬂﬂ%iﬂjﬁf“[ﬁgﬁfﬁ R S a1 e e N IR P s (I [pitifs
23

IEJ’IEF*/i adaptation costs &4 %ﬂ'wifﬁﬁ?q’?fi L %4 move-in costs fﬁlﬂfﬁgﬂﬂ
J:E\Fl? v[lﬁéﬁﬁﬁi%ﬁﬁk,;g;g anrfrfb’a” IJ;:W—ZI:
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#F%@%ﬁﬁﬁﬁ%#ﬂﬁﬁ%%¢Vﬁﬁ?ﬁw R ALY
AR TR Wﬁﬁél EART AL 5 E R A A e BT [RL  SRE
ST - B L2 R A )
155 JIJE[J\FL:;‘«;‘«O

Burnham et al. (2003) H[f17% F2El - S5 R Li'ﬁjﬁfgiﬁgﬁiﬁiﬁ{: KR
NGV SRR = *&J?@jﬂ@%gﬂ/* e FTJE YA - T§EE55 4 (procedural
switching costs ) 2. =2 & &F[|75E JF}I%EWE’_[?ff‘JHEEiF*ﬁ[: (financial switching costs ) 3.
E’?‘I‘Sﬁ’ﬁs‘"‘ FJ%EIUEJ]%PF BiEg155 4 (relational switching costs) o F’J’}’oﬁ“ 2 Tﬁ?]}lxﬂﬁ
&%%L[Ey'lr[ J*?kaﬁﬁf Pl E 3 SOGHRRE A

=~ B R B S A AT T R IR R

Shapiro & Varian ( 1999 F?: BV B e PGS A R T G R
PTG S DAL ARIII 1 - () AR
eI R R Sl jijﬁg”ig;p§ﬁragﬂjprJﬁ«F~k5»rgﬂhﬁg
HAa - FIRAYEA T FTT l*‘%ﬁj{%*ﬁ (Johnes et al., 2000) -

R el A e N TR s Kﬁﬂ%iiﬁﬂﬁ T e D BTN
g FTI I N ) T (R RSO RI8 ( Guiltinan, 1989
Klemperer, 1995) : F |F‘,5’y7_tf\_f’[t K ]é(@rﬂ.é,;ﬂi}z\i:}\ SYE L['F[jé}%—@%zgf%ﬁ 5P A
Elfi@\‘JJ%?E?]‘Féﬂ (Samuelson & Zeckhauser, 1988) ; = F”’F’Yiiﬁt RN i SO UE }Vsﬁ*&[@
H T S FTIR ’U‘/‘EE[?%?’?%HFJ‘:?%%PJﬁ Lhip e J@Eff ( Guiltinan,
1989) 3 S fEa 4 RIS IR PRI #r N - R
5’*%[’1 th-o = ] (Guiltinan, 1989; Klemperer, 1995)

I '—F’?LFIJF TR HEE S Y P':’F‘Eff FIJEWM?E-I& .’?gﬁ%ﬁﬁﬁ@ﬁjﬂlﬁéw
R BIPBETR: 7RIS &ﬁwf?m I P R SR i R
SRS H T R R PR R e %’T R Ez'ﬁﬁ" e F I BE (information
asymmetry ) }-{J&ﬁ“ ) e 'IF'Q?E"FI%’J ii@ﬁﬁlgfi#%ﬁflﬁlfﬁiﬁ\?"’%b FEE
Jqﬁéﬁ#msuéﬁJ,—wwﬂiFlﬁp CPOMBEA LR RIS
LB [71“{):1 LI P REE > Al FT[EWF TRV o P9 #lﬁl’?’ﬂt
%ﬂ?%’?’yi : ;lifﬁl"??iﬁfifig%ﬁlfbﬁ[ﬁﬁijf&?ﬁzf s - Burnham et al. (2003 ) ¢ ﬁ“ﬂlg[
T SRR O T ] R R O O [ R T E'uﬁ L
qﬁaﬁ'ﬁ“T [ > T J[JET ] e Jﬁf‘EijF'Eﬂﬂ?_‘?% A AU VR (S o B % 0 Caruana
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(2004 ) $R"| Burnham et al. (2003) FYHE > ﬁﬁ?vxf¢ﬁlj'?§5fﬂlr[557 i[ﬁ'“
H o AL F < WIS PG - e )R RO S 4 S - R
ﬁ?%%@?ﬁnﬂiﬁgrtgﬁfﬁ|H§§7§ﬁ}EJ#L$ﬁF‘%ﬁl%

HI : TE{TB)EIGEFETT - BT BB HNEE N R 77 2 IR ity - R IR T
BYE (TR 7E 727 19 65 T BB AIT -

PSR 535 A8 LR PR R0 LA By i - i
PREE P il T o 5 S5 AR T PURS N F RS (Guiltinan, 1989) 5
£ SRR S PR H s g 5 O R 2 (RS 4 9 - SR
(Heide & Weiss, 1995; Klemperer, 1995) - 37 f JTPJIZ‘“ T"ﬁ&%ﬂ?}m PN AL S ﬁ?ﬁ
PJ§EE RS (% (Burnham et al., 2003; Caruana, 2004 ) ZI:TJIZI“ A1PES H“}{—Jﬁ:iﬁ
GV N il N e T e e TR L BN e e r R R
AL EEAl g e Ce A (N F'J’Z’{ﬂ?%ln F@T B -

{0 B % R wﬂ B B S ] I L b
EJWJI@(}% FEIF TE[ (#j# (mutual interdependence ) AU 54 (Tucker, 2004) - i
RT3 7 6 0 O e - Y 0 ELAL A
o F‘F TR B | I T POl (TS FRUEl = BRI b ey~ INELE ﬁl&ﬁ“ﬁm? HI T
<WﬁWWW%F%F‘?f{quwﬁ~%ﬂﬁﬁ” @@ﬁﬁ?ﬂfﬂﬁ”ﬁwﬁw
A BRSO T (R E i

?JS‘#F‘ PHEE Iﬂ:j‘ﬂ,lﬁ:%ljﬁl}lrﬁl EAR T T;EI’F? g Ji‘kﬁfﬂj‘ oA b PNl L CeAl
A BT T 0 F (BRI B

P ETHEZER T T EAIENT Y 5 R A L T3 E 7R
TE LIRS Z B R -

05 A5 ORI A R B o 2 ey
755 5 pl AR F”éy[ﬂ g [ f % R (Guiltinan, 1989; Klemperer,
1995) & il B RLAERA el SR YT gy i R T 2
‘Iﬁ’,ﬁ%[‘%ﬁj#\ (Aaker, 1992; Porter, 1980) o 7% lﬁﬂ |l Ellﬁ?fgﬁ?ﬁfj%—'ﬂﬂﬁ?{’
ST SIS < SRR 1
ERI S ¥ E (Caruana, 2004) - F[?ﬁl?gﬁfﬂ S LRLYIR= » Rl ™ 7 R
A H EVIH PR T CRM SRR > FIIOIERLE = F (i T
AR RRET o BTN IR R I e g
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aw % YT T T (R R I A T

5N g & I?W'[‘*F'Uﬁﬁ [ [ R UG o ﬁj%l’? oS AL NEN [EU G AR (W Jgﬁ%%ﬁ
[’>F ) ﬁFﬁTTL+ﬂ’\[ FL']:‘F[’ F[f'ﬁ’[r[ IS N HJ (Burnham et al., 2003) - I'J ¥ 3% II?E*J?LT—;]:—IE
fj ™ V& ] (Carvana, 2004) JEH L H) « RPN 5

3 : EITH)EIZERT o 5 i E AN LRI (R T I R s~ R R T
Y E G IRE 1 L5 19 S B -

B2 ~ tH5EERE

BRI B P LA S U R T
S 4 o ] SRV -

— ~ GRS UL T

?ﬂ?‘ f %F[Iﬁ‘ﬁﬁﬁ\?@;ﬁ?ﬂl‘ } Burnham et al. (2003 ) il ™ [kt A 5L
s i F[E,L‘l[j‘pl*,éljfﬂlfﬂﬁ’é F}FJ (Sl Bl EaS T 22 @3 Ees SRS
ﬁ% Fe R ﬁﬁﬁﬁlbgﬂm@ @ﬁ*%pﬁ@ R U ¥
g F IS AT E‘F'Jrilﬁlzlilf[@?ﬁﬁq FIore 4 B A *%%f’?éﬁ?fﬁﬁ
5, CRGIS I s BRSNS bk el R T 3T g

BTSRRI )« POl CAs g
E?ﬁlm%%A FEFIEHR Likert + Bl -

Z LA

WP R I A A B ) KRS 4 SR A F%Jll [l R~
Y PR RS P R 85 [ g s A S R R T [*ar+¢’pﬁ
A ST 4 SR AW R (AL T - ﬁa#ﬂﬁj 5!
VR ST lrﬂig?%kﬁakk*déﬁyjk?f[yj LIRH] SPSS 11.5 8555 i »
BRI P2k 53 AT A FRLAL ™ | Lisrel 85.1 3517 53477 -

=~ BAG i
e KA ?%fﬁ i F‘ﬂ%ﬁﬁﬂj* TRY R LU o P 53% 0 iy

47% > - é«'ﬁﬂJJJ 'r'J 14 BRI fﬁ 4% > 15-24 E&T[ﬁ 22% > 25-34 E&T[ﬁ 25% > 35-49

<91 .



CRAEFT . $-LT B %9581

ﬁs«ﬁ32%’50 LRI 17% * - P O 7 D I Ry
R4 [ AR ] (A * ) o S SRR B R AL

dtiislEh “H I PN D“'lﬁfﬂfﬁa . iL;MS“% 229 pffls - H HIE [ 122 80 - gl
53% > # 1£%) 107 i > |ﬁ47% o FE R VIS F T 3512 fi SE Pl

f 55 r’ﬁjv[m AU o

Rl Bl Ui SRR

g - B A
14 g™ 5 4 4%
15-24 # 27 24 22%
25-34 #& 30 27 25%
35-49 & 39 34 32%
50 14t 21 18 17%
83t 122 (53%) 107 (47% ) 229 (100% )

i’pﬁ“ﬁﬁﬂt pli= T_E;I]EBH I:IFI F ] 12 _” l? 9 i’JT4O'18% s LA FIJ{EJ
74 % i 3231%  aEE 63 - o |ﬁ2751%» @&ﬁwﬁuw«f#ﬁa

PP 1 e (R )
th~ Bl

— ~ EIEFRUE S by
i?ﬂfﬁ“%ﬁ i = %[Fljﬁ-; IR LAaE - R =y | E@f\% RIS ﬁ<7:i7\%ﬂ@
FF‘ Jrﬁ‘]jfl P2 Ay 55 F VRS 5 ] Varimax Llnﬂ qeigh - ) aﬁ%'f@f‘é
AT R R o BRI S s R R
ST R RUERE A - SEALE R BRI R A (ARG
TR
FHOE TR QTR (5> — Typl) Cronbach’s o fifEE ERIEAR]RERR

7 2004 Jﬁﬁﬂﬁrﬁ: R ARt RIRE SR e
FIND - %ﬁ* Eﬂj‘ :2003.7. 24 2003.08.07

c92.



W EEE S AFAHE R LRMN G2 - o E R TR E S b

&I (R F1E) - pde WEC DRV AT SR (MR DR
PR3 p e T (ST > T RER AR G PRI o 1] PRy R SR SAT TR
T iz”ﬁﬁ Y o 7<% H;\mzfﬁ DRORETEIERYE fi @gmvﬁgplg VEIRGE T
ST A B AR S <R PR o PR R
A AE R E TSR AR &@$Hgi§%ﬁﬁgxﬂy;

FrosE SRR A [ TR ey A ) BRI - RS R
FL 1% R %E&Cmﬁﬂmaﬂ%ﬂﬂMo%ﬁﬂﬁ&%¢wV*@%¢J§%
F:UQF][“[ FCTIF I RfE = Cronbach’s o fifikh 0.794 o AU 7 (1 r@ﬂ?»l
+ o B IJ?\F ’FUQF FUPYRETE > £l Cronbach’s o ffifh 0.745 o A WJEIE\WZIEHI
TEEDSF L BIRL I/’_FILZIF] F-FIF= -~ f % Cronbach’s o fifikl 0.656 < TEF[N F IF %5
o DE S R Epr Sﬁ FAE TR 9t - HP9pu= [ A5 & pY Cronbach’s
o frfE =] 0.75 1') F R ) S RN R FL“':?”‘F;L;;« e 5o

SOt BN LEAL R s S i

ZAh %

o IR LA [ FY A | EE LA
W PIATOP L AT € 5T

A3’f’ﬁ‘=‘£»¢<§'\'j"“dﬁ’y o 0.804
FEP RS PR o

A4 ﬁ_E_ ’_’ﬁ‘tg"LI}LL— io 0791

Bk E J TS &

A5 SR 07

B {4
&3 F AR mﬂ%é
Tif 2T AT kALY

@gama i 0.710

A6 e
i3

]% * mFH %‘;u,J vb ’ "";’
erEt 4’& |i'..7 ? _P_ (
e ﬁ”& G R

N = I

B3 0.859

J,'A\\'H*:_;
==k

PR P et i
B4 mieh - 0.852

> o 3 g o T3 B9
cl Y RTME D 7 Ak PRI 0.701
I4 “ ) g I‘TL.AQ 4 o

=i

AR fE- BATME S D2 F (%

2550

0.801

.93 .



cREEFY - ¥ LI E O R95EIL?
ALY | ‘ o
+g\;j\ FoAA | BV LA | EE A
gﬁ—" 194 -Q 1“‘“ 4 ’d st ;ﬁll ,\,f
3 FOBE O 3 oardR (PR IF I 3 5 o 0.681
FRAB PELPEL o (
4 e ey .
o) g rame (0 0.685
ETE N P L R RT
py [T IS 2t AT 0.648
g °
WP T § R G SHA
2 681
D2t ez 0.6
WP ¥ - BATFELST 2 9%
Dl e 5 s g 0.818
%R E| 32.140% | 14.927% | 10.156% | 8.298%
TAEREREE| 32.140% | 47.067% | 57.223% | 65.521%
Cronbach’s ai&|  0.801 0.794 0.745 0.656
B FEEIBES £ [l S AL | E FRER(E T4 0 S TR
sy A ) PSRAEMIBR - fE% Cronbach’s a lfli 1% 0 o T AT S A T E

\,%TEHLF‘NIE ; N3V Cronbach’s a ffi £} 0.646 -
PEFALPIFR T AR ﬁ(ﬁ‘ﬂﬁ»%’?f¢ [MEEE]- WP R A
Z“ﬁ'jﬁlﬂ %l*ﬁ‘tiﬂjs}ﬂ [ E'?I?niff'J@%’?‘fﬁwjlﬁ?Fﬁp[ £~ R R
Burnham et al. (2003 ) pudigERdHN = - e

Bl RN AR e S

PAFE A 3 = A
: NP AT ARIEA RN W AR
El ﬁ#fl Ten e =i LR B AR 0.850
o P TRAD A R i mxﬁ.‘b
AMBEMELFSE4IANE L - LWL TRG
3 ‘_f%trf’“%* ER e L i 0.801
TR lﬁ.ﬁ °
Fl [ IFATPELSFEEIT-EF > bl T P EE - 0.683
F2 ;uqz:;&iww»%iwws SRR M S AR . 0.531
AREEREE 52.819%
Cronbach’s a.ig 0.685

<94 .



WP E kS R L RIN G - SR EE R E 6

rj;ww RS E S AR PR AT (F = AT A T *F%JI’TTEJ—LWMM i
‘?Z‘["FL;‘[F FYPUREZELY Cronbach’s o ffifh 0.814 » W33 55 77, '/13:5\[ P BEHEIRT G tFA
[*JF I P REP T T = 2 B RIS 4 0 TR RS 4 ) BV
SFAEMEE - i Cronbach’s a ffifh 0.865 - %%Jl,l 'J%E&%j;%gpuguﬁg IESHES
Burnham et al. (2003) fiv= 47— F= o

Ej%lrl qjg%’%’¢ RETS

B4R A | S M G A
&+ A & A
Gl%ﬂﬁ? %wwa\;?»,whgﬂJ#ﬁmﬁ- 0.791
AR 645 80 -
ABERAPEDPIRIEA R T M G £
G2ﬁ%%?ﬁﬁﬁ‘ﬁﬁ%§%iﬂ%i» f 0796
G3 | ¢ AR HEIRIFL A FPRIEA R E31 0.775
G4|AEERFHTEMES T GPRIFA | HE - 0.749
HI A BT SHPED 7 ot chp £ 4 o 0.920
H2|A2bd A AR AR chI PR o 0.909
AR E| 53.486% 19.208%
AR EE T 53.486% 72.694%
Cronbach’s o f& 0.814 0.865
PR 1PN (BT ri@i?&fﬂgﬁ' s FUITRE- gl”’??f‘ﬁ’?‘y » Cronbach’s a ffit% 0.748
%azﬂﬁﬁgy%@
ESRANEN L5 AN e e
&4 3 B
N |aTRERY » AHPEL KNI F7 1?7 0.894
R|eTRHER? > AgaPFRY RAFELPHT T §
59 (1) 0.894
A% E 79.979%
Cronbach’s o i 0.748

.95.



cREEFY - ¥ LI E O R95EIL?

N

U< Anderson & Gerbing (1988) I two-step approach » X Lisrel 85.1 7k
“fﬁi?%‘n—ﬁ% lf“in PrigE a3 == 5 o v R E'ﬁ?quJ@%W¢ﬂ
= “‘f&'@ﬁ‘@d JTIIR PR pr e B R PR [l TR ek o
iE U&r;iréﬁfg"g gl“'f’ﬁé . 'EF t lﬁlﬂﬁiﬂi TR R ﬁffl‘i‘””"‘ tiii!whllfa%\f}w@
(convergent validity ) ( Anderson and Gerbing, 1988 ) -

A RS SR AL e

H4& T % ¥ 4 e tiE

Pswl 0.57 8.51
Psw2 . .

oAt SW 0.53 6.30
Psw3 0.43 6.47
Psw4 0.53 8.31
Fswl 0.99 12.58

PAAx5g Fsw2 0.98 11.85
Fsw3 0.76 7.58

o Rswl 0.57 5.23

[ Mg

Rsw2 0.70 5.46

¥=79.14 df24  4df-330 GFI=0.93 AGFI=0.87 CFI=0.87 NFI=0.83

FJF"”’”)EE— 8 %'*ﬁlﬁi}%kﬂﬂ ’ FZ/W_ TF[F%JI’TEW” B ) gy #J/IFIFFHE&F 3
“ljfﬂ 1.0 > A[JF&EH W% SRS LT Y (Anderson & Gerbing, 1988; Barclay and

Smith, 1997 ) - fEh Fi‘fé"ri’ﬁ?{hm% . iﬁ j U I3 s o
FA ﬁ%zﬁ‘dtf LGERAD ke
10 B & PHI i& e A% R
254/ M) 0.49 0.08 0.33-0.65
P33 / M 14 A) 0.34 0.09 0.16-0.52
P %3]/ AR A Al 0.23 0.10 0.03-0.43

) p RS (AR A fr[‘ﬁ@ SiRTEER BT~ I EA *?%E"WT@’FL@F"%
ﬁ\EIfJPJ?;[»}R'?@ CETS -~ TR RS Jgu Sﬁ #|% (Cronbach’s « ffi) 5
?W Eﬂﬁlﬁl*ﬂ“@ ° B fﬁ#?[*[ﬂiﬂl‘ﬁ (EFA) E'ﬁ?%ﬁ'Jﬁ%’?ﬁF?’FLﬁFﬁﬁmﬂJ
BERE AR (ERLS I O 7 R B RO O

<96 -



W RS AR ER LR 2] - SRR TR E G b

SR BT Al AR e S SRV T R ST FRAVERRITE NG 3T (CFA) finke
RBYOH RV B A AL pulfsag R =2 T -

~ TR A B P ] ] B b o

1""1[—} 'JL&EE‘@YHUIF[@NT’? BN TR I N R TR 0 A
P I PrRECEIE PrAf 0 (5 i 4 e IR . 347 ) ey 4 i
FR rrﬂ”l?‘ﬂfal &%Hl&'ﬂ‘? ng%E}wMtﬁF TR B A 2 IR
L R e UL e %“J%’Tﬂ%b FIVE A5 B gt Aoy 2 e E'a‘Hﬁ'J
{ELEUS A Rl -

1 TV RS £~ USRE Y A ’J‘Wféﬁfﬁngéﬁﬁi’?Wt (BRI
= ?ﬁ%ﬁ)ﬁf‘g@mﬁlq@aﬂgfﬁgfﬁ » Model 1 ﬂ,’ﬁ} (A= Sﬁ[qg,“ *EOEEFA L] » Model 2
ﬂﬂ{ﬁgﬁ[ﬂ"vfﬂﬁ%@i VEPORERTRLE] o S ATEH NI — B o R RS £
R %@%E\J,ngyﬁfﬁ Py =-0.19 (1=-198) - [HE- EHELH r%]g[eﬁw
JELERS A LR E R ) F%vaff‘ vy =032 (¢ =-3.07) - [HEIEHED
F 5 TRl A - AN R oS5 R LSS o SR ]2 T By = 0,06
(t=091) » FA HE= “UEHELH - BEH Model 1 O]l e ldf = 2.67,
GFI=0.90, AGFI=0.87 ; [ij:£~ # H I Model 2 > Y[ Model 2 FYficly% | B o
%i. e RV PTT JHIREUSS 4  Wl i el AT 1 EB R TSy Ay 1 = U
-

Model 2 3 Frdifd [idA — Frae > A ERREEEAS £ T bRpJF S A e
ST BT PP RIRR G > 2 BRERIUEE i /dp=2.47, GFI=0.95, AGFI=0.90
S4RET Model 2 iUy b= Model 1 RIZEVEL > BT (AR 2 gt » st T
fEEY 4 1 % Model 2 fl— (IR fift R BH EEABLEY o

Pk Model 1= Model 2 > #1455 %F'Jg‘g}gﬁkp_t “t Model 1f[1 ,%‘Egﬁ}g‘iﬁlﬁlgg
F%J%rjj%ﬁ? ST W RIS Y Model 2 0 HEEIRTRGEIA Y, R
Model 1 [Ugfff » Bi 7 wéﬁfqlf&%h [ s 4 el g;@% Sy
VIR - 9t > PR SRS 4 o sl RUIRE F%fdf%ﬁfgj;'/
B s > VIR R

<97 .



cREEFY - ¥ LI E O R95EIL?

% — : Model 1 == Model 2 [/ 3&[‘%%#‘%%% = Ml

St ) 2|45 B Modell Model2
g ‘ B % #c t-value X 1‘# % i t-value
2R A E %S A
L, > -0. -1.98%* -0.22 -2.23%
ey 0.19 98 0 3
BE A e S A — s
-0. 3. 0. 341k
ey 0.32 3.07 0.36 3
PATEA R = A —
» 0.06 091 - -
# 3R B
x 2.67 2 47
GFI 0.93 0.95
AGFI 0.87 0.90
CFI 0.89 091
RMR 0.092 0.059
NFI 0.84 0.86
(ﬁgf : one-tail test, *p<0.05 ; **p<0.01 ; ***p<0.001 )
AT i Y 7
T h
e
1 B AR .
L

[~ : Model 2 iEUEE%fr%EfJ [

.98 .



WP E kS R L RIN G - SR EE R E 6

B= ~ #SEm

S PRI R S IR S A PRS- R H
O] R S R S PR Iy o R PR
PR A R L EMH RO & TR - FPHI I r%mﬁ—lu
A EPRVIBRL  TrhRREE T BATIPY S B R A SO AR BTy 4 R
EE R TS S 5 TS P B R E [RETR 1 -

PR PR 220 (F PRI HE ORI R D [ R
HEF TP RS PR FIEES S R A RS
7 ﬁJ%E%%ZtE*’%E%ﬂ%'FW%EJ Model 2 [iel3fy 8 fRebyap ™~ g5 gy 4
gu Model 1> PRI SR i = OB I AR 2 o e, = e

s ’?ﬁ?ﬁiﬁgﬁ L~ g A e S IR Ehpe )
E#Eajrgﬂmq IR B T O R AR R ¢ 91 Iy
PO B SR PO R SRV - B R T H o 2 )
U R S E R A5 P T SRR TR IR ORI ] R E
ﬁlﬁﬁ' °

R B I R T TR Y S
R ARG © T T R S H R R R
B?A»@“rﬁwwmwﬁ?%ﬁ'WHEMFF$@%$~Hﬁ?ﬁgiﬁwgﬁﬁ%ﬁﬁ
BT T F—HIEUYF‘ ’a”?ﬁf Vi 0™ g ﬁlr[qFﬂn TEHE %'?F‘J?ﬁ}w’ sl 179
SRR R U S TS U AR AR e kb
100% » * = %f&kﬁué@ﬂlalﬁ BAZRUES o Repy e EJE’H‘?%[**‘“JWE “‘%H =

é‘fﬂ{jﬁ\gwﬂﬁ ,+ng|7}7;§}1%¢¢ ) IEFI [@ﬁgﬂj g&ygmﬁ)ﬁcﬁimgu .Tz, rF EJ[ pﬁrdj
%*5$H§J&r“ﬁ%ﬂ‘Eﬁnwm5§$ﬁﬁﬂ* I SR A O
S E T LT HIORY 4 -

FU e TR # SRR IR o el (R P o
AL W¢F%%%#W’%3W%@ 5 H P R (7 T RS
5 T AR ﬂVﬁ%o@ﬁ*?#WWmﬁPﬂﬁﬂﬁ%W¢ﬁﬁ%ﬂ
ﬁ%t%%1m’%ﬁﬂﬁﬁ%¢%FWuﬁﬁ%%¢ﬁgﬂw% [E4 ¥ FRitg
RGN R R G s e PR SR QR ot N e

© 99 .



cREEFY - ¥ LI E O R95EIL?

VARBE o 1R VPRI - 26 4 R TR TR P )
FIFORHSEEN R o R IR TR & — o SRS H S © E e
R HERE (0 AP 2 [y 26 WO RIS 2 o LS 3G R
R T PP+ P P R <

SE R

Aaker, D. A. (1992). The Value of Brand Equity. Journal of Business Strategy, 13, 27-32.

Anderson, J. C., & Gerbing, B. W. (1988). The Use of Pledges to Build and Sustain
Commitment in Distribution Channels. Journal of Marketing Research,
29(February), 18-34.

Barclay, D. W., & Smith, J. B. (1997). The Effects of Organizational Differences and
Trust on the Effectiveness of Selling Partner Relationships. Journal of Marketing,
61(1),3-27.

Beggs, A., & Klemperer, P. (1992). Multi-Period Competition with Switching Costs.
Econometrica, 60(3), 651-666.

Bell, S. J., Auh, S., & Smalley, K. (2005). Customer Relationship Dynamics: Service
Quality and Customer Loyalty in the Context of Varying Levels of Customer
Expertise and Switching Costs. Journal of the Academy of Marketing Science,
33(2), 169-183.

Biong, H., & Selnes, F. (1996). The Strategic Role of the Salesperson in Established
Buyer-Seller Relationships. Journal of Business-to-Business Marketing, 3(3), 39-
78.

Burnham, T. A., Frels, J. K. & Mahajan, V., (2003). Consumer Switching Costs: A
Typology, Antecedents, and Consequences. Journal of the Academy of Marketing
Science, 31(2), 109-126.

Caruana, A. (2004). The Impact of Switching Costs on Customer Loyalty: A Study
among Corporate Customers of Mobile Telephony. Journal of Targeting,
Measurement and Analysis for Marketing, 12(3), 256-268.

Chen, P. Y., & Hitt, L. M. (2002). Measuring Switching Cost and the Determinants of
Customer Retention in Internet-Enabled Business: A Study of the Online
Brokerage Industry. Information Systems Research, 13(3), 255-274.

Dick, A. S., & Basu, K. (1994). Customer Loyalty: Toward an Integrated Conceptual
Framework. Journal of the Academy of Marketing Science, 22(2), 99-113.

- 100 -



WS AR HER AR G - SRR TR b

Farrell, J., & Shapiro, C. (1988). Dynamic Competition with Switching Cost. Rand
Journal of Economics, 19, 123-137.

Fornell, C. (1992). A National Customer Satisfaction Barometer: The Swedish
Experience. Journal of Marketing, 56(1), 6-16.

Gabrielsen, T. S., & Vagstad, S. (2002). Consumer Heterogeneity, Incomplete
Information and Pricing in a Duopoly with Switching Costs. Information
Economics and Policy, 15, 384-401.

Gehrig, T. et al. (2004). Differentiation-Induced Switching Costs and Poaching. Journal
of Economics & Management Strategy, 13(4), 635-655.

Guiltinan, J. P. (1989). A Classification of Switching Costs with Implications for
Relationship Marketing, in Childers. 7. L., Bagozzi, R. P., & Peter, P. J. 1989
AMA Winter Educator’s Conference: Marketing Theory and Practice, Chicago:
American Marketing Association, pp.216-220, 1989.

Heide J. B., & Weiss, A. M. (1995). Vendor Consideration and Switching Behavior for
Buyers in High-Technology Markets. Journal of Marketing, 59, 30-43.

Jones, M. A., Mothersbaugh, D. L., & Beatty, S. E. (2002). Why Customers Stay:
Measuring the Underlying Dimensions of Services Switching Costs and
Managing their Differential Strategic Outcomes. Journal of Business Research,
55, 441-450.

Jones, M. A., Mothersbaugh, D. L., & Beatty, S. E. (2000). Switching Barriers and
Repurchase Intentions in Services. Journal of Retailing, 76(2), 259-274.

Kim, J. Y., & Koh, D. H. (2002). Attracting the Rival’s Customers in a Model with
Switching Costs. The Japanese Economic Review, 53(1), 134-139.

Kim, M. K., Park, M. C., & Jeong, D. H. (2004). The Effects of Customer Satisfaction
and Switching Barrier on Customer Loyalty in Korean Mobile
Telecommunication Services. Telecommunications Policy, 28, 145-159.

Klemperer, P. D. (1995). Competition When Consumer Have Switching Cost: An
Overview with Applications to Industrial Organization, Macroeconomics, and
International Trade. Review of Economic Studies, 62(4), 515-539.

Klemperer, P. D. (1989). Price Warss Caused by Switching Costs. Review of Economic
Studies, 56, 405-420.

Klemperer, P. D. (1987). Markets With Consumer Switching Costs. Quarterly Journal of
Economics, 102(2), 375-394.

Lam, S. Y., Shankar, V., Erramilli, M. K., & Murthy B. (2004). Customer Value,

- 101 -



cREEFY - ¥ LI E O R95EIL?

Satisfaction, Loyalty, and Switching Costs: An Illustration from a Business-to-
Business Service Context. Journal of the Academy of Marketing Science, 32(3),
293-311.

Lee, J., & Feick, L. (2001). The Impact of Switching Cost on the Customer Satisfaction-
Loyalty Link: Mobile Phone Service in France. Journal of Service Marketing, 15,
35-48.

Murray, K. B. (1991). A Test of Services Marketing Theory: Consumer Information
Acquisition Activities. Journal of Marketing, 55, 20-38.

Nilssen, T. (1992). Two Kinds of Consumer Switching Costs. The Rand Journal of
Economics, 23(4), 579-589.

Porter, M. E. (1980). Competitive Strategy, New York: Free Press.

Samuelson, W., & Zeckhauser, R. (1988). Status Quo Bias in Decision Marketing.
Journal of Risk and Uncertainty, 1, 7-59.

Sengupta, S., Krapfel, R. E., & Pusateri, M. A. (1997). Switching Costs in Key Account
Relationships. The Journal of Personal Selling & Sales Management, 17(4), 9-17.

Shapiro C., & Varian, H. R. (1999). Information Rules: A Strategic Guide to the Network
Economy. Boston, MA: Harvard Business School Press.

Tucker, 1. B. (2004). Economics for Today. U.S.A: WEST.

Weiss, A. M., & Anderson, E. (1992). Converting from Independent to Employee
Salesforces: The Role of Perceived Switching Costs. Journal of Marketing
Research, 29(1), 101-115.

Zauberman, G. (2003). The Intertemporal Dynamics of Consumer Lock-in. Journal of
Consumer Research, 30(3), 405-419.

- 102 -



W EEE S AFAHE R LRMN G2 - o E R TR E S b
BoEx—
4 % k4 A o TR 8 2%
RS SRR A AR F AT A EEIATOFRA TR FT R
* im%ﬁT’%ﬁﬁ%%$$é%y°
X IR ERTE [, . .
TRB R s o 0 A0 e
B b R NI
RE o Hrxah
T WHFIATP RS P BT A G
*FARH TR A 2 o
O F Ao BAT K L K B ehig b
MDA € doie o
A A éﬁﬁmﬁﬁﬁﬁﬂﬁﬁ%%%%W%}%’*ﬁ
Reore e sk F ok {15 H+@
WHE TR A|) BT “ﬁ’mﬁd ARy %
ﬁﬁ,g%ﬁfﬁfﬁg&o Fé‘*_l;'j?‘\,J o
Rl S S LR AL o S I e

4% | 59 A
ot o
™
3\

gy 44 SR s |8 Y AT P 0Tl BRI
O RTA SR AT 0 € AT o
73 LRNNA /5"‘ é: p A
M A ET Y I N T
BEY PR
Biria | e
o4 PR . |EH (A BT R A
B0 P TR I APIR AR BT i o
FRASPESPEL hr (4
%) AinE b e (1)
=32k WP E AR ATIR|EAE FIATROL S P hL LR A
RN FTA P
v e HaE 24
& r;éaﬁﬁa TR BT R GRS AR
) e i =
BRI L 2 2
7 diae 48
o BT T - BIFELD T

+103 -




"REEFY . ¥ I a95EDD
s ama| 9 o Tk R AT
PATRA 2 |1 F & AR (ORI Bk (3 PIATF BN P £ 7 A dE A
* A Bl PR g (AP ARAEE ARMES PR
FIAEE R G R TR R OB -
A 4 A -
F&méfdamﬁagW%A @g%iﬂpp
e NLL A '
o Tl REWAEE AT DI ERRR
A E |
4o
O PRI+ | HHIFTEE 2P § R &7 *
B | PR LY R AR

i EA R

* o

Mg S R d

B4 M R4
= A

R R

%émmmﬁ4
BooraE 2 gunle
B ATA L R

B4 .

%“ﬁﬁ'J%W%,s
i ““-‘F FIFRZZ"( ﬁ FﬁfI‘LZ
g0

ABR AP PRI A R B3
BBk g BATE SRR
MR Mg -

g B R R IRAR G A PR A
R
ANEEREA®TIEME S P GPRGR
AR HE
MM AR A MR T R A EET S P ]
&k FIRAIEEERE & EE %
MRFESTRAL o 3 A assit » cht

iR LA 4

<104 -




WS AR HER AR G - SRR TR b

The Varying Effects of Switching Costs
on Consumer Retention in Mobile

Telecommunication Services

Anne Wan-Ling Hu’

ABSTRACT

With the second highest penetration rate in the world — over 100% —
Taiwan’s telecommunications services market is highly developed. In such a
saturated, oligopsonistic market, there is great competition between providers
to steal each other’s customers. Mobile telecommunication services have
therefore raised switching costs in an effort to dissuade users from switching
providers, an issue every industry takes very seriously.

In the past there has been a great deal of research into the influence
different types of switching costs have on users’ intentions to switch. But there
is a difference between the types of switching cost consumers of different
industries are aware of and the relationship these different types of switching
costs have with users’ intentions to switch. Taking demographic variables into
account, this research conducted quota sampling of Taiwan’s mobile telephone
users, collecting data from 229 users. With the use of linear structure equations,
we have proven that procedural and relative switching costs have a significant
relationship with users’ intentions to switch, but that financial switching costs
have little effect.

Keywords: intension to switch, mobile telecommunication services, mobile

telephone, switching cost
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