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KiE(Lam,Shankar et al.,2004). — L& [E S22 I S AS 1 BERIFST T 0 2305 s R R B A 1R 22 58
HIGAEST, Wi: Lam,Shankar&Erramilli(2004) il i %1 B to BAVATFFT T F# ale A | 23l 0] i &%
TR SEE ] o 3R 24 LN RO £ A 2 (20068) ik, AT ER2E (KRR A KA, 02l s 2
T O 45 B AN P R) 7 s A 2R DR B A 2 P T L e o E V5 FI) 52 (2006 ) A g, TG J8e jle AR R F S BIDIR
KT, Fe e AT B BV IE T s W G 8] TVF 2B E 8 o LE 2238 0 B 4 A 1) Rl R
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(R4, Ba AR bk 2 . #uk 2 20074E12 7, Bl i 50k 35.47286124 )7, F
WU S R IEF41.6% o IX U] T FRIE AL 2 TR 11737 19 R R 143 3k, 33t A 45 i TR AR 3 5 18] 1)
SR ORRMI . Rk, VEEEUREE . BURBRAE . R AN e AR 1 R A AR AT
ME R SRAFFIORFE S G UL A B R AR
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gi LR, ASCHERB B AT A, T B4 AR U2 TN (L BT AR BT 2 K8 Ak ) 5%
AR TE,  HLE— 20 W1 B AN U AR 6 SR B sh AL, JF B IE _E 54T (i
JEE SIS TN, AEDESR S R RERE B Bl AL SRS BRI SE RIS, SE 2 M A R A
FH o
2 HRBIFRR AP
2.1 BHgA

B AR (Switching Costs) ) 5 # M & 5 5. H1 Porter(1980)#2 Hi, " F AL 2471 9 A —N 7= b
BUIRSS R AL e 1n) Iy — N b I B P AR B — IR PR A Dy AR« Fornell(1992)1N 4, AT~ 2T,
B S AS I T U5 A R 55 B (L i 2 F5 1) 55— (6 R 55 B A1 v 1 T S B IR 2 B ROV A, e T
DUKE L Ay A 4 R Ok R EEpE R, R PR D S M B2 %5, Burnham .
Frels&Mahajian(2003)45 i, H4liASE = 2 SUE IR (43 2bRUE . IS M T A boxsf e f 5 1 Ay
N R AATR AR o g B #6300 (procedural switching costs), 45 285F KUK ik
AN PP AR . 2 S AN R B A, IR A 2 B 55 i (R RURS )4 A O W45 e 4 il (financial
switching costs), L4 & 1 2R AR A 25403 R BRUA ,  3X 48 AR mT DA S5 B W0 45407 2R A Al 5
KA F A (relational switching costs), =%t A Fr ¢ RAURA M EOC R IR M, X IEH K
AR T TSR AR A0 2R R0 G 2R B A IR T 3 3011 BRI 5 BN O

2.2 PR BAMESBEHR KR

X T BUEAME S A W IR, 2 HUFFUIESE T AN ED B3 7= A7 5% A H (Olliver,
1999). HeskettS52=7% 1199447 x 55 F)iH &4 Y (Service-Profit Chain) & T B &AM H 5 &
R IIEM N R . Ruyter et al(1997 )% e 420 L AR LR MY (1 B & AN B EAT T SUEREST,  JF A
AR ISR T O EDR T & = 52 /e H . McDougall et al. (2000) 7% #7859 (1) IR 25 4 7L
U PR E T A AR A Frp R R R, AL TR AR S R R TR A A
IE A2 3

23 BEHREBEBHWRR

X TR R U B MR R, CAA 2 A E OISR, JF CAEEAR AR R] 20
X LR A FS Anderson& Sullivan(1990, 1993) 7154 i MU & BRI 7T R I, Jo 2535 55 5 F ) i
AR AR S . Coyne(1999) 4 Hi » A 2 il o It 2 A B SE M AR H 3ot S A 2 1T AN ] . Woodside et
al.(1989)f i, i NI R 5 FRACOR S gt s A s e A7 2 # A1 5C . Oliva&i(1992) A I % %] ik 55
CSCHE R S NEAN TR SRR 20 B v B — AN SR K 22 b, BRI SEHEG, iR R R A
RPN, BRI SCAR RIS T .

2.4 BERBAMMESBE B AR

XTI 5% IR R O AR, I H K2 SR ITHES: T B4 (i 5 na st
% SR HE 42 5 35,2004). Gale&Wood(1994) i, AL SEHBRI A BT ik BSR4, 58
S AR TR I E0 I, i 22 T WS4 (. Frederick@Salter(1998) 3B i ik . 2=/ 5k
B PEE, ATLUSII AR, TR b NI . Sirohi et al.(1998) %, I B i 2
TIPS 0 sl A 4 B P LI FIFAT 58 O 0 55 R W LA SN BURO 00 (8, T Wi 2 7545 RS
10 R

2.5 HBESASPERONE. BEHEEBEBHFRXR

Fornell(1992) [A] ik X 5y #1 1989-1991 45, 1X — 4 i) 4 [B i & il i 45 2L 7T, BWFFE ) — AN 8
LG V0 A2 O A 5 I SRR DG 2R 32 e B G A R 3 ()5 . Joness et al. (2000) % 35 AT
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BNV I A, 4 AN B 2 S I A S 2 B LA, AR o 235 2 55 S ok &R )
BAWAYEN 37 HLee et al. (2001) FIKim et al. (2004) 4 5152k B A [ 4% 5038 AT 5T 44
FEH YR RN B R R B A AR B, B A AR IS B R KR, e kSR S
JRAIZE R KR . BREEASE (2006) 1008 884 sl TRAT MV (B I8 ik W 7 e 480 B A 0T st 2 i
i JBIE] SC RA W ER, IR e AR 3 R Py B 4 il AR« ) 28 e 4t e A AR XS 1P
HepliA, HHFT A L] R ah Il M 28 4 W rhr, R 2 R 48 e A O] o5 3 5 5 S TR) 56 R I
MR, FEP B 4 AR LU, RS, TR A e P A B 5

T 2 480 S AN Ko T 0 SR A (R e 2 R T () 98 15 4 FH IR I I LA 2, (BAE RS T — e 2,
Neal(1999)F1Woodruff(1997 ) st IA k& 4 B A AE by — /N B A 5 AR 1, A2 B 0% i I Qo <0 3 A 4y
R IAE ) e A B 45 T S A 1 . 1T HLYang&Peterson(2004) W [7] i LA 5 4727 & B 55
TR L6 E 2T PSRRI, A5 T R s V3 DA i, X 3 S A R o A T
KA ER

3 HMERER BN

AR A 2 SCHR I B AT 11, B A B 7 b 75 95 A AT T3YT R A AL 1 R e A1) CRMRR 380,
2001) . McDougall%(2000) 7% #4284 (14 il 5547 MV A 5 UE S B2 S8 1 A7 -5 9 s [R) A L[] %
Ao AELLIRAT AT DR R i

HA B B A (R I 2 AT B A

TH RT3 PO SR TR B« 00305 7 5 O 2 11 o A2 ) S . 1) 2 (A7 AE AR 1 96 &R (Fornell
1992; Oliver& Swan, 1989; Taylor&Baker, 1994) . [Kit, FATTAT LR H 0 R AR -

H2:  J5 0 58 G vy D 2 ) S S A g

Bolton&Drewt (1991 i X Hi i R 45 AT ML IR SEUERIF T, RS T IR0 A B X8 o 2 S b 4 O B A
M. )5, Sirdeshmukh4(2002)3 i X T 2 AR AT 47 ML AN 245 e 55 Mk I FTUE S8 1 IS (B0 I 2
A B e AT A

H3: B BRI (LR B SE kAT 25 R S i

Ping(1993) (AT 7T A HIL, 140 2 e i 281 A Ak Jer A A 7 1 1T -5 A QA I 8 s 7 O 2R ) e A
I, B A A T RSN B . 1T S Jones(2000)WFSY IFUESE T, AEAN R K PR B A 4
T R RO A AR S AR o LGS AR IR AN N BT O B A S I R
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AR A AR E R — AN BRI 1 AR 1, et i s A0 B R (1 T 1 D B AR il 4 2 1)
U4E ] (Neal, 1999; Woodruff, 1997). ifiYang& Peterson(2004)iA g, H1 i & I8 4 {1 A i
R R AT A WL R R OCHR RS, TR st vl AR AEU R 460 1 AR X ot 27 ek e 7 (0 0 A 22 S 1) A, m DA
5 (R aAv a AR DR TR AR UV E R o ER L FRAT AR HS T R A

H4: Bl pASB Ry, B35 JE R BRI R UAk )5 T 55 5
H5: effe sSASBE Ry, B0 0T 2 R D53 e 5 5

HE: /3 BUR A L W 55 R A i P AS R 5 28 L e ke Jl AR A e IR A 5 B S5 DR AR ) S
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4.1 B PR R KRN E X SR

X Tt 80 P AR A 5 B DAy S 21400 AN — AR I R 2 [ S AR S R BT 10 ) R A
(Porter, 1980). ‘&t & 5% M CASS, IR THINTHT I IR 45 $e A i S B0 A i e PE 5 R 1
a3 RN R] L [ A (Dick&Basu,1994) . A 4h: FEF R plA . WA 25 T 4L 3 pl ACRN OC R L 4 4
FRAIX =ANESE o X H 35 % Burnham, FrelsfilMahajian(2003) /&2, JExfH k718 1F L
HRRE P R A A AR Ry 1A R, WO 35 TR i RO A 23 S AN I, Ok ZR TR e it j AR 4 kg AN LI

XoF JB 2 S A AT 5T SR T 1) 2 Zeithaml et al.(1990) 1058 X, J& T Hi iG55 BT e s, i ik
FH B AR ) A PO, BRIV B RN R 45- 55 N R SR IR AR o 0I5 TSN N R I 1 - B 5%
McDougall&Levesque (2000): Cronin, Brady& Hult (2000)fll Caruana (2000)% A JT T & ()& 2 i3k
TEIEE, a2 8.

X I BB A ST Ay N TRl S5 A B VS B 8 [ R B R A SR, PRIHR
Oliver(1997 )4 H Py I 2 1 jei A2 I 25 1) 7 249 21 2 2 i AR BRIV 7 s AR 55 2 B 2
i SR I AR T

SHoF A 2 ki e PR 2 B 5% Yi(1990),  Magnus(1998) #liMcdougall &Levesque(2000)%5 A fHT
FORRBATE I, 52 B,

& SR, Gremler&Brown(1996) 45 Il 25 Mk i 2 AEA T (458 SC, BRIV 0 45 1 1) IR 55 7
T AT AT A TR R S R FE TR A (R AR AR A BE ), DA ARSI U 45 1R T SR BN, 4k 40K 1%
I 25 T A DA W — TR R B B v o 6B 2 AU PRI U £ 32 22227 Srinivasan ,Anderson&
Ponnavolu(2002) Jr &R IFHATIEIE, AR5 80,

4.2 HEls

AR AIEARAT NV A B BEAT RIS, 00 46 R RO S AR AR T AR T A S e 248 1) 4 5
Atk AT E S A K E-mail (AR . FLAS IR ) 26 R B A0 ARG 8 AT IS 105
AT ARG WA TN A, IR AE4504, FIBR ARG A, LT 2407 45408
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A3 FEESME

EARBIFR, RAMEIE 43 S A5 2% (Corrected ltem-Total Correlation, CITC) 14k il £ 37
H, FJH Cronbach a R ECRAE: n & 15 B . MBRIIFRHER M4 CITC/NT-0.3; MHIBR %I H J5nl
TE W Cronbach off, B[ fE MG . MR IX — 5 ik H SPSS13.0 0 Hdlm kAT 40 A7, 4k
RUTFRIR . KAEHWILECITCHEARKT0.5, RUHGHA RIFMGEE. Mg Rk 15778

F 1 WIEEE TR
W10 H WIUE CITC B4 CITC SR ) Cronbach offf

TE Cronbach oft
[E——. CPV1 0. 681 0. 681 0.810
CPV2 0. 681 0. 681
—— sl 0. 555 0. 555 0.713
CS2 0. 555 0. 555
CL1 0.527 0.527 0.777 0.799
CL2 0. 565 0. 565 0. 765
W25 K CL3 0. 676 0. 676 0. 731
CL4 0.594 0. 594 0. 757
CL5 0. 546 0. 546 0.771
PSC1 0. 632 0. 632 0.795 0. 807
PSC2 0.634 0.634 0.795
PSC3 0. 582 0. 582 0.799
PSC4 0.612 0.612 0.797
PSC5 0. 622 0. 622 0.796
PSC6 0. 685 0. 685 0.792
P B PSC7 0.512 0.512 0. 804
PSC8 0. 687 0. 687 0.791
PSC9 0.584 0.584 0.799
PSC10 0. 696 0. 696 0. 790
PSC11 0. 756 0. 756 0.784
PSC12 0. 590 0. 590 0.799
PSC13 0.511 0.511 0. 804
PSC14 0. 695 0. 695 0. 790
FsC1 0.615 0.615 0. 745 0.822
WA 45 B2 i B AR FSC2 0. 580 0. 580 0.748
FSC3 0. 598 0. 598 0. 767
RSC1 0.513 0.513 0.773 0.792
RSC2 0.628 0.628 0.733
KRB A RSC3 0.575 0.575 0.781
RSC4 0.607 0.607 0.743
RSC5 0. 644 0. 644 0.725

AHFFUHE K H] Cronbach of kA5 fE R I n] Sk . SEE 4T 225K /N B UK (Joseph F.Hair J). %
bk (Rolph E.Anderson)Z545Hi: Cronbach afti K10.7, FRBHhm I SErks s, thm RER I
H%/NT-64 1, Cronbach offi k71°0.6, F/nHHRE M FEMEE . 12 HSPSS13.015 2 (1) AR IR A 51
FAr K ) Cronbach of i AIA a4 . anR2FT7~, ARRIF5THICronbach  afi#lk10.7,
P AR BAT B A BE KT, R AR R e nT5E . it SPSS13.0 14341, KMO1H

5
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4£0.852, JfiEitBartlett'sEk A (p < 0.000), 1% Ui BRI B AT IR F o0 T i 4« SIS R IR 1
Iy iR 2 e RiERE U 20 5 A 43 Ak (Principle Component Analysis), JFREHF AR KT 1454
NP bsitE . AT 2 RAIEAS e, $EEC T /SN 7, RUHi#RE 7 70.842% 1Y 7 22,  Hid
Tk DRI 28 Ay 1) 45 R nT DA 3145 7 5 AL DR 1 e R8T (K 10.5, HER TR—rF, WAy LL
Ui W e R R AR AT

R2HERFMATFAH

T
o il Cronbach o
A+ 1 A+ 2 K+ 3 A+ 4 K+ 5 HF 6
Joi 5 CPV1 0.617
0.910
JREMME CPV2 0.632
B CS1 0.645
JAE 243 T 0.813
CS2 0.540
CL1 0.570
CL2 0.543
JAi 5. EE Ak CL3 0.612 0.899
CL4 0.535
CL5 0.564
PSC1 0.561
PSC2 0.526
PSC3 0.528
PSC4 0.568
PSC5 0.556
PSC6 0.594
At PSC7 0.583
. 0.901
A AR PSC8 0.521
PSC9 0.574
PSC10 0.526
PSC11 0.554
PSC12 0.647
PSC13 0.571
PSC14 0.540
FSC1 0.655
45 74
i FSC2 0.588 0.822
T A
FSC3 0.620
RSC1 0.582
RSC2 0.612
KRR
‘ RSC3 0.548 0.872
B A
RSC4 0.570
RSC5 0.611
4.4 BERE

ASCRAISPSSA3.0 G0t A HEAT AL I8, SO AT NIIE A SCHfr $18 Hh ORI R B o AEAS SO A%
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BeiAs, IR R RAS . W 55 T A AR G AR TR B A R PR AR AR Y o

B, MU EEI S IR R DGR, USRI IHE AR R, B ik A A2
EORBEATIRNA T, SRR3R

RIMEBMNESMEHEEETSHER

R2 Standardized Coefficients t Sig.

0.322 0. 567 13.872 0. 000

IES R P t{E N 13.872° K12, Sig.fE740.000/10.05, MIui Wz JAo% R ik, FrfEfl &
H040.461, PR A S BV AN DN Uil RO R 2 o A SORER (B HA AT

AR 5 E AR, e B DRI AR B R BEAT IR 23 AT, DAIMROR G M I il T T st 2 Sk 1
SEMVE o e pr 4 Rk 4P

FAMEHESHEDIREEES LR

R2 Standardized Coefficients t Sig.

0. 297 0. 545 13.092 0. 000

ZAIRHEN13.092°K12, Sig.{E40.000/v1-0.05, MIHEHZIA)A5C RiE A 46Uk, tEhriEfL
REAH R, HALN0.545, R O IR [ R B2 . AP R B H2 A

LU 2 AN (B 0 B AR, BT B A DRI AR R R b AT e 3 TR B 20, L SRR & s
&5 MERMNESME BB RS HER

R2 Standardized Coefficients t Sig.

0.212 0. 461 10. 463 0. 000

BEA R HHE 0 10.463 K12, Sig.{H 40.000/M1-0.05, WU Wi [el < RiB 40k,  dbrrEfL
RBAEX, HIAE 0461, VR AN HEN A BB 2 . AP BB HB AL

FEAC A A (K YA P 20 B, AR SOR ML A B 45 (2005) i $i2 43 (14 2 HY SPS S #1156 TE AR B 1
RK(RELODIRrAS

SR AGL I  Fh PR AR S 1 R I AN (T S5 R TR A AR VR T o AR A SORE R A Bk
Kb PRI AS R A I B, AR N R AN R, TR AR O A . TG IR 25 R AR R s

7 6 M DI R R A IME FIEE IR A A Y (B3 2 4 45

R2 Standardized Coefficients t Sig.
CPV 0. 354 7.199 0. 000
0. 250
SC 0.222 4.527 0. 000

iE: CPVHERMEBRIMME; SCHRREBMA

RTHEBRNMEZMNE. FREARHESEIRBATRREADTER

R2 Standardized Coefficients t Sig.
CPV 0.110 0.416 0.678
0.252 SC 0. 107 0. 807 0. 420
CPVxSC 0.319 0.914 0. 347

iE: CPVREMEHS; SCHRREMMA; CPV'SC REMEFHESME BIKFR
MR B AT R AR R, BARR T IR 0.252 K 1K 5H IR?E0.250. [Kit, W]
LA P A 450 F3 AR X T S R L ROk ) 38 1 4 P A2 2%
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I THCI R 565 2 8 s A o A1 2 S AR 2 AR VR R D R 1 1 o ARG ARR e, DRIAR R i S
1 A A BB A, R A A A A

3 8 R BRI i B AN R A R B TGS R

R2

Standardized Coefficients t Sig.
CS 0. 462 10. 461 0. 000
0.334
SC 0.210 13.872 0. 000
iE: CSREMZFHE; SCRREMMA
RIOMEBBIMEFES . HRAARHE SHIRMAFRREADTER

R2 Standardized Coefficients t Sig.

CS 0. 862 3. 425 0.001
0.339 SC 0. 449 2.918 0.004
CS*SC -0. 545 -1.616 0. 107

E: CSREMEFHE; SCRREMMA; CS*SC REMEFHESME BIKFR

W BRI AR, BARRIPHIRAMEO0.339 K T-L8H IR>(H0.334. (Kb, et piAnS iz
T T AR SR ) 0 P R 1) o AERI 3 AR AR N, DLREAIE N Rl o0 b tfE, XF 408
DA BP0 AR e AR SRAF IO 3.64 0 ASSORE e H AL K 174851 3. 541K ) 58] 73 Ay e e ik
ARG, i AR RAEL /N T 3.54 AL E LR el A A o AR AL, RS0 B ke i fEL T I S ik
szt A AE, LA B 45 R i 10 R :

10 TEIEHRBUA M4 T HE Bl B R AN E B A4 13 b

Standardized Coefficients t Sig.
o A e S AN 4 0. 400 6. 641 0. 000
RFL e R A2 0. 420 6. 063 0. 000

BEAR B, XPALIHE S K T2, Sig (i B /N1-0.05. 7 R 0ns 2 A (8 i br e £k
BATR S o HB AR R F s A AL bR AL 2 EUfE D 0.400 /) TR A 2L ) A vE e 22 41410420,
S WA B 4 PSS i IR I T A R B S R R 2 i ik, RIDAS ST BB HA AT

PR, AT RS A BN [FDA 0. SRR W N R AR
F 1 TREEHRAAR Y TR BB AR HE RS RI

Standardized Coefficients t Sig.
o A e S AN 4 0. 462 7.925 0. 000
L R A2 0.523 8. 047 0. 000

PIALIIHE K T2, SigAH¥I/N10.05, MR Z RAE E 1o TR e e 00 Pl AR 241 1 1 2 A D
X T IR E AL 2R 800 0.462 /NI e 48 AR 2L 1) I 7 R RORT T 23 o PR B Ak % 400,523,
PRUHCIZAIE B 1 2 4 AN g I B30t T I 2 U 1 R s, B ST B 8 HB F AT

I T3 59 LA 0 F AR 18 = A 205 L RV Py TR e pleAS L W 55 TR A PR AS A S 2R TR e 0 Jl AR A A 1)
G A SRAGL IR B R AP (ELRT 51 2 AR PR 5 i

MEAM R EERKTE AP MUK T2, Sig AHII K T0.05, U2 A7 i %5 3
B A BRI AL R BT o AT A I S I SRR AT (EDS 5 R D) AL R 5K
HBIAAFREER TR A HRAAE AN, Bl B AN R SRR bR e R i 4 0.461; >4

8
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TERE P YA IR AAFAE IS, JLAEAZ 2 0.309;  7EIW 55 TR B AAFAE 24T T, JLE N 0.455; 1iifE
RAHHRAAFAERI AT, HAG0.358 . AR Fr BB pAAEAE IR, B IR AN RO G
PR R BRI, T 55 B R A AR ST, A R B/

R 12 FEEER A TR R AN E X Bif R F2 00

% fF IR A Standardized Coefficients t Sig.
Tl e A 0. 461 10.463 | 0.000
TP R S A 0. 309 6. 633 0. 000
0F 55 B4 2 i Pl A Jei & AR A 0. 455 9.972 0. 000
KRB A 0. 358 7.303 0. 000

i MERDRAREE
DRI, FRATTAT LA O R B B« WA 55 TR B il AR R 5 28 20 e FJ A X I TR R A7 (LAt
BRI R AR A A AN R AER,  BUAR SO o (R4 e HB

F5S B AR i, RS 70 T AERE 3 B A L IV 55 B e Jl AR AN R 3R BB e Pl AR A7 A
FRIZAETN S B T e o A R PR 53 i 1

R 13 FRIEHR A THZiHEX BiRE R0

At IR AR Standardized Coefficients t Sig.
o4 A 0. 545 13. 092 0. 000
TP R S A B i 0.410 8. 943 0. 000
T 55 B AR 0. 536 12. 751 0. 000
RARTUE A 0. 466 10. 670 0. 000

E: MERRARLTE

RABH A NPT R IOHEYI K T2, Sig HYI K $0.05, W BT A7 B3t JoORT I SE Ik (14 e
AL R BOIA T S AAFAEREHSAIN, B T JU3 ED  AR AL R B A AN R RE E AR R R
B FAR A AT R BRI R EUE N 0.545; A 7ERE 7 U HURAAF A 51 T
HAHAZ N 0.410;5 (RN 55 FLHORAFAERI 6 AF T, HLE 0.5365 111 715 28 B o lAAT A2 1) 21
N, HAEH0.466. Fo R P RS SASA AR RO IR bR AE R A B K, i 55 T A e
JEALFAERAT T, W B AR AL R Bt

PRI, FRATTAT LA R B B L WA 55 TR B i e AR R 5 28 25 e Fl A X I S AT o5
RIE) DGR A A AR R TR, RIEA SR o (BB HT AT
5 BIRSGRERRHIFTEN

MASLIE L SPSS13. 0% Hietli (AL BE, HESE T U AN ML, B SR I 2 S AT 5 5 5
T2 R S A O BB R B 20 e e 5 RO 3R T A TR VR AR A v 1 P S i
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Research on the Relationships between Customer Perceived Value,
Satisfaction, and Loyalty Based on the Moderating Role of Switching Costs ----
Take Mobile Communications Industry as Example

Jin Xiaotong , Chen Yi , Jiao Zhu

(Center for Quantitative Economics of Jilin University, Business School of Jilin University,  Jilin,
Changchun ,130012; China)

Abstract: In this paper, the mobile communications industry through empirical studies on the Switching Costs of
Customer Perceived Value, Customer Satisfaction of the relationships between Customer Loyalty regulation, and
compare the Procedural Switching Costs , Financial Switching Costs and Relational Switching Costs the Switching
Costs to different moderating role. The results show that Customer Perceived Value and Customer Satisfaction of
the impact of Customer Loyalty and Customer Perceived Value significantly to the of Customer Satisfaction have a
positive effect; Switching Costs on Customer Satisfaction and Customer Loyalty than on the moderating of
Customer Value and Customer Perceived Loyalty between moderating role more visible when the high Switching
Costs, Customer Perceived Value, Customer Satisfaction of Customer Loyalty than the effect of a change in the
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low Customer Perceived Value ,Satisfaction and Customer Loyalty of the impact of the weak in the comparison of
different Switching Costs, and did not compare the Switching Costs, then there were Procedural Switching Costs,
Financial Switching Costs and Relational Switching Costs between Customer Perceived Value, Customer
Satisfaction of the impact of Customer Loyalty both weakened and Procedural Switching Costs moderating of the
largest Switching Costs, the financial Switching Costs of the moderating role of the smallest in comparison found
that the different types of Switching Costs on Customer Satisfaction and Loyalty to the moderating of the
relationship between Customer Perceived value of the moderating role and Customer Loyalty level is very similar

to the changes .

Key Words: Customer Perceived Value Customer Satisfaction Customer Loyalty Switching Costs
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