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An Empirical Study on the Adjustment Effect of
Switching Barriers on Customer Retention
in Mobile Telecommunication Services

Moon-Koo Kim, Myeong-Cheol Park, Dong-Heon Jeong, Jong-Hyun Park

This paper aims fo investigate the adjustment effect of switching barriers on customer retention in mobile
telecommunication services. The detailed factors regarding switching bariers are classified based on the
related literatures. Furthermore, the hierarchical regression analysis is used to analyze the extent to which
the factors affect customer retention. The main contrioution of this paper is to focus on switching barriers
and theirs relationships with customer retention rather than customer satisfaction on early studies. The results
are as follows: First, among the factors of switching barriers, switching cosfs, such as confinuity cost and
confractual cost, inferpersonal relationship, and attractiveness of clternatives are key factors in defermining
customer retention. Second, continuity cost and inferpersonal relationship have an adjustment effect between
customer satisfaction and customer retention. The findings can help the mobile operators establish a
customer-oriented strategy by identifying a few key factors sfrengthening the linkage with customers.
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&) 1. Colgate and Lang[2001] 2. Jones et al.[2000] 3. Jones et al.[2002] 4. Lee and Cunningham[2001]
5. Fornell[1992] 6. Morgan and Hunt[1994] 7. Berry[1995] 8. Gwinner et alL[1998] 9. Berry and Parasura-
man[1991] 10. Jackson[1995] 11. Bendapudi and Berry[1997] 12. Anderson and Narus[1990] 13. Patter-
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A7+ AA 2 | 0182 0104 0.022
AZLHAA 3 | 0176 -0.036 0.022
ALAR/A 1 | 0047 0.005 -0.082
ghau) g 1 0.003 0.180 0.027 0.042
g4 3 0.004 0.098 0.142 -0.009
gan 4 2 0.014 0.298 0141 0.017
274 1 0.123 0.126 0.045 0.052
27184 2 0.102 0.005 0.071 -0.002
Z7M & 3 0.036 0.102 -0.038 0.194
&H L 1 0.058 0.143 0.004 0.099
a5 H1 8 2 0.074 0.042 0.078 0.021
a&H1 8 3 -0.026 0.042 0.130 0.197
Alokel g 1 0.038 0.008 0.033 -0.004
Aokl & 3 0.135 0.087 0.165 0.115
A ekr) & 2 0.072 -0.020 0321 -0.018
tigtel wWig 1| 0.067 -0.019 0.057 0.014 -0.028 0.020

thete] wig 3 | -0.062 0011 -0.079 0.059 -0.047 0137

tiehe] wlg 2 | 0259 0.067 0.095 -0.090 0322 0.007

MulA38 2 | -0.008 -0.145 -0.038 0.106 0.065 0.103

AMuj 238 3 0.089 0.175 0.055 -0.020 -0.062 0.036

MulAs| e 1 0.261 0.077 0.032 0.163 0.137 0.143

Eigen Value 2.664 1.922 2.209 1.999 2181 2449 1.882 1.811
gk

WS (%) 11101 8.009 9.203 8.328 9.089 10.205 7.841 7.544
ggz ((Z)X—i 11.101 19.110 28313 36.641 45.730 55.935 63.776 71.320
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