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The Relationships of On—-line Game Attributes, Customer Satisfaction, Switching

Barriers and Customer Loyalty
—Mediating Effects of Switching Costs and Attractiveness of Alternatives—
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Abstract

The object of this research is to analyze the impact of the four dimensions of on-line game
attributes, challenge, social interaction, entertainment and actuality, on customer satisfaction and
loyalty. At the same time, mediating effects of switching barriers, such as switching cost and
attractiveness of alternatives on the relationships between customer satisfaction and customer
loyalty are also analyzed. The results showed that the challenge, social interaction,
entertainment had significant effects on customer satisfaction. Customer satisfaction also
effected customer loyalty. Another important result is that switching cost and attractiveness of
alternatives played an intermediating role between customer satisfaction and customer loyalty.
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