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Effects of Customer Satisfaction and Switching Costs on Customer Loyalty
in a Coffee Chain Context
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Abstract

This study aims to analyze key antecedents of customer loyalty based on dedication-based and
constraint-based mechanisms. Our framework provides a theoretical lens of how two distinctive
mechanisms influence customer loyalty in a coffee chain context. In this regard, this study
examines the effects of customer satisfaction and switching costs on customer loyalty in a coffee
shop market. In order to test the proposed model, data collected from 263 university students
were empirically tested by using partial least squares regression. The analysis results reveal that
customer loyalty is jointly influenced by both a dedication-based and a constraint-based
mechanisms. Coffee quality service quality, price and value, and service atmosphere significantly
affect user satisfaction. Habit and brand image were found to be the key factors of forming

perceived switching costs.
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