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The Impacts of Relationship Marketing
Bond Types of Broadband Network,
Service Quality, Relationship Quality and
Switching Cost on Customer Loyalty

Lonc-Y1 LIN, CHiH-Hsuan HSU, CHun-SHuo CHEN .

ABSTRACT

This study takes ISP’s consumer in north Taiwan as the research target, tries to explore the influence of
relationship marketing bond types of broadband network, service quality and relationship quality, switching
cost on customer loyalty. The convenience sampling method was used to collect the primary data. A total of
429 questionnaires were distributed, 407 effective samples were collected and the effective response rate was
95%. The regression analysis was used to test the hypothesis. The results were list as follow: (1) Relationship
marketing bond types have significant positive influence on relationship quality and switching cost, where the
structure bond is the most influencer. (2) Service quality has significant positive influence on relationship
quality. (3) Service quality has significant positive influence on switching cost except the reliability. (4)
Relationship quality has significant positive influence on customer loyalty. (5) Loss performance cost has
significant positive influence on customer behavior loyalty, and sunk cost has significant positive influence on

both customer attitude and behavior loyalty.
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