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Abstract

This study aims to identify of customer features control the effect on revisit intention and
switching intention. The statistical techniques used for this empirical analysis are frequency
analysis, technology analysis, reliability analysis, factor analysis, confirmatory factor analysis
along with path analysis and moderate regression analysis, which are based on structural model

From the effect that customer features control the effect on switching barrier by switching
intention, travel agencies has a control effect on ’financial switching costs’ and 'relational
switching costs’, and airlines show they have control effect on 'relational switching costs.” In
diversity pursuit factors, 'financial switching costs’ and 'attractiveness of alternatives’ have a
meaningful control effect for travel agencies customers, while 'procedural switching costs’ for
airlines customers.

In the analysis result of the effect that customer features control the effect on revisit intention
by switching intention, 'percept’ and 'diversity pursuit’ have a meaningful control effect in
travel agencies customers and airlines one, respectively.
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