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Examination of Factors Influencing Switching Intention in Mobile Music Service: focusing
on Moderating Effects of Attractiveness of Alternatives and Switching Costs
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Abstract

The major purpose of this study is to examine the effects of customers’ perceptions toward
service quality of mobile music service on customer loyalty and switching intention. For this
purpose, this study posited three service quality characteristics including interface, service, price
quality as key determinants of customer loyalty and switching intention based on relevant
literature reviews. A research model and hypotheses concerning the relationship between these
variables were constructed. Moreover, this study explored the moderating effects of
attractiveness of alternative and switching costs on the relationship between customer loyalty
and switching intention. An online survey was administrated on 433 mobile music service users
and a simple, multiple, and hierarchical regression analysis were employed. The results indicated
that all of interface, service, price quality have significant positive influences on customer loyalty,
and both of service quality and attractiveness of alternatives have influences on the switching
intention in a positive way. On the other way, it was shown that switching costs have a negative
influence on the switching intention. The moderating effect of attractiveness of alternatives on
the relationship between customer loyalty and switching intention was also found. The
implications of these results are discussed.

B keyword : | Mobile Commerce | Digital Music Service | Customer Loyalty | Switching Costs | Switching
Intention | Attractiveness of Alternatives | Service Quality |
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