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A Study on the Structural Relationships among Relational Benefits of the Franchise
Coffee Shop, Customer Satisfaction, Switching Cost and Relationship Retention
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Abstract

The purpose of this study is to examine the structural relationships among relational benefits
of the franchise coffee shop, customer satisfaction, switching cost and relationship retention
intention. The results of this study are as follows: First, among relational benefits, social benefits,
psychological benefits, customization benefits and economic benefits had a significant influence
on customer satisfaction. Second, among relational benefits, social benefits, psychological
benefits, customization benefits and economic benefits had a significant influence on switching
cost. Third, customer satisfaction had a significant influence on relationship retention intention.
Fourth, switching cost had a significant influence on relationship retention intention. Finally, the
conclusion section suggested strategic implications to induce relational benefits, customer
satisfaction, switching cost and relationship retention intention based on the findings.
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