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Experimental research on deter minants of cusomer loyalty

CHEN Ming-liang
Zhgjiang Universty , Hangzhou 310027 , China

Abstract : A syntheszed theory node which describes the rdationships between custcrner loyaty and its determin
ing factors is put forward by integrating current related research recit. Based on Chinese IT didribution indugry ,
with the help of a professond survey conpany , a sanp'z zaia o 267 actua cudomersis collected. Then, the cus
tomer loyalty noddl is tested by means of the gatigtica andysis ivthod of sructure equation nodding(SBM) . The
result shows that customer perceived value , cugomer satigaction , customer trus and cusomer snitching cogt are the
four determinantsof cudomer lovelty , and anong them the cusomer perceived val ue has the mog important dfection
to customer loyalty. Tha guidance dgnificance of experimentd research conclusons to CRM is discussed.

Key wor ds:cugcner loyaty ; determinant ; experimenta research; gructure equation nmodeling; quegionnaire sur

vey ; cusomer relationship management (CRM)



