2018 2022

effects of context on the relationship between Customer satisfaction and loyalty
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This study aims to examine whether the structural model of customer
satisfaction and loyalty differs getween switching triggers group and no triggers group.

An internet survey was conducted with users of a video streaming service. Contrary to expectations,
the analysis revealed no differences in the model between triggers and no triggers group. However,
it was found that commitment influence the royalty as a mediator.
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