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Gold clients
Silver clients
Bronze clients

CancellationCancellation Client 
reactivation

Client 
reactivation

� How much 
should I invest 
in recovering 
the client and 
how much can I 
obtain?

� How can we keep a client as long as 
possible?

� How can we 
increase the 
client's profitability 
through additional 
products?

� How much should 
be invested in 
capturing the client 
and how much can I 
obtain from him?

� What criteria 
determine which 
clients will be the 
most profitable?

� How can we attract 
clients in the most 
efficient and 
effective way?
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Customer 
Continuity 

Management

� Policies and actions that develop client 
bonds increasing their level of satisfaction 
in the use of the services

Excellence in 
satisfaction

Excellence in 
satisfaction

Switching barriersSwitching barriers

Retention Retention 

Recovery Recovery 

Prevention

Therapy

Ordinary management of predicted and 
acknowledged cancellations

� Difficulties and encumbrances (emotional, 
social of financial) that the customer must 
overcome to change suppliers:

� Loss of benefits or privileges 

� Psychological barriers

� Adaptation costs

� Captivity barriers

Proactive

Reactive

� Design of a retention island
� Definition of reactive policies and actions: 

� At the time of cancellation (emergencies)

� After the cancellation (reanimation)

� Generation of a predictive model and 
abandonment alarms

� Definition of policies and proactive accions
� The customer considers abandoning, but 

has not yet definitively done it

Ordinary management of the customer lifecycle

Customer 
Continuity 

Management

� Policies and actions that develop client 
bonds increasing their level of satisfaction 
in the use of the services

Excellence in 
satisfaction

Excellence in 
satisfaction

Switching barriersSwitching barriers

Retention Retention 

Recovery Recovery 

Prevention

Therapy

Ordinary management of predicted and 
acknowledged cancellations

� Difficulties and encumbrances (emotional, 
social of financial) that the customer must 
overcome to change suppliers:

� Loss of benefits or privileges 

� Psychological barriers

� Adaptation costs

� Captivity barriers

Proactive

Reactive

� Design of a retention island
� Definition of reactive policies and actions: 

� At the time of cancellation (emergencies)

� After the cancellation (reanimation)

� Generation of a predictive model and 
abandonment alarms

� Definition of policies and proactive accions
� The customer considers abandoning, but 

has not yet definitively done it

Ordinary management of the customer lifecycle
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1. Generally, the employees provide service reliably, consistently, and dependably
2. Generally, the employees are willing and able to provide service in a timely manner
3. Generally, the employees are competent (i.e., knowledgeable and skilful)
4. Generally, the employees are approachable and easy to contact
5. Generally, the employees are courteous, polite, and respectful

6. Generally, the employees listen to me and speak in a language that I can understand
7. Generally, the employees are trustworthy, believable, and honest
8. Generally, this facility provides an environment that is free from danger, risk, or doubt
9. Generally, the employees make the effort to understand my needs

10.Generally, the physical facilities and employees are neat and clean

Service Quality Performance (scaling from "very low" to "very high" on a 
9-point scale)
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"Poor" 1 2 3 4 5 6 7 8 9 "Excellent"
"Inferior" 1 2 3 4 5 6 7 8 9 "Superior"
"Low Standards" 1 2 3 4 5 6 7 8 9 "High Standards"

Overall Service Quality
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9. My phone company understands my needs best

12. My phone company offers all the services I expect from a phone company

11. My phone company's service is reliable (service is available whenever I want it)

10. My phone company is concerned about my safety

8. It is easy to contact my phone company whenever necessary

3. I am sure that my phone company will suit my needs best in the future

7. Whenever something goes wrong, my phone company takes corrective action without delay

6. My phone company staff are courteous

5. My phone company staff are capable

4. I have no doubts about the future existence of my phone company

2. My phone company staff make an effort to explain things in a simple way

1. My phone company always keeps me informed of things that I need to get the best use of the 
service

SQ perceptions (scaling from "Strongly agree" to "Strongly disagree")

9. My phone company understands my needs best

12. My phone company offers all the services I expect from a phone company

11. My phone company's service is reliable (service is available whenever I want it)

10. My phone company is concerned about my safety

8. It is easy to contact my phone company whenever necessary

3. I am sure that my phone company will suit my needs best in the future

7. Whenever something goes wrong, my phone company takes corrective action without delay

6. My phone company staff are courteous

5. My phone company staff are capable

4. I have no doubts about the future existence of my phone company

2. My phone company staff make an effort to explain things in a simple way

1. My phone company always keeps me informed of things that I need to get the best use of the 
service

SQ perceptions (scaling from "Strongly agree" to "Strongly disagree")

�
�

)�!���>6����������D��	�����-�������(�	��(���
�E������!��J�
�+��	���
�� �����.8AA>/�<@AB	
	

• ��	� ����	� (�	��� I��� ��� ���� .8AAF/� <=>B�� ������
� ���� ���������
������
�� ��	*���� ����
��
�������	"�����������������	������������
��	������
��
���	������!������	�!���
���0(�	��
���
�	��������������	������)�������	�����������������������
����
��������+�����
����	������
�
���������((��	�������0���
��(�����������������
��
����	�����-���������
��(�	����
�����	���
������
��(���������	�	��
����	���!2�������������	�
���������	"���������6�����-��������������
����������(	������	����	��3	����
�!���(	����3��������!������������������������������	�������
���� ��
��
��
��� ��� (	�����	��� .��!��	�(���
� �
�� ���
��/� �
�� �������	� ��((�	��� )���
������������((��	��
�������!���F6	

	



�
�
�
�
�
�
�
�
�
�
�

�
�
�

��������	��
��
����	
�
�����
�			�%	

Variety of customer support 
systems
Speed of complaint processing
Ease of reporting complaint
Friendliness when reporting 
complaint

Customer support system and 
complaint processingCustomer support

Service Quality

Ease of subscribing and changing 
service
Staff friendliness, when subscribing 
and changing

Subscription and change 
procedures

Convenience in 
procedures

Variety of value-added services
Convenience of use of value-added 
services
Whether value-added services are 
up-to-date

Type and convenience of value-
added servicesValue-added services

Quality of mobile device
Variety of mobile device types
Quality of mobile device design

Mobile device functionality and 
designMobile device

Reasonability of price
Variety of price schedule
Possibility of freely choosing price 
schedules

Pricing and price schedulePricing structure

Call clarity
Coverage

Call quality according to customer 
perceptionCall quality

Measurement itemsOperational definitionVariable
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Promptness in advising about any problems with my shipmentsQ5

Service Quality Attributes

Ease of booking a shipment with a companyQ4

Reliability in delivering shipments (accurately, on time, etc.)Q3

Timeliness of pickup of consignments as promisedQ2

Understanding of my business and shipping needs by the staffQ1

DescriptionItem

Promptness in advising about any problems with my shipmentsQ5

Service Quality Attributes

Ease of booking a shipment with a companyQ4

Reliability in delivering shipments (accurately, on time, etc.)Q3

Timeliness of pickup of consignments as promisedQ2

Understanding of my business and shipping needs by the staffQ1

DescriptionItem
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1. I believe the general quality of X's services is low (RC)

2. Overall, I consider X's service to be excellent

3. The quality of X's service is: (1=poor;  7=excellent)

Service Quality

1. I always have an excellent experience when I visit X
2. I can count on X to keep my waiting time to a minimum
3. I am consistently pleased with the selection at X

Outcome quality

1. X's physical environment is one of the best in its industry
2. X's layout never fails to impress me

3. At X, I can rely on there being a good atmosphere

Environment Quality

1. I would say the quality of my interaction with X's employees is high
2. You can count on the employees of X being friendly
3. X's employees respond quickly to my needs

Interaction Quality

1. I believe the general quality of X's services is low (RC)

2. Overall, I consider X's service to be excellent

3. The quality of X's service is: (1=poor;  7=excellent)

Service Quality

1. I always have an excellent experience when I visit X
2. I can count on X to keep my waiting time to a minimum
3. I am consistently pleased with the selection at X

Outcome quality

1. X's physical environment is one of the best in its industry
2. X's layout never fails to impress me

3. At X, I can rely on there being a good atmosphere

Environment Quality

1. I would say the quality of my interaction with X's employees is high
2. You can count on the employees of X being friendly
3. X's employees respond quickly to my needs

Interaction Quality
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1. My adviser has assisted me to achieve my financial goals
2. My adviser has performed well in providing the best return on my nivestments

3. My adviser has helped me to protect my current position by recommending the best 
investing options

4. My adviser has performed well in investing my money in appropriate investment 
options

Technical Service Quality

1. My adviser has assisted me to achieve my financial goals
2. My adviser has performed well in providing the best return on my nivestments

3. My adviser has helped me to protect my current position by recommending the best 
investing options

4. My adviser has performed well in investing my money in appropriate investment 
options

Technical Service Quality
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1. My adviser gives me personal attention
2. My adviser has my best interests at heart
3. I can share my thoughts with my adviser

Functional Service Quality

1. My adviser gives me personal attention
2. My adviser has my best interests at heart
3. I can share my thoughts with my adviser

Functional Service Quality
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1. The price charge to use this facility is
2. The time required to use this facility is
3. The effort that I must make to receive the services offered is

Sacrifice (scaling form "very low" to "ver high" on a 9-point scale)

1. The price charge to use this facility is
2. The time required to use this facility is
3. The effort that I must make to receive the services offered is

Sacrifice (scaling form "very low" to "ver high" on a 9-point scale)
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Costs incurred by your company in fixing problems with the courier forms’
invoices and so onP5

Communication costs incurred by your company (i.e., costs of telephone, fax, 
etc, in dealing with the courier firms)P4

Delay costs incurred by your company (i.e., costs related to fixing shipment 
delays, etc.)P3

Shipment preparation costs incurred by your company (i.e., printing, labeling, 
filling shipping forms, etc.)P2

Shipment costs incurred by you company (i.e., rates charged for actual services 
by the courier firms)P1

DescriptionPrice attributes

Costs incurred by your company in fixing problems with the courier forms’
invoices and so onP5

Communication costs incurred by your company (i.e., costs of telephone, fax, 
etc, in dealing with the courier firms)P4

Delay costs incurred by your company (i.e., costs related to fixing shipment 
delays, etc.)P3

Shipment preparation costs incurred by your company (i.e., printing, labeling, 
filling shipping forms, etc.)P2

Shipment costs incurred by you company (i.e., rates charged for actual services 
by the courier firms)P1

DescriptionPrice attributes

�
�

)�!���5A6�����	�(���
����D%	�������	�!����E������!�������������.8AAF/�<=?B





"������
�����

�
)�	��������	�
��(�	�(��������������!����*�
��
��	��	�����
��	���
�����������	��	�	��������<@5B��
����������
�������������+���	��	�����
����������	�����
������������	������������	6�

• (����	���	 ���	�����
�6� �
��	������ ��� ���� ���������
����� ������0�����(	�����!�� ����
���(�
���

• (����	�������	��	 ���	�����
�6� ������������������	��� ��� �����������	��
��	��	� ����� �����
�������������(������������	�����������(�
���
�-������
��

• (����	 ���������	 ��	 ���	 ��������6� ������ +����� ���� �������	� (�	�������� )���� ��� ��
���(���������!2�������������+�������(�
����
�������
���2������
����������������	��

� H0�����
����
������	�����
��
��������	�������������	������������	�����
�+������!��������
*��������	��
��!���
�
��������
�!������(������������
�������)����D��(�	��	E���������(���������
C��
����
��
��L��
��
�.5KKK/�<N8B��������������
���
���	�����
����!���
�����0(�	��
����+�����
�0����� �������	� �0(�������
��� #
� ����� 	��(����� �����	�� ����� ���'�
�� .5KKF/� <=B� �	�'��1� �
��
��������
�.5KK?/�<5@B�����!��������������+�
��������	���	��
����������������������	������+�������
(	�������	���	������������(	�����6�

• )*������	�������	��	�������6����(�����+���� ������
��������	����	���������	��
�	���
���
������	*��:��
�����	�+�	����+�����	�(	���
�������
�	������������	��������(�����!���
�����

• +��������	 �������	 ��	 �������6� �������
��� ���	����	������� �	�� ������ +������ �������
�
�0(������ !�� ���� �������	�� �	�� +�������� ��
��� ����� ���� ��*�� ���� �������	,�� �����
�����	��

• )*�����
�	�������	��	 �������6� ���	����	��������
�����
�!�����	� ���� �������	� �	�� �������
	�(	���
��
�� ���� ����� ��� 
������	�� ��� ���	���� �
�� ���
���
� �������	��� �
�	����
�� ����
�����	�
����� ������ ��� ���� ��	����� ���(�	��� ��� ���(�����	��� )���� ��� �!�������� �� ������
+�������
�	���������	�
��	���
*�+���������������	��

� G
���������	���
�����������
����
������	������(�
�����*
�+�����(�	��(���
����������	�����
��� ���� (	������ �	� ��	�������� ����	��� ����
� ����� ��� ������ ��������� 
��� ���
����� +���� +���� ����
���(�
��!������������������	�
�����	������	����
��������2�	����������������
�����	���	���������������
������ �
� ���������	 ���������	��	 ���	����������)��������+�
�� ��!��� .���	 �����	��/� ���+�� ����
���
�����
����
������
�����������
��(��<@5B��
� 
�����
����������
�����������������0����
�������+�����
�����
���
���G
������
����
�������
!�
����� �� �������	� (�	������� +��
� ����� ��-��	�� �� (	������ �	� ��	����� �
�� �
� ���� ����	�� ����
���	��������������-�������
���(������#
����������
�������	��
��������(�
�
���+�������*���(������
�������������
���
�:�������������	���������
�	�����
��
��������
����	�+����
�����!�
�������������
"������	��������(�	���������
��+����
��������	�������� �����������������(	�������	���	������)��	��
�	�� ����� �+�� ��
������
�� ���+(��
��� +����� ��
����	� ������ ����
���
�� ��� �
� �
������
�� ���
(�	������	������3+������
�������������
����	���	��!�������	�����	�����3��
��������(�
�
������



�
�
�
�
�
�
�
�
�
�
�

�
�
�

��������	��
��
����	
�
�����
�			��	

(�	������	������3+������
������������������!�������	��������������������������(�
�
��3�<@5B��
#
��������
��0��������������������	�����
����
�	�!����
�����	���
�����	����		��(�
����6�
�

PriceSacrifices

QualityBenefits“Client’s value is the quality perceived in the 
market, adjusted for the relative price of his 
product”

Company 
managementGale (1994)

*Benefits“Net value is the sum of all perceived benefits, 
minus the sum of all perceived costs”

Marketing of 
services 

Lovelock
(1991) *Sacrifices

Economic

Technical

Service

Social

Sacrifices

“Value perceived in monetary units, understood 
as economic, technical, service and social 
sacrifices received by the client organization, of 
the price paid for the product”

Organizational 
market (B2B)

Anderson, Jain
& Chintagunta
(1993)

Intrinsic attributes

Extrinsic attributes

Perceived quality

Other benefits

Benefits“Perceived value is the consumer’s global 
assessment of a product’s usefulness, based on 
the perceptions of what he gives and takes”

Perceptions from 
consumers of 
beverages

Zeithaml
(1988)

Monetary price

Non-monetary price
Sacrifices

Expected benefits

Assumed benefits

Additional benefits

Benefits
“Value is the benefit that a client obtains from a 
product or service, minus the cost of obtaining it”Client serviceCan (1990)

Price

Time

Effort

Sacrifices

QualityBenefits“Buyers’ value perceptions represent an 
exchange between quality or benefits perceived 
from the product when compared with the 
sacrifice of paying the price”

Price strategiesMonroe (1990)

PriceSacrifices

NatureDefinitionContextAuthor

Price
Non-monetary sacrifices

Sacrifices

Quality
Service
Image
Relational

Benefits“Value is a cognitive answer composed of 
several basic dimensions, where benefits 
received and sacrifices endured are processed 
jointly”

Mobile telephony 
clients’ perceptions

Martín Ruiz 
(2001)

Sacrifices
Related to the relation 
client-provider

Benefits“Value is the exchange perceived between the 
multiple benefits and sacrifices generated 
through the relation with the client by those who 
take the key decisions in the providers”

Elaboration market 
(B2B)

Walter, Ritter & 
Gemünden
(2001)

PriceSacrifices

Perceived qualityBenefits “The consumer’s value perceptions are based on 
the compensation between the product’s benefits 
and the economic sacrifice”

Client perceptionsTeas & 
Agarwal (2000)

Price
Cost of opportunity

Sacrifices

*Benefits “Value is the perceived worth of a product or 
service compared with what was paid and the 
cost of opportunity incurred”

Client loyaltyGoodwin & 
Ball (1999)

PriceSacrifices

PriceSacrifices
Transactional value:  “the psychological 
perception of the satisfaction obtained in financial 
terms produced by the price of the deal”

Economic
Time
Effort
Psychological
Opportunity
Social
Affective-behavioral
Change
Structural

Sacrifices

PriceSacrifices

Product attributes
Result attributes
Consequence of use 
attributes

Sacrifices

Perceived quality

Expected
Perceived

Economic

Technical

Service

Social

Expected
Desired
Unexpected

*

Expected quality

Benefits

Benefits

Benefits

Benefits

Benefits

Benefits

Acquisition value:  “the net gain associated to the 
acquired products or services”

“Perceived value is the consumer’s global 
assessment of the usefulness of an exchange 
relation based on the perceptions of what he 
gives and takes”

“Value is the economic worth of the technical, 
economic, service and social benefits that the 
client of a company receives in exchange of the 
price paid for a market offer”

“Value for the client is the set of perceptions that 
said client has of how well his needs have been 
met”

“Value is the set of perceived advantages in 
exchange for the charges endured”

“Value implies the consumer’s estimation of the 
capability of the product to satisfy his needs”

Advertising
Grewal, 
Monroe & 
Krisnan (1998)

Marketing 
Bigné, Moliner 
& Callarisa
(1998)

MarketingAnderson & 
Narus (1998)

Organizational 
change

Goodstein & 
Butz (1998)

Service companiesBerry & Yadav
(1997)

Marketing 
Kotler, Cámara 
& Grande 
(1995)

PriceSacrifices

QualityBenefits“Client’s value is the quality perceived in the 
market, adjusted for the relative price of his 
product”

Company 
managementGale (1994)

*Benefits“Net value is the sum of all perceived benefits, 
minus the sum of all perceived costs”

Marketing of 
services 

Lovelock
(1991) *Sacrifices

Economic

Technical

Service

Social

Sacrifices

“Value perceived in monetary units, understood 
as economic, technical, service and social 
sacrifices received by the client organization, of 
the price paid for the product”

Organizational 
market (B2B)

Anderson, Jain
& Chintagunta
(1993)

Intrinsic attributes

Extrinsic attributes

Perceived quality

Other benefits

Benefits“Perceived value is the consumer’s global 
assessment of a product’s usefulness, based on 
the perceptions of what he gives and takes”

Perceptions from 
consumers of 
beverages

Zeithaml
(1988)

Monetary price

Non-monetary price
Sacrifices

Expected benefits

Assumed benefits

Additional benefits

Benefits
“Value is the benefit that a client obtains from a 
product or service, minus the cost of obtaining it”Client serviceCan (1990)

Price

Time

Effort

Sacrifices

QualityBenefits“Buyers’ value perceptions represent an 
exchange between quality or benefits perceived 
from the product when compared with the 
sacrifice of paying the price”

Price strategiesMonroe (1990)

PriceSacrifices

NatureDefinitionContextAuthor

Price
Non-monetary sacrifices

Sacrifices

Quality
Service
Image
Relational

Benefits“Value is a cognitive answer composed of 
several basic dimensions, where benefits 
received and sacrifices endured are processed 
jointly”

Mobile telephony 
clients’ perceptions

Martín Ruiz 
(2001)

Sacrifices
Related to the relation 
client-provider

Benefits“Value is the exchange perceived between the 
multiple benefits and sacrifices generated 
through the relation with the client by those who 
take the key decisions in the providers”

Elaboration market 
(B2B)

Walter, Ritter & 
Gemünden
(2001)

PriceSacrifices

Perceived qualityBenefits “The consumer’s value perceptions are based on 
the compensation between the product’s benefits 
and the economic sacrifice”

Client perceptionsTeas & 
Agarwal (2000)

Price
Cost of opportunity

Sacrifices

*Benefits “Value is the perceived worth of a product or 
service compared with what was paid and the 
cost of opportunity incurred”

Client loyaltyGoodwin & 
Ball (1999)

PriceSacrifices

PriceSacrifices
Transactional value:  “the psychological 
perception of the satisfaction obtained in financial 
terms produced by the price of the deal”

Economic
Time
Effort
Psychological
Opportunity
Social
Affective-behavioral
Change
Structural

Sacrifices

PriceSacrifices

Product attributes
Result attributes
Consequence of use 
attributes

Sacrifices

Perceived quality

Expected
Perceived

Economic

Technical

Service

Social

Expected
Desired
Unexpected

*

Expected quality

Benefits

Benefits

Benefits

Benefits

Benefits

Benefits

Acquisition value:  “the net gain associated to the 
acquired products or services”

“Perceived value is the consumer’s global 
assessment of the usefulness of an exchange 
relation based on the perceptions of what he 
gives and takes”

“Value is the economic worth of the technical, 
economic, service and social benefits that the 
client of a company receives in exchange of the 
price paid for a market offer”

“Value for the client is the set of perceptions that 
said client has of how well his needs have been 
met”

“Value is the set of perceived advantages in 
exchange for the charges endured”

“Value implies the consumer’s estimation of the 
capability of the product to satisfy his needs”

Advertising
Grewal, 
Monroe & 
Krisnan (1998)

Marketing 
Bigné, Moliner 
& Callarisa
(1998)

MarketingAnderson & 
Narus (1998)

Organizational 
change

Goodstein & 
Butz (1998)

Service companiesBerry & Yadav
(1997)

Marketing 
Kotler, Cámara 
& Grande 
(1995)
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1. Overall, the value of this facility’s services to me is
2. Compared to what I had to give up, the overall ability of this facility to satisfy my wants 

and needs is

Service Value (scaling from “very low” to “very high” on a 9-point scale)

1. Overall, the value of this facility’s services to me is
2. Compared to what I had to give up, the overall ability of this facility to satisfy my wants 

and needs is

Service Value (scaling from “very low” to “very high” on a 9-point scale)

�
�

)�!���586����������D"�	����������E������!���	�
�
��������.8AAA/�<85B�
�
• �����������.8AAF/�<=?B���
�����	��������
�(�	����
�����+�	*����4��*�����������.5KKF/�<F>B��
�
��	���
���������	������������+������
��!��+��
��������	�!�������		��(�
��
�����D+����
����!���
��E��
����������		��(�
��
�����D+�����������
E�������������
��(�	����
�����	����
����������������������	������	�
���������	�������������(���!�������.5KKF/�<>=B��)����
������� ���� ���� ����
����� ��� (	�����
�� �� (	������ ��� ���� ���(�
�� �
� 	������
� ��� ����
���(�����	��� +��	�� ��	����;(	������ ���	�!����� �
�� (	����� �	�� ��
��	
���� ����	��
�� ���
�����������������������(�	�������!�������������	�����������������������+�6�
�
������S�.��
�	���J��������P�������������0�P�������C�����/�T�.J��������%	����������0�

%	����C�����/�
� �
� )��������������
�	���	��������-���������������������!��������
������������������(�
��
�������	"�������.��������	���5����5A/�!���������	��������������(�����	�,��������	"�������
������.��������	���5� ���5A/��)���������((������
�������������(	�����'���� ����+���������
-��������
��(	�����	��(	�������!������(�	��
��
��	���+����

• 
�	�� 	���
����� %�	�� .8AA=/� <?KB� ����� +�	*� !�� "����� ��� ���� .5KK5/� <@?B� ��� �� ���	��
��
(��
���+������
��������������
���������
�����������(�������������6���
����
�����������������
������� ������
���������� �(�������������� �
�� ��
�����
���������� �	���
�� �������
����
��	
�������
������� ��������������(����������
���(���
��
�� �����������
��	�������
�����������
����
�����(����������
������"����,��+�	*�<@?B������
���(	�����������	���
�������� ���
��������� ���� (�	��������������������
� ���� �����	�
��� ����3��	�������	*��� ��
��0��� %�	��
<?KB� ���(����
��� ���� �
����������
� +���� ���� +�	*� ��� ����	�� ��� ��((�	�� ���� ���������
����
����
������������(����6�

� "�
����
��	 #����6� ��
����
��� ������ 	�(	���
��� ���� ������ ��	����� �	��� ����
������������������
�����+�	*��#���������
�	������������
���	���������	���(�	��	����
���(�	����������	�����	
�������<@?B��4�+���	������	������	�������!�����	������
+����
� ��
����
��������� �(�	�� �	��� ���� ��������
�� ��� +�	*�� ����� ��� ����� �
��
��
��� ����
�� <?AB� �	� ��
��
��
���� �
��	������ ��� ���� ����� ��� ����� �(���� ���
��-�������
�<8��5N��5KB�


� ������	#����!
)�������	������������������((	������
������3��������(	�����
���
�
���� ����� ��� ����	�� <?B�� )��� +�	*� ��� 
���	���� �
���������	�� 	��
��	���� ����
��(�	��
������	�����3������������������	�(������
�<55��F?��@?��@@B��"��������	����
�������
���
�������
�� ��������
�������!������� 	�����
������������(���������������
�����������������
�����	��0��(����������������������!��������(��
����	����������
��	�������0(	����(�	��
���������������
���������
���(�!������
��0��<=NB����
������
"+��
����
��"����	�.8AA5/�<@@B�����
����������������������D����������	������	���



�
�
�
�
�
�
�
�
�
�
�

�
�
�

��������	��
��
����	
�
�����
�			��	

������(�����������(	����������
��(����������
���������������E��4�
�����������������
�����	��������
����	�������(	�������	��������������	��������	���+��������	��<@?B�


� $�����
��	#����!
)����������������+��
���(	�����;��	������	�����������
����	�
������
�����������
�������
����	�<@?��@@B����	��0��(�����������	�����	�(�����	��
�
�� ����	���
� �	�� 	����
��� 	������� ��� ������
��� ������ <F?B�� +����� �
����
���
��	�
���� ���� �������
� ��� ������!���� ����(��
�� ��	������ <=NB�� ��
��� ���� ���� ���
����
������ ������� ����
� �
�	������ (�������� ��
�����
��� �
��(�
��
���� ��� ����
��	����������<5?B�


� $%�������	 #����!
 )���� ��� 	������� ��� ���� ��	������� ������ �
�� ���� 
������� �	�
*
�+��������-��	������	�������<@?B��
��������
���������	�����	���	�����<F=B��	��
���
�� ���� ���
� 	����
�� ��	� ���*�
�� �
�� (�	�����
�� �� ��	���
� (	������ �	�
��	�������������	������������!���(������������������
�	���	
��������	���!������
��
���(���
� (����	
�� ����	� ��������
�� ���� 
������	� ���
��� �
�� �0������
�� ����
����������
�������<@?B�


� ��
&����
��	 #����!
 ��
�����
��� ������ �	���
����� 	���	�� ��� ��	������
����
�������
�� �������� "���� ��	������
���� ���� !�� ������
�	��� ���
��� +����� ����	�
�
����
�������������	����	��
�����������
��<@?B��4��!	��*�.5KKF/�<F?B����	�����
(�	�������
�����������
�����
�����������(�
����
�������
��0���
�+���������������
���2�������
���0������
����
��(���������������
���#
������	��(�������
�����
���������
+������(�
���
�������
��(�����D��
��0�E��+���������
��	����������������������
�
�
�� ������� �
��	�
��
��� ������!��� �-��(��
��� ����
��������� �
��	�
��
�� �
��
�(����������	��	���	���3��������������+�	*��	��	�������3�<=FB�


� #
������������%�	��<?KB�����
���������������(������
������	��(������������	�����	����
�

 
���

�
�����%���
��������

�
)��� ������ ��� ������ �	� �+�����
�� !�		��	�� �	���� �
� ���� ��
��0�� ��� �
����������
� �
� �
����	����
�	��
������
�� �
�� !���
���� ��	��������� "���	��� �����	��� (��
��	�� �
� ���� ������ ��� ��
�����
��
��������%�	��	�.5KNA/�<?NB������.5KN?/�<8?B��
����*�	�.5KNN/�<5B�!���
����������(�������
��(��
����������	�����������	�����������
��	�����
�����+�����
��!�		��	���G
�����������	�������
����
��
+������������������������������%�	��	�.5KNA/�<?NB��+�������
�����������������+�����
�����D������
+������	�������������+��������������
���	����
��(	�����	�����
����	E��
���������� �
� 	���
�� ���	��� ����	��� �
����������
�� ��� �
� ���
������ ��	������� �
�� ��	*���
��

���	��������((��	����+������������������������
�����������	�
���+�����
��������+������������	��
�
�� ���(�
���� ������ ���	�� ��� 
�� ��
��
���� 	���	��
�� +����� ��� ���� ����� �((	�(	�����
������	������
�� #
���
�	���� �������������+�����
��������������+������ ����D����������E������������
+���� ���
��
�� ��� �� 
�+� (	������� ��	����� �	� ������� <>?B�� �� ������� ��!2������� �
�� ������
���
��
��(��+��������
��������������������<N>B��#
��������
��+���������*���
��������
����������������
�+�����
�������������	��
����(������
��
��
���	������	��
�����������
��0���
�������	�+��������
!��
���
���������������	��
���
�	������
�����������	����	����	��������
� #
��
��
�������������L�
����������.8AAA/�<=5B�����	�!����+�����
��!�		��	������
�������	�+�����
��*��� ���
��
�� (	�����	�� ���������� �	� �0(�
����� ��	� ���� �������	�� )���� �0���
��� ��	���
!�		��	�� �
� ���� ��
��0�� ��� ��
����	� ��	�����6� �
��	(�	��
��� 	������
���(��� �+�����
�� ������
(�	������� �
�� ���� ���	������
���� ��� ����	
�������� "���� !�		��	�� �	�� �����
� �
� ���� ��
��0��
�������� 3!�
*�
�� ��	������ �
�� ���	�	����	�3� ����
� ����	� ����� ������ ��� (�	��
��������
� �
��
���(�	���� ����	�(������ 
���	��� )���� �������������
� ��� ��	�� ������	� ��� ����� +����� I��� ��� ����
.8AAF/� <=>B�����	� ������(������������� ����	�+�	*����!������
� ��������� ����� �+�����
��!�		��	��
	���	���������������������������
��
������
����	�(	�����	���	����������	�+�������������������+����
���� ��		�
�� ��	������ �	� ��� ���� ��
�
������ ������� �
�� (������������� !�	��
�� (�	������� !�� ��
�������	��
����
��
�����(�
����<>5B6�
�



�
�
�
�
�
�
�
�
�
�
�

�
�
�

��������	��
��
����	
�
�����
�			� 	

(Created for this study)
I value the information this service offers, with the help of 
which I get what I need in a certain situation

Conditional value

Adapted from Donthu and Garcia (1999)
I used this mobile service to experiment with new ways of 
doing things
I used this mobile service to test the new technologies
I used this mobile service out of curiosity

Epistemic value

Adapted from Soutar and Sweeney (2003) and Sweeney and 
Soutar (2001)
Using this mobile service gives me pleasure
Using this mobile service makes me feel good

Emotional value

Adapted from Soutar and Sweeney (2003) and Sweeney and 
Soutar (2001)
Using this mobile service helps me to feel accepted by others
Using this mobile service makes a good impression on other 
people
Using this mobile service gives me social approval

Social value

Adapted from Anderson and Srinivasan (2003) and Mathwick
et al. (2001)
I value the ease of using this mobile service
Using this mobile service is an efficient way to manage my 
time
I value the possibility to use this service instantly via my 
mobile device
I value the convenience of using this mobile service

Convenience value

Adapted from Chen and Dubinsky (2003), Dodds and Monroe 
(1991) and Sweeney and Soutar (2001)
The price of this mobile service is acceptable
This mobile service is good value for money
This mobile service is better value for money than what I 
would pay for the same service via internet

Monetary value

Items and their sourcesConstructs
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1. If I feel like there is a “bond” between at least one employee at this bank and myself
2. I have developed a personal friendship with at least one employee at this bank

3. I have somewhat of a personal relationship with at least one employee at this bank
4. I am friends with at least one employee at this bank

5. At least one employee at this bank is familiar with me personally

Interpersonal Relationships

1. If I feel like there is a “bond” between at least one employee at this bank and myself
2. I have developed a personal friendship with at least one employee at this bank

3. I have somewhat of a personal relationship with at least one employee at this bank
4. I am friends with at least one employee at this bank

5. At least one employee at this bank is familiar with me personally

Interpersonal Relationships
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1. In general it would be a hassle changing banks
2. It would take a lot of time and effort changing banks
3. For me, the costs in time, money, and effort to switch banks are high

Switching Costs

1. In general it would be a hassle changing banks
2. It would take a lot of time and effort changing banks
3. For me, the costs in time, money, and effort to switch banks are high

Switching Costs
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1. If I needed to change banks, there are other good banks to choose from
2. I would probably be happy with the products and services of another bank
3. Compared to this bank there are other banks with which I would probably be equally 

or more satisfied
4. Compared to this bank, there are not very many other banks with whom I could be 

satisfied (Reverse Coded)

Attractiveness of Alternatives

1. If I needed to change banks, there are other good banks to choose from
2. I would probably be happy with the products and services of another bank
3. Compared to this bank there are other banks with which I would probably be equally 

or more satisfied
4. Compared to this bank, there are not very many other banks with whom I could be 

satisfied (Reverse Coded)

Attractiveness of Alternatives
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1. Will go out of their way to search for a special deal for me
2. Will always search for the most reasonably priced solution

3. Will more likely help me if something goes wrong

4. Will be more likely to do what I want

Special treatment benefits

1. Will go out of their way to search for a special deal for me
2. Will always search for the most reasonably priced solution

3. Will more likely help me if something goes wrong

4. Will be more likely to do what I want

Special treatment benefits

1. If I change, there is a risk the new……………….won’t be as good

Risk perceptions

1. If I change, there is a risk the new……………….won’t be as good

Risk perceptions

1. On the whole, I would waste a lot of time searching for another……… if I changed….

Search costs

1. On the whole, I would waste a lot of time searching for another……… if I changed….

Search costs

1. All………. are much the same, so it would not matter if I changes
2. All………. offer a similar range of services

3. All things considered, most………………. are similar
4. Al……… . give a similar level of service

Attractiveness of alternatives (four items)

1. All………. are much the same, so it would not matter if I changes
2. All………. offer a similar range of services

3. All things considered, most………………. are similar
4. Al……… . give a similar level of service

Attractiveness of alternatives (four items)

1. If I change, I will need to spend a lot of time to explain my preferences to a new….

Need to explain preferences

1. If I change, I will need to spend a lot of time to explain my preferences to a new….

Need to explain preferences

1. I will lose a friendly and comfortable relationship if I change

Loss of interpersonal relationship

1. I will lose a friendly and comfortable relationship if I change

Loss of interpersonal relationship
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1. If I changed hairstylists/ barber, it would take a lot of time and effort on my part to 
explain to the new hairstylist/ barber what I like and what I want

2. If I changed hairstylists/ barbers, I would have to explain things to my new hairstylist/ 
barber

3. There is not much time and effort involved when you start using a new hairstylist/ 
barber

Setup costs

1. A lot of energy, time, and effort have gone into building and maintaining the 
relationship with this hairstylist/ barber

2. Overall, I have invested a lot in the relationship with this hairstylist/ barber
3. All the things considered, I have put a lot into previous dealings with this hairstylist/ 

barber
4. I have spent a lot of time and money at this hairstylist/ barber
5. I have not invested much in the relationship with this hairstylist/ barber

Sunk costs

1. If I were to switch hairstylists/ barbers, I would have to learn how things work at a new 
one

2. I would be unfamiliar with the policies of a new hairstylist/ barber
3. If I changed hairstylists/ barbers, I would have to learn how the “system works,” at a 

new one
4. Changing hairstylist/ barber would mean I would have learned about the policies of a 

new one

Post-switching behavioural and cognitive costs

1. I am not sure what the level of service would be if I switched to a new hairstylist/ 
barber

2. If I were to change hairstylists/ barbers, the service I might receive at the new place 
could be worse than the service I now receive

3. The service from another hairstylist/ barber could be worse that the service I now 
receive

Uncertainty costs 

1. This hairstylist/ barber provides me with particular privileges I would not receive 
elsewhere

2. By continuing to use the same hairstylist/ barber, I receive certain benefits that I 
would not receive if I switched to a new one

3. There are certain benefits I would not retain if I were to switch hairstylists/ barbers
4. I would lose preferential treatment if changed hairstylists/ barbers

Costs of lost performance

1. It would take a lot of time and effort to locate a new hairstylist/ barber
2. If I changed hairstylist/ barbers, I would not have to search very much to find a new 

one
3. If I stopped going to my current hairstylist/ barber, I would have to search a lot for a 

new one
4. It takes a great deal of time to locate a new hairstylist/ barber
5. If I stopped using my current hairstylist/ barber, I would have to call and look around 

for a new one to use

Pre-switching search and evaluation costs

1. If I changed hairstylists/ barber, it would take a lot of time and effort on my part to 
explain to the new hairstylist/ barber what I like and what I want

2. If I changed hairstylists/ barbers, I would have to explain things to my new hairstylist/ 
barber

3. There is not much time and effort involved when you start using a new hairstylist/ 
barber

Setup costs

1. A lot of energy, time, and effort have gone into building and maintaining the 
relationship with this hairstylist/ barber

2. Overall, I have invested a lot in the relationship with this hairstylist/ barber
3. All the things considered, I have put a lot into previous dealings with this hairstylist/ 

barber
4. I have spent a lot of time and money at this hairstylist/ barber
5. I have not invested much in the relationship with this hairstylist/ barber

Sunk costs

1. If I were to switch hairstylists/ barbers, I would have to learn how things work at a new 
one

2. I would be unfamiliar with the policies of a new hairstylist/ barber
3. If I changed hairstylists/ barbers, I would have to learn how the “system works,” at a 

new one
4. Changing hairstylist/ barber would mean I would have learned about the policies of a 

new one

Post-switching behavioural and cognitive costs

1. I am not sure what the level of service would be if I switched to a new hairstylist/ 
barber

2. If I were to change hairstylists/ barbers, the service I might receive at the new place 
could be worse than the service I now receive

3. The service from another hairstylist/ barber could be worse that the service I now 
receive

Uncertainty costs 

1. This hairstylist/ barber provides me with particular privileges I would not receive 
elsewhere

2. By continuing to use the same hairstylist/ barber, I receive certain benefits that I 
would not receive if I switched to a new one

3. There are certain benefits I would not retain if I were to switch hairstylists/ barbers
4. I would lose preferential treatment if changed hairstylists/ barbers

Costs of lost performance

1. It would take a lot of time and effort to locate a new hairstylist/ barber
2. If I changed hairstylist/ barbers, I would not have to search very much to find a new 

one
3. If I stopped going to my current hairstylist/ barber, I would have to search a lot for a 

new one
4. It takes a great deal of time to locate a new hairstylist/ barber
5. If I stopped using my current hairstylist/ barber, I would have to call and look around 

for a new one to use

Pre-switching search and evaluation costs
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My company would feel uncertain if we have to choose a new courier firmSW5

Switching cost

If my company changes from DPS to another company, some new technological 
problems would ariseSW4

It would take my company a lot of time to switch from DPS to another courier firmSW3
It would take my company a lot of effort to switch from DPS to another courier firmSW2
It would cost my company a lot of money to switch from DPS to another courier firmSW1
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It would cost my company a lot of money to switch from DPS to another courier firmSW1
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1. If I changed firms, it would take a lot of effort to find a new one
2. If I changed firms, it would take a lot of time and effort on my part to explain to the 

new financial adviser what I like and what I want

3. If I were to switch firms, I would have to learn how things work at the new one

Perceived Switching Costs
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1. I possess good knowledge of financial planning services and products
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Customer Drivers

Risk aversion
Variety seeking

Brand Drivers

Brand reputation
Availability of substitute 
brands

Brand Drivers

Social group influences
Peers recommendation

Type of
Brand
loyalty

Buy nothing

Buy alternative brand

Word-of-mouth 
communication

Visit other store
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