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Abstract This paper presents a dynamic model of customer retention based on customer re—

lationship life cycle. This dynamic model describes a possible processes of what customer relationship

moves from lower to higher relational phases by the four factors i. e. customer value, customer satis—

faction, customer trust and switching cost, and displays how a various levels of customer loyalty such

as behavior loyalty, mental loyalty and sustainable loyalty are cultivated at different relational phases,

and reveals the relationships between four factors and customer loyalty (measured by repurchase in—

tention, cross-buying intention, customer referral intention and price tolerance) and customer rela—

tionship life cycles.

Key words customer relationship: customer retention; life cycle; dynamic model



