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Fundamental Forces
Impacting Loyalty

1. Switching Costs
2. Satisfaction Performance
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Dimensions Impacting
Switching Costs

AND ASSOCIATES® 3
© 2003 J.D. Power and Associates. All Rights Reserved.




Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
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Dimensions Impacting Switching Costs
Hotel Example
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Dimensions Impacting Switching Costs
Automotive Example
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Dimensions Impacting
Satisftaction
Performance
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Dimensions Impacting Satisfaction
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Dimensions Impacting Satisfaction
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Dimensions Impacting Satisfaction
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Dimensions Impacting Satisfaction
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Dimensions Impacting Satisfaction
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Industry Landscape

“Switching-Satisfaction
Matrix”
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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Industry Landscape
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