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Neuware - The aim of this book is to examine the effect of customer satisfaction and switching
costs on customer loyalty throug h an empirical study of the health care and service industry in
Taiwan. The sig nificance of the research will affect hospital manag ement throug hout Taiwan and
academics majoring  in the field of customer loyalty and satisfaction. The survey method used a
Likert-type scale questionnaire as the preferred format to collect data. The research was
conducted in three teaching  hospitals in Taiwan. The adult patients of the hospital, who were
g oing  to be discharg ed from the hospital, were asked to voluntarily participate in the study. An
anonymous self-report questionnaire was personally administered to each participant who was
asked to respond the questions according  to his/her subjective viewpoint. A total of 370
questionnaires were distributed to the subjects and the response rate was 93.0% . The results of
this research indicate that both customer satisfaction and switching  costs were positively
associated with customer loyalty by Pearson correlation coefficient. 100 pp. Eng lisch.
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