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Abstract

ABSTRACT

Under the background that the number of users in the telecom industry tends to
be saturated, how to improve customer loyalty and reduce customer loss has become
one of the priorities of the telecom operators. The research on the psychological
mechanism of customer loyalty in this paper expands the scope of psychological
research, promotes the application of psychological research results in practice,
provides an explanation of the psychological mechanism for the customer loss of
telecom operators, including Y Broadcasting Company, and provides six suggestions
for improvement in three aspects.

The research contents of this paper include: (1) Establish the research model. On
the basis of literature study, customer loyalty (including attitude loyalty and behavior
loyalty) is extracted as the dependent variable, customer perceived value (including
functional value, economic value, social value, emotional value and cost value) as the
independent variable, and psychological contract (including transactional
psychological contract and relational psychological contract) as the intermediary
variable. On the basis of theoretical derivation, 12 research hypotheses are proposed
and a research model is established. (2) Prepare the scale for questionnaire survey. A
scale composed of 27 questions was woven, and passed the reliability and validity
test, 797 valid samples were collected by taking the customers of Y Broadcasting
Company for business suspension as the investigation object. (3) SPSS and AMOS
structural equation models were used for correlation analysis and path relationship
analysis of the research hypotheses.

The main results of this paper are as follows: (1) The questionnaire subscales
have high reliability, a coefficients are greater than 0.8; After exploratory factor
analysis and confirmatory factor analysis, the scale has high efficiency. There are no
serious common methodological biases. (2) As a control variable, demographic
variable has no significant influence on the dependent variable customer loyalty, and
its explanatory degree to the dependent variable is 2%. (3) Perceived value and

relational psychological contract path coefficient were significant (5=0.59, P < 0.001);
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Abstract

The path coefficients of perceived value and transactional psychological contract
were significant ($=0.53, P < 0.001). The path coefficient of relational psychological
contract and attitude loyalty was significant (5=0.13, P < 0.05). The path coefficients
of transactional psychological contract and attitude loyalty were significant (5=0.26,
P < 0.001). The path coefficients of perceived value and behavioral loyalty were
significant (5=0.18, P < 0.001). Transactional psychological contract and behavioral
loyalty path coefficient were significant ($=0.32, P < 0.001). The relationship
psychological contract and behavior loyalty path coefficient were significant (5=0.44,
P < 0.001). The path coefficients of perceived value and attitude loyalty were
significant ($=0.33, P < 0.001). (4) In the structural equation model of customer
loyalty, customer perceived value and customer psychological contract, the direct
effect value of customer perceived value on customer loyalty accounted for 56% of
the total effect, and the intermediary effect of customer psychological contract
accounted for 44% of the total effect; The indirect effect of psychological contract on
perceived value and attitude loyalty accounted for 30% of the total effect. The
indirect effect of psychological contract on perceived value and behavioral loyalty
accounted for 61% of the total effect.

The main conclusions of this paper are as follows: (1) Customer perceived value
has a positive impact on customer loyalty. Customer psychological contract plays a
partial intermediary role, which reflects the direct and indirect relationship between
customer perceived value and customer loyalty. (2) The higher the perceived value,
the more long-term and stable psychological contract can be established with
customers, and such long-term psychological contract has a higher correlation with

customer behavior loyalty.

Key words: Customer perceived value; Psychological contract; Customer

loyalty; Psychological mechanism; Telecommunication industry
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AR, AFTCRM SR, [R2&/NERECN 384 4.
AHEFCAAE B AR K (Tl 10 77D, BIERA 7 A A 1
N3 BIED 384 6o (BT AR 55 BT B AR AP O, TR
AREORNT ORI, JFIE 00 S EA R, REAHERALED 810 4.

2.2 IREI%

2.2.1 P Ea

i B W S ) (S FERWD ME R SEAT N AT REHD TER T %
AR BRI . FEVH DRI, R BN R A A I SE R R ) YU R R
JE B BN E R, B2 A8 (Monroe, 1990). 7EA R ma k&S 51l &
PRI R AT, WU RNE R R, M RSt g A AT E, 2
WAEMERIME, B4 REM, A oA i S (2 A 5E, 2003).

JoE 25 2 I 0T I 2 LB ) S 22 2 Sl N O BRSNS
Fi£ RE AR AAT A R 2 PLC R R A AT B, W B AR 48 2 IR E W #h 2
Ja 23 T8 R E HE 9 SR SR ZIMVE 901042, B A7 I K3 2 3 i 12 2 s A
WY OB (3, X SLE, PRBASE, Zhagid, 2021) . T B 7 Jak e A7 AL A Joi 2 o 24 5
N, R BT R0 By % BBy & A AR 1R U S BRI PR, I FH TR A 1
ANNINET, AHIZ M FIA A — IR TE S R, A A ST AE A ) 27 2] B
Al OOF Al ) — Pl A AR S B, 25 L S o [ a5 FL A B8 A 25 B 1
R, FERER. KA. WAERIGHRR, WEROHERZA, HiENY
FLR R B AN R FIHEEAE, 277 A Fn R A A TR R ) AR SRS
SIS B3 2 A4 B Ry o BR AL )5 T

S O B B2 20 5 R B R R, B (PR, 2006)7E [ 4 4h 2 A
FURIFEA b, A B N E R G R RIAIAT N ) 5O BB
MNYEJE LG D2 R R0 L) FRRIEATHIT, VAT SR OE R
LR A 1) IR AR TR R 2, ARUE BRAC 1B B SRS, AT
s Sk, SR A AT AR BRI, R, M LERAE
ITNEEEFEVIR R 10085 00 3 3220 ) kg Al m) i 25 32 i 2 2 4h
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(g R E R, WoR T RS Ml 2 (W R BRI S BOC R, B iR )
f A B A 7= IR S B, OISR BIANE, X5 AR WA A . it
FBM AN B FE, BOUE 1R D P AN E R (S BE RSO T S R0
HOM A HAYEE (325 OB R C RO L) 2 [ EA REN
EFRR.

KT R BN A 3R BL B I IR, A E AN, 5
K IAIR AT — MR AT B O R, VRIS, B 2 —E L E T
W, RGN B Al g HR A B R 2 BN (B A5 T e 1O BRI, AT BRI
JSCO AP B A SE R 2 IR B AR T FIAE &, TR PR TR AIAE & T T 0t
AV ARE A EE, IS ST — FoAIE I D B 322, (ki o) S AT A
I i & ST I RSB WA, 2006) . 2, BRANMEL A, T2 6 55 o2 5
AR, IR O ERL . B AT DLE Y, A R A A ok HE B L 0}
JE 25 REB T A R

R A B B AMT I R R, IR CSEAT NSRRI, BEA
WS AT N B SR BU(Greenwald, 1980). 1R 2 22\ A FE R n] LT
fif 2 L, RN B R 5% — R B . FRE R E AR R R, shob
A P BT P AT O R PT RS R R B A, I R R B0 B 4 (1 B AR
BUIRSS . ABAT R G G IR A SR AR T i ik B B AR K. v WA B Dk
AT R

2.2.2 AREIE

H PR ES AT, RO RS L R B R R A R U ) S e ]
7, HA s AN S R SR B R, (R IR 2 s L 35 4 A
VAT 9 I AN E R, R R

150 PR I =R/ NV e e s g (= W SN [T (25 B TR 075 815 8

Hla: |7 HL )b 55 815 B i 8 1 A E T 25 B B

H1b: 7 HL A 588 5 2 S A A 48 1E R AE A A7 8

FREEGAR R, a0 SRR I A e gh B R L BRI AN B ANME, R 4ER
OHRY), UL R Gk UGS IR SE . ez, T SR 2 e A RN 21 TR
WA, WISEIR.OESEZ), R DU R k-
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H2b: [ HL A F)ME S5 5 i B A OB I R R T ok RALO BR324
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H3: J7HA AN SRS IR O BR324 1 AR T s 8

H3a: |7 HLA MK 55 B 15 15 58 5y B0 B BZ 20 1F [m) 1 FH T 25 B RS

H3b: |7 HL 2 w55 387 45 i 25 0% 2 A0 PR B2 240 0 () A FH T 25 B AR

H3c: |7 LA B RSS2 28 2 20 BR 3220 1 [ 4 147 9 e
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N 38 3 R A AR R S (Shrout & Bolger, 2002). il ¥ 7 i 2 B e 5
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BRI 25 R, IR B R
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ot S A £
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Tlo
2.3.1 BRAES5REKL

ARG LA IE R M S AL R B, ATFRE 3 A EEME, o5
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SL)FR RO ER L PANYENE, 00 LV LS A AR AT A SRR N
TEAL SRR T, MRS B4R AR A2 T M I = e 4, B a0 o A
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1. B RO ) e SRR

A B RAE IR S5 AT W R AR IR S5 BT, 2 i 7 2 T L 0 e — AR 45 S it
i PR B I SEAT g, RN SR AL A AR A FE ), DA K 2 75 I P IR 45 I
WK Z 2 {4 7 (Gremler & Brown, 1996). Z i pli(F i K, 2006)7E £ 47 2 # %t
A LT A S R b, B B S B AL AT PR AR T 3 E AR S R B AR
fts AR IRSSATI T AT, B AE [F]— MR 54T Ml Hh 2 /0 A S IR 45 7 AT DA %
i BB BA LR O IR B . B R AR w1
S, WEIE S TCIEBERE LN,  DRA A B AT B R AR AR AR, ) L ATt ek
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U AR 55 v TR FE R, R) LT 2 R I TR A R S I R R A R R
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SRR 05 B2

o F s S R EAL, RIS LRI, [ P AR R R 4
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ZEROFEIRME. 25 E. BHENE. 220 E. RSME. BRASA
GYERE . DU (2006 F R S5 M 0 A R AT OME I EA BT T3 AN iR I,
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T4 BB R BRI P B Bl 55

2. 3.3 Fom|sE

X W g ] ) 25 1k B AR AR DR S 2 2 AT AN 200 M REASBEAT HUR AT
X FIN R A T P A R AT (E FEAV R S, BT AT E R, e IS
ik ke

RERRAME 27 1, b e 22 Uy A, 3 BRI 0 R A
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A 2 1 5 3.12 0. 98
AL 3 1 5 3.45 0. 90
AL 4 1 5 3. 40 0. 94
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