FRAEFT Vol.5,No.2,2009, % 45-65 F

TREMEMABHZELBRNBZAT NP EFR PP REHLE
E A
A Study for the Relationship between Relational Benefits and Customer Loyalty: An Example of
Broadband Business Subscribers of Chunghwa Telecom in Taichung Area
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Abstract

In recent years, the telecom industry has grown up rapidly since their innovations of
information technology and telecommunication liberalization. The telecom company provides
various customization plans for their business subscribers to increase customer trust,
satisfaction and loyalty. In this study, the broadband business subscribers of Chunghwa
Telecom in Taichung area were selected as our sample. The results show that the social
benefits have significant effect on the subscriber satisfaction; the confidence benefits have
significant effect on the subscriber trust; subscribers’ trust has significant effects on the
subscribers’ loyalty. Moreover, after analyzing the total effect, the result shows that the social
benefits and confidence benefits are two main factors to influence business subscribers’
loyalty. Therefore, the project personnel of Chunghwa Telecom should offer good-quality

products and enhance customized service to promote business subscribers’ loyalty.
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