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Abstract

This study aims to clarify the effect of switching costs and customer satisfaction on
customer loyalty in the mobile phone service provided by Mobilis, Djezzy and ooredoo. Also,
we are going to measure the effect of switching costs on customer loyalty, then measure the
effect of switching costs sub-dimensions on the customer loyalty.300 questionnaire was
distributed randomly in the city of Ouargla , as the three operated refused to give us number
of their respective customers in this city , we have restored 159 (53%) proper questionnaires
usefull for our study after analysing them it is clear that there is a significant impact of
customer satisfaction for their loyalty and the switching costs have a direct impact on
customer loyalty, and it plays a role in maintaining customer loyalty, the procedural switching
costs (psychological factors) have a role in maintaining customer loyalty. Through the sample
that the highest percentage of individuals using Mobilis,

Keywords:

Switching costs. Satisfation . Loyalty, Mobile phone. Customers. Ouargla
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