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ABSTRACT

This research, titled as "Customer Switching in Service Industry," is an
exploratory research which intends to look into the customer switching in service
industry. The research method is Critical Incident Technique (CIT), which is
executed with interview by open-ended questionnaire to collect data relating to
customer switching, Samples are taken from individual customers and employees
in Financial and Banking industries. From the study, There are 3 groups (9 factors)
of reasons for customer switching:1.Core Service (main service and service
delivery system)2.Supplementary Service (convenience, service speed and service
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attitude)3.External and Involuntary Factors (competition, personal relationship,
moving and involuntary)
Keyword: Customer Switching
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