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Influence of Switching Costs on Customer Retention in
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Abstract: Users of the domestic peer-to-peer lending (P2P lending) platform were studied as a research object, combined
with the characteristics of P2P lending industry. A set of assumptions of the customer satisfaction and perceived switching
costs on the reuse intention were proposed. The method of questionnaire survey was used and 442 P2P lending customers
were selected in random. According to the data obtained from the survey, the reliability and validity of the data were ana-
lyzed , and then the structural equation model was used to test the hypotheses. The results showed that satisfaction , procedural
costs , relational costs,and financial costs had a significant positive effect on the reuse intention. A theoretical basis was pro-

vided by the conclusions for improving the customer loyalty of P2P lending platform and maintaining the healthy develop-
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ment of the industry,some proposals were made for the domestic P2P lending platform at the same time.
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