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The Relationship of Buyer Satisfaction and
Loyalty in B2B Context

Abstract

Customer satisfaction has a powerful impact on firms’ performance and is considered
by many companies as an important source of competitive advantage. The consequences
of enhanced customer satisfaction in firms are increased revenue, reduced customer
acquisition costs, and lower costs of serving repeat purchasers, leading to greater profitability.
While much research has focused on customer satisfaction in business-to-consumer(B2C)
context, customer satisfaction is important in business-to-business (B2B) context as well.
In organizational buyer-seller relationships, buyer satisfaction is more likely to focus on
long-term benefits and engage in cooperative actions beneficial to both partners in a
relationship, thus enhancing the competitiveness of both partners and reducing transaction
cost.

To date, however, limited attempts have been made to conceptualize buyer satisfaction
and investigate its antecedents and consequences, in particular, in B2B context. The objective
of this study was to propose and empirically analyze the causal influences antecedents
and consequences of buyer satisfaction in B2B context. Based on the previous literature,
this study developed a conceptual framework that considers perceived quality, perceivea
value, supplier brand image and supplier competence as antecedents of buyer satisfaction
whereas relationship quality, switching cost and customer loyalty as consequences of buyer
satisfaction in B2B context. In particular, this study examined the mediating role of relationship

quality and switching costs in the impact of buyer satisfaction on customer loyalty and
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explored the direct or indirect effects of buyer satisfaction and customer loyalty. This
study incorporated the complex interrelationships of all these constructs into the framework
and test them in B2B setting.

The empirical results of the study showed a strong significant relationship from antecedents
of buyer satisfaction, buyer satisfaction, relationship quality and switching costs to customer
loyalty. The results can be summarized as follows: first, it was found that perceived quality,
perceived value and supplier competence positively affected buyer satisfaction, while supplier
brand image had no influence on buyer satisfaction. It indicated that the key factors in
getting buyer satisfaction were quality, value, and supplier competence, not brand image
in B2B context. Therefore suppliers needed to be aware of quality and value what buyers
perceive they are giving for.

Second, it was found that buyer satisfaction had positive effect on relationship quality
and customer loyalty, while there was no relationship between buyer satisfaction and
switching cost. However, the result of comparative analysis between direct effect and
indirect effect showed that the buyer satisfaction affected the switching cost through
relationship quality. Also relationship quality had positive influence on increasing the
switching cost and customer loyalty. Additionally, switching cost positively affected to
enhance customer loyalty. The results indicated that suppliers must be concerned with
advancing the relationship with buyers to promote customer loyalty and increase switching
cost. Thus, both enhancing customer satisfaction and increasing relationship quality can

be seen as important strategies that promote customer loyalty.
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X15 0.924 1.044 0.068 15.326
X7 0.875 0.993 0.069 14.383
X9 0.891 0.987 0.066 15.023
X10 0.868 0.982 0.070 14.038
X11 0.888 1.020 0.070 14.544
X1 0.810 0.978 0.080 12.273
X2 0.811 0.956 0.078 12.258
X3 0.857 1.154 0.085 13.610
X4 0.863 1.075 0.078 13.754
X5 0.831 1.168 0.090 12.916
X6 0.840 1.119 0.085 13.091
X16 0.873 0.982 0.070 13.954
X17 0.811 1.013 0.081 12.506
X18 0.858 1.145 0.084 13.654
X19 0.801 1.048 0.085 12.376
X20 0.882 1.230 0.087 14.170
X21 0.803 0.959 0.077 12.489
X22 0.779 0.968 0.082 11.754
X23 0.858 1.097 0.080 13.747
X24 0.825 0.975 0.075 13.024
X25 0.729 0.738 0.068 10.785
X217 0.904 0.947 0.063 15.048
X28 0.903 0.947 0.062 15.216
X29 0.906 0.934 0.062 15.107
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X35 0.873 1.045 0.074 14.168
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3. ARy Ajdx A= (Hair et al., 1998).

FAHoR ATRYe) AT Ao

[2™ 2] & A B¥s =243 AHEHE A A3 =X 5= RMSEA
3 Ao FRAFY AP HAFA gkl 0.0122 FHT7]50.05 °lshes 5
£ Yehd A#%E BT 9tk Z3to] A AV gl AoR Ade

Ao A 2y gk A t} 2 A3 =25 CFI kol 0.997%
T B ARES ARy, WuA 4 Agtet Aoz Vehdth wak 7hy A et
o A= A M= X ol 932.414 =452l PGFI 3HS 0.6862 7]1%(0.5
o]al olu f-o]&Eo] 029622 2| ohHE o] 4FAEI} NBE Aoz
= 0.055T}F A o] #ZH dolH UEFSEAL, PNFI gF 9 A] 0.7842 7]554]
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S F2o Ar)e B2 dFgs o 9188 o 4= 9}

2 HolE xdf ge Bol Akg-sta
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0838 62000783 0.880 66, 540 OB 16 807 — 0876

X10 0.502

EA| 2|
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4 LY
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X2 =932414, p=0.296, RMSEA = 0.012
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