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		Abstract

		In particular in highly competitive markets, customer retention is increasingly important. Consequently, companies must not only know their customers and their preferences, they must also translate the knowledge in a convincing marketing concept. There is strong empirical evidence that customer loyalty has an influence on consumer behaviour, e.g. on repurchase or word-of-mouth. Yet, hardly any research has been conducted on the influence of customer loyalty on consumer information search and consumer complaining behaviour. This study contributes to enhancing the knowledge in this subject. For both prepurchase and postpurchase stage, the study examines how different types of customer loyalty influence consumer behaviour in the Swiss mobile phone market.  

Due to the channelspecific nature of consumer behaviour, the channel Internet is of particular importance. It is expected that customers search for more information online. After all, the next source of information is only one click away. The stimulating effect should also hold true on online complaints. Dissatisfied customers can lodge their complaints by means of Internet anytime and anywhere. Moreover, most scholars assume that both the psychological and economic cost of an online complaint are considerably lower.  

As a first analysis of the results has revealed, customer loyalty indeed has a strong influence on information search and complaining behaviour. Truly loyal customers look for different information than disloyal customers. After a critical incident, they also complain more often to the company. Therefore, companies are well advised to target mainly at truly loyal customers and develop corresponding information/complaint management concepts. Truly loyal customers are often very profitable because they do not intend to switch (per definitionem). Moreover, they are less price-sensitive. By recommending the company to their friends and family, they also contribute to customer acquisition. During an active information search, word-of-mouth has turned out to be the most important information source. Negative critical incidents are discussed as well, regardless of whether the dissatisfied consumer has complaint to the company or not. 
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