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ABSTRACT

Business application of Internet has matured. This maturity promotes the development of various business
models based on the Internet. However, as enterprises depend more on the Internet, so as their demand for
information security, to which corporate antivirus software is the primary solution. Because enterprises have
different perceptions on the validity of a corporate antivirus package, when they are not satisfied with a given
product, the most direct solution would be switching to a new service provider. The business model of antivirus
software provision that based on regular contract extension also guarantees an opportunity for enterprises to
adopt different products when the previous contract is due.

The research studies the process of a medium-sized Taiwanese enterprise which experienced antivirus
software switching twice. The first switching was not successful, but the upgrading of software and alternation
of structure had helped the enterprise to meet its information security needs. Two years afterwards, the second
switching, which was also rendered by the same decision-making process, was successful. Adopting a
philosophical perspective of interprevitism, the research observes and documents the decision-making process of
these two switches, and provides reference for enterprises in need of antivirus software switching.

In addition to the analysis of switching processes, the research also provides suggestions to antivirus
software providers. The research found that before the service contract is due, clients have an opportunity to
switch to a new service provider. Therefore, antivirus software providers should pay special attention at the end
of the contract period, and offer promotions so that clients would extend contracts. The research also expands the
result of Hou and Chern’s study (2007) and found that enterprises that have seen switching failures would
initiate some adjustment steps to accommodate its information security needs until the operation is stabilized.
These adjustments include continuously evaluating products of other service providers, and analyzing the
feasibility of switching. Enterprises that adopted these moves are more likely to switch in the future.
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Table2 37 R 7 A B KRR AL £ Pt £2 1

B

Sy Mg
Rl s A X9.0 B AT
Rz 1 1ip” 1 2
B R NT$800000 | NT$450000
:?5(—,;? g,ﬂ ’zﬁ 2 ,ﬁ
ISR IN. ;
AL 5 42 B 46



FEIERE B B R R S TR AR AR S 2 (Bl 29 SRR 3R BTE,

&R

A B (1 FE R R OB A e G5 SR HETT 4y
T - FECLERGARTTR RIS Z2R > LA TR
ST T YIS (EAN R

ANBFRE-ERA B AFRE

ALRSERETIENEERE T KHSENT A
W B R T RIS - BEPRGESRAE - B
N EHRTEAIEA A LURESHY N

PRy BT T EDE TR
EHENAD - ARERRESUEREBRE A
AECRHIPRIERERE - N Ry e PRI &R H 5
BEEANER - frbli&ENZ e X EEN TR
TS A EEVLE - 55— RERENERL
EXEY PRAMERSEAGE - HERER
ARESHAEEN - FEHAHENRE L THH
RV G AT & © I - AIAPRRHYE fh
TMAEFSHE - BEHAGE R R R

FoRHER S MEEAZ 2 EEELR
A - fEREHA G > CIOWE & —ff L - 1£58
CREERE T > ARSEFSEHT A A B EEL
HERK - (25 RS A A R B T HR R R
FI&EH(CI0) - H gkl e A HUg &8 B st
RN - ATLIUAR A B 2 HEVE#R - E24
SFAERESERAYE At g A — 5 - MR E
YRR

#2rHou and Chern (2007)31¥f7U52 /5] b
A = Rl B T T BN RS R Y B 9 45 SR
T WA HEIREENEERAEHER » BEE
AL —THERAS E O - B E R ZHINE
HURSHVRF IR M B EE B RAR - BT Ry R YR
HRRAN AR o i1 — B Y A A P
W25 » DRI T Folfb R BT 2225 F P A
HIANTHA - F P2 - fEisie Py 2288k
R o BB AZERG S AR R A B
P2 523 E R B % o #EH Eaireas ok
SITAREEZE - AT R IES —XiEETE
o BETERERAKS - A T EIRITEIE o [
A2 TR S IR P — A AR R AR EE -
il 8 — R A B EZ e TE T EEMH
P RLERAEENEF] - L > FE Dl Bamik
RFEERH N HaE

47

Propositionl : &% EEN NS EE B HE
IR ISR AR -

FIHRBGRE K (P P AR s A R s

o7 o W A [ PRI S Ry S A 1 e
N - T2 R FsNimda, Blaster 55 #5AY1#
SR SHRRU LA RUH - 55 —RAZ R F5Sh10.0
TR FERRE AR AR T R B2 P - (EAHH
FATEHRGEREUN T BRI AR
TR R A T HRE -

Nimda, Blaster ¥ 55 i il 2Bk A B REE 5
PN o D E e e P e A R i R R e i 2
i FVIEE RO - IR LR e L R T
PR > #5H S EE BRI R A
ZE o R SX B P R 195 5 RS 1 FE P Y A B
Lo (EHARERTEREENVEEEELTE
BRI E R RE T - &2 EEAEIPHRRE
A ACGE TRV ENE > RS EES ST R

P
FH °

MM Sha 10.04xZERR P Bk RS YRR » 34 7 i
KEEH P T ENIREE R P R AR AR ORI il
T 0 2RI - PP A N ESRIE IR 2
i[O fERY R AR S B EAR AR B B 2K
Bh o AMREGEE N BT IFERR » PE(EL
24P ENHEEE A RE DA RRES A
oS E > SHERERFEEHNEEES A
A R0 FE o FRADZELE —ERE I B s i
ZHI > EEGPREE SRR B A -

AT S E R A N 22 Bl Keaveney (1995)
Frd HAv&E A A EIEE - bR T E IR LA
AN BT HIARIS BRI U IS R PR — K
RZ -« 22 ML) Rl s S i 5 B S ir
R HILE -

NIt - 4rE DL Bt - ARIFZei it N5 an
Bg .

Proposition2 : RiFERREAZ L3 HE R L FERG B 18
RBREE  MEgREEFNERER -

EERZE

RS R A A AR SRR T
AP E o 1£55 — R 2 3 5T ff Panda k2
Sophos < i A EAS » 55 K & fifi Kaspersky

BTG E R 2B 42 G5 — 1]



FEIEME [Fl— A B RREHR S B AR 2 (B KT 5E- Seke £ aReBTe,

{HIS L "R Rpa AN LA s LAV S - PR IRPE L
WER AR ARG S E - STHATRER
EF o VB ENL 2EN - BT RS
MMV (B EAVRZIER - MR E - T
EERAENREMESEE PIEE - el
ESwat > ARTFERRL T A

Proposition3 : 3 RBL BEHBER KEER
REEF RIS - RS B AR
& o

AR S S E B 2 ey

SR KA % - ARSI ARSELE
EEE ARG - BN AR EI 2
Al > HEG BB G —F — W — %
A o PhapikaeN B B A REER ARG - B
& EE EHE A U PR S e R EE
NFERRA > N Ry B 2B e 2 A
PRAE T B SRR T S IR A [ RE (Hou: and
Chern, 2007) - & =l Y (5% - [HiREHY
BN RS - BB BRI E A TATiE
T A -EAND—FENLRE  BAEEA
AVHET TR T - AL - &R DL bamilt - AT5E
fEth Nl

Proposition4 : [fj& i BRI BIEBE FHEL
HAFR - NI ERARRER L RTRE R DGR TS/ S B
BEF - k& FERpERE -

AR

AR B {18 2 P KA S T TG
HYHERE - DIATHER IS e RE £ 2R - 5
s PR R R R E] - HAHRATE BN E
BREHE AN 2R - EIE R R
[FI%G > DUE & 2 AR 2% -
PR A S P A B E R - MRS E R |
B EZEL N RENRTERER - KB RER
REHINTFTE SFRREE ENIWTFEIHT -

WFEaE R R SR E RN L A B AAEHE
S RRERAZARE LB~ ITAB (R
FERFE R B A T (5 A TR A - (HIIE S
EREHEEE - AMERDNERERAATE
FRAINE - EF P LUER HEERTHERZ
T BAMREAEK S R L S AR AT H

HIEER 56 42 65—

48

ST > RS BERYE T RRRE RESIER Y ZER] -
e A (ESI5: -

— I = 55 I e O 4 54 P 3 1S T P A 52
RAH > RS H TR KA R
BRI RS - IR ISR SE A A
FEr]E - [N Rt ERG A L A ERE - FoEas
R AL ER A2 A BRI IR R AR (E R
(customer lock-in)3E i (I 55 7 Y B - SRR
B WA R e A R D A PR E B RS A TR
B> BEREDT - Mtk o EHAAYEIIIEIR SR
FEAE R AN IR RE - AR5
SEEAETTIRIR ZAh > FEEE A S FE an Sl Av %
OREST TR E S A A OB -

AUTFEHE SR EGE - (ByFHRS - Ho
BFefE 2 Ry KB HEER T RESE 1L
FIHAA D2 > AUNEIRSE - (R RSBy N3
WA 5 TR EERE S A RS A
PRI AR &SRB B2 SRR - FREFEATS
BEFRBIEIIRIL » ZRITAE R AR AR E K &
G B/ NS SEAHTES - LR IEAE R
TEHSENEE - R AeayHRE—
{E% - ERREITTEERE LS 2R T A
TTOTFEAANPALEET - AL R ZEAEER -



10.

FEIERE B B R R S TR AR AR S 2 (Bl 29 SRR 3R BTE,

S5 3URK

Anderson, EW. and Sullivan, M.W. “The
antecedents and consequence of customer
satisfaction for firms.” Marketing Science
(12:2), 1993, pp. 125-143.

Bansal, H. S. and Taylor, S. F. “The Service
Provider Switching Model SPSM: A Model of
Consumer Switching Behavior in the Services
Industry.” Journal of Service Research (22:2),
1999, pp.200-218.

Burke and Brian. (2007). Worldwide Antivirus
2004-2008 Forecast and 2003 Vendor Shares.
Internet Data Center Reporting, IDC #31737,
accessed 2009/11/7.

Chen and Hitt. (2002). Switching Cost and
Markets:
Evidence From on-line Retail Brokers. PhD

Brand Loyalty in Electronic

dissertation, University of Pennsylvania.

Eisenhardt, K. M. “Building theories from
case study research.” The Academy of
Management Review (14: 4), 1989, pp. 532-
550.

Fornell, C.A. and Larcker, D. “Evaluating
structural equations models with unobservable
variables and measurement error.” Journal of
Marketing Research (18:1), 1981, pp. 39-50.

Gordon, M. et al. “CSI/FBI Computer Crime
and Security Survey”, CSl, 2005.

Gwinner, K.P. “Relational benefits in service
The
Journal of Academy of Marketing Science
(26:2), 1998, pp. 101-114.

Hou, C.Y. and Chern, C.C. The effect of
switching corporate

industries: customer’s  perspective.”

costs  for antivirus
package switching decision, in Proceedings of
Pacific Asia Conference in Information
System (PACIS 2007); Auckland,

Zealand.

New

Jones, M.A., Mothersbaugh, D.L. and Beatty,
S.E. “Why customers stay: measuring the

underlying dimensions of services switching

49

11.

12.

13.

14.

15.

16.

17.

18.

19.

costs and managing their differential strategic
outcomes.” Journal of Business Research
(55:6), 2002, pp. 441-450.

Kaspersky, E. (2005). The contemporary

Antivirus  industry and its problems.
http://mmww.viruslist.com/en/analysis?pubid=1

74405517, accessed 2009/11/7

S.M.
behavior in online services: An exploratory

Keaveney, “Customer  switching
study of the role of selected attitudinal,
behavioral, and demographic factors.” Journal
of the Academy of Marketing Science (29:4),

2001, pp. 374-390.
S.M.
behavior in service industries: an exploratory
study.” Journal of Marketing (59:2), 1995, pp.
71-82.

Keaveney, “Customer  switching

Keller, S. and Powell, A.
Security Threats and Practices

“Information
in  Small
Business”, Information System Management
(22:2), 2005, pp.7-19.

Kim, G, Shin, B. and Lee, H.G. “A study of
factors that affect user intentions toward email
Information &

service switching.”

Management (43:7), 2006, pp. 884-93.

Klein. and Myers. “A set of principles for
conducting and evaluating interpretive filed
studies in information system.” MIS Quarterly
(23:1), 1999, pp. 67-91.

“Market
Switching Cost.” The Quality Journal of
Economics, May 1987, pp.375-394.

Klemperer, P. with  Consumer

Kotulic, A. and Clark, S. “Why there aren’t
more information security research studies ?”
Information & Management, (41:5), 2004,
pp.597-607.

Ross, C., Orr, E.S., Sisic, M., Arseneault, J.M.,
Simmering, M.G. and Orr, R.R. “Personality
and motivations associated with Facebook

use.” Computers in Human Behavior (25:2),
2009, pp. 578-586.

HIGER 56 42 65—


http://www.viruslist.com/en/analysis?pubid=174405517
http://www.viruslist.com/en/analysis?pubid=174405517

FEIEME [Fl— A B RREHR S B AR 2 (B KT 5E- Seke £ aReBTe,

20.

21.

22.

23.

Williamson, O.E. (1985). The economic
instructions of capitalism, Free Press.

Yin, R.K. (1994). Case study research: Design
and Method. 2nd edition, Sage Publication.
T8l > " H McAfee S & &l #E T
o > MIC > 2003
<http://mic.iii.org.tw/intelligence/reports>
PR T IREE L 2 R R K
45 e H /& >k o3, 0 MIC > 2002 >
<http://mic.iii.org.tw/intelligence/search/pop/s
how_reports>

HIEER 56 42 65—

50


http://mic.iii.org.tw/intelligence/reports
http://mic.iii.org.tw/intelligence/search/pop/show_reports
http://mic.iii.org.tw/intelligence/search/pop/show_reports

