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A Study on How Trust and Commitment in

Airlines’ Mileage Program Affects the Customers'Loyalty
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ABSTRACT

A customer loyalty program (ie.,

FFP) has become more important to keep loyal

customers especially for legacy airlines. Therefore, the researchers intended to examine the

elements of an airline loyalty program and how these elements influenced the effects of the
loyalty program. To set up the research framework, the commitment-trust model (i.e., KMV

model) in the loyalty program was used in this study.

Shared values, benefits, serviceabilities,

and affiliated companies were considered as

independent variables (i.e., elements of FFP). Trust and commitment added as mediating

variables and customers’ loyalty were examined as a dependent variable. A survey has been

conducted. All independent variables had positive relationships with trust and commitment

and trust influenced commitment. Lastly, the mediating variables had positive effects on

customers’ loyalty.
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A F-AF 0.285 0.043 0.285 6.663 0.000 1.000 1.000
s -0.007 0.043 -0.156 0.876

R = 0.783, R2=0.613, Adjusted R2=0.605
FAMY FFLA=0.627
F = 83.409 (sig = 0.000)

74 3] 7 21:¥=-0.007+0.527x ©] 43 ©]+0.398 x Z-5-7}X] +0.304x 3 2] 43 +0.285% A F Ak

(b) BT PHdelA 2ot AFel Bet el BAas (H)

. HIEF3 A5 BZsHA4 o wlal o T SAH
SHET Tawars | m=zen (e i HARE e VIF
7 0.343 0.045 0.345 7.590 0.000 1.000 1.000
o]-&3] g 0.487 0.045 0.491 10.797 0.000 1.000 1.000

A A 0.147 0.045 0.147 3.233 0.001 1.000 1.000
A FA 0.428 0.045 0.430 9462 0.000 1.000 1.000
et -0.012 0.045 -0.261 0.794

R = 0.753, R2=0.568, Adjusted R2=0.559

FAR] EF23=0.661

F = 6859 (sig = 0.000)

%4 3] 7] 21:¥=-0.012+0.487 ©] &5 ©1-+0.428 x A FAH+0.343x Z- 71X +0.147x< A ] A

(©) AFe} Aol tla TH<ed]7 BAAT (HB)

. v E 3 A ¢ z2E3AS Y
sHaE EEEE: EEXE (e i frese
215 0.740 0.046 0.739 16.003 0.000
et -0.008 0.046 -0.166 0.869

R = 0.739, R2=0.546, Adjusted R2=0.544

FARe EF22=0.676

F = 256.107 (sig = 0.000)

%4 3] 7 41:¥=-0.008+0.740x 21 5]

(d) A3, A& A7 ozl e g53H 445 (HY)

. v E 3 A ¢ EE=3A 5 o ol sl o XA BAH

ST aemige | mzed | (i ‘ HAHE e VIF
A 0.776 0.073 0.647 10.599 0.000 0.454 2.202
RE| 0.233 0.073 0.194 3.174 0.002 0.454 2.202

5 5.038 0.049 102.214 0.000
R = 0.801, R2=0.641, Adjusted R2=0.638
FAZke] BFEL2=0.723
F = 189,558 (sig = 0.000)
24 3] 7] 4] ¥'=5038+0.776 x A 4:+0.233x A1 7]
() ¥, A&} B}l F34 o) gt thFE 7 B4 3HHDb)

N v FE3AF EE3AF o ol Lo XA BAF

SNE e | mEed ] (e t HARE e VIF
A 0.623 0.088 0477 7.058 0.000 0.454 2.202
RE| 0.422 0.088 0.323 4.780 0.000 0.454 2202

& 4726 0.059 79.582 0.000

= 0.748, R2=0560, Adjusted R2=0.556
Azke] FFQ21=0.871
= 134929 (sig = 0.000)
A 3] 72 ¥=4.726+0.623x A Z:-+0.422x 21 ]

T e
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= ueht sbdel Agsgion, vdelx Tz
el BE AL A8 Aole H(+el A
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Table 5. 7kd H6 ~ H9e| mi7i &M A3}
(@) I3 nfdeA 2 A7 o5 FACNA AF e i HAI (He)
M]3 F A e :
Step Path il%ﬂﬂl]#B W"ETZPL;?} (;z)] i ¢ frelshE
FR7A =4 E 0.343 0.045 0.345 7.590 0.000
1 °l %ﬁﬂ el 2] 2] 0.487 0.045 0.491 10.797 0.000
R R e 0.147 0.045 0.147 3.233 0.001
A FAALE] 0.428 0.045 0.430 9.462 0.000
FH7HX—=A ] o= 0.375 0.059 0.313 6.409 0.000
’ ol &g el &% 0.646 0.059 0.539 11.046 0.000
HAd— A7 o= 0.295 0.059 0.246 5.043 0.000
zﬂ A= AT Y= 0.268 0.059 0.224 4585 0.000
F7ER=A T 9= 0.230 0.062 0.192 3.706 0.000
ol%—aﬂsﬂﬂz}?u} o= 0.429 0.068 0.358 6.266 0.000
3 H A ) o= 0.215 0.057 0.178 3.790 0.000
AFAA T o= 0.084 0.066 0.070 1.283 0.201
AE] A o= 0.448 0.084 0.371 5.323 0.000
<b> FTAF ofd A T2 T3 R 3 o[ IAA A miAEA A (H7)
B 231 A 2 E =31 A5 _
Step Path 7] 74]] fBL 27 T% o & ‘(_H]E}E?)] T t frolgE
714 — 4lF] 0.343 0.045 0.345 7.590 0.000
1 o] g3|g — 2l 0.487 0.045 0.491 10.797 0.000
HaA — 2lg 0.147 0.045 0.147 3.233 0.001
A FA — 4lF] 0.428 0.045 0.430 9.462 0.000
TR/ — ERQl FH o 0.556 0.062 0.428 8.970 0.000
’ ol ga 8 — ElQl = of3F 0.689 0.062 0.529 11.108 0.000
Held - Bl Fd o 0.233 0.062 0.179 3.754 0.000
zﬂ A — BRIl R o 0.207 0.062 0.159 3.338 0.001
71 — Bl 4 o 0.385 0.066 0.295 5.870 0.000
OI%alﬂ — BRIl 3 o 0.438 0.072 0.337 6.077 0.000
3 Held — el T o 0.149 0.060 0.114 2.493 0.013
ATA — Bl 3 o -0.009 0.069 -0.007 -0.129 0.898
A — E}°l =3 ok 0.515 0.089 0.392 5.806 0.000
<c> FFAF g e[A] ZZ T35} AT A 3 FEA A 7&#91 UH7HE‘M EENGED)
B FZ=3HA 4 s
Step Path T e miﬁ' - t elsE
TR7IA>ASG 0.274 0.044 0.275 6.233 0.000
1 o| g3 Hl>d% 0.341 0.048 0.343 7.034 0.000
He > 0.235 0.040 0.235 5.861 0.000
AFAZ 0.128 0.047 0.128 2.748 0.007
R 0.383 0.060 0.381 6.417 0.000
’ T a/A A ] o= 0.230 0.062 0.192 3.706 0.000
o| &> T o= 0.429 0.068 0.358 6.266 0.000
He A=A o= 0.215 0.057 0.178 3.790 0.000
AFAA T 2= 0.084 0.066 0.070 1.283 0.201
ke e B = 0.448 0.084 0.371 5.323 0.000
3 g/ A=A | o= 0.049 0.060 0.041 0.814 0.417
ol g E-A T 9% 0.203 0.067 0.170 3.014 0.003
He oA o= 0.059 0.054 0.049 1.091 0.277
<d> FaAF A ZE2TH ATFF ER] 3 o] Jd I A& W EA A3 (HY
0] E =314 2 EE5 A= -
Step Path T L] o t frolshg
TR ->AS 0.274 0.044 0.275 6.233 0.000
1 ol g3 8- 0.341 0.048 0.343 7.034 0.000
HAd—-d < 0.235 0.040 0.235 5.861 0.000
A FA—E < 0.128 0.047 0.128 2.748 0.007
AFP->AL 0.383 0.060 0.381 6.417 0.000
’ TH7IAER] 2 o 0.385 0.066 0.295 5.870 0.000
ol g3 H—ERl FH o 0.438 0.072 0.337 6.077 0.000
He| ARl =4 93k 0.149 0.060 0.114 2.493 0.013
A FAER] 34 95 -0.009 0.069 -0.007 -0.129 0.898
AF—ERQI =3 o3k 0.515 0.089 0.392 5.806 0.000
3 T7HA—ERQ] 3 9|k 0.277 0.069 0.213 4.019 0.000
o] g3 gl —ERQl FH 9%k 0.305 0.078 0.235 3.932 0.000
HeA-El =3 o 0.057 0.062 0.044 0.915 0.361
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st ST FEA i dF A=T) 2
SANA Y FFEG Folop Frh. oA pA
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