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Aviation customer loyalty and value analysis

Abstract: According to customers's research suggests that "the customer loyalty increase 5%,
corporate profits will increase by 25.125%", set up the difficulty of the new customer is 5 to 10 times to
keep old customers, maintain old customers marketing costs well below the cost to acquire new customers.
This article is based on a domestic airline by more than 60000 members, combined with the existing mature
customer management model, after preprocessing the data set by mathematical statistics method,
correlation analysis was carried out on the sample properties, pick out the high influence factor for the
construction of behavior loyalty model, build the loyalty of the customer value model. Based on the
customer value to distinguish the RFM analysis at the same time, based on the mean of the RFM model, the
RFM model based on clustering and the RFM model based on PCA after processing level of customer

value classification, and evaluation of three different methods to focus on customer classification.

Key words: Customer management; Loyalty; RFM; Correlation analysis; Clustering; PCA; Value of

classification
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