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3-2. IJE AT 543 aAFX Y BANA NEIE o]&F
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[ 7] 787 HasE B4 T ZJAE AHEdE 540 A&7t=
o] &l W= FEFel thgt 3|4 A
2| yus W] 2 845 i C |
B xFEeat H E}
(35 354.630™" 26.357 13.455 | .000
AREAT A 5.343™ 1.595 | .069 | 3.349 001
A&t 004" 001 | .117 | 6.448| .000
AHEHI = 6.531"" 1.338 | 111 | 4.879| .000
g | LZEIARE 2.726 14.944 | 003 | .182| .855
R R R PN 14,177 3.612 | .092| 3.924| .000
olg | 1A —54.550" 22.341 | —.045 | —2.442 | 015
A5 1 goaxs 53.043"" 12.074 | .099 | 4.393 | .000
e —52.756™ 9.020 | —.101 | —5.849 | .000
A -3.977" 406 | —.175 | =9.790 | .000
HA7= 8.158™ 1.070 | .135| 7.624 .000
F=45.488(.000), R*=.134, Adj R*=.131
(35 1188937.491 | 1377123.493 863 | .388
AL-gA A 22535.195 | 83350.858 | .006 270 | 787
ARE-S3 4t 298.013" 32.277 | 174 | 9.233| .000
AHEHI & 303956.051"* | 69934.819 | .102| 4.346 | .000
A | LZEQAAME | —194247.405 | 780792.360 | —.005 | —.249 | .804
T eatelng 227297.879 | 188746.408 | .029 | 1.204 | .229
o] & 715-AH8 | —1855604.058 | 1167285.876 | —.030 | —1.590 | .112
= OIALE | 1986744.470" | 630864.823 | .074 | 3.149 | .002
4 —1081116.967" | 471313.104 | —.041 | —2.294 | .022
14 60536.207"" | 21222.904 | .053| 2.852| .004
BG4It 390367.859™ | 55910.636 | .128 | 6.982 | .000
F=21.310(.000), R*=.067, Adj R*=.064
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[3 10] XZR1E Ag3lls 54 aA/%9] #AA A A&7t=
ol & miNad HS
7R | F3us | =¥Rs B zgod | (O° value,
PAR-DAE: 10.182°"" 1.404 7.255(.000)
= A87tE AP 16.314
1 SHEN A 202.009 12.382 6.314(.000)
F = 52.618(.000), R* = .018, Adj R* = .017
AHEATH 010" .002 6.040(.000)
2y 2 | 1A%A A4 8017 015 52.848(.000)
F = 36.479(.000), R* = .012, Adj R* = .012
AHEAH 0077 015 48.163(.000)
ol gASL 0007 .000 15.738(.000)
ng 3| 1487
A4 7337 015 48.163(.000)
F = 143.605(.000), R* = .089, Adj R? = .088
AH-&E o 00277 .001 3.292(.001)
o Ag7le o 5310
nd 1 ol 8712 A 277.418 5.303 52.312(.000)
F = 10.835(.001), R? = .004, Adj R* = .003
A8t 3.022E-7 .000 .395(.693)
Ry 2 | 1AL A4 885" .006 136.371(.000)
F = .156(.693), R? = .000, Adj R* = .000
AHSE —-4.245E-7 .000 -.579(.563)
ol g AL 000" .000 16.390(.000)
ny 3| 2AGHA
= 787 .009 91.235(.000)

F = 134.397(.000), R* = .083, Adj R* = .083
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239.172""" 7.291 32.805(.000)
.258(.000), R? = .023, Adj R? = .022
008" .001 5.861(.000)
84677 .009 94.482(.000)
.353(.000), R? = .011, Adj R? = 011
005" .001 3.673(.000)
000" .000 15.683(.000)
7657 010 76.068(.000)
.573(.000), R? = .088, Adj R* = .087
32322 2.784 11.612(.000)
260.954""" 5.120 50.966(.000)
F = 134.827(.000), R? = .044, Adj R? = .043
011 .003 3.288(.001)
= 8777 .006 137.475(.000)
.808(.001), R? = .004, Adj R? = .003
1.186E-5 .003 .003(.997)
000" .000 16.021(.000)
7857 .008 93.565(.000)
F = 134.214(.000), R? = .083, Adj R* = .083
ZIAH 107.250°" 9.664 11.098(.000)
244,143 9.664 11.098(.000)

F = 123.159(.000), R?

.040, Adj R? = .040
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&5 8017 015 52.848(.000)
F = 36.479(.000), R? = .012, Adj R? = .012
AREAIH 010" .002 5.695(.000)
ol-g7 3.852E-97"" .000 8.785(.000)
&5 775 015 50.703(.000)
F = 57.299(.000), R? = .037, Adj R? = .037
A8 ot 259.824™"" 31.155 8.340(.000)
A4 T477907.705°" | 264441733 28.278(.000)
F = 69.552(.000), R* = .023, Adj R* = .023
At 3.022E-7 .000 395(.693)
&5 885" .006 136.371(.000)
F = .156(.693), R? = .000, Adj R? = .000
A8 8t -7.464E-7 .000 -.978(.328)
olggH | 4.036E-9"" .000 9.061(.000)
Ab4 855" .007 118.440(.000)
F = 41.128(.000), R* = .027, Adj R* = .026
AGHIE | 251437.24377 | 54570.674 4.608(.000)
A4 7136040932 | 370026.452 19.285(.000)
F = 21.230(.000), R* = .007, Adj R* = .007
AHGHIE 008" .001 5.861(.000)
&5 8467 .009 94.482(.000)
F = 34.353(.000), R? = .011, Adj R? = .011
ARG 007" .001 5.186(.000)
o ol-&= 3777E-9" .000 8.586(.000)

&5 819 .009 87.259(.000)
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F = 54.455(.000), R? = .036, Adj R* = .035
221 776269.087°" | 142623.556 5.443(.000)
5 Al g7te N

ny 1 o]8on e 7855570.855 262342.760 29.944(.000)

F = 29.624(.000), R? = .010, Adj R?* = .010
Latel o1 .003 3.288(.001)
ny 2 | 1AGA & 817 .006 137.475(.000)

F = 10.808(.001), R? = .004, Adj R* = .003
L2akel 008" .007 117.715(.000)
olgFH 3.862E-9"" .000 8.736(.000)

nyg 3| IHFA
& 847 .007 117.715(.000)
F = 43.700(.000), R? = .029, Adj R? = .028
SRIARS | 2650147.8147" | 494302.060 5.361(.000)
_6_3 /1\1%7]’_]_:_ /\1_/\ ok ok

23 1 o820 s 7423513.537 304993.047 24.340(.000)

F = 28.745(.000), R* = .010, Adj R? = .009
EINIPAES 049" 012 4.098(.000)
ny 2 | 1AG7 & 867 007 117.002(.000)

F = 16.796(.000), R* = .006, Adj R* = .005
SRINLE 0397 012 3.279(.001)
olgZH 3.828E-9" .000 8.666(.000)

g 3 | 1A4GA

e 839 .008 104.569(.000)

F = 46.158(000), R? = .030, Adj R? = .030

* 1 pc0.1, ** 1 p0.05,

**% 0 50.01
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R - squard 230 255 262
Adj
R - squard 227 250 255
[, * %k %k 8 340 k% 5 248 ko k 3 078
AFSB ) . . ' . '
reg 259.824 (000) 162.726 (000 101.694 (00
3k %k 13 8(X) EEES 6 012
Zl21—Lo} . .
ol 150.172 (000) 92.941 (000)
Apgm 03 5.190
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ABSTRACT

An Empirical Study of the Effects of Credit Card Point
Exhaustion Behavior on the Customer Retention

Kim, Se-Yong
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Dept. of Business Administration

The Graduate School
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The loyalty program is divided into two stages: earning points and
using earned points.  (Liu, 2007). Point—taking behavior has
characteristics that accompany purchase behavior. However, point use
behaviors have characteristics that consumers need to determine when
to use or how to use them, which is likely to affect future consumer
behavior independently.

However, there is not much research on the effect of the point use
behavior on future consumer behavior in spite of this importance, and
most studies on the loyalty program are limited to the measurement
of the behavioral intention variables such as intention to join through
experiments or questionnaires, (Benavent et al, 2000). In addition,
there is a lack of research on consumer behavior through data

analysis of how consumers behave,
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In this study, we used user data of credit card point program to
understand how point use behavior characteristics affect future credit
card usage. And, we learned how it affects customer retention.

In addition, we observed point use behaviors in various aspects by
confirming whether the amount of point accumulation has a controlling
influence on the relationship between point use behavior and credit
card use.

Although previous studies have focused on loyalty programs for one
brand, This research is different in that it is based on the actual data

of credit card point users, which is an integrated loyalty program.

The main results of this study are as follows.

First, the analysis result of credit card point program shows that
consumers who have the latest point use point, average point amount
and frequency of point use, and who have many points online and
experience point discount have high credit card usage and usage
amount.

Especially, it was confirmed that new point — use behaviors such
as point online use and point discount use affect future consumer
behavior.

Second, the point use point, the point use frequency, the point
online use, and the point discount use have a positive effect on the
use of the credit card, and the higher the credit card use, the higher
the customer retention.

Therefore, it was confirmed that the point use behavior, the point
use frequency, the point online wuse, and the point use behavior
characteristics of the point discount use affect credit card customer

retention through credit card use.
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Third, consumers who earn more points are more likely to use
credit cards than those who wuse points more recently. Also, the
higher the average usage amount of points, the higher the amount of
future credit card usage.

In other words, the point accumulation amount has a moderating
influence on the effect of the point use point and point use average
characteristics on the credit card usage amount.

Fourth, the point use point is recent, point average use amount and
point use frequency are high, and customer with point discount use
experience has high customer retention rate.

That is, the characteristics of credit card point use behavior
characteristics such as point use point, point use average, point use
frequency, and point discount use positively affect credit card

customer retention.

The main implications of this study are summarized as follows.

First, this study confirms that the wuse of point online, point
discount, which is a new independent variable other than point use
point, point use average, point use frequency, is affecting credit card
usage based on credit card point. Therefore, the existing research is
expanded and developed from this point of view.

Second, this study confirms that the characteristics of point use
behavior, point use frequency, point online use, and point discount use
among the point use behavior characteristics have a positive effect on
customer retention through credit card use.

Third, this study sets up the point use measurement period
(Period1), the credit card use measurement period (period2), and the

customer retention measurement period (Period3) in order to analyze
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the long term influence of the loyalty program. Through this process,
we quantitatively confirmed the long—term influence of the point—use
behavioral characteristics on credit card usage and customer retention.

Fourth, this study analyzed the effect of point use behaviors on
future consumer behavior by using actual point usage data of credit
card company, which is the most actively used integrated loyalty
program.,

This study examined how credit card usage behavior characteristics
affect future credit card usage and customer retention. Therefore, it
provided the direction of the loyalty program planning and design to

the practitioners of the company.

[(Keyword] Credit card Consumer, Point Exhaustion, Customer
Retention, Point use point, Point use average. Point use frequency,

Point online use, Point discount use,
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