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Predicting Loyalty of Passengers of Foreign Flights
Case Study: Mahan Airlines

Abbas Behravesh!, Omid Behboodi?
Abstract
In today's competitive world, customers are the focus of organizations, and their loyalty is the main
factor in gaining a competitive advantage. The present study was conducted to predict the loyalty of
Mahan Airlines passengers. Therefore, the research method is applied in terms of purpose and
descriptive correlation regarding the implementation. The study's statistical population is all foreign
passengers of Mahan Airlines, whose exact volume is not available; Therefore, the statistical sample
was calculated using the thumb rule of 160 people. A non-random sampling method is available. The
instrument used in this research is the Standard Sign Questionnaire (2021) with 16 questions. The
guestionnaires were provided to the supervisors and experts to determine the validity, which was
confirmed. The reliability of the questionnaire was obtained using Cronbach's alpha coefficient higher
than 0.7, which can be said that the instrument has good reliability. This research uses descriptive and
inferential statistical methods using SPSS and PLS software to analyze the data. The study’s results
confirmed the effect of satisfaction, service quality, perceived image, and perceived value on loyalty, as
well as service quality and perceived value on customer satisfaction. Finally, the quality of service on
the image of customers and the quality of service and image of customers on the perceived value were
confirmed. Still, the effect of customers’ image on customers’ loyalty and satisfaction was not
confirmed.
Keywords: Passenger Satisfaction, Service Quality, Customer Loyalty, Customer Image, Perceived
Customer Value
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