LIST OF TABLES

Table 2.1 Previous ResSearch ..........coccooiiiiiiiiiiniiiiiieceeeceee e 22
Table 3.1 Research CharacteriStiCs ........coeevuerierienierienieieeie et 39
Table 3.2 Operational Variables ...........ccoeciieiiiiiieiieiiieieee e 40
Table 3.3 LiKert SCale ......cceevuirieriiiieiieieeeeeee e 44
Table 3.4 Validity Test ReSUILS .......cccueeiiiiiiiiiiiiieieceeee e 50
Table 3.5 Reliability Test ReSUlts........cccoeciieiiiiiiiiieiiiciececece e 52
Table 3.6 Score Interpretation CategOTies .......ceeueerureriieriienieeriieeieerieeereenreesaeens 54
Table 3.7 Continuum Line SCOTE .......ccceevieviiriiniiiiiiieeeieee e 54
Table 4.1 Respondents Characteristics based on Gender.............cccoeeveviienivennnnne 66
Table 4.2 Respondents Characteristics based 0n Age ........ccceevveviieniienieeniieninnns 67
Table 4.3 Respondents Characteristics based on Occupation ............ceceevveeevenene. 68
Table 4.4 Respondents Characteristics Based on Flight Frequency ..................... 69
Table 4.5 Respondents' Responses of Customer Knowledge (X1).......cccceevenneene. 70
Table 4.6 Respondents' Responses of Customer Orientation (X2) .......cccccccuenneene. 72
Table 4.7 Respondents' Responses of Customer Advocacy (X3) ....ccceevvvervennnnne 74
Table 4.8 Respondents' Responses of Customer Engagement (X4) .........cccocu..e.e. 76
Table 4.9 Respondents' Responses of Customer Loyalty (Y).....occeevveeiieniennne 78
Table 4.10 Respondents' Responses of Customer Trust (Z)........cccceeveeeiienivennnnne 80
Table 4.11 Loading Factor ReSultS..........ccccoeviiiiiiiiiiiieieeieeeeeeeeeee e 84
Table 4.12 Average Variance Extracted (AVE) Results .........ccccoveievieniiiininnnnnne 85
Table 4.13 Cross Loading Results...........ccccoeriiiiiiiiiiiiiieieeieeeeee e 86
Table 4.14 Fornell-Larcker Criterion Results ..........ccccooeeviiiinieniniiniecienee, 88
Table 4.15 Cronbach's Alpha and Composite Reliability Results......................... 89
Table 4.16 R-Square ReSUlLS .........ccccuieiiiiiieiieeieeieceeee e 90
Table 4.17 F-Square ReSUltS .........ccccuieriiiiiieiieciieieee et 91
Table 4.18 Q-Square ReSUItS.........ccccuieiiiiiieiieeieeiece et 92
Table 4.19 Hypothesis Testing RESUILS .........ccceeouieiiiiiieiiieeiieiieeieeeeee e 94

Xi



