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Modelling customer loyalty in financial services

A hybrid of formative and reflective constructs
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Discussion and conclusion

The objectives of this study were to explore the concept of customer loyalty and its
causal antecedents using both formative and reflective measurements in SEM. This
study adds to the customer loyalty literature since new predictors have been tested:
namely, variety seeking, resistance to change and risk taking behaviour (details of the
estimates and p values are shown in Table III). Variety seeking is significantly
associated with current behaviour, measured as share of wallet, via resistance to
change, and current behaviour was significantly associated with future intentions (as
measured in intentions to remain a customer). High explanatory power was found in

this study in explaining, and thus predicting, loyalty. Adjusted R-squares suggest that
99.7 per cent of current behaviour, and 50 per cent of future intentions can be explained
(see hybrid model C).
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