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Abstract: As everyone knows, reward programs will bring customer transaction behaviors change. In retail
industries, they can measure their incomes by observing customer transaction behaviors. But in the bank
industries, things are deference. They can not measure their profits by the same method. This article will stand
in the angle of the banks, and focus on the impact of reward actions on customer lifetime value of commercial
bank. We establish the hierarchical linear model to Analysis this impacts. The results show, both reward ex-
change frequency and reward exchange quantities are not significantly. But on light users’ customer lifetime
values, reward balance has significant positive effect. And the impact is not significant for high users’ cus-
tomer lifetime values. The study may give references to bank industries’ customer relation management.
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Table 1. The comparison of customers’ transaction data of efficient customer

R 1 BYEFAZSRES T

.- T S IR H By S A USRI %7 CLV fH
H L H L H L H L
200811 0.0757 0.0719 32944.7368 7898.3849 198594.4532 98036.2581 1520.5130 22.4566
200812 0.1217 0.1169 18416.5822 12355.9835 197601.7789 92222.8219 1409.8975 122.0563
200901 0.0526 0.0445 8481.1842 4978.2876 204099.3268 93987.2113 1204.8134 207.8978
200902 0.0559 0.0867 6546.9178 2767.0609 211355.8275 98061.8618 1014.5269 151.5947
200903 0.0691 0.0735 7008.9704 7009.8101 219899.4105 97815.5490 888.5801 122.5929
200904 0.0625 0.0862 8187.7993 5142.5269 225757.7604 98897.0976 763.6532 116.3500
200905 0.0493 0.0922 7567.2336 6319.6559 232344.6020 99256.3055 755.0755 122.2619
200906 0.0625 0.0659 10425.3783 4041.2141 236468.9780 101723.7201 694.6010 113.8781
200907 0.0296 0.0488 4500.5132 2545.5796 246569.9829 105225.8547 701.9542 90.7107
200908 0.0789 0.0730 14227.3684 4712.3074 246674.4758 106348.3617 680.9126 84.2415
200909 0.1349 0.1142 21152.5296 7146.7536 239987.1360 105145.5445 501.5716 73.8771
200910 0.2928 0.2854 49581.0033 28831.4232 204625.8950 83287.0910 446.9125 59.2283
200911 0.0757 0.3502 32944.7368 32487.3211 198594.4532 56346.0787 1520.5130 45.4210
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Table 2. Descriptive statistics (N = 2128)
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Table 3. HLM analysis
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Figure 1. Curve: The relationship between reward balance and
customer lifetime value
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Figure 2. Curve: Observed average customer lifetime values
between heavy users and light users
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