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The subject of the article 

The aim of the article

Research methods. 

Theoretical aspects of customer 
loyalty
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1. True loyalty,

2. Latent loyalty

 Spurious loyalty, 

4. No loyalty,

Loyalty measurement methods: 
theoretical substantiation 
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Trust-based Commitment model. 
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Table 1
Samples of personal and functional connection measures

Personal Functional

Source: J. Hess and J. Story (2005).
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The Multidimensional model. 
. 

 Relative attitude

 Patronage behaviour.
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Net Promoter Score model. 

Table 2
Examples of behavioural and attitudinal loyalty measures

Measure              Scale / question
Behavioural loyalty measures

Attitudinal loyalty measures
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P – D = NPS (Net Promoter Score)  

see also

PROMOTER PASSIVE DETRACTOR 

CERTAINLY 
YES NO 

“How likely would you be to recommend our company to your friends 
or colleagues?” 

10         9           8           7           6            5           4           3           2           1          0 

Fig. 1. The scale of answers to the ultimate question.
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Methodological aspects  
of pharmacy’s “Camelia” customer 
loyalty measurement

Research results
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Trust-based Commitment model’s 
results for pharmacy’s “Camelia” cus-
tomer loyalty

 Willingness to pay more for a brand. 

 Money spent during past month. 

 Sales promotion at brand’s category. 

 Visits during past month.

 Recommendation probability.

 Willingness to defect.

 Willingness to buy on Internet.
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Table 3
Customer valuations of functional and personal connections

Functional connections Mean Std.dev. Personal connections Mean Std.dev.
Money spent during past month 2,15 0,702

Recommendation probability 2,90 1,957
Visits during past month 2,69 1,093
Sales promotion at brand’s category 3,09 2,277

Willingness to defect 2,89 1,985Willingness to buy on Internet 5,93 1,960
Willingness to pay more for a brand 4,33 2,131
Average valuations 3,64 1,633 2,90 1,958
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Multidimensional model’s results for 
pharmacy’s “Camelia” customer loyalty
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Net Promoter Score model’s results for 
pharmacy’s “Camelia” customer loyalty

Table 4
Means and standard deviations of behavioural loyalty-related statements’ evaluations

Behavioural loyalty-related statements Mean Std. Dev.

Total: 5,93 3,202
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NPS
2 per cent

Comparison of different results for 
pharmacy’s “Camelia” customer loyalty

see

see

Table 5
Comparison of the results provided by three different customer loyalty measurement methods 

Method

Pharmacy’s „Camelia“
 customers are:
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Conclusions

Table 6
Advantages and disadvantages of customer loyalty measurement methods 

Method Advantages Disadvantages

Trust-based 
Commit-

ment model

 

Multidimen-
sional model

 

 

Net  
Promoters 

Score model
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VARTOTOJŲ LOJALUMO MATAVIMO METODŲ TIKRINIMAS VAISTINIŲ TINKLE „CAMELIA“
S a n t r a u k a
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