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Abstract:

This study investigated the direct and indirect effect of customer experience dimensions
(sensory, affective, perceptual, behavioral, and social on Customer Participation Behavior and the
mediating role of airline Customer Gratitude (cognition, Affect, Behavior).

The study relied on a survey questionnaire via e-mail using Google Forms to collect data from
airline customers. The number of correct questionnaires reached 384, and Smart PLS.3 was used to
test the study's hypotheses.

The results showed a direct positive significant effect of the customer's experience dimensions on
Customer Participation Behavior, and the results showed a significant positive effect of the
customer's experience dimensions on Customer Gratitude.

The results showed a significant positive effect of the Customer Gratitude on Customer
Participation Behavior and a positive indirect effect of Customer's Experience on the consumer
Participation Behavior when mediating Customer Gratitude.

Keywords: (Customer's Experience, Customer Participation Behavior, Customer Gratitude).
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