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Nearly Half of Airline Loyalty Program Members Still Don’t Know How to Redeem Rewards,  
J.D. Power Finds 
 
JetBlue Airways TrueBlue Loyalty Program Ranks Highest for Third Consecutive Year 
 
COSTA MESA, Calif.: 6 Nov. 2019 — Many airline loyalty programs are failing to deliver on their intended 
purpose because members do not understand how to redeem the awards they accumulate. According to 
the J.D. Power 2019 Airline Loyalty Program Satisfaction Study,SM released today, nearly half (45%) of 
program members say they do not understand how to redeem their miles and/or points. This lack of 
understanding has a significant negative effect on overall customer satisfaction. 
 
“This is the third year in a row that we’ve seen airline loyalty program customer satisfaction hampered by a 
widespread lack of understanding of how to extract the most value from the programs,” said Michael 
Taylor, Travel Intelligence Lead at J.D. Power. “Many airlines are evaluating the success of their loyalty 
programs based on dollars spent by travelers rather than on miles flown. That’s a significant shift away 
from rewarding frequent travelers and toward rewarding high spenders.” 
  
Following are some key findings of the 2019 study: 
 

• Lack of understanding program details negatively affects satisfaction: While overall industry 
satisfaction increases to 789 (on a 1,000-point scale) from 776 in 2018, airline loyalty program 
member satisfaction climbs 135 points when members understand how to redeem points and 
increases 129 points when members understand how to earn points. Yet, nearly half (45%) of 
general loyalty program members say they do not completely understand how to redeem rewards 
and 43% say they do not fully understand how to earn miles/points. 
 

• Recognition goes a long way toward building customer loyalty: Overall satisfaction scores 
increase 102 points when passengers’ names are used by airline staff, yet this occurs just 35% of 
the time. Similarly, overall satisfaction climbs 68 points when a member of the airline staff 
recognizes a loyalty program member’s status during the booking, check-in, departure or flight. 
However, this happens more than half (53%) of the time. 
 

• Most important perks: Among specific benefits and rewards used through airline loyalty programs, 
discounts on airport and limousine services drive the most significant increase in overall satisfaction 
(+102 points), followed by waiving same-day change fees (+95) and lowest rate guarantee (+94). 
 

• Increased mobile app use associated with higher satisfaction: Mobile app usage among loyalty 
program members has increased 10% during the past year, with 56% of program members 
reporting that they have such a mobile app on their smartphone or tablet. Loyalty members with 
mobile apps are more satisfied overall (+70 points) than members without the mobile app. 
 

The 2019 Airline Loyalty Program Satisfaction Study measures member satisfaction with airline rewards 
and loyalty programs based on four factors (in order of importance): earning and redeeming rewards 
(34%); program benefits (27%); account management (24%); and member communication (15%). The 
study is based on 3,188 responses from rewards program members and was fielded in August-September 
2019. 
 



 
 

 

 

Study Rankings 
 
JetBlue Airways TrueBlue, with a score of 821, ranks highest in overall member satisfaction for a third 
consecutive year. Southwest Airlines Rapid Rewards (812) ranks second and Alaska Airlines Mileage 
Plan (810) ranks third. 
 
To learn more about the Airline Loyalty Program Satisfaction Study, visit 
http://www.jdpower.com/business/resource/us-airline-loyalty-program-satisfaction-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2019215. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power has offices serving North America, South America, Asia Pacific and 
Europe. 
 
Media Relations Contacts 
Geno Effler, J.D. Power; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
John Roderick; St. James, N.Y.; 631-584-2200; john@jroderick.com 
 
About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
release-info 
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 

Source: J.D. Power 2019 Airline Loyalty Program Satisfaction StudySM
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