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The Effect of Customers Preferences towards WOM
(Case Study: Fast Food Restaurant Industry)

Javad Rafat, M.A.; Dr. Reza Aghamoosa, Ph.D; Kimia Zand Habibi, M.A.
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Abstract

This research’s main objective was investigation of the effect of service encounter
performance, satisfaction, trust and commitment on customer word of mouth intention in
fast food restaurant industry.

For information gathering about research scope that reviewed used from two methods;
librarian studies and field studies with helping the index cards and questionnaires tools for
measuring the research variables. The research population was Sinbad chain restaurant
customer in Tehran. Cluster sampling method was used to determine the Respondents. A
total of 400 Questionnaires was distributed that 387 responses of them were usable for
data analysis. Data were analyzed using the structural equation modeling (SEM) technics.
The research findings indicate that service encounter performance had significant direct
effect on customer satisfaction and customer satisfaction had significant direct effect on
customer trust. The customer trust had significant direct effect and mediator role on
customer commitment.

Keywords: Customer Satisfaction, Customer Trust, Customer Commitment, Word of

Mouth, Fast Food Restaurant Industry.
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2- Cronbach's Alpha
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1- Gerbing and Anderson
2- Confirmatory Factor Analysis
3- Latent Variables

4- Structural Equation Modeling
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