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Abstract

Customer loyalty is a key factor in the success and sustainability of service businesses,
particularly in the highly competitive restaurant industry. Loyalty is influenced by several
factors, including food quality, service quality, and overall customer experience, which
impact satisfaction and trust, ultimately increasing repeat visits. This study examines the
factors affecting customer loyalty in the restaurant industry. Data was collected through
a survey distributed across four branches of Ambiance Restaurant in Algeria, with a
sample of 300 customers. Structural Equation Modeling (SEM) was used for data analysis
and hypothesis testing via (SPSS) and (STATISTICA).The results indicate that food
quality, service quality, and experience positively influence customer trust and
satisfaction. Additionally, customer trust enhances loyalty, and satisfaction has positive
eftect on loyalty. All proposed hypotheses were confirmed. The study concludes with a
discussion of the findings, theoretical and managerial contributions, and future research

recommendations.

Keywords: Service Quality, Food Quality, Experience, Satisfaction, Trust, Loyalty
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U a et (3 Gy 593 0sdbsll Caxly o o llly adlosl) e gl Jelid) o 87 JSas Hemalall bl dazes
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S ass bdis L qabal) WUy ciatd) Ao nibsl) we Jelidl Ul fais bocplalall 835 Jo b i ¥ L)) 24
Dol 5l Cpdlosll o 28 Bl ) o o gl ) gy 5T 50 83500 U] 05kt B ol 21

L] ST alekall 34 Jod OF Se 2l S 2SI
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(Ackerman-Leist, alall oi3 whlaYly slasVly Whatly 33sYly il il 22 b Jom alsl gl alel elbll 3
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2l OBLasS) & el G oYL (3 plalall 52 GO BLLY Ly bl st (AT LSl 01301 3 5
Aloa 3B bader 37l Sl (3 e b B 3y Jo Ju L O 8 1700 Qi ) s Ny S Sliwy)
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sine BLLT Jazs ilS7 glly 30U Bl ol 3l Lyl @ 2 a2kl 0L ((Sonnenfeld et al., 1999)
@ "Forme of Cury” o™ Jee (LyY1 bl (@b ardll sda 3.3, e 535l bsd) oo G2 by
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) b 0B (Zubaida & Tapper, 1994) J G,y . Lisdl plascanly posedl fo s Sl Jls] S e glal)

sedly S i GLLT s ¢ o (S 38 w5 ooz O sl el

by . odlly B o e gl ool o (gl 3 jlasjl # Led 3l Ragdl e Ao 36 oyl o) Al A
Sy AU Y g 3 il Ol 3y Wlay (3 ablane, V) ailll 06 ¢ (Capatti & Montanari, 2003)
G- BB gy saaal) lalall sl o sadr lils @b il oda (3L 85 Koy dujag Sins BLL feis cols”
ob « (Escoffier et al., 1979) 5 Gy . bl e Jof el ¢ o tbgl) Bghl o 1o glal) b ool (L3
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B e Ugs 1 aldzadly ol b C’f’i W3 ) BLoYL s JSKaT U] SbsSU Lgmd dnale Gl pisiay

(Pollan, 2014)a)ly apzal oSl alasal e slelll 5 G cigad 25104
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5 A5 DSy a5 paa ] Sl Uy gy palall (o3 o alls 58 ol b cp bl pL3] o gl o3 ik Y
sda dazd Eut (Sensory Marketing) od) Gl o) Gisndl & glal) 3 o dexw G Olamdlpa¥) 50
.(Krishna, 2012)zdt dblall 5050 byl el (messd) ueaddl ol ol )1 B9 dll) ol Wlsdl ad Lo dail i)
o ekl olagg e s B (3 S)lie ) Jeasd) Lgmn psi o) (Experiential Marketing) o3 gl SIS,
YSW b Stz ) (Cultural Marketing) 3l 552 Ll ¢ (Pine & Gilmore, 2011)alelid) 2211
aadll 3l izl > " (Schultz, 2011) cU) Wi .(Watson, 2006) jsgexd) 2l 24| s FAEY
A el " oSl ale Ly bl e jewd e bl sl 55 el mull by a5k gi(Storytelling)
o e Lably L agend I gb b OldreY) e e 2l Adliias e Bkl dms e salizaY) SIS ST

(Huang et al., 2023) il apess allall an Oslon Oglas I3
Flekor Al o Bgaall SUSU izl ol Jabl e ad Lol gl oy a lg Rlana) e S sl 65T 22 s
Sl gl g eall g NS s 2 agr e (Koester & Galaktionova, 2021) Tess Y o 1Ll G re!"
Lzl e ".(Gustavsson et al., 201 1)1 SL" a5lad) 5000easTe aladee: Jie. 231080 2l o Gaagdall U SU Lo S5
550 b o) Loy iy 32 o o 5 s K5 SR odn . s SIS gl 5 SAERY b e
7oy el Dot Ges wgh et Sl oda A4 ISV By AabLl el Sl Y1 Badare Bk
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sl Oyl By lgaadl el o glall b 136 3.2

agsbl S 3507 I ccmd BleV) Ol LV ald Ao ST cipad) ddsad) Olandlze ) 3 Gye2 Faais ek

Ll ol e @ Gl Yole et L cielnrly Budble Ly, gl e 5,50 alle 2 plaall B . elall jady adlas)
s Sy (5 g me SOV Sl o el s 38 SN LY Olsiall s (3 ey O

LU QW WY Wy a ke JeV1 s 1) a3 (Food as Social Identity)asleY a5l 51,087 el
ptsend QLI o sl feo) 35U GLLYL . 3ladly adll sl oS plaball et OF 5 53 "Bourdieu’
Aol ol LAY SUS e slgies 536 BLBT 2ensS (3 Legi aabes 208, Skl seil] Bslasn jge S
A Bl 55 pe dslenr! degast (gilesl i SV g " dslaxr W) dyedl" 3y L5 2511 o (Bourdieu, 2018).all))

(Tajfel, 1979) 42 2580 o pesS CLEN 0 25L Slangdl JLasl e
DAL shele pp s s St plala]) Ol lebls deid) Lalgall e LS

Ll ol S0 bl sy L8 bl (g sl ) Bl ol 5 Gl 20 Uy Al Sl bH1—
Ll g Gaabl 0sSlgzudd [l OLYI ) ) ot cond) Igaa) e 3 10005 s caali (0l 3idy sLsVIS)
o able Slamy 3 ALl slasV) ) ar ) g doeall bkl Comd (alalh) sl e B o dpuedl f2e) "and" T Lo
(Aschemann-Witzel et al., "1zl Jo> bl mead™S 235 &l 1520 mnegs O (3 LS clatWU jpnidl J3a) dslaz)

2023)
oW UL ol ¢ able (s3e3"S Bl Al Yl pusnd o cplalal) Sllast (3 Gp2 gs jelall ali: Adblall folgali—
L sl 3 s ) dy L cabgdl )30 A2 () by f oV aSas” re) dgibal) ST akeyg Ul 20abY) (Nostalgia)
o) 0 L™ (Veresiu et al., 2021)cudt 5515 jlazmay a6 Slasenas 013 Slge g 3Mb) sale] &3 o0

(CEYLAN & RENCBER, 2024)i2:905 &JT 03 ol sl oV (3 0gadl 5f Sl sl aaab W ) bekl ablal)
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Jerg meal) AW 8 Glde 3285 8 S 3> (ol e alabl) o aaadll wluizell S5 iOlygadly S1paYi—
(Michel et wlaudl e oS J s> doen ST "Cosld) o A" o "apne"S 0ol daabW el ) i Szl

szl e idle G e Wi o8y a3l AT A" 5a6suSle ol A4 1l al,, 2021).

Gy 2ol lble” e Ol G300 ao G é dasbl 340 Jlt B plad) Lt e (3l 3L i LS

(Festinger, 1957)

(Signaling aelesY1 hLaY6 sladall ofylast & Gos B 1 ohlaly delaam Yl byl Kok dlar ) gi—
J=o (Bourdieu, 1984).asta¥l aSl leby (55 ©Y¥y552) of LS i) 556 aaxbl Lz Theory)
Bl e e ol Blay o il ol palad) olsle i SIS ALy Rasdll BYeSis Lo gl Lisyd ale

(Statista, 2023). sl sxil Jo bajles) dey "2 SV e gl oo aelozr V)

FLl @ B als b e O amsd Adpdl ol o Al Sllea)l Jelisidpmanall A glond! folgall—
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S G gk e clisyase il o 25U GeabYl jse pe pladl M s el Olendl SNl raena
amsd (W) 3 A ) i) 4 =y o (iegid) it a1 o) dies Ol ¢l b (Subliminal Influence)

(Spence, 2020) 9 05> )L
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oy Ayl B e 3 als ) Bl Sl ) o Besat I e Gl 3 g2 g ek b ek
Sl sdazas [y Gl ST alalall je gl ool olozr W) Lolsd) Bilay jLasly el oS joladl) mag . xSgzd)
(AR me Oaladl (Gra Bl BLLT @i e s SUP DLy e gl 3 (3 Bodane Slandlinl e dor Wl &yl
OV e dazas i Bie BLLY) peas 3 3 rex g (Miller, 2021)503 plab )14 Gl Lo S ey
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(s Je 3pde (Kim & Park, 2020). 251,81 12113 31 & 5550 olaaseil) oy e 05zl daamy 3] ¢ LasY)
BBV Gals adll 5w i o 3 eyl Rl AU DL e 3 8,5 (2 ally Gl e Bk bl ol

oSzl sl e ia Gable 1
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(AT R e 5 Aol )l iy Sl Mo Judd il Bl olilaoV) ST e dazas (ellald |
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Wb 350 IR Sl elly ST pasad slleadl 24 (3 38Vl mstd) jwaie e i B alalall BE 13 alekall a
Aol Ay g e @lid By me BIE SITE we Oglad pellaal) (S nSlgndd (B es B3l &ylnd) 2Dl jLil i
alsb BN clyy Slagll 83b) 25 0 im & sl e ) dposl) Bplndl 2dlall s ) gl bl e 3 aSSLELY

.(Bourdieu, 2018) -5} & L)

oSl jpids s lE Gl (3 e G RAEY Zelio ks (3 Bl sl ST gl 5 g Yl LS
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«lls ) BLoYL 3l plab i Gl o1Vl ikl Bl ol el jan pind o o el b 3 S el
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LSS Gl ) aablaly 4l olall E_"'*J"” & Ol 4,4 0B (Pine & Gilmore, 2011) s, RENURS st
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