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Abstract

Multiple factors can affect customer loyalty. Sometimes these factors have different
priorities and importance depending on the type of business and under study field. Research
shows that in the restaurant industry it is expected that the environment and the atmosphere
of the sales point, price perception, and customer satisfaction will have a significant impact
on customer loyalty. Therefore, the aim of this study was to investigate the effect of
perceived quality from the physical environment on customers’ perceptions of price,
satisfaction and loyalty. The research is in terms of its nature and method, descriptive-
correlation and in terms of its purpose is applied. The statistical population of the research is
customers of Ahvaz restaurants. Due to the fact that an estimate of the number of customers
was not available, using the sampling formula from the infinite population, 384 people from
the statistical population were examined and tested as a statistical sample using a
nonprobability method convenience sampling. By referring to the articles that used this
questionnaire or similar questionnaires, the face validity of the measurement tool was
confirmed and the content validity of the questionnaire was confirmed by academic experts,
as well as Cronbach's alpha coefficient for research variables above the desired value (0.70)
that indicated that the reliability of the tool was verified. Pearson correlation coefficient and
structural equation model were used to test the hypotheses using SPSS20 and AMOS18
software. The results of hypothesis analysis show that Décor and artifacts, spatial layout and
environmental ambient conditions have a positive and significant effect on price perception,
Décor and artifacts has a positive and significant effect on customer satisfaction. Also,
customer satisfaction and price perception have a significant effect on customer loyalty.

Keywords: Restaurant's Physical Environment, Price Perception, Customer Satisfaction,
Customer Loyalty

Citation: Mahmoodi, E., Salari, S.Z., Khalilipour, H., & Hosseini Sarteshnizi, M. (2021). The impact
of Physical Environment on Perceptions of Price, Customer Satisfaction and Loyalty (Case Study:
Ahvaz City Restaurants). Consumer Behavior Studies Journal, 8 (1), 59-84. (in Persian)

Consumer Behavior Studies Journal, 2021, Vol. 8, No.1, pp. 59-84.
Received: May 17, 2019; Accepted: November 5, 2020
© Faculty of Humanities & Social Sciences, University of Kurdistan


mailto:marziehhossieni@stu.yazd.ac.ir

00§ e, 0
g d e 8
. o &
add 76 sy
:aalloe 390) b yiskne (519189 9 wubd ) winoud 31 S 3 5340 buxo »uils
(lgdl ppis OUIgIMm)
E3905% (yu ]
el el lsal yan dad o8l o elain! pols g slal oaSisly lakisl o Jptus oty ss®
ed.mahmoodi@scu.ac.ir :4sbb),
S y¥lw 1525 o
el Gleal lsal s dud oSty ¢ elaia] pole g slatdl 0aSiily (S5 )il o pte Ayl ki lS
hanaa.salari@gmail.com :a.bL|,
19
el sl lsal e dd olSisls ¢ elaia] psle 5 Slatdl 0aSiils S5 )il e 03] oS
khalilistu@yahoo.com :4.bb),
S i o) (> A 50
olpl @3 @5 oKl (g jlulus 5 oo wlaidl suSishy ( S5l o e wd)l wlids) 8 goomiily
marziehhossieni@stu.yazd.ac.ir :4.bb),

R

S gy 550 055 5 S g 55 o 2 Jolse ol imd S5 5 o )y gy (g )blby Wl goaste Jolge
abdi g g baote 39y 00 el gty Caio &5 o LS sadplodl gl iagh WS e by (Jolite Cuenl g Cuglol
S 8 oy gy ol 5 B L) ABL el lyiie 60y 2 g BB b st ol 5 uad ) Sl g
—Uiwes gy 9 Ceple a1 Ghagh l il plyide (5)0By o cold) e S STl (S5 Lame 1 oas STl
3 e38 ALl 4 g b i Slonl 10 slaglystey lde (imghy (5)l] dmsle Cul (53,1 (Bam Ll g Sten
S 905 g, 3l odlitul b (ol dnals I ya5 YAF 0guols dxals I (¢ puSiged Joayd ;I oolitul b g pwyiandyd b yide Slass
ool b dolidisy ol 511487 (SVlio & axlyo 8,5 )15 (igeil 5 ) py90 (6)lel el lsis 4y o in)> Dol
8 awbnyee 2RI B 5 Ly dsliduny (leie Jhiel 5 15 aob 605l JInl (5ype il wisgs 03,5 salitul 4l
M3 bl & 292 cpl srimd Lt g 39 (+/V+) Sidyge Jlde (Y (imgy slaymite (sly EligS ST cupd e )5
YA 4525 AMOS 4 ¥+ a5eni SPSS ks 5 51 oolizl b g)lisbs ¥olae Jio g cygmpm (Stused a3 ool 2ol 5590
2 olline 5 Cate b Jamo Ll g (b ccygil 085 45 Am3 0 LS b b (s gl 05 o3litl ot 3 o3l (sl
A6 e ) Sl g pljite Coldy cuten g 3 pljiihe Coldy p 6)blne 5 Cuto 15T gmelyS W Cad ) STl

Bl b yiie gyl 4 (g,boline

Obside by (lyiie cald) wad ) Shal sty (Ko b 1505 B 5l

TSl (38 e ).ul) (Ve +) dud yo (6 s o (a9 w3l o LS g odw gy Yo ¢yl (5500 il
AF=08 (V) A coliiS pumo Hli8) el (jlanl o (sl ylygiuw saedllas 3)y50) b yido (5500l o Colsy cuosd

AP0 oo ) oyleds A 0ygd VF v 0SB pas )by Clalllas
WAAA/ND 1 ypdg SYRA/-V/VY 1Bl 4>
led,S o8l eloznl g Sl pole 01l ©


mailto:marziehhossieni@stu.yazd.ac.ir

by 551089 9 Coloy wund 51 STyol p (S bauzo p3G 5

oo .Y
Chebat, ) cusl 48,5 1,8 a> 53,50 3bj (abg,800,5 ool jd aLsIS amd g3 ;0 b ke (5)bblg ax 3]
&)y 4 be e wlaass (Hedhli & Sirgy, 2009; Rabbanee, Ramaseshan, Wu & Vinden, 2012
chale odidgd JuB 5l n)3 e o)bly p Jge Jelse wyp g Cul JShete JliL g i e
oleMbl (El Hedhli, Chebat & Sirgy, 2013) w5 ST 0 1,5 il (Chebat et al, 2009)
(Haj-Salem, Chebat, Michon & Oliveira, 2016) 4,5 S1ye 3l Slaidy 9 (Baidgyd olbcunes
Rahman, Wong ) (s yuie saiS1yal 5,1 (Chebat et al, 2009; Haj-Salem et al., 2016) (¢ .4 3xkas
Jldy a8 wad o i b wyy Wl (Kim, Lee & Suh, 2015) (¢,uie cols, 4 (& Yu, 2016
Nazari & ) 1o anlgs Ll (o)blsg g 5 1S5 @ B Gpne 95 cacl 5L, Buisg s alinie
8 wydyee dine; 5l (giluw 53 dege olyidie e jd (g lblag Laas 4 sbwl gLl (Fathi, 2019
e 0Bl bl sl ie (byide 5)bly il L S b a5 wygk cpl g Gliee Cunl 485
Sy i Joled blig e b ite 45 coms 3L Jlaasl 4 )by b yide b o (yial3dl Ll sgu g A
;d‘))osm.c J..US‘-yo d)‘o uol> Sloss J.J)> Lgl)) ‘) d)a-\uu.) Jy 9 .\3)].} u_mlsw ul:..\.l.u & 03)91‘59)
5 Al o |y Glodd 5 OV game godd &Sl )b S Sleycwss gly (oS anje jblig ol ke
Sy Cuanl y closs Bl a1 a5 dad o i aalsd (plply Byl (g ymeS SleMbl 4 s
wb p bW plwlosd 35 peste (byida (6)bly 2 Se Jelge Cosli g lolid g 5 25 @l s ynda
» (Han & Ryu, 2009) ui aaled oo dew g (b8 Sislidl & (b ide Gds Vb baas & blos
b bz Cuedl pisren (ol 0dd b plle 5 el Jaore i 0y 4 bl ] gla e
Sl CaisSl loss Bl gl (Slasd (e b sl 48,5 )15 (il d29i3)90 (Slosd SlocS b
Sy petin (asls S las & Wl o BAGS G s (cplply Wbl Uy g (568 WL 25 b e
(Cetinsdz, 2019) s slezsl (58 Lo 4 «lodd Caio ) Closd &l elil glaacs L)l
Spdgiome dilis g WMo b b ide clodd wgelol cunle Jd a4 ¢ wsale (YIS o)l 3 BOMS
9 Cuoud Dylge 5 (ool yd imd o )13 Dbl 50 i g W3Me cpl 51y 005 (IS o0 5 ditis dnlge
5 rgale Sl 5l (e dod o ms) (aso Ll 5 (5o ccpmnlys®> Jlto lyie &) (o3 buno
abyide (a5l a8 cal ceid oLyl e ol 1 S (Han & Ryu, 2009) s closs Gl
Jyol Canpy slajlne ol g ibaia JS & ) liS e ST .cusl (63b5 Cumnl Blo (SRS el
Cawl jig g)l5cid Jole & b wales Jlis 4 ) ulf,\ufumb 5 obyiie Coldy 2ed pbsl byl5L
Gl paitane JS5 4y Crogd aiual md JLB angi dy90 |y Byl g0 ya cladiulgs a5 wisl IS @
b oo 5k 4 cladl Sl (sl bbb 5 ool dlass .l LmoT o rodke (gyli8 el LBl atbly 3924
29008 wll ) il clacid olyuie glgl 4 drg b wiad Jl8 dagi )90 1) Closs &)l )3 (6,550
3 g ol catsS ol Lol il weid (IS jska S o w1y o] Claww 0 g gBge 4 5L Oy
Sl Jpamme Cwodd o9 YU sl jboyes  Jaame dy50 5 (S cledbl 51 4l yiie &5 (6150



4 V\F.. ‘leo)w‘wo)jo GMLS)»AO)LJ)UL&!UQA

5 Sap e «loss Baimadil) o5 1 eolply (Nazari & Fathi, 2019) 55 anlys o gy S
Rl sl coledyd 5 WS oo e 1) pde cold) e & Cwl (5)5p0 pais 5 Gl G
2 S yeie Slos bk s sdss 51 S,5 5w (Chen, Chen & Lee, 2013) Lad o (s e (50004
6o ol 4 m o s Sliing gl 4nl (ke gl o Lial3El 1 o ole sl
Ol pona ka5 31 (Getinsdz, 2019) 5,5 o )3 cuaid 5l STl g (Sojud slalape Wil cov wnd &
Isavi & Nazari, ) 5> cuenl oyl cusdly 5| i (odlpiin cuod aual I byuie STl obylL
Sl s o5ty Cudbse gl 208 CB) Bse )3 bly b jtde (ialy & bl (8)bjl (2020
1S S8 Jolge ol o sl 5 (5o (50089 3 0AS s Julse il o4 4y sl (Sao ()
s el &S b S b casl 5l Sl ol (B aimddnug o oy (El-Adly & Eid, 2016)
Fodpid Culdy 0jg 0l S5 (sow I (Jackson, Stoel & Brantley, 2011) uius’ olulis 1) 248 b yiiio
bl ol i b b el 53 Bl aelgd g ol g (i (slagsdy) 4 dog lody doxiys g Gl 00
Sk ) Cuge 4y (oliwd glooly 5l (S g plosial W geunS 8) 5 3gu0 4 Cannd I3k K5, 5 Sladly
Obyde )8y p JIS 56 Jelse cOlid g (byihe Cun)d )3 oS Lae pl & il (hidio 4 4295 1B,
Olyide (5Bl 5 Coldy s gyag) o b laglsie; o (ole 1 (S adlie pre loss UL
o) 28 Sl ced galiaie 4 g b aad 4 old) 5 CoisS o magid o Ll
5 Cans dmslio JB )b YL cuasS b clalie & bl byiie a5 (63)ls0 10 dldgdcund b awglie )
Ppliate o | Cald) crizmen Cusl 0ad laglsie; 3 ol & 425 g gsdse cul Cuanl onimrplis
cd 5 B o Sitngy grsge iy Sliiend s SCad J 5 s slaad 5 Cud
231 an3 93 ) (o lblgiey o )3 Glyide Cold) g 5)blg Clidos & b L gl Sladl (o)
maBl (piren Cul 485 )15 drgidjg0 oS (B9 8033 iSk p3 (lyde (5)Bg 5 Cold) b auglie
Ol e e 4 (byide ()blg g Culd) 5 (S3b baoee (i dlal 3)90 )3 pl Sl )b SlaES sl
il 00505 )3 Caasd 5 ssale (Ko s &) ok yale ¢ bl ol o azdly blize ol & ol
Uy 4 dagi b Wad oo Couine (gt 4 sl 5By 5 Cold) S S sy > y9pe
290 > (k8 CladS wlde srojox g (gt )3 glytde By Cuenl 5 31 g lagygie) (e
Ol o35 (pyp 1y ol (518 5 Culd) Cumal Glpl 3 Glgtey 4 sytie cold) 5 )by
S e L 5 b opmmlysS3) Said e 553 4 ot oty oy il (Lol cotn

ol Slgal o Slalygin) )3 (s yido 5)blg 5 Culd) s

s iy 9 5515 wgr e Y
Oligwy (S8 bas V-

3L b gy basmo 33 13 g 55 9 Wagylygin 51138 ol & blos > 4 630yt Canto
s olo b adn )3 59y Sy pSCuwd ojgpel (g ed Sl (ol unl 03,5 dbml WS ol (slad
Ell) Sy b g die lsie & lalSe ol 3 a8l )l 1) U5t gy 53 1 Bpo g o5ty 4 (2,
3 logas 290 g (Il 35 3 sy 5 Ghgipd elail 5 ogicand > Iy el dagygins; o LS



ol e (85100 § Calidy cangd 31 STyol 1 o150 baame yil PV

buoeo Lol s (55l 5 Sl gl sa> B laplSe ol 51 (S a2 p g 080 Slaiz gl
2 2 45 ISSE e slad Jisl U 5 Wlge o plode 60 b gt (Sopd
Lo o) iol58l 1y Jleas] ol jide & (Byme g Cute (alad Glals w5 )1,SS Jlaxst 5 1S sl (4 i
8y & Cunl (lygimy LS (Sgrm g (JBI polis 5 Cloid CudS 4 bgye Jele den Jold (S50
S8, b > (S5 e .(Mohammadi & Mirtaghian Rudsari, 2018) uas e JS5 |y 008G yuas
bl e (8815936 L) wilalST jobas )b it )15 Cuedl o ygim, dile Slodd Caxio ;D 0394 (6 ytiie
08 bl P (lyiie o5 Las cpl A0S (o0 ue Glygie) S 3 ()8l PRI 3 L g JS ),
cal,s Kotler (1973) (Han & Ryu, 2009) a8 as g (S50 bauoo 4 loss o 138 oS 5l iy 295
(©loss 5 lalig) Jpame 355 I Jare sl job L GpSereal ) Sl (Sopd slad a5 &S
Blo3,S iy o ol olaj g ogmlysSs (b Jols |y b bae Lee & Jeong (2012) il
Fogllhe ool 4 e (Soud slad (Martin-Ruiz, Barroso-Castro & Rosa-Diaz, 2012)
(Ryu, Lee & Gon Kim, 2012) 545 0 plad lls cue )8, (il o anly S aile b e
MLl Olegias 5 (omlysS 3N 2l Yoo blpd s aw & ) glgie) (K38 b o] Kiigyy

Dgd o0 031 Zusgi jlaid] 4 G ym 5550 40 5 40 .(MoON, YooNn & Han, 2016) s S

ool e8> Y=Y

S Py ol i oS Jby> (Han & Ryu, 2009) 1S’ o SoS (S0 540 lasmo Cplis 4 yaunlySs
sy Bl olge CudS frizman g olygtu) B (b g Ly el o3l 5 SlalsT 5,8 00 )15 (s,
Slogb dilie ladir b cos I a5 calie  lagl oyl S o iyl ) GmelsS 9
dilaie el gy S5, clogob «ohysioy Sy 5 (BitNer, 1992) 5,5 o ) Slegias pizen 5 LB
i 3 5oy <SSz 5 35 (58 a5 b SIaLS dn 5 b gl ol by s (il 5 o 531
S Bl gl S kol g s ) (ere G Slgi o0 Jio g )93 e g S Dy
Sy 3y Il S 55 o)) el |y oS3ed Lo Coad] Wlgiio gl e yiio o5y 51 g 0l azily
(Han & Ryu, 2009) 18 sbxy] 5t

Olsgiwy b Y-Y

LS o 02yglp 1y lyidie ol sbhawls 5 il Ledia b (ledd o (b e
& gty (b (BItner, 1992) cuul (S5 e 3] ot (o (olysi; oslio slsh (STl el
Moon et al, 2016; ) 5,15 o )lil Sloss @51y a3 slajls 4 an g5 b «ljugos ¢ ook Al csludl o
loywss s b1y 03 )Sas il B o) ygiw, cwle oL (Nguyen & Leblanc, 2002
Gl gty o 50 Jho g e iy bl g 380 8L gyt pelusl g s cclie
(Tuzunkan & Albayrak, 2017)

1- Ambient Conditions
2- Spatial Layout
3- Décor & Artifacts
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