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The Role of Customer Gratitude in the Relationship Between
Service Recovery and Customer Satisfaction, Applied to
Customers of Fast Food Restaurants in Egypt

Dr. Eman Ahmed Nabil Abd El-hady Soliman
Assistant professor, Department of Business Administration
Faculty of Commerce, Girls Branch (Cairo) Al-Azhar University

Abstract

This study aims to determine the mediating effect of
customer gratitude in the relationship between service recovery
as an independent variable, and customer satisfaction as a
dependent variable in fast food restaurants in the Arab Republic
of Egypt. A survey list was designed to collect primary data from
a sample of (384) individuals whose validity and reliability were
confirmed. The list included three main parts, the first part of
which included questions related to the dimensions of service
recovery, while the second part included questions related to
customer gratitude, while the third part dealt with customer
satisfaction. The study was designed based on four hypotheses.
Statistical tests showed that there was a significant effect of
service recovery on customer satisfaction. It was also proven that
there was a significant effect of service recovery on customer
gratitude. It was also proven that there was a significant effect of
customer gratitude on customer satisfaction. Finally, it was
proven that there was a significant effect of customer gratitude as
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an intermediary variable in the relationship between service
recovery and customer satisfaction.

Keywords: service recovery, customer satisfaction, customer
gratitude, fast food restaurants.
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