ABSTRACT
The present study proposed and found supportive evidence for a comprehensive
model of customer loyalty to restaurants in terms of customers’ attitude, affect and
behavior. Using refined scales to measure service quality, commitment and need for
variety, the model was able to predict behavioral intention and repatronage behavior
in restaurants. A total of 430 respondents participated in this two-staged study, in
which repatronage behavior was measured two months after respondents completed a
questionnaire. Confirmatory Factor Analysis (CFA) confirmed the hypothesized
measurement model with new indicators of the three latent factors: service quality (as
indicated by food quality, atmosphere, restaurant image, innovativeness, staff service,
pricing, convenience and communication), commitment (as indicated by affective
commitment to the restaurant, affective commitment to the service staff, and cognitive
commitment), and need for variety (as indicated by need for variety for food and need
for variety for restaurant). Analysis by the structural equation model (SEM) showed
that perceived service quality not only directly influenced behavioral intention, but
also had an indirect effect on behavioral intention through commitment as the
mediator. Need for variety had a significant negative influence on (past) patronage
behavior. Behavioral intention and past patronage behavior significantly predicted
repatronage behavior, but past patronage behavior did not predict behavioral intention.
Past patronage was suggested to be affected by need for variety and perceived
behavioral control. The findings of the study gave insight to restaurant operators on
the facets of service quality and commitment that they could focus on in order to

foster customer loyalty in customers.
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