Juand) (liia) Ja g 2 Ja¥) AL gl dadlal) daans o dasdd) M) 5
B guaiall A day jual) i gl) aolna e oAbt Al 5
The impact of service recovery on long-term reputation for a
prominent brand when considering customer gratitude: An
empirical study on fast food restaurant customers in

Mansoura
(M 3 gana eyl 0 Chasles ) Glagles 2aa s
Jes ) B 41a) (up2a Jhas il 313 (e
4 Sl 9 8 I Ml agaal) Laa A1) 5 lasll g 5 a0 Mall 41 agaa
dayail) puaa Bagaad) hlsad

s oaldlioal

Lardll #3la) Al 5 aliall ye 3 pdlall ol (b ) el daadl Cangy
(sl el el INeY) wai ol il ai AR Ja iyl AlaiuYl)
Zadl 3 peall Aodlall dra)laobals JaY) dlsh Aol daew o (el Ll
Ghia¥l 5 ¢ ilalall el ¢ SIoaY) Glie¥l) salaly Jaend) (lite) dagus 53 2ic (Aalticall
sis ¢y geaiall & daypull illasl) aclhe e o Leulai JMA (e dlldy (S sl
& Cus «Convenience Sampling 4abY) / dsa jall Al aladiuly gluiul e slaie V)
AR s %% s Alaind Ay laa ) Jilaill Aallin Gl jldiuy) (e 2o muen
AMOS. V. 23 daeaill 3lal aladial caila ) 6 bl <l il LaaYSPSS v.25
A ) (ssine il 2 ga s ) Canall il a2y 5 p8all e <l 80N lasY
Gsira il sy A Al el clia 6 LS (a1 AL gl ddlall dran e deadl) ~ Ol
) s sima Ll ga g N ) @S5 Jrerd) liial e deadll Z3a) jurial syl
g ) Lsine Ll my ) ALYL (291 AL sk Adlal) e o Jaend) (Jiey
Lo g sua s cJpard) Oliial Japas 53 die Ja¥) AL gl dadlall drans e deadl) #3laY il
& ped O Sy A Cluasill e de gana Con B 2 6l (e A ) e il
a1 Al sk Ladal) drans dalin 5 Jpandl (Jliial 5 dal) 7
Jaaadl (il — Ja1 AL sl dadlall dras — deaal) 7 Sla) dialidal) cilalst)

Abstract:

The current research aims to measure the direct and indirect effects
of service recovery dimensions (immediate response, problem solving
and explanations, apologies, empathy, compensation, feedback) on long-
term brand reputation dimensions (brand reputation, sustainable mental
image) when mediating customer gratitude dimensions (cognitive
gratitude, affective gratitude, behavioral gratitude). This study was
applied to customers of fast-food restaurants in Mansoura, utilizing



convenience sampling to collect a sufficient number of valid survey
responses for statistical analysis. SPSS 25 was used to test direct effects,
and AMOS V 23 was employed to assess indirect effects. The findings
indicate a significant positive impact of service recovery dimensions on
long-term brand reputation. Additionally, a significant positive influence
of service recovery on customer gratitude was confirmed. The results
further underscore a significant positive effect of customer gratitude on
long-term brand reputation, alongside a significant positive indirect effect
of service recovery on long-term brand reputation through the mediation
of customer gratitude. Based on the study results, several
recommendations are proposed to enhance service recovery, customer
gratitude, and sustain long-term brand reputation.
Keywords: service recovery, long-term brand reputation, customer
gratitude
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