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EXTENDED ABSTRACT

Background and Objectives: The aim of this research is to examine
the impact of relational benefits on customer lifetime value in the
restaurant industry and to analyze the mediating role of customer
satisfaction and trust. Given the intense competition and numerous
options available to customers, restaurants need effective strategies to
enhance customer satisfaction and trust in order to establish long-
lasting and sustainable relationships. Relational benefits, such as
personalized services and continuous interactions, can help improve
these key factors, thereby increasing customer lifetime value. This
study provides restaurant managers with tools to strengthen
relationships with customers and improve profitability, leading to
reduced marketing costs and increased long-term revenue.

Materials and Methods: This research was conducted in an applied
and descriptive-correlational manner to examine the relationships
between variables, with data analyzed using structural equation
modeling. The statistical population included customers of Akbar
Joojeh chain restaurants in Mazandaran, and a non-random sampling
method along with Cochran's formula was used to select 384
customers. Out of the 450 distributed questionnaires, 384 were usable.
The data were collected through fieldwork and a questionnaire, and
variables such as relational benefits, customer satisfaction, customer
trust, and customer lifetime value were measured using valid
guestionnaires.

Results: The study examined the positive and significant impact of
relational benefits on customer satisfaction and trust, and the role of
these factors in increasing customer lifetime value in the restaurant
industry. The first and second hypotheses identified the positive and
significant impact of assurance benefits on customer satisfaction and
trust. The third and fourth hypotheses showed the positive and
significant impact of social benefits on satisfaction and trust. The fifth
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and sixth hypotheses addressed the positive and significant impact of
special benefits, such as unique services, on satisfaction and trust.
Additionally, the seventh and eighth hypotheses emphasized the
positive and significant impact of satisfaction and trust on customer
lifetime value.

Conclusion: This research demonstrated that relational benefits in the
restaurant industry have a positive and significant impact on customer
satisfaction and trust, which in turn leads to an increase in customer
lifetime value. To reinforce these factors, restaurants should improve
the quality and consistency of their services, create opportunities for
social interaction among customers, offer special and unique benefits,
and provide a reliable experience. Furthermore, monitoring and
analyzing customer feedback can help identify strengths and
weaknesses and contribute to the continuous improvement of services.
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