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th b e BalasYl Buclall pas (1)
- Iff higher than 0.35 is considered large effect size. -Iff ranging between 0.15 - 0.35 is considered medium effect size.

- Iff?less than 0.15 is considered small effect size. -1f f2 less than 0.02 is considered with no size effect.
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Financial Value—> CR  0.284 0.053 5.368 0.00 Moderate Positive Relationship 0.296
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. ] Std. Std. T- P- . Y Aoyl ;p).sz\ 2 ‘9.5) M‘
Relationship Decision ~
Beta Error Value Value bootstrap- Alac (" kil P- Value

Gender — Customer Retention -0.035 0.060 0.574 0.566 No Significant Effect . . . .
Age — Customer Retention 0.119 0.078 1517 0.130 No Significant Effect 22~ szl 8,0 500 5,5 ping
Edu—> Customer Retention -0.112 0.065 3.720 0.036 Liwgdl paxald AV (ady of Jgud
Time — Customer Retention 0.106 0.060 2.777 0.046
F.R — Customer Retention -0.053 0.052 1.009 0.314 . ) . .
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Flasl bl oliy wilayia el Juall il asl Jgud e Lais &l

Sucldll couseiw! uad Moderator

b Lo Slasl lall slast saels s (1)
- Thevalue less than 0.02 is considered small. - The value between 0.02— 0.13 is considered medium.

- Thevalue more than 0.26 is considered substantial.

th b e Glasyl hall sl Bucls pas (2)
- If GoF Value less than 0.1 means no fit. - If GoF Value between 0.1 — 0.25 means small fit.

- If Gof Value between 0.25 — 0.36 means medium fit. - If Gof value greater than 0.36 means large fit.
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ABSTRACT

The study aimed to measure the impact of the value on customer retention in fast food restaurants
in Riyadh. The customer value consisted of two types: financial value and non-financial value. In addition,
the study aimed to identify statistical differences in customer retention in fast-food restaurants according
to demographics. The research population is all Saudi customers of local and foreign fast-food restaurants
in Riyadh. The actual population reached 7.9 million people in 2021. Non-probability sampling techniques
and the convenience sampling method were used. The recommended sample size was 348 people. The
electronic questionnaire on Google Drive and face-to-face distribution at fast food restaurants. The struc-
tural equation modeling SEM used. The results of the path analysis showed a positive statistical impact of
customer value on customer retention in fast-food restaurants in Riyadh. Financial value is most influential
on customer retention. The study also found no statistically significant differences in customer retention ac-
cording to gender, age, and preferred brand while differences according to education and duration of deal-
ings with the brand proved. Finally, the study recommended that workers in fast food restaurants should be
trained in interaction and communication skills, the integration of marketing communication activities with
customer value, and activating customer knowledge and relationship management in fast food restaurants
in the Kingdom.

Keywords: Customer value, Customer Retention, Financial Value, Non-Financial Value, Fast Food Res-
turansts. KSA.
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