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Abstract

The Electronic word of mouth (Ewom) an important and essential role in the
marketing process in the field of restaurants through the electronic sharing
of customers’ personal experiences about the service and the product that it
obtains with colleagues and relatives, which leaves a great impact on the
customers’ purchasing intention. The aim of the research is to evaluate the
dimensions of the Electronic word of mouth as an intermediate variable
between Dimensions of service quality and customer satisfaction in quick
service restaurants and the objective of this study. 425 questionnaires were
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distributed to ensure a response rate that met the required number. The
number of completed questionnaires reached 394, 18 were not completed,
and 13 were not suitable for analysis. (Statistical Package for the Social
Sciences).The results showed that there is a significant effect of the
independent variable (service quality dimensions) on the dependent variable
(customer satisfaction) in light of the intermediate variable (Electronic word
of mouth), which enhances the strength of the research model. One of the
most important recommendations of the study is that quick service
restaurants should train marketing men on how to respond to comments
Customers and how to deal with and analyze negative comments.

Key words: Electronic word of mouth- service quality dimensions-
customer satisfaction- Quick Service Restaurants
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