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The present study investigates the factors influencing metro passengers'
loyalty to Clean Food stalls located in Tehran metro stations. The primary
objective was to identify the key determinants of customer loyalty and to
provide practical recommendations for enhancing customer satisfaction and
long-term loyalty. This study adopted a quantitative research design using a
descriptive-survey approach. The study population comprised all Tehran
metro passengers who had previously purchased food from Clean Food
stalls. The data were analyzed using confirmatory factor analysis (CFA) and
regression analysis. The findings revealed that product quality, menu variety,
service speed, reasonable pricing, stall cleanliness and hygiene, and
personnel behavior all had significant positive effects on passenger loyalty.
Furthermore, customers' positive previous purchase experiences and the
accessibility of the stalls emerged as important determinants of loyalty.
Overall, the results indicate that strengthening product quality, improving
service efficiency, maintaining high standards of hygiene, and offering
competitive prices are essential for enhancing customer loyalty. In addition,
investing in staff training to improve customer interactions and create
positive purchasing experiences can further strengthen passenger trust and
foster long-term customer loyalty.
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Extended Abstract

Introduction

Over the past few decades, the tourism
industry has experienced substantial global
growth,  accompanied by increasing
diversification of tourism products and
experiences. Among its emerging segments,
culinary tourism has attracted considerable
attention from researchers, policymakers, and
destination planners because of its economic,
cultural, and social contributions. Food plays
a pivotal role in enhancing destination
attractiveness and shaping tourists' overall
experiences. Beyond satisfying  basic
nutritional needs, local cuisine reflects the
cultural identity, social traditions, and
environmental characteristics of a destination,
thereby serving as an important medium for
cultural exchange between host communities
and visitors. Consequently, culinary tourism
has become one of the most dynamic and
rapidly expanding sectors of the tourism
industry.

In recent years, food vendors—particularly
fast-food outlets—have become increasingly
prevalent in Tehran's metro stations, where
they serve both residents and visitors while
contributing to local economic activity by
creating opportunities for small businesses.
Their strategic location enables passengers to
purchase meals conveniently during their
journeys, thereby improving travel efficiency
and allowing more time for recreational and
tourism activities.

With the continuous growth in metro
ridership and increasing demand for healthy,
convenient, and affordable food options,
providing high-quality food services in high-
traffic transportation hubs has become
increasingly important. In this context, Clean
Food, a chain specializing in fast vyet
nutritious meals, represents a suitable option
for metro passengers. As one of the largest
public transportation systems in lIran, the
Tehran Metro serves millions of passengers
annually, many of whom rely on Clean Food
kiosks for convenient meal options during
their daily travel.

Customer loyalty has become a critical
determinant of business success in the food
service industry. Nevertheless, relatively

limited research has examined the factors
influencing customer loyalty toward food
kiosks, particularly those operating within
metro stations. Given the wide range of
purchasing  alternatives  available  to
passengers, identifying the determinants of
customer loyalty—including food quality,
pricing, service speed, accessibility, hygiene,
and brand image—can provide valuable
insights for developing more effective
marketing strategies and enhancing customer
retention.

Accordingly, this study investigates the
factors influencing customer loyalty toward
Clean Food outlets located within Tehran's
metro system. By identifying the key drivers
of customer loyalty and repeat patronage, the
study seeks to  provide  practical
recommendations for improving customer
experience, strengthening competitive
advantage, and enhancing the long-term
economic performance of the business.

Methodology

This study adopted an applied, quantitative
research design using a descriptive-analytical
approach. The study population comprised all
passengers of the Tehran Metro who
purchased food from kiosks located at various
metro stations. Participants were selected
using convenience sampling. Based on
Cochran's formula, the required sample size
was estimated at 390 respondents. Following
questionnaire distribution and collection, a
total of 375 valid responses were retained for
analysis. Data were collected using a
researcher-developed questionnaire
comprising both closed-ended and open-
ended questions. The closed-ended items
were measured on a five-point Likert scale
ranging from 1 (strongly disagree) to 5
(strongly agree). The questionnaires were
administered and collected in person at
various metro stations from passengers and
tourists.

The validity of the questionnaire was
established through face and content validity
and was confirmed by a panel of subject-
matter experts and academic specialists. The
reliability of the instrument was assessed
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using Cronbach's alpha coefficient, which
exceeded the recommended threshold of 0.70,
indicating satisfactory internal consistency.

Results

The structural model indicated that product-
related factors exerted a stronger influence on
customer loyalty (f = 0.699) than customer-
related factors (B = 0.437). These findings
suggest that attributes associated with
products and services play a more prominent
role in shaping customer loyalty than
customer-related characteristics. Because all
sub-hypotheses associated with the two main
hypotheses were supported, the independent
variables were ranked according to their
standardized path coefficients. Among the
customer-related factors, loyalty programs,
customer satisfaction, and trust exhibited the
strongest effects on customer loyalty,
respectively. Among the product-related
factors, service quality, perceived value, and
brand reputation emerged as the most
influential determinants. Considering all six
variables simultaneously, the overall ranking
of their influence on customer loyalty was as
follows:  loyalty = programs,  customer
satisfaction, service quality, perceived value,
trust, and brand reputation, in descending
order of effect. These findings highlight the
importance of implementing effective loyalty
programs while simultaneously enhancing
service quality, increasing  customers'
perceived value, and strengthening brand
reputation to foster long-term customer
loyalty.

Discussion and Conclusion

The findings of this study demonstrate that
both  customer-related  factors—including
customer satisfaction, trust, and loyalty
programs—and  product-related  factors—
including perceived value, service quality,
and brand reputation—have significant
positive effects on metro passengers' loyalty
toward Clean Food kiosks in Tehran's metro
stations. Overall, product-related factors
exerted a stronger influence on customer
loyalty than customer-related factors. Among
the customer-related variables, loyalty
programs, customer satisfaction, and trust
emerged as the strongest predictors of loyalty.

Among the product-related variables, service
quality, perceived value, and brand reputation
demonstrated the greatest influence. The
satisfactory fit of the proposed model further
supports the robustness and reliability of these
findings. The widespread presence of Clean
Food kiosks in high-traffic metro stations
enables the brand to meet the growing
demand for healthy, convenient meal options
among urban commuters. This accessibility
represents a significant competitive advantage
in attracting first-time customers. Moreover,
the brand's emphasis on healthy eating and
lifestyle promotion, together with increasing
consumer interest in nutritious, low-fat, and
organic food, further strengthens its market
position. Convenient access within busy
transportation hubs also enhances customer
convenience by reducing the time required to
purchase meals. Despite these advantages,
several challenges may limit the brand's long-
term competitiveness. The presence of
competing food kiosks within metro stations
may reduce customer preference for Clean
Food outlets. In addition, limited kiosk space
may constrain product variety and adversely
affect the overall customer experience.
Relatively low brand awareness and limited
promotional activities may further restrict the
acquisition of new customers. Finally, the
higher costs associated with providing
healthier food options, compared with
conventional fast-food vendors, may reduce
price competitiveness among cost-sensitive
consumers. Addressing these challenges
through  effective  marketing,  service
innovation, and strategic differentiation could
further strengthen customer loyalty and
improve the long-term performance of Clean
Food kiosks.

One limitation of the present study is the use
of convenience sampling, which may have
introduced selection bias and limited the
generalizability of the findings. Furthermore,
the study did not examine several potentially
influential variables, such as personality
characteristics, socioeconomic status, and
purchase motivations, all of which may affect
customer loyalty and partially account for the
observed relationships. In addition, because
the research focused exclusively on Clean
Food kiosks located within Tehran's metro
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stations, the findings should be interpreted
with caution when generalizing to other food
brands, retail formats, or geographical
settings. Future research could investigate the
influence of cultural and social factors on
metro passengers' loyalty toward food kiosks.
A better understanding of how cultural norms
and social characteristics shape consumer
preferences and purchasing behavior could
provide valuable insights for refining Clean
Food's marketing and customer engagement
strategies. Furthermore, given the increasing
importance of digital communication in
consumer decision-making, future studies
should examine the effectiveness of digital
marketing initiatives, social media
engagement, and online advertising in
strengthening customer loyalty toward Clean
Food kiosks. Geographical and spatial
characteristics may also influence purchasing
behavior and customer loyalty. Accordingly,
comparative studies across different metro
stations or urban transportation systems could
provide deeper insights into the effects of
location on customer preferences and support
more effective kiosk placement and marketing
strategies. Finally, longitudinal studies are
recommended to examine changes in
customer loyalty over time and under
different market conditions. Such research
would contribute to identifying stable and
dynamic patterns of customer behavior and
support the development of more effective
long-term customer loyalty strategies.
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