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The effect of protective measures against Covid-\4 on behavioral loyalty with the mediation of
attitude, perceived value and satisfaction of customers
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Avrticle Info ABSTRACT

Objective: This study investigates the impact of health-protective measures adopted
by eco-lodges in response to the COVID-" 4 pandemic on tourists' behavioral loyalty,
while examining the sequential mediating roles of customer attitude, perceived value,
and satisfaction within a post-pandemic service context.

Method: Employing a quantitative, descriptive-survey design, this applied research
collected data through standardized questionnaires from a sample of YAe patrons
across )\ eco-lodges in Neyshabur County, Iran. Structural equation modeling
(SEM) was utilized to test the proposed conceptual framework and the hypothesized
mediation pathways.

Findings: The results demonstrate that COVID-Y% protective protocols exert a
direct, positive, and statistically significant influence on customer attitude, perceived
value, and satisfaction (p < +,+°). More importantly, the indirect effects of these
protective measures on behavioral loyalty—serially mediated through perceived
value, attitude, and satisfaction—were all rigorously confirmed. These findings
substantiate that robust safety protocols, by enhancing customer attitudes and
satisfaction, serve as pivotal drivers of revisit intention during health crises.

EK ey\INc:jrds. Conclusion: By enhancing perceived safety and cultivating more favorable attitudes,

co-1o g\e% . these protective measures lead to a considerable increase in overall customer
COVID-)1 protective satisfaction and the rate of repeat visits. From a theoretical standpoint, the findings
measures, substantiate that, despite the limitations imposed by the COVID-\4 pandemic, the
Perceived value, adoption of such safety protocols can effectively improve customer attitudes,
Satisfaction, Behavioral enhance their satisfaction, and consequently exert a positive influence on behavioral
loyalty. loyalty. This evidence reinforces the critical role of health-protective actions in

fostering sustainable tourism development during the post-pandemic recovery
period. Practically, it is recommended that eco-lodges actively strengthen these
measures, while tourism organizations in Neyshabur conduct extensive provincial
and national campaigns to raise customer awareness regarding the implemented
safety protocols.
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