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Abstract

The paper evaluates the strength of the relationship between customer satisfaction and loyalty
in the food industry. The issue of customer attracting and retention is a pressing problem in the
world. Challenges In the world market in terms of retaining customer, which is achieved
through a high level of customer satisfaction and increasing loyalty, also apply to organizations
operating in the field industry of the Georgian market. The purpose of the research was to
determine the complex relationship between customer satisfaction and loyalty. The following
elements were identified as research issues: study of the empirical evidence of the relationship
between customer satisfaction and loyalty in the food industry; identifying the main
determinants that influence the strength of the relationship between customer satisfaction and
loyalty in the food industry; identifying the main assessment tools of customer satisfaction and
loyalty in order to strengthen customer loyalty; study of existing approaches and strategies to

enhance organizational competitiveness and sustainability in Georgia.

In order to test the hypothesis, a qualitative research method was chosen, during which an in-
depth interview was conducted. The target segment was selected through targeted selection and
the "Snow Team" method. The target segment was represented by persons in a managerial
position and superiors who are in contact with the mentioned issue based on their

responsibility.

According to the results of the research, one of the hypotheses, namely, "There is a strong
relationship between customer satisfaction and loyalty in the food industry," was not confirmed;
however, the following hypothesis was confirmed: "Effective management of customer
satisfaction can lead to increased customer loyalty and subsequent business success." The
respondents identified as effective management tools the implementation of loyalty programs

such as loyalty cards, accumulation cards, special discounts, unique offers, gift sets, and gift



vouchers, which encourage repeat purchases by customers. Also, as the result of the research,

the issue releated to a lack of satisfaction and loyalty assessment mechanisms was revealed.

According to the survey responses and the practices recognized in the world market, Georgian
companies operating in the food industry were identified with relevant recommendations for

the implementation of evaluation tools and additional strategies.

Key words: Customer Satisfaction, Customer Loyalty, Relationship between satisfaction and

loyalty, Factors.



