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Context and Purpose: In recent years, the convergence between supply chain and
sustainability and sustainability topics has been paid much attention in the
hospitality and hotel industry.The present study investigates the effects of
sustainable hospitality supply chain management (SHSCM) on customers’
satisfaction and loyalty at Yazd hotels.

Design/methodology/approach: This study was applied in terms of goal and
descriptive-survey in terms of method. The unlimited statistical population of this
study included customers of 10 Yazd’s representative hotels. To do the research, the
hypotheses and relevant necessity of the research were developed. Considering the
research literature and its background, a questionnaire was developed to distribute
it among 150 samples after its validity and reliability were confirmed using
Cronbach’s alpha. Also, PLS test was used for research data analysis.

Findings: The results show that the environmental dimension of SHSCM has a
positive and significant effect on satisfaction and its economic dimension has a
positive and significant effect on customer satisfaction and loyalty. The
environmental dimension of SHSCM does not have a positive and significant effect
on loyalty and its social dimension on satisfaction and loyalty.

Keywprds: Conclusion: In sum, hospitality businesses need to employ different strategies as for
Sus:talnaple, Customer | (he three mentioned dimensions to improve satisfaction and loyalty of customers,
sat1sf.alct¥on, increase corporate performance, and create internal advantages for themselves and
Hospitality supply the whole society in the long run.

chain management, Originality /value: The innovation of this research is to select between two variables
customer loyalty of satisfaction and loyalty among customers’ perceptions and attitudes and choose

Yazd’s hotels among the businesses at hospitality at the national level.
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1. Introduction

Nowadays, our country, Iran, is retarding
behind developed countries and even
some neighboring countries in the
hospitality, tourism, and hotel industry
and cannot attract customers’ and
tourists’ loyalty as much as its potential
and capacity (Yazdi & Seghaee, 2008).
Considering that our country has the
potential to earn income from tourism
based on ancient, religious, pristine,
natural, and scenic landscapes and
considering the increasing development of
the hotel industry, which is the main basis
for attracting customers and earning
income in the mother industry (tourism),
efforts should be made to provide better
services in the hospitality industry.
Hospitality here means a service industry
that creates wealth for shareholders
through service and guest satisfaction.
Sustainability is one of the subjects that
has attracted a lot of attention in recent
years in the hospitality and hotel industry.
The tendency of more people toward
companies that implement sustainability
measures is one of the reasons for this
increase. Today, one of the most
important  factors influencing the
decision-making process and customer
perceptions are sustainability practices
that have become important determinants
of customer loyalty and tendency. In
recent years, attending to the
convergence between sustainability and
supply chain has led to the widespread
acceptance  and  development  of
sustainability so that to understand the
impact of sustainability practices on
customer behavior, the measures of the
sustainability of all supply chain members
in environmental, social, and economic
dimensions should be investigated. When

the aspects of sustainability are
considered, the range of the evaluation
should be developed. Sustainability
development includes economic,
environmental, and social aspects. The
environmental aspects of sustainability
are focused on minimizing the negative
effects on the environment due to the
operation of a supply chain, and the social
aspect refers to maximizing the social
well-being of related stakeholders in the
supply chain such as employees,
customers, suppliers, and anyone who
affected by the supply chain operations.
The economic aspects also focus on
generating and maintaining long-term
profits  while decreasing negative
environmental and social outcomes. The
definition of the hospitality supply chain
(HSC) is as follows: A network consisting of
hospitality organizations engaged in
various activities including the supply of
various components of products and
services such as raw food, equipment, and
instruments required by various suppliers,
distribution, and marketing of products
and end services to customers for specific
businesses such as hotels or restaurants.
The hospitality supply chain uses a gradual
value process to deliver products and
services from suppliers to end-users. This
combines the properties of the production
supply chain and the service supply chain

2. Research Methodology

To conduct this study, first, the research
hypotheses and their necessity have been
considered. The research hypotheses
include 6 hypotheses considering the
management of a sustainable hospitality
supply chain and customer satisfaction
and loyalty, which are as follows:

Hypothesis 1. The environmental
aspects of sustainable hospitality supply

Ali Morvati Sharifabadi, Davood Andalib Ardakani, Faezeh Barzegar.. Influence of Sustainable Hospitality Supply
Chain Management on Customer Satisfaction and Loyalty



¢

e Journal of Tourism Planning and Development

chain management have a significant
relationship with customer satisfaction.

Hypothesis 2. The social aspects of
sustainable hospitality supply chain
management have a significant
relationship with customer satisfaction.

Hypothesis 3. The economic aspects of
sustainable hospitality supply chain
management have a significant
relationship with customer satisfaction.

Hypothesis 4. The environmental
aspects of sustainable hospitality supply
chain management have a significant
relationship with customer loyalty.

Hypothesis 5. The social aspects of
sustainable hospitality supply chain
management have a significant
relationship with customer loyalty.

Hypothesis 6. The economic aspects of
sustainable hospitality supply chain
management  have a significant
relationship with customer loyalty.

Then, a questionnaire was developed
according to the research literature and its
background, the validity and reliability of
which were confirmed using Cronbach's
alpha.

The statistical population of this study
consists of customers of selected hotels in
Yazd province. The mentioned
questionnaire was distributed among 150
people, and finally, a partial least squares
test was used to analyze the research data.

3. Research Findings

The findings showed that the
environmental aspect of sustainable
hospitality supply chain management has
a positive and significant effect on
customer satisfaction, but does not affect
customer loyalty positively. The results
also revealed that the social aspect of

sustainable hospitality supply chain
management does not affect customer
satisfaction.

4. Conclusion

The  results showed that the
environmental aspect of sustainable
hospitality supply chain management has
a positive and significant effect on
customer satisfaction, but does not affect
customer loyalty positively. Moreover, the
findings of this research revealed that the
social aspect of sustainable hospitality
supply chain management does not affect
customer satisfaction or loyalty. Also,
results show that the economical aspect of
sustainable hospitality supply chain
management positively affects customer
satisfaction and loyalty. In total, it can be
concluded that the environmental aspect
of sustainable hospitality supply chain
management has an effect on customer
satisfaction, and the economic aspect of
sustainable hospitality supply chain
management has an effect on customer
satisfaction and loyalty.
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