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Abstract

This research aimed to measure the impact of various dimensions of electronic
word—of-mouth (E-WOM) (credibility, information quality, and quantity of word) on
the formation and shaping of mental images, applied to fast food restaurant
customers. The sample consisted of 384 respondents who are customers of fast—
food restaurants. Several statistical methods were employed for processing and
analyzing survey data to test the study hypotheses and achieve its objectives using

the Statistical Package for the Social Sciences (Smart PLS V.3.2.9).

The results of this research revealed a correlation between the dimensions of
electronic word—-of-mouth and the mental image held by fast food restaurant
customers. Based on the study findings, several recommendations were proposed,
including focusing on establishing a specialized center to monitor social media
conversations and enabling the use of social media platforms for unprecedented

customer engagement.

Keywords: electronic word—of-mouth, mental image, fast food restaurants.
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