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Abstract

This research was conducted with the aim of determining the impact of innovation and service quality on
brand loyalty and interpersonal word-of-mouth advertising with the moderating role of electronic word-of-
mouth advertising. The current research is applied in terms of purpose and descriptive research in terms of
survey method based on structural equation modeling. The statistical population of this research was all hotels
active in the field of tourism in Tehran, and 384 hotel customers were selected as a sample. To collect data,
the innovation questionnaire of Mahmoud et al. (2018), service quality of origin and origin (2013), brand
loyalty of Linkamar (2017) and finally word of mouth advertising questionnaire of Allen et al. (2017) were
used. The divergent and convergent validity of the above instruments was confirmed. Reliability was tested
by Cronbach's alpha test and composite reliability test. Finally, the results of data analysis at the 95%
confidence level and 5% error level showed that service innovation has an effect on service quality with a path
coefficient of 0.363. Also, service quality acts as a partial mediating variable between service innovation and
brand loyalty

Keywords: service innovation, service quality, electronic word-of-mouth.
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