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Extended Abstract

Background and Purpose

Customer experience in sports clubs plays a critical role in determining the success and longevity of
these institutions. As the sports industry becomes increasingly competitive, sports clubs must not only
focus on providing quality equipment and sports services but also on crafting a holistic and
personalized experience for their customers. The significance of customer experience is particularly
high in sports clubs, where the satisfaction of individuals is deeply intertwined with both their
physical and emotional engagement with the environment. This study investigates the key factors
influencing customer experience in sports clubs in Isfahan, Iran, and aims to develop a comprehensive
model based on the Delphi method. This model is intended to assist managers in improving various
aspects of the customer experience, including service quality, customer interaction, environmental
design, and technology integration. In the context of Isfahan, where the sports industry is rapidly
developing, the study aims to address challenges related to service delivery, customer satisfaction,
and long-term customer retention in local sports clubs. By providing a clear framework for improving
customer experiences, this research aims to support the transformation of sports clubs into more
customer-oriented and competitive organizations that can thrive in an increasingly crowded
marketplace.

Methods

The research employed a modified Delphi method, which is a well-established technique for
obtaining expert consensus on complex issues through multiple rounds of surveys and structured
feedback. The process involved three rounds of surveys with a panel of 20 experts who were selected
based on their expertise in sports management, customer service, and related fields within the sports
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industry in Isfahan. These experts had an average of 15 years of professional experience and were
drawn from diverse backgrounds including sports club management, academic research, and
customer service operations. In the first round, the experts were asked to identify and list the key
factors influencing customer experience in sports clubs, focusing on elements such as service quality,
staff interactions, physical environment, and technological integration. Based on their responses, the
research team developed an initial conceptual model, which categorized the identified factors into
various thematic groups. In the second round, the experts were asked to rate the importance of each
factor using a Likert scale, ranging from 1 (least important) to 5 (most important), and to provide
additional qualitative feedback for further refinement of the model. The results of the second round
led to the refinement and organization of the factors into more specific sub-factors that captured the
nuances of customer experience. In the final round, the experts were asked to review the refined list
of factors and sub-factors and provide their final assessments and ratings. The goal of this round was
to achieve consensus on the key factors and their relative importance for practical application. The
analysis was based on both the quantitative ratings provided by the experts as well as the qualitative
feedback regarding the conceptual clarity and practical relevance of each factor. Statistical analysis,
including the calculation of content validity indices (CVI) and consensus measures, was used to assess
the validity and reliability of the factors identified. In total, three rounds of surveys were conducted
over a six-month period, with each round followed by systematic feedback collection and iterative
refinement of the model based on expert input.

Results

The Delphi process resulted in the identification of 13 main factors and 77 sub-factors that influence
the customer experience in sports clubs in Isfahan. These factors were categorized into various
domains: advertising, human factors, social factors, customer support, environmental factors, service
delivery processes, customer characteristics, past experiences, physical factors, marketing strategies,
service characteristics, brand influence, and perceived quality. The results showed that advertising,
human factors, and customer support emerged as the most important factors influencing customer
experience overall. In particular, advertising quality, including the alignment of advertisements with
actual service delivery and the strategic use of social media platforms, was found to be crucial in
attracting new customers and building trust among existing ones. The human factor, which includes
staff skills, professionalism, ethical behavior, and interpersonal interactions, was another significant
contributor to positive customer experience. These interactions fostered customer trust and created
long-lasting relationships, which were pivotal for securing customer loyalty and repeat business.
Additionally, customer support emerged as a critical factor for enhancing customer satisfaction. This
includes responsive customer service, the availability of both in-person and online support channels,
proactive customer feedback mechanisms, and consistently respecting customers' rights. These
elements collectively contribute to building a positive image of the sports club and enhancing the
overall service experience from the customer's perspective. The environmental factors also played an
important role in shaping customer experience. The availability of modern facilities, cleanliness,
design aesthetics, and convenient accessibility were all identified as essential aspects of the physical
environment that contribute to customer satisfaction and comfort. Similarly, social factors, including
the interactions between customers and staff, customer-to-customer interactions, and community-
building efforts facilitated through sports clubs, were found to significantly influence customer
perception and loyalty. Other significant findings included the impact of physical factors, such as the
quality of gym equipment, appropriate lighting, and the incorporation of modern technological
applications in clubs, all of which enhance the user experience both physically and visually. The
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quality of services, considered both in terms of functional outcomes and emotional experience, was
also identified as a key determinant in shaping customer satisfaction and subsequent loyalty.
Furthermore, past experiences, perceived brand reputation, and customer perception of overall quality
were recognized as contributing factors to the likelihood of repeat visits and the probability of
customers recommending the club to others.

Conclusion

The findings of this study align with prior research on customer experience management in the sports
sector, particularly regarding the importance of human factors, advertising, and customer support in
shaping customer satisfaction and loyalty. The study emphasizes that sports clubs must focus on
enhancing both the physical and emotional aspects of customer interaction in order to create a truly
holistic experience. The identified factors are consistent with those found in similar studies, such as
the work by Abdulmaki (2020), who highlighted the importance of advertising and human
interactions in creating a positive experience. Similarly, the importance of customer support and
social factors aligns with the findings of Godmaradpour et al. (2020), who emphasized the role of
effective service delivery in fostering long-term customer loyalty. The integrated model proposed in
this study offers a comprehensive approach to improving customer experience, enabling managers to
address key areas of improvement systematically and strategically. By considering both tangible
factors such as facilities and equipment, as well as intangible elements like staff interaction and
customer engagement, this research contributes to developing a robust customer experience
framework that can be applied not only in Isfahan's sports clubs but also potentially extended to other
cities and similar contexts. The model provides practical guidance for managers seeking to
differentiate their services and build sustainable competitive advantage through superior customer
experience.

Keywords: Customer Experience, Sports Clubs, Delphi Method, Service Quality, Customer
Satisfaction

Article Message

Given the increasing importance of experiential marketing in today's competitive market, this study
examined the key factors affecting customer experience in sports clubs in Isfahan using the Delphi
method and the opinions of 20 sports and marketing industry experts. Thirteen main factors and 77
sub-factors were identified, emphasizing the importance of advertising, human factors, and customer
support services. The results show that employee professionalism, providing favorable service,
appropriate responsiveness, and improved communication can significantly increase customer
satisfaction and loyalty. In addition, the quality of the club atmosphere and social interactions also
play a vital role in shaping the overall experience. Ultimately, the presented model provides a
comprehensive framework for managers to improve service quality, create unique experiences, and
focus on sensory and aesthetic components, strengthen customer relationships, differentiate their
business, and promote sustainable competitiveness in Isfahan's growing sports industry.
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Table 4. Summary of the results of the second round of Delphi
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Figure 1- Factors affecting on Enhancing Customer Experience

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad



Sldol pai 9§52 Gl ay
Aol (b oS o colinl als LSS Jlgte 550 4w 0 gloxl by, 5l il Sl Jae 2y, i bl 5o
Soletn j5b 4 5yt Sleas 5 2blk o e (22555 Cupe b b e slroje (B S 5l AT caads
1AL g e 4 &5 plbadlie g ol b baadlie jliee Sl 5 (ke )90 j2 50 a8 el 5 655108
Vb b b cond ool Lol ailye V& aled pgms 530 bl 50 i L Je ) cdizblynss o ypnns ailin]
e 5l Joe 558 e aly; oamasplis a5 wad a1 51 S e Sl 5 ¥ i (Sl 38l )
b 1) ool o on 2l Sen j Js3hE mhas (W=21FY0) JlusS 3815 &5 el 2 odle 032 oS o
g oos 0,550 (erwlie (225 5 6,15 allgidy 5l (&s a8 5l ol ol Joe a5 S (g oe (alple 1S oo
el 510593 52 (8359 SolAL H3 (s i 4,2 Ssrte 2 e olse e Sl otlae 2lgte (2,

S5 4 g oy

3,0 o) g 08 5 (551005 «ald) e 23U a5 Canl Slosd S e 55 GOAS dlie 51 (S (e 425
2z 4 lea g ol b i (sl 0 B0 paie 5 Sule 425 Sl (o855 leelKAL )3 ohgr § B)g Care 5
Slp gl (oo )l B b anlllas (ol S (oo Jutend 3 1) 99290 (b fidio Lad> Sl S (o0 S waz (b Sk
SaleS plaasie SL (s s, 5l 6reTose b o plonl Jlekol 5l (23555 SLelSal 1o (gt a2 S5
SlS laaidl (iu (nl ) 09h (b (e slaosls p (e 5 608 (Jae b ol Jlod aieplla S jg0 4
b ge Lo ol Joo o (5180515 0)l)0 5 0ud (qus iy slahagl b o] bl )l g o 59,0 asllae
»u)odiﬁsmﬁmsc;w;avvsylw;ﬁW%L"B@L»u@‘sua&&x”eu}lyb@u
el A waepllas JLiSle onldail)] Jow bl aboz sl iylo [S00So b Jeles o atdl g Jiitne (25«5 yiiin 4,25
ol DI el (ool ol (Sinf g oloizl i ame la Fhs b oF Glkail 5 a2 Gugalali 5 Gugolo ol
5 OB 2 ozl il p Jow cnlciloads ploxl cages lacsz )l b byt sloosls b Bowe oS alie sla tagy
sl onds (b ledol el (28555 Gralfil banzme (ol slajls 4 o Eul SBua L

oyl b Gehie SLls ply (2lhb o5 was oo (las el ol J5e L)1k Sl wgals adlse (i
IS o g |y 6 s i 5 o 5lwolozel ik )0 o o celain] ladSd 5l atadan oslitusl sl 53,9
s STool glail s Shmgss ol 55 ¥+ Ve o Shallane) il o)l &y 51 ST 4y L5 aS lilllas 5 M,
15 ol a5 ol od ogad lolSil 45 e 45 IS5 el oad 05T ol _oadly 5, Shae b linls 5|
g 50 glexl mlaw cp YL b addie faagd olXil LS IS slad,> Kol o)l aelas cosal ol ol o]
o gl ¥+ Yo ]S g 530 alas) $ilos S s € LSS 5l colo p s LAl aS i sl iegh S ool
35 bl )| Sl i 1 a3 (S0talin 53 (paad sutllys wile slaailhe il Joa o (T YY) Kes
ol ;s s wolKil o wlend bt pmeaie il Ky B Lo gl gy i cyls, (B
load 5155 alo)lb else plsiear byl iy 255 (0958 gedly b QLS polae Sijgel ladd asile olo e
5 Syt Zold; wlgi oo gyall (Kol 5 slad > plyiol e 5 slac e (ojsel 4 azgi a5 ol lid egly ol
Ll 51 s 055 a5 Consl o il Slogiy oo g il (ynizran a0 5] Sy | of slazel olus|
G |y (Sleas lagreds 5 (Jlumms 5 5)98>) (o5 5 Sloas &l (S (6 pSoleiing (DLIS (6 250 Jolo

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad



ar 339 GBOLLAL 53 (5 yiio 41,2 S 512 ol Juo il

S5 451 oy e S3iome (Sl 4 L5as allie ol i (soleiig Jn 55 slatelS sl Jan Bt e
285 olnoltl ot Juls gloools Lululy sl jui dspmogd olas p tive 5 o holozel clacilo ) ol 4
Sl Sligiod 0 ST L adl cpl aies (i Cals) sall waiils 55 63 €glan 3 Codladd § s (6 2K
Ll Ll yo ¢ 285359 SolRAL )0 (g 5o b LI (gl 5o (V2 V+) )] ) Sen

135 4l ol 045 B ln Jn 31 (5t By il g 475 5 lairl b5 sailye o i
295 sbocadbd (S (ol b Jolss byt Gl (55 )Lie slalad sl a5 was oo plis gl onl slaazily
S5 S 45 0 53 I ibene |y (5 e 25 s Slenl 55 (LKL s selaizd L5 o Syl 5
WS Joe (1B, Cuje plyreas Wlgige €2l Faer? ol p 28 (b il Sy T 3 (Solpls 5 eloxa]
ol ol e s iy Jald a8 ol olfsl glid >k 5 CoisS oz Ao (V- TF (o] Kan 5 solisill
L 2 s 4T (VY (e 5 sile yolis ol gl b analio jo ool Jluzms 68 5 Lol (g yiss L
S Cte g S Jlie lsie sl A3l 55 6l iz 428 4 Joe ol casitls o ST« S
B (s te (580 5 eyl etel ol 2 il o oS8l slme sl (b b 650l w53l 0,55 B2k
5 0l 5 ol Lol ol e 1 5ol i o5 oledal e 5 s 55 cslaslSaly 3 il 213 oo
5 By (295 Gl i (pl Sl (Sloas slaai] B LSle adlie et o)l delhs Coenl adlie (pl wins o
Ol 5l a8 0l lis (Amghy ol slaatdly g oo Jold 1) 59,0 (et jleslitul g laanl b zodg clons
30 S el a5 (g0l w5 jls culo B (@Ylgw 4 595 Rl (WS 455, plicad i) Jleas slaaslyd o 50
2 (s )lolg @lga 3l (Ko 1) Slass yo 3l a8 (VYY) )8 5 55555 G55 b il cnl 098 g0 o] St 2,2
s gnad MalS il o s g oS 5

oot Sl S, S 83 o e (53leiing oo 5205 L 145 el 3 e (s 3bnmlin s ailpe
S () S b oliie e 1) 5 lalyan i 4y di 1538 Sl 5 (380 (bl & Je ool 2
Jolis 1) plaselles b sz 51 ogite gl ()T libls a5 ool (05559 (sloelSily 5 ohgas sl o0 i3l
g gh,aila) wbl Saealy (6,loBg 5 Bl (sl olml jo sege Jele Wilgi oo Dlead (gilu cated el g0
>0 N s Gl Sl Jae (p) o a4 cnl 8w o 5l caie STol daalie i (Y TY ()] S
oroas s Slds a5 ols lid megh pl WS o Hhal 0 des Jele Ll 1) aidS a0 a5 s oo
(5 e i (6,8 IS 5 i (5285 slat ) 1 g e Sl S (o sloniiyn 3
Codte Codd Cogdl ()l pliy tcnl jlgbs jlaws adsl slazel Gl ol (o83, slaollily cul8, slad ;o ohgas sl
(63,5 LS 5 6sl) WS Ll s 4 oRAL (Bree 5 (s i jeha> gl )0 (cae A Wl o rdan slod
$loy8 Glp Gl Wlgh oo (s ymin ol Culo, a5 was o lis aidl, cpl (Vo) ) Se g () V- TY
Bl (oB),9 solKil

Qg e $310,98 (DS CudsS oS Cl Gl ) (Sl laatdly Cunl olR5L (28 g (Kb Cundg it ot
(V1) )len 5 592 il ola gy 4z 510538 8l (6 el Sty dalad SagisS )l (b 5 ol
Sl S59 b lapT (Soid csls 5 Dligas saalzy; 4 (ool 4z g8 il Jaa o wiisls wST Sligas CuiS 5 5

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad



&S;Lﬁ'i”')“‘jﬁks}'? Ol a5

u\.a])lsl) l) ‘50.1&5 u‘)...e‘.?u )I ul.ern..a‘ B d)l...ma 6[&0&“[4 L PR (M 9 ).Jaa) ul.u)...m.n ‘5._‘>L....nu.u.o_‘>
‘525 VDLM:).’) 6LQ.>)‘ U"‘)"L"‘ ‘AJGA M ‘) UL'T &515 44).>L> 9 05....4(5@ ul.u)...m.n Lsul.o)la g0 as ;.\....5‘59 oolazwl
Oedd 025 )8 Walfal e 00l Caglyl ;o Wl it e Capae ) elal (25 (s (kb
(S, 0By sloasliy slml by 9 Blad (gl cwed Lisle b Jols a5 cul golaidl 5 5550l sl ol adlie
55l sl Su g, aiils aST a8 o o Jlgsren (Yo YF) e 5 6,k 9 (V2 VF) 5, 1Ke 5 b yoo (chawgy (Y 1Y)
Wl 95 5 eoiin solaidl Folaw I LolAL b yie a5 Hleasl 4l 0 W)l (obe (shleley o saldS s
5 Sl ya) Atk 5o ol it oL Liis 5wl gn Jalg ol e & BB 5 (835 Ceasd 15 (5 dyblland
S)18 (60l Coenl (solaidl g WSol 559 el lee Culd, 10 0504 cEgbge (pl (Yo VT () )

ole coaS o)l oS Grin gy S8 g able yolie paS col Clas ion il sl Thy e penosl
A S solBays > 5 wlaalge (pl Lol slal ioiie swlus] ayyo0 ool g s g0y slya ] cadas] )| slaasl
(539 SBolEEl 3 cwlus] a4 aBs o lis Liagh cpl Ws,S oo Sgamme (60, Shee Culs, A yiiu |y 450
oioeh b adly plsls o (IS SThol poausS s 65b e olgl b lle ale ol Baa slaog,S )0 ohsds
B Cogh ddlie rendlgn .l Liwl oo o ls oSG o9 Dleas 4y 0wl W Coenl 5y aS (Y-YY) 5
Srin 6y Gaealy o3 )l oslul 5 659 Jie (b iy paal Custi 4 aw ol el (e S0 4y g
O 4 Jow pl wisS oo sy p S b b_mlfi chw ol Wy cdélas s bl sl Jow OS5 o3ls 5y o0
S (s (55lwdip a5 Hledol 0l o559 Glaollal jo .cusl 00,5 axgi (6 yiiin 43 25 ;0 Wiy S8 g ol
oS g oSaled 9 90l (B, Cu e il g (b yiiee sledel Co g (sl (6,1l WIS o0 adlie nl elo (Lo ST 4
Sdzme 8,0 (gly (6 i CutiSL Lo ls 55 sed 4y yed aasds ol S cwl 8Ly Cleas 1 Bl Sy adlse
Hid, 059> 50 sl Sluol wlly addie ol aiws adio cpl o oS ez ls 50 ()] 50 4 oKiL B8 ae g Slons
B gyt 5,50 g 5,8, oy 5l paslh laedr (VoYY wals V- YF () Ken g 92) (8,5 00iiS 3 pae
Sy e ge dilg s Ble Cudie 0 095 (60 S ol Djge (0 S aS B oo lis a8l gl o a8 S
55 58 e ool (55,5 SolSEl 55 508l 35 5 BlE 51 (S lyiea e allhe il syl 05 (i
5555 by il 5 Ghis e3> i SIS bl isle Julo b (hagy al 5o asel) Ll o
Jols 092l (nl (agee sl 5l (6ol DIl ok (b bl (2059 slaolal Lad 1o (55lu sos
Saise Jols Sldlas jo peS oS col Sloas 55501 sla Shg g B 03 a0 slaiz! Ol e solal
Oledol (i3, selXal oyl pae sl ol a5 Sl ¢ Jaw ol (dund @508 pegdle (ppled (l ailais 5108
O Jolas aSly (s dgaome gele Julse a4 Lo (g yiin ayyz a5 ol lid Jow opl oren S oo ol )8 1,
ol e Baile g 4z LSS sl o0 sl (0 58 8 g sloia ] owlas ! SThol slaadlse

adlas ololp ledol ol (o83, WolKil ;o (5 i 4125 gty Sl gl Jow L laie b iag ol ecalesyo
Jolse ¢ gl Julge bl alas 3l goaxie Jalge ,.,qu 939 EelKil jo (g e 4y aS sl lid « Ao
i ole 13 Sholcuas g uip Jole clods  Shg alddS a0 (Sloas &1, ol )d ¢ oo o Slociiy o eloix]

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad



a7 339 GBOLLAL 53 (5 yiio 41,2 S 512 ol Juo il

Sk sl 4z ) LSy S 90 4 Jolge ol soled 5 gue pikims (Ol it Sl St ay ol oS sl T 51 S
o aly 5l 6 uFe s 5 (o slcsle ) sge wal iS5 Sl Sleas (SIS slad > cHles wisdon
B, Rl (ltie gyl g Culs, bl es Wllgiee &S wie ol e, alexjl siedda, 2L I5L
it LB S e wal 5 5,5 sloolKitl e (sl 60,15 (6l ol Joko el aims a1 1, 3 (slmolSisl,
S olml 955 Gl gl aiadl g salete sl dagl Sy 5 ans LU

Oliol jas 2i3y9 olKal p ol 35 a3 wunds 134 ol o Codgame wiz b ol Jow &l oszg b Jreghy ol
Jow ol ool Cladod [0 098 o slpaing W S sgaowe 1) ol8l > 3bls plo 4 bl paond Cobld Conl Sow
2w g pglanz (s gy b g plaasiie Sl Gululy Gaiod ol lmosls pgd 135 ) Bblie 5 oyl plo yo
b ol e o1 lalllne el pley bl atls ol iie adly Slopyzs JolS olSail 1o olacysgiome Cunl See a5
Jelse i Groshy (nl pom taies bl leasdly 85 (b it 5l eine (e L5 5 (o) (slvosls lesli]
5 0 5 558055 o o 5 oLl Sl sile by o o 5 2l 35,05 b Lal, 0
4 wiilgs oo laladl epl S Jlod (g yido 41,285 p o | oy cpl 55U o] (sla gl 990 o0 leidioy onl ol
S SeS eoleiiy Joe 0 )5 A S g Cuols

Wlio ply

sloslitul by (o oy, 5l eolital b anllae (nl )3 oyl (U8, S1L 55 lazs bk (932lg) Caeal 4 a0 L
o Ol 53 (0355 Soollal )3 (s tie 4y p ke GolS Jelse (2Bl 9 )59 e aaie Ve ol ks
e Sl Sless 5 Sladl Jelge bk Conl 5 a8 wiad ololid e 5b Jole VY 5 Lol ol 08 o
Wlg3 oo Dol )| Sgute g colin 2557wl cogllan loas a5l (LS IS 390 (sl8 > a5 ams o yLis gl i ls oSTh
ot sloim| Ol g oAk (slad coaS wgdleds s 38l 1) o in (6)lolg 5 Culs, i ,e5 0 jeb
Iy Oleasd coaS U wiS oo o2l ol Gl mels 92l caliddl)l Jow aijle S Slo o 4y 20 IS0 o Sl
b rde b bulg; S azgs (S2ldla; g (o> slaadlie 4 S Gl ) (69,8 4 parmie Slopou widsy Seue
s W] ledal (B35 Wb jag, S 3 ) Sl a5 sl pleie ] 993 IS gennS S Cogls
) EA RIS TR

okl Sl5T olEtils gl yo B aneS w4 IRIAUKHUISF.REC.1403.174 351 o5 L fagh o)
ah gley BanS e b SblT culs) § pogas w > Li alex | IS Jgol (colad s (OKly55) (oo
OB Wani g S5 sl

Sledal pai 3l is5l0 pow]

Sl pai 35l 5 652 pltal Ly daools g jglanzr

57 Ol b b s Sledol pai sgls ilaosls Jlos

Sl pai 25ls 5 552 Oloiel Ly 8 sallie (pLigs

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad



@W‘ a9 557 (bl qy

Sldol pai ogls ol g 5 (sl
Sz Olel Lo 8 olool 950
Sldel pai 35ld 1059 o
Bl %
3185 9929 Allie ol jLail g A58 (g cnl plmil b LLS)| o gdlie (015 AisS e a5 w8 (oo el (S a5

a‘érﬁ 9 M
axly oDl alﬂ olisly 3 g andls Lol gudsd slol o |y (6, Kan coled a5 (oSS Lin ooled 5l b s

&b

1. Abdolmaleki, H. (2020). Modelling the role of ergonomy and sportscape on service experience of clients
of E-sport business with mediating of E-word of mouth. Communication Management in Sport Media,
8(1), 71-82. https://doi.org/10.30473/jsm.2020.52424.1405

2. Alghizzawi, M., Habes, M., Hailat, K. Q., Safori, A., & Angawi, M. (2024). Understanding the
effectiveness of digital media marketing on sports brand loyalty: A review. Business Analytical
Capabilities and Artificial Intelligence-Enabled Analytics: Applications and Challenges in the Digital Era,
Volume 1, 215-225. https://doi.org/10.1007/978-3-031-56015-6 17

3. Allahveisi, A., Izadi, B., & Mansouri, H. (2023). The effect of athletes' experience quality on the loyalty
to sports clubs. Sports Business Journal, 3(4), 71-84. https://doi.org/10.22051/sbj.2023.44547.1115

4. Bavi, D., & Kenar Kordi, G. (2023). Investigating the role of attitude and co-creation in the effect of
dimensions of customer experience records on the intention to repurchase from an online store (Case study:
Sports products). Journal of Innovation in Sports Management, 2(2), 109-126. Link

5. DaSilva, E. C., & Las Casas, A. L. (2017). Sports marketing plan: An alternative framework for sports
club. International Journal of Marketing Studies, 9(4), 15-28. http://doi.org/10.5539/ijms.v9ndp15

6. El Twabty, N. (2024). The impact of relationship marketing practices on the behavioral loyalty of fans of
sports clubs in the Arab Republic Of Egypt. The Scientific Journal of Physical Education and Sports
Sciences, 50(1), 247-268. http://doi.org/10.21608/ejsk.2023.209294.1215

7. Fernando, G. P., David, P. C., & Sergio, A. B. (2023). Effect of service experience, engagement and
satisfaction on the future intentions of customers of a sports services. Heliyon, 9(7).
http://doi.org/10.1016/j.heliyon.2023.e17850

8. Garcia-Pascual, F., Parra-Camacho, D., & Martinez Rico, G. (2023). Customer experience in sports
centres: Adaptation and validation of a Measurement Scale. Sustainability, 15(7), 5954.
https://doi.org/10.3390/sul15075954

9. Gionfriddo, G., Rizzi, F., Daddi, T., & Iraldo, F. (2023). The impact of green marketing on collective
behaviour: Experimental evidence from the sports industry. Business Strategy and the Environment, 32(8),
5349-5367. https://doi.org/10.1002/bse.3420

10. Hu, J, Ye, X., & Gu, S. (2024). The impact of subjective consumer knowledge on consumer behavioral
loyalty through psychological involvement and perceived service quality: Sports clubs. Asia Pacific
Journal of Marketing and Logistics. https://doi.org/10.1108/APJML-10-2023-0993

11. Haheed, M. (2023). The effect of inbound marketing on competitive advantage achievement in Iraqi Sport
Clubs. Jope, 35(2), 458-71. https://doi.org/10.37359/JOPE.V35(2)2023.1435

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad


https://doi.org/10.30473/jsm.2020.52424.1405
https://doi.org/10.1007/978-3-031-56015-6_17
https://doi.org/10.22051/sbj.2023.44547.1115
https://sanad.iau.ir/Journal/jism/Article/796943/FullText
http://doi.org/10.5539/ijms.v9n4p15
http://doi.org/10.21608/ejsk.2023.209294.1215
http://doi.org/10.1016/j.heliyon.2023.e17850
https://doi.org/10.3390/su15075954
https://doi.org/10.1002/bse.3420
https://doi.org/10.1108/APJML-10-2023-0993
https://doi.org/10.37359/JOPE.V35(2)2023.1435

A w39 GO jo (g yilino T St (51 gl Juo &1

12.

13.

14.

15.

16.

17.
18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

Iranpur Mobarake, M., Atghia, N., & Mokhtari Dinani, M. (2019). The role of the mass media in developing
sport tourism in the province of Isfahan. Communication Management in Sport Media, 6(4), 59-66.
https://doi.org/10.30473/jsm.2018.32330.1203

Jos, M. Schijns, C., Marjolein C., & Caniels J, & Joska Le Conte. (2016). The impact of perceived service
quality on customer loyalty in sports clubs. International Journal of Sport Management Recreation and
Tourism, 24(33), 43-75. http://doi.org/10.5199/ijsmart-1791-874X-24c

Khodamoradpoor, M., Moharramzadeh, M., & Yektayar, M. (2020). Relationship between key drivers
customer experience with perceived value and loyalty of them (Investigation of players in the Football
Premier League as clubs internal costumer). Consumer Behavior Studies Journal, 7(1), 72-88.
http://doi.org/10.34785/J018.2020.660

Koscidtek, S. (2024). Equity crowdfunding in sports clubs: Consumer-oriented strategic marketing (p.
163). Taylor & Francis. http://doi.org/10.4324/9781003320623

Kurihara, C., Inoue, K., Kai, H., Suzuki, K., Saeki, H., Funabashi, Y., ..., & Imamura, K. (2023). Our
“WMA declaration of Helsinki”: Opinions and proposals from patient and public for research ethics.
In Ethical Innovation for Global Health: Pandemic, Democracy and Ethics in Research (pp. 243-269).
Singapore: Springer Nature Singapore. https://doi.org/10.1007/978-981-99-6163-4 13

Lawshe, C. H. (1975). A quantitative approach to content validity. Personnel Psychology, 28(4). Link
Liu, M. (2024). Brand value and marketing strategies of professional sports clubs. Paper presented at the
International Conference on Economic Management, Financial Innovation and Public Service (EMFIPS
2023) (pp. 239-248). Atlantis Press. https://doi.org/10.2991/978-94-6463-441-9 22

Mansouri, H., Sadeghi Boroujerdi, S., Polonsky, M., Husin, M. M., & Seydi, M. (2022). Investigating the
mediating role of market orientation between internal marketing and the development of entrepreneurial
orientation within private sports clubs. New England Journal of Entrepreneurship, 25(2), 103-120.
https://doi.org/10.1108/NEJE-12-2020-0055

Mao, L. L., Zhang, J. J., Kim, M. J., Kim, H., Connaughton, D. P., & Wang, Y. (2024). Towards an
inductive model of customer experience in fitness clubs: a structural topic modeling approach. European
Sport Management Quarterly, 24(4), 898-920. https://doi.org/10.1080/16184742.2023.2219684

Mercken, S. (2017). Customers' and employees' willingness to join an engagement platform: An empirical
study of Nike's Training Club.

Mohammadi, F., & Salem Hasan, A. (2024). The effect of digital entrepreneurship on the development of
the marketing mix of professional sports clubs in the southern and central cities of Iraq. Sports Marketing
Studies, 4(4), 39-56. https://doi.org/10.22034/sms.2023.139347.1233

Mohammadi, S., Mahmoudian, A., & Rayner, M. (2024). Applying the strategic model of customer
experience in the field of sports: the customer experience model in sports and recreation complexes.
in marketing and design in the service sector: Enhancing customer experience (pp. 153-173). Emerald
Publishing Limited. https://doi.org/10.1108/978-1-83797-276-020241011

Nasr Esfahani, D., Shirani, M., & Dalvi Esfahani, M. (2024). Investigating the impact of pricing of sport
complex on consumer’s choice in Isfahan. (€203370). Management and Entrepreneurship in Sport, 3(1),
€203370 https://doi.org/2024.462891.1064 [In Persian].

Nazari, R., Moshkelgosha, E., & Loghmani, M. (2023). Customer behavior and brand promotion in
professional sports clubs: Developing social networks marketing model. Sports Business Journal, 3(4), 49-
69. https://doi.org/10.22051/sbj.2023.44499.1113

Niederberger, M., & Spranger, J. (2020). Delphi technique in health sciences: A map. Frontiers in public
health, 8, 457. https://doi.org/10.3389/fpubh.2020.00457

Pamidimukkala, A., & Kermanshachi, S. (2023). Occupational challenges of women in construction
industry: Development of overcoming strategies using Delphi technique. Journal of Legal Affairs and
Dispute Resolution in Engineering and Construction, 15(1), 04522028.
https://doi.org/10.1061/(ASCE)L.A.1943-4170.0000571

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad


https://doi.org/10.30473/jsm.2018.32330.1203
http://doi.org/10.5199/ijsmart-1791-874X-24c
http://doi.org/10.34785/J018.2020.660
http://doi.org/10.4324/9781003320623
https://doi.org/10.1007/978-981-99-6163-4_13
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/parsmodir.com/wp-content/uploads/2015/03/lawshe.pdf
https://doi.org/10.2991/978-94-6463-441-9_22
https://doi.org/10.1108/NEJE-12-2020-0055
https://doi.org/10.1080/16184742.2023.2219684
https://doi.org/10.22034/sms.2023.139347.1233
https://doi.org/10.1108/978-1-83797-276-020241011
https://doi.org/2024.462891.1064
https://doi.org/10.22051/sbj.2023.44499.1113
https://doi.org/10.3389/fpubh.2020.00457
https://doi.org/10.1061/(ASCE)LA.1943-4170.0000571

@W‘ a9 552 bl 99

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

41.

Pashaie, S., Abdavi, F., Badriazarin, Y., Cincimino, S., & Figne, M. (2020). The model of creation of
customer relationship management (CRM) technology in sports services section. Journal of Advanced
Sport Technology, 4(2), 38-48.

Pourzarnegar, J. (2022). The viewpoint of sports clubs’ managers on sports marketing. Sports Business
Journal, 2(1), 103-114. https://doi.org/10.22051/sbj.2022.40442.1032

Powell, C. (2003). The Delphi technique: Myths and realities. Journal of Advanced Nursing, 41(4), 376-
382. https://doi.org/10.1046/j.1365-2648.2003.02537.x

Proctor, D., Dunne, G., & Flanagan, S. (2023). Towards a model of sports franchise leverage for destination
marketing. Journal of Destination Marketing & Management, 30, 100829. https://doi.org/10.1046/j.1365-
2648.2003.02537.x

Rajabi, H., Tarighi, R., & Mizany, M. (2016). The Study of Customer experiences and satisfaction of
service in Aquatic sports clubs. Applied Research in Sport Management, 4(3), 67-78. Dor:
20.1001.1.23455551.1394.4.3.5.7

Spranger, J., Homberg, A., Sonnberger, M., & Niederberger, M. (2022). Reporting guidelines for Delphi
techniques in health sciences: A methodological review. Zeitschrift fiir Evidenz, Fortbildung und Qualitét
im Gesundheitswesen, 172, 1-11. https://doi.org/10.1016/j.zefq.2022.04.025

Stegmann, P., Matyas, D., & Strébel, T. (2023). Hype or opportunity? Tokenization as engagement
platform in sport marketing. International Journal of Sports Marketing and Sponsorship, 24(4), 722-736.
https://doi.org/10.1108/1JSMS-08-2022-0157

Sun, S., & Younghwan, P. (2023). Effects of service quality and service convenience on customer
satisfaction and loyalty in self-service fitness centers: Differences between staffed and unstaffed services.
Sustainability, 15 (19), 14099. https://doi.org/10.3390/sul51914099

Thangaratinam, S., & Redman, C. W. (2005). The delphi technique. The Obstetrician &
Gynaecologist, 7(2), 120-125. https://doi.org/10.1576/toag.7.2.120.27071

Varmus, M., & Kubina, M. (2015). Innovative approaches to creation of marketing communications for
sports clubs. Procedia Economics and Finance, 26, 12-16. https://doi.org/10.1016/S2212-5671(15)00794-
7

Vernon, W. (2009). The Delphi technique: a review. International Journal of Therapy and
Rehabilitation, 16(2), 69-76. https://doi.org/10.12968/ijtr.2009.16.2.38892

Yousuf, M. 1. (2007). Using expertsopinions through Delphi technique. Practical Assessment, Research,
and Evaluation, 12(1). https://doi.org/10.7275/rrph-t210

Yousefi Mehrian, ST., Nasr Esfahani, D. and Fallah, M. (2016). Studying the relationship between price
discounts and customers' purchase intention for sports products in Yasuj city. Paper presented at the Second
National Conference on New Achievements in Physical Education and Sports, Chabahar. [In Persian]. Link
Yousefi Mehrian, S. T., Nasr Esfahani, D., & Fallah, M. (2016). Analysis of the relationship between store
image and customers' purchase intention for sports products. Paper presented at the Second National
Conference on New Achievements in Physical Education and Sports, Chabahar. [In Persian]. Link

PV oylos IA 090 31035 9 i« ))9 Sy poo Olalllae aolilad


https://doi.org/10.22051/sbj.2022.40442.1032
https://doi.org/10.1046/j.1365-2648.2003.02537.x
https://doi.org/10.1046/j.1365-2648.2003.02537.x
https://doi.org/10.1046/j.1365-2648.2003.02537.x
https://dor.isc.ac/dor/20.1001.1.23455551.1394.4.3.5.7
https://doi.org/10.1016/j.zefq.2022.04.025
https://doi.org/10.1108/IJSMS-08-2022-0157
https://doi.org/10.3390/su151914099
https://doi.org/10.1576/toag.7.2.120.27071
https://doi.org/10.1016/S2212-5671(15)00794-7
https://doi.org/10.1016/S2212-5671(15)00794-7
https://doi.org/10.12968/ijtr.2009.16.2.38892
https://doi.org/10.7275/rrph-t210
https://civilica.com/doc/583810/
https://civilica.com/doc/583597/

