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Provide a Model For Improving the quality of customer lifetime
value in Sport Clubs

Mahrokh Rajabie!, Mozhgan Khodamoradpor*?, Mozafar Yektayar’. Rshad Hosainie*

Abstract

Background & purpose: Organizations can train customers with long-
time relationships to generate more sales and earn more. Because all
people are financially attractive to organizations, it is critical to determine
their Profitable strategy and allocate resources based on customer lifetime
value. The purpose of this study was to provide a model for optimizing the
quality of customer lifetime value in sport clubs.

Methodology: The present research method is descriptive-correlational,
data collection, field and applied in terms of using the results. Indicators
were identified using library and previous research documents. The
research tool was a researcher-made questionnaire from a library study.
The questionnaire had 30 items and its content validity was done based on
the opinion of experts. According to the model and the number of
questionnaire questions (30 items and 10 people for each question), the
sample size was estimated to be 300 people.In order to Content validity
the Lawshe formula was used, the overall validity of the questionnaire
calculated 0.85. SPSS software was used for data analysis and Amos
software was used for the model.

Results: The results showed that with respect to t values greater than 1.96,
the most important components in optimizing the quality of customer's
lifetime value were infrastructure with a factor load of 0.84, economic
factors with a factor load of 0.71 and branding with a factor load of 0.51.
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Also, customer relationship with a factor load of 0.94 was determined as
the most influential factor.

Conclution: According to the research results, establishing a close and
continuous relationship with the customer, using the correct customer
relationship management method is one of the most important factors in
optimizing the quality of customer's longevity value in sports. Sports
managers should pay special attention to the development of sports
infrastructure by creating appropriate hardware facilities and easy access
to sports facilities. The consultation of sports managers to increase the
amount of budget dedicated to sports, through attracting sponsors and the
help of donors, can also help to improve the economic problems of sports
clubs, and finally, it is suggested that through creating special value, club
managers can create emotional commitment in customers by building
trust. and increase the satisfaction of the service quality in creating a
positive attitude of the club and try to build a brand.

Keywords

Improving lifetime value, customer relationship, sports infrastructure, club
brand.



1o Glino ] g juib « Fo 6 loib (i Jlw i3S j> JLid ) g i o ool gty 1P ED

10.

11.

12.

13.

14.

15.

16.

Aaker, D.A. (1996), Building Strong Brands, The Free Press, New York, NY, pp. 35, 71.
Aaron C.T. Smith BS. (2015). Introduction to Sport Marketing (Sport Management Series).
97811380229606 R, editor. alzahra2015.

Abdolvand. M., A., & Honary Sharif. E. (2015). Identifying Factors Affecting Loyalty and
Commitment to Brand Name in Social Media, Development and Transformation
Management. 24:80-69. (Persian)

Akmali. V. & Nasiri. M., (1400). Meta-analysis of studies of factors and barriers affecting
the support of sports in Iran, sports management studies, articles ready to be published,
Accepted, online publication from 2 June. 1400. (Persian)

Annear, M. J. Cushman, G. & Gidlow, B. (2009). Leisure time physical activity differences
among older adults from diverse socioeconomic neighborhoods. Health and Place, 15
(2):482-90.

Arundhati, Ghosh, & Srinath, Naidu. (2020). Customer Lifetime Value Prediction: A Study
on Multiple Brands Purchase of Consumer Packaged Goods, International Journal of
Innovative Research in Applied Sciences and Engineering (IJIRASE), Volume 3, Issue 8,
DOI: 10.29027/JIRASE.v3.i8. 510-513.

Banar, N., Dastoom, S., & KhanMohammadi, A., M., (2017). Analyzing the Developmental
Aspects of Sports Participation in Gilan Province: Services, Strata, Factors, Custodians,
Needs, Challenges and Solutions. 10(48):37-66. (Persian)

Boonlertvanich, K. (2019). Service quality, satisfaction, trust, and loyalty: the moderating
role of main-bank and wealth status. International Journal of Bank Marketing. 37 (1): 278-
302.

Carlson, BD., & Donavan, DT. (2013). Human Brands in Sport: Athlete Brand Personality
and Identification. Journal of Sport Management. 27 (3):193-206.

Chan, S. & Ip, W. (2011). A dynamic decision support system to predict the value of
customer for new product development. Decision Support Systems, 52(1): 178-188.

Brown, M.,& Nagel, M. (2002). The size of the sport industry in the united states. Congress:
Future of sport management proceeding,Firenze:ltaly: EAS

Christodoulides, G. D. (2010). Conceptualising and measuring the equity of online brands.
Journal of marketing management, 22 (7/8), 799 — 825.

Bauer, H. H. Sauer, N. E. Exler, S. (2008). Brand Image and Fan Loyalty in Professional Team
Sport: A Refined Model and Empirical Assessment. Journal of Sport Management, 22:205 —
226.

Wolff, J. A., &Pett, T. L. (2006). Small - firm performance: Modeling the role of productand
process improvements. Journal of Small Business Management, 44(2), 268-84.

Yusof, A., & Pariah, M. (2008). Globalization and Malaysian sports industry. Journal of
Intentional Studies, 8, 112-6.

Kaplan, N. (2016). Performance management: An administrator's guide for assessingand
improving employee performance (Abol-Alaei. , B., Translator). Tehran: Industrial
Management Press. (Persian).



Ve E i g loelSuily 4 (s sido jae Jgb Uil CiudaS 65 )l Jso bl

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

217.

28.

29.

30.

3L

32.

Ashraf, S., llyas, R., Imtiaz, M., & Ahmad, S. (2018). Impact of Service Quality, Corporate
Image and Perceived Value on Brand Loyalty with Presence and Absence of Customer
Satisfaction: A Study of four Service Sectors of Pakistan. International Journal of Academic
Research in Business and Social Sciences, 8(2), 452-474.

Greenwell T C., Fink,J.S., & Pastor,D.L. (2002). Assessing the influence of the physical
sport facility and customer satisfaction within the context of the service experience.Sport
Management Review. 5,129-140.

Ramzani-nejad, Zabihi, & Jurablou. (2011). Investigating the educational factors affecting
the management of physical education classes in deprived schools and those with sports
facilities. Educational Leadership and Management, 15(5), 47-62.

Ko, Y.J,, Chang, Y., Jang, W., Sagas, M., & Spengler, J. O. (2017). A hierarchical approach
for predicting sport consumption behavior: A personality and needs perspective. Journal of
Sport Management, 31(3), 213-228.

De Bosscher, V., De Knop, P., van Bottenburg, M., Shibli, S., & Bingham, J. (2009).
Explaining international sporting success: An International comparison of elite sport systems
and policies in six Countries. Sport Management Review. (12):113-136.

Dishman, Rod K. (2001). Exercise-Psychological aspects. RA781. B83 2001.ISBN: 0-7360-
0078-x

Dorescou, T. & Salgau, S. (2011).Consumer satisfaction the type of fitness club in Bacau,
bulletin of the Transylvania University of Brasov.Bulletin of the Transylvania University of
Brasov, 4 (1): 115-22.

Emerson, A., Lazaro, W., Rodrigues, S., & Teixeira, A. (2019). Effects of internal marketing
on job satisfaction in the banking sector. International Journal of Bank Marketing. 35
(7):1313-1333.

Fakhri, F., Razavi, S., M., H., & Khadem, A., R. (2015). Meta-analysis of the relationship
between economic factors and sports performance of countries in sporting events. Strategic
studies of sports and youth. Summer 2015, Volume 14(28). (Persian)

Ghorbani, M, H., Safari Jafarloo, H., R., & Esmaeili, M., R. (2020). Sustainable
Development Through Sport: Barriers and Strategies. Sport Management Studies. 12(60).
83-102.

Hill, N., Self, B., & Roche, G. (2007). Customer satisfaction measurement for 1ISO 9000:
2000. Routledge.

Hoffmann, R. Ging, L. C. & Ramasamy, B. (2004). Olympic Success and ASEAN Countries,
Economic Analysis and Policy Implications. JOURNAL OF SPORTS ECONOMICS. 5
(3):262-276.

Jiang, L., Yang, A., Z., & Jun, M. (2013). Measuring consumer perceptions of online
shopping convenience. J. Serv. Manag. Emerald 24(2): 191-214.

Kalhor, F., Seyed Ameri, M., H., & Azizi Qara Mohammadi, A. (2015). The Relationship
between Customer Relationship Management (CRM) and Productivity in Qazvin Sports
Clubs. Applied Research in Sports Management. 2(18). (Persian)

Kline, R., B. (2010). Principles and practice of structural equation modeling (3rd Ed).
NewYork: Guilford Press.

Kotler, P., & Keller, K. L. (2014). Philip Kotler. Astromax Entertainment.



1o Glisoj g jub « Fo 6 loib (i Jlw i3S 3> JLid ) g i o ool gty 1 PEED

33.

34.

35.

36.

37.

38.

39.

40.

41.

42,

43.

44,

45,

46.

47.

48.

Lawshe, C. H. (1975). A quantitative approach to content validity. Personnel psychology,
28(4), 563-575.

Lee, S., &Walsh, P. (2011). SWOT and AHP hybrid model for sport marketing outsourcing
using a case of intercollegiate sport. Sport Management Review. 14 (4). 361-369.

Lew, G. (2017). The importance of customer lifetime value in determining their profitability.
The Business & Management Review. 8 (4):24.

Liang, Y. H. (2010). Integration of data mining technologies to analyze customer value for
the automotive maintenance industry. Expert systems with Applications, 37 (12):7489-7496.
Lim, Y. (2013). Consumer Evaluation of a Vertical Brand Extension in the Lodging Industry:
Relationships among Brand Trust, Brand Loyalty, Brand Distance, and Brand Extension.
Virginia Polytechnic Institute and State University.

Luiz, J., M., & Fadal, R. (2011). An economic analysis of sports performance in Africa,
International Journal of Social Economics, Emerald Group Publishing. 38 (10): 869-883.
Mahmoodi, A., Honari, H,. Eslami, A. (2016). The Role of Customer Relationship
Management in the Customers' Loyalty to the Recreational Sports Centers. port Management
Studies. Volume 8, Issue 36, 189-208. (Persian)

Mirzaei, J., & Hosseini, S., E. (2017). The Effect of Sensory Marketing on Customer
Satisfaction, Trust and Loyalty to Sports Brands. Journal of Sport Management. 9 (3): 549-
564 (Persian)

Nabizadeh F, & Rouhani S. (2020). Clustering and Prediction Model of Customer Lifetime
Value (Case Studies: IRAN National Center for Numbering Goods and Services). Journal of
Industrial Management Perspective. 10 (4):41-63. (Persian)

Noudehi, M. A., Ahmadi, M., Dadashi, M. S., & Nodehi, G. (2016). Development of rural
development strategy in Golestan province. Quarterly Journal of Strategic Studies, Ministry
of Sport and Youth, 33, 28. 151-62. (In Persian)

Rahmani, A., & Biniaz, S., A. (2015). The effect of brand equity, social marketing and green
marketing on the behavior of customers of sports products, National Conference on Sports
Science Developments in the field of health, prevention and championship. Volume 1.
(Persian)

Salimi, M,.Soltanhosseini,M,. Salimi, M,.Soltanhosseini, M,. & Lotfi, M. (2013).
Prioritizing social and economic effects of sport places on Urban Environment (A case study:
Yazd City). Urban - Regional Studies and Research Journa. 4(16). 17-21. (Persian)

Salimi, M., Sultan Hosseini, M., & Naderian Jahromi, M. (2015). Assessing Barriers to
Sports Marketing Development in Iran, Sports Management Studies. (92):13-36. (Persian)
Seifpanahi, Shabani, J, & Haji Hasani, M. (2017). The Effective Factors in Promoting of
Iranian Sport National Teams. Ann Appl Sport Sci. 5(4):77-84. (Persian)

Seyed Ghorban, Z., & Tahernejad, H. (2012). A Study on Effect of Brand Credibility on
Word of Mouth: With Reference to Internet Service Providers in Malaysia. International
Journal of Marketing Studies. 4 (1):26. (Persian).

Shafiee, Sh. Zareian, H. & Barakhas Qormish, H. (2017). The Impact of Business
Intelligence on Financial Performance through Innovation and Brand Success (Case Study:
Private Sports Clubs in Rasht). Sports Management Studies. (41):146-127. (Persian)



1o D it g9 loelSuily 4 (s sido sae Jgb Uil CudaS 465 )l Jso bl

49.

50.

Sl

52.

53.

54.

55.

56.

57.

Shahin, A., & Mohammadi Shahiverdi, S. (2015). Estimating the value of customer life for
new product development based on the Kano model with a case study in the automotive
industry. 22 (5):873-857. (Persian)

Sugiyama, T. (2012). The built environment and physical activity behaviour change: New
directions for research. Res Exerc Epidemiol. by the Japanese Association of Exercise
Epidemiology. 14(2):118-24.

Taghizadeh, S. (2013) the relationship between brand equity dimensions and behavioral
intentions of Iranian insurance customers.Master's thesis, University of Tehran, Faculty of
Management. (Persian)

Vansgaard J P, Daniel J., Rhind A. (2022) Investigating the Moderating Effects of Social
Wellbeing on the Relationship between Brand Identity and Fan Loyalty amongst Soccer Fans
in America .International Journal of Social Science And Human Research. 5 (1) DOI:
10.47191/ijsshr/v5-i1-17, 112-121

Vazifehdost, H,. Khajehnobar, H.,Abdoli, M. (2017). Investigating the Impact of
Relationship Marketing (RM) Strategies on Customer Satisfaction and Customer Loyalty of
Ansar Bank Clients. Strategic Management Researches. 23(66). 143-165. Persian)

Vicente Guerola-Navarro, Raul Oltra-Badenes, Hermenegildo Gil-Gomez & Jose Antonio
Gil-Gomez (2021) Research model for measuring the impact of customer relationship
management (CRM) on performance indicators, Economic Research-Ekonomska
Istrazivanja, 34:1, 2669-2691.

Waltz, C.F., Bausell,. R.B. (1981) .Nursing research: design, statistics, and
computer analysis. Illustrated ed. Philadelphia: F.A. Davis Co

Wu, S., H., & Li, P. (2011). The relationships between CRM, RQ, and CLV based on
different hotel preferences. International Journal of Hospitality Management. 30:262-71.
Zhang, H., Liang, X., & Wang, S. (2016). Customer Value Anticipation, Product
Innovativeness, and Customer Lifetime Value: The Moderating Role of Advertising
Strategy. Journal of Business Research. 69 (9):3725-3730.



