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Abstract

Background &Purpose: Marketing is the key business unit of the sports industry
and it is clear that its customers are one of the most important assets.
Methodology: this research is Applied and correlational. The statistical population
consisted of all private and public sports clubs in Tabriz city, with 398 customers
selected randomly and clustered. The research tools were four standard internal
marketing, Sensory Marketing, Fontaine Relationship Marketing and Customer
Loyalty Inventory Questionnaire. Content validity was confirmed by experts and
reliability through Cronbach's alpha coefficient is estimated. The analytical results
of the test KS, Pearson and multiple regression and structural equation modeling and
the demographics of frequency, percentage, mean and standard deviation with the
help of software Excel, SPSS and Amos were used.

Results: The results showed that there is a positive and significant relationship
between internal marketing, relationship and sensory and their components with
customer loyalty (p = 0.01). The results also showed that 38 percent of the variance
in total loyalty changes of sports club clients is related to relationship marketing,
sensory and internal communication. Finally, the results showed that the model of
relationships between sensory marketing, relationships, internal and customer
loyalty has a desirable fit.

Conclusion: Managers of sports centers must improve the knowledge and skills of
their employees and coaches in response to customer needs and customer
relationships in order to improve the quality based on the highest expectations of
the customers.

Keywords: Sports marketing, sports industry, customer orientation, sports clubs,
loyalty.



10.

11.

12.

&lw

Jones, M., Reynolds, K. (2005). The Role of Retailer Interest on Shopping
Behavior, Journal of Retailing, 82(2): 115-126.

Salarzehi, H, A., Amiri, Y. (2011). Investigating the Factors Affecting the
Establishment of Customer Relationship Management Process in Insurance
Companies, Management Researches, 4 (12): 131-144. (In Persian)
Hoseini, M., H., Rezaei, M. (2011). Investigating Factors Affecting Brand
Loyalty in Dairy Products Market, Business Management Perspective, 38:
57-79. (In Persian)

Ghilani Nia, Sh., Mosavian, S., J. (2010). Effect of brand loyalty on brand
equity of the bank from the viewpoint of electronic card customers,
Industrial Management, 5 (14): 103-119. (In Persian)

Harrison, T. (200). Financial Services Marketing, Harlow: Pearson, 254.
Kotler, F., Kartajia, H. (2015). Third Generation Marketing: From Product
to Customer and to Human Spirit, Persian translation by Rahmati H, R.,
Vatanparast, A., Aria Kalam, B. Tehran, Arya Kalam Publication, fourth
edition, 55. (In Persian)

Deraghi, P. (2009). Issues and topics of marketing services with Iran's
market attitude, Tehran, Rasa Publication, First edition, 84. (In Persian)
Domenico, C., A. (2010). New concept of marketing: The emotional
marketing, Broad Research in Accounting. Negotiation, and Distribution, 1
(1): 52-59.

Papasolomou, 1., Vrontis, D. (2006). Building corporate branding through
internal marketing: the case of the UK retail bank marketing. Journal of
Product and Brand Management, 15: 37-47.

Rahimiagdam, S., Molaei, L., Mridandar, F. (2019). The Impact of
Relationship Marketing on the Performance of Labor Deployment in the
Overseas Employment Industry. International Business Management, 1
(3):154-164.

Seeic, M. Purdana O.D. Vatroslav, S. (2019). How can perceived
consistency in marketing communications influence customer-brand
relationship outcomes? European Management Journal, Vol. 29 Iss 1,
https://doi.org/10.1016/j.emj.2019.08.011, 1-9.

Sheidaie Habashi, Sh., Fazlzadeh, A., Faryabi, M. (2015). Investigating
Relational Marketing, Emotional Marketing and Support in Customer
Loyalty, Journal of Marketing Management, 24: 114-138.


https://sd1.giga-lib.com/science/article/pii/S0263237319301057#!
https://sd1.giga-lib.com/science/article/pii/S0263237319301057#!
https://doi.org/10.1016/j.emj.2019.08.011

190 B ... i) g sleeBuil b yiduo (5 1589 4 saookul g SIS (ows bl L sl

13

14.

15.

16.

17.

18.

19.

20.

21.

22.

. Amirian, S., S. (2015). Investigating the Relationship between Internal
Marketing, Job Satisfaction, Relational Marketing, Customer Orientation
and Organizational Performance (Case Study: Mortgage Bank). [MSc]. Ann
Arbor: Payame Noor of Tehran, 35.

Salar, J., Sazvari, M., Hadadi, Sh., Aghajani Sheikh, M. (2017). The CRM
positioning in relationship management, the first specialized marketing
management conference and new approaches to the market, Payame Noor
University of Mazandaran (Unit Qaem City) , 8. (In Persian).

Kim, Yu, Kyoum., Trail, G. (2011). A conceptual framework for
understandingrelationships  between sport consumers and sport
organizations: A relationship quality approach. Journal of sport
management, 25: 57-69.

Ameri, M, H., Bahrami, S., Sayadi, M, A. (2012). Investigating the
Relationship Between Quality of Service with Satisfaction and Loyalty of
Customers in Public and Private Sports Facilities of Urmia, Applied
Research in Sport Management, 3 (1): 11-23.

SeyedJavadin, S, R., Barari, M., Saatchian, V. (2017). Affiliate Marketing
in the Sports Industry, Sport Management Studies, 24 (2): 15-34. (In
Persian)

Yu-chuan, ch., shiny, 1. (2013). Modeling internal marketing and employee
loyalty; a quantitative approach, Asian Social Science, Vol. 9 Issue 5: 99-
100.

Yu, T.W. and Tung, F.C. (2013). Investigating effects of relationship
marketing types in life insurers in Taiwan. Managing Service Quality, 23(2):
111-30

Nebo, G., N., Okechukwu, E. (2017). Effects of Internal Marketing on
Customer Orientation Behaviour of Selected Hotels’ Employees in Nigeria,
European Scientific Journal, edition Vol.13, No.16 ISSN: 1857 — 7881
(Print) e - ISSN 1857- 7431.

Agapito, D., Valle, P., Mendes, J. (2014). The sensory dimension of tourist
experiences: Capturing meaningful sensory-informed themes in Southwest
Portugal. Tourism Management, 42:224-237.

Samiee Majdabadi, M., Mousavi Rad, S.T. (2019). The Impact of
Relationship Marketing on the Loyalty of Sporting Goods Shops in Alborz
Province, Third International Conference on Modern Research in Sport



1o liwo] g july « A 6jloids (o g Jlw oSy JUid ) g o 00l gy B 195

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

Science and Physical Education, Hamedan, Permanent Conference
Secretariat,  https:  //www.  civilica.com /  Paper-NRSSPEOQ3-
NRSSPE03_042.html, 10. (In Persian).

Zarei, A. (2018). The Effect of Relational and Intuitive Marketing on the
Loyalty and Intent to Buy Customers of Sports Brands. Master thesis.
Kurdistan University - Faculty of Literature and Humanities, 40. (In
Persian).

Kotler, P., Armstrong, G. (2004). Principles of marketing (10th Ed.). Upper
Saddle River, NJ: Prentice Hall, 89.

Razorfish. (2015). Digital Dopamine: Global Digital Marketing Report. This
study was conducted in partnership with the Center for the Digital Future.
ShirKhodaei, M., Nejat, S., Akbari, A. (2015). Investigating the Effect of
Relative Marketing Markets on Customer Satisfaction and Loyalty in Iran
Insurance Company, Journal of Research in New Marketing Research, 1
(61): 129-148. (In Persian)

Vazifedoste, H. Bodagi, H. Abdoli, m. (2018). The Impact of Relevant
Marketing Strategies on Customer Satisfaction and Customer Loyalty of

Ansar Bank .Strategic Management Research, 23(66):143-156.

Taheti Kia, F., Meschi, S. (2012). Evaluating the Effect of Retail Consumer
Efforts on Users' Behavior and Behavior, (Researcher) Management
Quarterly, 9 (28): 73-84. (In Persian)

Ranjbarian, B., Barari, M. (2009). The Effect of Affiliated Marketing
Foundations on Customer Loyalty: A Comparison of State and Private
Banks, Journal of Commercial Management, (2): 83-100. (In Persian)
Ghazi Zadeh, M., Beighi Nia, A, R. (2011). Article the Effect of Affiliated
Marketing on Customer Loyalty Using a Distributed Marketing Model,
Journal of Shahed University, 47(2): 22-47.

Chiu, h.c. Hsieh, Y.h. Li, Y. Lee, M. (2005). Relationship Marketing and
Consumer Switchin Behavior, Journal of Business Research, Vol 57, issue
12:1681-168.

Anisimova, T.A. (2007). The effects of corporate brand attributes on
attitudinal and behavioral consumer loyalty, The Journal of Consumer

Marketing, 24 (7): 395-405.

Sin, L. Y. M. and Tse, A. C. B. and Yau, O. H. M. and Lee, J. S. Y. and
Chow, R. (2005). The Effect of Relationship Marketing Orientation on



1av B L i jgg slee Bl (b yidio (51589 4 saookul g SIS (ows bl L sl

34.

35.

36.

37.

38.

39.

40.

41.

42.

43.

Business Performance in a Service-oriented Economy, Journal of Service
Marketing, 16(7): 656-676.

Ebrahim poor Azbari, M., Akbari, M., Rafei Rasht Abadi, F. (2015). The
role of empirical marketing in brand commitment by mediating trust and
brand loyalty, Business Management Journal, 7 (4): 783-804. (In Persian)
Nistorescu, T. Barbu, C. M. (2004). Retail Stor Design and Environment as
Branding Support in the Services Marketing. Journal of Retailing, 66(3):
301-319.

Liang, T. P. Lai, H. J (2002). Effect of store design on consumer purchase

van empirical study of on-line book stores, Information & Management,
39(6): 431-444

Schmitt, B. H. (2009). The concept of brand experience. Journal of Brand
Management, 16 (7): 417-419.

Ferreira, H., and Teixeira, A. (2013). Welcome to the experience economy:
assessing the influence of customer experience literature through
bibliometric analysis. Faculdade de Economic, ISSN: 0870-8541.
Helgesen, Q. H® avold, J. 1. Nesset, E. (2010). Impacts of store and chain
images on the quality—satisfaction—loyalty process in petrol retailing.
Journal of Retailing and Consumer Services, 17(9): 109-118.

Ahardja, Ch, Anandya, D. (2010): Experiential marketing, customer
satisfaction, behavioral intention: ~ timezone  game  center
Surabaya, Published in: Proceedings the first international conference
business and economics, Vol. April, No. 1 (15. April 2010): 1-6.

Manhas & Ramijit. (2013). Customer Experience and Its Relative Influence
on Satisfaction and Behavioural Intention in Hospitality and Tourism
Industry. New campus, Jammu (J&K) India, SAJTH, 6 (1): 53-68.

Mihani, G., Abdolmaleki, A., Mihani, M, R. (2016). Investigating the Role
of Internal Marketing Factors in Creating Trust in Satisfaction and Creating
Loyalty in Customers Case Study: Private Insurance Companies of
Kurdistan Province 2nd International Conference on Challenges and
Solutions, Shiraz, 8. (in persian),

Awan H. M. Siddiquei, A. N. Jabbar. A. Abrar. M. Ahmad Baig, S. (2015).
Internal Marketing and Customer Loyalty: A Dyadic Analysis. Journal of
Service Science and Management, 8:216-228.



1o b limo] g jul « A o losd qus jgs Jlw (iS4 Jlid ) g i a0 ool gty EHl 1 9A

44,

45.

46.

47.

Martensen, A., Grgnholdt, L. (2003). Improving Library Users’ perceived
guality, satisfaction and Loyalty: An integrated measurement and
management system”. The Journal of Academic Librarianship, 29 (3): 140-
147.

Rafig, M. and Ahmed, P.K. (2000). Advances in the IM concept: Definition,
synthesis, and extension. Journal of Services Marketing, 14(6).449 — 462.
Yu, Q., & R. Barnes, B. (2010). Performance improvement by investing in
internal marketing management. IEEE, 708-713.

Dadkhah, M, R. (2009). Customer Center, Shahr Ashsh Publication, Sixth
Edition, Tehran, Center for Applied Science and Culture and Arts and
Entertainment, Tehran, 35.



