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through perceived value represents a novel approach in analyzing sports
consumer behavior. By focusing on the audience’s subjective perceptions,
this framework enables the design of effective strategies for attracting,
retaining, and enhancing engagement with sporting events. The purpose of
this study is to examine the mediating role of overall satisfaction and
emotional satisfaction in the relationship between perceived value and
behavioral intentions of football spectators.

Methodology: This research is applied in nature and employs a correlational
design with a structural equation modeling (SEM) approach. The statistical
population consisted of spectators present at Azadi Stadium during the
2017-2018 season. A non-random, voluntary sampling method was used,
resulting in a sample size of 383 participants. Data were collected using
standardized questionnaires: Perceived Value (Luskiu & McDougall, 1996),
Overall Satisfaction (Lourie & Arnett, 2000), Emotional Satisfaction
(Reynolds & Beatty, 1999), Intention to Re-attend and Word-of-Mouth
(Carroll, 2009), and Willingness to Pay More (Zeithaml et al., 1996). Data
analysis was conducted using SPSS and Smart PLS software.

Findings: The results indicated that perceived value indirectly affects
behavioral intentions through emotional satisfaction in a statistically
significant manner. Based on the VAF index, emotional satisfaction mediates
48% of the relationship between perceived value and behavioral intentions.
In contrast, overall satisfaction did not show a significant mediating effect in
this relationship.

Conclusion: Emotional satisfaction plays a crucial role in shaping the
behavioral tendencies of football spectators. It is recommended that sports
managers and marketers implement strategies that enhance emotional
satisfaction among spectators to strengthen their behavioral engagement
and loyalty.
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Extended Abstract

In recent years, the study of consumer behavior in sports has gained
considerable attention, particularly regarding the psychological and emotional
factors that influence spectators’ decisions. As sports consumption increasingly
shifts from mere attendance to immersive experiences, understanding the
underlying motivations of spectators has become a strategic priority for sports
marketers and event organizers. Among these, perceived value has emerged as
a pivotal construct in understanding how audiences evaluate their experiences
and form intentions toward future engagement. It encompasses not only the
functional benefits of attending a sporting event but also the symbolic and
hedonic aspects that contribute to the overall experience.

Perceived value, defined as the consumer’s overall assessment of the utility of a
product or service based on what is received and what is given, has been shown
to significantly affect satisfaction and loyalty. This evaluation often includes
tangible elements such as ticket pricing, seating quality, and service efficiency,
as well as intangible factors like emotional resonance, team identification, and
social atmosphere. The multidimensional nature of perceived value makes it a
critical predictor of post-consumption behaviors in the sports context.

While numerous studies have explored the cognitive dimensions of satisfaction,
the emotional component has often been overlooked. Emotional satisfaction,
which reflects the affective response of consumers to their experiences, may play
a critical role in shaping behavioral intentions such as re-attendance, word-of-
mouth promotion, and willingness to pay more. Unlike cognitive satisfaction,
which is based on rational judgment, emotional satisfaction is rooted in feelings
of joy, excitement, pride, or disappointment that arise during and after the event.
These emotional reactions can significantly influence the depth of connection
spectators feel toward the team or event, thereby affecting their future
engagement.

This study aims to bridge this gap by examining the mediating roles of both overall
satisfaction and emotional satisfaction in the relationship between perceived
value and behavioral intentions among football spectators. By integrating both
cognitive and emotional pathways, the research seeks to offer a more

comprehensive framework for understanding how perceived value translates into
|
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loyal and proactive fan behavior. Such insights can inform targeted strategies to
enhance spectator experiences and foster long-term commitment in competitive

sports environments.

Purpose of the Study:

The primary objective of this research is to investigate whether overall satisfaction
and emotional satisfaction mediate the relationship between perceived value and
behavioral intentions of football spectators. By exploring both cognitive and
affective dimensions of satisfaction, the study aims to provide a nuanced
understanding of how spectators’ evaluations of their experiences translate into
future behavioral patterns. Specifically, the study seeks to determine which type
of satisfaction—cognitive or emotional—has a stronger mediating effect and how
these mediators influence key behavioral outcomes such as re-attendance, word-
of-mouth communication, and willingness to pay more. This distinction is crucial,
as it enables sports organizations to tailor their engagement strategies based on
the dominant psychological drivers of fan loyalty. Furthermore, the findings may
contribute to the development of more effective marketing and service delivery
models that prioritize not only functional value but also emotional resonance in

the spectator experience.

Theoretical Background:

The concept of perceived value has been extensively studied in marketing
literature and is considered a precursor to customer satisfaction and loyalty. It
represents a multidimensional construct that integrates functional, emotional, and
social benefits perceived by consumers in exchange for their investment of time,
money, and effort. In the context of sports, perceived value encompasses various
elements such as ticket pricing, stadium facilities, team performance, and
emotional engagement. These components collectively shape the spectator’s
overall evaluation of the event, influencing their post-consumption attitudes and
behaviors.

Emotional satisfaction, distinct from cognitive evaluations, involves feelings of
joy, excitement, and connection experienced during sporting events. Unlike

cognitive satisfaction, which is based on rational judgments of service quality or
|
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performance outcomes, emotional satisfaction stems from affective experiences
that resonate with spectators on a personal level. This includes the thrill of
competition, the pride associated with team identity, and the shared emotional
highs and lows with fellow fans.

Previous research has indicated that emotional responses can be stronger
predictors of future behavior than cognitive assessments. For example, studies
have shown that emotions like excitement and pride can significantly influence
fans’ decisions to attend future games or recommend the experience to others.
These emotional triggers often lead to deeper psychological attachment and
enduring loyalty, surpassing the influence of purely rational evaluations.
Moreover, emotional satisfaction has been linked to higher levels of loyalty and
advocacy in service industries, suggesting its potential relevance in sports
marketing. By acknowledging the emotional dimension of satisfaction, sports
organizations can better design experiences that foster meaningful connections
and long-term engagement with their audiences.

Methodology:

This study employed a quantitative research design using structural equation
modeling (SEM) to test the hypothesized relationships. The research was
conducted during the 2017-2018 season of the Iranian Premier League,
specifically targeting spectators attending matches at Azadi Stadium in Tehran.
A total of 383 valid responses were collected through non-random, voluntary
sampling.

Standardized questionnaires were used to measure the key constructs:

e Perceived Value: Luskiu & McDougall (1996)

e Overall Satisfaction: Lourie & Arnett (2000)

« Emotional Satisfaction: Reynolds & Beatty (1999)

e Behavioral Intentions: Carroll (2009) for re-attendance and word-of-mouth;
Zeithaml et al. (1996) for willingness to pay more

Data analysis was performed using SPSS and Smart PLS software to assess the
reliability, validity, and structural relationships among variables.

Findings:

The results revealed that perceived value has a significant indirect effect on

behavioral intentions through emotional satisfaction. This highlights the pivotal
|
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role of affective experiences in shaping spectators’ post-event decisions and
underscores the importance of designing emotionally engaging sports
environments. The Variance Accounted For (VAF) index indicated that emotional
satisfaction mediates 48% of the relationship between perceived value and
behavioral intentions, suggesting a substantial and meaningful mediating effect.
This level of mediation reflects the depth of emotional involvement spectators
experience and its influence on their loyalty-related behaviors.

In contrast, overall satisfaction did not demonstrate a statistically significant
mediating effect. Although general satisfaction may contribute to positive
evaluations of the event, it appears insufficient to drive behavioral intentions when
considered independently. This finding challenges the traditional emphasis on
cognitive satisfaction and points to the need for a more emotion-centered
approach in sports marketing and fan engagement strategies.

These findings suggest that emotional satisfaction is a more powerful mediator
than overall satisfaction in the context of sports spectatorship. Spectators who
experience strong positive emotions during matches—such as excitement, pride,
and joy—are more likely to return, recommend the event to others, and express
a willingness to pay higher prices for future attendance. These behaviors are
essential for the long-term sustainability of sports organizations, as they reflect
deeper psychological commitment and active advocacy. The study thus provides
empirical support for prioritizing emotional resonance in the design and delivery
of sports experiences.

Discussion:

The stronger impact of emotional satisfaction compared to overall satisfaction
highlights the importance of affective experiences in sports marketing. While
cognitive factors like service quality and pricing matter, they may not fully capture
the richness of the spectator experience. Emotional engagement—driven by
team performance, atmosphere, and social interaction—plays a key role in
fostering loyalty and advocacy. This aligns with prior research showing that
emotional responses are often better predictors of future behavior than rational
evaluations.

Moreover, the findings suggest that sports organizations should prioritize

strategies that evoke positive emotions during events. Creating memorable
|
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moments, enhancing crowd interaction, and reinforcing team identity can deepen
emotional bonds with spectators. Such approaches not only increase the
likelihood of re-attendance and positive word-of-mouth but also contribute to
long-term brand equity and fan commitment. By focusing on emotional
satisfaction, marketers can build more resilient and emotionally invested fan
communities.

Implications for Practice:

The findings have significant implications for sports marketers and event
organizers. To enhance behavioral intentions among spectators, strategies
should focus on creating emotionally satisfying experiences. This may include:

o Enhancing stadium atmosphere through music, lighting, and fan
engagement activities.

o Promoting team narratives that evoke pride and excitement.

o Facilitating social interactions among fans to build community and
emotional bonds.

o Offering personalized services that make spectators feel valued and
appreciated.

By prioritizing emotional satisfaction, sports organizations can foster deeper
connections with their audiences, leading to increased loyalty, advocacy, and
revenue generation.

Conclusion:

This study contributes to the literature on sports consumer behavior by
highlighting the mediating role of emotional satisfaction in the relationship
between perceived value and behavioral intentions. The findings suggest that
emotional satisfaction is a more influential predictor of future behavior than overall
satisfaction, emphasizing the need for sports marketers to design experiences
that resonate emotionally with spectators. By focusing on affective engagement,
sports organizations can foster deeper connections with fans and encourage
behaviors that support long-term growth and loyalty.

Future research could explore the specific emotional triggers that most effectively
drive behavioral intentions and examine how these vary across different sports,
cultures, and demographic groups. Understanding these nuances can help tailor

marketing strategies to diverse audiences and enhance the emotional impact of
|
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sporting events. Additionally, longitudinal studies could assess the long-term
impact of emotional satisfaction on fan loyalty and engagement, offering valuable
insights into how emotional bonds evolve over time and contribute to sustained
consumer commitment.

Keywords:

Perceived Value, Emotional Satisfaction, Overall Satisfaction, Behavioral
Intentions, Sports Consumers, Football Spectators, Loyalty, Word-of-Mouth,
Willingness to Pay

https://jrsm.khu.ac.ir/
8


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

EVRV-T
Rl s Sl e BLE s il sl (g mie Culs) w0 sl ax 5 0808 Slias s ca (S
Sl 5 ol a2 S5 ) 350 5 GO DL Olasuiles Sl (g b s Al 4z (sls iz
1l el oy S plol 01 SWales sy e 5 SB35 oo 53 O e Sl g ys (g3 daa
Gl o555 53 O SLaled sdame g2 53 age Jule 0L SLilad ol &5 ol ol ol ol
L Jlss O SLils ()l odlles St jsba (sdwenls; 45 ol OF 51 (Sl 5 Slidos s (1)
Aagssl GLales 5 psislial 3 st 3 a4y hlad Ogmean ()L, ML 5 das o i3 36 o
Cod a8 Aiead  SMlad e 31 OlasasOlas Sl 5 Slalis glac s gl 2ls ausm 5 b & 4 Ll
JRCHISSopRCIVH PSIES JYCI URCINC JPOF- O I OPRe I 5 SN Q DI S DS | P RC W P
(¥ 3 S Ol JUS gl = Lo g5 Olsl s (ol Sl
e s S e AST gl s Gl sl Slides el iy ol OF 51 S baasily
Ole3l (0888) 0 5sl 5 55 s 45 ol Jm 3 cpl (8 ) ol sddailyl S Lol lusl s les|
AST 5 el a5l e3Y e iSO pme b5 055 53 (Siludde Sl psede 53 (pl 038 M oS il
Colo) pagte JBU Ll 5 S 4 L5 el o 5 S e sl g ol bl i
ol 5o ol S5 S Olgsas |y bl (YY) 01 5 golasY el ol 55 .(0) 358 s
Ll B bl o SO ols il Sl sla S oS astle 0L bl 5 cl atle - b
OB IS G jme (slags xS aoenad L3 Slube| 28 4 o ladle 53 b5l Oliiss S sba (V)
ML b el 5 Slulas! e 33 45 Conl o3l OLES o Sl (V) Llazils lodyg a5
Klosy g2 Lgm iy auzs Sy a Ll 5 sl L 2 OlasaOlas Slals (ol 0 Ll
ol gl el L lis 3 SlulastaS 5505 opl 2 @IVs 55 (Yo 0 A) Ll 5 s oS slaasly 5 (A
il & dmlys 5 (YD) 0Las 5 5 (@) duled o i 1 el sl w0l o e
bl oo 68 osba 8 a5l el cols) 5 bl @ o5 b lad o jltle SO il oy & 5l dble
A Sl 13y 5 eobss b A 5l fo g s ke OlasaOlas SladS L
o Olsea Olilea! ot w55 oS Sl Oladlle du) o0 b 4 iy Oldlae il
5 g Sl ol sldplnil 355 OB USG5 J3e Jelye Olgeas L ol oS
(o 4 Sl 4S ey wn cpl w4 opl3 Il S OLlslss ble & s o3 (Teet) Isls
oy dolie Ll oo Slalanl 5 05 550 sdms H g 4 Joled p Gie 5 SLS Obes (o2 (S
OLen 5 LSy addllas s ((V0) lad st 1y (3 DU 5l aslinal g o) sl
S el O 5 Sl JLs 0l Sl ook, oLl 5 shwnls, » olulas! 56 Ol m (Y41Y)
©ols, QD)\J“LNJ;V.:.E;MWJ;U s>t w.i.oﬁj.sjbg.;.a,;‘l: Srazls, »esls lasl kis
e 5 das a5l 8l o 1 ol Ol e sbar denls 3l DL imas il 35l
|

https://jrsm.khu.ac.ir/
9


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

Slp o a5 ko bl el glaled 5 psslial 53 sdme 5 4 Lled Osmmen (5518,
sl Sl Slales| 30 Cou oS s SOl dlex 3l Olasailas Slils 5 Slilee laca
sl S s ISy 0L S WL (55 2 G 53 (Y41 0) O 5 5850 (V) il o 530 3 ol
oS m ot e (G0 5 (KKl cate Slalasl (VL b oS W 4t o0l 4 Lk
AN Gl s s ke (o5, oLl

wo e 534S Ay o B 4 OBAS G pas () DL 5 g S el 3 Slales] B 4 a5 L
w3 S5 3 a5 ey pssn S O B s s sl 5o O Sl cluleat (glad > 2555
A0 Ol 55,8 Do s Sl s IS ils) 5 bl culs Sl il 5 ol
238 pasiie 2h55s QEASC pae 5l s Olssw O SLaLS (gl Sl p S

30 pe el 4 S5 w5y g0 (g e Sy ey p G ERsn 0 S ealie 51 S S
33 edd Jamte (baaupn a5 5l sdalwsas Lallt cblse 5l ediS G s STosl &5 el s S1al
il Olea 1y s STysl 35,0 Ol oo aSgssba (V) Sl oddii a5 Jais, e llse 4 olaws
G, G (5 e o dsSTysl 35| 45 Kditas paiises (Canndls Caodst b J guams 5l (6 2ie SO IS
Caad o fFmlie L b sl op 2l a8 55l SUasl Olesle Sl (g 2t S sbas 035 O3l (61
s e 0L 5 Gl s 6ol sl 5 s glats s 4 ple 55 aOle3la 5 LS 4 0
Sl 15 st 23,0 (0888) 55 S5l o ol Sl s (1) Suse ST i Olsieas 350 5
s 0da STl a5l s et ladla 3 0T ol 63 5a8 Ol olslk sl ples sl ol
Ll o Lo oda Syl 33l a8 el eals Sl Slallas el ot oL slag 5 zul a5 55 0 518
2 G, DL St b8 bl Ll e S (18) Al S ,80 s mie uls ) Laine
s dkS1yal i, aS Sl ol e (Y01 8) O 5 (653 slaasl L(V0) sl axls 25,5 o Slales
3503 00k L2 5 OlasaOles Slls  lalae 5 it S Al sl 0L 2he Culs) o i S8
dnglie 3 ol STysl 55,0 sl OLAS 5 5 anllae 55 (YV) 0L 5 51550 &S ol Jb= 55 01 .O0)
Slodst S S avglie 53 syl Si5ol 5 3l 35,5 O SLales (65l Sl s e b el b
55 1y e s3SIl il 58 (Tovs) OLaa 5 S (W) 5,03 O SLiles b, p (g i L0
Ol Kos e b5 5 ol (alios o Shee 5 S 30 5 e psehe S Ol AL Slallas
Ao it s5bas 5 Cold pr aniien 5 gbay 03 STl (2351 48 ol 0T Sl bl sl 5 &g
r@dm;womwﬁgjyu{ﬁagwmvuwﬁ.(\/\)sjbwwjalﬁ; o) 2 ke
o) Clasaas b Ll )5 Ll 0 5 odd O pemen 0SS pme LB, 51 25 0l STHsl 55
sk STl ool &S duy e Sl a iy Sldlas bl el il el jee OIS G as

1. Perceived value
]

https://jrsm.khu.ac.ir/
10


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

s g 3 s ) gty O SLaLS S e sSTsl 350 T e 1 Ll sdazstls y Slass
o2 STyal 5l el Kl e 01 SLal 6L, Ols » (wler] culs, 5 IS culs, ils 20)
Sbaasl s J& S0 53 1) padse pl a4 ey Uatlo s, s (D555 Gl shes 5 OLLLBL 0 1)
Sl b e 51 (S Ok de (ool Ol 5 s Sl Ol Sk (o)l Sl S gl s ey
S SLuT3l 5 VA ol anls bale 4 baole3lo 51 ok b o 5 ool sk sl 55 0
Caeal 5l LG Ol (gl (o, SlS (5 S o3l (V) diteen Bl Sl oS o (541,
sdate Gbagesly Sl glas gazme 5 Sleds L3l s Ol gied DEASCE jae (5l O Ll 03 S
el alSE (sl Olaseolas Slis Jold S plh 358 o3ls b 5 (18, 85 (50L55)
oy Dl Wil Cgllael 5 s Doy s 93 4 Ll e a5 Gl sdame Ay 5 Sledss Ol a8
Coadst ias iyl 05 S damad oy 2 a1 el sdkaasasll b byl L 4 e ol O 5llas
G Ly s el (R4 e o gllaels (ol DL S s e LN s ol
shelse szﬁ;lu_ii.(h);jﬁz@ Sl axlsya bl pde 5 2e Olasadlas Olld by = o
SilsaSS a8 ol ol S a5 el b Sl S st oS (ol Sl a4 ol jle sl Esl oS
5SS 0L LLs Bis 5 ol aS g sba ol i O e Codr Sl e 58S Dl b 0L ke
L) el oy sl = o555 glasl sy e 3 8555 Olpde Jbo slas 5l 2l R
dLish Cmo 53 Sgusba ol U 8 (Ol Sl e 0L e S, O Jeday
oSS andlas s il e 53 el ol s P B8 5 Sedams (8, Ol oLl 58 sl
Yo g Jse GlagHlanl anw s 5o e L L3555 OLLLLL &8 sl oo, L3N (YY) 0L SGs
o5 Sk 5 SV a5 5 Lag3ls el Haas wugae b5 gln O Sl 55851 08
Sl @l Sl (¢S s3I0 Jue 48 el OT by (Yo 0 1) Y3 e glaasl 3 b 51 (YY) il axils
b oae (Y1) 558 4 Sl 5s ' gaior Sl b G Ol gies (5585 Db oS e s 4 2
le gl Sl 5l pleailge 4z oS ol Of 51 Sl 5555 lasl sy o SLiled o34 45 LS
adlje Obe (pl 53 5 Sl oddansls  oledas Olasadlas Dbk wo)lss Hsdm 4 fled s L 5
O 5 Oly G 55 bLSleplys ool 4 S5 5,50 28 (WTP) " iy ctls 40 Joles
Oyt o 555 Sl &2 L 5 cl sddans S 53 5 5SS S oy )L, DL (YY)
SL (T SWl 5 Slpa Gadod 55 5 (T8) ol a8 13 (5831l 50 0 SLiLes (6,8, Sl
Ol 33 Go 525 (gt Olasa0las Slacks (Y51 (6 So3I0 (sl 5 Wlos yod Ol (5,15 Olaa |5 (6,3,
bolad (YY) Sauls 5 GloeslS &S 55 . (V8) sl 0 S enlinnsl 01,5 & 4o 55 5 (ENC) 08

1. Multidimensional structure

2.Willing to pay more
|

https://jrsm.khu.ac.ir/
11


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

Oledl 5 dilos yod = Jan ' 55 303 5 Sladst 3 Ol e (g5l DS SG Ol e 1) 2l S w
il sl Sl s s ssls ol dusa VL il o Bl Sledst w8 el (g 2ke ST il
5 Sls paman (YO) 51y iy il 4 blad &S ol pme cp s ST il sl el Laa s
15 Dladst LS 5 Aol A S 258 SToal Sl 6o Shas 1)l a4 Bl (Y01 0) Ljls
D) Lils oo Dledst b Jguames g CodS 5 SYL (3500 oS oSain 1) 5L 3 oS Ailes 5ad

5 2Ll @l bl 3l S Olsea OF 5 a8 ol Olasailes Slaks 5ok, Sl sl 31 S
SNl O 2ie OF 53 45 2lad Olgsas 5 3555 oo wior 4 Dladst I3k s O s il a8 Sliks
(Grts S Olasle AN L 5 S e Jame S0s (6 ate a1y Sledst 5 SV a4 b e l1SL
Sl (Y00 ) V)35 Sl o a5 53 8355 0 5L 0L 2 Ol 55 SLoLL Sblsyl 5 xS 5 Lges
il W34S Jgeama 5 Sladst oSG ez G S (a4 o Ll (01,05 4 4o 5) Olasalas
VT 5 gad iy a8 bl o 55 058l 0SB mn 4 1) Lol 03 S eslinal |

A OLLLL (sl Caanl Sl a0l sl dedids Cuid 4o gl OlasasOlas Slils aSl @ a5 L
e s At SOUSG b iS5 blosl b s Ladls Ol jrie 45 aSle e Ble cndly cpl 51 B
(Y1) 0Ll Godos slaaily 4S5, bt (YY) das o 55 Olasaslas bl 55 18 56 5 6y U
i g5 a0 Bl e 5035 SIS S0 5555 sa sl s Ll Olaswoles Slids & il O 5l S
L (01,55 4 4o 55) Olasaolas Slagks (Yre0) OLKan 5 s S (ol esdle (YA) 55 e 5355
OA) Kslsjl 3 a3 50 oSG pme 5Ly 55 (g4Il Sl o Satsr 5 5l S Ol gea

liles gl oS SIS LS 6 (g sha ol llas (gl Sl sl 51 s (SCeobss sl 4 bl
5 A Sla, 5 Js S s Gl ol Sl Sl o g el L I Slile
S 4 Sl oDl 5 el o o an sl oSG a Lol slatle i o e 51 (S Olisas
(Y8) dls O slp elss oS 3 latear 1B o Olibee Sy 5 Lty o o pa JLs b
Ol 1 505 o kol e 15 OSLal g Gl (Y01 0) 0L 5 Jlas 55 bL3slalss
AF4) Ko yai

o bl 5 olss s 4 bl (WOM) Olasaoles Sluls a5 cl O 5 aw Jhass opl oo
D3 s 3550 O SLELS (o5l Ol slawlide 03,5 Ol pieas |y 0l SLales 55 (WTP) iy ctls
.V.:Ab

a8 Sl s S s 5o Ol 1 i S oo 505 OIS L e 5o G at g 4 a5 L
Gl s 25 5 A3 L atls  J b 5 S 0SS s el 5 JS ganlis; Olosen oL
R CRCISN IR Oljer psba |y (5l Slo 5 edd STl sl 5 bl Culs, 5 IS cols,
Slaa g i am Olor o Gl ol Al Il 5 A 3b 03 S aslie SOUSG L1y uaze 53 ol

1 .Retail
]

https://jrsm.khu.ac.ir/
12


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

sbe L33 01 SLales b5 5 o3 STysl Sa3,l bl s Il o) SLales bl 5 IS tecalss,
ke (1) SMlad gl eY Ll s Bl ssee WL OIS LS 5o edd SToal i) s 55 A5 L
b a8 oo Lol et Slasaolas bS5 1in Sl 4 bl ol 5l Lk
Congas 5 55 slal Wlsie O Sl s 4 Jliss slaelKal 5 I 0¥ stee 5 Ol e 5l (5 ks
s gt Comal JL s e S e Jlo el o 50 a0 L s 2505 and s adls
oS AL 4 Ol 5 S el 1 Olsla 5 0L SLals ), b s st 6 Al
@ ISy el Gl Spl b g o)l oz laaly a6 rhe laculs 5 sl STl 25
Glocalsy 3 Xal s 530 a5 )08 o b 0 SLal cote o), oMLl IS 4
JUS aelSs 55 3 5 gamm a1y i DL 2 5 03 500 Jai | 3550 Ol ke 5 S (e 1 0l SWales
OISl j il oS Cal Jl= 53 ol sl s 5 e OlasasOlas Slls 5 i Sl
2 edas L3S 4 A 3 5 5 S e JUs slal s Jlo el Cons 5 g 4 LIS
Bad e ey Sl da s JL B 8 ands

5 s 0SS (ol Sl e la STyl Gl Ll e s Bl O s 4 G ol il
Pas pels 35 5 I 4 QLT el 5 IS izl (6 S50

ol Dl 5 eI Sl a5l e aaly 53 il B les| sdenils; 5 IS shenls; LI-
Tl S558 SpldlS silin A 5 TS o Wil JU5 8 O SLikes

.C».w‘ b“‘\jb‘ g)’:“'a,’ji g‘_ﬁ-@-“ JJ\A %JGJD&.}‘;)W(}.{»Z)J L)':‘Aj‘}: g:)l?p‘)ﬁ

oRSR @}@M BEVIR| JSJ

o9 3 (wligig 5
SWslee (3ledde 5 S5 b o 55 daesls 6)}T@->.' oo A 5 a8 (Bl Ll Sl G
ansl el soslizad 3kl (glaasliins 51 Laesls @jﬁ Glp s opl s ol gkl
42in) ANV 528 5 S L Sl 0593 Gmadidin 53 ol O SLales alS (assy cnl L]
el 03 3550 5 & s Vi ssds 3 g lel amslr a5 ol O (oal3T oK 5,5 4 (Fr YA YA YV

https://jrsm.khu.ac.ir/
13


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

el 23, o@@@;tﬂ&uuwﬂ_av\}wsg;btjwum,gﬁpww)jmg
A oJuLﬂ‘d)LATM.‘}AJr»WWJ)EMQ(\)@b)" c.).,i:)ﬂﬁjj.})\}m\b ﬁ\nggJLaTwle-)
N xZiz X o2

2
£2(N —1) + Z& <X o2 () bt
2

ot mlans =00 35kl Jlo 5 Jle| ltie =Z canalr o =N (5Ll @0 gad 031001 =11 talaily ol 53 oS
(a)wcaﬂw.mﬁbd‘/.‘\o ow\ch.d&%\@@jslf.w\#wygb:s‘JL:Mqlfu'\=G
B W LA C‘)M| b)‘v\ab.w‘ JLA)J 6L§JL¢§>| d}v\?’ )‘ \/‘\-\ JJ‘).} Zé‘j L J\A‘j} /0 L’j"j’

A 380 (V) il 51 eslanad b Wesls Sl Gl ol 5 el +/0 (€) s 4e

6= (Y) dlal,

Max(x;)—Min(x;)
6
o35 Lolazsl VB slis aol 4 5 ol sddeslizal glan SV & S b 5l asliin y opl 534Sl

VLl OF e Slamil g ol ) ke o 50 S 5V e 0SS5 Dol 03 5 e
A Al g
7-1

o=—=1

.Q,J\jéjY‘/\Y‘ Lzﬂlﬂ (V) adasly 31 eslaxad L’J..,al;- oRs R ul.;.i..w}.; Lg\ﬁ Lg)LJ @ g 0 31L] Q.llj...l.;:
140/000 X (1/96)2 x (1)2

= (0/5)2(140/000 — 1) + (1/96)2 x (1)2

SB s e 53 Ssen a6 Kk ple Mo w ol asdlle js (g Saisel 35,

(M) A 5 S laaia o Clales aadsd o Sl essdome 5o laasliin 5 ol sdlas S

n = 383

— 0L INE) sty (o 25 ol el ) piie 5 S s (Ugte OSelrol
35 oS 5 s Oles 53 5 w58 bl O S LAk (s (S 555 = e s ) ol o (OIS
el 5 s Aelidy £10 3 a5 ol oSS slaaslidiy Gl OISl 5 bl shites,
el s el YAV ;\.\,;‘uuuﬁwﬂww)ﬂjtmj.u@ﬂ@#j&&Muw,ﬁv«o
S bt bl 53 (b5 Slallas asliin sl 5 g sbieas (23S 13 eslinals ) pe ol
Ve s by e OV Jl iy el 0l |3 ST i 93 5l Ry aeliin (03 S s
Sy el s 53 s a3l (Sl st & by pe ps i 5 el OEASES s 5t Cmar
sl alses 5 Sose alss S ol S30LLE Ll 0d30ks (V) s s asliin s & by e iy

)b:e J.:SU 390 Lf”':‘))j g;'L.’.)‘)L' OJf-leéLﬂ‘jd‘waLp Q‘jla.r)‘ o)w‘b@wji

https://jrsm.khu.ac.ir/
14


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

s 48 semme 3 ol U5 Ol SLals w3 Sledie gardllas (gl o aslidis 5 0% 310w 0151 o 3 S
(=S5 bl 5 G LS WG b 50T abl fmns 51 e 5 9 oslmer 5 iy 3151
b s a el ol I Gy S cols) 5l e ) Al 4 asliden ) ol s
oslitul 3550 B S i3l s b LI s SV led sl S5 w oY (WS Ol ol e

(5350 JalS = tn b Cillies SLlS = (K 5) 2 S 513

ealaul )40 dlul:.:...% Slasedie N JJJ.?

VY Ve (Yoon) a5l s sy Yo &S ol
AL Ve (V4471) U8 55 o 5 580 ) 0Ly s di S al 55

- VY (18471) O, en 5 bz 5 va e 3 4y Jiles
- CAY (Y+04) Jo,8 Naeda Slasadlas Sluks
- s (Y+44) Jo,8 AAY 0,93 s g 4 oled
“/AA VYA (V444) oo 5 My \RALAY bl ol
/4 /A YOG o, ol

Slaosly Ll Comer o mie v p Gl e s Sl ) b.)m:d)‘jibﬁ Slaosls Jou ) slaea
SVsles Jie 31 i s saans b oy o S 5 A eslinad YE 5,8 SPSS D3l alw s s
Smart PLS J‘f‘(’j" J‘ oalaiul La 9 (PLS'SEM) Lﬁjf CJLUJA u—lf*s u:oj) Jﬁj} Lv LS)L:?'L-M

A el V2

G gbadl
doss s Sl g 0 ol slaarls Al 3 P Caner DAL 5 sty i 5 slates,
A3 gl S 5 EMam me  Jal D ol e Sl (ol Wised w38 (S sz L
(oo 3 et (1) s 3 e 5 el YAV Sl ads )05 S Oledlbl 4 a5 b s oslial fuad
Moz o gl bl @ a5 31 CLOYIY) VL s s 03 2 (bl € ges o3 No/Y S50 3 o
by o Sl VL b 3 L0 UY S pam aile lyls olf.um'cwg% ol 25 5 o
Olags Sl Yo 5l a8 doo (5108 (SaSLL ek 5 51 o) aipn op i (JLe Yo BYY mlan o

el 6120y (bl & ge LS Camer Dlasiln 5550 55 (6 i DMLl (Y) Jydr j3 aS 3
Je 3 Soss bp s 5,15 Smart pls Sissle 5 51 sdais,sls S glaesls Jolos ) shineas Shassy cnl 3
3 5o elolssS Dlle o 5 e Joe Olgear (oas opl 51l sddeslinad (g ksl S ¥sles b
Sheslial b ol laanelr o3 1) gk ladie 035 58 LB Ol8 0 Sra ol Gk Sl osde
S ol o Sl @t GlS PLS )y K155 (1Y) 050 ialesl 5 olasl e Sovan slaesls

|

https://jrsm.khu.ac.ir/
15


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

BERATRC VS ..UJS& Bt uj’)‘)?ﬁ o okl sladde o 3 61.5@)'\.)\.“ sladde ol
s S b immen 5 Slinss o GOF (asls Sl eslinal b Gt S Jie 351 - 0Lk
030izels ) go Ll o 5 slie 5 st 5l adie ol 51 pa 35158 53 10 .06,8 e 5,3 05030 5,40
Db 03ls e 5 bl s oS w8 S5 3

Gobl G0 s Coamer SlaseiaY gl

VeV ov 33, Sy Ol T4/A Vot Jalze ol
S
R\ \EA sboby A \iad 3 e
s
1 Y sobatn WY 2\ e Yo GAA | e e
S
£/ 1 Vol e YA VEA v 21
sk Ju
£ YVA Yool S w38 Ol Yv/o Vio £+ 131
ol s ,lsa J
¥4 Y0\ or Y v \% Jl g VL
Ole s lsa
\o OA 0+ YL oY/YY Yo 255 e G WOZEs
Obegs Jl5a WP
£Y/10 A% 5 okesds
o
Al Ve 5 oled g
A
(6250181 Sl o

bl el 1315 olsy 5 LR olss etls oL 5l g Seslll dde 251 o S
hole sl b 5 oS e UL LS W slae an Jals Jy5 oLl Sl sl e L
bl sl sl m el ol ol bl e sl SIS Ll LS W e
ssbien ol VG 585 0 Glp b e 5 das e Sl i me S5 (SKteen ulal
bl S 2sde S (CR) oS5 oLk OF a8 0l 55ms 55 6,503 hns bl alows
et 1 a5 L asly (Gl Doy & Laosle oLl oS el pl s Pl S Wl 4 ol S 5
Gl Grio Jule S L la ol Ol duls (gl imman 355 oo dsloes [SOUSS L Ol Lao sl
Olme S 0 2Ll (sl 3 9d oo oslinal jlae 95 & 51 oLL 2 Joviw (gl aml s A0l (65505

(Y'Y) Sl o.,\..iJSS &_,_.wtw A% LSYL—’

https://jrsm.khu.ac.ir/
16


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

| Sen Slasl 6l ulre Olgeas 1 (AVE) szl sl bl SOY 5 5,58 058 00 03 2,4
S &S0k sl /0 51 VL g e enls il AVE 055 Ogllas (gl aS (gl tliles S slgiioy
YW oS5 bl s LS LT Sle sls La it slad 553 0 sdalie (F) Jsdr
s L;ﬁfe)-l,u\ {YSEW 6‘)@ oo el ple el /ol AL s e ol (AVE) euc\ﬁwl

e \g..;,_lk.a

J-\ﬂ&.ﬂ;.«g,.b‘gtgn.hd‘})udaiud\glgéu)waﬁdeJ?

- - - o VAL VYY VVE A5 ST 35,0
N Y /o “VA VIAA VY VA bl yls,
Yal% Y Y +/AO VY WAt VAY JECRCH IS
/o VY WAL e VA Ve VAL 6ok, ol

ol bl el i slial S 5 8 s Sl s iSe3ll Je 1 STy sl e
Gesle 4 s (Jds 3 o3l So aS el OF 51 SUs Jie K s B 6l ST lss ol
caw 53 By 181y alst S e Ol (VM) SN 5 I8 o)l Jile e ls b g ni ol S0
el 5 ol OF o (S1rsl bl 51 i s3bw o @l AVE Ol a8 ol J5 3 LG
ol Gl & (8 Jsum) 5550 ol s le ahsay ol ol ) 5 PLS s a5l Jus s Ko

el ol o by s AVE slis sie 5 bejle e Somen cul,o iolin g5l e e

SN Fo gmlb f dgir

o/AY o3 STl 53,
A Ny A4 o el
AV Y A YA ok, ol
Syl Juo b )

3550 0580 sl e s lalss G b ) ol b Jie g pSeslul due obL 5 2ls) St Sl e

https://jrsm.khu.ac.ir/
17


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

Gl s o ol Jos 331 o Sle sl el sddestizad (Q2) Y s iw culd o s
ol ol el cpl il sdonls oLz (1) JSCd s el ol dde gl cal i cnl ol
Ao 53 40 Olgabl o 53 1y La joite (o Lol 0330 Sl ome ol (nl 8 dten 220 VAT 1 (s na
Sl oo s 1y R e (%) Ui 3 ol Jas oot Sl el sty il as oo 0LES
Gl OQAA) gy ilae a8 das o OLAS Jlae o b s e 0Ll Jde sl305,s
S5 s 4SS s el 03 g5 A 53 5 Bgie (VU LSS sbay (65l Jis
e ol e 3l i Q2 i el sddeslinal Q2015 o (olae 3 dde o
Ufe () dsdr 3 Jlme ) il alamdl 45 ol e OF (51 e sty ol sias (LS
ol die S ey Sl el o5 o b DA Sl e S Cb S aas
ke 53 45 L3l e sl Al 5 s Jos o33 o (sla it (513 B0 a8 3 eslinal T (S8 Jlns
Lol edoslenlGOF s (g)lira Sl cdds IS 2510 (gl 5 Al o Cude ann Jinss
28 o DB G s se 558 e 53 Je IS (51 sl B 65 el Slame o ST 4 a5
Ol o, S o3l APMAT) 5 Slee — Coenl o 5l s (0) Jsdr 53 &8 Hsbilen (pizees

el ool Sl s (V) el 5 (4/70) 5 Ses a5 o YL Sl puleal Cols ) das

(APMA) 5 Shos — Sl s 5o .0 J o>

ALY AR o.\..’ésSb.:l U:'J'Jl

+/A0 ALY u"“’l"""’| C—-:Lé)

/oY VA IS eals,

JM&LG&MJQJM%‘F.\'JSJ

¥o920 0927
p\
s
0928 ogg o ke 0.342 o ina seminz
0916
0853
0.534 0.559 404
o Dot e
s Sll
1 14 0852 0.822
0863 b,
- q 16
q 15

1. Stone-Geisser Criterio
2. Redundancy
3. Impotance And Performance Matrix Analysis

https://jrsm.khu.ac.ir/
18


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

44248

LYY TETT URT N
03031 5 oy am dadie ol 5531 mdls 5 (ol 5 (S eIl sladde S35l s 51 g
il aad Bl Sea Gl ol e 2 Sl el il g ety s slaes B
oA Sl (V5 7)) dadr 3 b b w5 a3 ) o by la s sl

!

33.292 46376

N
LT 2446

LY ITEgTw.C)
ﬁ

40957
a4 ﬁn&x 270 — 19707 emm— WOM
17.288
4296 —
- ~ sy 52 3913 o Jaoy —
sl Sl
q1a | 4= 1534y
18388 LB
wrulaas| ql6
qls

Jas T-VALUES slis ioles ¥ S5

Sk sband B 03l s N Jsu

L5t A \WZAN! /AN S8 als, — xSl a5 H1
BV A o/VY /00 ol ol ¢ o dsSTyal 55, H2
L6 /00 Y/t Y ok, oS — S ouls, H3
BV A Y/a) /b o, ol ¢ bl ol H4
L6 /00 Y/VY /YY ok, oS o d5SIyal 55, H5

e 33 e Uy bl 5 IS ol (6 Koilee B S e 5 o b b Oge3l (6l omes
Sheslinal b e Josw 0ga3T 53 eslinal ' Lsw 05051 51 edan oo OLES 1y (o, s 5 0 aST sl 35
tslis i opds 5,8 e 13 ojﬂj/;)j_a ol 5L gl me el s t-value s
(V) st 53 (ol milin e G b S ditns b 31 D oS pas 45) VAF oLl ol an wivalue

Sl o.\..iﬂ\jb‘

1. Sobel
]

https://jrsm.khu.ac.ir/
19


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

SR 9% dde ((28ls) oliens b (slaand b 09051V J gk

5 Y VIAS - byl | Sesls, | ewashsl il | HE

36 s Y/A VEA G, ol | bl ol | szt 25,0 | HT

S5 g oy
Sl s e ki Sl Sl BLES 5 JS 5 colerl ol ol fE ) p ol sl Sl s
503 Sl 350l e 658 5 e alaily G sl Ol el o LS 5 S 0L SLLS s 6,
SLT 5 Ol Gios i b sl asl s (P=r/A)) sl sy Jlig O Sl IS eols,
Gl iy 55 (ITAY) o ol ((Y00V) OLKan 5 (YY) OLes 5 0pl (Y41
Golsbs 5 aly s eddSTysl i)l Ll lalie 55 (Y011) SLT 5 &olsa Jliedl seas (VEXTFEND)
5 I3 ) 235 g0 s pad o o3l ULzl 53 o sas ol Glaae game 5148 U rie g, 2 1)
S ol .008) 2505 0L le (551l s 5 Culo, b (ol LLITeddSTyal 55l sls 0L G ()
Sl s IS ol es Shes 530 sdd STl 55l e (YorV) OLes 5 ) ke s ool Jesa
Slides Aol Cilbve Sl 4l (FE) 5,05 3 5m 5 (slsbine bl 0L Kds S shzloy 5 (Ll
il S s 1 sduenla n lsbis il sdi STyl a5l 4 sls 0L (Yrre) Olan 5 LIS
v 2lese Solo) Sgpsba il Jhlas Suls) 5 bl CudS o asile e Olgea sldS1
SR 4 e ed3al] Sledst kS 4SS sk Ol e el o3V 5 e iy Sledst kS
S b g a3 STal S50 55k Gl s Sl S5 4 w3 (P 555 e 022 3 eddSTal 35|
sl o as S5 L) s se Jle
bl Olpde wee o Alr 51 (SOl ann Sdlmon A5 gl SLoDL Sl 4 A s L
ol g s el Ol b Jsame Ghlse dsg Gaob Ol S Al Gl b atsy Hsba 3505
e 6l 5 O SLales das il bl |y ledst 5 N guas (330 e 5 Sledst CudS 3 5 (Susls
by 3a 0SS ST, o i 53 1y 558058 a5 bawy pa cilisie Sladst 5 SN pams 35
ol ki ol Sladst I il S 58 Al alesl S Sl Jp3 G 5 Jsiee | s
Sheslinad b Wl e 0 SUils Caly ol ply el ool Sladst 568 5l Jloas| 2ty camgtys
TV 50 3 0diSTysl 3,0 a8 ool OF 51 Sl G ) (slaasly 355 oyt OLiedscSTysl i)l
Olebo o e ¢ (5,55 OLLLLL 53 on slediy s ped s oo b 8 L S il bl )
sl 5 L gla iy, JLis @ plhe 5 S Sl | Gl sa Slaceal JU g O gl 5 5 S
Lolad oslizal iy Cuse e Olgea 2550 51 o 5 Al 01 Sk 4 (350 €l s Gl s sl
S ald | O Sl Cols 5 soslssm ane B
O

https://jrsm.khu.ac.ir/
20


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

31 i 5 bl 3l L5 0l SLa bl iy e a8 STosl a5l sls OLES Laaly s
goam g bogls iUl laeste ©oyds 5 ol 5 OLES /008 s (o Slie isees o TEO/VY)
o 555 0L, I 55 leelSal 5 L gb I Olejl o gims 355 0 slgidg 40l slaasily
coalandl wibe L1515 b Sl dnlel o Bl s O SLELS oS wgale wile 5 Lo 55,0 8 2ol
5 Ll Sl O Stk &l laslgeiy w0 03 BB 3500 le wles) 5 elansl (g3 Shes
e b Sl 038 pal b laelal Jbo Olel b 5 S OB I58 5 51 gsle 2 5 g3l gLl
v_:«|) OIS Lales calises slaas o ialS L5 Olylalen 5 O Sliles & il bl slast O SLaled (6l
5 OB e e bl LU U L, YU G Sl (S Sles ( Jbo slaay s Sl
aglin 3 (5 i wile (Dl 45 US o eler] SLiled o alSin T 5 gm s 4 Sleds DS sl
S8 el w6 YL laal ol e gas bl ys sdd s 5 Ay s L

Ssygbas (T2V/88) 305 e 5 Jlslian 0 0L SLals )k, Sl NS Sl mls ol
5 WS (V) 0L 5 oS Gibs @l sl O Sl ok, ol U 36 S euls,
S shanls, a5 wsls ol (OFAY) 0L 5 K (Y0 e sl (YO Ol Kes
Sl ol S Jole 4 (FIVIATA) 5ol 3555 glaslh s, OB LS jme (gl Sl 55 ol
G e (e Gzl Rl &Sl Ll pl e (e 5 025 Olpsen Sl 45 S L
4 bl sl oIS 2 Joee b 5o slasliuss 4 ool S 4 filed SRl i ook, ol
W men 358 e Sude Olasallay Slls 15 el als glajl, 2alS (rin ctls
(80) cl S ol ooy Ml e diS s o 5 55 3l OLES (Y00 A) OLGs 5 58 Guiss
syam Sl s ol e bl aS el of 51 Sl (Y1) 0K 5 05, andlas = S s
BB L G ol ml oke 4 () s laliae Sl Olse O el 4 2555 O SLaLeS o )Lss
3OS oylss [yl 45 A2l pl Gl (SKaw Sl Jlazs! W5 45 5,05 & plie Lol a0
O 5 ol (laasily Galol 5 ol a8 § L3 s ade 4 0)lss s 4 iled 5 (5,835 5 oS
Lsls gl L5y s,y SOl a5 ol B S sl mes 5 68l 1) Samdly cnl Ol e (YY)
(EV) dyls s 3lss 4 sdedddle | ame

505 e 53 a3l Dledst o5 = )3 e Do g 50 51 0L e (e ls ) 45 e e QL Laaiily
Colo) @ a5 ole g rhe el gladle s bl s clen s 55 O SLALS L bLISI s
SLls S, sbay ol Bl (5305 Coal sds Sl a5 dile ol Slaavas Jolge 5 5555 0L 2
Ol s conl gl Ll o3 1y 255 ke (la b 5 4 2 (e OlasasOlas Dads 5 b 51 L1y e 515
i ot a bl 5 ST bl el sl 4 Jolad Gk Sl e wsls 13 s OLLST
o BLL plelid (5555 OLLLLL 6l bl WS 5508 55 (2505 Cns a5 L) 4 Ll 5 s
5o, O 4 LS e S a4 sheials; aSepl s Ol Sl O, O s gaecals,

]

https://jrsm.khu.ac.ir/
21


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

OIS LS ol s IS5 Jolge 2500 ol > oo & ol e Dl 250 s (500
S ol 35 Lol glaael p das Shas Sl sdelcawsay bl 388 Jai 55 bos opd plulis
S oSl cols, s cWol&al 5 0 sl b s 5555 aobosle 55d e slgin uomen
Syt Bl e Ly (s Joss dde S8 de) ul S esll ladie oLl ok
@ i Lb s Sl BLoBL Sl G Bl SO g rhe ol s A 13 oLl s Glesso
(T sl i Jai b 5 by bl Sl A a5 sbar s el O SLaLS (slas, 555k il )
woy 5> Sl bl 5l (658 rmnds 355 el (o sts 4 O SLELS a i o5 il 5 i g3l
2,8 o ol glaasl
DSk ks, Dl ler| Syl 45 S o Al 1y Lol ol 2y cnl Sl ol il e
5 08 W (ol Sl o el ol T aS (g sba (ERY/A)) 515 it o 5 lsbas 36
PIPSYRING IR L DIIPCOWIPR A LWRVING EXT DY PPPIPIP-IPPRRIC % S Uy v S [F S CPCIN VA SRFPRES
OLen 5 Juls Jav 5 oal st sla obsl ialy e 53 (Y v Y) Gl s (Y01 0) 1, Sen
53k d 2 L) (ol Obled (6,8 IS s bl glienls ;) oS cl O 51 S (1YaY)
(FQ) sl cute U 35,5 claelKal 5l o8 aeSeslizal (Olasailes Sliks
Sl o ) (Clales) bt Cols Shsbas 5 e 30 55 (YY) 0L 5 (g lasY uiss
i Slales] o8 K50 AST Sgysba A5 e DU il bl mlio s 0L ke 550,
5 ote Slalesl (6,8 IKE o Ldkine 5 AS o Ll 0diSG s (6,8 il 3 SloliS (ol
s 5 odome L 2 Gl agps S 4 bled i cle (ol OOl 4 e s S as
s ulo) p e Clolaa] dien o5 ol oo il La G 51 pany 53 romes 355 0 Olasasilas
(Koh ) Sl 3 bl 4o dile Sladst o 53 (VAAY) Ll s 5T s SIS 50 (g, s
(EY) 550 o pim sl il a5 5 ol G e e Sluli| S 05 S oL
S s e ks Sl a3l e Bl s IS Culo amle (2 48 ls OLES G ol laanil cpisees
S8 S il it SO ol ol 45 ol J 3l (B2V/AE) s lslins 01 SLaLS (5,3,
Sl 4 s (LEA) o8 daly cpl 5 ol O SLalas (g5, S 5 edd STl o5 e Lol
Sl 8 el O 51 (Sl il als ks, Sl (AYY) i 5 sbas sddS1sl (3500 &
Sl e 355 ey oa00 4 63 ga oal 3 1) bl Cul s Dl e 01 SLaLS 55 edsSTsl 55
2 G ST I K o sme 5 Olosl 555 pn sty W e 0 335 o 01 SLaLaS 3 (618,
s S s culs s ol Sns K Olgea | pelesl S, sbay dil anily wlal ols,
ol e T K 8 3 8505 Dbt s e b i G Bela | 2uls, sl SN
Gl L Gals K3 55 ege i 5 At ad e Sleds b OB US G pme Sl | 45 ol ]
S Olgea 1y JLis O Sl alarl culs, 5 Slalasl 015 oo aS(5usba il 01 SLales
]

https://jrsm.khu.ac.ir/
22


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

OLLLBL OV s 5 Olide Lo s Ll alies ol 5 5,8 Jdoisay ol Dledst G yams 5 Ly 5l o
53 ekl Sledst 4 Cad Code Sluli! 5 OV Glyls oS SU i a5 5,8 13 x50 D5y
Codls dalp g e ok, OOl e JL g B oKEL el jsba 5 Ol S
Colb) Sl 2L Dlabeal oS eal b Jol o onlin (5l L A5 0 5558 L 53 O e yld () e
o )ligd g 5l sl 5, AL b S (5luesly 1 01 S UL (035 ol 5 3l ot 52)
Slaal 5o bl 5l dsled G 1 O SLELS s e Olasalas Slls 5 iy ol 4 Ll
3l 035515 1 el 5 IS 58 0 gemlydd ¢ 23555 ool 2L
6:..3;U@.@uﬂgﬂ&iﬂsé;;xw)wuwu@y\f;\@Kij&;}utﬁuﬁ
305 SLl ST Olasle dans Ol pte 5 OV gs 0 Ll 5 o 3503 lis pl 3 sl ol ukte oS
ool Bl Gkl e Slulaat 00 VU 6l e Slerenal BBS1 g JL Ol 6
OISk ol Gl amu s 5 35 Llg o ol an a5 Wl JLLE s Ol SLaled s sdsST ol
Slals 5 bellissy 3 sdome jpa> S min e by 4 bl LSS Sgosba 2l
orl 53 edd e (gla pane ol S5 w3V Bl andls s O 5 Oliwss 4 |y ol OlasaOlas
s Sty cnlply das e e 5 1 OLSLELS 53 ()l DS il S do s 08 s a3 Ui
S SIS 5 e e (5 0dd Sl Sy i) SIS 31 gla i pla ol Sl 3 Oliies
Deeadia 3 sddalal Sl s el i ol el 8 Sl Cmal Pl S5 ) S5 5,8
@ ol BB e 5 28 &S Cl @l oy oo (e B YWY Glawin) JWss 5, K Sliles
2338 o sledi rlple 0,8 Sose Blamll b 25 slaand; ple s b ale O SLals
o Slamlie 53,8 S 35 s glaanty ple sl gd sl IS LS LS (g4 ST Slido
oS yal il Gas cpl 53 e 3,8 oy po baandy 5 b es sl O Slaled L JL g O Slales
SR RTINS 5 oo ] Slidss s 338 polgin IV s i § L s IS o
o,lis3 e 5 Glanls, (ragn opl Glaslgin 003 ol l Lol sl 58 15 Sbssl s,

.JJJ,§ ("“‘J'é L;":I))} LSL&)‘J.:)‘))J u‘ﬁuw

Refrences
1. Gray GT, Wert-Gray S. Customer retention in sports organization marketing:
examining the impact of team identification and satisfaction with team
performance. Int J Consum  Stud. 2012;36(3):275-281.  doi:
https://doi.org/10.1111/j.1470-6431.2011.00999.x
2. Biscaia R, Correia A, Rosado A, Maroco J, Ross S. The effects of emotions on

football spectators' satisfaction and behavioural intentions. Eur Sport Manag Q.
2012;12(3):227-242. doi: https://doi.org/10.1080/16184742.2012.679949

1. Emotional satisfaction
]

https://jrsm.khu.ac.ir/
23


https://doi.org/10.1111/j.1470-6431.2011.00999.x
https://doi.org/10.1080/16184742.2012.679949
https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5]

10.

11

12.

13.

14.

15.

16.

Biscaia R, Correia A, Yoshida M, Rosado A, Maroco J. The role of service quality
and ticket pricing on satisfaction and behavioural intention within professional
football. Int J Sports Mark Spons. 2013;14(4):42-66.  doi:
https://doi.org/10.1108/1JSMS-14-04-2013-B004

Brown G, Smith A, Assaker G. Revisiting the host city: An empirical examination
of sport involvement, place attachment, event satisfaction and spectator intentions
at the London Olympics. Tour Manag. 2016;55:160-172. doi:
https://doi.org/10.1016/j.tourman.2016.02.010

Wirtz J, Bateson JE. Introducing uncertain performance expectations in
satisfaction models for services. Int J Serv Ind Manag. 1999;10(1):82-99. doi:
https://doi.org/10.1108/09564239910255398

Ladhari R, Souiden N, Dufour B. The role of emotions in utilitarian service
settings: The effects of emotional satisfaction on product perception and
behavioral intentions. J Retail Consum Serv. 2017;34:10-18. doi:
https://doi.org/10.1016/j.jretconser.2016.09.005

Gaur SS, Herjanto H, Makkar M. Review of emotions research in marketing,
2002-2013. ' J  Retail Consum  Serv. 2014;21(6):917-923.  doi:
https://doi.org/10.1016/j.jretconser.2014.08.009

Jones MA, Reynolds KE, Arnold MJ. Hedonic and utilitarian shopping value:
Investigating differential effects on retail outcomes. J Bus Res. 2006;59(9):974—
981. doi: https://doi.org/10.1016/j.jbusres.2006.03.006

Koenig-Lewis N, Palmer A. Experiential values over time—a comparison of
measures of satisfaction and emotion. J Mark Manag. 2008;24(1-2):69-85. doi:
https://doi.org/10.1362/026725708X273920

Sumino M, Harada M. Affective experience of J. League fans: the relationship
between affective experience, team loyalty and intention to attend. Manag
Leisure. 2004;9(4):181-192. doi: https://doi.org/10.1080/1360671042000273855

. Moreno FC, Prado-Gasc6 V, Hervés JC, Nufiez-Pomar J, Sanz VA. Spectator

emotions: Effects on quality, satisfaction, value, and future intentions. J Bus Res.
2015;68(7):1445-1449. doi: https://doi.org/10.1016/j.jbusres.2015.01.031

Chen Z, Dubinsky AJ. A conceptual model of perceived customer value in e-
commerce: A preliminary investigation. Psychol Mark. 2003;20(4):323-347. doi:
https://doi.org/10.1002/mar.10076

Holbrook MB. The nature of customer value: an axiology of services in the
consumption experience. In: Rust RT, Oliver RL, editors. Service Quality: New
Directions in Theory and Practice. Thousand Oaks, CA: Sage Publications; 1994.
p. 21-71.

Howat G, Assaker G. Outcome quality in participant sport and recreation service
quality models: Empirical results from public aquatic centres in Australia. Sport
Manag Rev. 2016;19(5):520-535. doi: https://doi.org/10.1016/j.smr.2016.04.001
Jin N, Lee H, Lee S. Event quality, perceived value, destination image, and
behavioral intention of sports events: The case of the IAAF World Championship,
Daegu, 2011. Asia Pac J Tour Res. 2013;18(8):849-864. doi:
https://doi.org/10.1080/10941665.2012.736523

Leroi-Werelds S, Streukens S, Brady MK, Swinnen G. Assessing the value of
commonly used methods for measuring customer value: A multi-setting empirical
study. J Acad Mark Sci. 2014;42(4):430-451. doi:
https://doi.org/10.1007/s11747-013-0363-4

https://jrsm.khu.ac.ir/
24


https://doi.org/10.1108/IJSMS-14-04-2013-B004
https://doi.org/10.1016/j.tourman.2016.02.010
https://doi.org/10.1108/09564239910255398
https://doi.org/10.1016/j.jretconser.2016.09.005
https://doi.org/10.1016/j.jretconser.2014.08.009
https://doi.org/10.1016/j.jbusres.2006.03.006
https://doi.org/10.1362/026725708X273920
https://doi.org/10.1080/1360671042000273855
https://doi.org/10.1016/j.jbusres.2015.01.031
https://doi.org/10.1002/mar.10076
https://doi.org/10.1016/j.smr.2016.04.001
https://doi.org/10.1080/10941665.2012.736523
https://doi.org/10.1007/s11747-013-0363-4
https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5]

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

Moreno FC, Hervas JC, Nufez-Pomar J, Valantine I, Butiene IS. Role of
perceived value and emotions in the satisfaction and future intentions of spectators
in sporting events. Eng Econ. 2016;27(2):221-229. doi:
https://doi.org/10.5755/J01.EE.27.2.12288

Cronin JJ, Brady MK, Hult GTM. Assessing the effects of quality, value, and
customer satisfaction on consumer behavioral intentions in service environments.
J  Retail. 2000;76(2):193-218. doi: https://doi.org/10.1016/S0022-
4359(00)00028-2

Ajzen 1. The theory of planned behavior. Organ Behav Hum Decis Process.
1991;50(2):179-211. doi: https://doi.org/10.1016/0749-5978(91)90020-T
Zeithaml VA, Berry LL, Parasuraman A. The behavioral consequences of service
quality. J Mark. 1996;60(2):31-46. doi: https://doi.org/10.2307/1251929

Lee MJ, Kim SS, Lo A. Perceptions of hospitality and tourism students towards
study motivations and preferences: A study of Hong Kong students. J Hosp Leis
Sport Tour Educ. 2008;7(2):45-58.

Theodorakis ND, Alexandris K, Tsigilis N, Karvounis S. Predicting spectators’
behavioural intentions in professional football: The role of satisfaction and service
quality. Sport Manag Rev. 2013;16(1):85-96. doi:
https://doi.org/10.1016/j.smr.2012.05.004

Soderlund M. Measuring customer loyalty with multi-item scales: A case for
caution. Int J Serv. Ind  Manag. 2006;17(1):76-98. doi:
https://doi.org/10.1108/09564230610651598

Kwon HH, Trail G, James JD. The mediating role of perceived value: Team
identification and purchase intention of team-licensed apparel. J Sport Manag.
2007;21(4):540-554. doi: https://doi.org/10.1123/jsm.21.4.540

Casidy R, Wymer W. A risk worth taking: Perceived risk as moderator of
satisfaction, loyalty, and willingness-to-pay premium price. J Retail Consum
Serv. 2016;32:189—-197. doi: https://doi.org/10.1016/j.jretconser.2016.06.014
Davcik NS, Sharma P. Impact of product differentiation, marketing investments
and brand equity on pricing strategies: A brand level investigation. Eur J Mark.
2015;49(5/6):760—-781. doi: https://doi.org/10.1108/EJM-03-2014-0150
Mazzarol T, Sweeney JC, Soutar GN. Conceptualizing word-of-mouth activity,
triggers and conditions: An exploratory study. Eur J Mark. 2007;41(11/12):1475—
1494. doi: https://doi.org/10.1108/03090560710821260

lan A. Effective marketing communication efforts of sports development
initiatives: A case study of the public sector in the United Kingdom. Int J Bus
Humanit Technol. 2011;1(1):8-21.

Choi Y, Martin JJ, Park M, Yoh T. Motivational factors influencing sport
spectator involvement at NCAA Division II basketball games. J Study Sports Athl
Educ. 2009;3(3):265-284.

Hall J, O’Mahony B, Vieceli J. An empirical model of attendance factors at major
sporting events. Int J Hosp Manag. 2010;29(2):328-334. doi:
https://doi.org/10.1016/5.ijhm.2009.10.011

Azar A, et al. Path-Structure Modeling in Management: Application of Smart PLS
Software. Tehran: Negah Danesh Publications; 2012. [Persian]

Werts CE, Linn RL, Joreskog KG. Intraclass reliability estimates: Testing
structural assumptions. Educ Psychol Meas. 1974;34(1):25-33. doi:
https://doi.org/10.1177/001316447403400104

https://jrsm.khu.ac.ir/
25


https://doi.org/10.5755/J01.EE.27.2.12288
https://doi.org/10.1016/S0022-4359\(00\)00028-2
https://doi.org/10.1016/S0022-4359\(00\)00028-2
https://doi.org/10.1016/0749-5978\(91\)90020-T
https://doi.org/10.2307/1251929
https://doi.org/10.1016/j.smr.2012.05.004
https://doi.org/10.1108/09564230610651598
https://doi.org/10.1123/jsm.21.4.540
https://doi.org/10.1016/j.jretconser.2016.06.014
https://doi.org/10.1108/EJM-03-2014-0150
https://doi.org/10.1108/03090560710821260
https://doi.org/10.1016/j.ijhm.2009.10.011
https://doi.org/10.1177/001316447403400104
https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html

[ Downloaded from jrsm.khu.ac.ir on 2026-06-14 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

33.

34.

35.

36.

37.

38.

39.

40.

41.

42.

Byon KK, Zhang JJ, Baker TA. Impact of core and peripheral service quality on
consumption behavior of professional team sport spectators as mediated by
perceived value. Eur Sport Manag Q. 2013;13(2):232-263. doi:
https://doi.org/10.1080/16184742.2013.774111

Lee CK, Yoon YS, Lee SK. Investigating the relationships among perceived
value, satisfaction, and recommendations: The case of the Korean DMZ. Tour
Manag. 2007;28(1):204—214. doi: https://doi.org/10.1016/j.tourman.2005.12.017
Shojaei Barjooi S. Determining the Relationship Between Service Quality and
Perceived Value with Customer Satisfaction and Loyalty in Tehran Swimming
Pools [Master’s thesis]. Tehran: Payam Noor University; 2012. [Persian]
Caruana A, Money AH, Berthon PR. Service quality and satisfaction—the
moderating role of value. Eur J Mark. 2000;34(11/12):1338—-1353. doi:
https://doi.org/10.1108/03090560010348441

Kim SK, Park JA, Kim W. The mediating effect of destination image on the
relationship between spectator satisfaction and behavioral intentions at an
international sporting event. Asia Pac J Tour Res. 2016;21(3):273-292. doi:
https://doi.org/10.1080/10941665.2015.1050429

Yoshida M, James JD. Customer satisfaction with game and service experiences:
Antecedents and consequences. J Sport Manag. 2010;24(3):338-361. doi:
https://doi.org/10.1123/jsm.24.3.338

Mikayeli Talekhoncheh F, Elahi A, Akbari Yazdi H. The effect of service quality
on behavioral tendencies of female participants in team sports: The mediating role
of overall and emotional satisfaction. In: Proceedings of the 4th National
Conference of Sport Sciences and Physical Education of Iran; 2018; Tehran, Iran.
[Persian]

Koo GY, Andrew DP, Kim S. Mediated relationships between the constituents of
service quality and behavioural intentions: A study of women's college basketball
fans. Int J  Sport Manag  Mark.  2008;4(4):390411.  doi:
https://doi.org/10.1504/1IJSMM.2008.019377

Osti L, Disegna M, Brida JG. Repeat visits and intentions to revisit a sporting
event and its nearby destinations. J Vacat Mark. 2012;18(1):31— doi:
https://doi.org/10.1177/1356766711430944

Arnould EJ, Price LL. River magic: Extraordinary experience and the extended
service encounter. J Consum Res. 1993;20(1):24-45. doi:
https://doi.org/10.1086/209331

https://jrsm.khu.ac.ir/
26


https://doi.org/10.1080/16184742.2013.774111
https://doi.org/10.1016/j.tourman.2005.12.017
https://doi.org/10.1108/03090560010348441
https://doi.org/10.1080/10941665.2015.1050429
https://doi.org/10.1123/jsm.24.3.338
https://doi.org/10.1504/IJSMM.2008.019377
https://doi.org/10.1177/1356766711430944
https://doi.org/10.1086/209331
https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://jrsm.khu.ac.ir/article-1-2815-en.html
http://www.tcpdf.org

