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relationship management dimensions in promoting public sports from the
perspective of sports managers in Kerman.

Methods:The research method is descriptive correlation and the statistical.
The population of this study included all managers of clubs and sports
organizations in Kerman city, that 150 persons selected by full number
method. For data gathering, the questionnaires of the customer relationship
management and the public sports are used. In order to analyze the data
obtained for the research variables, the structural equation modeling the
Smart PLS software is used.

Result:Findings indicated that three dimensions of customer relationship
management namely Customer focus, relationship management and
knowledge management has a direct and significant impact on promotion of
public sports.

Conclusion:According to the research results, it can be concluded that all
managers of clubs and sports organizations governmental and
nongovernmental need to do their utmost In order to communicate with the
customer to encourage community participation and promote in public sports.
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Extended Abstract

Customer Relationship Management (CRM) is a culture that supports effective
marketing, sales, and after-sales service processes within an organization under
the umbrella of a customer-centric culture, based on the simple concept of
interactions between customers and sellers (1). CRM consists of four main
elements: understanding and differentiation, development and customization,
mutual interaction and value delivery, and customer acquisition and retention.
Accordingly, for every organization, business begins by attracting customers and
understanding their needs, then evolves through development, customization,
mutual interaction, and value delivery (2). Physical exercise and sports, as a
multidimensional tool with wide-ranging effects, have demonstrated their valuable
role in the economy, public health, healthy and enjoyable leisure activities, public
education (particularly for adolescents and youth), fostering social relationships,
disease prevention, counteracting growing social vices and moral deviations in
society, among numerous other applications (5). Among physical activities
implemented to promote vitality and health is "sport for all" or mass sports (6).
Regarding sports organizations' critical role as hubs for human resource
development, their managers fulfill key functions including information
dissemination, education, promoting social participation, advancing sports
culture, providing educational entertainment, and encouraging law-abiding
behavior, all contributing to mass sports development (20). Public sports
significantly impact family health through improving quality of life, recognizing
regular physical activity's health benefits, enhancing performance at all levels,
reducing citizens' social deprivation, increasing sports participation among non-
athletic groups like students, people with disabilities, families, mothers and
children, and helping people enjoy leisure time while achieving better living
standards. However, factors like computer games, transportation systems,
lacking physical education programs and urban development have increased
sedentary lifestyles, becoming major causes of global health problems.
Therefore, developing community-wide multi-sectoral public sports policies is

essential to improve living standards through increased physical activity. Given
|
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public sports' importance and understanding their sustainability depends on

organizations and clubs successfully re-engaging participants and attracting new
customers to use services, this requires raising awareness through education,
proper planning for institutionalizing public sports, and effective facility
management - achievable through Customer Relationship Management (CRM)
systems. The city of Kerman, with a population of nearly one million people, has
only a small percentage participating in public sports. According to the latest
research conducted in Kerman province, fewer than 6 out of every 1,000 people
participate in public sports. Given the prevalence of various cardiovascular
diseases, mental health issues, and obesity, coupled with the shortage of sports
recreation facilities and lack of specialized human resources, public sports in this
city and province require special attention, discussion, examination, and thorough
analysis.

Methodology

This study is descriptive-correlational research that is applied in purpose and
field-based in data collection. The population of this study included all managers
of clubs and sports organizations in Kerman city (150 individuals). Due to the
limited population size, the sample size was considered equal to the population
size using census sampling method. The researcher distributed and collected 150
questionnaires among the sample, with all 150 questionnaires being returned
properly completed. Data collection instruments included: a demographic
characteristics questionnaire, Taher pour Kalantari et al.'s (2010) 30-item
Customer Relationship Management questionnaire measuring three dimensions
(customer focus, relationship management, and knowledge management), and
Sarmad et al.'s (2011) 54-item Public Sports questionnaire assessing five
components (mass media, social demand, non-sports organizations, sports
organizations' structure, and globalization and communications). All
questionnaires used a 5-point Likert scale ranging from 1 to 5. The researchers
reported the reliability coefficients of these instruments as 0.88 and 0.75 in their
study. To determine the content validity of the questionnaires, qualitative content

validation was performed based on opinions from 10 expert professors in the
|
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field. Subsequently, a preliminary study was conducted to establish the
questionnaires' reliability by administering them to 30 sports organization and
club managers, resulting in Cronbach's alpha coefficients of 0.85 for customer
relationship management and 0.83 for public sports, indicating strong internal
consistency of the measurement tools. For data description, descriptive statistics
were employed, while structural equation modeling with partial least squares
approach was used for inferential data analysis. All statistical analyses were
performed using SPSS version 22 and Smart PLS version 2 software.

Results

An analysis of participants' demographic characteristics revealed that most study
subjects (54%) fell within the 30-40 age range, with males comprising the majority
(85%) of the sample. Most participants held bachelor's degrees (54%), and 56%
reported 10-20 years of professional experience. To assess the measurement
model's fit, convergent validity, discriminant validity, and instrument reliability
were evaluated using three criteria: factor loadings, Cronbach's alpha
coefficients, and composite reliability. Factor loadings served as one reliability
assessment criterion, with 0.5 established as the threshold for acceptable values.
Findings indicated that three dimensions of customer relationship management
namely Customer focus, relationship management and knowledge management
has a direct and significant impact on promotion of public sports.

Discussion

Research studies indicate that the costs associated with retaining existing
customers of an organization or sports club are significantly lower compared to
the substantial expenses required to attract new customers. Through customer
relationship management (CRM), organizations can identify customer needs and
expectations even before they are explicitly expressed. Leveraging this
advantage enables organizations to enhance customer satisfaction and loyalty
while reducing service and operational costs. Consequently, the importance of
CRM has grown substantially, leading numerous organizations to adopt CRM
systems for effectively managing their high volume of customer interactions. On

the other hand, sports development, particularly public sports, constitutes an
|

https://jrsm.khu.ac.ir/
183


https://jrsm.khu.ac.ir/article-1-3297-en.html

[ Downloaded from jrsm.khu.ac.ir on 2025-08-30 ]

integral part of national development programs. Public sports, as a significant

factor influencing both individual and social life, have garnered attention from
various societal sectors and government entities at the macro level. The growing
need for expanding sports participation across society has further emphasized
the necessity for more comprehensive research in this field. The discussion of
sports development can be examined through various dimensions. The research
results revealed that customer focus has a significant positive impact on
promoting public sports participation. In explaining this finding, it can be stated
that public sports represent a social product, and one of the main reasons for the
inefficiency of related programs is the unilateral approach in this field. In other
words, the failure of sports organizations and clubs' managers to establish
connections with the community due to weak structures in public sports reduces
people's tendency to participate. An appropriate structure can prevent many
barriers to increased participation in public sports, including individual obstacles
such as negative attitudes toward sports and its benefits, lack of internal
motivation to begin and continue participation, and absence of interest in public
sports. Customer focus and attention to their needs and desires as crucial
elements in sports organizations' structures, along with achieving customer
satisfaction, serve as fundamental factors in overcoming individual barriers and
enhancing the inclination toward public sports participation. The research results
demonstrated that relationship management has a significant positive impact on
promoting public sports participation. To explain this finding, it can be stated that
scientific research studies indicate today's society requires: changing people's
lifestyles (from inactive to active), increasing public awareness about the benefits
of physical activity and the harms of sedentary behavior, and addressing various
physical, psychological and social problems. Sports organization and club
managers play a crucial role in identifying and meeting these needs through
serious commitment to public sports by: establishing effective communications
with various centers including scientific-sports institutions, utilizing their research
findings and achievements, examining individual and collective cultures,

considering ethnic cultures, employing qualified specialists with proven track
|
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records for long-term planning, and addressing economic challenges. Another
research finding revealed a significant positive relationship between knowledge
management and public sports promotion. In this study, knowledge management
refers to learning, creating, disseminating and sharing knowledge. The findings
indicate that increased awareness among both the general public and sports
organization managers about the benefits of public sports participation directly
correlates with higher engagement in physical activities and subsequent
reductions in physical and mental health issues. Essentially, public sports
development requires behavior change strategies coupled with systematic
planning to identify needs, set objectives, and overcome existing barriers. These
obstacles stem from external organizational factors (including non-specialized
management, lack of meritocracy among sports administrators, and inadequate
social support systems) and internal individual factors (such as psychological
barriers, limited sports knowledge, and negative attitudes). Addressing these
multidimensional challenges through targeted planning is crucial to enabling
broader societal participation in sports activities. These barriers can be overcome
by implementing appropriate measures and solutions - namely, through
knowledge management by administrators. Sports organization and club
managers must recognize that different segments of the population have the
power to choose sports services and possess adequate awareness about
receiving quality services. They should conduct surveys, monitor performance,
and understand people's needs and preferences to meet their expectations
effectively. One key solution is providing speedy services within minimal
timeframes, which can significantly impact customer engagement and
satisfaction. These managers can achieve this important goal by considering
factors such as having active, skilled, and efficient employees, utilizing advanced
equipment, closely monitoring staff performance, and creating various incentives
for employees.It should also be noted that the managers of sports organizations
and clubs, if necessary, can form think tanks to adopt appropriate strategies
based on the findings of this research and other similar studies to promote and

develop public sports.
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