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ABSTRACT

The present study was designed and conducted with the aim of creating a
structural model of factors in the development of service delivery to
Generation Z customers in Iran's sports industry. As a mixed-method work,
the study encompassed both qualitative and quantitative approaches, and,
given its application within organizational settings, it falls under applied
research. In the qualitative phase, the fuzzy Delphi method was employed,
while the quantitative phase used interpretive structural modeling (ISM).
Data were collected in the field. The study's target population consisted of
experts in the subject matter, selected through purposive sampling. A total
of 15 interviews were conducted until theoretical saturation was achieved.
The quantitative approach (interpretive structural modeling) required
experts familiar with the research topic, so the target population remained
consistent across both the qualitative and quantitative phases. Data
collection tools included a semi-structured interview for the qualitative part
and a researcher-designed questionnaire for the quantitative part. Open,
axial, and selective coding were used for qualitative data analysis, while
ISM and MICMAC analysis were applied for quantitative analysis. The
factors influencing the development of service delivery to Generation Z
customers in Iran's sports industry included competitive environment,
diversity of interests, the role of sports, favorable attitudes, environmental
dynamics, technical systems, database management, sports industry
excellence, audience profiling, and responsiveness.
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Extended Abstract

Introduction

Today, sports are recognized as one of the world's largest social phenomena, occupying a
significant part of modern life. The intensification of competition in the current environment
compels sports service providers to examine critical events and their impact on customer behavior.
Understanding customer expectations and their levels from sports organizations allows service
marketers to determine whether the services provided meet an acceptable quality standard.
Delivering optimal services in sports and enhancing the sports industry are rooted in customer
orientation and attention to customers. Among the key customer groups are Generation Z
customers. With this focus, the present study aims to design and implement a structural model of
factors influencing the development of service delivery to Generation Z customers in lran's sports
industry. Accordingly, the research question is: What is the structural model of factors influencing
the development of service delivery to Generation Z customers in Iran's sports industry?

Methods

This study employs a mixed-methods approach, combining qualitative and quantitative techniques.
The qualitative section utilized Glaser's qualitative method, while the quantitative section
employed interpretive structural modeling (ISM). Data collection was conducted through field
research. The statistical population comprised experts knowledgeable about the research subject.
The criteria for selecting experts were divided into four areas: (1) professional experience (a
minimum of five years in the sports industry), (2) research experience (at least three studies related
to Generation Z customers, customer orientation, or marketing), (3) educational background
(holding at least a bachelor’s degree), and (4) familiarity with the research topic (assessed through
initial technical knowledge questions). Meeting at least three of these four criteria was essential for
inclusion in the study. Purposive sampling was employed to identify potential participants,
resulting in a sample size of 15 experts. The sample size was determined by reaching theoretical
saturation. In the qualitative section, semi-structured interviews were used for data collection.
Based on these interviews, factors were identified and subsequently utilized as tools for data
collection in the quantitative section. The questionnaire consisted of two main parts: demographic
characteristics and questions designed according to ISM methodology.

Results

Descriptive results revealed that 66.7% of participants were male, and 33.3% were female.
Additionally, 46.7% held doctoral degrees, the largest educational subgroup. Participants aged over
50 years represented the highest frequency (40.0%), and sports management was the most common
academic background (53.4%). From the analysis, 55 final codes were extracted. The entropy and
importance coefficients were calculated based on the frequency of each code. Key factors included:

Recognizing Generation Z's emphasis on their interests

Awareness of financial performance in the sports industry

Efforts to identify reasons behind Generation Z's persistence in pursuing their preferences
Establishing dynamic responsive systems

Maintaining a standardized supply chain in the sports industry

Developing online and offline communication mechanisms

Segmenting Generation Z customers based on interests

Improving flexibility in technical infrastructure



Results indicated that the factors influencing service delivery development for Generation Z
customers in Iran’s sports industry include competitive environment, diverse interests, the
significance of sports, favorable attitudes, environmental scanning, technical systems, databases,
industry excellence, audience profiling, and responsiveness.

Conclusion

Considering the significance of Generation Z customers, addressing their needs is crucial. While
most studies acknowledge the importance of this group, their high expectations, including fast
service delivery, high-quality standards, and a broad range of options tailored to their interests,
make catering to them essential. This study aimed to design a structural model of factors
influencing service delivery to Generation Z customers in Iran's sports industry. The study
recommends the establishment of a monitoring committee to track Generation Z's needs and
provide specialized data to the sports industry. Moreover, the development of electronic platforms
to facilitate communication between the sports industry and its audience is advised. Further
suggestions include creating a database of the sports industry's resources and deficiencies,
incorporating Generation Z into policymaking, and organizing projects and events targeting this
demographic. Additionally, implementing integrated media applications and improving the
flexibility of sports industry infrastructure to adapt to production and service delivery needs are
recommended.
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Figure 1. Research model
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