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ABSTRACT

The present study was applied in terms of purpose and descriptive-correlational
in terms of data collection. It investigated the mediating role of enjoyable
experience and e-satisfaction in the relationship between the e-services quality
and the intention to repurchase electronic sports products. The statistical
population of the study includes buyers of sports products from Majid website
and their information was in the customer relationship management system of
the company that the research tool was distributed among them (N = 635). Also,
the sample size was determined according to the purpose and using PASS
statistical software at an error level of 0.05, in the range of 198 to 216 people.
Descriptive and inferential statistics techniques and Smart PLS and SPSS
software were used for data analysis. The measuring instruments of the present
study were the standard e-service quality questionnaire of Parasoramon et al.
(2005), the Oliver e-satisfaction questionnaire (2007), the electronic repurchase
intention questionnaire of Cronin et al. (2000) and the enjoyable electronic
experience questionnaire of Hsu et al. (2017). The results showed that the
quality of electronic services (P <0.01, B = 0.318), enjoyable electronic
experience (P <0.01, B = 0.340) and electronic satisfaction (P <0.05, f0/150)
have impact on repurchase electronic sports products. Also, the indirect beta
coefficient of e-service quality on repurchase intention shows that satisfaction
and enjoyable e-experience play a mediating role in the relationship between e-
service quality and purchase intention.

KEYWORDS
Website Quality, E-Shopping, Customer, Customer Satisfaction, Intention to
Repurchase.
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Extended Abstract

Introduction

One of the tools for accessing information in the
virtual world is websites. Websites are a gateway to
the virtual world that has made it possible for users
to connect and interact with electronic information.
Sports-related websites are often used by sports
organizations as a media platform through which the
organization can communicate with interested
people (e.g. team fans) by selling sports products and
services and providing entertainment. In order to
interact and communicate with the visitors of sports
sites and attract them, the content and quality of the
site must be attractive and diverse. Numerous
definitions of e-services have been proposed by
researchers, for example, Zeithaml, Parasuraman,
and Malhotra (2000) define e-services as web-based
services that are transmitted to customers via the
Internet. The extent to which a website meets the
expectations of users and stakeholders is related to
the quality of the website. Accepting online
shopping and doing so largely depends on the
consumer's attitude and how people interact with the
computer. To attract a customer, the company's
online activities must be profitable for him. As
Cutler (1993) states, marketing is not based on
production facilities but on customer satisfaction.
Customer satisfaction is defined as a customer's
feeling or attitude towards a product or service after
using it. Due to the widespread competition in the
online shopping process by customers, businesses
need to use various methods to keep customers
satisfied and retain them. In some countries, many
customers are still hesitant to use this type of web-
based technology. Convincing customers to use new
ways of providing online services is not easy, and
with the widespread growth of e-commerce, the issue
of customer satisfaction in the online space as an
important component in the business environment
has become doubly important. Therefore,
considering the importance of the quality of Internet
sites in providing customer satisfaction, this study
examines the effect of the quality of website services
on the intention of electronic repurchase through the
mediating variables of satisfaction and enjoyable
experience in electronic purchases of sports
products; Of course, customer satisfaction with the
website plays an important role in their desire to use
the online services of sports products; Therefore, the
website should be designed according to the key
factors that are important to its users to provide their
satisfaction. It should be noted that from the point of
view of customers, the use of this type of service is
particularly important due to the cost advantage and
access time to electronic services In this type of
exchange that takes place in the virtual environment,
the quality of the website is of particular importance
as one of the important pillars of the customer's

encounter with the company; Because the scientific
examination of service provider sites according to
the attitude of customers and the recognition of its
important indicators can be an important factor in the
success of this business in increasing the satisfaction
and loyalty of customers. Therefore, the need to
conduct this research seems necessary.

Methods
The present study was applied in terms of purpose and
in terms of descriptive-correlational data analysis
method. The statistical population of the study
includes buyers of sports products from Majid website
and their information was in the customer relationship
management system of the company that the research
tool was distributed among them in an accessible way
(N = 635). PASS statistical software version 11.0.8
was used to obtain the appropriate sample size.
According to this software, in order to meet the
research objectives, 198 to 216 people were the sample
size of the research. A total of 225 questionnaires were
distributed among the members of the research
sample, and after collecting and leaving out the
questionnaires that were distorted or incomplete, 210
questionnaires were used in statistical analysis. The
sampling method in this study was available and
questionnaire was distributed among them. To collect
the data, a questionnaire containing 30 items based on
the Likert scale was used. This questionnaire includes:
the electronic repurchase intention questionnaire of 14
Cronin et al. (2000) with 3 items, the
enjoyable electronic experience questionnaire of Hsu
etal. (2017) with 4 items, the electronic service quality
questionnaire of Parasuraman et al. (2005) with 5
components of ease of use, structure, reliability,
information and appearance and a total of 20 items and
Oliver's electronic satisfaction questionnaire (2007)
with 3 items; This questionnaire was also used in the
internal research of Mohammadi et al. (2021). To
analyze the data, descriptive statistics and inferential
statistics methods have been used. In the descriptive
statistics section, central indicators, scattering such as
mean and standard deviation have been used. At the
level of inferential statistics, Structural Equation
Modeling has been used.

Results

Table 1 shows the loading factors and T values

of the research variables.

As can be seen in this table, E-service quality (P
<0.05, p=0.318), E-satisfaction (P <0.05, p = 0.150),
and Enjoyable experience (P <0.05, = 0.340) have
played significant role in repurchase intention. Also,
the results of Sobel test showed that the variable of
service quality has a significant effect on the intention
to repurchase through the mediator of enjoyable
experience and electronic satisfaction. The variance
inclusion index (VAF) also showed that the indirect
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effect of service quality through mediation of
enjoyable experience (21%) and electronic

satisfaction (10%) on repurchase intention, indicating
partial mediation of mediators.

Tablel. Loading Factors & T Value

Path T Value Loading Factor _Interpretation
E-service quality — e-repurchase intention 533 0.318 Confirm
E-service quality - e-satisfaction 6.72 0.406 Confirm
E-service quality- Enjoyable experience 6.79 0.416 Confirm
e-satisfaction - e-repurchase intention 2.02 0.150 Confirm
Enjoyable experience - e-repurchase intention 3.79 0.340 Confirm

Conclusion

Regarding the role of e-service quality on the
intention to repurchase from the website, the results
confirm that the quality of e-service intends to
repurchase customers in increasing the use of website
services. The results obtained from this section are
also consistent with the research of Choi et al. (2004)
and Yang and Fang (2004). Thus, it is clear that the
quality of electronic services as one of the factors that
guide the way and how to use the services of the store
website, is also effective in using it with respect to the
quality of electronic services. This issue and its
importance to the customer will naturally create the
intention to repurchase in the customer to the store
website. Now, the sum of these factors indicates the
quality of electronic services, but it does not mean
that the content of the website is not important to
customers, and the content that is placed on the store
website should be able to attract positive feedback
from the customer. Therefore, in this context,
providing the appropriate quality on the store's
website should be seriously considered. In this regard,
one of the key factors in designing a website is to
create interaction and communication with site
visitors and attract them with quality and relevant site
content. This connection and attracting users to read
the content of the site leads to more important
operations such as purchasing and receiving services
and writing comments, etc., and leads users to the
goals of the site. A number of factors that make a
good strategy for website content include: designing
a suitable background for the possibility of accurate
study and easier use in mobile and tablet devices,
attractive and specialized image galleries in designing
sports websites, introducing sports federations for
visitors, designing web pages, sending newsletters
and two-way interactive communication, absorption
advanced advertisement system to earn more money,
designing web page of online results and information
of domestic and foreign leagues, designing page and
news of sports categories, launching specialized
stores of sports equipment, creating sports database
about types of sports and its accessories, contract to
watch movies online. These items, along with
dedicated sports website design systems, can create
better conditions for the store's website. Regarding
the enjoyable experience and its effect on the

intention to buy again from the website, the results
show that the enjoyable experience of the users of the
website services of sports products stores can lead to
the intention to visit them again. Maintain this
relationship in a desirable way as Hsu et al. (2013),
Hsu et al. (2017), Makizadeh et al. (2016) Lin et al.
(2005) and Shonk et al. (2008) have confirmed this
issue in their research results. Shafiei et al. (2016)
refer to the flow of a pleasurable state that people feel
when they are fully engaged with a subject. In the
flow mode, consumers get a tremendous sense of
experience compared to daily activities and a waste of
time. In streaming mode, the person focuses on an
activity or watching a game and experiences such as
high and low pleasure. Creating an atmosphere on the
website that creates a pleasant experience for the
visitors comes from the characteristics of the website
that creates a pleasant atmosphere on the website and
its appropriate design. When the visitors of the
website are aware of the enjoyable experiences on the
website of the sports products store while using them,
and the website environment can meet their needs on
the website, they will have an experience that in this
way, customers will be encouraged to reuse and buy
again through the website. Therefore, creating such
an atmosphere on the store website can be of great
importance in attracting visitors to the website.

KEYWORDS
Website Quality, E-Shopping, Customer, Customer
Satisfaction, Intention to Repurchase.
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