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Abstract

The aim of this study was to investigate the effect of customer relationship
management on customers’ behavioral outcomes in Sport and Youth offices
of Golestan province. The statistical population consisted of employees of
Sport and Youth offices of Golestan province and 132 employees were
selected as the statistical sample. For data collection, Hong-Kit et al. (2005)
Customer Relationship Management Questionnaire, Stringfellow et al.
(2004) Customer Satisfaction Questionnaire and Hong-Kit et al. (2004)
Customer Intention to Return Questionnaire were used. To analyze the data
and identify the effects of research variables, structural equation modeling
was used by Smart PLS software. The Findings showed that organizing
customer relationship management, knowledge management and customer
relationship management based on technology had significant effects on
customer satisfaction, but the effect of focus on key customers on customer
satisfaction in Sport and Youth offices was not significant. Also, other
findings showed that focus on key customers, organizing customer
relationship management and customer relationship management based on
technology had significant effects on customers’ intention to return in Sport
and Youth offices of Golestan province. But the effect of knowledge
management on customers’ intention to return was not significant in Sport
and Youth offices.

Keywords
behavioral outcomes, customer intention, customer satisfaction, key customers,
knowledge management.
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