Faculty of

University of Tehran

Spoet Sciences and Health

Sport Management Journal

Online ISSN: 2676-427X

The Impact of Digital Marketing Mix on Sporting Stores *Customers Behavioral
Tendencies with the Mediating Role of Customer Relationship Quality

Majid Kavand?

, Farnaz Fakhri?®:', Fariba Askarian®

1. Department of Sport Management, Faculty of Sport Sciences, Arak University, Arak, Iran. E-mail: kavandmajid20@gmail.com
2. Corresponding Author, Department of Sport Management, Faculty of Sport Sciences, Arak University, Arak, Iran.

E-mail: f-fakhri@araku.ac.ir

3. Department of Sport Management, Faculty of Sport Sciences and Health, University of Tehran, Tehran, Iran.

E-mail: askarian@ut.ac.ir

Article Info

ABSTRACT

Article type:
Research Article

Article history:
Received:

18 June 2022
Received in revised form:

29 December 2022
Accepted:

1 January 2023
Published online:

22 September 2024

Keywords:
Behavioral Tendencies

Customer Relationship Quality,

Digital Marketing Mix,
Sports Marketing.

Introduction: The purpose of this study was to investigate the impact of digital
marketing mix on the behavioral tendencies of customers in sports stores in Markazi
province with the mediating role of customer relationship quality.

Methods: The research method is applied in terms of purpose and descriptive-
correlational in terms of data collection. Structural equation modeling was used to
examine the relationships of variables. The statistical population of the study
included customers of sports stores in Markazi province and 443 customers were
selected as a statistical sample by purposive and available sampling. Data collection
tools included a researcher-made digital marketing mix questionnaire; a standard
customer relationship quality adapted questionnaire by Niadzaio and Khajehzadeh
(2016), and a Behavioral Tendency Questionnaire by Lin (2006) and Kim & Lee
(2008). The validity of the questionnaires was confirmed by experts, and the
construct validity was confirmed using factor analysis .Also, their reliability was
confirmed with Cronbach's alpha coefficient of 0.88, 0.96, and 0.95. Data analysis
was performed using descriptive and inferential statistics and structural equation
modeling using SPSS and LISREL software.

Results: The results showed that the digital marketing mix has a significant effect on
behavioral tendencies and customer relationship quality of sports stores in Markazi
province; Also, the digital marketing mix with the mediating role of customer
relationship quality was influential on the behavioral tendencies of customers in
sports stores in Markazi province.

Conclusion: As a result, it can be said that store and business owners, can use the
positive effects of digital marketing mixed to improve the behavioral tendencies of
customers, along with using the advantages of the customer relationship quality to
increase the competitiveness of their business.
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Extended Abstract

Introduction

Digital marketing plays a crucial role in influencing
customer purchasing decisions and contributes to
businesses generating significant profits. In today's
highly competitive market, companies prioritize
customer satisfaction to gain a competitive advantage.
Meeting customers' needs and accurately understanding
their desires, expectations, capabilities, and limitations in
purchasing products are essential to attract and retain
them. Therefore, it is important to recognize the
significance of digital marketing, particularly its impact
on the sports industry, as it influences the purchasing
behavior of today's consumers. This aspect has not been
extensively studied in previous sports marketing
research. Given the increasing importance of digital
marketing and its role in customer buying behavior, there
is a growing need for such research, especially in the
context of sporting stores. Thus, the purpose of this study
was to determine the impact of digital marketing mix on
the behavioral tendencies of customers in sports stores in
Markazi province with the mediating role of customer
relationship quality.

Methods

The research method is applied in terms of purpose and
descriptive-correlational in terms of data collection.
Structural equation modeling was used to examine the
relationships of variables. The statistical population of
the study included customers of sports stores in Markazi
province and 443 customers were selected as a statistical
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sample by purposive and available sampling. Data
collection tools included a researcher-made digital
marketing mix questionnaire; a standard customer
relationship quality adapted questionnaire by Niadzaio
and Khajehzadeh (2016), and a Behavioral Tendency
Questionnaire by Lin (2006) and Kim & Lee (2008). The
validity of the questionnaires was confirmed by experts,
and the construct validity was confirmed using factor
analysis. Also, their reliability was confirmed with
Cronbach's alpha coefficient of 0.88, 0.96, and 0.95. Data
analysis was performed using descriptive and inferential
statistics and structural equation modeling using SPSS
and LISREL software.

Results

According to the structural model, the path coefficient for
the impact of the digital marketing mix variable on the
behavioral tendencies of customers was 0.1, indicating a
low but significant effect with a t-value of 2.29, which
exceeded 1.96. Furthermore, the path coefficient for the
impact of the digital marketing mix variable on the
customer relationship quality was 0.82, indicating a high
and significant effect with a t-value of 18.15. Finally, the
path coefficient for the impact of the customer
relationship quality on the behavioral tendencies of
customers was 0.89 and the t value was obtained as 16.12
(Table 1). Also, to investigate the indirect effect, the
Sobel test was used. Considering that the z value is
significant, as a result, the impact of the mediating
variable customer relationship quality is significant and
the effect is equal to 0.72.

Table 1. The Path Coefficient and t Value of the Variables

Variable Impact t value Path coefficient Result
Digital Marketing Mix» Behavioral Tendencies 2.29 0.1 Confirmed.
Digital Marketing Mix »Customer Relationship Quality 18.15 0.82 Confirmed.
Customer Relationship Quality_> Behavioral Tendencies 16.12 0.89 Confirmed.

Conclusion

So, it can be acknowledged that with the increasing use
of the Internet, especially during the COVID-19
pandemic, people often make purchases online or in the
distance. To stay out of the competition, store owners
and sports businesses need to adapt to the new situation
and move from traditional marketing to digital
marketing. According to the results of this study based
on the effect of digital marketing mix on customers'
behavioral tendencies and customer relationship quality,

owners of sports stores in Markazi province are advised
to develop digital marketing infrastructure along with
traditional shopping and sales platforms and use digital
marketing mix tailored to their capacities. Online
sporting stores are suggested to improve the customer
relationship quality through up-to-date technologies and
experts to keep customers and increase their loyalty
from word of mouth and visit them again.
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