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Abstract
Objective: The purpose of this research is to determine the mediating role of
perceived risk in the relationship between the quality of perceived service quality and
the citizenship behavior of customers in sports clubs in Isfahan.
Methodology: The method of this research is descriptive correlation with structural
equation approach and has practical purpose. The statistical population of the
research includes all customers of sports clubs in Isfahan. A random cluster sampling
method was used to select the sample. The instrument used in this study are the
demographic characteristics of the participants in research, the SERVQUAL
perceptual quality of service quality assessment questionnaire by Parasuraman et al.
(1988), Groot Customer Citizenship Behavior Questionnaire (2005) and Perceived
Risk Questionnaire (Carole et al., 2014). The reliability of the questionnaire was
tested through Cronbach's alpha (o), perceived service quality questionnaire (0.81),
customer's citizenship behavior questionnaire (0.912), and perceived risk
questionnaire (0/832). The Kolmogorov-Smirnov test was based on the data
distribution, and for analyzing the data, Spearman correlation coefficient and
Bootstrap method and structural equations and PLS software were used.
Results: The results showed that the quality of perceived services and citizenship
behavior (p =0.852) (T =15.549) were significant (P <0.01); the indirect effect of
perceived service quality and citizenship behavior through the perceived risk was (8
=-0.027); and T (T = 1.774) was statistically significant (P <0.066).
Conclusion: Club managers are encouraged to develop and implement strategies that
can enhance the customer's customer behavior through the use
of quality services and, in parallel, reduce the perceived risk of customers.
Keyword: Quality of perceived service, Customer Citizenship Behavior, Perceived
Risk of Service, Sports Club
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Extended Abstract
Introduction and State of Problem

In recent years, quality management has been proposed by national and
international organizations as a method for deeply understanding the demands
of customers and satisfying the needs and demands of customers in every way
and in a reassuring manner. Mullin for the first time in 1983, sports was
mentioned as an industry. they can be chosen as a source of profit for any
organization, and if this source is satisfied and shows voluntary and out-of-role
behavior such as citizenship behavior of the customer, there is a benefit for the
organization without paying a fee. will be. Perceived risk and likelihood of risk
is an uncertainty in the shopping environment, where consumers may consider
that the purchase is important and has serious consequences for them as an
appetite or an inappropriate decision. Considering the importance of customer
citizenship behavior, the researcher seeks to find factors influencing customer
citizenship behavior with a focus on service quality. This research seeks to
determine the causal relationship between perceived service quality and
customer citizenship behavior with the mediating role of perceived risk in
Isfahan sports clubs. is.

Methodology: The method for conducting this research was a descriptive
survey method of the correlation type with the approach of structural equations
and applied in terms of purpose. By using this method, the researcher tried to
describe and interpret what it is without any influence or interference in the
results, while presenting a clear picture of the characteristics of the statistical
society. In other words, the researcher described objectively, realistically and
systematically the characteristics of the subject under investigation, analyzed
and interpreted the existing conditions or relationships. In this research, the
statistical population includes all customers of group sports clubs in Isfahan
city. According to the statistical population of 11,500 people (an average of 50
members in 30 clubs under the coverage of Isfahan municipality and more than
200 private clubs providing aerobic and Pilates sports in Isfahan), a random
cluster sampling method was used to select the sample. From 15 districts of
Isfahan municipality, 3 sports clubs were randomly selected from each district
and the questionnaire was distributed, and finally, 390 questionnaires out of
450 questionnaires were returned correctly and the data was analyzed
statistically. The research tool consists of two general parts. The first part of
the questionnaire is related to the variables of service quality and perceived risk
and customer citizenship behavior, and the second part is related
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to demographic questions such as age, education, etc. The five-dimensional
SERQUAL questionnaire by Parasuraman and his colleagues in 1988 The
guestionnaire designed by Grote (2005) was used, and 10 items to evaluate the
customer's citizenship behavior. The questionnaire of Karol et al. (2014) was
used to measure the perceived risk of customers and the risk was measured
based on 5 dimensions (financial risk, time risk, efficiency risk, social risk,
psychological risk and physical risk) and 31 items Spearman correlation
coefficient and simple linear regression, multivariate and Bootstrap test (to
estimate the variance of the mediator in the relationship between independent
variable and dependent variable) through SPSS pls3 software 24 was used.
SEM software has been used to perform confirmatory factor analysis and
finally to interpret model fit indices.

Results: The information related to the descriptive statistics obtained from the
statistical sample indicates that 302 people, equal to 70.2% of the sample, were
men and 88 people were equal to 20.5%, women. 42.0% of the studied subjects
were married and 57.9% were single. In relation to the age variable, the largest
age range of 2030-2030 respondents was 52.3% equal to 225 people. The
largest sample size was in the education section of people belonging to the
46.1% group of respondents (198) people (with diploma education, and
regarding Duration of use of the gym 39 percent of the respondents equal to
168 people had used the gym for less than 1 year. The output of the Kolmogorov
Smirnov test showed that the data related to the variables is non-normal, so to
check the statistical hypotheses of the Spearman correlation coefficient was
used and the results (Table 1) showed that there is a positive and significant
relationship between perceived service quality and customer citizenship
behavior (P<0.01 and r=/70). The findings of the research show that there is a
positive and significant relationship between perceived service quality and
customer citizenship behavior. The results of multiple regression showed that
confidence, empathy, responsiveness and trust are the conditions for predicting
customer citizenship behavior. The results of the slope of the regression line
(B) about predictor variables show that there is a relationship between customer
citizenship with confidence (/32), empathy (/25), responsiveness (/18) and trust
(/07). The results of standardized beta coefficient also show that the most
important predictors of customer citizenship are confidence (/36), empathy
(/27), responsiveness (/22) and trust (/07). In order to investigate the mediating
effects, first, the effects of the entire path of service quality on citizenship
behavior should be investigated. According to the significant level of this path
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(P<0.01), the conditions for investigating the mediator role are provided.
According to the hypothesis based on the existence of a mediating role of
perceived risk in the causal relationship between perceived service quality and
citizenship behavior of customers of sports clubs in Isfahan city, the indirect
path of this hypothesis should be investigated. The indirect path of the
proposed hypothesis by obtaining the regression coefficient (B = 0.113); The t-
statistic (T=3.083) at a significant level (P<0.01) indicates the mediating role
of perceived risk variable. Also, in order to investigate and identify the type of
intermediary role (partially and fully), it is necessary to examine the direct path
of perceived service quality and citizenship behavior. According to the results
of Table 7 in the mentioned path and by obtaining the regression coefficient (3
= 0.852); T-statistic (T = 15.549) at a significant level (P < 0.01) it can be said
that the role of perceived risk of sports clubs in Isfahan city was confirmed as
a partial mediating role.

Discussion and Conclusion

Providing quality services is perhaps one of the most important elements that leads
to customer satisfaction. Today, customers are not only as buyers, but they can be
considered as a profitable source for any organization, and if this source is satisfied
and shows voluntary and out-of-role behavior, such as the customer's citizenship
behavior, it will be profitable for the organization without paying. will be. Also,
loyal customers who show citizen behavior can be considered one of the main
components in a successful sports club. Perceived risk is a person's perception of
the uncertainty and negative consequences of purchasing a product or service. This
research sought to determine the causal relationship between perceived service
quality and customer citizenship behavior with the mediating role of perceived risk
in Isfahan sports clubs and the results It showed that there was a significant
relationship between perceived service quality and citizenship behavior of
customers. Perceived risk is a person's perception of the uncertainty and negative
consequences of purchasing a product or service. This research sought to determine
the causal relationship between perceived service quality and customer citizenship
behavior with the mediating role of perceived risk in Isfahan sports clubs and the
results It showed that there was a significant relationship between perceived service
quality and citizenship behavior of customers. Finally, the path analysis showed
that there is a positive and significant relationship between perceived service
quality and customer citizenship behavior with the mediation of perceived risk
in customers. Based on the findings of this research, it is suggested that the
benefits received compared to the cost that customers pay to receive services in
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clubs are the basis for customer presence and loyalty. Therefore, club managers
should know that creating value for customers is the key to attracting and retaining
customers according to their attitude and improving service delivery. It is to
improve service quality, customer satisfaction and improve attitude, and the
customer can use the club’s services again, and introduce it to others. Therefore, it
seems necessary for sports clubs to increase the quality of services that lead to
customer citizenship behavior. According to the above findings, it can be
concluded that the perceived risk is one of the important factors that can affect the
behavior of customers in the financial market towards the use of sports clubs,
therefore paying attention to the perceived risk of customers and management and
control. It is of great importance considering that the perceived risk is one of the
determining elements in the acceptance and intention of customers to use sports
clubs and the customer's citizenship behavior is one of the factors that reduce this
risk, it is suggested that club managers increase the perceived service quality and
behavior towards sports and health. They offer to the people of the society - it can
be said that the quality of service in customer citizenship among their employees
and trainers and customers, so that they can identify the different dimensions of
perceived risk among the customers of their clubs for better productivity and carry
out the necessary planning to advance the marketing goals.
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