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Abstract

The present study seeks to answer the questions of whether virtual social networks
play a role in customer orientation and service orientation of sports tourism tours
or not? And can innovative performance play a role? The present study is a cross-
sectional study. It is considered as a type of applied research. In terms of method,
it is an analytical description and in terms of data collection, it is a survey. It is of
non-experimental research and correlation schemes of structural equation
modeling. In this research, a documentary questionnaire has been used to examine
the theoretical foundations and a questionnaire has been used to collect data. The
statistical population of the study was all sports tourists in Tehran in 2020. Due to
the uncertainty of the size of the research population, general rules were used to
estimate the sample size. Therefore, the minimum sample size was estimated to be
230 people. Available non-probability sampling method was used for sampling.
The data collection tool in the present study is a questionnaire. The results showed
that virtual social networks affect the innovative performance of sports tours.
Virtual social networks affect the customer orientation of sports tours. Virtual
social network affects the serviceability of sports tours. Innovative performance
affects customer orientation of sports tours. Innovative performance affects the
serviceability of sports tours. Innovative performance also mediates the impact of
virtual social network on customer orientation and service orientation of sports
tours.
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EXTENDED ABSTRACT

INTRODUCTION
Recently, the tourism industry has been one of the fastest growing and developing industries in the world, and over

the past half century, this field has been constantly expanding and diversifying (Cho & Choi, 2021). Under these
circumstances, many countries derive their main income from the tourism industry. The activity of tourist tours is also
considered as one of the most important and dynamic activities in the world. So that it is one of the most economic
activities in the national cycle of countries, especially in terms of employment, currency and prosperity of different
regions (Shokati et al., 2016). Travel tours and travel agencies are highly communicated service organizations and
customer service plays an important role in their success (Yang, Chen & Huang, 2017). Customer orientation is the
key factor that connects the organization with the target markets and is defined as the desire of an employee to help
customers meet their needs during the performance of their organizational tasks (Brown et al., 2002). Service
orientation along with customer orientation is another factor that plays an important role in organizations, especially
companies and offices related to tourism. One of the most important goals of any organization in order to maintain
survival and continuity of activities is to increase customer satisfaction and retain customers, and one of the best ways
to create customer satisfaction and retention is the service orientation of the organization's employees. Service-
oriented, by creating a sense of well-being and satisfaction in customers, helps to meet their expectations and thus
maintain and sustain them (Ershad, Jarideh & Badiezadeh, 2016). It seems that one of the factors related to customer
orientation and service orientation in the tourism industry and tourism tours are social networks (Jafari and Yaghoubi-
Jahromi, 2018). In fact, today, virtual social networks have become one of the most important communication tools
in societies and around the world and as an essential tool in the exchange of science, knowledge and technology
(Razavi, 2021). Innovative performance, meanwhile, is one of the key elements of an organization that helps to
innovate, improve, learn from failures, and adapt to a dynamic competitive environment. Innovative performance is a
combination of organizational achievements that result from the improvement of activities and includes various
aspects of product innovation, structure and process (Asghari and Jahani, 2016). Therefore, the present study seeks to
answer the questions of whether virtual social networks play a role in customer orientation and service orientation of
sports tourism tours or not? And can innovative performance play a role?

METHODOLOGY
The present study is a cross-sectional study. It is considered as a type of applied research. In terms of method, it is an

analytical description and in terms of data collection, it is a survey. It is of non-experimental research and correlation
schemes of structural equation modeling. In this research, a documentary questionnaire has been used to examine the
theoretical foundations and a questionnaire has been used to collect data. The statistical population of the study was
all sports tourists in Tehran in 2020. Due to the uncertainty of the size of the research population, general rules were
used to estimate the sample size. Therefore, the minimum sample size was estimated to be 230 people. Available non-
probability sampling method was used for sampling. The data collection tool in the present study is a questionnaire.
The questionnaire used consisted of 5 sections. The first part is demographic information. The second part, the
Jahanbani (2018) social networks questionnaire, contains 19 questions and 3 components (amount of use, type of use
and level of trust in users). The third section, the Saxe and Weitz (1982) customer orientation questionnaire, contains
eight questions with a Likert scale of five options. The fourth section, Gwinner et al.'s (2005) service orientation
questionnaire, contains five questions with a Likert scale of five options. Finally, the fifth section, the standard
questionnaire of innovative performance of Eskandarzadeh (2014), includes 14 items based on a 5-point Likert scale
and 4 components (service innovation; behavioral innovation; process innovation: strategic innovation). After
collecting data through a questionnaire, structural equation modeling and partial least squares approach were used to
analyze the data. In this regard, two softwares, Smart-PLS3 and SPSS26, were used.

RESULTS
The results showed that virtual social networks affect the innovative performance of sports tours. Virtual social

networks affect the customer orientation of sports tours. Virtual social network affects the serviceability of sports
tours. Innovative performance affects customer orientation of sports tours. Innovative performance affects the
serviceability of sports tours. Innovative performance also mediates the impact of virtual social network on customer
orientation and service orientation of sports tours.
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DISCUSSION AND CONCLUSION
In line with the results obtained, it is suggested, sports tours use a variety of virtual social networks to connect with

sports tourists; it is also better to use the latest knowledge in their activities and offer new services to tourists and share
a lot of useful content with your audience on virtual social networks.
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Figure 1. Conceptual model of research
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Table 6. Composite validity of constructs
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Table 8. Correlation between latent variables
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