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Abstract

The purpose of this study was to investigate the relationship between internal marketing with customers’
satisfaction and willingness to return to private women's fitness clubs in Tehran and to present a model. This
study is descriptive correlational research. The research population included all the employees of private
women's fitness clubs in Tehran and the customers of these clubs who had at least six months of experience in
these clubs. According to Morgan's table, the sample numbers of employees and customers were 165 and 335,
respectively, who were selected randomly. To collect data, the questionnaires of demographic information,
internal marketing questionnaire by Mooney and Forman (1995), customers’ satisfaction questionnaire by
Gohar Rostami (2018) and future intentions for participation questionnaire by Lim (2006) were used. To
determine the content validity, 10 professors of the relevant field approved the questionnaires, and to determine
the reliability, 40 questionnaires were distributed among the employees and 40 questionnaires among the
customers separately from the research samples and their statistical analysis was collected. Then, Cronbach's
alpha coefficient was calculated. For the statistical analysis of the data at the level of descriptive statistics,
frequency tables, percentages, means and standard deviations were presented, and at the level of inferential
statistics, tests including Kolmogorov Smirnov, Levene, ANOVA, Pearson's correlation coefficient, and
Friedman were used to present the structural equations model. The study’s findings showed that there is no
significant relationship between internal marketing and customer satisfaction. However, a positive and
significant relationship was observed between internal marketing and the desire to visit customers again, as well
as between satisfaction and willingness of customers to return to clubs. In addition, based on the fit indices of
the structural equation model, the presented conceptual model was confirmed. According to the results of the
research, it is suggested to the managers of the fitness clubs that, while paying attention to the dimensions of
internal marketing, they should know it correctly and be aware of its strengths and weaknesses. In addition,
employees should consider their age and level of education in dealing with customers, so that customer
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satisfaction can be increased with proper planning. Moreover, managers of women’s fitness clubs can consider
discount for registration fees to increase the probability of customers’ intentions for future participation in the
same clubs.
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Extended Abstract

Background and Purpose

Sports and healthy recreation in developed countries are considered as an important industry and an
influential factor in the growth of the national economy. Moreover, it is regarded as one of the most
profitable industries in the 21st century. Each organization must formulate comprehensive marketing
strategies to meet customers’ needs and demands and to satisfy them in order to achieve its
organizational goal and success. Every successful organization wants to provide services that provide
customer satisfaction. Clubs, organizations and sports centers cannot ignore their main goals, such as
gaining a competitive advantage or creating profit. The managers and stakeholders have to consider
customer satisfaction with the quality of their services as a basic principle in all their management
actions. One of the major challenges is future intentions of costumers for participation and this is a
key point that the organization heads can create conditions in such a way that the customers decide
to be loyal to that organization. Due to the increase in competition in the financial services market,
organizations and sports clubs need strategies that, in addition to maintaining their competitive
advantages in the market, will increase their share in this market. Therefore, the development of
internal marketing strategies is of high significance. Therefore, it is necessary to conduct further
research on the relationship between internal marketing and customers’ satisfaction and willingness
to return to women's fitness clubs, increasing their share in the market.

Materials and Methods

This study is descriptive correlational research. The research population comprised all the employees
of private women's fitness clubs in Tehran and the customers of these clubs who had at least six
months of experience in these clubs. According to Morgan's table, the sample numbers of employees
and customers were 165 and 335, respectively, who were selected randomly. To collect the data, the
questionnaires of demographic information, internal marketing questionnaire by Mooney and Forman
(1995), customers’ satisfaction questionnaire by Gohar Rostami (2018) and future intentions for
participation by Lim (2006) were used. To determine content validity, 10 professors of the relevant
field approved the questionnaires, and to determine the reliability, 40 questionnaires were distributed
among the employees and 40 questionnaires among the customers separately from the research
samples and their statistical analysis was collected. Then, Cronbach's alpha coefficient was
calculated. For the statistical analysis of the data at the level of descriptive statistics, frequency tables,
percentages, means and standard deviations were presented. At the level of inferential statistics, tests
including Kolmogorov Smirnov, Levene, ANOVA, Pearson's correlation coefficient, and Friedman
were used to present the structural equations model.

Results
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The study’s findings showed that there is no significant relationship between internal marketing and
satisfaction. There is a significant relationship between the age and satisfaction of the customers of
private women's fitness clubs in Tehran and between the level of education and satisfaction. However,
there is no significant relationship between age and the level of education and intentions of customers
to re-participate in the same private women's fitness club. It could be declared that the level of
customer satisfaction has decreased with age. In addition, as the level of education of people
increases, their level of satisfaction also decreases.

Conclusion

Due to the extensive changes and developments in various fields of business, the need of
organizations and women's sports clubs to increase the quality level of products and services has
increased. Therefore, organizations need to develop organizational capabilities in order to provide
high quality products and services. In this regard, employees as internal customers play a very
important role. It is also necessary for women's sports clubs to be more sensitive about the internal
marketing perspective and pay more attention to this category in order to increase customers’
satisfaction. The organization should pay attention to the employees' output by focusing on internal
marketing aspects. It is worth mentioning that in today's business, customer satisfaction is no longer
enough and one should not be satisfied only with customer satisfaction, but in addition to satisfaction,
one should pay attention to the effect of internal marketing and customers’ loyalty.
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