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through perceived value represents a novel approach in analyzing sports
consumer behavior. By focusing on the audience’s subjective perceptions,
this framework enables the design of effective strategies for attracting,
retaining, and enhancing engagement with sporting events. The purpose of
this study is to examine the mediating role of overall satisfaction and
emotional satisfaction in the relationship between perceived value and
behavioral intentions of football spectators.

Methodology: This research is applied in nature and employs a correlational
design with a structural equation modeling (SEM) approach. The statistical
population consisted of spectators present at Azadi Stadium during the
2017-2018 season. A non-random, voluntary sampling method was used,
resulting in a sample size of 383 participants. Data were collected using
standardized questionnaires: Perceived Value (Luskiu & McDougall, 1996),
Overall Satisfaction (Lourie & Arnett, 2000), Emotional Satisfaction
(Reynolds & Beatty, 1999), Intention to Re-attend and Word-of-Mouth
(Carroll, 2009), and Willingness to Pay More (Zeithaml et al., 1996). Data
analysis was conducted using SPSS and Smart PLS software.

Findings: The results indicated that perceived value indirectly affects
behavioral intentions through emotional satisfaction in a statistically
significant manner. Based on the VAF index, emotional satisfaction mediates
48% of the relationship between perceived value and behavioral intentions.
In contrast, overall satisfaction did not show a significant mediating effect in
this relationship.

Conclusion: Emotional satisfaction plays a crucial role in shaping the
behavioral tendencies of football spectators. It is recommended that sports
managers and marketers implement strategies that enhance emotional
satisfaction among spectators to strengthen their behavioral engagement
and loyalty.
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Extended Abstract

In recent years, the study of consumer behavior in sports has gained
considerable attention, particularly regarding the psychological and emotional
factors that influence spectators’ decisions. As sports consumption increasingly
shifts from mere attendance to immersive experiences, understanding the
underlying motivations of spectators has become a strategic priority for sports
marketers and event organizers. Among these, perceived value has emerged as
a pivotal construct in understanding how audiences evaluate their experiences
and form intentions toward future engagement. It encompasses not only the
functional benefits of attending a sporting event but also the symbolic and
hedonic aspects that contribute to the overall experience.

Perceived value, defined as the consumer’s overall assessment of the utility of a
product or service based on what is received and what is given, has been shown
to significantly affect satisfaction and loyalty. This evaluation often includes
tangible elements such as ticket pricing, seating quality, and service efficiency,
as well as intangible factors like emotional resonance, team identification, and
social atmosphere. The multidimensional nature of perceived value makes it a
critical predictor of post-consumption behaviors in the sports context.

While numerous studies have explored the cognitive dimensions of satisfaction,
the emotional component has often been overlooked. Emotional satisfaction,
which reflects the affective response of consumers to their experiences, may play
a critical role in shaping behavioral intentions such as re-attendance, word-of-
mouth promotion, and willingness to pay more. Unlike cognitive satisfaction,
which is based on rational judgment, emotional satisfaction is rooted in feelings
of joy, excitement, pride, or disappointment that arise during and after the event.
These emotional reactions can significantly influence the depth of connection
spectators feel toward the team or event, thereby affecting their future
engagement.

This study aims to bridge this gap by examining the mediating roles of both overall
satisfaction and emotional satisfaction in the relationship between perceived
value and behavioral intentions among football spectators. By integrating both
cognitive and emotional pathways, the research seeks to offer a more

comprehensive framework for understanding how perceived value translates into
|
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loyal and proactive fan behavior. Such insights can inform targeted strategies to
enhance spectator experiences and foster long-term commitment in competitive

sports environments.

Purpose of the Study:

The primary objective of this research is to investigate whether overall satisfaction
and emotional satisfaction mediate the relationship between perceived value and
behavioral intentions of football spectators. By exploring both cognitive and
affective dimensions of satisfaction, the study aims to provide a nuanced
understanding of how spectators’ evaluations of their experiences translate into
future behavioral patterns. Specifically, the study seeks to determine which type
of satisfaction—cognitive or emotional—has a stronger mediating effect and how
these mediators influence key behavioral outcomes such as re-attendance, word-
of-mouth communication, and willingness to pay more. This distinction is crucial,
as it enables sports organizations to tailor their engagement strategies based on
the dominant psychological drivers of fan loyalty. Furthermore, the findings may
contribute to the development of more effective marketing and service delivery
models that prioritize not only functional value but also emotional resonance in

the spectator experience.

Theoretical Background:

The concept of perceived value has been extensively studied in marketing
literature and is considered a precursor to customer satisfaction and loyalty. It
represents a multidimensional construct that integrates functional, emotional, and
social benefits perceived by consumers in exchange for their investment of time,
money, and effort. In the context of sports, perceived value encompasses various
elements such as ticket pricing, stadium facilities, team performance, and
emotional engagement. These components collectively shape the spectator’s
overall evaluation of the event, influencing their post-consumption attitudes and
behaviors.

Emotional satisfaction, distinct from cognitive evaluations, involves feelings of
joy, excitement, and connection experienced during sporting events. Unlike

cognitive satisfaction, which is based on rational judgments of service quality or
|
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performance outcomes, emotional satisfaction stems from affective experiences
that resonate with spectators on a personal level. This includes the thrill of
competition, the pride associated with team identity, and the shared emotional
highs and lows with fellow fans.

Previous research has indicated that emotional responses can be stronger
predictors of future behavior than cognitive assessments. For example, studies
have shown that emotions like excitement and pride can significantly influence
fans’ decisions to attend future games or recommend the experience to others.
These emotional triggers often lead to deeper psychological attachment and
enduring loyalty, surpassing the influence of purely rational evaluations.
Moreover, emotional satisfaction has been linked to higher levels of loyalty and
advocacy in service industries, suggesting its potential relevance in sports
marketing. By acknowledging the emotional dimension of satisfaction, sports
organizations can better design experiences that foster meaningful connections
and long-term engagement with their audiences.

Methodology:

This study employed a quantitative research design using structural equation
modeling (SEM) to test the hypothesized relationships. The research was
conducted during the 2017-2018 season of the Iranian Premier League,
specifically targeting spectators attending matches at Azadi Stadium in Tehran.
A total of 383 valid responses were collected through non-random, voluntary
sampling.

Standardized questionnaires were used to measure the key constructs:

e Perceived Value: Luskiu & McDougall (1996)

e Overall Satisfaction: Lourie & Arnett (2000)

« Emotional Satisfaction: Reynolds & Beatty (1999)

e Behavioral Intentions: Carroll (2009) for re-attendance and word-of-mouth;
Zeithaml et al. (1996) for willingness to pay more

Data analysis was performed using SPSS and Smart PLS software to assess the
reliability, validity, and structural relationships among variables.

Findings:

The results revealed that perceived value has a significant indirect effect on

behavioral intentions through emotional satisfaction. This highlights the pivotal
|
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role of affective experiences in shaping spectators’ post-event decisions and
underscores the importance of designing emotionally engaging sports
environments. The Variance Accounted For (VAF) index indicated that emotional
satisfaction mediates 48% of the relationship between perceived value and
behavioral intentions, suggesting a substantial and meaningful mediating effect.
This level of mediation reflects the depth of emotional involvement spectators
experience and its influence on their loyalty-related behaviors.

In contrast, overall satisfaction did not demonstrate a statistically significant
mediating effect. Although general satisfaction may contribute to positive
evaluations of the event, it appears insufficient to drive behavioral intentions when
considered independently. This finding challenges the traditional emphasis on
cognitive satisfaction and points to the need for a more emotion-centered
approach in sports marketing and fan engagement strategies.

These findings suggest that emotional satisfaction is a more powerful mediator
than overall satisfaction in the context of sports spectatorship. Spectators who
experience strong positive emotions during matches—such as excitement, pride,
and joy—are more likely to return, recommend the event to others, and express
a willingness to pay higher prices for future attendance. These behaviors are
essential for the long-term sustainability of sports organizations, as they reflect
deeper psychological commitment and active advocacy. The study thus provides
empirical support for prioritizing emotional resonance in the design and delivery
of sports experiences.

Discussion:

The stronger impact of emotional satisfaction compared to overall satisfaction
highlights the importance of affective experiences in sports marketing. While
cognitive factors like service quality and pricing matter, they may not fully capture
the richness of the spectator experience. Emotional engagement—driven by
team performance, atmosphere, and social interaction—plays a key role in
fostering loyalty and advocacy. This aligns with prior research showing that
emotional responses are often better predictors of future behavior than rational
evaluations.

Moreover, the findings suggest that sports organizations should prioritize

strategies that evoke positive emotions during events. Creating memorable
|
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moments, enhancing crowd interaction, and reinforcing team identity can deepen
emotional bonds with spectators. Such approaches not only increase the
likelihood of re-attendance and positive word-of-mouth but also contribute to
long-term brand equity and fan commitment. By focusing on emotional
satisfaction, marketers can build more resilient and emotionally invested fan
communities.

Implications for Practice:

The findings have significant implications for sports marketers and event
organizers. To enhance behavioral intentions among spectators, strategies
should focus on creating emotionally satisfying experiences. This may include:

o Enhancing stadium atmosphere through music, lighting, and fan
engagement activities.

o Promoting team narratives that evoke pride and excitement.

o Facilitating social interactions among fans to build community and
emotional bonds.

o Offering personalized services that make spectators feel valued and
appreciated.

By prioritizing emotional satisfaction, sports organizations can foster deeper
connections with their audiences, leading to increased loyalty, advocacy, and
revenue generation.

Conclusion:

This study contributes to the literature on sports consumer behavior by
highlighting the mediating role of emotional satisfaction in the relationship
between perceived value and behavioral intentions. The findings suggest that
emotional satisfaction is a more influential predictor of future behavior than overall
satisfaction, emphasizing the need for sports marketers to design experiences
that resonate emotionally with spectators. By focusing on affective engagement,
sports organizations can foster deeper connections with fans and encourage
behaviors that support long-term growth and loyalty.

Future research could explore the specific emotional triggers that most effectively
drive behavioral intentions and examine how these vary across different sports,
cultures, and demographic groups. Understanding these nuances can help tailor

marketing strategies to diverse audiences and enhance the emotional impact of
|

https://jrsm.khu.ac.ir/
7


https://dor.isc.ac/dor/20.1001.1.22520716.1404.15.30.1.5
https://system.khu.ac.ir/jrsm/article-1-2815-en.html

[ Downloaded from system.khu.ac.ir on 2026-06-27 ]

[ DOR: 20.1001.1.22520716.1404.15.30.1.5 ]

sporting events. Additionally, longitudinal studies could assess the long-term
impact of emotional satisfaction on fan loyalty and engagement, offering valuable
insights into how emotional bonds evolve over time and contribute to sustained
consumer commitment.

Keywords:

Perceived Value, Emotional Satisfaction, Overall Satisfaction, Behavioral
Intentions, Sports Consumers, Football Spectators, Loyalty, Word-of-Mouth,
Willingness to Pay
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