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Abstract

Customer delight is defined as an emotion consisting of joy and excitement, in other words, customer
delight is defined as an emotion. Happiness is a good way to understand customer behavior because of
the emotional components. When a sports client experiences high levels of emotion, they are likely to
enter into precise and complex judgmental processes. The purpose of this study was to identify and
prioritize the indicators of delight of sports customers. The research method is a mixed and exploratory
sequential design in two phases, qualitative and quantitative. The research method was qualitative in the
thematic analysis and in the quantitative part was prioritized by the AHP method. The statistical
population of the qualitative section of consumers (customers) of sports goods and services who had a
history of at least five years of consumption of goods and services in sports was selected. The sampling
method was purposeful. The statistical sample was determined according to the researcher's theoretical
saturation and to ensure the theoretical saturation, three more samples were selected after sample 16 (16
+ 3). Data collection tool was in-depth interview and to analyze the data, the technique of coding and
drawing a network of topics was used. The validity of the qualitative part was obtained as a participatory
research and review by the members and the reliability of the qualitative part was obtained from the
percentage of agreement between the coders using the Scott formula, which is equal to 0/86 Was. In a
quantitative stage, a questionnaire was designed based on the obtained components and distributed
among the interviewed customers. A pairwise comparison of the components was performed and the
weight of the components was obtained. Analysis of findings in four dimensions of customer factors
(with two themes of expertise and product uniqueness); Service dimension (the main theme of
differentiation in service delivery); The environment dimension (friendly and supportive atmosphere and
professional interactions) and the staff dimension (specialized knowledge and awareness and customer
spirits). In the qualitative stage, Nvivo qualitative data analysis software was used, and in the quantitative
stage, AHP analysis software was used using Expert Choice software. The results showed that customer
satisfaction is the provision of a unique and unexpected service that motivates the customer to prioritize
and stay with a particular organization or brand. Providing services beyond customer expectations may
exist in a limited number of organizations. Dissatisfied customers leave organizations that are not able
to meet their expectations, and therefore customer satisfaction as a concept for customers of sports
products is key to maintaining customer loyalty.
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