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Introduction

The occurrence of service failure can destroy customer
satisfaction, while customer satisfaction is known as the
background and introduction of customer's behavioral
intentions. Therefore, it is necessary for a company to
use service improvement strategies that lead to customer
retention. Service improvement is an organization's
effort to compensate for the negative effects of a failure.
When service failure occurs, effective use of service
improvement strategies is very important in order to
bring customer satisfaction. Service improvement
strategy refers to actions taken by service providers in
response to a service failure. Service improvement has
two dimensions; technical and functional. The technical
dimension refers to the achievement of customers
following the company's efforts to improve services,
and the functional dimension refers to how the service
improvement process is carried out. In general,
customer service is one of the most important issues of
service organizations, and providing high-quality
services is a condition for the organization's survival
and success. In fact, service can be introduced as an
idea, a type of information, an exciting factor, creating a
pleasant mental state, establishing a sense of security, or
a change in the health and appearance of the customer.
Also failure to provide services is inevitable and getting
rid of such cases is considered as an important challenge
for service companies. Customers feel dissatisfied when
service fails.

Methods

Based on the objectives of the research, the current
research is of an applied type and the method of
conducting it is quantitative (descriptive and survey)
and the data collection method is library-field, and in
the field method, a researcher-made questionnaire was
used. The questionnaire contains 40 items and is in the
form of five Likert options. The statistical population of
the research included all athletes who used the sports
services of indoor clubs in Tehran in 2018 and also were
regularly present in the sports activities of these spaces.
However, the exact number of these people was
unknown. These people included athletes in
bodybuilding, martial arts and group sports. Thus, 30%
of the samples were active in bodybuilding, 34% in
combat sports and 36% in group sports. Among the
research samples, athletes who were active in some
disciplines such as wrestling and strength sports were
not included due to the homogenization of the samples.
According to Cochran's sample size formula, 450 people
were selected as the research sample in the conditions of
the uncertainty of the statistical population and the high
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dispersion of the statistical population in the urban areas

of Tehran. The sampling method in this research was
random cluster.

Results

Skewness and kurtosis were used to measure the
normality of data distribution. The results showed that
the skewness and elongation of all items and main
variables are in the range of 1 and -1. Therefore, the
data distribution is normal. The research tool is a
researcher-made questionnaire, whose validity and
reliability have been confirmed. From the method of
structural equation modeling using AMOS software, the
relationships in the research model were confirmed.
Therefore, the results showed that forgiveness on behalf
of the customers mediates the relationship between
service improvement strategies and desired outcomes,
and this shows that forgiveness has a vital role in all
service improvement models. While poor service
improvement leads to significant loss of revenue.
Correct recovery strategies are those that lead to
customer forgiveness.

Conclusion

According to the results of the research, it is important
that one of the direct effects of providing quality
services is improving the ability of sports clubs to
effectively satisfy the needs of athletes, because the club
has found out what services athletes want. Also,
providing better services to athletes will lead to athletes
returning to the club, spreading positive word-of-mouth
advertising to potential customers, and improving the
brand position of the club. Another direct effect of
improving the quality of services is increasing the club's
ability to provide services to athletes efficiently,
because sports clubs have understood what the athletes'
needs and wants are. On the other hand, customer
satisfaction creates many benefits for sports clubs, and
higher levels of customer satisfaction lead to greater
customer loyalty. Keeping good customers in the long
term is more beneficial than constantly attracting new
customers to replace customers who have broken up
with sports clubs. Customers who are highly satisfied
with sports clubs, express their positive experiences to
others and thus become a means of advertising for
sports clubs, which reduces the cost of attracting new
customers. Because their reputation and good name and
the expression of their advantages and positive points by
others is a key source of information for new customers.
According to the research findings, the customer's
forgiveness and forgetting about the negligence has
played a central role in increasing the willingness to
receive services again, correction after failure and
reduction of negative word of mouth advertising,
therefore, it is suggested to sports club managers to
implement the following solutions in order to increase
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and strengthen desirable behaviors (revisiting the
customer, correction after failure) and to reduce
undesirable behaviors such as reducing negative word of
mouth advertising in the customer.the recommendations
are as followed; always paying attention to creating
favorable and memorable previous experiences for
customers in the sports club environment in order to
forget and reduce negative emotions in customers and to
strengthen positive emotions during failure. Quick
response to solve the created problem and establish
justice and fairness. Trying to restore damaged customer
satisfaction by recalling positive experiences in the past
and adequate and appropriate use of service
improvement strategies in the event of failure.
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