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The objective of this study is to develop a comprehensive model of managerial and
technical standards for bodybuilding clubs to enhance service quality, increase
customer satisfaction, and improve overall club performance. This model aims to
address the lack of standardized practices in the management and technical operations
of bodybuilding clubs, which can lead to inconsistencies in service delivery and
customer dissatisfaction. This study employed a mixed-methods approach, consisting
of qualitative and quantitative phases. In the qualitative phase, data were collected
through exploratory interviews and systematic literature reviews, resulting in the
identification of key themes and components for the standards model. In the
quantitative phase, a survey was distributed to managers and trainers of top-rated
bodybuilding clubs in Mashhad, Iran. The data were analyzed using descriptive
statistics, structural equation modeling (SEM), and the Smart PLS software to validate
the proposed model. The findings revealed that standardization significantly enhances
service quality and customer satisfaction in bodybuilding clubs. Key factors such as
organizational and individual standardization, standard management, and optimization
were identified as critical components. The results from the SEM analysis showed
significant positive relationships between these factors, indicating that effective
management and optimization of standards can lead to improved service quality and
higher customer satisfaction. The study also highlighted the importance of
technological integration and soft skills development in enhancing managerial and
technical capabilities. The study concludes that the implementation of standardized
managerial and technical practices in bodybuilding clubs is essential for improving
service quality and customer satisfaction. The proposed model provides a
comprehensive framework that can guide club managers in adopting standardized
practices. Future research should expand the scope of this study to include a broader
geographical area and incorporate longitudinal data to further validate the model.
Keywords: Bodybuilding clubs, managerial standards, technical standards, service
quality, customer satisfaction, standardization
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EXTENDED ABSTRACT

Introduction

In recent decades, management and technical standards in fitness clubs have gained significant
importance, as they play a crucial role in enhancing service quality and customer satisfaction.
Standardization refers to the implementation of uniform procedures and criteria in the management and
technical processes of fitness clubs. Various studies have demonstrated that standardization can improve
performance and efficiency in these clubs (Alexandris et al., 2008). The creation and implementation of
consistent standards across various processes not only enhance the quality of services but also contribute
to higher customer satisfaction and overall club performance (Alexandris et al., 2008; Goncalves et al.,
2016). Furthermore, standardization helps mitigate the risks and challenges associated with the lack of
coordination in procedures and operations (Abosag & Lee, 2013).

From a theoretical perspective, managerial and technical standards are recognized as tools for
improving organizational efficiency and effectiveness. For instance, Koenigsfeld et al. (2012) showed that
managerial standards can significantly enhance management skills and overall performance in sports clubs
(Koenigsfeld et al., 2012). Additionally, research by Benar et al. (2014) found that standardization could
lead to better managerial skills and improved managerial performance. These findings underscore the
importance of standardization in improving both efficiency and service quality in fitness clubs (Benar et
al., 2014).

On the other hand, technical standards also play a pivotal role in improving service quality within
fitness clubs. According to Alkraiji et al. (2011), implementing technical standards can reduce the risks
and problems arising from process misalignments (Alkraiji et al., 2011). Zhao (2017) also demonstrated
that technical standards could improve service quality in fitness clubs, leading to increased customer
satisfaction (Zhao, 2017). These results highlight the significance of using technical standards to enhance
service quality and boost customer satisfaction in fitness clubs.

Other studies have also pointed to the importance of standardization in fitness clubs. For example,
Istratova (2018) found that interactive technologies could enhance soft skills and improve the efficiency
of managers and trainers in fitness clubs, aligning with our research focus on the positive impact of both
managerial and technical standards on overall club performance (Istratova, 2018). Houtmeyers et al. (2021)
demonstrated that the use of managerial and technical standards can contribute to greater efficiency and
improved performance in fitness clubs (Houtmeyers et al., 2021).

As the number of fitness clubs grows and competition within the industry intensifies, the need for
standardized management and technical practices becomes more pressing (Khalili et al., 2023; Salamat et
al., 2013). The absence of uniform standards can result in poor service quality, customer dissatisfaction,
and reduced club performance. Therefore, developing a model for managerial and technical standards in
fitness clubs is crucial for improving service quality and enhancing customer satisfaction.

This research aims to develop a comprehensive and effective model for standardizing the
management and technical practices in fitness clubs. The primary objective of this study is to provide
solutions that can improve service quality, increase customer satisfaction, and elevate the overall
performance of fitness clubs.

Methods and Materials

This research was conducted in two phases: qualitative and quantitative. In terms of descriptive
strategy, the study follows a content analysis approach, while the execution process involved systematic



m Azizi etal. Journal of Technology in Entrepreneurship and Strategic Management 3:5 (2024) 153

PUELISLLING INSTUTUTE

data collection through interviews and surveys. The research was exploratory in nature, with qualitative
data collected first, followed by quantitative data to validate and refine the model developed.

The qualitative phase involved identifying the phenomenon and gathering data through exploratory
interviews. The content analysis method was used, based on a systematic literature review and structured
interviews. The quantitative phase employed a descriptive-survey methodology. Data were collected from
a representative sample of fitness club managers, trainers, and experts in the field of service standards.

The population for the qualitative phase included experts and specialists in the field of sports
management, fitness club administrators, and service standards professionals. A purposive sampling
technique was used to select 15 participants, ensuring theoretical saturation was reached in identifying
key themes and concepts.

For the quantitative phase, the population comprised individuals with practical and managerial
knowledge of fitness clubs, including managers and trainers from high-rated fitness centers, as well as
members of the fitness club licensing commission. Data were gathered through surveys distributed in-
person, via email, and through social media platforms. The sample size was calculated based on the
number of questions related to the variable with the highest number of questions (customer and marketing
management standards), estimating 100 participants as the minimum sample size. To ensure an adequate
number of responses, 150 questionnaires were distributed, with 145 completed questionnaires returned for
analysis.

Findings and Results

Data analysis revealed several key insights regarding the impact of managerial and technical
standards on fitness club performance. The findings indicated that clubs implementing standardization
practices in both managerial and technical areas showed significant improvements in service quality,
customer satisfaction, and operational efficiency.

For managerial standards, the analysis highlighted the importance of consistent management
practices, including customer relationship management and marketing strategies, in enhancing customer
retention and loyalty. The implementation of standardized managerial procedures led to better-trained
staff, improved leadership skills, and more streamlined decision-making processes.

In terms of technical standards, the results showed that clubs adhering to uniform technical
standards, such as equipment maintenance and safety protocols, were able to reduce operational risks and
ensure a higher quality of service delivery. Fitness clubs that adopted standardized technical procedures
also experienced fewer complaints regarding equipment functionality, safety, and cleanliness, resulting in
higher customer satisfaction.

The data also revealed a strong correlation between the use of technology and the improvement of
managerial and technical standards. Clubs utilizing interactive technologies reported better performance
outcomes, including increased member engagement, improved trainer effectiveness, and higher customer
retention rates.

Overall, the results emphasized the importance of both managerial and technical standards in
enhancing the performance and customer satisfaction of fitness clubs. The model developed through this
research provides a comprehensive framework for fitness clubs to standardize their practices, improve
service quality, and achieve long-term success in a competitive market.

Discussion and Conclusion
o
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The findings from this study provide compelling evidence for the critical role of standardization
in the management and technical operations of fitness clubs. By implementing consistent managerial and
technical standards, fitness clubs can enhance their service quality, increase customer satisfaction, and
improve overall performance. This research highlights the need for clubs to adopt comprehensive
standardization practices to remain competitive in an increasingly crowded industry.

The adoption of standardized management practices helps streamline operations, improve staff
training, and ensure that customer-facing activities are conducted professionally. Similarly, technical
standardization ensures that equipment is well-maintained, safe, and functional, which is vital for
delivering high-quality fitness services. Furthermore, the integration of technology into these
standardization efforts enhances operational efficiency and customer engagement, creating a more
dynamic and responsive fitness environment.

In conclusion, this study emphasizes the importance of managerial and technical standardization
as essential components of fitness club operations. By developing and implementing standardized models,
fitness clubs can foster higher customer satisfaction, improve organizational performance, and ultimately
achieve long-term success in a competitive market. Future research could explore the application of this
model in different geographical locations or types of fitness clubs to assess its generalizability and further
refine its effectiveness.
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