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Given the importance of time management in sports organizations, this study
aims to design a comprehensive model for consumer time planning to enhance
productivity and increase customer satisfaction, ultimately contributing to the
sustainable success of sports organizations. The research employs a mixed-
method approach, integrating qualitative and quantitative methods. The
gualitative section was conducted using a grounded theory approach, while the
guantitative section utilized a survey method. In the qualitative phase, the study
population comprised experts from the Ministry of Sports and Youth and
university professors. Using the snowball sampling method, 15 participants
were selected until theoretical saturation was achieved. In the quantitative
phase, the statistical population included managers from the Ministry of Sports
and Youth and sports federations (totaling 155 individuals), from which 110
experts were selected using Cochran's formula. A researcher-designed
questionnaire, developed based on factors extracted from expert opinions,
initially contained 62 items. Following validation using the Lawshe method, 5
items were removed, resulting in a final questionnaire with 57 items for
distribution. The findings indicated that, based on Strauss's grounded theory
model, a framework comprising 57 components was designed. These
components were categorized into four dimensions related to causal conditions
(sports-related  dimensions, human resource empowerment, internal
organizational standards, and process design), three dimensions of contextual
factors (ethical commitment, acceptance of new experiences, and technology
development), and two groups of environmental and organizational intervening
factors. The model proposed four strategies and four outcomes to improve
consumer time planning in sports organizations. This study provides a
comprehensive framework for consumer time planning in sports organizations,
offering valuable insights for sports managers in designing and implementing
effective programs. Given the complexity of the topic, it is recommended that
sports organizations adopt a systemic and integrated approach for successful
implementation of this model.

Keywords: Consumer time, customer waiting time, customer relationship,
sports consumer.
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Introduction

Time management plays a pivotal role in modern sports organizations, where effective service
delivery directly influences customer satisfaction and organizational success. The sports industry is
uniquely characterized by intangible services, heterogeneity, and perishability (Qian, 2022). Unlike other
sectors, sports services demand customer engagement throughout their lifecycle, including attending
events, streaming content, or purchasing merchandise (Choudhury, 2020). To maintain and expand their
customer base, sports organizations must continually innovate and enhance service quality (Huang & Kim,
2023).

Consumer loyalty in sports is strongly tied to service quality, which ensures customer retention
and satisfaction. As noted by Dias et al. (2019), understanding consumer motivations and behaviors is
fundamental for designing effective programs in sports organizations (Dias et al., 2019). Furthermore,
customer loyalty not only enhances service sustainability but also fortifies brand reputation (Bahram Fard
etal., 2017). Previous research has highlighted the significant influence of consumer behavior analysis on
sustaining service durability (Leén-Quismondo et al., 2020).

Consumer time perception is a critical determinant of satisfaction. Sokiente et al. (2019) emphasize
that perceived time investment heavily impacts satisfaction levels (Sokiente et al., 2019). Effective time
management in sports organizations ensures streamlined service delivery, minimizing wasted time and
maximizing consumer value (Lim et al., 2023). Additionally, factors like waiting time, delivery speed, and
process optimization play a vital role in influencing consumer purchase decisions (Gattermann-Itschert &
Thonemann, 2022).

The unique nature of sports services necessitates specialized time planning models to cater to
consumer needs effectively. Previous studies have underscored the absence of a comprehensive consumer
time planning model tailored to sports organizations (Azizi et al., 2021; Etebari et al., 2021). Addressing this
gap, the present study aims to design a consumer time planning framework that incorporates
organizational, technological, and ethical dimensions.

Methods and Materials

This study utilized a mixed-method approach, combining qualitative and quantitative
methodologies. The qualitative phase adopted Strauss's grounded theory, focusing on insights from
experts within sports organizations. Participants included university professors and senior officials from
the Ministry of Sports and Youth, selected through snowball sampling until theoretical saturation was
reached (15 participants).

The quantitative phase involved a survey distributed among 110 managers and experts from sports
federations and the Ministry of Sports and Youth, identified using Cochran's formula. A researcher-
designed questionnaire, validated through the Lawshe method, measured dimensions of consumer time
planning. The final instrument comprised 57 items.

The data analysis involved coding processes—open, axial, and selective coding—to derive a
comprehensive model. Structural equation modeling (SEM) was employed to validate the framework.
Reliability was confirmed using Cronbach's alpha, and the instrument’s validity was ensured through
convergent and divergent validity tests.

Findings and Results
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The study developed a conceptual model for consumer time planning in sports organizations based
on grounded theory. The model consists of:

o Causal Conditions: Four dimensions were identified: sports-specific factors, human resource
empowerment, internal organizational standards, and process design.

o Contextual Factors: These included ethical commitment, acceptance of new experiences, and
technological development.

e Intervening Factors: Two categories emerged—environmental factors (e.g., regulations,
competition, and budget constraints) and organizational factors (e.g., culture, structure, and
flexibility).

o Strategies and Outcomes: Four strategies were proposed, including service personalization,
digitalization, and infrastructure optimization. Outcomes included enhanced customer satisfaction,
loyalty, and service quality.

SEM analysis revealed significant relationships between these factors. The structural model
demonstrated robust fit indices (e.g., RMSEA = 0.076, GFI = 0.91), validating the model’s applicability.

Conclusion

In the dynamic and competitive environment of professional sports, effective time management
emerges as a key factor for achieving organizational success. Sports organizations, ranging from
professional clubs to public facilities, manage a substantial volume of activities and events, necessitating
precise planning to optimize operations. However, reliance on traditional methods often leads to
inefficiencies, increased costs, reduced productivity, and diminished customer satisfaction. To address
these challenges, this study proposes a comprehensive time planning model, integrating 57 components
categorized into causal conditions (sports dimensions, human resource empowerment, internal
organizational standards, and process design), contextual factors (ethical commitment, embracing
innovation, and technological development), and intervening variables (environmental and organizational
factors).

The study's findings align with existing literature, supporting the identified dimensions and
components of the time planning model. For instance, Gawor and Hoberg (2021) highlighted the
significance of time valuation in improving customer satisfaction and relationships (Gawor & Hoberg,
2021). Similarly, Jina et al. (2019) found a direct correlation between service recovery times and customer
satisfaction (Jina et al., 2019). Gattermann-Itschert and Thonemann (2022) emphasized optimizing
perceived wait times to enhance customer satisfaction (Gattermann-ltschert & Thonemann, 2022), while
Mero (2021) underlined the transformative impact of real-time communication on customer trust and
loyalty (Mero, 2021).

The proposed model underscores the need for a holistic approach, considering internal factors such
as human resource empowerment, standardizing processes, and external factors like technological
advancements and ethical commitments. It demonstrates that efficient process design and the adoption of
innovative technologies can significantly enhance customer experience by reducing perceived wait times
and increasing service efficiency.

Moreover, contextual elements such as ethical commitment foster trust and customer satisfaction,
while embracing technological innovations like artificial intelligence and smart systems facilitates
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personalized services and minimizes waiting periods. As such, a balanced focus on human-centric and
technology-driven strategies is essential for optimizing time management in sports organizations.

The research also highlights the importance of addressing environmental and organizational
intervening factors. External pressures like regulations, competition, and budgetary constraints necessitate
adaptive planning, while internal dynamics such as organizational culture and structural flexibility
influence the successful implementation of time management strategies. Effective strategies identified
include personalized services, round-the-clock service terminals, advanced electronic solutions, and
infrastructure optimization. These measures collectively improve service quality, enhance customer
satisfaction, and foster loyalty, contributing to the sustainable success of sports organizations.

In conclusion, developing a robust time management framework in sports organizations requires
an integrated approach addressing human, technological, and organizational dimensions. By investing in
advanced technologies, training staff, and optimizing infrastructure, organizations can achieve superior
service delivery and customer satisfaction, ultimately securing a competitive edge in the evolving sports
landscape.
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