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Abstract

The main objective of this study was to identify and validate strategic indicators for the development
of home-based physical activity among Iranian women during the COVID-19 pandemic. A mixed-
methods approach (qualitative—quantitative) was employed. In the qualitative phase, the research
population consisted of experts in women’s sports and policy-making, selected through purposive
sampling. Data were collected via semi-structured interviews and analyzed using thematic analysis
with MaxQDA 2024. This process resulted in the extraction of 405 meaning units, 32 codes, 12
concepts, and ultimately four overarching themes: digital empowerment, socio-cultural
transformations, structural barriers, and behavioral engagement. In the quantitative phase, a 42-item
questionnaire was developed and distributed among 367 Iranian women who had participated in
home-based exercise during 2020-2021. Quantitative data were analyzed using SPSS and SmartPLS 4
through confirmatory factor analysis (CFA). Findings confirmed the 12-factor model with a
cumulative variance of 66.25%, and reliability and validity indices were at acceptable levels. The
results indicated that the development of women's home-based exercise during the pandemic was a
multidimensional phenomenon shaped at the intersection of technology, culture, and social structures.
Digital media served as a powerful enabler by providing access, motivation, and knowledge, helping
women overcome physical and cultural barriers. Moreover, the socio-cultural changes induced by the
pandemic—particularly the rise in health awareness—created a favorable context for this shift.
Nevertheless, structural challenges such as technical difficulties and limited financial resources
remained significant obstacles. The study underscores the need for gender-oriented digital programs,
enhanced supportive infrastructures, inter-organizational cooperation, and the promotion of digital
literacy to improve women's physical activity and community health.
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Extended Abstract

Introduction

Customer loyalty is one of the key assets for organizations seeking sustainable competitive advantage. In service
sectors such as sports clubs, the ability to retain loyal customers ensures long-term stability and profitability.
Loyalty reflects a deep commitment to repurchase despite the presence of competitors, and is closely associated
with perceived value — the customer’s overall assessment of the utility of a product or service based on received
benefits versus paid costs. Previous studies have highlighted that perceived value directly influences satisfaction
and subsequent loyalty intentions. With changes brought by the COVID-19 pandemic, customers’ expectations
and perceptions of service value have shifted, emphasizing hygiene, safety, and emotional engagement.
Therefore, this research aimed to analyze the impact of perceived value on customer loyalty in sports clubs in
Tabriz, with a particular focus on the mediating role of customer satisfaction.

Methodology

This applied-descriptive study employed a quantitative approach using Structural Equation Modeling
(PLS-SEM) for hypothesis testing. The statistical population consisted of male customers of sports clubs in
Tabriz. Out of 495 distributed questionnaires, 367 were fully completed and valid for analysis. Data collection
tools included the Perceived Value Scale (Sheikhalizadeh & Talebzadeh, 2021), the Customer Satisfaction Scale
(Liu, 2008), and the Customer Loyalty Scale (Liu, 2008). The instruments measured multiple dimensions:
functional, emotional, social, and economic value; visual and service aspects of clubs; and both attitudinal and
behavioral loyalty. Reliability and validity indices were excellent (Cronbach’s alpha > 0.81; CR > 0.91; AVE >
0.74). Data analysis was conducted using SPSS 23 and Smart-PLS software.

Findings

The results demonstrated a strong fit of the proposed model (GOF = 0.606), confirming robust internal
consistency and convergent validity. Path analysis indicated significant positive effects among key variables:
perceived value — satisfaction (B = 0.845, p < 0.001), satisfaction — loyalty (B = 0.483, p < 0.001), and
perceived value — loyalty (B = 0.382, p < 0.001). Moreover, satisfaction had a significant mediating effect on
the relationship between perceived value and customer loyalty (B = 0.408, p < 0.001). The results highlight that
higher levels of perceived financial fairness, emotional engagement, and social recognition improve satisfaction
and lead to stronger customer loyalty.

Discussion and Conclusion

The findings confirm that perceived value exerts both direct and indirect effects on customer loyalty, mediated
by satisfaction. Among the four dimensions of perceived value, functional value—characterized by service
quality, ease of access, and comfort—was found to be the strongest predictor of satisfaction. Emotional value,
derived from friendliness and professionalism of staff, along with social value from interpersonal respect and
sense of belonging, also contributed significantly to loyalty. These results align with previous research (Li et al.,
2025; Carvache-Franco et al., 2021; Tran & Lee, 2020; Al-Adly, 2019), emphasizing that value perception is
central to service retention strategies.

From a managerial perspective, improving service quality, facility conditions, hygiene standards, and
communication skills of staff can greatly enhance perceived value. Furthermore, nurturing emotional and social
bonds with customers can increase the perceived fairness and satisfaction that ultimately translate into loyalty.
Hence, clubs must continuously assess emerging customer expectations—particularly in the post-pandemic
era—to create holistic value experiences. The study concludes that by optimizing both functional and
experiential aspects of service, sports clubs can maintain long-term customer relationships, ensure repeat
attendance, and achieve sustainable competitive advantage.
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Table 1- Recoding reliability of qualitative interviews
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Table 2- Initial coding, main concepts and themes, and strategic concepts affecting the development of home sports during the

epidemic
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Figure 1 - Tree diagram of the relationship between concepts and strategic categories affecting the development of home sports

during the epidemic.
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Table 3- Demographic characteristics of the quantitative sector
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Table 4 - KMO and Bartlett for the exploratory factor
analysis process
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Table 5- Factor loadings, reliability coefficients, and convergent validity of the research measurement model in the quantitative

sector
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Table 6- Fourner and Larker table (divergent validity)
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Table 7- Quality of research components (CVCOM index)
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Figure 2- Structural model in standard coefficients mode.
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Figure 3- Structural model in the case of significant
coefficients.
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