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Extended Abstract

Background and Purpose

The sports industry plays a pivotal role in economic growth and attracting a wide audience,
making the provision of high-quality services in sports facilities essential. Among the key
psychological resources influencing employee service behaviors is organizational pride, which
can enhance the service climate—a work environment characterized by managerial support,
teamwork, and a focus on customer satisfaction. Theories of organizational identity and self-
determination suggest that feelings of belonging and competence increase employees'
commitment and intrinsic motivation, thereby improving the quality of service interactions.
Despite ample evidence in various service industries, few studies have simultaneously examined
the effects of organizational pride, along with individual and organizational factors, on service
climate in the context of sports management. This study therefore aimed to investigate the
relationship between organizational pride and service climate, with the mediating roles of
individual factors (self-efficacy, intrinsic motivation) and organizational factors (job
satisfaction, organizational success) in sports halls in Ahvaz, Iran.

Methods

The present study employed a descriptive—correlational design and was applied in nature, with
data collected in the field using questionnaires. The statistical population was defined at two
levels. At the first level, all public and private indoor sports facilities in Ahvaz operating in at
least one of the disciplines of swimming, futsal, volleyball, handball, or basketball in 2025 were
identified. Of the 52 facilities identified, 50 were included in the study due to non-cooperation
by some managers. These facilities were classified into five geographical zones: central,
northern, western, eastern, and southern. At the second level, the population consisted of 640
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service and administrative employees working in these facilities. The sample size was
determined as 242 participants based on the Krejcie—-Morgan table and was proportionally
allocated according to the number of facilities in each zone. Sampling was conducted using a
two-stage stratified random method: first, facilities within each stratum were randomly selected,
followed by the random selection of employees within each selected facility. Measurement
instruments included the Organizational Pride Questionnaire by Gouthier & Rhein (2011),
Service Climate Questionnaire by Nwosu (2021), Organizational Factors Questionnaire by
Walsh et al. (2009) and Bowling & Hammond (2008) with two dimensions (organizational
success and job satisfaction), and the Individual Factors Questionnaire by Schwarzer et al.
(1997) and Tierney et al. (1999) with two dimensions (self-efficacy and intrinsic motivation).
All items were rated on a five-point Likert scale. Cronbach's alpha coefficients for
organizational pride, service climate, organizational factors, and individual factors were 0.98,
0.75, 0.93, and 0.81, respectively. Data analysis was conducted using SPSS v.27 and PLS v.3.
Descriptive statistics were used to analyze demographic characteristics (age, gender, education,
contract type, work experience), and inferential statistics included Pearson correlation and
structural equation modeling to test both direct and indirect hypotheses regarding the effects of
organizational pride on service climate via the mediating variables.

Results

The descriptive analysis of the demographic characteristics of the study sample indicated that
the largest age group was 31-40 years, comprising 45.5% of respondents. Regarding gender, the
majority (65.3%) were male. In terms of education, the largest proportion (38.6%) held a
bachelor's degree. Concerning employment type, most respondents (84.1%) were on contractual
agreements, and regarding work experience, the majority (36.4%) had between 6 and 10 years
of tenure. The findings showed that organizational pride was significantly associated with
service climate (B = 0.227), individual factors (self-efficacy and intrinsic motivation; § = 0.644),
and organizational factors (organizational success and job satisfaction; B = 0.653) among
employees in Ahvaz sports facilities. Additionally, individual factors were significantly related
to service climate (B = 0.325), and organizational factors were significantly related to service
climate (p = 0.508). Mediation analysis indicated that both individual and organizational factors
significantly mediated the relationship between organizational pride and service climate.
Finally, no significant differences were found between male and female employees or between
different types of employment contracts across any of the study variables (p > 0.05). Overall,
these results suggest that individual and organizational factors play a critical role in shaping the
service climate in sports facilities, whereas demographic variables such as gender and
employment type do not have a significant impact on the study variables.

Conclusion

Organizational pride is a valuable psychological resource that, by enhancing both individual and
organizational factors, plays a critical role in improving the service climate in sports halls.
Employees who are proud of their organization are more likely to deliver high-quality services,
engage positively with customers, and uphold organizational standards. This influence occurs
both directly and indirectly via increased self-efficacy, intrinsic motivation, job satisfaction, and
perceptions of organizational success. These findings, consistent with theories of organizational
identity, self-determination, and psychological capital, emphasize the importance of fostering
both psychological and organizational conditions to shape positive service behaviors. Managers
should focus on creating a supportive environment, providing opportunities for personal growth,
recognizing employee contributions, and reinforcing a positive organizational culture to
enhance service climate, customer satisfaction, and long-term competitive advantage in the
sports industry.
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Article Message

The study offers a clear message for sports facility managers: strengthening organizational pride
is key to improving service climate. Organizational pride not only elevates employees' positive
perceptions of their organization but also boosts self-efficacy, intrinsic motivation, job
satisfaction, and perceptions of organizational success, thereby enhancing customer-oriented
behaviors and service quality. Achieving this requires creating an environment where
employees feel a sense of belonging, competence, and value. Investment in personal
development, fostering a culture of appreciation, and ensuring organizational support pave the
way for a sustainable and positive service climate, ultimately leading to greater customer
satisfaction and loyalty.
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Table 2- Survey of personal characteristics of respondents
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Table 3- Correlation between the main research variables

4 3 2 1 Lo ie
Variables
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1 0762 oo 52
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Organizational factors
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1 0653 0671  0.445 (o el
Individual factors
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Table 4- Total variance explained
Extraction Sums of Squared Loadings
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Cumulative% % of Variance Total COMEE
e oy by s yo 55
48.245 48.245 10.614 1
60.168 11.923 2.623 2
68.544 8.376 1.843 3
74.160 5.616 1.235 4
79.002 4.842 1.065 5
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Table 5- Review of the reliability and convergent validity of the measurement model

Combined reliability Cronbach's alpha Structure

0.800 0.923 0.871 s
Intrinsic motivation
Slens

0.824 0.959 0.944 iy
Service climate

T .

0.661 0.886 0.829 sl os>
Self-efficacy

0.761 0.864 0.702 b 2ald

Job satisfaction

0.777 0.945 0.927 hosls Jelse
Organizational factors

3 |
0.501 0.852 0.805 (82 el
Individual factors

0.645 0.844 0.723 Organlzatlopal Slejle 59,8
pride
Slojlo Cuidge

0.829 0.935 0.893 .
Organizational success
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Table 6- Examining the divergent validity of the model using the Fornell and Larker method.

8 7 6 5 4 3 2 1 e
Structure
0.895 &9 °}~f‘<’.“

Intrinsic motivation
Sless 9>

0.908 0.456 . .
Service climate

1. Composite Reliability
2. Fornell & Larcker
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Self-efficacy
0872 0391 0619 0388 b el

Job satisfaction
Organizational ;L. Jelse

0.881 0.479 0.386 0.611 0.641
factors

5 Ll
0.708 0.617 0.328 0.654 0.578 0.535 ."g.o’s“}”;
Individual factors

Lol o
0.803 0.644 0.653 0.636 0.161 0.768 0.486 ST
Organizational pride

Sloslo Eoidse
Organizational success

0911 0.624 0.773 0742 0671 0375 0.726 0.683
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Table 7- Commonality, redundancy and coefficient of determination (R2) for research variables

GOE R2 99! Syl o
redundancy Communality Structure
3 0355
0864  0.641 0.538 990° 055
Intrinsic
Sloos
0929  0.704 0.613 =
Service
0427 0257 0.411 52>
Self-efficacy
0.958 0.689 0.273 B ald
Job
Lol Lol
0426  0.295 0.544 il deloe
Organizational
5 Lol
0415  0.176 0.342 5255 Jele
Individual
. . 0299 k.S"Lo)L“’ )5)'é

Organizational
Slojle Coddse
Organizational

GOF =+0.731x 0.714=0.722 0977 0.750 0.579

1. Communality
2. Redundancy
3. Goodness of Fit
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Table 8- Results of testing the research hypotheses of the structural model in the case of direct
relationships

o) ank Sl e 2 Wojlw (pm yomo
) T Standard
Approve/Reject L Path between structures
coefficient
sl 0001 7112 0227 S Gl
Confirmed Organizational pride ---> Service climate
6 Lojlos Joloe <om— Slojles 9,6
e 0.001 14459  0.653 ol el = il s
Confirmed Organizational pride ---> Organizational factors
I . <___ oo .
s 0001 13680  0.644 oAl = Sl gt
Confirmed Organizational pride ---> Individual factors
G il < [
““ 0.001 10489 0508 St gl i
Confirmed Organizational factors ---> Service climate
il 0001 6482  0.325 e dde
Confirmed Individual factors ---> Service climate
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Table 9- Results of the structural model research hypothesis test in the indirect relationship mode

ShuEE 2

s anb boojles (pm ponnce
. T Standard
Approve/Reject coefficient Path between structures
ik Sloas g2 = Glojlu Julge <= (Slojlu 5,8
0.001 9.093 0.331 Organizational pride ---> Organizational factors ---
Confirmed . £
> Service climate
kb Sload g2 <= (69,3 Jalge <= Slajle 55,8
0.001 5.629 0.209 Organizational pride ---> Individual factors --->
Confirmed

Service climate
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Table 10- Results of independent t-test to examine the effect of gender and type of employee
contract on research variables

sig df T SD M Groups Variables
1.83 12.80 Woman S WA

0.833 306 021 1.88 12.85 Man Orgar‘ﬁzzaftio;;Tpride
2.73 21.87 Woman Sloas

0815 306  0.23 > o7 e M Sewic;ﬁfﬂ e
2.70 21.66 Woman Hloglo S

0.359 306 0.92 2.97 21.98 Man Organ‘fz)a;ionb;j;actors
3.42 29.90 Woman 5 el

0.770 306 029 3.89 29.77 Man Indi\ﬁ;ﬁaﬁ;tors
1.85 12.80  Contractual Lojlos 5,8

0447 306 076 1.92 1302 Official Orgaﬁza)tior)grpride
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