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CEMELITERENT Mo TS In today's mechanized lifestyle, problems such as physical

inactivity, physical weakness, and psychological issues have become increasingly prevalent,
highlighting the importance of sports in improving individual and social health. Accordingly,
investigating factors influencing customer attraction and retention in sports centers is very
important. This study aimed to examine the role of customer relationship management (CRM)
in perceived value and customer loyalty in sports facilities affiliated with the Department of
Education in Zanjan.

The statistical population included all individuals visiting these facilities during the
winter and spring of 2023-2024, with 364 participants selected through convenience
sampling. Data were collected using Karuna’s Customer Loyalty Questionnaire (2002), Eggert
and Ulaga’s Perceived Value Questionnaire (2002), and Hung-Kit et al.’s CRM Questionnaire
(2005), all of which demonstrated acceptable validity and reliability. Data analysis was
performed using SPSS and PLS software.

The results showed that CRM had a significant positive effect on perceived value
(B=0.82) and customer loyalty (B=0.52). Among the CRM components, technology-based CRM
had the greatest impact on perceived value ($=0.74) and customer loyalty (f=0.42), while
knowledge management had the least effect.

These findings highlight the importance of implementing CRM systems and
technology to improve service quality and enhance customer satisfaction and loyalty in sports
centers.
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