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Abstract

One of the important approaches in data analysis is to help solve theoretical and
practical problems based on the findings of other researchers. Meta-analysis
is a method that uses the same and opposite results of other people's research
and presents the extract of existing research on a specific topic based on the
homogeneity or heterogeneity of scientific findings and based on valid and
systematic scientific methods. The research method is applied in terms of
purpose and due to the use of meta-analysis method and due to the nature of
the data is included in the quantitative research set. The statistical population
includes all articles on the relationship between service quality and customer
satisfaction of sports service organizations in 19 articles.

Of these, 3 articles did not qualify for meta-analysis

Finally, 16 articles were used as statistical samples in the meta-analysis and
meta-analysis of data in software (CMA2) was performed. One of the
important criteria for selecting articles was that research was conducted in
Iran. The independent variable (predictor) was the quality of sports services
and the dependent variable (criterion) was customer satisfaction. The data
collection tool was a form coded by assigning a code to each article (codes A
and B to P), the names of the researchers, the number of samples contributed
to each article (articles) and the correlation values. This form is equivalent to
a questionnaire or interview form in other types of research (Druck and
Lipsi).
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From Fisher Z coefficient to standardize correlation values, Cochran Q and 12
tests to check homogeneity of data, from funnel diagram method, to measure
diffusion bias, from dual and tweed methods to determine the number of
missing investigations, safe N statistic from Error using Rosenthal and Orvin
methods was used to evaluate the size of the model effect based on Cohen's
suggestion (criterion) and display the data using the forest diagram (grove).
Out of 16 articles, 14 articles (88%) of correlation coefficient, 1 article of
structural equations (6%) and 1 article of regression coefficient (6%) were
used. Out of 16 articles, 1 case equals 6% in the lower category, 2 cases
equivalent to 13% in the middle class and finally 13 cases equivalent to 81%
in the high category.

The important point is that 94% of the size of the works are evaluated in the
middle and upper class. Therefore, it can be said that based on the results of
this meta-analysis, the relationship between the quality of sports services and
customer satisfaction has been above average. In correlation studies,
correlation values can be used as an indicator of effect size. To equalize the
correlation coefficients (or effect sizes) and compare them with each other,
the coefficients are converted to the standard Z score. For example, in the
first article (with code A) the correlation value is equal to 0.710 and the
number is equal to 437 and the direction of correlation is positive. Also, the
size of the work with an error of 0.048 is equal to 0.887.

In the fixed effects model, the actual effect size was present in all studies and the
observed difference in effect size was due to sampling error. In the random
effects model, the observed difference in effect size is not solely due to
sampling error, and other factors such as measurement error and inherent
differences between studies are also influential. The criterion for choosing a
fixed or random model is the Cochran Q heterogeneity test.

Considering the significance level of Cochran test (Sig = 0.001, Q = 579/579), it
can be said that the present studies in meta-analysis are heterogeneous. Also
according to the 12 test (to overcome the weakness of the Cochrane Q test)
which indicates the percentage of variance between studies that is due to
heterogeneity and not luck; With a value of 412/97 and according to the
criterion (less than 50 signs of homogeneity), it can be said that the studies
used are heterogeneous and therefore the random effects model should be
used to interpret the size of the combined effect. The size of the random
(combined) effect of the relationship between service quality and customer
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satisfaction is equal to 0.71 and with 0.95 confidence can be said to be in the
range of 0.606 to 0.776. Interpretation of effect size according to Cohen's
criterion as effect size is high. Also, according to (Sig = 0.001, Zig = 10.264),
the size of the random effect is significant. According to the results, another
5890 studies should be added to the studies and reviewed so that the P value
of the two domains does not exceed 0.05.

This means that another 5890 studies must be performed in order to make an
error in the final results of calculations and analyzes, and this result shows
the high accuracy of the information and results obtained in this study. 5890
cases studied The distance from the error is a reasonable and significant
amount. Club managers to create favorable feelings and judgments of the
club brand, along with the important category. As attention to the quantity
and quality of services, they should strive to build mutual trust between the
club and customers, maintain the reputation gained in a competitive
environment and reasonable prices of products and services, and fulfill all
their obligations to the products and services of their club brand. And in this
regard, accept the opinions and ideas of their customers.

The very important difference between this research and other researches is that
the statistical population in meta-analysis researches is previous researches
and its research unit is each of the initial researches and the researcher
obtains information in such researches that does not exist in the previous
research and Statistical methods are different and the effect size estimation
method has been used.

Therefore, it is suggested that club managers try to increase and improve the
quality of services and products of their club brand and gain the trust of
customers, because with increasing brand credibility and satisfaction, the
customer club also increases and consequently, customers use the club
services and products. It is also offered to others and this will be a promotion
for the club.

Keywords: service quality, satisfaction, meta-analysis, sports organization
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