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Introduction: Small businesses are the driving force behind economic growth, job
creation and poverty reduction in developing countries. They are like tools with which
economic growth and industrialization are accelerated. In addition, small-scale
businesses are known as feeders for large-scale businesses, so they have become more
important in pursuit of the economic and social development. Small businesses often
struggle to survive and are vulnerable to competition from large companies. This type
of business has a significant role in the sustainable economic and social development
of a country in terms of contributing to GDP. Because of their strategic role in
promoting the economy of a nation in terms of poverty reduction and creation of job
opportunities, they are recognized in the management of the country.

Objective: The Resource Based View (RBV) believes that the company's resources
enable it to gain a competitive advantage and achieve excellent performance in the
long run. From a perspective of resources, the strengths and weaknesses of firms have
been addressed in order to achieve a sustainable competitive advantage. Thus, in our
study, we investigate the factors affecting the performance of small businesses at the
firm-level such as ownership, experience, export ratio, inventory and R&D and labor-
level factors including skills, education, gender, and manufacturing work force. Firm-
specific factors are those that are specific to a business and distinguish it from other
companies. Furthermore, in this study, four variables including industry type, total
assets, sales and number of employees have been used as control variables.
Methodology: The sample consists of small firms located in the urban and rural parts
of Iran. The data are collected from 17000 industrial workshops by the Iranian
Statistics Center. There is no single definition of small and medium industries in Iran;
even at the level of industrial statistics centers of the country, different definitions are
used. The Statistics Center of Iran has classified businesses into four categories
including 1-9 staff, 10-49 staff, 50-99 staff and more than 100 staff. This is because
the most common criterion for defining small and medium-sized industries is the
number of employees; in many studies, workshops with 1 to 15 people are considered
as small businesses, from 15 to 250 people as medium-sized businesses, and more
than that as large businesses. The sample of this research consists of industrial
workshops with 15 employees and fewer.. The firms with missing data were excluded.
Thus, our final sample included 1527 small business. A correlation matrix and a

!, Corresponding Author Email: m.rasouli@imps.ac.ir
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hierarchical linear regression model were used to test the research hypotheses by the
SPSS software.

Results and Discussion: The data show that, out of 5643 industrial workshops with
1to 15 employees in 1991, only 106 workshops (1.88%) were active in exporting their
products to foreign countries. The majority of workshop ownership (93.6%) is in the
hands of the private sector. Next to that, most of the workshops are cooperatively
owned (4.6%) and publicly owned (1.8%), respectively. The results show the impacts
of factors such as company experience, research and development activities as well as
skills and education of employees on the performance of small businesses in Iran.
However, the type of ownership (private, government or cooperative) and export
activity have no effect on the performance including assets growth and sales growth.
Export activity and export experience did not affect the performance of small
businesses in Iran. The findings also show that the type of industry, sales volume and
assets play a significant controlling role in the performance of small businesses. In
this study, there are some limitations, the most important of which are 1)
confidentiality of the data available in the Statistics Center of Iran, which has led to a
lot of time and money spent on the research, 2) the unavailability of some financial
information of companies causing the researcher in the field not to consider more
financial criteria for performance, and 3) the incompleteness of some data and the
unavailability of corporate information that has limited the use of more samples.
Conclusion: Small businesses that are more involved in manufacturing activities and
spend less money on product designs and development processes have more growth
in assets and, therefore, perform better than other small companies. The Findings
show that experience affects the performance of small businesses. Our findings show
that there is a relationship between employee skills and small business performance.
In fact, this means that having a skilled staff is essential for a small industrial
workshop. Finally, the findings indicate that younger small businesses that have
limited R&D activities but well-educated workforce and focus on production have
better performance in Iran.

Keywords: Small businesses, Firm-specific factors, Experience, Ownership, R&D,
Employee skills.
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Introduction: Nowadays, banks offer their customers new ways of doing things, such
as different types of self-service, in order to satisfy customers and facilitate their day-
to-day operations. Due to the community's acceptance of self-service banks, in near
future, many banking activities will be self-service, and more advanced equipment
with more capabilities will be put into operation, and bank branches will be
eliminated. Due to recent developments in the country's banking, the expectations of
banking customers from the banking network has risen in such a way that all
customers want to receive high-quality services, increase the speed of banking
operations and pay special attention to employees. Therefore, it is necessary to
identify the factors that affect the quality of banking services in the country through
expert analysis and propose solutions to address the shortcomings. Eghtesad Novin
Bank, as a private bank, is no exception in keeping its customers satisfied with other
banks. The purpose of this study was to investigate the impact of technological
readiness of customers and self-service quality on customer's electronic satisfaction
considering the moderating role of the two variables of trust and perceived value.
Methodology: The research is applied in terms of purpose and descriptive and
correlational in terms of data collection. Since this research was conducted on an
individual level, the statistical population included the customers of Bank Eghtesad
Novin branches in Mashhad, each of which used the bank's self-service in some way.
The statistical population of the customers of the bank branches in Mashhad was the
sample size for this research. According to the number of the operational variables of
research, the sample consisted of 410 individuals. Moreover, According to the
research model, some hypotheses were made as follows:

Hypothesis 1: Customer technological readiness affects customer satisfaction through
the perceived quality of services.

Hypothesis 2: Technological readiness through perceived quality of self-service
services has an effect on customer satisfaction with the mediating role of trust.
Hypothesis 3: Technological readiness through perceived quality of self-service
services affects customer satisfaction with the mediating role of the perceived value.
The data were collected using a questionnaire, and structural equation modeling was
used to test the hypotheses. The questionnaire was developed in the form of a 5-point
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Likert scale. The reliability of the instrument was also evaluated using Cronbach's
alpha coefficient. The hypotheses were analyzed using the torque structure analysis
software (AMOS v.18) and the statistical package for social sciences (SPSS v.19). In
order to provide a background for modeling structural equations, the correlations
among the research variables were examined. The scale of measurement of the
research variables was of distance type, and the correlation among them served as a
basis for the statistical analysis and the calculation of Pearson correlation.

Results and Discussion: Given that, for all the variables have values above 0.7, the
data collection tool has good reliability. Also, the amount of elongation and skewness
of all the data is £1, which indicates that the data are normal. In addition, in the fitted
factor analysis model, the factor load of all the items is significant at the confidence
level of 0.95. Therefore, none of the questionnaire items were deleted. The
significance level of the items is below 0.05. It should be noted that the model includes
the dimensions of technology readiness, i.e., optimism, innovation, security, and
difficulty, as well as the dimensions of the quality of self-service services, i.e.,
operation, comfort, pleasure, reliability and security. The variables themselves play
the role of the latent variables in a structural model, but the variables trust, perceived
value and satisfaction have no dimension. Therefore, the items of these variables are
considered as variables.

Conclusion: The results of a self-service quality mediator test on the relationship
between technological readiness and e-customer satisfaction showed that the indirect
effect of technological readiness on e-satisfaction through self-service quality is
significant. In addition, the mediating roles of perceived value and trust were
investigated in this study, which resulted in the confirmation of the role of the
perceived value; the mediating role of trust in this regard was not confirmed. Also,
the fit indices of the CFA model indicated the optimal fit of the measurement models
and confirmed the significance of the factor load of each observed variable versus the
corresponding latent variable. Moreover, out of all the hypotheses considered, the
effect of trust on electronic satisfaction was confirmed. Following this rejection, the
hypothesis about the effect of technological readiness through the quality of self-
service on customer satisfaction with the mediating role of trust was not confirmed.
Keywords: Quality of self-service, Technological readiness, Customer satisfaction,
Trust, Perceived value.
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Introduction: In recent years, the issue of brand and its management has been
considered by companies and marketers. Famous and prominent brands in the
consumer's mind contain a set of distinct associations. From a consumer perspective,
a brand can create value for a product and is, therefore, an important part of the
product. Since consumer’s shopping behavior varies according to the product type,
this study can help both producers and marketers to present products in accordance
with the needs and demand of the customer. Brand prominence is one of the important
factors that influence purchase decisions. What factors affect brand prominence is an
important subject in the marketing science. The emergence of global luxury brands in
Iran in the field of sports goods is quite evident, and consumerism and the tendency
for luxury goods are increasing. People usually use luxury goods not just because they
need them but because their goal is to show their higher social status. Since the market
of luxury sports brands in Iran has many customers and competitors, companies in
these competitive conditions must establish their brands in the minds of customers if
they are to make sufficient profits and increase their market share. Also, customers'
decision-making in sports goods is strongly influenced by the brand and its value
created for the customer. It is important to pay attention to some elements of the brand,
such as brand prominence and decision-making to buy. The purpose of this research
is to develop a conceptual model of decision making to purchase by explaining the
role of brand prominence and identifying its dimensions with a combination of
qualitative and quantitative approaches.

Methodology: The present study aims to identify and construct a conceptual model
of purchasing decision-making with the role of brand prominence. It has a
developmental purpose and exploratory nature. The factors were identified by the
grounded theory, and then a quantitative method and the research background were
used to determine the relationships among the variables. Therefore, in terms of the
data type, this research is a combination of qualitative and quantitative types. Since
the concept of purchasing decision making does not have a comprehensive model to
explaining the role of brand prominence and the factors affecting it, a broad source of
information is needed to evaluate these factors. Indeed, the decision to buy is
influenced by various factors. According to the grounded theory approach,
discovering the main concepts of the data, analyzing and loading the data code to
identify the concepts and creating a theoretical model were undertaken in this
research. In the qualitative stage, the grounded theory method was used in modeling.
The quantitative data were collected using a standard questionnaire derived from
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previous research. The quantitative data were analyzed through factor analysis by the
Smart PLS 3 software. Questionnaires were distributed and analyzed. Random
sampling was also conducted on the customers of sports luxury brands.

Results and Discussion: The results showed that quality (t = 2/521), brand awareness
(t = 4/527) and brand image (t = 9.296) have significant effects on the brand
prominence of luxury sport products. Brand's pricing (t = 0.349) and association (t =
0.705) are, however, unaffected by the prominence of the brand. Brand prominence
also affects the purchase decision making for sports luxury goods both directly and
through brand attitude (T = 28.9694) and brand loyalty (t = 10.55755). Considering
the positive path coefficient in the first hypothesis and the significance of t-statistic,
we can point to a positive and significant relationship between quality and brand
prominence. Based on the second hypothesis, the effect of brand awareness on brand
prominence was confirmed, which indicates that, with an increase in brand awareness,
brand prominence increases too. The third hypothesis was not confirmed and showed
that price has no significant effect on the prominence of luxury sports brands. The
fourth hypothesis based on the effect of brand image on brand prominence was
confirmed, which shows that, with an increase in brand image, brand prominence
increases. The fifth hypothesis about the effect of brand association on brand
prominence was not accepted. The sixth hypothesis on the effect of brand prominence
on purchasing decision was confirmed, which means that, as the brand prominence
increases in the mind of the consumer, the purchasing decision increases too. The
seventh hypothesis about the effect of brand prominence on brand attitude was
confirmed the eighth hypothesis that measures the effect of brand attitude on brand
loyalty was confirmed as well.

Conclusion: This research is an empirical study of designing a purchase decision
pattern with a brand prominence. Quality, brand awareness and brand image had
effects on the prominence of the durable goods brand, but the variables of price and
association did not affect the prominence of the brand. Brand prominence influenced
purchasing decisions. Attitude towards the brand also had a positive impact on brand
loyalty which, in turn, played an effective role in the decision to buy durable goods.
According to the research findings, brands can find a high position with customers by
the study of how their prominence affects the decision to buy and the factors that
affect the prominence of a brand in the minds of consumers.

Keywords: Brand prominence, Brand loyalty, Purchasing decisions, Sport luxury
goods.
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Introduction: The world today faces accelerating changes in customer needs and a
steady reduction in environmental resources. In such a situation, checking consumer
behavior is essential. Consumer behavior refers to all the thoughts, feelings, and
actions that an individual has or takes before or while buying any product, service, or
idea. Considering that one of the declining resources in the world today is water
resources, this study examines consumer behavior in local water markets as a case
study. The studied area is the Zayandehrood basin of Iran, which, in recent years, has
faced major problems in water resources decline. This has caused many social crises,
especially in the agriculture section with the highest consumption. The focus of local
water markets has recently been on this national issue, but its full implementation
requires structural, legal, economic, and social reforms. Factors such as farmers' fear
of unemployment, fear of decrease in agricultural land prices, and fear of migrations
from the village have pushed farmers to resist the implementation of such markets. In
recent years, the experience of water problems has brought the corresponding
organizations to the conclusion that, merely with concentration on economic,
technical, and engineering issues, water crises cannot be solved and the need for
attention to social dimensions and consumer behavior management is essential.
Therefore, in this research, the prerequisits are already provided for the formation of
water markets not from the technical and economic vision, but from the social
dimension. This is the distinction of this research from other research works.
Methodology: This study is developmental in terms of purpose. It is conducted
through the grounded theory and Gtopsis. The case study in this paper is the water
market, and the statistical population includes three groups of experts (academics,
farmers, and water industry experts). The sampling is by snowball method. The data
collection tool is interviews. By the use of the qualitative approach of grounded
theory, the factors affecting consumer behavior are identified with the aim of
designing a social capital management model. An appropriate model is designed, and
then the identified factors are ranked with the group Topsis approach.

Results and Discussion: In order to meet the aim of the study, which is to design a
social capital management model to facilitate the implementation of the water market,
it was decided to use grounded theory. For this purpose, first, it was necessary to
identify the variables affecting the model. The variables were the factors affecting the
behavior of consumers (farmers) and encouraging participation in the water market.

I, Corresponding Author Email: drsanayei@gmail.com



Journal of Business Administration Research
Original Research Article/ Vol. 13, No. 25, Spring and Summer 2021

The data analysis was carried out using the grounded theory in three stages of open,
axial and selective coding. One of the most important results of this research is the
ranking of factors affecting consumer behavior and planning based on them to attract
popular participation in the implementation of the water market. After designing the
model, in order to make the best use of the results and answer the second part of the
main research question, the researcher proceeded to rank the identified factors with
the group TOPSIS approach. The factors that encourage social participation in the
formation of the water market include factors related to the regulatory body and the
government, cultural-situational and lifestyle factors, factors related to publicity and
awareness, demographic factors, factors related to the household economy,
environmental factors, product-related factors, sales factors, factors related to
production inputs, and factors related to the intention to buy.

Conclusion: The results of this research can be used to identify the factors affecting
the implementation of a water market in the social dimension. The study suggests
certain ways of encouraging farmers to participate in water market implementation
and, ultimately, attracting more farmers, improving the market conditions, increasing
customer satisfaction, improving the community's welfare and saving more water
resources. The results of the research show that, of the variables affecting social
capital management, the factors related to the supervisory institution and government
and situational-cultural and lifestyle along with the factors related to publicity and
public awareness are the most important in the implementing and development of
water markets. The suggestions that can be made for future research include
integrating the proposed model with other patterns, using suitable software for
qualitative data, applying the method in different local markets, and comparing the
results. Overall, it seems that the proposed model helps to achieve public welfare, save
water resources, predict consumer behavior in the formation of the water market, and
solve social problems associated with its implementation.

Keywords: Consumer behavior, Grounded theory, Social capital management, Social
facilitation, Water market.
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Introduction: To stay in a competitive market, organizations need to focus on
customers as the key elements of the market. In this regard, one of the techniques
that help organizations is customer relationship management, which strengthens the
relationship of the organization with customers and makes them loyal to it. Of
course, in order to gain loyal customers, communication with the customer is not
enough, but the quality of this relationship is also very important. In other words, a
strong relationship with customers is the most important key to the success of any
business. Many customer behaviors towards service providers are influenced by the
type of relationship between customers and service providers. On the other hand,
marketing science seeks to know the customer and how his or her behavioral
responses affect marketing actions. Therefore, the purpose of this study is to
investigate the effect of relationship quality on Customer’s Economic Behaviors in
Arak’s Sport Clubs.

Methodology: The present study is a descriptive-correlational research that has been
done using structural equations. The statistical population of the study included the
customers of health and fitness clubs in Arak. The statistical sample was selected by
a stratified and geographical method. The selected classes were from the north,
south, east, west and center of the city. As many as 300 people were considered as a
sample. After the research questionnaires were distributed, 266 of them were
carefully extracted and analyzed. The data were collected by a 19-item questionnaire
with four variables including relationship quality (Palmatier, 2007; Roberts et al.,
2003), the desire to pay more (Bigne et al., 2008), the desire for re-attendance (Lim,
2006) and customer share (Palmatier, 2007). The validity was tested by an expert
panel (N = 15). The reliability was done by Cronbach's alpha. The data analyses
were done using SPSSi¢ (for preparation of data and descriptive statistics) and the
Smart PLS3 Software (to test the research model).

Results and Discussion: The descriptive results of the research variables showed
that the relationship quality average was 5.31, the average of the desire for re-
attendance was 4.98, and the average of the desire to pay more was 4.96, which was
higher than the average value of 4. Also, the customer share average was 66.5%. In
the inferential part, the fit of the model was examined as the fit of the measurement
model and the fit of the structural model. In the measurement model section, the
composite reliability (CR) and Cronbach's alpha were greater than 0.7. The total
factor loading of the questions was more than 0.4, and their significance coefficients
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(t coefficients) were higher than 2.58, which indicates the appropriateness of the
measurement model. The AVE (average variance extracted) was greater than 0.5 in
all the variables, the CR was greater than 0.7, and the CR > AVE condition was met.
As a result, it can be said that the convergent validity is acceptable in the
measurement model. The results of the divergent validity also showed that the
variables in the model of the present study have more interaction with their
questions than with other variables. In other words, the divergent validity of the
model was adequate. With respect to the fitness of the structural model, the
indicators showed that the structural model has a good fit. Also, the path coefficients
of the research variables showed that the relationship quality has a positive and
significant effect on the desire to pay more (the path coefficient was 0.653).
Therefore, if the quality of the customer relationship improves, the customer will be
willing to pay more to buy from the club, and, if similar services are offered by
competitors at a lower price, he or she will not be willing to leave the club and join a
competitor. Also, the quality of the relationship has a positive and significant effect
on the desire for re-attendance (with a path coefficient of 0.519). In other words, the
customer who finds the quality of relationship with the club desirable will continue
to cooperate and buy more from the club. Finally, the relationship quality has a
positive and significant effect on customer share (with a path coefficient of 0.495).
In other words, a customer who is satisfied with his or her relationship with the club
will take a greater share of sporting activities at the club. All this leads to more
purchases and higher payments to the club, which brings a profit for the club. Of
course, it should be noted that the effect of relationship quality on the tendency to
pay more is stronger than the other two variables and has the least effect on
customer share.

Conclusion: All the efforts of organizations in general and sports clubs in particular
are to gain ability to retain their current customers and attract new customers.
Customers do not just use the club services; they seek to have a relationship with the
club beyond a customer. Research has shown that customer behavior after purchase
is affected by the type of service provided and the relationship quality that the
organization has established with customers. So, according to the research results,
sports clubs should establish a relationship with quality, trust, commitment and
customer satisfaction, so that customers, in addition to continuing to attend clubs,
will have no problem to pay more for more services and get a greater share of the
sports services they need from their current club. If customers perceive this
relationship, they will buy more from the club at a higher cost, to the extent that this
relationship leads to loyalty and promotion for the club by customers. Finally, it is
suggested that clubs influence post-purchase behaviors by designing beautiful spaces
in the club environment, consulting with customers, improving the quality of
services, establishing communication inside and outside the club, holding festivals
with customers and creating emotional relationships with customers.

Keywords: Sport clubs, Desire to pay more, Desire for re-attendance, Customer
share, Relationship quality.
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Introduction: Business success cannot be overstated today. In this regard, predicting
consumer behavior is a key to the success of planning and managing the changing
environment. The focus of this study is on recognizing the future behavior of
consumers in buying goods with high mental involvement. In fact, this study identifies
the factors, dimensions, components and indicators affecting this behavior through a
structural model. This study seeks to answer the question ‘how can a structural model
with respect to factors, dimensions, components and effective indicators predict future
consumer behavior? To answer this question, at first, the theoretical literature was
reviewed to identify a list of effective structures that could be related to the main
concept of the research. By asking three questions and conducting interviews with
academic and industry experts, further cases were identified. In the second study, the
researchers presented the research hypotheses using the structures approved in the
first study. By examining them, the final structural model was presented.

Methodology: In this study, researchers used two qualitative and quantitative
methods in a row, from problem design to conclusion. Therefore, the typology of this
research is combined and sequential-exploratory. In the first study, the aim is to
discover the factors, dimensions, indicators and components of consumer futures
buying behavior for products with high mental involvement, so its focus is on the
content. Since the second study of this research intends to develop applied knowledge
in providing a model for predicting the future buying behavior of consumers for
products with high mental engagement, it is of a practical type. In the first study,
consecutive sampling and snowball chain network sampling method were used to
achieve theoretical saturation or sampling adequacy. In the second study, probabilistic
sampling and one-stage cluster random sampling methods were used. Two methods
were used to collect the data, library and field methods. The library method was used
in the research literature, and the field method was for collecting the data. In the first
study, the experts were interviewed, and, finally, by the designing of a protocol, the
data were collected to analyze their opinions. In the second study, through the design
of a researcher-made questionnaire, the data were collected, and the hypotheses of this
section were examined in the form of inferential statistics. In the first study, to verify
the reliability, the review method was used by another informed person to ensure the
accuracy of the data obtained. Maxwell validation method was used to evaluate the
validity of the study. In the second study, Cronbach's alpha coefficient was used to
evaluate the reliability of the questionnaire, and confirmatory factor analysis and
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KMO scaling were performed to evaluate the validity. In the first study, the Delphi
method was applied in four rounds to review the theoretical literature, and 17
university and industry experts were interviewed to obtain their opinions. Also, fuzzy
Delphi logic was used to analyze their opinions. In the second study, a 417-person
sample was selected, and then AMOS and SPSS software programs served to analyze
the components and indicators in the form of two measured and structural models.
Results and Discussion: This study is in line with previous research to identify
predictors of consumer future buying behavior. However, in the second part of the
research, the effective components were added to a model with a number of
modifications to push the research one step further. In other words, the second study
confirmed the results of the first study and previous studies. New findings were added
to the predictors of consumer future buying behavior. This research also has practical
implications. It was shown that what consumers pay attention to about the product's
mental engagement is their rationale for realizing their future buying behavior. Also,
the consumer's feelings about buying a product or brand can affect their future buying
behavior as an experience. This means that, if brands and marketers can create a
situation where customers feel good, then the likelihood of them to buy from that
brand increases in the future.

Conclusion: In the first part of the study, two factors, four dimensions, eighteen
components and sixty-five indicators related to the main concept were identified. In
the second part of the study, the research components were analyzed through
confirmatory factor analysis, and the approved components were fitted in the final
model. The results of this study showed that the feedback from the sellers and
attention to product changes from the viewpoint of its social effects had the highest
amount of de-fuzzy and were the most important. On the other hand, the index of
environmental groups from the viewpoint of mental norms had the least amount of
de-fuzzy and was the least important index.

Keywords: Consumer behavior, Future consumer behavior, Mental involvement,
Mixed method research, model.
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