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ABSTRACT

To investigate the relationship between organizatidearning culture and job satisfaction and Imat service
quality in sport organizations in Iran, 371 managexnd sport organization experts were selectedgusaimdom
sampling and based on Kerjsay table and they aressivilre standard questionnaires in this area. Far fibrm and
content validity, we used the opinions of the sdists. For construct validity, we used exploratdéagtor analysis,
and for confirmation and reliability, we used Crauh's coefficient. For data analysis, descriptivel anferential
statistics /multiple regression and correlatigrwere adopted using the approprigle SREL/ version /8/52/ and
SPSS/version 2@. Results of correlation test and regression arialghowed that there is a significant positive
relationship between organizational learning cuéitand internal service quality and also betweengatisfaction
and internal service quality.

Keywords: organizational learning culture, job satisfactioriernal service quality.

INTRODUCTION

Today, people live in an environment that is insiegly moving towards services-based economy. Timeepts of
service quality and satisfaction in marketing &tigg during the past decades have been the focastention.
Researchers appreciate the advantages of satisfaoid consider them as indicators of the competadvantage
of organizations, although the exact nature ofamast judgments and the relationship between theeed still
hung in the balance [1]. Willingness to provide lgyaservices in today's world plays an importaoterin the
service industries. Because service quality is idemed crucial for organization's survival and graohaking.
Service quality plays a significant role in custeimesatisfaction, maintenance, and stability. Idigain, the chain of
services - profit - income is associated with ttetesl factors [20]. Findings of some researcheve lpmoved the
strategic benefits of quality, market share andrrebn investment in partnership development andeducing
production costs and in enhancing productivity [But before discussing service quality, it is esis¢rto
understand the concept of quality. Quality is thustemer's satisfaction and enjoyment or simplyilfulfy or
surpassing customer's expectations [13]. Based eskeétt's model [1994], internal service qualitydedo the
satisfaction of staffs [maintenance of staffs] whii turn leads to external service quality anda@uer satisfaction
whose final product is profitability, growth, anéwlopment. Internal service quality is the moskeesial element
to achieve high quality of external services arid itnperative that be reviewed in most sport emvinents. Several
factors contribute to the Internal service qualitya sports organization. Among these factors, megdional
learning culture, job satisfaction, organizationammitment, learning motivation, organizational asphere and
organizational justice. Most researchers agree dhgdnizational learning leads to competitive adage for the
staff who have a clear vision of the importanceqoflity service. Organizational learning can beirdef as a
dynamic process of creating, acquiring and gatheknowledge and resources to develop the capacity a
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resources, which leads to better performance obtbanization [6]. Certainly the culture of orgaatinnal learning
will play a significant role in the internal sereiguality [24]. Bavaghar's research results [2G0®jwed that there
is a significant relationship between organizatidearning culture and internal service qualitytire staff of the
physical education department. Qanbarpur[2011]tpdiout that here is a significant positive relasioip between
organizational learning culture and internal sexvguality in selected sport federations. Di Xigisd&es[2005]
showed that there is a significant relationshipMeetn organizational learning culture and intermaiiee quality;
and organizational learning culture would accownt5% of the variance of internal service qualigys and Hill
[2001] showed that organizational learning is pesiy related with perceived service quality. Thaspresearch
also showed that for having a superior externaliserquality, organizations need staffs [internaktomers]
committed to the goals and prospects of the compardy require customer oriented behavior and therriat
service quality [satisfaction of organizationaltsrfrom each other]. The past research shows hiea¢ tshould be a
close interaction between internal service qualitg external quality. Recently, attention to ingérservice quality
in sports and healthy recreation has grown [23]h&omad Asif Khan [2011] in the study under the sobpf the
relationship between internal service quality inmiam resources management and staff maintenancd fbahin
human resource management, internal service qusditlya significant positive effect on staff retentdue to the
role of job satisfaction. Job satisfaction increaaden internal service quality increases. Satigfacof internal
customers is a strongly associated with internalice quality which in turn has strong relationshipith customers
who receive external service. Management should theeneeds and expectations of internal custoswthat the
staff have high levels of satisfaction and givehhimuality external service to external customesfEIObeng,
2009]. Today, the study of service quality has bsignificantly extended to different sectors ofustty such as
sports, professional sports, fithess programs,tafmcsports and recreation, healthy recreation tandsm [10].
The range of studies in the sports industry hasded on supporting the staff's role in customesduation of the
internal service quality and performing it in servisports organizations [7]. Most organizationslao&ing out for
the perception of external customers but the probtethat they pay no attention to the communicetioithin the
organization and interactions among the staff. Lilther organizations, sports organizations folldwe same
principles and regulations in the related sectitisyever, the main objectives of the sport orgditnaare directed
to humans and to giving optimal service to themthis respect, the factors such as internal seyidity for the
staff can influence staff's organizational learnamgl thus affect the quality of the entire extersaivice. Using
scientific knowledge and its management in spagapizations in our country has been less thanetbsithis study
provides the opportunity for staffs and human resesito pay special attention to this issue anavmre of its role
and impact. Accordingly, this study is to explohe trelationship between organizational learningucal and job
satisfaction and internal service quality in Iresp®rt organizations.

MATERIALS AND METHODS

The present study was of correlation type. Its jpatmn consists of 574 managers and staff expdrtseoMinistry
of Youth and Sports and Physical Education Departnoé the schools of the Ministry of Education athk
managers of sport federations. Using random sagpbiased on the tables of Morgan and Kerjsay, &6ble were
selected. This selection was due to their effenttgs in decision making and policy making in thessas of the
country. The tools for measuring variables inclutle: researcher-made questionnaires for indivifestures , 2-
Marsyk and Vikins standardized questionnaires doganizational learning culture [2003], which inaéu 21
guestions, Egan's job satisfaction [2004] incluBegliestions and Karuna and Pitt internal servicaity [1997].
For the face and content validity, expert opiniogisd for construct validity, exploratory and confatory factor
analysis were used. Results of exploratory factadysis for internal service quality questionnairere [KMO =
0/89, P= 0/001] and for organizational learningiutd questionnaire [KMO = 0/95, P = 0/001]. Fonfionatory
factor analysis of questionnaire and service quadias [GFI = 0/96, df =20, p = 0/001], organizatbhearning
culture questionnaire [GFI = 0/92, df =44, p = @pPand job satisfaction questionnaire [GFI =1, 8f = 0/001]
were obtained. In addition, for determining théatglity, Cronbach's alpha was used. Its resultsofganizational
learning culture questionnaire weke3 0/98], for job satisfaction questionnaires 0/91] and for internal service
quality questionnaires[= 0/89]. The alpha coefficients obtained are atai#p and measurement tools have internal
consistency. In order to organize, summarize amdsdly the raw scores, descriptive statistics wesed; in
inferential statistics, exploratory factor analysisd confirmatory factor analysis were used to sss®nstruct
validity, multiple correlation, multivariate regen of data by means of the softwares [LISRELki@r 8/52 and
[SPSS] version 20 for data analysis.
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RESULTS

Table 1. Demographic features of the staff of spoxrganizations

Organlz_atlo Age Gender Education Service record
nal position
mana | Exp 30> 31- | 41- | 50 | fem | mal | diplo | tactful | B. | M. | P.H 5< 6- 11- | 16- | 21-| 25
ger ert 40 50 > ale e ma ness A A .D 10 15 20 25 >
53/4 | 46/6 | 19/6 | 40/8 | 32/8 | 6/8 | 44/1 | 55/9 49 | 24 26/4 | 29/3 | 16/2 | 17/4 | 7/5 | 3/2
10% 13% 4%
% % % % % % % % % | % % % % % % %

According to Table 2, the results of the correlatlietween variables showed that there is a sigmifipositive
relationship between organizational learning celtand quality of staffs' [managers and expertslisemiving in

all three organizations, which shows that the iaseein staff's organizational learning culture wiltrease the
quality of their internal service-giving. There wassignificant positive relationship between joltisfaction and
quality of staffs' [managers and experts] servienag in all three organizations.

Table 2, Mean , standard deviation and correlationmatrix of organizational learning culture, job satisfaction and internal service quality
in sports organizations

Sport organizations Variables M +sd Service-giving quality (M +sd) r P
Ministry of youth and sports organizational learning culture 63/16 + 14/28 76/49 + 10/4 0/535
job satisfaction 10/3 £ 3/02 76/49 +10/4 0/517
. organizational learning culture 19/78 + 13/81 84/99 + 7/96 0/583
Sport federations job satisfaction 12104 + 2/65 84/99 * 7/96 0/522 | %1001
Physical Education Departme “organizational learning culture 67/3 + 12/74 81/10 + 7/08 0/643
job satisfaction 11/63 + 2/6 81/10 + 7/08 0/548

Results of multivariate [stepwise] regression asialyin the Ministry of Youth and Sports showed tlia¢
correlation coefficients between organizationalri@sg culture has the highest relationship withvieer quality
which first entered the equation. It should be ddteat the correlation between job satisfaction seice quality
was [r=0/479] but it is a false relationship andlig to the effects of other variables. Becausedas differential
correlation coefficients, there is no significarlationship between these two variables, and théahla of
satisfaction as a variable that can determine tigighe variance in service quality of the Minjstf Youth and
Sports has not been entered in the equatioh= /417, p = 0/001,$197) = 35/2] the possibility to predict the
internal service quality based on each of the irddpnt variables in the Ministry of Youth and Spdrave been
listed separately in the table [3]. The resultstioé regression analysis of the sport federatiormwsthat
organizational learning culture and job satisfatés independent variables can be significant ptedi of internal
service quality. fr= 0/457, p = 0/0014109) = 30/6] the possibility to predict the internalgice quality based on
each of the independent variables in sport fedmrathave been listed separately in the table [8tofding to the
calculated correlation coefficients between theedejent variable and independent variables, it veéarchined that
in the Department of Physical Education in the Btiryi of Education, like in other organizations, tfagiable of the
culture of organizational learning has had the égghcorrelation with service quality, and the \alea of
organizational learning culture has been enterethadirst variable into the regression equatiang ¢he squared
multiple correlation coefficient was equal t & 0/37] which shows that 37% of the variabilitiytbe variable of
service quality in the Department of Physical Ediocain the Ministry of Education was caused by taeiable of
organizational learning culture 2[¢ 0/490, p = 0/001,4,7) = 12/6] the possibility to predict the interrsarvice
quality based on each of the independent variablése Ministry of Youth and Sports have been tisteparately in
the table at [3].

Table 3 Regression coefficients and the steps oftering variables associated with the prediction ofhe service quality in sports
organizations

Organizations Entering Predictor variables R? B B‘?t"?‘ t p D'ff”?’?“a'
steps coefficient coefficient
- organizational
Ministry of Youth and Sports 1 learning culture 0/32 | 0/412 0/565 9/6 | 0/001 0/565
organizational 0/36 | 0/347 0/602 7/9 | 0/001 0/602
‘ 1 Iearnlng c_ulture
Sport federation 2 gg;?;}zatc'&rt's:e o6 | 01227 0/394 4/4 | 0/001 0/395
. 9 - 0/796 0/227 2/5 | 0/011 0/241
job satisfaction
Department of Physical 1 organizational 0/37 | 0/337|  0/606 | 4/03 | 0/001 0/606
Education of schools learning culture
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DISCUSSION AND CONCLUSION

Findings showed that there is a significant refaiop between organizational learning culture ardrhal service
quality in any organization. All researchers inithresearches concluded that good learning cultarehelp staff
provide better service quality. And good learnimgisonment can also encourage the staff to leadntaristay in the
organization for a long period of time. In this@rgve can pay attention to the studies carriecogyt, 2, 19, 21].
Therefore, creating a good learning culture noy ¢rdips staffs to remain at a high level of intésexvice-giving,
but also maintains them as a good staff in theroegdéion. Organizational learning culture is clgsasociated with
other positive outputs within the organization, mmmically and psychologically. And because a cartirs
learning program should be able to properly meetrtbeds of staffs, it seems that organizationahileg culture
can also have a positive effect on the qualityxtémnal services. Some researchers in their reseantcluded that
job satisfaction is not a factor that can influetive quality of internal services and there is noelation between
these two components [18]. In contrast to thesedtigations, many researchers concluded that jidfasztion is
one of the factors affecting service quality anel telationship is positive and significant. In dahfi, there is close
relationship between internal service quality amdaaizational performance. In fact, the investmehiquality
should lead to better performance. Variables ofiserquality lead to managerial commitment andséattion of
internal customers, and satisfaction of internatamners has a positive effect on the quality ofrimal services and
better performance, and the staff who have higbeel$ of job satisfaction offer higher internal\see quality.
Finally, the desirable conditions of work causesgtaff's job satisfaction and finally it leadsadigher level of the
internal service quality based on equity in sotitdractions. In this area we can refer to resesrdi [5, 2, 3, 22,
19, 8, 9, 11, 16, 17] .Today, the researchers folces attention mostly on the internal service ligyalue to its
significant effect on external service quality, @tb and profitability of the organization or comparinternal
service quality and organizational learning cultwtgch influence other variables affecting intersatvice quality
rely on the support of leaders and managers, edpebuman resource managers. Regarding the rofpaits in
physical and psychological growth and developménhe society in one hand, and the role of sporamdustry
for economic growth of sports organizations and mmities, it should be noted that factors listedveswill not be
achieved unless the competent staff be employedptement programs and provide appropriate sentic@sternal
customers and external organizations, and this natl be actualized except through focus on andigiry the
strategic planning of human resources by humanurees managers and leaders of organizations toowepr
internal service quality and creating a cultur@gfanizational learning. Considering the reseaeshied out so far,
it can be said that by increasing the quality déinal services and recognizing the importanceeafring and
culture in sporting organizations, we can providadetter service to customers and increase thésfaction
provided so that this will benefit the organizatidnshould be added that internal service qualitly be different
according to the type of organization and evengbéeder of workers, therefore, this issue can besidered a
limitation in generalizing the results to other angzations. It is suggested that future researcinmestigate the
impact of other non-financial variables such asivatibn, learning, organizational atmosphere anchatgraphic
variables on internal service quality to in therspoganization of Iran.
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