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Extended Abstract

Introduction

Customer delight is defined as an emotional response to
the element of surprise as well as a high level of positive
expectations. The purpose of this study was to identify
the happiness indicators of customers of sports products.
The concept of Customer delight was introduced to
academic literature about 20 years ago. Since then,
many academics have studied this structure in different
contexts. Unfortunately, no systematic review of
Customer delight has been done to date. The customer
aims to achieve a factor beyond satisfaction called
customer euphoria, which is defined as a deeply positive
emotional state in which expectations are surprisingly
exceeded. To give managers a new insight about the
best way to serve customers and measure their views,
feelings and behaviors is at the heart of service
management research. It is not surprising that customer
satisfaction is one of the most studied topics in such
research. However, despite the creation and
measurement of satisfaction, it has been said that just
satisfying the customer is not enough, and therefore
only generating a sense of satisfaction among customers
does not seem to be a sufficient condition for creating
loyalty to services. This issue not only includes the
argument that delight and customer satisfaction are
different concepts, but also an empirical document of
the argument that these two constructs have distinct
effects on subsequent customer behavior. Since the
production of their work, there have been many
developments in the literature of Customer delight. In
fact, more than 50 articles and several books have been
written in this field .It considers Customer delight as its
distinctive structure. That is, happiness is defined as a
positive and deep emotional state caused by exceeding
one's expectations to a surprising extent. The
justification of this point of view is that the Customer
delight acts as a booster of the customer's feelings and
makes the customer happy.

Methods

The research method was qualitatively thematic analysis
with applied purpose and exploratory nature. The
participants of the research were people who had a
history and lived experience of using sports goods and
services for at least five years, who were selected as
participants using a targeted and accessible sampling
method .Sampling was performed until the researcher
reached theoretical saturation, which means that the
researcher did not obtain new data and code after
interview 19, and thus the sampling process was stopped
(n = 17 + 2). The data collection method was semi-
structured interview.

Results

In order to analyze the data, the inductive coding
method was used to reach the final themes and to draw
the network of themes and NViVO 10 quality data
analysis software was used. Analysis of findings was
done in four dimensions as; Customer dimension (with
two themes of expertise and product uniqueness);
Service dimension (the main theme of differentiation in
service delivery); Environment dimension (friendly and
supportive atmosphere and professional interactions)
and the Staff dimension (specialized knowledge and
awareness and customer spirits).

Conclusion

The results of this research can enable companies and
markets to offer sports products to identify the effective
factors in creating customer happiness, which is a kind
of deep emotional state and causes customer loyalty,
and in today's competitive market, its loyal customers.
Although the researchers conducted a significant
number of interviews, future research can examine this
issue from a quantitative perspective. This study
focused on the sports products sector. Future research
can examine customer satisfaction in other contexts
such as sports parks, special sports events, and sports
organizations. Future research could examine other
individual differences such as age, occupation, ethnicity,
and religion that may affect the Customer delight
experience to expand the scientific work on customer
delight. Customer-centric  service embodied by
employees is essential for organizations to achieve
customer delight. This suggests that reliable, responsive,
and helpful front-line employees are more likely to
delight customers. This area is of practical importance
because employee outreach can be directly managed by
destination managers through recruitment, training and
employee experience management. This insight is
especially useful for startups and small companies that
don't have enough capital to develop unexpected and
thought-provoking marketing plans to surprise sporting
goods customers.
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