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Abstract:

The aim of this research was to design a transformation model of online customer orientation among football fans using a mixed-method
(qualitative—quantitative) approach, in order to identify causal, contextual, intervening, strategic, and consequential factors related to
customer behavior in virtual environments. This exploratory study employed a sequential mixed-method design. The qualitative phase
involved a case study with 19 football fans, using semi-structured interviews and thematic analysis via open, axial, and selective coding. The
quantitative phase included a survey with 384 football fans selected via convenience sampling. A researcher-made questionnaire was used,
and statistical analysis was performed using SPSS, AMOS, and MaxQDA. Instrument validity was ensured through face and content validity
(CVR=0.89), and reliability was assessed via Cronbach's alpha. Results identified causal conditions including improving perceptions,
decision-making by fans, enhancing communication, and knowledge improvement. Contextual factors encompassed audience empowerment,
commitment enhancement, socialization, infrastructure development, ease creation, and ownership feeling. Intervening conditions were
categorized into individual and environmental turbulences. The core phenomenon was identified as the transformation of online customer
orientation, featuring self-confidence, psychological factors, incentives, and tangible income generation for clubs. Strategies focused on
creating information transactions, while consequences included social dynamism, social vitality, stylistic development, and growth-oriented
outcomes. The findings suggest that the proposed model for online customer orientation transformation—emphasizing psychological, social,
and technological dimensions—serves as an effective framework for enhancing football clubs' engagement with fans in digital environments.
Implementation of this model is expected to increase fan loyalty, participation, and social capital within the sports industry.
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Extended Summary

Introduction

In the evolving landscape of digital commerce, online customer orientation has emerged as a cornerstone of organizational
strategy, particularly in industries characterized by high emotional involvement and symbolic identity—such as professional
sports. Football fandom, often deeply rooted in cultural, regional, and personal identity, presents a complex environment in
which customer orientation must adapt to the expectations of digitally active consumers. As digital transformation reshapes
consumer behavior and organizational models, sports clubs face the dual imperative of maintaining emotional connection and
providing seamless digital services (Duan, 2024; Giang et al., 2025). Within this context, customer engagement and satisfaction
are increasingly driven by digital touchpoints, including mobile applications, online ticketing systems, social media
interactions, and virtual communities (Banerji & Singh, 2024; Koay et al., 2022).

Although online customer orientation has gained traction in e-commerce and hospitality domains, its application in sports—
especially in the football sector—remains understudied in many emerging markets. Studies show that fan loyalty is strongly
influenced by perceived engagement and satisfaction with digital platforms (Faria et al., 2022; Tuhkanen, 2022). Moreover,
customer service quality and the personalization of experiences play a critical role in driving behavioral intention and retention
(Rai, 2022; Xiao, 2022). This underscores the need for integrated frameworks that can accommodate the psychological, social,
and technological factors influencing customer orientation in online sports settings (Jamaluddin et al., 2024; Song et al., 2022).

Particularly in football, where fandom extends beyond mere transactional relationships into the realm of identity, belonging,
and symbolic consumption, the transformation of customer orientation into a digital paradigm requires a nuanced understanding
of fan expectations and organizational capacity. As pointed out by (Alon & Shuv-Ami, 2021), fan—brand relationships are
multifaceted, encompassing loyalty, identification, and behavioral participation. Consequently, organizations must consider
not only the delivery of efficient digital services but also the co-creation of meaning and value in fan interactions (Shun et al.,
2022; Sundjaja et al., 2024).

Prior research has also emphasized the role of hybrid service systems combining Al-driven customer interaction with human
oversight to improve customer experience and loyalty (Ahmed et al., 2022; Elsafty & Hesham, 2025). In football specifically,
the inability of clubs to meet evolving digital expectations has resulted in declining match attendance and weakening fan loyalty
(Prionidis, 2021; Tinson et al., 2021). Therefore, this study seeks to design a conceptual model for transforming online customer
orientation among football fans by identifying causal, contextual, intervening, and strategic components that collectively
contribute to enhanced engagement and satisfaction. Grounded in theoretical insights and empirical validation, the proposed
model addresses a critical research gap and offers practical guidance for sports organizations operating in the digital age.

Methods and Materials

This study employed an exploratory sequential mixed-methods approach, comprising a qualitative phase followed by a
quantitative validation stage. In the qualitative phase, a purposive sample of 19 doctoral-level sports management professionals,

all of whom identified as active football fans, participated in semi-structured interviews. The interviews were transcribed,
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coded, and analyzed using thematic analysis and Strauss & Corbin's grounded theory method. The aim was to extract latent
categories and develop a conceptual framework for online customer orientation transformation.

For the quantitative phase, a cross-sectional survey was conducted among 384 football fans across the country, selected
through convenience sampling. The questionnaire was designed based on the qualitative findings and validated through content
validity ratio (CVR = 0.89) and Cronbach’s alpha for reliability. Data analysis included structural equation modeling (SEM)
using SPSS and AMOS software to test the relationships among identified constructs and assess the goodness of fit of the
proposed model.

Findings

The qualitative data analysis resulted in five main components: causal conditions, contextual conditions, intervening
conditions, core phenomenon, strategies, and outcomes. Causal conditions included improved perceptions, decision-making by
fans, enhanced communication, and knowledge development. These factors were found to directly influence the emergence of
online customer orientation transformation.

Contextual conditions encompassed fan empowerment, improved commitment, socialization, infrastructure enhancement,
convenience creation, and a sense of ownership. These variables were foundational to the execution of effective strategies.

Intervening conditions comprised individual turbulence (e.g., lack of digital literacy, motivational deficits) and
environmental turbulence (e.g., poor IT infrastructure, low management commitment). These acted as inhibitors or moderators
in the implementation process.

The core phenomenon identified was “online customer orientation transformation,” driven by self-belief, psychological
incentives, structured motivational systems, and tangible revenue generation for clubs.

Strategic responses included developing information transaction systems, facilitating service access, enabling real-time
communication between fans and managers, and improving transparency and accountability mechanisms within the
organization.

Outcome categories revealed social dynamism (e.g., increased solidarity and volunteering), social vitality (e.g., improved
well-being and community spirit), audience profiling (e.g., targeted segmentation), and growth orientation (e.g., innovation and
digital participation).

Statistical results confirmed the significance of all hypothesized paths in the structural model. For instance, causal conditions
significantly influenced the core phenomenon ( = 0.55, p < 0.01), contextual conditions influenced strategies (B = 0.58, p <
0.01), and strategies significantly impacted outcomes (f = 0.63, p < 0.01). Model fit indices indicated a good overall fit (y2/df
=1.34, RMSEA = 0.04, CFI = 0.93).

Discussion and Conclusion

The findings of this study demonstrate that transforming online customer orientation in football fandom requires a holistic
understanding of technological, psychological, and social dimensions. By identifying and integrating these dimensions into a
unified model, the research provides a framework for enhancing digital customer engagement, loyalty, and satisfaction in a
context where emotional investment and community identity are paramount.

A key insight from the study is the centrality of fan empowerment and ownership in driving meaningful engagement. Rather
than treating fans as passive consumers, clubs are encouraged to recognize them as co-creators of value and experience.
Providing platforms for user-generated content, participatory decision-making, and direct interaction with club management

emerged as powerful tools for fostering identification and loyalty.
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Moreover, the role of psychological enablers such as self-confidence, perceived relevance, and motivational stimuli cannot
be overlooked. Clubs that invest in fan education, skill-building, and emotional branding are more likely to create resilient
digital relationships that endure beyond isolated transactions.

Equally important is the strategic deployment of digital infrastructure that supports seamless information exchange,
transparency, and real-time feedback. The study’s emphasis on transactional clarity and process democratization aligns with
global trends in customer relationship management and offers a pathway for sports organizations seeking to innovate in fan
interaction.

The implications of this model extend beyond operational enhancements. At a broader level, it offers a means of cultivating
social capital, promoting inclusivity, and strengthening the cultural and communal fabric associated with sports fandom. As
clubs transition to hybrid engagement environments—balancing physical presence with virtual participation—the framework
provides a robust guide for sustaining relevance and competitiveness.

In conclusion, this research contributes to the academic and practical discourse on sports management by offering a validated
model for digital customer orientation transformation. It emphasizes the need for clubs to adopt a multidimensional, fan-centric
strategy rooted in empowerment, trust, and value co-creation. Such a transformation is not only vital for economic sustainability

but also essential for preserving the emotional and cultural richness that defines football fandom in the digital era.
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