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The purpose of this study was to investigate the effect of customer
relationship management and entrepreneurial marketing on customer
satisfaction with the mediating role of internal marketing (case study: Majid
Sports Brand). This research was applied in terms of purpose and descriptive-
correlational in terms of method. In the present study, the statistical
population comprised of the customers of Majid Sports Brand products, in
which 370 people were selected as the research sample and by available
sampling method and voluntarily. In addition, to evaluate customer
relationship management, the questionnaire of Yu et al. (2010) was used and
to measure entrepreneurial marketing, Butcher et al.’s (2012) questionnaire
was used. Ganrans Questionnaire (2008) was also used to measure internal
marketing, and finally Chow et al’s (2003) questionnaire was used to
measure customer satisfaction. Confirmatory factor analysis and
investigating the effects and mediating role of the research at an error level of
5% using SPSS 25 and Smart PLS 3.2.9 softwares. The results showed that
customer relationship management, entrepreneurial marketing and internal
marketing affect customer satisfaction, and that customer relationship
management marketing with entrepreneurial marketing has an impact on
internal marketing. The mediating role of internal marketing in relation to the
impact of entrepreneurial marketing and customer relationship management
on customer satisfaction was also confirmed. According to the obtained
results, it can be concluded that in order to satisfy the customer, an
appropriate relationship should be established and with relationship
management, the customer can be satisfied and also with entrepreneurial
marketing, a job can be created, which will also lead to customer satisfaction.
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EXTENDED ABSTRACT

Introduction

Customer relationship management and entrepreneurial marketing is an essential
element for all companies, particularly small and medium-sized companies, and these
companies should focus on satisfaction by creating departments of customer relationship
management and entrepreneurial marketing. Review of literature and related theoretical
foundations reveal that is limited research on the effects of entrepreneurial marketing,
customer relationship management and internal recovery on customer satisfaction in
manufacturing companies such as sportswear manufacturers. In addition, most of the
previous research related to this issue have been carried out in western countries and only
a limited number have been conducted in Iran. Therefore, this research attempted to play
an important role in the body of knowledge and offer useful suggestions for manufacturers
and sales agents by examining the link between the aforementioned variables with
experimental evidence in Iran. Customer relationship management, entrepreneurial
marketing, and internal marketing are a model to meet the better and more precise needs
and are the winning card of companies against competitors. In addition, the importance of
customer relationship management and internal marketing in customer satisfaction and
the fact that the research results are applicable to all companies active in the field of
production, trade and services can also have a significant impact on the progress of these
companies. Thus, it is necessary to address and investigate this important issue.

Methodology

This research was applied in terms of purpose and descriptive-correlation in terms of
method. In the current research, the statistical population comprised of the customers of
Majid Sports brand products, and 370 people were selected as the research sample by
available sampling method and voluntarily. In addition, in order to evaluate customer
relationship management, Yu et al.'s (2010) and Bacher et al.'s (2012) questionnaires were
used to measure entrepreneurial marketing. Ganrans (2008) questionnaire was used to
measure internal marketing, and finally, Chu et al.'s (2003) questionnaire was used to
measure customer satisfaction. Confirmatory factor analysis and investigation of the
mediating effects and role of the research was carried out at the error level of 5%. SPSS 25
and Smart PLS 3.2.9 software were used.

Results and discussion

The research findings in the descriptive information section of demographic variables
showed that 52.2% of the statistical sample were married and 47.8% of the statistical
sample were single. Furthermore, 9.8% of the statistical sample was less than 30 years old,
42.7% of the statistical sample was between 30 to 40 years old, 42.3% of the statistical
sample was 41 to 50 years old and 5.2% of the sample was over 50 years old. The
educational levels of the statistical sample were as follows: 0.4% held a diploma and sub-
diploma, 6.2% had post-diploma, 42.5% held a bachelor's degree, 42.9% had a master's
degree and 8.4% held a doctorate.
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The values of factor loadings of the research items were between 0.587 and 0.752 for
customer relationship management, 0.498 and 0.815 for entrepreneurial marketing, and
0.498 and 0.815 for internal marketing. Finally, for the customer satisfaction variable, it
fluctuated between 0.530 and 0.850, indicating that these values were above the threshold
(expected value) of 0.3. Therefore, the dependence of convergence was established in the
mentioned variables. Cronbach's alpha and reliability values were also greater than the
suggested value of 0.7. In addition, all the extracted average variance values were above the
suggested standard and exceeded the minimum value of 0.50. Therefore, it can be said that
the confirmatory factor analysis measurement model of the research variables had an
acceptable fit.

The results reported in Table 7 show that customer relationship management had an
effect on customer satisfaction (x=0.311, p=0.001) and internal marketing (a=0.201,
p=0.001). Furthermore, entrepreneurial marketing had a positive and significant effect on
customer satisfaction (o = 0.296, p = 0.001) and internal marketing (o = 0.246, p = 0.001).
Internal marketing had a positive and significant effect on customer satisfaction (o = 0.201,
p = 0.001). It was also found that customer relationship management had a positive and
significant effect on customer satisfaction through internal marketing (o = 0.149, p = 0.004)
and the mediator’s role was confirmed. Finally, the results showed that entrepreneurial
marketing had a positive and significant effect on customer satisfaction through internal
marketing (a = 0.108, p = 0.001), confirming mediator’s role.

Conclusion

The results of the presentresearch conclude that by combining entrepreneurial thinking
and market orientation, entrepreneurial marketing can be promoted in manufacturing
companies and human resource training can be provided based on customer satisfaction.
In entrepreneurial marketing, marketers are responsible for finding new sources of value
and the effective form of values created for customers. This value can be created through
any of the marketing mix components such as product features, product price, method of
accessing the product, and communication with and providing information to the customer.
For instance, creative and beautiful packaging, a catchy and meaningful advertising slogan,
or wider distribution of the product for easier access can all be used as sources of value
creation. Entrepreneurs are also recommended to increase innovation in their companies
by encouraging their human resources to present innovative projects and to support them,
and to present an innovative image of their brand by introducing innovative products and
appropriate advertisements.
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