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ABSTRACT

The purpose of this study was the relationship anorganizational learning, internal service qualignd
performance in Iran' selective sport federationgagiew. The population of the study consistedllo$taff of the
swimming, basketball, handball, judo, athletics aythnastics federations (N=73) that they all papi#ted in the
study. For this purpose, Yang, et Al's (2004) Oigational Learning questionnaire, Di Xie's (2005)tdrnal
Service Quality Questionnaire and Cho's OrganizadidPerformance questionnaire (2009) was used. fifftgngs
showed that between organizational learning anériml service quality, there is significant positigorrelation.
Also the findings showed that there is significguisitive correlation between organizational leampimand
organizational performance. The other part of thesults showed that there is significant positiveredation
between internal service quality and organizatiopatformance. Research findings on the importarfdearning
and service quality as the factors affecting perfance of sports federations are insists. Therefec®mmended
that managers and human resource department cffibe federations to create a learning culture augbport that
in this organizations work.

Keywords: Organizational Learning, Internal Service Qualdyganizational Performance, Sport Federations.

INTRODUCTION

Twenty-first centuries is calld@dst changing worldThe name is ascribed to the era because of ggabiah effects,
technologic developments, and the role of modeiemse in human life and demographic characteristickifferent
nations [1]. Under such circumstances, organizatistnuggle for survival to maintain themselves itugbulent
environment. In this regards, a crucial key to aigational achievement and employee efficiency ds t
institutionalize organizational learning culturendledge, competency and new skills are essemtiguarantee
organizational success in future. Sustainable legrand development are keys to future achievenjgpts

CyretandMarch (1963) first introduced the concept of organizatidearning (OL) in theiA Behavioral Theory of
the Firm They contend that organizational struggle to sespto external changes and adaptation of theilsgoa
new circumstances would result in approaches thagkabout higher organizational efficiency [3]. tine early
1990s, organizational leaders and managers stéotguhy considerable attention organizational leanand
learning organizations. Learning organizations tenckecreate, rediscover and revitalize themseateoasinually [4].
Organizational learning may be defined as a dynqumicess of creation, acquisition and collectiokradwledge so
as to develop resources and capacities, whichtsesulmore efficient organizational performandenes(2001)
defines organizational learning as the ability mforganization as a whole to discover and corrastakes as well
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as increasing employee competency through modiicabf organizational knowledge and values so that
organizational efficiency will develop continualligased on this definition, the characteristics ojamizational
learning process include changed mindset of empiyehanged knowledge and values as well as imgrove
organizational performance [5]. Organizational téag entails different levels such as individuagam and
organizational levels [6]. Considering the levefdaarning, Jones(2001) contends that while learning occurs at
three levels, the first step in learning is to grabout favorable changes in the employee mintisetefore, special
attention should be paid to learning at the indieidevel [5].

On the other hand, organizations may also condentma increased service quality to gain competitideantage
[6]. Nowadays, service quality is considered asmmmon concept in business literature and playgrfgiant role
in customer satisfaction, maintenance and loyatwell as organizational revenue. Besides, theadliisk between
these factors and service-profit-revenue chain Rgsearch has confirmed the strategic advantagegsiaity in
market share and return of capital as well as @seck cost of production and improved efficiency8{8}.
However, it seems necessary to build a sound utasheling of service quality before any discussiorsefvice
quality. Quality is customer satisfaction or enj@my conformity with standard and speeding up iffillfag
customer expectations [9-1Q]ewis and Boom$1983) define service quality as the extent toclwhihe quality
offered to customers corresponds to customer eafieas sustainably [11]. According keskett and et al'snodel
(1994), the service-benefit chain links organizatointernal service quality, employee satisfactaond loyalty to
customer satisfaction and loyalty as well as orgtional growth and benefits [12]. Internal servigality is the
perceived level of satisfaction an employee expegs with services offered by internal service fifers. Besides,
internal service quality refers to employees’ pption of the quality of service they receive from affer their
colleagues [13]Barnes and Morris(2000) contend that, in addition to concentratorg external markets and
customers, organizations need to focus on thenselsethe internal market and their employees asnteenal
customers. In this regard, attention to intra-oigational service quality may result in both intdriand external
customer satisfaction, which might guarantee omgitnal success [14]. Internal service is the masstential
element helping to achieve high-quality externavise; thus, it seems necessary to be reviewed dat raports
environments.

Certainly, implementation of organizational leaiculture can play a crucial role in internal seevguality and
organizational performance [15Amirtash and et A(2012) reported a significant positive correlatioetween
organizational learning culture and internal sexvipality in the ministry of sport and youth innrfl6]. Ming
(2010) reported a significant correlation among anigational learning culture, internal service gyaband
organizational performance in Chinese service drgdions [15].Di Xie (2005) conducted a study in China Sports
Organization and showed a significant positive elation between organizational learning culture ardrnal
service quality so that the former accounted fqreb cent of variance of the latter [LBontis and et A(2002)
contend that there is a positive correlation betwdwe levels of learning and organizational perfamoe such as
increased income [18Egan and et a(2004) reported a positive correlation betweeraoizational learning culture
and nonfinancial variables such as motives fomliegrtransmission [19]Cho (2009) conducted an empirical study
on South Korean companies and found a positiveelaion between the levels of learning and findnaiad
knowledge performance [20].

Yue Xia(2009) reported that internal service quality anternal customer satisfaction contribute to exaern
customer satisfaction, which eventually influenceganizational growth and profitability [21Rin Nan (2009)
conducted a study in Taiwanese insurance companiégound a significant positive correlation betwelfferent
levels of internal service quality, employee jolisfaction and organizational performance [22ang Wang(2010)
conducted a study on Taiwan’s hotel industry amubried that internal service quality significanthfluenced
organizational performance. The results also shaavsignificant difference in perceived internalviées quality in
these hotels between male and female employees [23]

As with other organizations, sports organizationifotv unified principles in all divisions and air bffer quality
services to their customers and gain best perfocmam this regard, such factors as organizatiteening may
influence the quality of employee internal servicemd, consequently, affect external service quadibd
organizational performance. Sport federations are of the main institution to manage sports adtisitin the
country and has established a broad relationshilp kéth sports and non-sports organizations, batfomal and
foreign. According to their responsibilities abayorts, these offices require continuous learnirgjlavork levels
and quality services offered to both internal andemmal customers. Iranian sport organizations hpaél
insufficient attention to the science of managenat its scientific achievements. There is scamitsesearch on
the relationship between organizational learninjuce and other variables such as internal serygieality and
organizational performance. The present study nfi@y the opportunity to both HR management and eyg#s to
build an understanding of organizational learning aternal service quality. The present study dimisvestigate
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the relationship among organizational learningurelt internal service quality and organizationaffgmenance as
perceived by the staff working with selective sdederations in Iran.

MATERIALS AND METHODS

Method: The purpose of current study is applied and itshoek is correlated descriptive, which is conducisda
field study.

Statistical Population and Sampling: The population of the study consisted of all stdiffhe swimming, basketball,
handball, judo, athletics and gymnastics federatiN=73). The sample size was considered equal to the
population.

Instrument: The data was collected using Learning Organiza@arestionnaire developed bgang and et Al
(2004), Internal Service Quality Questionnaire deped by Di Xie (2005) and Organizational Performance
Questionnaire developed I3ho (2009). The content validity of the questionnainess approved by ten professors
of sports management. To calculate the reliabditythe questionnaires, a pilot study was conduethdreby a
number of 30 questionnaires were distributed amemgloyees. The results showed a reliability coeffit of
a=0.89 for Learning Organization Questionnaire).92 for Internal Service Quality Questionnairel an0.86 for
Organizational Performance Questionnaire, whiclicatéd the consistency of measurement. A demogragdta
sheet was used to collect the data on personahmafiton including age, level of education and wexkerience.

Data Analyses: SPSS software was used to analyze the data. Atwetstatistical measures, descriptive statistics
including frequency, percentage, mean, standarthtiew and tabulations were used to describe the diaferential
statistics including Pearson correlation formulawaed to test the hypotheses.

RESULTS

The results showed that the participants were 38syeld on average. 75.9 per cent of the partitgphad B.S or
higher degrees and 86.1 per cent had more thaarS géwork experience.

Tablel. Description of organizational learning, inernal service quality and organizational performane based on employees’ opinions

. Statistic Mean | Std. Deviation | Minimum | Maximum
Variables
Learning at the individual level 4.06 0.542 1.00 00b.
Learning at the team level 3.7 0.636 1.00 4.82
Learning at the organizational level 4.56 0.522 02.0 5.00
Total organizational Learning 4.12 0.532 1.00 5.00
Internal service quality at the individual levels A3 0.765 1.16 4.68
Internal service quality at the division levels 6.3 0.634 2.18 5.00
Internal service quality at the organizational leve 4.68 0.584 1.00 4.76
Total internal service guality 4.2§ 0.648 1.00 5.00
Organizational Performance 4.04 0.364 1.00 5.00

As shown in Table 1, the mean of learning scoreeewle06 at the individual, 3.70 at the team and 4bthe

organizational levels. Maximum organizational |éagnscore was found to be 4.12 out of 5, whichdaths that the
learning medium is higher than average in employeesking with selective federations. Also mean wofernal

service quality scores were 3.45 at the individaakl, 4.36 at the division levels and 4.68 at tinganizational
levels. Maximum internal service quality score @snd to be 4.28 out of 5. As shown in Table 2, riesmn score
of organizational performance was 4.04 out of 5.

Table2. Relationship between organizational learnig and its subscales with internal service quality

Variables Internal Service Quaht)g
N r P r
Learning at the individual level 73] 0.648| 0.001| 0.42
Learning at the team level 73| 0.326| 0.001| 0.11

Learning at the organizational level73 | 0.566 | 0.001| 0.32
Total organizational Learning 73 | 0.547 | 0.001| 0.30
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Table3. Relationship between organizational learnig and its subscales with organizational performance

Variables Organizational Performanzce

N r P r
Learning at the individual level 73 | 0.386 | 0.001 | 0.15
Learning at the team level 73 | 0.424 | 0.001 | 0.18
Learning at the organizational level73 | 0.567 | 0.001 | 0.32
Total organizational Learning 73 | 0476 | 0.001 | 0.23

Table4. Relationship between internal service qual and its subscales with organizational performane

Organizational Performance
N r P r

Internal service quality at the individual levels | 73 | 0.756 | 0.001 | 0.57
Internal service quality at the division levels 73 | 0.651 | 0.001 | 0.42
Internal service quality at the organizational leve 73 | 0.486 | 0.001 | 0.24
Total internal service quality 73 | 0.587 | 0.001 | 0.34

Variables

Pearson correlation formula was run to examinerétaionship among organizational learning, interservice

quality and performance in Iran' selective federatiRegarding the results in table 2, there is sitipe and

significant relationship between organizationalrié@g and internal service quality (r=0.54%0R001). Also, the
results of correlation coefficient shows that thire positive and significant relationship betwegganizational
learning and organizational performance from thelegee's perspective (r=0.476:0001) [Table. 3]. In addition,
there is a positive and significant relationshipaA@en internal service quality and organizatiorefgrmance from
the employee's perspective (r=0.58Z0@01) [table. 4].

DISCUSSION AND CONCLUSION

The results showed a significant correlation betweryanizational learning culture and internal gerquality.
This is consistent with the findings Amirtash and et Al2012),Ming (2010) andDi Xie (2005) [16, 15, 17]. Rapid
changes in organizational environments, particulagorts organizations, require the managementeamgloyees
with good learning ability. Learning is a procelattbegins from the employees, expands between tearks and
eventually covers the whole organization. A goaatténg environment can encourage the employeesatm land
stay in the organization for long periods [16]. $ha learning culture, consistent with organizatlarharacteristics,
not only helps the employees receive high levelmiarnal service but also keeps them as good greetin the
organization. Besides, organizational learningurelis associated with other fiscal and non-fiszatomes both in
and out of the organization. Thus, an efficientri@ag program should be able to satisfy employeedse
adequately. Since the learning culture begins eitiployees and proceeds to cover all organizatipraadesses, it
may exert a positive influence on internal servipelity as well. The basis of high-quality servidesthe
organization is competent employees who wish tonleQuality service offered by the efficient emmeymay
increase their satisfaction and encourage theratoiis the organization longer.

The results showed a significant correlation betwarganizational learning culture and organizatiqeasformance.
This is consistent with the findings Bbntis and et A(2002) andCho (2009) [18, 20]. Learning is a process that
brings about changes in performance through adiprisdf knowledge and experience as well as trginirearning
at the individual level entails changes in skidtitudes, knowledge and values of individual erypls. However,
creativity, knowledge and changes in employee slkdlb not suffice to consider an organization aganing
organization; rather the organization needs to dravhis knowledge and changes in its performafAdeey step to
the realization of such performance is the eliniorabf old mindsets and beliefs by the managemdirtg (2010)
refers to the false conceptions held by managerardtemployees as a significant barrier to buildie&rning
organizations. While old mindsets might have besaful in the past, they may become a barrier tcectitearning.
An important method to eliminate these mindsetsoisaise awareness towards organizational learaimd its
importance for the directors and employees. Managershould emphasize learning as a strategic psdmsause
setting a learning strategy, particularly at théividual level, is an important tool to achievingn-term results.
Therefore, the authorities in the sport federatbauld seek to eliminate barriers to learning, desdearning and
its advantages, create learning opportunities Malividual employees, support creative employees @udide
suitable contexts for acquiring knowledge. In thégard, the researcher recommends seminars amdngrai
programs, journal articles and books, self-learniaghniques, peer learning, formal and informal kptace
training.

The results revealed a significant correlation leemvinternal service quality and organizationafgrerance. This
is consistent with the findings dfue Xia(2009),Qin Nan(2009) and.iang Wang(2010) [21, 22, 23]. Researchers
consider internal service quality as one of thetniraportant aspects of service quality strategied teduce costs
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and increase profits in the long run. Providing digpiality service for the employees considerabfeas$ the
interaction between the employees and externabmesss. Internal customers constitute a cycle thatinfluence
the external customers’ satisfaction and contriltaterganizational success. Internal service qualthich affects
the factors contributing to the service qualityepéfd to external customers, depends on the suppatsed by
organizational directors, particularly HR managetensidering the role of sports in both physicatl anental
development of individuals and in economic develeptmas an industry, it seems necessary to deveojfce
quality in sports organizations. Therefore, direstand HR managers at the sport federations acenmeended to
improve internal service quality through developstigategic plans consistent with their organizalatctivities.

In short, the following suggestions are offeredhtprove the functioning of sports federations:

— Organizational learning at all levels of the spdetderation must be developed.

- Identify and remove barriers to learning in spéet$erations.

— Quality of services provided within the sports fed®ns such as the quality of services provideaxternal
customers should be evaluated.
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