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Abstract

This study aimed to identify and prioritize the factors affecting the management of football fans’ emotions,
with emphasis on enjoyment, affection, positive surprise, and dissatisfaction. This applied study employed
a descriptive, survey-based, and field research design. The statistical population consisted of managers,
board members, and experts of sports clubs, as well as heads and members of supporter associations
affiliated with Iranian Premier League football clubs. A total of 137 participants were selected through
convenience sampling. Data were collected using a 26-item researcher-developed questionnaire
comprising four dimensions: enjoyment, affection, positive surprise, and dissatisfaction. Convergent
validity was assessed using average variance extracted and composite reliability, while internal
consistency was examined using Cronbach’s alpha. Data were analyzed using the Kolmogorov—Smirnov
test, Kaiser—Meyer—Olkin index, Bartlett’s test of sphericity, exploratory factor analysis, confirmatory factor
analysis, and the Friedman test. KMO values for enjoyment, affection, positive surprise, and dissatisfaction
were 0.832, 0.797, 0.791, and 0.795, respectively, and Bartlett’s test was statistically significant for all
dimensions. All 26 items had factor loadings above 0.50, supporting the four-factor structure of the
instrument. The Friedman test revealed a statistically significant difference among the four dimensions
(test statistic=121.23, p=0.01). Enjoyment ranked first with a mean of 4.39, followed by affection with a
mean of 4.15, positive surprise with a mean of 4.03, and dissatisfaction with a mean of 3.76. The findings
indicate that football fan emotion management is a multidimensional process, and clubs should develop
integrated strategies that prioritize enjoyment, strengthen affection, create positive surprise, and effectively
manage dissatisfaction to build stronger and more sustainable relationships with supporters.
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Extended Abstract
Introduction
Football fandom represents a complex form of social, emotional, cultural, and consumer engagement
in which supporters develop enduring relationships with teams, players, symbols, traditions, and
other members of the fan community. In contemporary professional football, fans are no longer
regarded merely as spectators or purchasers of match tickets; rather, they constitute a central
stakeholder group whose attitudes, emotions, loyalty, participation, and behavioral responses can
substantially influence the sporting, commercial, and social performance of football clubs. Recent
developments in football management have therefore placed increasing emphasis on fan
engagement, team identification, value co-creation, and the development of long-term relationships
between clubs and their supporters. Emerging mechanisms such as fan tokens, digital platforms,
and interactive technologies have further expanded the ways through which clubs can strengthen
identification and engagement among their supporters (Carvalho, 2024; Vollero et al., 2024).
The emotional dimension of football fandom is particularly important because the experience of
supporting a team is inherently associated with intense and rapidly changing affective reactions.
Victories, defeats, goals, referee decisions, player transfers, coaching changes, organizational
decisions, media communications, and interactions with rival supporters may generate feelings
ranging from joy, affection, pride, and positive surprise to dissatisfaction, anger, frustration, and
disappointment. Because these emotions can directly influence subsequent attitudes and behaviors,
football clubs increasingly need to consider emotional management as an integral component of fan
relationship management. Fan engagement has also been associated with club market value and
organizational outcomes, suggesting that supporters' reactions are relevant not only psychologically
but also economically and strategically (Khalfaoui et al., 2024).
The emotional experience of fandom is closely intertwined with social identity and team loyalty.
Football supporters frequently incorporate the team into their personal and collective identities, and
such identification may shape consumption behavior, willingness to attend matches, purchase
intentions, and continued support. Research has demonstrated that social identity and team loyalty
are closely related to football consumption intentions (Kural, 2023). Team performance can also
affect fan loyalty and online reactions, indicating that emotional responses to sporting outcomes may
contribute to fluctuations in attachment and behavioral support (Zhou et al., 2023). At the same time,
supporters may form attachments both to clubs and to individual professional players, making the
management of loyalty more complex when star players leave or organizational changes occur
(Merten, 2023).
Within the Iranian football context, emotional and identity-based dimensions of fandom are similarly
prominent. Team identity has been associated with enjoyable fan experiences and intention to revisit
football club websites (Mohammadi & Dehghani, 2022). Nostalgia has also emerged as an important
dimension of Iranian football fandom, as memories of past players, historic matches, national
achievements, and emotionally meaningful football experiences can reinforce attachment to teams
and enhance participation (Ahmadizadeh et al., 2023). Sports advertising combined with nostalgic
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appeals may likewise affect the attendance intentions of national football supporters (Ahmadizadeh
et al.,, 2022). These findings suggest that effective fan management should extend beyond
conventional promotional activities and should incorporate the emotional meanings that supporters
associate with teams and football experiences.

Digital communication has further transformed the emotional relationship between football clubs and
supporters. Social media activities can influence fan satisfaction and engagement, while online
communities facilitate shared identities, social capital, interaction, and collective meaning-making
(Faria et al., 2022; Fenton et al., 2023). Similarly, fan responses to football brands on Instagram
indicate that the manner in which club identities and characteristics are communicated can influence
supporter reactions (Mohammadiyan et al., 2021). Mobile marketing has also been shown to affect
football fan behavior, highlighting the growing importance of continuous digital interaction outside
stadium environments (Mohammadkazemi et al., 2020). Consequently, emotional management must
now encompass both physical and digital touchpoints between clubs and supporters.

Another important component of the fan—club relationship is the development of positive brand
associations and supportive behaviors. Favorable team brand images may enhance loyalty (Irianto
& Kartikasari, 2020), while brand associations can influence a range of supporter behaviors (Eskiler
et al., 2021). Club social responsibility can also stimulate supportive fan behavior, indicating that
emotional attachment is shaped not only by sporting performance but also by perceptions of
organizational responsibility and social legitimacy (ZamaniDadaneh et al., 2021). Professional ethics
within football clubs may similarly contribute to trust and positive emotional evaluations by supporters
(Maleknia et al., 2023). Conversely, when supporters perceive a disruption in the value associated
with fandom, they may respond through dissatisfaction, disengagement, resistance, or attempts to
redefine their relationship with the club (Tinson et al., 2021).

From a managerial perspective, understanding the needs and expectations of supporters is therefore
essential. Strategic assessment of Iranian Premier League fans has emphasized the necessity of
identifying supporter needs as a basis for club planning (Gholipour et al., 2020), while models of
fandom development in Iranian football have highlighted the interaction of managerial,
communicative, and environmental factors in building sustainable supporter relationships (Farokhnia
et al., 2021). Club management frameworks also stress the need for structured and professional
approaches to supporter management (Chal-Ashtari-Makari et al., 2021), and direct work with
supporters has increasingly been recognized as a priority area of football club activity (Starikova &
Suvorov, 2021). Moreover, because supporter groups are heterogeneous, market segmentation
approaches may help clubs distinguish between different patterns of expectations, participation, and
emotional attachment (Rascher et al., 2021).

The social context of football fandom should also be acknowledged. Supporter experiences may
vary according to gender, cultural norms, access to football spaces, and social expectations. Female
football fandom in Iran demonstrates that emotional commitment to football can remain strong even
under structural and cultural constraints (Eskandari, 2022). Studies of football supporters elsewhere
have also shown that fandom can intersect with attitudes toward gender and broader social identities
(Cleland et al., 2020). Fans' perceptions of sporting heroes represent another symbolic source of
emotional meaning and identification (Levental & Nudelman, 2021). Therefore, the management of
supporters' emotions should be understood as a multidimensional process shaped by sporting,
organizational, cultural, technological, and social influences.

Against this background, identifying specific emotional dimensions that can be managed by football
organizations is important for both theory and practice. The present study focused on four
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dimensions—enjoyment, affection, positive surprise, and dissatisfaction—as central components of
football fan emotion management. Accordingly, the aim of this study was to identify and prioritize the
factors affecting the management of football fans' emotions.

Methods and Materials

This applied study employed a descriptive, field-based, and survey research design. The statistical
population consisted of managers, board members, experts of sports clubs, and heads and members
of supporter associations affiliated with Iranian Premier League football clubs. A total of 137 eligible
individuals participated in the study using convenience sampling. Participants were selected
because of their professional or executive involvement in football clubs or supporter organizations
and their familiarity with issues related to fan behavior and club—supporter interactions.

Data were collected using a researcher-developed questionnaire constructed on the basis of relevant
theoretical and empirical literature in sport management, sport marketing, fan behavior, and
supporter relationship management. The questionnaire consisted of a demographic section and a
specialized section. The demographic section included five items covering gender, educational level,
age, occupational experience, and marital status. The specialized section consisted of 26 items
assessing four dimensions of football fan emotion management. The enjoyment dimension included
7 items, affection included 6 items, positive surprise included 4 items, and dissatisfaction included 9
items.

The psychometric quality of the instrument was assessed through validity and reliability procedures.
Convergent validity was evaluated using average variance extracted and composite reliability. The
AVE values were 0.596 for enjoyment, 0.675 for affection, 0.643 for positive surprise, and 0.621 for
dissatisfaction. Composite reliability values were 0.821, 0.811, 0.782, and 0.774, respectively.
Internal consistency was assessed using Cronbach's alpha. The overall alpha coefficient was 0.78,
while coefficients for enjoyment, affection, positive surprise, and dissatisfaction were 0.83, 0.86,
0.79, and 0.81, respectively.

Data analysis involved descriptive and inferential statistical procedures. Normality was evaluated
using the Kolmogorov—Smirnov test. Sampling adequacy for factor analysis was assessed using the
Kaiser—Meyer—Olkin index and Bartlett's test of sphericity. Exploratory factor analysis was used to
examine the underlying structure of the questionnaire, and confirmatory factor analysis was
subsequently conducted using AMOS version 22. The Friedman test was used to compare and
prioritize the four identified dimensions.

Findings

The sample consisted of 137 participants. Regarding educational level, 2.92% held a diploma, 4.38%
an associate degree, 43.796% a bachelor's degree, 31.387% a master's degree, and 17.518% a
doctoral degree. In terms of age, 5.839% were aged 18-25 years, 2.92% were aged 26-35 years,
75.182% were aged 36-45 years, and 16.058% were older than 45 years. Regarding occupational
experience, 30.66% had less than 10 years of experience, 32.847% had 10-20 years, and 36.496%
had more than 20 years. Moreover, 44.526% of the participants were single and 55.474% were
married.

The Kolmogorov—Smirnov test supported the normality of all four study variables. The test statistics
were 0.741 for enjoyment, 0.843 for affection, 0.922 for positive surprise, and 0.778 for
dissatisfaction, with significance levels of 0.077, 0.081, 0.074, and 0.076, respectively. As all
significance values exceeded 0.05, the distributions of the variables were considered normal.

The KMO values indicated adequate sampling adequacy for factor analysis. KMO values were 0.832
for enjoyment, 0.797 for affection, 0.791 for positive surprise, and 0.795 for dissatisfaction. Bartlett's
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tests of sphericity were statistically significant for all four dimensions, indicating that the correlation
matrices were appropriate for factor analysis.

Confirmatory factor analysis showed acceptable factor loadings for all 26 items. For enjoyment,
loadings ranged from 0.57 to 0.98. For affection, they ranged from 0.71 to 0.90. Positive surprise
had loadings between 0.64 and 0.82, while dissatisfaction had loadings between 0.52 and 0.75.
Because all factor loadings exceeded the acceptable threshold, all questionnaire items were retained
and the four-factor structure was supported.

The Friedman test demonstrated a statistically significant difference among the four dimensions, with
a test statistic of 121.23 and a significance level of 0.01. Enjoyment ranked first with a mean of 4.39
and a standard deviation of 0.38. Affection ranked second with a mean of 4.15 and a standard
deviation of 0.33. Positive surprise ranked third with a mean of 4.03 and a standard deviation of 0.39,
whereas dissatisfaction ranked fourth with a mean of 3.76 and a standard deviation of 0.35.
Discussion and Conclusion

The findings demonstrate that football fan emotion management is a multidimensional process
incorporating both positive and negative affective experiences. All four proposed dimensions—
enjoyment, affection, positive surprise, and dissatisfaction—were empirically supported, indicating
that each contributes meaningfully to understanding how football clubs can manage supporter
emotions.

Enjoyment emerged as the most important dimension. This result suggests that clubs should
primarily focus on creating positive and pleasurable experiences for supporters. Enjoyment may
arise from match attendance, entertaining football, digital content, stadium services, interaction with
players, club events, and participation in supporter communities. Because enjoyment ranked higher
than the other dimensions, emotionally rewarding experiences appear to constitute a particularly
important foundation for successful fan management.

Affection ranked second, indicating that long-term emotional attachment is also a major component
of supporter management. Unlike enjoyment, which may fluctuate according to immediate
experiences, affection reflects a more enduring bond with the team. Such emotional attachment may
help sustain support during periods of poor sporting performance and may therefore function as a
form of relational capital for football clubs.

Positive surprise ranked third but remained a highly rated factor. This suggests that unexpected
positive experiences can strengthen the emotional relationship between clubs and supporters.
Creative digital initiatives, personalized communication, exclusive opportunities, innovative services,
unexpected rewards, and direct access to players may all contribute to positive surprise. Clubs can
therefore benefit from designing experiences that not only satisfy expectations but occasionally
exceed them.

Dissatisfaction ranked fourth, although it remained a valid and meaningful component of the overall
model. This finding indicates that negative emotional reactions must be managed but that effective
supporter management should not be reduced to complaint handling or crisis control. A more
proactive strategy would prioritize the generation of positive emotional experiences while
simultaneously establishing mechanisms for detecting and responding to dissatisfaction.

Overall, the results indicate that football clubs should adopt an integrated emotional management
strategy in which enjoyment is prioritized, affection is cultivated over time, positive surprise is
deliberately created, and dissatisfaction is continuously monitored and addressed. Such an
approach can contribute to stronger supporter relationships, more stable loyalty, greater
participation, and more resilient club—fan bonds. The study therefore concludes that the effective
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management of football supporters requires systematic attention to their emotional experiences and
that enjoyment, affection, positive surprise, and dissatisfaction represent four distinct but
complementary dimensions of this managerial process.
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