s 2 R—F5 2023 AR=INIBF BT 7 v =D A 2 MTE) [BEAHESIATEI N T 5 7 7 — MERIZOWT 29

UFA<gss

AR—=NIBIFB T 7V =T A MTE) BB E B8 | I35
T 7 — MR OWT

irﬁ

5 S AR A I S - I PO g o

Rei SAITO!, Tomoko MARU? Ryoji OKA' and Kansho Carlos UNO? : What is fan engagement in

sport? -focusing on behavior on mutual customer support-

Abstract : The concept of customer engagement is rooted around 2010 and it has been taken up many times both
practically, as well as, academically. There are three trends in customer engagement of focusing on i) the customer's
psychological process, ii) the customer's psychological state, and iii) the customer's behavior. The third study of focusing
on customer behavior that emerged among the three factors is current mainstream due to ease of measurement and
operation. Following this process, customer engagement is defined as customer's contribution to the company besides
purchasing its product and service. Fan engagement, derived from customer engagement, is a concept explained in the
context of sports with the increasing importance of customer engagement in the marketing field and can be defined as
non-commercial contribution activities towards fans to sports-related organizations.

The purpose of this study was to collect basic data on "behavior on customer mutual support”, which is one of the fan
engagement behaviors in sports. The data was collected by asking university students in Kanagawa Prefecture who
answered freely about types of behavior on mutual customer support (valid responses n=265). As a result, regarding
"watching', we could see the outcome of a various exchanges in between supporters via both real and online. Also, it
was raised that the supporters help newly coming spectators how to cheer. As for "doing", it was mentioned that the
importance of interaction between customers by holding clinics, promoting of opportunities to get to know each other and
exchanging of knowledge, as well as, skills between those with whom want to interact. From the above, it is necessary
for service providers to support and promote places where customers can interact comfortably.

Key words : fan engagement, mutual customer support, customer engagement
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