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                                                           INTRODUCTION   

Nowadays, quality, value and customer service is the focus of the top management of the sport. 

However, adoption of these concepts is only the first step towards achieving customer 

satisfaction and long-term profitability of the sports. A sports facilities should also be able to 

implement the strategies, plans and programs that will provide acceptable levels of quality, value 

and customer service.  

In this new millennium, adaptation, continuous improvement, employee autonomy and unity of 

purpose have turbocharged design optimal consistency of operations, command and control and 

economies of scale. Self-organized teams take the place of corporate hierarchies and creativity 

replaces capital, becoming the most important resource of a sports organization. Specialists in 

the field have identified a number of obstacles to the establishment of a program targeting high 

quality services of sports, referring to employees and / or organizational aspects. The most 

important were: establishing a common vision within the organization, establish the role of 

employees in the process of obtaining quality, obtain managerial commitment (from top to 

bottom), change management processes and employee training and education, strengthening 

organizational culture values. These factors suggest that the roles that sports and individuals that 

compose them play in the strategic management of the organization, are of great importance, 

therefore they are analyzed in our research.  

Managers have seen significant development of the sport management, given that they have 

significant budgets. The role of the sports manager today is substantially different from the past.  

Managers of sports in the past 5 years, have faced a multitude of issues including economic 

uncertainty, inflation, lack of resources, environmental protection, regulated constraints, 

competition and steady raising customer requirements and expectations.  

 

During this research we examine issues related to the management of sports and measuring its 

effectiveness. We will show them the importance of effective organization, identifying best 

practices and ways that can be used to enhance the management of sports.  

In this work we have tried to emphasize the importance for a sports base, an effective and 

efficient organization. In many sports were observed significant improvements in their business 

as a result of organizational improvements. As outlined in the paper the most important factor of 

success is organization management effectiveness and efficiency by integrating all managerial 

activities in an appropriate structure.  



Although there are important elements that define an effective organization, factors contributing 

to organizational effectiveness are: organizational characteristics, environmental and employee 

and management policies and practices.  

Management should identify elements of sports with impact on the effectiveness and evaluates 

their importance, which requires the determination of performance standards, training of 

employees related to the efficacy of particular value in creating and maintaining an effective and 

efficient workforce.    

1. RESEARCH METHODOLOGY  

1.1.Obiectivele and research hypotheses   

Empirical study aimed to draw up a model of evaluation and management analysis of sports in 

Greece. For this purpose we focused the study on improving organizational skills, sports bases, 

the most important domains that were included in the survey are: general management; strategic 

management; operational systems; customer service; human resources management; marketing; 

financial management.  

The objective of this research is to develop a model of sports management analysis to identify 

best practices and ways to improve it in order to increase organizational performance. The 

specific objectives are:  

• identify the factors that determine performance activities and processes, sports bases, the aim of 

finding ways to improve their management;  

• Identification of best practices to improve the effectiveness and efficiency of management, 

namely to increase the sport performance;  

• measurement (assessment) contribution factors determining organizational performance in 

sports facilities, based on a study, survey sports facilities in Greece;  

• developing a SWOT analysis model, at a sports representative in order to develop, development 

and implementation of effective and efficient strategies and policies;  

• identifying specific ways and best practices in order to increase performance activities and 

processes operationalization of sporting facilities;  

• identify the most appropriate ways in which the sport can improve management effectiveness 

and efficiency of human resource use, based on an internal analysis at a sporting known in 

Greece as Melina Merkouri;  

• conducting a case study to assess customer satisfaction in the sports Melina Merkouri;  

1.2. The sample research.   



Given the restrictions imposed by organizational and statistical research conducted, we felt that 

the most appropriate sampling method is sampling our study ,, judgmental sample type 

directional logic ". It envisages selection of sample components based on the most important 

features, features that organizations (sports facilities) and respondents must possess, thus 

ensuring representativeness in relation to the collectivity.  

In this case, the sample was composed of sports facilities in Greece, with particular owners / 

managers, and professionals, given their interest in identifying good practice and improve their 

management. Respondents to the questionnaire are managers athletes operative workers, 

technical staff, administrative staff and specialists from regulatory bodies in sport.  

1.3. Research tools   

To identify factors that determine the effectiveness of sports management, we considered both 

the use of quantitative research through a questionnaire-based surveys and conducting a 

qualitative research, based on a semi-structured interview and a case study.  

The empirical study included a survey, based on questionnaires intended for the management of 

sports, namely identifying the factors that determine their performance, and best practices to 

improve their management, which can be used in explanatory studies, depending on the overall 

goal and objectives Specific research:  

In empirical research, we considered designing a questionnaire as the best instrument for data 

collection to meet the research objectives or goals. The questionnaire covers the first part, the 

influence of the factors determining the overall performance of management and in the second 

part of the factors taken into account in the performance evaluation activities / processes in the 

management of sports. In terms of information content, the questionnaire is the first part of one 

opinion, watching how managers perceive the role and effectiveness of sports management in 

order to improve their performance. The questions were closed, some with multiple answers, and 

in the second part, which contains information about the organization and the respondent, I 

called factual data.  

The empirical study included in addition to the survey questionnaire based management for the 

sport, ie identifying the factors that determine their performance and best practices to improve 

their management, which can be used in explanatory studies, according to the general objective 

and specific objectives research: Also using a semi-structured interview administered to a total of 

21 people of which 15 are managers of sports, 4 and 2 specialists operative workers regulators.  

Another source of information and research was the observation method, ie direct observation, 

my training was facilitated by professional or functions held in the last 20 years in sports 

management in Greece in general and the management of sports important as sports grounds 

Melina Merkouri.  



The research was completed by developing conclusions, recommendations and proposals for 

improving the management of sports light of the results obtained.    

The most important factors were included in the study to design the questionnaire and interview 

preparation structure refers to:  

• changes occurring in the market services provided by sports facilities;  

• strategic and operational management dimension of sports;  

• growing demands for quality assurance employees;  

• outsourcing of activities and processes within the sport;  

• identifying best practices and the most appropriate ways to implement their sports facilities in 

Greece;  

• changes in customer requirements.   

4.1.4. Data processing, analysis and interpretation of results  

For the study empirically, we completed the questionnaire in the first stage after a pre-testing 

with experts, we distributed questionnaires both personally and by mail after I 've collected.  

In the next step we made data processing and information from questionnaires and interviews, 

followed by analysis and interpretation of results, conclusions, recommendations and proposals 

aimed at improving the management of sports facilities by identifying best practices and develop 

ways to improve activities and specific processes or increase their effectiveness and efficiency.  

Starting from the mission and objectives of the sports and taking into account the purpose of our 

research to identify best practices in the management of sports facilities for the study we wanted 

to identify a large number of critical success factors based on quantitative information and 

quality, which are grouped into the following categories: general management; managers; quality 

management; design and material resources, human resources management; outsourcing specific 

activities and processes; marketing.  

2. Conclusions and personal opinions    

The thesis deals with a specific topic of sport, namely the improvement of the management of 

sports in Greece.  

Research theme has the following objectives:  

The study bibliography, on the management of sports:  



• presentation based on literature study and studies in the field of the main characteristics of the 

sport management, its role in ensuring a competitive advantage;  

• bibliographic study on the role of management in ensuring competitive advantage of the sport, 

and their strategies and policies impact on their competitiveness in an increasingly dynamic 

market;  

The study and select the most appropriate theoretical models necessary evaluation and 

management process for developing and implementing successful policies and strategies, which 

include: improving organizational performance; Customer satisfaction, based on the services 

provided by Melina Merkouri sports; SWOT analysis, strategic premise of the development 

dimension of the sport.  

 The empirical study on developing a model for evaluating and analyzing the management of 

sports in Greece. For this purpose we focused the study on improving organizational skills, 

sports bases, the most important domains that were included in the survey were the following: 

general management; strategic management, operational systems; customer service; human 

resources management; marketing; financial management. In this study it was focused on;  

• analysis of the evolution and complexity of management for sports facilities in Greece;  

• finding solutions to increase the efficiency and effectiveness of sports management and 

identifying best practices, which constitute a guide, both for them and for their customers and 

suppliers;  

Through this research we tried to sensitize managers and employees of sports facilities in 

Greece, identify and study best practices in management, and to apply them in order to gain 

competitive advantage.  

The empirical study of the following [rite:  

• determine the stage of organizational and operational strategies and policies implemented by 

the sports bases in Greece;  

• identify the characteristics of the process of planning, organizing, training, motivation and 

management control of the sport;  

• developing a model for identifying and assessing the factors determining organizational 

performance of sports facilities;  

• developing a model for assessing customer satisfaction with the services provided by sports 

facilities;  

• identify best management practices of sports facilities in Greece, and ways to improve their 

management.  



Main personal contributions, summarized, are:  

• proposing a model for identifying and assessing the factors determining organizational 

performance in sports facilities in Greece;  

• case study for developing a model of assessment and analysis of customer satisfaction, 

recipients of services provided by sports facilities;  

• evaluation and management of sports in Greece, and assessing the appropriateness of 

developing and implementing strategies and policies highlighting the main organization of their 

benefits and the main barriers to effective and efficient management of the development and 

implementation thereof,] n sports facilities in Greece, which were the subject of research [our 

country;  

• analyze the factors that determine the effectiveness and efficiency of operational processes and 

performance activities and sports facilities, followed by recommendations and proposals for 

improving their management;  

• Identify the potential benefits of improving management of sports geared towards reducing 

costs and by improving the quality of service provided to clients and making their proposals.         
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