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Evaluation of Service Quality in Private Sports Club
Toshio YAMAZAKI" and Masashi NAGATSUMI™

Abstract

This paper focused on service quality in private sports clubs and its evaluation tool.
Twenty-two measures were selected as dimensions of service quality and were examined
with member’s importance and performance. Questionnaires containing 22 measures for
the evaluation of service quality were administered to a total of 188 members of a private
sport club in Saitama, Japan. The method to evaluate service quality was Importance-
Performance analysis, one of the increasingly popular evaluation techniques. The criteria
used by the members for evaluating service quality and Importance-Performance analysis
were discussed.

The findings of this study include : (1) Mean performance and importance scores
differed significantly for 20 of the 22 measures. (2) Importance outnumbered performance
in all measures. (3) Service quality in private sports clubs can be defined as a function of
the outcome of a service and expectation from the member’s standpoint. (4) Service quality
score (performance score minus importance) makes evaluation of service quality easier
and more accurate. (5) Importance-Performance analysis is useful in making management
decisions concerning service quality of sports clubs. It is suggested that the future
research has to consider the idea of service quality and application of Importance-Perform-
ance analysis for sports club management.

KEY WORDS : Private Spbrts Club, Customer Satisfaction, Service Quality, Importance-Per-
formance Analysis
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WG 0 SOFEPREH S 96 227 2.60 0.97 0.95 -0.33 238
o FHF LT 07 TR A 9% 215  2.62 0.95 0.95 -0.47 343 **
BT 07 INAR A DT 9  2.44  2.96 0.78 0.91 0.52 -4.25 **
- T A P 97 239 3.02 1.08 0.97 -0.63 4.7 *x

Note : S Qffdi= (EMEE) - (FHEH) * P<0.05, ** P<0.01
DFD, ETHOHEATS QBEINTAFRAELRD, IZDOWTIEREMBECDIIZFRCE 2D, EF

BEIXFNEN2.77, 2.80% 7 5 THIAE /213 8
Gl lehol, TOZENS, 7T 7THNLHEICE
WL _XADE LSO TR, EED=—
A LAEVEDIEDILEL VL L, 2
D, A LTEERERS RN AN, BHE
DEHMHETH 2ERE IR RSB HENH B D
THENLGELBEDLIE (BEH, 7ur7t >,
1991) ,

KTERB LK IDIHIZHLIHIHTTHEL
DBAERBE, TYT— - av =5 1%
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K. /77~ RADEBBEOT - R -y VT4 (SQ) (L)

K ERE  EEESD HEEMESD

S QA tfE

n
{IRN599-0D N E L 8  2.55  2.85 1.21 0.91 -0.30 -1.84
AANIN- T s e 87 275 3.39 1.11 0.85 -0.64 -4,27 *x
707k o544 O FERR AR 8 294  3.36 0.85 0.82 -0.42 -3.30 **
HIO%H G YT T # 8 286  3.57 1.06 0.68 -0.71 -5.23 **
Belh - BRI > T B 8 253  3.65 1.23 0.63 -1.12 7,52 %
BN DSTHIR 87 2.68  3.70 1.21 0.65 -1.02 -6.93 **
ATty JRE DL 87 3.06 3.67 1.67 0.71 -0.61 3,14 *
DB LEHdH B 8 252 320 1.18 0.92 -0.68 421 *+
B DT 4 {7 DR RH B > 8 239 278 0.96 1.07 -0.39 252 %
Erdiighidh 5 87 3.03 374 1.21 0.65 -0.71 -4.82 **
MR ASK & 87 262 3.24 1.37 0.89 -0.62 -3.54 **
MR L 87 264 3.16 1.33 0.82 -0.52 3,10 **
AT 8 291  3.55 1.06 0.69 -0.64 -4.69 **
157 DFELAD 8 280  3.34 1.09 0.86 -0.54 3.61 **
137" DI E 8 262  2.86 1.11 1.04 -0.24 -1.46
TP/ oI T4 ZED AN 7 H 84 2.56 2.46 1.29 1.00 0.10 0.56
SARLRREY Sh 5 8 235 280 1.19 1.02 -0.45 -2.65 *
KRAOMRE LRk 84 273 3.33 1.39 0.85 -0.60 -3.38 **
WY 0 IO FEEP AL 86 237 2.98 1.16 0.93 -0.61 3.80 *x
HoZ 3 LT o) S0 A 84 251 299 1.19 0.93 -0.48 2,91 **
ST 0 NG TR AN 84  2.65 3.33 0.96 0.77 -0.68 506 **
AR S BRI T 8 259 315 1.20 0.87 -0.56 -3.48 **

Note : S Q8= (EHEE) — (FEE

DAXRY OB THICKE 2HESR S Lz,
COBUTEEER I LENBHLLTICT
o T2 D0, ERBETIXSIZHME% B
TWwizo $72, TUTIIEREIEEF % LI -
Tnizht, BETREIDOHBETH 572, {2 MY
BIEOWTRBHORNHEES LML 1 5wz
EN) AR Do 200BFEHE3ML T THORKD
FIFEDEL, WHEEZ S TDAL N P2 &Cfi
EDW L E RO 200, e F 2 v AN E

* P<0.05, **P<0.01

W AT AR B

257N, BICEBEOREZ TS 2E
FEHOTIELL, FMEHICEBOHHEL 3 b
D=V L TCWKENSFARICEETH L, FIHE
DEERBI AT DR EEG LR ECHF S S
B5HZ L DPLED, RETELZY -2 L N
ULrogriardsrd, ¥—V¥2 - 24154
WA T A% 5T, KEORHWICKEUD  WhE
WA TL DI dEZ NS, (AL, 1992)



L, BAE AR - YREBROY YA - 7o) 7 4 FHEC BT H85E

£, ISTH-LADEBUENY—EX - 2+ F 4 (SQ (&)

H H no M Y RMESD  EHESD S QA L fitd
4724399-D ABDE 182 2.43 2.69 1.15 0.91 -0.26 2,39
(AN s B 182 2.58 3.24 1.10 0.96 -0.66 -6.10 **
J07b BT D SR DS B 184 292 3.35 0.82 0.88 -0.43 -4.85 **
IO S TT % 183 2.84 3.40 0.96 0.80 -0.56 -6.06 **
WAl R > T B 182 2.51 3.55 1.04 0.73 -1.04 -11.04 **
BN NI R 185  2.66 3.62 1.13 0.73 -0.96 29,71 **
DR Y B N = T 184 2.66 3.49 1.52 0.87 -0.83 -6.43 *+
(2B CBFhH B 184 2.49 3.14 1.07 0.97 -0.65 611 **
e 7 ¥ AR B 183 2.36 2.73 0.97 1.09 -0.37 3,43
EkdiENH 5 184 284 3.59 1.16 © 0.83 -0.75 713+
DK E 184  2.46 3.11 1.23 0.94 -0.65 -5.70 **
Mg UL 184 2.52 3.03 1.26 0.95 -0.51 :4.38 *»
Kz hsili g 183 2.77 3.41 1.03 0.81 -0.64 -6.61 **
157" DFPLDU 183 2.67 3.22 0.96 0.88 -0.55 571 *x
177 DI EDEL 182 2.51 2.64 1.04 1.11 -0.13 -1.15
ToeTN N EOAN M 182 232 255 112 113 023 -195
LAR-LRIRED SN D 181 2.30 2.69 1.03 0.99 -0.39 3,67 **
LBOEREL DM 180  2.60 3.17 1.30 0.95 -0.57 -4.75 **
EET IO AE 182 231 2.77 1.06 0.95 -0.46 -4.36 *+
2 FH LT o) SN A 180 232 2.80 1.08 0.97 -0.48 -4.44 **
W7 0 NI R AP 180 2.54 3.14 0.87 0.87 -0.60 -6.54 *x
AU R B R P B AR 182 2.48 3.09 1.13 0.93 -0.61 -5.62 **

Note : S Q8d4i= (M) — (FEER)

3. 1 /PRHDER (BREBEANDEEMED

FOvF 1Y)
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LINT Z LB TELDTHE, AL ZEMICH D
bDIL, BEENEL, EREIERY, Lo TE
MR % BEE L AW E TH & LT ABBEDE 2

* P<0.05, **P<0.01
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PAS IOAR/S -+ Y XS (W R ST (W

= &
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