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Lin, Shih-Sheng (2010). A research of service quality and satisfacation in
changhua city sport center. Unpublished Master Thesis, National

Taiwan College of Physical Education, Taichung.

Abstract

The aim of this research is to discuss the current customer satisfaction of
service quality of national gymnasium in ChungHua City. The sample of this
study is those customers who came to gymnasium to do exercise between
January and April in 2010. The methodology of this study is questionnaire,
from which conveniently dispatches four hundred copies of questionnaire
questions to implement this research. The valid questionnaires are
three-hundred and eighty seven copies eventually. The result of this research
unveils that the variables of customer background at national gymnasium
shows the major number of gymnasium users is located on female members
whose age are between thirty-six and fifty years old in terms of their marriage
status, their education level, income and visiting time and the reasons to
choose this gymnasium. Therefore, this study appeals that these female
members are married, having senior high school diploma, earning NT
20001-30000 per month, visiting time between 18:00-22:00, coming to do
exercise from two to four times every per week whereas the reasons to choose
this gymnasium is the gymnasium environment and most likely recommended
by families or friends. The highest percentage of service quality is responding
aspect while the lowest percentage of service quality is concern aspect.
However, the price and curriculum obtain the highest percentage of customer
satisfaction while the facility of environment has been scored the lowest

percentage of customer satisfaction.

Keyword: Service quality, Customer satisfaction
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ERAEBEBETE AR RRBF YL
DR R RSN A R ¥ S A i e F (preliminary

Fit Criteria)~ % %8 4= ;% fe 3§ & (Overall Model Fit)£ # ;% p &

% # pe @ & (Fit of Internal Structure of Model) ¥ = & 4 & 4
e AT R BE R 2 FEHEEHEE R 36977 o
% 3-6 RIEH P EARAFEL R

7P FEEF [ o 3

PN

Flx A

(Factor Loading)

JE A2 0.5—-0.95

(preliminary Fit Criteria) AR & fhF AR rER
(Error Variance) TR FLE
) ) SN I N I
X i@ & X7/df )
(X7/df<s5 @i 3
R e R GFI > 0.9
(Overall Model Fit) AGFI > 0.8
RMR < 0.05
NFI >0.9
CFI >0.9
& = % B (Composite
— S, . > 0.6
BN AR REpe R Reliability)
(Fit of Internal Structure of T 3HHF P % E £
(Average Variance >0.5

Model)

Extracted)

T kR L F 3 4.(2003)

36



AP RE R BAG REF LG L KRBT AN 0 A
LRELREE BB P L LA LB RE > R RS 2
Blig o BB BEMTFIE A 40 E 3-7 477 0 X?/df=3.24 (<5) > GFI=
0.91 (>0.9)> AGFI=0.87 ( >0.8) > RMR=0.002 ( <0.05) > NFI=
0.94(>0.9)> CFI=0.97(>0.9)> CR & 4 %] 0.87~0.73~0.76~ 0.70 ~
0.79 ( >0.6)> AVI & A % % 0.70 ~ 0.50 ~ 0.51 ~ 0.50 ~ 0.56 ( >0.5) >
RHU PG ERL BT > MG EAREL L FEEE -

% 3-7 M EFHRBEBERE AR

L g S B % P k¥

FET R MELFE wLiwE ;SM"C) e Cery 3 Cavis
% 1 .60 14 .36
A5 2 .65 .16 .42 .87 .70
e 3 .66 .20 .43
G 4 .52 .29 .28
i 5 .57 .28 .33 .73 .50
e 6 .54 27 .19
F 7 .58 .25 .34
& 8 .51 .28 .26 .76 .51
1+ 9 .52 .28 .28
Fi 10 .55 .23 .31
= 11 .34 .34 .11 .70 .50
1+ 12 .52 .27 .27
% 13 .63 .28 .39
1 14 .51 .30 .26 .79 .56
1+ 15 .60 .19 .37
e S - dope R B K i N
X?/df & <3 3.24 e

GFI & > 0.90 .91 F pe
AGFI & > 0.80 .87 P
RMR i& <0.05 .002 e

NFI > 0.90 .94 Jofe

CFI > 0.90 .97 §fe
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(= )m &R E %
EFREFALAPFEIFELE S O RAAILAREETALI2BIEAE Y > F F A

1 % F MG 3% " B ciE , (eigenvalue)* *t 1 % % » & 2
Ed M su AL s D FE - D REAR R E DO RB 2K
5 F & = f%iféiéﬁcﬁiwf‘:ii'ﬁiﬁvvmﬂﬁaﬁ*%%“a“l.ié
5 62.88% 0 4o & 3-8%7 % o 12 I 3 5 (1991)2 = 3% » ¥ & #
Hem <= 1 B PFa f2R40% 2+ B &£ 512 5 178 % (
g TR e d BT A Y 2GR IR G - AR DT
B o
#3-8 W® AR TFE A E
i 5 k- koo k=
JRA+ A R BB Z KA BE 2R
1 0.68
2 0.49
3 0.51
4 0.42
5 0.60
6 0.49
7 0.69
8 0.47
9 0.62
10 0.65
11 0.66
12 0.70
ok E 4.37 3.63 2.84
R EEEY% 24.67 21.07 17.13
AR AERREEY 22.67 45.74 62.88
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Y

N

=R A

BAE 2 F AP EFLTLY O RBARFTRE - KA ST A G

r f&dp k> T £ B K R (test-retest reliability) ~ 48 * & &

(alternative-form reliability)~ # X % & (split-half reliability)

=

PR - 3R M R (internal consistency reliability) o @ 7
BB R AR RMEITER R VRSP R
)2

» ¥ 8 R - R M Z AR Y 4 Cronbach’s a ¥ 1 3 £ p &

R eh i R 4p (58 8k #c 0 2005) - A F 37 % * Cronbach

1951 )& M ch o kT % A K 525 K& F o @ g F >

T

oy

EA2p AP 2HFEEIRHEAE - KT ELZRERE
H Cronbach’s o 8, 1 > 2 % 3 & X3 0.7 4 L F» 7
%%@Oﬂiﬁﬂfi%i}ii%%&&r% 3-9 st 7 > & B
e Cronbach’s a & 4 * 0.72 & 0.87 2 B » #f 14 ¥ 3_ A

BEE G - AR PR R

£3-9 B EERA L

%P # o Cronbach’s &
JR 7% ~ R 0.87

s AR BB 2 KA 0.87
§ote 2 kAR 0.72
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$I 8 FHARASH

AL ORR S ol S Pl R RN B M TR 2

(E)é
P
=3

g S 3- #c # SpSS 12.0 i 7 F M A 0 HE Y 2 KA
7232 A CREMERF AT GRS CFEF AN M A
oo HWHE AT TR 2 AP FERP e T
- ~H M P L (Descriptive Statistics Analysis)
N PN VAN B SEPANE SO (AN LIRS SN O B
EASFARLER TR Y AR E AR
F A S B R L O S
= ~T ¥ z (paired-Sample t-test)

T Bk A TR k3 %A
RS TR RELTE G REF L
= ~HE 73 %8 #AH(ANOVA)

AFE T U FRBEZTYIARAERBIESTERILA
¥ ok ® o> gl w2 % % (Scheffe’)it {7

~ A TR RHEY K

z
B oo

4

L B EEEEN

Fofs ot oo

z ~ L &4 £ 4 ¥ (pearson Correlation Coefficient)
A LA R AEMAAME RBRRRBEETERLARELR

Giip M
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FERT 5% B
AR A EREREEDETEFTAH O TR AL L
P EL- S S-SR SO S - & L @#H Y oL R F 7
CH D E L AL ERY S RBE TR
ZRGR S FZFE A RFRRAEAHERBREETERE LS L
Z AR HFA S F e &S00 AL ERY SRR ET

SERERE WIS

7}1,53.]1}‘2,']\

£ (404 4-1 %57 )

Ar
¢
=
¥
(\x
=
g
T4

B AE

\l]‘:}"d]
%Fi@*’%ﬁm@%,ﬂég’ﬁ_”ﬁ 111 * » & 29.7% » %
F 0276 4 0 ik T1.3% 0 & M E R et ikt R0 F M E R %

<l

. E o
ARG OB A SR L 36-50 & 3125 4 Kk § o ik 32.3%

H ot H_51-64 /& 3 122 4 » ik 31.5%: # & & KB i 21-35 &

P

i

102 4 > i 26.4% ; 65 & 2+ F 23 4 > ik 5.9% ;5 20 f
715 4 5 ik 3.9% 0 2R E KM XA FEEERP S

LF o mECRFE LR FE AT o g 20 & TR K
3.9% > 2y @ EF o f A e P FREE L R o

ARG OB A PR R S K G226 4 0 b 58.4%H 5 0 H
4151 4 5 ik 39% H B F 10 A 0 ik 2.6%R] 3 & 5 o
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T o~ R AERER

AT R AP R pE R o2 (18:00-22:00)7F 174
Ao b 45%Bc 5 0 T = (12:00-17:59)% 146 & o ik 37.7%=%
2 > % 1 (6:00-11:59)F 67 * » ik 17.3%% > o o % % B o«
oA E R Y e F R K oual PR EE S o d T R 2 A

38
p
Mg ki< F R AR ER S R ER R ER
WL E B oo
I kB3 ER

AR A E L F Y (BR)F 158 4 o ik 40.8%% §
LA 105 4 5 ik 27.1%x 2 - B AR EARE LA E G TT A
B 19.9%; WY ()% T F 40 4 » & 10.3%; & F 70+ 3
7 4 5 ik 1.8% o

AP R ASAEE L F W EF 97 A 5 b 25.1%5
5008 X 3 RF f 88 4 o ik 22.7% ¥ = Bl Z H @ F 63 4
W 16.3%;: H A4k A L E SR ARG 544 @k 14% & 4 4
40 4 0 ik 10.3% 5 £ @ E R EF 29 4 0 @ 7.5% @ kG 12
Ao fb 301% B tRib Kk EG 44 o ik 1% e
SR - W

A G R A R E L 2-4 % F 218 4 5 ik 56.3%% 5
B3 1= ™4 127 4 > & 32.8% % = Rl 5 5-7 =7} 42

Ao il 10.9% 0 8 PR E 0 A BEEAE P CE

kil

SR E - W 2-4 % K kb oo
NINE TR

A f O kB E 2 20,0001-30,000 = F 165 4 o ib
42.6% > # % 20,000 = 2 T 4 121 4 > i 31.3% > % = B| 3

30,001-40,000 ~ 7 64 % > it 16.5% > & & Rl 5 40,001 ~ 1
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FF 37 A o ik 9.6% B R KN AER Y R Y
for oM F 5 K
1 ~EBE S FHER T

A SR A EER S FERFNEFER Y S R
B 7 188 4 >2091%  # = 3 % # L & F 187 + » ik 20.8% >
Hepie B LA F3TF 160 4 ik 17.80% 3% & & > 3 103 4 »
W 11.46% » 23 i 41 F 101 ~ » @ 11.23% » 342 % 5 F 98
Ao fb 10.9% 0 B G 46 4 o 0k 5.12% 0 H #5016 4 o
e 1.78% -
I R

ARE TR AN E A A EF 163 4 00k 42 1% § o
x5 R 2 BHEF 1054 > ik 27.1%;: H A &AL THRAE R

34 4 5 ik 8.4% ; B F 32 4 > ik 8.3% ; # ¥
Ao ik 7.8% 5 B EH G 20 4 0 ik 5.2% 0 H #
0.5% °

~

=i

* 3 RA 7P IR S BoA (%)
A g 111 29.7%
o 276 71.3%
# & 20 & 11T 15 3.9%
21-35 #& 102 26.4%
36-50 % 125 32.3%
51-64 % 122 31.5%
65 fk 11 ¥ 23 5.9%
B owKk R © 4 226 58.4%
¥ 151 39.0%
How 10 2.6%
(™ 7))
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X % b (6:00-11:59) 67 17.3%

T = (12:00-17:59) 146 37.7%
B+ (18:00-22:00) 174 45.0%
35 R B¢ (5 )T 40 10.3%
B ¢O(B) 158 40.8%
o 105 27.1%
S ; 77 19.9%
=R LV 7 1.8%
BO¥ g 2 40 10.3%
o 88 22.7%
oo ¥ 54 14.0%
B4k ik 4 1.0%
1w ol 97 25.1%
T ou 29 7.5%
9k 12 3.1%
o 63 16.3%
& % F B4 G 1 & = 127 32.8%
2-4 =% 218 56.3%
5-7 =% 42 10.9%
8§ & 1} 0 0
3 T 3o er 4@ 20,000 =~ 12 =T 121 31.3%
20,001-30,000 =~ 165 42.6%
30,001-40,000 = 64 16.5%
40,001 =~ 12 1} 37 9.6%
E B FHER T L Sy 160 17.80%
TEER Y PR B 188 20.91%
bOE 46 5.12%
% B OB > 103 11.46%
2 i i A 101 11.23%
E A 98 10.90%
Mot ow 187 20.80%
H 16 1.78%
@ F A N A 20 5.2%
FF ik 30 7.8%
T AR 34 8.4%
R 2 @ H 105 27.1%
o4 B 163 42.0%
B i 32 8.3%
A @ 2 0.5%
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5 & F,v% 2 A LEFEHY CIRBE

R 2 BR
- "B EFLRR

F4-25 513 > N L FE R P OL PRGN
Beg kL AR ARBE B 2P E
Famw s ® o B As g 4 T i 3,902 KA K

¥

= F R

#

B REE A

X R EER Y s 2 R R (M=4.00)% F >
PRI A R en R B A M 5 4 , (M=3.96)=% %

&ﬁg;}a

MR kg oo B TR R R (M=3.97)5 3
e (M=3.93)% & > @ T MM, H6 (M=3.84)R] & 1 -

% 4-2 & FE F 2 T Hgs R L L

. =]

v R B 5
—’é IV
»om T OpR 7%

g F A EANSBRALTE G ) (M=3.77)5 & K o @

’rﬁ'?’]ﬁ}—J

A 75 M SD
7 A 3.86 0.41
BECE SR AN S N AR SEC R S 3.80 0.47
2 S JRAFR B LG R 3.94 0.53
3.8 d ¢ w2 T RGP A - 3.83 0.59
Gl 3.92 0.44
4Fb i EL R ELEERE E T 3.94 0.63
SHEB Y AR EETERRY EAM T A - 3.90 0.65
6.3 F ¢ ik 2 & KR ET Lo 3.92 0.58
F o 3.97 0.45
TR BB AIREES Y w2 R EF 4.00 0.61
IR A Rt w iR Forfk 2 EERA. 3.96 0.62
ORI B F R RETFFHEFF T /P o 3.94 0.62
(&7 F)
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R 3.93 0.42
1088 ¢ w3m G F E P e oy e 3.95 0.58
T1RF 4 B cRPRIF 16 B AL 48 o 3.96 0.62
120R3% A R it 1 faie » F g £ o 3.87 0.61
BE IR 1 3.84 0.47
I3JRF% 4 B a3 @ % K B W] SRR 3.89 0.68
4R34 R g4 * FHE 5 BLYE5 - 3.77 0.64
15588 ¢ R ELIRBEFLPLERY ¥ F Ko 3.85 0.56
¥ 3.90 0.34

I~ HEHEEARAALARLRR

2433 %09 > gl ERY B AAREE T BEEK
EHEEL AL EEIREMBYC 2 RLEE Y R TR
LR G P A R A T M E3.920 KA kg T
o g o ch i RS (M=4.07)% F 0 TR LR AR
iR (M=4.00)% % > @ TRF AR hE £ E T, (M=3.63)
SEMoe @ R K F oo Bl T kA R (M=3.94)
Ao TR RE e (M=3.92)% % > @ THRBE XK B
 (M=3.91)8] & K -
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243 BARE AL THEEEE L

i 5 M SD
JR 3% X R 3.92 0.50
1RG4 B v & ¥ % F 3.63 0.49
2R A A R PR OR 4.00 0.60
3R AR AR W 2 P R K PR IE 3.91 0.62
4R 4 B ¢ R ¥ W™y A 3.83 0.63
% : R A 3.91 0.67
5.8 & ¢ o @WK WD F R 3.98 0.64
6.3 & ¢ o pF B H e R 3.93 0.65
T P o K % % M 3.91 0.69
8.8 & ¥ v N kB A 3.87 0.68
R 2 FE 3.94 0.62
9.1 & ¢ & AT R ik 2 3 B4 B kAR 3.94 0.68
1038 & ¢ i iR 4 & # 3.73 0.70
11L& & ¢ o e & * i § %8 4.07 0.66
12,3 & ¢ < ki p k& 3.91 0.68
- i} 3.92 0.64
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F2& T RFPTRRAFMRDBETERERRIARAZ AL
N

- A RFFREHRBEFT LR N

(= )it =

d A 44T E N BULRBAEFTI B 0 TR
By (p<.0l)~ T F iy (p<.05)% T M, (p<.05)d
WY AR Rt AEHFLE(> .05 HF B RE

B F D B o F AP R

2 4-4 PuRRBET LRSI

7P g L

F EAREL oY

M SD M SD

B/ 3.96 45 3.84 41 3.34
Gl 4.0 46 3.89 44 7.13"" g o> &
Fos 4.10 .58 3.95 42 5.06 g > &
- e 4.03 41 3.91 42 3.80
RE IR 1 3.97 .49  3.82 46 4.76" g >+

'p< .05 "Tp< .ol

(= )& &
g & 45V g ARBRBEETI BT RS

MirE g FALE BAEYEREFILE(p>.05) FF VR
oo B TG A e P > 21-30 & ~ 31-40 F -~ 41-64 K =
65 & 11 >20 %k 2T o @ 41-64 Kk >21-30 &k 2 65 Kk v+ oo
BV A e P 0 21-30 & ~ 31-40 & ~ 41-64 K 2 65 K
b >20 AT oo T g e ¢ o> 21-30 K& - 31-40
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BZO41-64 Kk >20 Kk 1T oo & TR B G ¢ 0 21-30 &
31-40 A ~41-64 % 2 65 &k 2 >20 & 1T 5 @ 65 f o+ >
31-40 & -

304-5 EWHRBEFLLE AL

1.20 % 5.65 &
T8 221-30 % 3.31-40 & 4.41-64 &
Vi3 [V F T s R
2
M SO ™M SD M SD M SD M SD
4).5 113 Ar_Jr_
2345>1>
335 49 380 .35 3.8 .43 397 41 3.78 27 9.06
4>2.5
L % e
3.60 .31 396 .44 3.89 .44 394 46 3.98 .43 2.45" 2345>1
FOE
3.71 .11 393 .50 3.97 .46 4.02 .43 402 .33 1.92
FEF
234>1>
3.66 .25 386 .37 3.96 .41 4.00 .43 384 59  3.527
4>2
MR
2345>1 >
3.53 .54 384 48 3.78 .47 3.89 .44 4.01 .44 3.29"
5>3

*

p< .05 TTp<.ol p< 001
30014 w20k T 5 24 7 21-30% 5 34 7 31-40% 5 4% 7 417

64 ;5% 7 65K 11 b o
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(2 )4 )k =
d & 4-6F g BIFERBETI B  FF T
A EEFLE A EHEFLE(p>.05) 5 F 5L o
R YE LR T A U S
A >E T o AT ERE S HER ? > A2

()

=
kS

o2 A S>HE T o A TR e P o > A
%4-6 WHHRBESZHF 2 LR S A
35 1~ = 4 2~ A4 32w
F EARFINAE 3
2 M SD M SD M SD
VRRRE:
3.92 .37 3.78 .43 3.60 .81 7.92°°" 1>2.3
G =2
3.90 .44 3.96 .45 3.66 .38 2.54° 2> 3
o
4.00 .40 3.94 .47 3.66 .86 2.91
FEOR O
. 1>23
3.9882 .41 3.87 .42 3.53 .17 8.09
2> 3
3 S
3.89 .43 3.77 .48 3.60 .81 4.40° 1> 2
p< .05 p< .01 p< .00l
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g0 a TT A e ¢ o WY (F) T >F 9 (B -
AR A BaE L b TF R e o WY (F)
|}‘F>r"§\:‘(%>\gﬁi\%§1,{ﬂzﬁﬁj‘jk,j@]ﬂ(\’g‘)
u—r>;g:*(B%k)\g,fi\kgipjjwru_l,_E';gc*(%L;)
> a THORE R e TF Rl e -

24-7 B3 ERFHMRBEFT 2 LR L4

1-®* ‘ 5~ 7%
7 2~ (®m) 3~ 4~ 7 ¥
()~ SR F
f i
M SD M SD M SD M SD M SD
4’5 I]j ‘H— 1>2.34
4.20 .38 3.83 .39 3.89 .39 3.70 42 3.90 41 10.46"7  23>4
v
4.13 .39 3.92 44 3.84 42 3.93 48 3.71 2 3.477 1>2.3.4.5
O 1>2.3.4.5
4.26 51 3.96 43 3.98 43 3.84 41 3.71 44 673777 3>4
FEE B 1>23.4.5
4.15 .28 3.97 44 3.87 45 3.80 33 3.80 46 5.4877"  2>4
RE R
1>2.3.45
4.12 375 3.87 45 3.78 .50 3.74 46  3.33 00 7.47777 2>4

*

'p< .01 Tp< o0l
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(- )

A RFRREHEHBLAREZ LR

doA 487 F 0 R AR L AREZ B RS
FALRE(p>.05)d ¥V & LR HBILADTEZEE -

)

v oA EH

% 4-8 MHwuHEELRE L LR AL
= F
% B
M SD M SD
JE i 4 R 4.02 0.44 3.91 0.39 3.62
OB KA 3.95 0.47 3.90 0.44 .57
R S A 3.56 0.54 3.878 0.43 2.98
(= )& &
A 487 g EHEBLAERZ B YO B "% B
KH g (p<.0H)EHFLE > a TIRBARE & T F &%
B, A EHEEFLRE(p>.05 £ F v mits o &l BB X
oy e P 0 31-40 K 2 41-64 & > 21-30 K& o
% 4-9 E#HBILAE L LR AL
120/ ™ 2-~21-30%& 3~31-40 % 4~ 41-64 % 565 % 11+
F EARC AN ]
M SD M SD M SD M SD M SD
PRI A R
3.68 0.25 3.94 0.44 3.90 0.435 3.95 0.36 4.03 0.21 2.04
®B KK
3.76 0.13 3.78 0.42 3.93 0.48 3.99 0.43 3.93 0.39 3.68"" 3.4>2
ot & AR
3.21 0.35 3.14 0.54 3.53 0.47 3.82 0.44 4.01 0.28 1.04
p< .0l
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(= )4 4F =

d % 4-10

oA R R

BALRZ B P F

F
BMEALB(p>0.05) g FE @ & TRBARE , Ha P o

MR K> H v

b THRBRAE oo

B> A K2

voe T B RERE HES Y R T REXRE AR

24-10 HIP$E L A2 4P A 42

7% 1~ & ¥ 2~ A
F EANC LN o

2 M SD M SD
JR A A R

3.97 0.36 3.90 0.42 9.65"  1.2>3
KA

3.98 0.44 3.82 0.39 8267 1>2.3
[IRER i i

3.48 0.36 3.32 0.54 72677 1>2.3
'p< .05 Tp< .0l Tp< .00l

(z )b & F K
4 % 4-117

i3 (p>.05)- .

(8)n= >4
>
% 4t

M-

.

g 5
c’(ﬁ%&.
:’(B%L.

[Vl

-
% VoV
H

o b T M

Fh B R EBALRZ B P EHRTF

) o~ &R

’

a1 ;L" LV

b

TR G R B TRBAR R Y Y
v (y%;) - ooz
el vie e WY (z )T >FY (F)-
gt e DE B e Y WY (3

)\gﬁi\»’\gi
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NG DI
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R
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o
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24-11 B3 EFHBLAEZ LB A HF 2

"ERED g

5 NG DI I i

p : g
M SD M SD M SD M SD M SD

4.24 0.29 3.94 0.36 3.85 0.44 3.84 0.39 3.92 0.50 835" 1>2.3.4

1>2.3.4
4.12 0.26 3.94 0.39 3.89 0.55 3.73 0.40 4.05 0.35 5977
2.3>4

(RN

4.12 0.26 3.94 0.39 3.89 0.55 3.73 0.40 4.05 0.39 4.12 1>2.3.4.5

p< .01 TTTp< 001

2. 4p B 12
d 2 4-127 5 0 03 2L ERY B FFE
BAR G LTI ERN I LT RS TR B LA

h
=

53 - AR ZREE
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24-12 R &EFEBLAEPH L

PR BB W
P 7 T AR OF R
AROKR A B3

JR A% 4 R 1

BB KA 72" 1

Wt 477 65T 1
7oA 597 67 767 1
Gl 9 2 5370 547 49" 50" 1
F R 6577 657 57 54" 58" 1
R 6077 567 55" 517 54" 45"
BE IR 6677 61T 67" 54T 437 60"

*

p< .01
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