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Abstract

Purpose: The purposes of this study were to explore the influence of Experiential
Marketing (EM) and Customer Satisfaction on Customer Loyalty of Yonghua Civic
Sports Center in Tainan City, and to compare the differences of EM, Customer
Satisfaction, and Loyalty by demographic variables. Method: The research
questionnaire was adapted from related studies, and a pilot study indicated the
questionnaire was valid and reliable. Research participants were consumer over 20
years old in Yonghua Civic Sports Center and selected by convenient sampling
method. A total of 400 questionnaires were distributed, among those, 365 were
returned, making the response rate of 91.3%. Data were analyzed by descriptive
statistics, MANOVA, and multiple linear regression. Results: Demographic variables
such as age, marriage, occupation, monthly disposable income, and weekly exercises
frequency had significant differences in EM, weekly exercise frequency did in
Customer Satisfaction, and marriage and weekly exercise frequency did in Customer
Loyalty. EM, Customer Satisfaction, and Customer Loyalty were positively
correlated. Customer Satisfaction had the highest influence on Loyalty, followed by
Feel EM, Think EM, and Act EM. Sense EM and Relate EM had no significant
influences on Loyalty. Conclusion: For Yonghua Civic Sports Center, Customer
Loyalty was predicted effectively by Customer Satisfaction, Feel EM, Think EM, and
Act EM.

Keywords:experiential marketing, customer satisfaction, customer loyalty,
consumer behavior, civil sports center
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