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Abstract

The main
purpose of this study is to explore the Water Dance Life Club (WDLC), the variation of
member population statistics, the evaluation of service quality, and the differences in the
degree of satisfaction. 2500 members in the WDLC were selected as the research
population. The study was conducted via the investigation questionnaire concerning
the service quality and satisfaction in the WDLC and the systematic sampling selection
methods in September and November, 2008. There were 500 questionnaires
distributed to the members of the WDLC, but 398 of them were replied. The return rate
is 73.6%. The survey data were rated and analyzed through the Likert Scale with 5
interval levels and the SPSS12.0 for Windows. According to the viewpoint of the
WDLC boss, the reliability and the validity of the questionnaire design are of excellence.
The significance level is set @ =.05. The study discovered that the majority of members
in the WDLC are females after the analysis of the variation of member population
statistics.  In the service quality, the most satisfactory item is that the WDLC provides
the convenient customer service counter and the item that the WDLC can relieve
customer’ s impatience during long waiting time is considered to be the most
unsatisfactory one. On the major configuring items, the highest rating is the reliability
service while the lowest is the service of empathy. In the member satisfaction to the
WDLC, the foremost item is the dress, appearance and service attitude of the service

personnel while the lowest one is the spa facilities, equipments and related classes
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provided by the WDLC. The satisfaction of reliability gets the highest rating on the
major configuring items and the lowest is the satisfaction of tangibility.

The research result shows that in order to satisfy the need of a customer, the most
important issue is to affirm that the customer is the goal on the market. Meanwhile, the
facility environment is a very important factor of consideration whether the customer
satisfies the service or not. In a word, the customer satisfaction is an expectation of a

consumer before consuming and an evaluation after the purchase.

Key Words: Water Dance Life Club (WDLC), Member, Service Quality, Satisfaction
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e C.10,001~30,000~ ( Z ) 3.93 0.62 1.63
& B D. 30,001~50,000~ ( % ) 3.91 0.58

E. 50,000 = 14 } 4.10 0.46

A. 5,000~ (& ) 0 3.92 0.60
% R B. 5,001~10,000=~ ( 2 ) 3.81 0.70
e C.10,001~30,000~ ( %2 ) 3.97 0.60 2.93*
& B D. 30,001~50,000~ ( % ) 3.97 0.61

E. 50,000~ 14 } 3.78 0.71

A. 5,000~ (3 ) ™ 4.18 0.60
B % B. 5,001~10,000~ ( 2 ) 4.05 0.62
e C. 10,001~30,000=~ ( 7 ) 3.95 0.80 1.90
A D. 30,001~50,000~ ( % ) 3.95 0.65

E. 50,000~ ™ } ) 3.91 0.72

A. 5,000~ (% ) ™™ 4.36 0.52
IR B. 5,001~10,000~ ( % ) 3.99 0.70 A
e C. 10,001~30,000~ ( 2 ) 3.76 0.56 6.54% A~E
& B D. 30,001~50,000=~ ( % ) 4.11 0.84

E. 50,000 = 14 4.19 0.67
ook p< 05 W E o &M
#H o~ B A

By 2 kg B 7 ABERD, RBEFTHE -

2T A B L AR Ty REBLAE T EEEBRLAE M
&L AE 2 BALARE Y > FHEFLE > AT R R
FHRET VAR T FEAEBRILARE TP RMEBEILAE
FTRMEME® L AE | > @ » b3 (5~ 48) S Ea I R
(7 ~4) % e THERFEEBLAE ) 26 > TAFREF
ol G OB ¥ LR % A dod 4-130 p Bk gnis o (2002)
Fogodem oo B RE AT ML ARRK P FRE ST
kA E e F A R B A T kg R
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4-13 2k B AE S kB2 FEERERRBPETERILR
2 43 A E
2% 1L
# o o w M SD F @& i;;
o g R Ao &3 (%4 ) 421 0.64
B B. ¢t 3 (% -4 ) 4.14 0.66 2.26
C. # 4.30  0.90
o A RO 4020 0.65
, - B. ¢ % (%% ~4L) 4.49 0.59 4.03* B>A
C. # 4.10 0.41
g A AT OEmeg) 427 071
L B. t 3% (% -4 ) 4.38 0.61 1.45
C. # 4.32  0.45
- A. &% (# ~48) 4.13 0.69
B B. % ( # -4 ) 4.03 1.48 1.82
C. # 4.16 0.50
T B (7%~ 4 ) 4.32  0.65
, - B. ¢ % (% 4L ) 4.36 1.45 2.67
C. # 4.22  0.75
P Ao x 3 (5~ 4 ) 414 0.65
2 A - B. *t % (% -4 ) 4.06 0.63 2.24
s C. # @ 3.98  0.51
— A. &3 (8 -~ 4L ) 3.48 0.64
. }; - B. ¢ % (3% -4 ) 3.94 0.65 3.85%* B>A
s C. 2 @ 3.75  0.50
o A A7 (e d) 3,600 0.64
. }é - B. ¢ % (%% ~4) 4.06 0.64 3.62*% B>A
s C. # @ 3.87  0.67
e 1y A, &3 (7 ~4) 3.76 0.61
f?ﬁﬁ B. b3 (% 4 ) 3.90 0.63 3.32%
s C. # @ 3.87  0.54
WM Ao x 3 (58~ 4 ) 3.59 0.62
. - B. ¢ 3 (3% -4 ) 4.16 0.58 4.32*% B>A
LA C. # @ 3.78 0.58
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2 4-14 2 P RUBEFEF ¢ LRI BEEERDTIESFTEHRILA
2 £ B » 7 £
% & w ol M SD F &

A, 10 & 4 P 4.268 0.717
, B. 10~ 20 4 4 4.123  0.684

4 oa, MR g 2 1.891
ARACE C.20~30 A~ 4 4.088 0.592
D. 30 A 4 1 4.326 0.616
AL 10 & 4 p 4.110 0.718
, B. 10~ 20 4 4 4.416 0.621

e 5 1.831
R C.20~30 A & 4390 0.602
D. 30 A 4 1 4.257  0.630
A, 10 A 4 P 4.483 0.747
, B. 10~ 20 2 4 4.226 0.665

v b IR 5 5 0.089
T 2 PR C.20~30 » 4 4.505 0.594
D. 30 4 4 1 ¢ 4.241  0.621
AL 10 & 4 p 4.400 0.805
, B. 10~ 20 4 4 4.312  0.647

oo R 8 0.579
GRS C.20~30 A & 4.160 0.684
D. 30 A 4 1 4.285 1.005
A, 10 & 4 P 4314 0.603
, B. 10~ 20 2 4 4.351  0.627

R MR = 1.465
B R C.20~30 ~ 4 4306  0.637
D. 30 4 4 1 ¢ 4.242  1.164
AL 10 & 4 p 4.169 0.702
B. 10~ 20 4 4 4.024 0.621

< 7 ,_g_,_: ‘:2 - 1.824
P AR R C.20~30 A» 45 4.260 0.581
D. 30 A 4 1 4.070 0.651
A, 10 & 4 P 3.991 0.698
B. 10~ 20 2 4 3.954  0.611

T 2 1.718
TRRRLE L0 308 & 4041 0.623
D. 30 4 4 1 ¢ 3.868 0.690
AL 10 & 4 p 3.997 0.662
B. 10~ 20 4 4 3.951  0.670

w3 8 0.381
T ttm & & C.20~30 A 4 3.867 0.670
D. 30 A 4 r 3.892  0.747
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AL 10 ~ & N 3.912 0.696
B. 10~ 20 4 4 3.821 0.588
oM E 3 — 0.716
FEEALE 0 300 s 3.939 0.581
D. 30 A & 7 ¢ 4.041 0.613
A 10 ~ 4 1 3.925 0.633
B. 10~ 20 4 4 4.026 0.629
T R = 1.861
WRE®ER o0 300 m 3.923  0.621 86
D. 30 A & 1 3.925 0.684
o0 F p< 05
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2 04-15 2 PR YHEF LY ORHEL FEEBRBETERILR
22 £ B A A £
& L) M SD FiE % {1 f
N 4.60 0.63
. B. &% 1~3 = 4.01 0.67 A>B
4 R B , 7.92%
PR s w a5 437 0.5 A>D
D. 5% 6= 7+ 4.06 0.91
N 4.04 0.63
B, &% 1~3 = 4, .
R Bl ¢ 413064
C. 5% 4~5= 4.08 0.92
D. 5% 6= 171 402 1.12
N 416 0.61
B, &% 1~3 =% 3, 74
v o PR Bl £o3950 0.98
C. 5% 4~5= 4.02 1.03
D. % 6= 71 4.01 0.73
N 4.07 1.23
B, &% 1~3 = 4, 61
o R T Bl oIz 06l
C. 5% 4~5 = 4.04 0.83
D. % 6= 7+ 424 0.91
N 402 1.22
B, &% 1~3 = 4.21 0.64
WO R T B ¢ 2.52
C. 5% 4~5=% 4.09 0.75
D. 5% 6= 1 4.16 0.80
N 3.96 0.63
B. &% 1~3 = 3. .
SRR P SRS S E T
C. 5% 4~5= 3.77 0.62
D. 5% 6= 7+ 4.06 0.81
N 417 0.71
B. &% 1~3 = 4, .
oL g s © 401 062 o
C. 5% 4~5= 3.94 0.68
D. %% 6= 171 3.82 0.68
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A, = 2% 3.71 0.60
, . B. 5% 1~3 =% 3.89 0.64
PR AE LR DO ) 1.59
C. # % 4~5= 3.92 0.87
D. & & 6 % 1} 3.88 0.93
A. = 2R 4.07 0.69
B. # &% 1~3x 3. .
TR St ¢392 0,68, 4,
C. # % 4~5= 3.75 0.62
D. & & 6% ™2+ 3.97 0.79
A. = 2R 4.24 0.65
B. # &% 1~3 = 3.50 0.57
MO R R R ) , 4.75% A>B
WAL R 5w oa~s s 3.83 0.56
D. % &% 6 =% ™2} 3.97 0.95
T p< 05
#BE A ¥RrFER
A RYEERAIROER ARBPEFTERLAEE
o E R F LR > et 4160 oM E TR X B RS E TS
B R T A EF SR FRYEFERSOYEA G OEFLER
% 4-16 2 F & ¥ % * B ALY RELEEERDEETE]
LA 2L AN
% R M SD F i&
A. % 1 06:00~7°¢ =12:00 4.31 0.74
$ MR B, ¢ £ 12:00~TF =17:00 4.52 0.68 1.23
C. T =17:00~% ¥ %4 4.46 0.63
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% 4-17 AR E G A EBYFRH SRR L E A
RS T2 s AR 4R 4
# o & ow) M SD 8
A. 1] & p 4.16 0.71
. B. 1~2/] g p 4.01 0.62
3 35 M PR i* .38
PR R C.2~3 ] P p 4.21 0.71
D. 3 /] Bt 4.23 0.61
A. 1] B p 4.06 0.61
, B. 1~2/] g p 4.12 0.63
¥ 3 M R G .36
s C. 2~ 3] B p 4.05 0.65
D. 3 /] B 4.01 0.75
A. 1/ & p 4.27 0.62
, B.1~2/] & p 4.00 0.62
v R M PR 7R 41
T 1 7R C.2~3 ] g p 4.32 0.74
D. 3 /] B2+ 4.29 0.86
A. 1] B p 4.08 0.73
. , B. 1~2/] @ p 4.13 1.21
R % MR 5% .09
o C.2~3/ @ p 4.08 0.72
D. 3 /] gt 4.02 0.69
A. 1] B p 4.06 0.60
. , B.1~2/] & p 4.36 1.21
PR M PR 5% .37
MR AR PR C.2~3 ] g p 4.33 0.64
D. 3 /] B2+ 4.23 0.70
A. 1] B p 3.96 0.70
, : B. 1~2/] B p 3.71 0.64
4 a2, % DR .54
PUREE R C.2~ 3/ pF p 4.00 0.71
D. 3 /] gt 3.96 0.51
A. 1] & p 3.91 0.62
: B. 1~2/] g p 3.95 0.62
w :L'i}% .i ﬁyi .08
S C.2~3/ pFp 3.73 0.60
D. 3 /] B 2+ 4.12 0.64
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