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ABSTRACT

The Impact of Fitness Center Leaders’ Voluntary Work on
Service Orientation, Customer Orientation and Center Image

Kim, Do-Dam

Advisor : Prof. Park, Do-Heon Ph. D.
Department of Physical Education,
Graduate School of Public Health,

Chosun University

This study analyzed the effect on service directivity, customer directivity,
and center image of fitness center leader’s voluntary business conduction
and drew out the conclusion as follows.

First, as for the difference among fitness center leader’'s voluntary
business conduction, service directivity, customer directivity, and center
image depending on demographic character, at first, sex didn't have a
significant difference.

Marital status had a significant difference in conscientious behavior and
gentlemanly behavior as a voluntary business conduction. Conscientious
behavior had a higher difference in married user, and gentlemanly behavior
had a higher difference in unmarried user.

Age didn't have a significant difference in all factors.

Last academic background had a significant difference in conscientious
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behavior as a voluntary business conduction and in service activity as a
customer directivity. Conscientious behavior had a difference, in order, in
those who graduated from junior college, in those who graduated from
universities, and in those who had a academic background higher than
graduate school enrollment. Service attitude had a high difference generally
in those who had an academic background lower than highschool graduation
and in those who had an academic background of junior college and
university graduation.

Continuous service period didn't have a significant difference in all
factors.

Employment type had a significant difference in conscientious behavior as
a voluntary business conduction; regular job, contraction job, and part—time
job in order.

Monthly average earnings had a significant difference in voluntary
behavior as a voluntary business conduction, service system as a service
direction, service behavior as a customer directivity, and image. More than
2 million won-lower than 3 million, lower than 1 million, and more 1 million
won-lower than 2 million won had a high difference , and more than 3
million won had the lowest difference of all factors that had the significant
difference.

Second, this study grasped the relationship between fitness center leader’s
voluntary business conduction and service leadership. As a voluntary
business conduction, the factors such as conscientious behavior,
consideration, and voluntary behavior had a significant effect on service
leadership statistically, as a voluntary business conduction, the factors such

as conscientious behavior, consideration, and voluntary behavior had a
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significant effect on service entertainment statistically, and as a voluntary
business conduction, the factors such as conscientious behavior and
voluntary behavior had a significant effect on service system statistically.

Third, this study grasped the relationship between fitness center leader’s
voluntary business conduction and user’'s customer direction. As a voluntary
business conduction, the factors such as conscientious behavior,
consideration, and voluntary behavior had a significant effect on service
attitude statistically, and as a voluntary business conduction, the factors
such as consideration, and voluntary behavior had a significant effect on
service behavior.

Fourth, this study grasped the relationship between fitness center leader’s
voluntary business conduction and center image. As a voluntary business
conduction, the voluntary behavior factor had a significant effect on center

image.
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1d gk 66 22.7

1 o] -3 m gk 111 38.1
=477k 3 o] g6 w gk 58 19.9
61 ©]2-9d W%k 26 8.9
94| o] 30 10.3
At 175 60.1
-8 E Al ok 72 24.7
T EE}Q) (o} 2ulo] E) 44 15.1
10091 w) gk 52 17.9
S 100%H¢) o] ¢-200%+H¢) T gt 106 36.4
2007F¢1 0] A-300%F¢] T gt 93 32.0
300%F o] 40 13.7
P 7 & 79 27.1
n & 212 72.9
A 291 100.0
2. ZALEF

gojulxl Wl B dE EA &guk 15, ‘A @ 23, ‘BEgeld 3
‘T 477, v 2% 5379 597 Likert H =& AHE-SER

AR, AEA QF5d 2 == Organ(1988)¢] 7lHHsle] Podsakoff 5 (1990)9]
FAsI] AFEE AL, T HA2A2005), F4E(2010) ol AREsIdoH, o

B oA Bhe] 9 £ - nekste] Agagion], FALOR Py LY

X

il
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& Bitner(2000), ©]#3(2007) ol AF&aton ol& &
54 - mestglon,

H 2 Al="(6E R, 5, 371ad

(2009) &o] AR&3}SI
Reow, AR AMHA HEGER), MHs FFGER), 5, 2708

6o 745

AE o] 1A

= T =

FUT), WMHEER), e R ARAHYE 6L D) T,

0

ekt
A HE+E Lytle et al.(1998), Meuter, Ostrom, Roundtree
Aol HA ol gbA

TAA ez ME2GHAGER), AR HH AR, A

’

O

A== Williams(1992)¢] 7fdato] o] g 41(2002), # A7+
o, o2 B Ao BA A £ - w9l A3

[
o

’ ’

] =

Zeithaml1(1988), Keller(1993), Aaker(1996)7} A}-&3k

SAETE A0 4, Hteta wjl5(2016)5 0] A& e, ©]
€ 2 A7 540 stA +4 - Bgste] Algstlon, & 5Edew 7%

By
o,
=
o
~
o
jz
e
o
5

QATEA G 5 7
AR5, AEAR
FAA AFALY), A DB AR,
A ¢y 18
W2 (A7), Fel 2 A ABEEY)
An] 2] E 4] (558, Al =5 1 (4% ),
AH) 2 A5 15
A H| 2 A 2~ 8] (63 F)
ERREE A 2 B (35 ), A 28 (35 ) 6
A o] 1] A o] 14 (55 %) 5
A 51
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Ay A
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(Exploratory Factor Analysis)S

S|
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3>, <

Ay A
3t

9%

<

&

S
&y

el

[e)

In

FA 52X (Principle Component Analysis)

RS

Fo] 2] ¥ 2~ (Varimax)

°©

171 9

°©

3} 02 it

3

—
o

054
292
312
220

L, AH] 2= A

-.066
-153
~.094
-123

(e
A

i\
76.008= 76% <]

252
208
282
309

-

s H
-

1132}
837
7198
790
27

A

=2

1= A5S 93] Cronbach’s a A

Jo] 69.686°. %2 70%°]

2 T7.998% 78%, A FE L 8203605 82%, WA
=

]

A
pie

&,

|2

AT E

Tl

1 o

E 5 ALH 4F499 B4 8A8Y 2 AFE
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14. A 9] oH X & FFAZ 5 = dol| o s, 667 197 -.041 365
13. Al 9] Wsle] HAAHARA] Grs =83 H71 167 -.150 508
2. FAAE AR FATT AFESHA] et 186 80 -.073 101
opa] 3. A Aneh o Bol FH& AshA e 268 718 -051 251
P 4. Ag 9 38, A4, x5 & A7t} 301 694 -.054 246
1. A bk A glo] Agalx Azt &gk 369 630 -.047 227
7 AF S YRS IUFD Avks e AFWTh -098 -179 866 038
AL A} 6. 454 g2 TAE &) & A= vEY -109 100 .808 -.025
A 5. Al Y "o AFASH EAlol da] &3S Eo] 3t} =141 060 785 -.036
8 3o A WrRY AU 2H4S £ 023 -262 774 -.199
10. T At HEE AR &=t 250 190 -.041  .760
i 11 U2 Qs A7 AR dEE w2 i 254 221 -124 748
12. ¥ FQo3 PFS FHslr] A oA G 393 305 -.093 597
Eigen value 3918 2849 2734 2.346
Variance(%) 23.048 16.756 16.083 13.799
Cumulative Variance(%6) 23.048 39.804 55.886 69.686
Cronbach’s a 912 844 836 775
X 6. AH2XFAY A4 28N 4 A=
29 23 Che
O,
B - 1 2 3
11. TANA T8 S F7HA717] 98 'S FA g .850 194 .205
Al
14. SAAE A Ystr] 918 Hnel 7S o] &gt 770 414 185
<
o 13 3AZe ANAE dd A9 VEs AR 769 .353 .369
10. 3lde] B Asty] 98 AAS FA 3t} 700 449 .358
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15. 3|91 e] ERAS & 5 e 7Ise] Sdth 687 328 405

12. A¥j 2= AFS Y8 HAle 7|&S& AHEsit) 607 .362 438

1. EFoly s Aujxe] Fao Aol vs] Zx3so) 267 817 232

2] 2. EdlelUv= Y9 o meols 913 =gt} 332 718 334

H 5 Efolys AuAE Y8 =H3 .385 700 .309
]

B4 Edolus TAAe SEGLL e wela. 50 67 a2

3. Efoys AEFHoR MuA2FAS 4% 244 675 484

. ;Eﬂl‘ﬂﬂ% 3Ye) BEHS Fol7] Y8 A4S v 319 316 206

o6 oyt 398 94 ANS g 460 439 606

Eigen value 4.265 3.653 2.222

Variance(%) 32.805 28.099 17.094

Cumulative Variance(%6) 32.805 60904  77.998

Cronbach’s a 939 2909 .880

7 ZANGH $AH aARA 2 AHE

AR
229l 23
1 2
3
L 393 353 w §r9 £49e @43 s, 848 358
H]
2 9 7170 Ye =9k 897}tk 831 386
Ell
L~ 3 3o BEE o|FEE wolE 8§97} Atk 687 540
3
5 sgontE g B PES Hrpm Yza) 309 883
H]
2 6 39o] oHilEm $EE F YuE A wH o) 517 746
B
L 4SSl AT ARe W s Sle @ 520 709
[e)
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Eigen value 2514 2.408

Variance(%) 41.905 40.131
Cumulative Variance(%) 41.905 82.036
Cronbach’s a 884 887

E8 olnAe g4 2ARY % AYE

EE
Q9 T
1
3. AHE Yo 595 Y § o AFAE =71 916
: 5. AlE1] olm A= o do|u} A Fol} ghA ol Fr} .366
o]
ul 2 AEE g2 3ol £ PrE W Sk 862
A
4. AEE T3] A0 =48 A3sHA g 359
1. Al Adbd oz a3~ =AZ 855
Eigen value 3.800
Variance(%) 76.008
Cumulative Variance(%5) 76.008
Cronbach’s a 921
4. A5 A g
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>
>
fu)
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lo,
ro
-
ol
)
o
2
Jm
oX,
rlo
rE
ki
Mo
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(@)
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(@)
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<
>
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@
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11t
>,
ol
ol
S

B, 2P AR BEEE 43 ANA Auad gy F odees
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[ex]
s

oz 2N ATEA

71 918 T-teste} dLWHFE2A(One-Way AN
7re] #AEA G kA Pearson’s FETAE
A,
3] 7 %4 (Multiple Regression Analysis: MRA)

==
3
o FAA FolFeS a=.05 FEodA A s

o, ARAY, JAZFEH P, D=2
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V. a5 23

—_

HEUAAE o gxe ATEAFAER wa A2H o

Soag, AN AAGH, DAXNGA, AE ¥ A9 3ol

One-Way ANOVA AA & A3} <F 11>, <F 12>, <F 13>, <% 14>,
<E 15>9F 2t}

1) 44

¥ 9. Add g Aol i

Hel 29 A N M SD t(p)
g 185 40054 77141
OFAl A T = -1.301
} gz 106 41179 58677 (.194)
A
o g 185 2.0257 79380 )
A dz 106 2.1604 79146 :
o3}
h=}
5 g 185 40473 68870 Lau
uj ‘
* A2k 106 4.1500 52176 (.180)
Bl
gA 185 40721 71743 -
e e (489)
o z} 106 4.0157 57114 :
A g 185 41330 66287 .
-
H] Az 106 4139 54031 :

Collection @ chosun



Rl

185

41514

76440

) Az 106 42123 57817 '

Sk

@ Jd2k 185 4.0739 76885 A0

Il ESA P ~
oz 106 41132 66728 (.660)

A JA 185 4.2505 81892 _

2 o z} 106 4.3774 53269 :

- 1}

o Al d2 185 42721 76445 716

A oz 106 4.3270 53843 (.A475)
J2k 185 42065 73066

o] W] %] 688
oz 106 41472 66493 (.492)
p>.05

<E O JEUYRAE o]gxe] Awo] wE xubzd ARG AH| A

H

2
K
N,

A A,

W, BE 2916 fo0% Fol7t 9l Ao ey

AEolu]x]e] HFat zpo]lM S AAIG Aifolrt. o]& HA¥E

3 2 AEAE N M SD (p)
7E 79 49532 55685 .
FAA s 3.073
) & 212 39693 74630 (.002)
At
7E 79 19367 50977 .
49 ang s e
2o & 212 21262 85102 (.035)
Bl
7E 79 41329 44798 -
= ] (343)
nl & 212 40672 69094
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9 3.9852 .50861

Z]"?—E]._'Zq Gg% 71206
) & 212 40763 71715 (:229)
& 79 41139 55625 30
SR Bt Y, ('719)
) & 212 41434 64331 :
A1) k= 79 42025 65545 420
=4 A= (668)
A Ll 212 4.1627 71960 ‘
7 E 79 40485 72312
8] 22 A 2~ E) (75623)
& 212 41030 73719 o7
& 79 43502 53615 -
170 AH] 2B . (.446)
ﬁ ) & 212 42767 78957 :
=] &
7= . .
e S ] 79 43080 53315 o7
| & 212 42862 74137 (.782)
. 7% 79 40684 73002 J—
) & 212 42283 69443 (.036)
p<.05 “p<.0l
CE 1058 JEUSAE ol gxe] Afele] wE 4w via, Ay
A& A gAY Al ol n x| o] Ht o] EA S AAGE Aot} ol E
AR, Apad Reae] okAld  #E(t=3.037, p<.001), AAE  #E
(t=-2.122, p<.05) oA Fel3 Aol7F & Ao=Z YEryhal, FAA &gl A
= 7]1&9 o] &7t ¥ =A UElga, AALE slFolA = v|E e o] &7t O
A ue
3) A%
< 11> JEYUZAY o]gate] dde] wE A g8 AH] 2
A, AR AEolu| X o] Ht xpoliRA S AAIgH Aifo|t), o] 5 Ay
_ 28 _
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We, RE QSN ol Aolsk Gl Ao ek
¥ 11 Aol HE Ao A
# el g9l A9 N M SD DU%B)AN
200 166 39744 7729
301 57 41063 59565
G T 4099 98 40M6 65282 (1 fg))
50W o4 40 42625 59093
S| 291 A0464 71075
200 166 21536 89471
301 57 18904 61604
AR HE 40%) %8 21250 7625 (1 ffﬁ
;;_t s0W o4 40 19750 518%
R 37 201 20747 79424
S
oy 200 166 40527 71987
jg 301 57 4238 52274
i 4099 98 38929 54190 (2 '02;7%
50W o4 40 41375 41967
S| 291 40851 63404
200 166 40853 72584
301 57 41257 5414
Ak % 4099 98 3926 73062 (1 ffg
50d o4 40 38917 49290
3 291 40615 66740
200 166 41506 67848
ﬁ] 301 57 A1614 47274
f] A H] 226 A 400 %8 41T 5835 (:g%
fﬁ 50U o4 40 40000 57646
3 291 41354 62008
_og -
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20tH 166 4.2048 74787
30tH 57 4.1930 54079
A H) 2~ A 40ty 28 4.0357 64447 083
- ' ' (627)
50t o]t 40 4.1125 75309
HAl 291 4.1735 70187
20tH 166 4.1486 76123
30tH 57 4.0468 58397
973
I~ < E
AU 224 22 E) 40tH 28 3.9762 81108 (106)
50t o]t 40 3.9750 74397
HAl 291 4.0882 73256
20tH 166 4.3273 81524
30tH 57 4.3041 53185
1.000
<
A 2~ H = 40t 28 4.0714 72212 (393)
50t o]t 40 4.3167 57957
al
7 HAl 291 4.2967 72937
A
g 20tH 166 4.3353 74264
%
30tH 57 4.2807 58006
_ 753
S >
W) 228 40H 28 4.1429 75047 (521)
50t o]t 40 4.2333 55573
A 291 4.2921 69026
20tH 166 4.2639 71148
30tH 57 4.1614 59454
2.104
ol m] = 40tH 28 4.0286 78262 (100)
50t o]t 40 4.0000 74970
HAl 291 4.1849 70635
p<05
— 30 —
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4) A%

¥ 12. AF =] w2 o] B4

Wel ae 4537 N M SO Ll
1% o]g 72 41736 60752
Aed =4 55 4.3136 65831 7696
FAAYE  Hta =9 129 39632 59053 (.000)
st At o) 35 3.6714 10276 b>c>d
A 291 4.0464 71075
1E o]3} 72 2.1111 61221
AR =9 55 1.8318 64019
A4 AAARE gew =9 129 21085 77998 (2'51(%7)
‘ia: gt Aet o4k 35 22571 1.23444 '
N 37 291 20747 79424
;r % o]&} 72 4.0972 46070
2 AR =9 55 41273 69534
3 ) 2] Wetw =9 129 41124 58544 1.245
) ) (294)
et As o] 35 3.8929 93990
37 291 40851 63404
1% o]g 72 40648 62333
AR =9 55 42152 58766
AuAgE  wetm 9 129 40310 58954 2.324
) ) (.075)
skl Ajsk o] 35 3.8429 1.02017
&7 291 40515 66740
1= o] 72 41944 51673
AR =9 55 41382 61086
Aulzg g e 9 129 41163 56552 (2328)
A ekl ASH o] 35 4.0800 95573
‘ﬂ S 291 41354 62008
) 1% o3 72 42569 50868
f{ ARY £ 55 42273 77917
T quama WL EQD 129 4158 62729 1.439
sk Ak o] 35 3.9714 1.07404 (:232)
&7 291 41735 70187
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1E o]t 72 41157 61897

AR =9 55 41576 71104
MuzAzE st 9 120 40082 66556 6?;5
Wekl At o4 35 38857 112006
@ 291 40882 7356
2% ole 72 A319% 4555
At =4 55 4.3273 76844 9.938"
AulzEE detm 29 129 43282 62080 (034)
3 el A& o4 35 39619  1.25706 a,bc>d
ﬁ 37 291 42967 79937
a 1E o3 72 43611 51503
3 AE =9 55 4.4000 64278
Au~gE  osm 29 129 4817 66072 (2(5?56;)
Wekl At o4 35 40190  1.05081
| 291 4.2921 69026
2% ole 72 41389 60013
AR =9 55 4264 78362
SRR el =9 129 41628 63922 (:‘%g)
ekl A ol 35 4.2171 98742
@ 291 41849 70685

"p<.05 " p<.001

a 5w Y olet b AW = o Wi ¢ d At s o)

A= ALR yEta, At £9, ekl £¢, ekl A o] o =
Al e T

5o s AP AHH| 28 = (F=2938, p<05)olA frelgt ztol7b Ql+=
o Lr

e, argsta &9 os, A ¢, et £40] naHow
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5 <%7]%t
¥ 13. &7 E Zol 4
¥el 29l SRSk N M S
1d 66 39091 96440
1d o] -3 mwk 111 4.0608 61072
gy O9 CVEOEEY 58 4001 6216 1958
6 o] A9 Wwk 26 40000 52440 (.287)
9 o4 30 42323 62606
) 201 40464 71075
1wl 66 22576 86710
1d o] -3¢ wwk 111 2.0338 75715
Ny 34 o]4-6W Wl¥k 58 20600 84785 L343
6 o]4-99 wlwk 26 19808 69973 (:254)
2} 9 o4 30 19167 70507
< 37) 201 20747 79424
é 1wl 66 40682 79969
; 1 ol-3d mwk 111 41509 57235
3 e 349 o]4-6W Wlwk 58 39353 63791 1353
69 o]4-9d muk 26 42019 47968 (:250)
9 o4 30 40667 52083
37) 291 40851 63404
1wl 66 40404 90207
1d o] A-3d wwk 111 41592 56425
I 39 o]4-6W Wl¥k 58 39368 62737 1518
6d o]44-99 Wlwk 26 38974 55793 (197)
9 o4 30 40333 53677
37) 291 40515 66740
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1d e 66 42485 80312
1d o] -3¢ wwk 111 41351 57345
A el 4 39 o6 mwk 58 40828 58644 056
6 old-9d ww 26 41077 42040 452
9 o] 4 30 40133 52242
7 201 41354 62008
1d e 66 41515 91974
fj] 1d o] 4-39d Wk 111 42275 63653
f] Al 4 3 o6 mwk 58 41293 60560 ('égé)
& 6 o]d-9d Wwk 26 41442 56202 '
3 9 o] 4 30 41333 69398
A 291 41735 70187
1d e 66 40707 92638
1d o] -3¢ wwk 111 41426 64348
Al el e 3 o6 mwk 58 4.0020 67767 499
6 o409 ww 26 40705 58342 (.737)
9 o] 4 30 39333 79943
7 201 40882 73256
1d e 66 42626 99488
1 o)-3d wwk 111 43423 66585
R 3d o6 mvk 58 42529 62223 319
6 o]4-99 Wwk 26 42179 59585 (.865)
o 9 o] 4 30 43556 57358
7 7 201 42067 72937
1 1d e 66 43535 90936
4 19 o]A-39 muk 111 42883 61379
) 39 old-6d Wk 58 42874 64117 210
AR 2~ 8
6d ol4-99 wlwk 26 42179 55731 (.915)
9 o] 4 30 42444 62473
7 201 42021 69026
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19 ok 66 4.2909 79706
1d o]d-3d mwk 111 4.1982 67662

ool 349 ola-6d w58 41103 69401 94
u
6 ol A-9u Wk 26 42077 65344 (.450)
9yl o] 4 30 40267 67207

A 291 4.1849 710685

} F(p)
o] Qo) Q3
) ) 183 g N M SD DUNCAN
43+ 175 4.1300 62792
A ok A 72 4.0104 62860 4,680
o} A A &) %= (.010)
SEEY (ol2HtolE) 44 3.7727 1.02557 aSh>c
37 291 4.0464 71075
~F 43+ 175 2.0814 82838
ur
2 A k4] 72 2.0139 65661 402
o AAAHE :
5 SEELY (o} 2 o] E) 44 2.1477 86823 (.670)
=
E &t 291 20747 79424
)
At A 175 4.1471 60124
A k4] 72 4.0069 54542
- 2.180
SEEY(o}2HtolE) 44 3.9659 84666 (.115)
37 291 4.0851 63404
— 35 —
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At 175 41114 61754
- 7 ok 7] 72 39977 52369 5 066
stEElel (o} ZHlo]E) 44 39015 98261 (.129)
37 291 40615 66740
254 175 41783 57793
3] 2 2] o] 7 ok 7] 72 40639 49542 L0632
A sbEEr (b2 ulolE) 44 40818 90407 (.347)
37 291 41354 62008
A 252 175 42314 63992
i R 7 ok 7] 72 40972 58224 L509
al steetl(obzutols) 44 40682 103l (220
o 37 291 4173 70187
A5 175 41543 69756
A1) 22 A] 2 A ok 72 40093 59001 1874
o SEERO) (bl E) 44 39545 101434 19D
37 291 408%2 73256
A5 175 43352 63376
S 7 ok 7] 72 42917 66417 1119
o el (olZutelE) 44 41515 100840 52D
A 3 291 42967 72937
1 252 175 43238 64468
£ s 7 ok 7] 72 42176 57914 603
T SEBQelEutelE) 44 42879 98198 (:548)
A 291 4.2921 69026
A5 175 42423 67350
S 7 ok 7] 72 40583 67422 L760
SbEEl (b2 ulolE) 44 41636 86188 (174)
37 291 41849 70685
“p<.01
o ATH b A o ek (ol 2njolE)
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