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ABSTRACT

Effects of Service Quality and Service Justice on
Customer Loyalty in Fitness Centers

Ju, Myung-il
Advisor : Prof. chae hun Song Ph D.
Major in Physical Education

Graduate School of Education. Chosun University

The study is significant in examining service quality required by
customers which can enhance customer loyalty and correct justice
process of service between the management and customers in
fitness centers and providing empirical materials which can gain
management efficiency and competition superiority of fitness centers
which are placed on competitive environment through acquisition
and utilization of a variety of materials.

The subjects of this study were fitness club customers residing
in G metropolitan city in 2009. The questionnaire survey was
conducted with a total of 500 customers, 50 to two fitness centers
from each of five districts by self-administered personal interview
using a convenience sampling method. 464 effective samples were
analyzed using SPSS 12.0 and finally the following conclusion was

drawn.

_Vi_



First, the difference in perceived service quality among fitness
center customers was analyzed according to demographic
characteristics. There was a statistically significant difference in
responsiveness, assurance, and empathy for age, in empathy for
education, 1In responsiveness for monthly mean income; 1in
responsiveness, assurance, and empathy for professional group in
occupation; and in tangibility, responsiveness, and empathy for
experience. The highest perception groups were found as the 20-29
yvears group for age, the university graduates for education; the < 2
million Korean won group for monthly mean income; and the 6
months ~ 1 year user group for experience.

Second, the difference in perceived service justice was analyzed
according to demographic characteristics. There was a statistically
significant difference in distributive justice for age, in distributive
justice, interactional justice, and procedural justice for the
professional group in occupation; and in distributive justice,
interactional justice, and procedural justice for experience. The
highest perception groups were found as the 20-29 group for age;
the professional group for occupation; and the 6 months ~ 1 year
user group for experience.

Third, in the correlation analysis between service quality and

customer loyalty and between service justice and customer loyalty

- Vi -



in fitness centers, a positive correlation was found in all factors.

Fourth, as a result of analyzing the effects of service quality on
customer loyalty in fitness centers, as reliability, responsiveness,
assurance, and empathy became higher, behavior loyalty was
increased; as tangibility, assurance, and empathy became higher,
attitude loyalty was increased; and as tangibility and assurance
became higher, perception loyalty was increased.

Finally, as a result of analyzing the effects of service justice on
customer loyalty in fitness centers, as distributive justice,
interactional justice, and procedural justice became higher, behavior
loyalty was increased, as distributive justice and interactional
justice became higher, attitude loyalty was increased; and as
distributive justice, interactional justice, and procedural justice

became higher, perception loyalty was increased.
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(3) A 39

q5A el FAHL AFolt Auzd g ol qE5E Fole] fEEE A
St AS wEkt olydt dyFH oo HAHLS  ufH] & F Z=(proportion  of
purchase measures), T4 4 # = (sequence of purchase measures), T &E H:E

(probability of purchase measures), %% % X (synthesis measures) &S = THA] A

w3t

AA, Fujrle HAEs UA ofg 7Y HER AESE = A Aae d
< 9% Cunningham(1956)2 A5 Fuls & @ Ax7F AA Fuibl & =
2 Hl&o] 50%7F |AS W e =rF doka ekdh E=E A ujE = 2709 AR
o Aydsts A FuiHl &S o]F AR NSRS ), AT FulE = 3719 e A
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=
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IL d73% 2 A3

1. a4

AR Aolth, ZAMPALS A FEFE (convenience sampling method)E  ©] 83}
of, 5719 7+ =z 7tz 27 dAxEH, 5054 F 500 S tido R iR AL
(Personal Interview)?! #7158 74711 ¥oll o8] HA&-8H= AAISHS

R e AA AREE Ase 3gE AR A EAAASA SEdta &
GE A AR S-S A5 SrebE 3
gotglon, Ao o] &H AL ALAS] JITEAISHY B wE Izl

e <E 5>9F 2t

J|m

F 4. TR AFEAH 54

T L 4 E (%)

A =t 271.0 58.4

07 193.0 41.6

19M[0] 5} 29.0 6.3

o1 21 20-29 169.0 36.4

e 30-39 127.0 27.4

400] At 139.0 30.0

kS 83.0 17.9

PR, of & (214 = &) 269.0 58.0

= o shelo| &t 29.0 6.3

7|EH2ED|2h) 83.0 17.9
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Jeazx 41.0 8.8
NEETEE 69.0 14.9
Hof Afu| 25 42.0 9.1
419) x2s 44.0 55
At A 58.0 12.5
E=] 60.0 12.9
71Ef 150.0 32.3
200Tkelo|af 99.0 21.3
B 200-3000F0|OF 176.0 37.9
2 \éfﬂ—/\o]
A 300-4000F0[OF 101.0 21.8
4000[ At 88.0 19.0
HUENE! 146.0 31.5
o]%_%]gjl 67HQ—EJ_1L:'O|6|' 990 213
1H-2 Aot 93.0 20.0
o 0] Ak 126.0 27.2
PENEL 70.0 151
i 33 128.0 27.6
0]l 8. 3] 2=
el 43| 126.0 27.2
53]0] AF 140.0 30.2
SHA| 464 100
2. ZALET
Zeel qulaEAT qusgggel aAd R WAL Jdge TP 9

stof & Aol ARRE =t A Aotk AL A= ] xI9H(2008), # & eH2007), F
H(2002)9] AxFH B JATSATHSEA £, olx1(2008), H7&3H2000), o A73
(20008 Mu|=Fd 23, A1E4(2009), ©l=2(2008), A15H(2006), AFiF, X

(2006)8] Muj=eAd £, 22la BE(2007), ASHE(200609] LA e E =

|
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1) 83

A= ol

=

Varimax

i)

<
o

of

Measure

9] (Kaiser-Meyer—Olkin

sAHeR

2838.769, p<.000)& A

921, Bartlett Test of Sphericity =

Sampling Adequacy

3 o},

%
Kaiser-Meyer-Olkin Measure of Sampling Adequacy(KMO)+

Ash, eyt 440 BAH AsE Ay o

Jelth. KMO®] # 9

B

Kaiser-Meyer-Olkin Measure of

210l 4] =

Lo

[e3]
2R

o~
T

B
T
)

™
fite)

ToR
o

gl
o

W
AO
o
B

R

M

el
7o
&

o
)
25

ol

2= =

Sampling Adequacy

E< el E Bartlett Test of

)
L

O

= 2838.769= &

Sphericity

3|
A

Buton, folaEd p<000o 2 &
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1.000 2.000 3.000 4.000 5.000
S 779 .096 .239 .180 199
SZA5 677 152 196 .319 .168
SZA3 .562 .236 243 .248 .200
AME|M2 101 .763 .223 170 .188
A 2| A .288 .548 .310 139 .319
TN .300 .282 .701 173 .205
FEAM2 317 .309 610 .256 .200
S A2 .342 146 227 .644 .302
S A3 371 .248 .189 .606 242
ShAAA .307 .282 227 311 617
ShAIM2 .237 .332 222 .300 .587
M 2.070 1.417 1.353 1.308 1.202
=0 18.819 12.885 12.302 11.893 10.930
=5 18.819 31.703 44.005 55.899 66.828

Kaiser—-Meyer—Olkin Measure of Sampling Adequacy = .921
Bartlett Test of Sphericity = 2838.769, Significance = .000

wge] W@ QRS FAF A, vy AN BAYoR Feo
(Kaiser-Meyer-Olkin Measure of Sampling Adequacy = .927, Bartlett Test of
Sphericity = 2821.951, p<.000)3+ A° 2 AZ=HATh
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1.000 2.000 3.000
=Hf3 711 242 .268
=tf4 .705 .306 219
=Hli5 670 .342 195
=Hff2 .630 .363 .269
258 .392 .704 217
256 277 .696 377
A7 .370 .624 .318
255 420 .590 .301
A X4 .295 .318 .798
HXI5 312 413 .540
M 2.577 2.390 1.539
= o 25.766 23.900 15.392
+5 25.766 49.666 65.058

Kaiser—-Meyer—Olkin Measure of Sampling Adequacy = .927
Bartlett Test of Sphericity = 2821.951, Significance = .000

2o g 8EAEs I3 A, gdAdH HAAHNA FAALE F°
(Kaiser-Meyer-Olkin Measure of Sampling Adequacy = .903, Bartlett Test of
Sphericity = 1860.147, p<.000)3+ Ao 2 HF = At}
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1.000 2.000 3.000
o &2 .793 .283 293
ols3 H=X™ 741 .392 223
o 1 610 319 364
OH§9 ol x| = .361 698 .333
ols8 - 324 631 284
Ol =6 el & x 286 319 599
O 55 ! .362 .505 .506
A 1.998 1.578 1.075
2 A 28.536 22.549 15.360
£A 28.536 51.085 66.445

Kaiser—-Meyer—Olkin Measure of Sampling Adequacy = .903

Bartlett Test of Sphericity = 1860.147, Significance = .000
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FA A aggel nAdazd v

s

= B ad 4
e B4 dyes <& 1003 2o 53 Anj2FH(cronbach’s a = .887)
o] 3F9elel & A(cronbach’s a =.673), A1# A (cronbach’s a =.725), W34
(cronbach’s a =.767), &4 (cronbach’'s a =.757), &% X (cronbach’s a =.710)2
2 Yepgtorn MH]2FAH Al (cronbach’s a = .829)¢] 3slgjwclel  EujFAA
(cronbach’s a = .621), %284 (cronbach’s a = .770), A& A (cronbach’s a
= 675), F<£wWelel mAofFTE(cronbach’s a =.864)¢ &Yl 3 E A
cronbach’s a =.736), Bl%=4 (cronbach’s a =.741), 21A & (cronbach’s a =.751) }}
0 &2 cronbach’'s a AlF7F 600]7dol™ & Wk A0 AAXER E AT

M= WA daAAgel = Ao HTHAT

o0 =X =
R0l at= Cronbach's a
=4 al, a2 673
AHIA AMElA a6, a7 725
o ey alt, al2 767 .887
== sy al4, alb 757
=24 a20, a21, a2?2 .710
MHIA Zi=d84d b2, b3, b4, b5 .621
— éi_i&%éﬂ b15, b16, b17, b18 770 829
See ESpNEERSEN] b9, b10 .675
el dSH c2, cl, c3 .736
~ BN ch, cb 741 .864
W=t oI X| c8, c9 751
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AR ot 2tols YErWl e, 53] 20-2941¢] o] el she] 2l
Al RES-Ad 3.830, EH4lA 3.988, A 3732 =A 914

4 S (scheffe)s A A3 w83 20-2041 Feka} 30-394, 404 o]%ke]
ol F=2Rl Aol = Ao vtk 442 20-294 ekt 194108}, 30-394),
404 oldel Fek ol F=2ixl Zolrt Q= Ao vl e S 20-294 et
ool Fek el T Ael7t = Aom yEsk

¥ 11. 5o w2 Muj=Ed 2o

N 47 HEEIL F o} post-hoc
19K1015H(1) 29 3.690 749
20-29(2) 169 3.959 .680
NER! . .
. 30-39(3) 127 3.780 .654 2.552 055
4001 44(4) 139 3.813 .695
9MI0I5H1) 29 3.845 745
- 20-29(2) 169 3.808 .636
o3 M
mee 30-39(3) 127 3.685 .666 1.975 A7
4001 44(4) 139 3.647 674
19K41015H(1) 29 3.598 773
20-29(2) 169 3.830 .600
H2 A —
=e< 30-39(3) 127 3.475 769 7.012 000 2-3.4
4001 44(4) 139 3.577 715
19K1015H(1) 29 3.534 767
_ 20-29(2) 169 3.988 .650
= NPS| -
I 30-39(3) 127 3.677 .765 7.331 000 2-1.3.4
4001 44(4) 139 3.716 692
19K41015H(1) 29 3.448 827
20-29(2) 169 3.732 .631
DOFA —
== 30-39(3) 127 3.412 .802 5.689 001 2-3.4
4001 44(4) 139 3.487 719
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o P vehon], e
gol Ueksith, A0z P<s FEAA fold

=

| AF3 7 = (scheffe) S

o

of o
o ghl =2l Apol 7t

J

g
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e

ek 3

=

=

Aol

o2 v,

al

K
i)

%

el

b

.6U

A %

AW 2EA Aol

of up&

SF&
= =

12.

e

post—hoc

p

Kh =
H B

420
.354
.108
180
.037

0.943
1.087
2.036

1.636
2.844"

.700
673
.639
725
674
667
.649
.653
714
715
715
.666
.695
.698
.932
.709
J41
746
724
.644

3.735
3.877
3.862
3.867
3.620
3.740
3.724
3.801
3.482
3.665
3.793
3.679
3.663
3.851
3.741
3.753
3.353
3.616
3.609
3.530
— 47 —

83
29
83
83
29
83
83
29
83
83
29
83
83
29
83

JIEHZE012H(4)
JIEHZIE012H(4)
JIEHZIE012H(4)
JIEHZE012H(4)
JIEHZIE012H(4)




3 MujaE Aol g sk T WA FE=3648"014 BAHOR o3 xjol5 e}
ko 200nkdu|Rk Feko] 3835 o0& P = Hyrghks yehlon 2009k v v>300-400
THRE>4000]/4>200-3005H ¢ ik mo2 Hyrglo]l YERgTh BAF SR PLB oA
T3 zol2 vhehdl dHgAlol thell A7 S (scheffe)S A A3 A3 2000k m gk H et

o 200-300%F L v REe] Hek Fhol] F=2ixl Apol7t Sl AS® UERET:

£ 13, 29T AR50 G AN AED Aol
o=
=R _
N g Hal F o] post-hoc
2000H210[BK(1) 9 3924 686
200-3002H0ICH2) 176  8.787 708
Al2| A
L€ —5o0a00m0ioi@) 101 s8e6 64 08 403
40001 4H(4) 88 3847 649
2000+210[0K(1) 99 3753 640
; 200-3002H0ICH2) 176  3.648 6687
Sye
7ES T a00-4002010K3) 101 3802 .60 489 217
40001 4H(4) 88 3778 647
2000+210[0K(1) 9 3835 676
200-3000H018H2) 175 3549 687 .
H=2 M —
HSE Ta00-002r0i2H3) 101 3657 681 o0 013 -2
40001 44(4) 88 3508 785
2000H210[0K(1) 9 3949 653
) 200-3000H018K2) 175 3.734 721
StAIA
=HE Ta0-ac0mniena) 101 sze2 770 2977 102
40001 4H(4) 88 3767 703
2000H210[BK(1) 9 3670 650
200-3002HDICH2) 176 3481 736
DIFA
=88 T g00-a000i0ioK3) 101 8574 714 494 226
40001 44(4) 88 3542 815
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E 14, 4300 ohe A 2EL 2ol
N -y HZ=HXt F 0 post—hoc
Jls223(1) 41 3.829 495
AR EE(2) 69 3.790 .693
IO A HI A R(3) 42  3.762 .637
gy 2 (4) 44 4034 543 1.798 .098
A (5) 58 3.724 .643
F=2(6) 60 3.742 .846
JIEHT) 150 3.943 .708
Jlsz222(1) 41 3.598 .561
AR E(2) 69 3.717 .656
IHOH A HI A Z(3) 42  3.762 .587
=E4H 2 (4) 44 3.898 .695 1.612 142
A (5) 58  3.690 .668
F=2(6) 60  3.567 .733
JIEHT) 150 83.790 .669
Jlsz22 (1) 41 3.504 642
AR E(2) 69 3.623 .588
IHOH A HI A R(3) 42  3.770 .760
SLESIN 2 (4) 44 3.902 .680 3.152""  .005 4-6
A (5) 58  3.540 .784
F=2(6) 60  3.401 .787
JIEHT) 150 83.713 677
Jlsz222(1) 41 3.768 .643
AR E(2) 69 3.772 770
IHOH A HI A 2(3) 42  3.833 .559
S S22 (4) 44 4,023 .656 3.348™  .003
A (5) 58 3.629 .792
F=2(6) 60 3.525 727
JIEHT) 150 3.900 .700
Jls22 (1) 41 3.423 723
AR EE(2) 69 3.696 727
IHOH A HI A Z(3) 42  3.659 .656
44 S22 (4) 44  3.788 .651 2.621" 017
A (5) 58 3.506 .852
F=2(6) 60 3.328 775
JIEHT) 150 3.533 .683
—_ 50 —_




A2 ol gae] Au~ELe] UF AAE ol8AHYW A4 e AoF ®
A} *M %4 34 (F=3.483"), WA (F=3.321"), &
Ao ol Aolg tegor], $a34e 67141405

o

1 -2 ] 9k>67) 2 o] 3 >2

rody dx
O ox o
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. 1 O
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=

e
Qe
r v

o

V

o R ¢ow Fytgho] yehuth wEAd TR 67 -1 d ol st Hde] 4
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