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ABSTRACT

A Study on the Effects of Service Quality on
Satisfaction and Royalty of Club Members is a

Tennis Court

Park jin wook
Advisor : Prof. Kim Min-chul
Major in Physical Education

Graduate School of Education, Chosun University

The purpose of this study is to examine the service quality of a
tennis court which is one of public sport facilities and analyze a
difference in service quality and customer behavior according to
demographic characteristics and the relationship between service
quality and customer behavior of club members in a tennis
court. This study developed a structured questionnaire. The
questionnaire survey was conducted in three cities including
Gwangju Metropolitan City for four weeks from March 1 to March

31, 2021. A convenience sampling method and a self
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administration method were applied for the survey and 250
questionnaires were used for statistical analysis. SPSS Ver. 22.0
and AMOS 22.0 were used for data processing to analyze study
results. Using independent t-test analysis, one-way ANOVA, and
structural equation model(SEM), the following conclusions were
drawn.

First, for a between-group difference in service quality in
relation to age, there was a statistically significant between-group
difference in tangibility(p<.001), reliability(p<.001),
responsiveness(p<.001), assurance(p<.01), and empathy(p<.001).
Satisfaction(p<.001) and royalty(p<.001) had also a statistically
significant between-group difference. Moreover, for the service
quality in relation to education, there was a statistically
significant = between-group  difference in  tangibility(p<.01),
reliability(p<.01), responsiveness(p<.01), assurance(p<.001), and
empathy(p<.001). Satisfaction(p<.01) and royalty(p<.01) in relation
to education had also a statistically significant between-group
difference. Second, tangibility( p<.001), reliability(p<.001),
responsiveness(p<.001), and empathy(p<.001) of the service quality
of a tennis court had an effect on  satisfaction.
Responsiveness(p<.05) and assurance(p<.001) of service quality
had an effect on royalty. The satisfaction(p<.001) of a tennis
court had an effect on royalty.

In conclusion, this study suggests that the establishment of

- viii -
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high service quality may satisfy consumer’s desire in the tennis
court and service quality may ensure satisfaction and royalty. In
particular, club members’ high satisfaction and royalty is an
important strategy to improve management environment and
maintain customers in the tennis court. Moreover, this study
indicates that offering high level service quality to club members

can be a differentiation strategy from other tennis courts.
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2 A9 AtgA 2] SPSS Ver. 22.01F AMOS 22.0 EAI7]A] =2 7385 o]
gatglon], xte $Ao] 2o met FAbxlelsich. TARoR B dpol A
A 7182 AASEEAE st Rl=fA(frequency analysis), ZAME 2] HARA
QQl&A(exploratory factor analysis), B&#+39] A=A (Cronbach’s a), A

A QolE X (confirmatory factor analysis), 2921 7t ¢l
A YA 9] AR A (correlation analysis), Q125449 A It &po]
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4. B2 HYE P AHE 33
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A=0] AN r H8o] 7hgst £EA AFeF Holl EAlE 24517 ¥
8 EtAA QolB Mol 2B B AM(principle component analysis)®] Xw3]A #F
A(Varimax)}S 0|85l 7, SHATY DA 100140l RolTt x55tE2 o}
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5424 .466 .850 939
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2 YERGT. o2t RMR2F RMSEAE 7]EA]
NFI, TLI, CFI= 7]Z&Xx]2l 900]ArS Atslsty Q= o & uepdct F3t 7 dAl
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X242 963 1.039 037 28.052""
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oA 1929 1.081 .057 19.075"
972 .897
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2 AN o] mE AuAELY AolRHAME <E 149 Poh LHAY
A

HUAg AuAEA0 SaHM=3.79), 4174 (M=3.83)
(M=4.11), 374(M=3.95) 25 dxte] o] oixbuc} e 2oz Uepieh. ol

® 14. 9o T2 AU AZAO] x}o]|EM A}

Qol S| N M t Sig
A} 147 3.79

EXCPS 1.001 318
oA} 64 3.64
A} 147 3.83

R .643 521
o R} 64 3.73
A} 147 3.86

8% .994 .322
o A} 64 3.71
A} 147 4.11

A4 .329 .743
oA} 64 4.07
A} 147 3.95

=24 .303 762
oA} 64 3.91
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EIY
Hy2xd 95 E(M=3.98), $/4=(M=3.92) 2% GAte] Hto] oxtECt =2 7o
2 BT ol 2% 33 HUAY 1Al EsS GAPE =7 AAshL Jlae B

oF: Qich. 2zt el te wAFe] WY W Alolt SARCR {elsiA]

= 15. 8o w2 15l xpolBA A}

Qol S| N M t Sig
U} 147 3.98

s .590 .556
oA} 64 3.90
U} 147 3.92

8= 914 .362
oA} 64 3.78

2) Ao g Mu|AFHAY NPFO| Ro]E4 At

2 AP Aol B AuAELY RolRAH AWt <E 1653 2t BN
o HUA ME|AFEY] £97d(M=4.35), A1=]/d(M=4.42), 3E7d(M=4.37), &4l
(M=4.51), 27-4d(M=4.45) 2% 20t)7} 300}, 400§7} 500) o]4tsct =o 7o

4n

At A7 Zamts AAlstL Ytk obeel dsio] mhE Au|AEAe] AT 7 Atol:
S84 (p<.001), A1214(p<.001), ST (p<.001), EAIH(p<.01), 24 (p<.001)0lA]
A le Aow uepith

r
rM
ofm
-
i}
|o
u
Jo
1
ot
Hi
2
o
N
)
;O
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® 16. A9

o Te AEAEHO] o] BAA
QoI Sk N M SD F Sig Scheffe
20t 16 4.35 1.06
30t 47 4.13 90 S
3% 12328 o0 @O
400} 76 3.83 91 @
50tfjo] A 72 3.26 84
20t 16 4.42 90
30t 47 4.24 87 S
Al A 12.128"  .000 @00
40t 76 3.89 1.00 @
50tfjo] A 72 3.28 1.05
20t 16 4.37 96
30t 47 4.18 85 N
SrhA 11.294"*  .000 @00
40t) 76 3.95 96 @
50tfjo] A 72 3.32 97
20t] 16 4.51 77
30t 47 4.31 81
SO 5288 002 @.0>@
40t 76 4.16 89
50tjjo] A 72 3.80 86
20t 16 4.45 83
30t 47 4.21 80
27 6.898"" 000 @.0>@
40t) 76 3.98 96
50c] oA 72 3.61 80
@20t ®30] ©40tf @ 50tf o]+t
*5<.001
2 AoA o] 2 UAsYEo] Rfo]lRA A= <® 17>1 Pk 2AZAT}
UAA OkE 1 (M=4.39), &A% (M=4.42) 2= 20t§7} 30t), 40th, 50t o]AtHch o
7102 UeD, o= o] =345 35 HULAY 5 S4ES
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SH 918g MOIRL A7 AwE AASL Ak obgel Aol wE nAYEo)
A 2F Aol S (p<.001). S E(p<.00D)0lH Hek ZF §AKoR gelgt Aol
b Qe oz yepgct
2 17. AFo] O 173 50] Afo]EAAut
Qo9l Sk N M SD F Sig Scheffe
20t} 16 4.39 .83
300) 47 4.27 .80
OFE ¢ 7.421" .000 ©0.e
40t} 76 4.06 .96 @
50CHo] A 72 3.55 .80
20ty 16 4.42 95
30T 47 4.10 1.02
>
ENT 6.521"" .000 ©0.0
40t} 76 4.01 1.02 @
50CHo] A 72 3.48 99
@200 ®300] ©40t) @ 50tf o]/
p<.001
3) steo] e AU ALY DAPT| Atol LM A}

B o)A shelo] upe AuAEAY| Ao|RMATE <m 183 2ot BAAm
B2 AulAEA0] 934 (M=4.30), FAIH(M=4.50) et o] xfo] 71 &g
H7ol UERIL, MY(M=431), SHH(M=4.35) B70H(M=4.48) 1Zo0] 7}
e ol Uehdth ol 94, FANL dstanel A, SUA, TUAL
15 Aol g A AL 9ee Holzm Qrt. ofgel sho] mpE Au|A
e 944 (p<.0l), AR (p<.01), STH(p<.01), EAIH(p<.001), F24(p<.001)
olX e 2t SAROR ot Ao} i o thepytrt
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& 18. 3F2o] ThE Au|AEA| ol R A A}

Q91 El=] N M SD F Sig Scheffe
s 30 4.22 .88
S94 kS 168 3.61 97 7.675" .001 ®.0>®
tishdol 4 13 4.30 61
s 30 4.31 1.04
A2 mES 168 3.68 1.04 6.080"" .003 @>®
tietdol 13 4.25 84
s 30 4.35 85
ST ES 168 3.69 1.01 7.438" .001 @>®
tietdol 13 4.28 74
i 30 4.55 74
SHAIA wES 168 3.98 .89 7.907" .000 ®.0>®
tishdol 4 13 4.59 .56
i 30 4.48 57
3744 SRS 168 3.81 91 9.612""" .000 @>®
oishdol 13 4.42 78
@1LE OUHZE Oty
“p<.01, *p<.001
2 Aqojal stelo] w2 7S] AtolRMATL <B 199 Zrh BMA
HUA% SFE=(M=4.55), 5/d=(M=4.51) 25 ojgtdoldo]l v&u Q& =
o2 uehgon, ot ¥ BUAg nAEe] AR YT RE sy
FoA =71 A4t gE BolFi Qlt. of o] e &= (p<.01)
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@.0>®
@.0>®

Scheffe

Sig
.001
.001

7.298™
6.911"

SD
.85
.99
.69
.99
1.04
.68

4.41
3.83
4.55
4.34
3.75
4.51

30
168
13
30
168
13

<0

o

i
ol

A ]

=

L

4) Mo T2 Al
A7olA Aol

=
L

%0

<

or

S

1

(M=5.00),

%0

g

olo

S

(M=5.00),

%0

ﬂ}\

1

<

(M=4.66),

H

(M=5.00) &2

%0

| 5

NP
Ho

(M=5.00),

AR B2 1.4%0]
I Adol ot

R, SO AT 7 Aol EAMOR §olsiA]

A7 AN} Uehdth(p>.05).

O X
T

oy

S|
A

o
aT

91

Al
=

AUl 2%

=

L

(<]

|

29l

# 20. Aol g Mu|AFH ApolA At

Sig

SD
.33
.98
.94
.78

.95

Y
v

4.66
3.68
3.47
3.71
3.71
4.08
3.68
3.70
3.39

25

v
)
u

176

1.455

57

%0
80

oF

.76
1.02
.97
1.23
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sA/4Y/01d/EeA@® 3 5.00 .00
#H2]A® 25 3.64 1.12
A 3.28 1.31
ZEENO) 4.03 .68

A=) AFRA® 57 3.75 1.10 1.463 173
+2A/715 RO 40 4.13 91
Ard A/ AEAR@® 29 3.75 1.01
TP ER /S ® 20 3.67 .94
41216 23 3.61 1.23
Td/4d/0d/deA@ 3 5.00 .00
#2]A® 25 3.74 .97
AEA© 3.85 1.05
=R 3.89 67

oty AFEARI® 57 3.83 .88 1182 311
<24 /71 58O 40 4.07 .89
Ard A/ A HAR@® 29 3.67 1.23
IHFR/O 20 3.53 1.07
41216 23 3.69 1.18
TA/4Y/01d/HdeA@® 3 5.00 .00
*4=] A0 25 3.99 93
AEA© 4.00 .76
ZEENO) 4.00 64

a7 AFFEAI© 57 4.16 .80 .565 .806
+=2A/715 RO 40 4.15 81
Ard A/ A H|AA@® 29 4.06 1.08
T ER/SH® 20 3.97 .88
41216 23 4.07 1.02
Td/4d/0d/deA@ 3 5.00 .00
#H2]A® 25 3.79 .99
SEG) 3.71 .75
2R ENG) 3.78 72

>4 AFFAI© 57 4.03 .84 1.357 217
+=2A/715R® 40 4.15 .65
Ard A/ ME AR @ 29 3.69 1.09
T ER /S ® 20 3.85 .94
41216 23 3.90 1.07
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2 A7oA A g 1

SRR
ohe A
D

k1
=
o%
off

Qol Al N M SD F Sig
A/Ad¥/o8/HERA® 3 5.00 .00
BRG] 25 3.80 .97
HEX© 7 3.57 1.00
2IR@ 7 4.07 77

e AR © 57 4.06 .96 1.319 236
Z2A/71580 40 4.20 .80
AH /A8 AX]@® 29 3.82 1.12
TS ESCWENT) 20 3.68 1.03
71EHD 23 3.84 1.15
A/AD/od/HERA® 3 5.00 .00
R ) 25 3.53 1.17
RERE 7 3.92 84
2IR@ 7 3.92 73

ENE AR @ 57 3.96 1.01 1.040 407
Z2A/715 80 40 4.05 .99
AH Q1 /A8 AXI@® 29 3.90 1.06
ESESSWLN ) 20 3.65 1.13
4110) 23 3.80 1.12
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B AL A7kl A5 o) PAWHA BRRAS UAste] WA 7t Qg
2

W 2Ee ANsiEon, old] Tt drRae] AuHel HTEs <i

o2 =2

%22 47239 NYE AF

o3 RMR RMSEA  GFI NFI TLI CFI X(df)  Normed #
] 636.966
93 .031 072 .826 931 .956 .962 (303) 2.102

Ajlmao] ANgtw EAMAI RMR=.031, RMSEA=.072, GFI=.826, NFI=.931,
TLI=.956, CFI=.962, X’=636.966(df=303), Normed X’=2.1022 UEpdc} o= 2
A2:(2007)7F AAlst Mgtw 7]Z91 RMRZ} RMSEA7} .05~.080]5}, GFI NFI, TLI,
CFI7} 0.90]/%¢olH Aghet well2 Frielths 7|50 v|Fo] BokS o, GIFE A<
g RMR, RMSEA, NFI, TLI, CFIoJA AgR|+E Alstil Qe AoR YET
oiefA 2 AgolA ARESE HeE2 AotE ArPEdE AIohlole Rt el
Aoz xF woEn

2) HAER

ogh

2573

(1) BY 2% AEAELT S0 WAL
2 AgolAE Jbd 29 HulAEAT REEY AbEe AE] st 1x

1_.
k) fAon, A2 s <® 23>3

[e]

ol

=

oX

SEELE)

i

2 A
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m 23 UAZAT} DRSS QlakyA] BAZAmL

I, _ .
7Hd AR N QX} t Sig H] 11
Al

7 2-1-1 93y o ohE T 119 .035 3.426  .000 AHHY
7Ha 2-1-2 AFA o E T 412 .036 11.410*  .000 A8
714 2-1-3 S9A o nEL 192 .035 5.442" 000  AHEH
M 2-1-4 BAY o s T -.016  .036 -.433 665 717
714 2-1-5 2N = E T .292 .037 7.894™ 000  AHEH
**p<.001

EAAT, JPE 2-1-19] HUAR AUAZEY ST UEE(FRAR=119,
t=3.426, p<.001), 7} 2-1-20] YA AulAEAC] MHT PRE(A2AS
=.412, t=11.410, p<.001), 74 2-1-39] HUAA AH|AZAO] 2y} UFE T (73
2A14=.192, t=5.442, p<.001), 7}d 2-1-59 HUYAX AMH|A

S5 (@A %=292, t=7.894, p<.00l) EARCR Sojst AmTAL Ueht A7
ol AEEllt. Teju JbE 2-1-49] HUAR AulAEAO] A4
(A=A%=-016, 1=-.433, p>.05)c EAMC= §olg AZEA LpEhix] oot
717}l 9dct.

&
rl:l
A
1

(2) Hy27% Au| 25280 S4=9 A

2 ApoAe 7P 39 MuAEAD $Y5o) ARPES BB Ystel BE
WA DREAS AASIE O, BRI <E 249 Tt
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7Hd A2 77?] QR} t Sig u] 1
JHd 2-2-1  9dd o EHE 054 .030 1.785  .074 7]z
7Pd 2-2-2 Ay = FH -.010 .040 -259 795 7]zt
7Hd 2-2-3 e EHE 064 031 2.027° 043 A=
Jbd 2-2-4 BAY EHE 139 030 4604 000  AHEH
7Hd 2-2-5 BRE EHE -070 .036 -1.939 052 7]zt

"p<.05, "p<.001

A4 7 2-2-39] HUYAKY AMu|AEAC] P/ = (F2A=.064,
t=2.027, p<.05), 7Md 2-2-49] HUAR Au|AFEAC sl FHE(EEAS
=.139, t=4.604, p<.001)= SARC & {oJgt QJQuUAZE e A7Pdo] RjEig]
ATk T2y 71 2-2-19] BlUAY AMu|AEAS] G378 578w (FEAS=.054,
t=1.785, p>.05), 7Md 2-2-29] EHY2G AMu|AEA Ady FHE(BEAS
=-.010, t=-.259, p>.05), 74 2-2-59] HUA Y AMu|AZAo] 341 $4=(H
2A4=-.070, t=-1.939, p>.05)= FAXNCZ [OJgt QAUuFAAZ} UEFYA] kot 7]
7T QT

Q) "HY2E wH=et 34 BAZA

B oo 71A 39 HUAA UEEEQF M ro] qrtHe A=s1y] 9 st
TARGPA mRBEME AAstlon, B4 A <® 253 dth 24t JHE
49 BlUA% s wot 44w (H 2A14=.930, t=11.266, p<.001)2 SAHC=R {9
T7Hdol Aol

rot
rO
&
ri
)
N
-~
e
i)
ok
|o
u
=
re
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A@ste 2 AHAZE Abdete obIE detom B 4 912 olth
o2 EfH=FY AYAAE AHEH HF(2011) e BEEF MulAFE2
ARET DAFA R0 GRS OlAIn, ol HlWEAE LA Aojo] A}
DAste A9 5 stue AB|AgAll, ME|AFRA2 A8 @t VOIS B5
BasA E5, 3o APNME AuABLE o84 @
24 AAIElZL 9 tHCronin & Taylor, 1992; Oliver, 1993;
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oglz'
-|> o
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of MEEg mofst ol uj$ Fasihn wusigich ofgel, MY, AAAm

AH|APZF K| ZF5F=s AMU|ATRE T = W
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UASIECE MRRANEL B EER] Hos

H(convenience sampling method)dt AP7|=H7P7|UH(self administration

method) FEaFON, SALNOIL 211%2] Afart BEHUT. ARAE 9
}.

=
M, E=YHEE t-ZAZS(independant t-test analysis), YPEALEM(one-way

ANOVA), LxEAAl @ @B M(structural equation model: SEM)S thgu e
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