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ABSTRACT

Effects of Service Quality on Customer Trust and

Consumer Behavior in Golf Clubs

Jung, Yong-Ha
Adviser : Prof. Jung, Myeong—Soo

Department of Physical Education.
Graduate School of Chosun

University

This study aims to examine the effects of service quality on customer
trust and consumer behavior in golf club users, and the important factors
of service quality which can induce customer trust and positive consumer
behavior in the users who wanted to enjoy their leisure through golf.
Furthermore, this study is intended to contribute to the creation of
customer value, the establishment of desirable customer relation, and the
maintenance of continuous customer flow to golf clubs, as well as the
guarantee of competitive superiority in a golf club in competitive situation
and to provide basic materials of empirical marketing strategy for efficient
management.

In order to achieve this purpose, golf club users who resided in the G
area as of September 2010 and have used golf clubs or driving ranges
were selected as population. A total of 300 subjects sampled by the
convenience sampling method responded to a  self-administered
questionnaire. 11 responses were excluded because of their poor response

or omission of some contents and a total of 289 responses were used for



the final analysis. Finally the following results were obtained.

First, for difference in perceived service quality in relation to
demographic characteristics, females were found to have higher perception
for responsiveness than males according to sex. There was a statistically
significant  difference  in  empathy(F=3.532"") at  p<.o0l and
reliability(F=2.827") at p<.05 in relation to age; in assurance(F=6.868"")
and empathy(F=6555"") at p<.001 in relation to monthly mean income;
and in empathy(F=3.940") at p<.0l in relation to handicap.

Second, for the effects of service quality on customer trust, higher
tangibles(F=3.240""), empathy(F=3.535""), and responsiveness(F=2.257"),
which are the sub-factors of service quality, was related to a more
positive effect on customer trust.

Finally, for the effects of service quality on consumer
behavior(satisfaction, word of mouth intention, revisit intention), higher
tangibles(F=2.673"),  assurance(F=1.972"),  empathy(F=2.904"),  and
responsiveness(F=2.709") was related to a more positive effect on
consumer behavior; higher tangibles(F=2.319"), empathy(F=3.106"), and
responsiveness(F=3.459"") was related to a more positive effect on word

of mouth intention; and responsiveness(F=2.613") was related to a more

positive effect on revisit intention.
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Measure of Sampling Adequacy = .805, Bartlett Test of Sphericity = 640.390,
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A -2 291 818 .090
T2 109 250 857
A1 355 066 775
A 2.071 1576 1.563
9% 4t 29.581 22.515 22.332
% 74 29.581 52.095 74.427

Kaiser-Meyer-Olkin Measure of Sampling Adequacy = .805

Bartlett Test of Sphericity = 640.390, Significance =

000
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D AW g2 2xd quaEd A4 e

FxA ol g AMulAaE e W YA oJ e 7he] 912 xpo]E E4
3 A, v (t=-2.197) 85l TAALRE folg AolE YeWon, 57,
o] 44 (3.428+.54)2] F o] TA4(3.254+.66)2 HEul =& Hirgs e

T3, FAABA73£.67), FHAA(3313264)0 = ool FART Ee Het

e dEllen, A1A(3479+.66), A1E A (B.3361.60)0 = Hdo] ARG

¥ BEHe UEhlo, weAe ANG BE AWZEAY 989 4
Wl T EAHem fo)F Aol UER ekt
3 9. el mE FxA M aFEY A Ao
29| T N B¢ wEAR t p
) g 299 3.377 767
T ~ 922 357
o] 67 3.473 667
) g 299 3.479 662
521 4] 175 861
o] 67 3.463 634
= 299 3.249 708
G - 664 507
o] 67 3.313 643
= 299 3.254 661 )
uk-g- 2 ~2.197 030
o] 67 3.498 538
= 299 3.336 648
A E 7 034 973
o] 67 3.333 592
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<G 10>9] d3E AvEd, A" mE AuAFA L Q1 AolE Ay 4
I, AMu)aEAe] ek sh9 gl
(F=2.827")2 p<.05 Gl EAF oz §23 o]} eyt

53], Aul~Fd e 989 F 3H4Y 8= 194 o]ty HuE
Ao st ywz|aglel A volrt BE&FE Fde e H ks YA 9l
on, A 2o E yol7l Be HAdFE 2 Higs yeha
A AT

Au=F o] g 8ldA FAACE fogFo] et
S5 A 20-294 F ek S04 o] o] Hekel A, AE Aol A= 1941 0]8ke] e
I 20-29A41¢] Hek kol M2 FEER Aol 7t YERR T

of
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N
3
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A (F=3532")8 p<0l Fao A, A=A

29 T N 3t ﬁj v F p post—hoc

1941 ©]3Ha) 19 3.632 1.111
20-29(b) 44 3.485 312

373 30-39(c) 102 3.324 685 900 464
40-49(d) 9% 3.382 710
50A ©]%(e) 29 3.437 667
1941 ©]3Ha) 19 3474 37
20-29(b) 44 3.530 120

S 30-39(c) 102 3.490 649 2.188 070
40-49(d) 9P 3.537 608
50A ©]%(e) 29 3.138 324
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1941 ©]3Ha) 19 3.175 157

20-29(b) 44 3.508 608
RN 30-39(c) 102 | 3.294 735 3.530" 008 b-e¢
40-49(d) 95 3.246 D07
5041 °]ZHe) 29 2.908 886
1941 ©]3Ha) 19 3.228 721
20-29(b) 44 3.356 645
Hh3- 4 30-39(c) 102 | 3.294 092 647 629
40-49(d) 95 3.326 630

5041 o]ZHe) 29 3.138 699
1941 ©]3Ha) 19 3.667 006
20-29(b) 44 3.159 756
A= 30-39(c) 102 | 3.320 624 2.827° | 025 a-b
40-49(d) 95 3.407 D74
5041 o]ZHe) 29 3.490 064

3 AYE Yol BE AuzFL A4 ol

<E 11>9] As Auud, 99t Folel whE AuaEdel QextelE abv i
A AnjaEde] ek 3k 8l T FAHFE=6.868"") T (F=6.555"")
p<.001 oA BAZ 02 f-23 2o]7} vpebytT)

E3], An]aEde sk ed F Falgde aldAE 2009 v whe] o]
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£ 11 997 590l the AusEde] a4 7o)
29l T N 3t %‘; F p | post—hoc
2009+ wwHa) | 18 | 3481 | 659
2001+ A
‘ oo | 81| 3420 | 714
B 2002 | 111
A0l d= g on | 905 | 707
6004+ 1] TH(c) ' '
600uolAH(d) | 83 | 3.237 | 797
200919 Huka) | 18 | 3.852 | 460
200%Fo] -
_ oo, | 81| 8555 | 65
sy 6868 | 000 | d-abc
A0l d= 1 0r | 955 671
6004+ 1] TH(c) ' '
600uolAHd) | 83 | 3.229 | 637
200919 Huka) | 18 | 3.370 | 656
200%Fo] -
| 0w 81 | 3272 | 734
] T . R R 6555 | 000 c-d
6004+ 1] TH(c) ' '
60090l AHd) | 83 | 3.008 | 589
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200%Fo] -
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oy 1047 | 372
A0l = e | 9019 | eea
6004+ 1] TH(c) ' '
600uolAH(d) | 83 | 3.365 | 647
20099 WwHa) | 18 | 3481 | 639
200%Fo] -
g | 0201 81 | 3337 | 62 ol
= T 0001 - 98|
soomele | 107 | 3377 | 601
600uolAH(d) | 83 | 3.249 | 686

_30_



4) stele] e AW AFL A4 Fol

MulzaFde] oigh ZE ke aglelA FAAeR fod Ao|rt vpehA| efskTh

a9l T8 N Wy | EFHA | F p | post-hoc
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] ARYEM) | 30 | 3567 759

SRR 1.829 | 142
mee EES) 162 | 3.444 672
kol d) | 36 | 3.204 786
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) AR Z(b 30 | 3.256 776

51 1) /] i (b) 1.843 | 139
o Z(c) 162 | 3523 625
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NEE 1.357 | 256
4 2 (c) 162 | 3362 582
eredol d) | 36 | 3.343 625
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<E 14> FBHE AW RY, AU e AusEAe ANl E A
Ash, A2 Qe] U AR F B F-39407)
Hom Fe@ Aolsk vpebdrh H3, AusEAY #9989 F TAHY £
6| A= 728 o] BH3ATSEE0D S Avko] A1 E
w, F449 fdl W AFAFE AT A3} 90-999] Hwke] 72ekel 3,
73-818}, 82-908he] WW 3 FEHZ Aol7h bk,

E 14, Aol wE A aE e Q1 Aol

29l B N Wy HFHA F p post—hoc
7280l 5Ha) | 30 | 3522 301
73-81(b) | 63 | 3.460 871

834 [ 82900 | 79 | 3329 723 505 | 732
91-99(d) | 62 | 3.371 730
1000 (e) | 55 | 3.394 605
72€Fol k@) | 30 | 3.600 506
73-81(b) | 63 | 3434 732
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73-81(b) | 63 | 3.439 530

AEA [ 8900 | 79 | 3236 634 1.009 | 403
91-99(d) | 62 | 3.306 561
1009174 (e) | 55 | 3.370 631
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