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Abstract

Purpose The purpose of this study was
to investigate the relationships between service
quality dimensions and overall satisfaction; and
between the dimensions and intention to return
among those who employed the athletic sports
performance development service.

Methods The study was conducted by
employing the survey, which consisted of four
parts with 33 questions in total. The three
sample categories comprised athletes, coaches,
and club advisors. The hypotheses were tested
by employing multiple regression analysis, and
one-way analysis of variance.

Results The regression results suggested
that the overall satisfaction and the intention
to return were significantly predicted at .05
level. The reliability (p=0.06) and the empathy
dimensions (p=0.05) significantly predicted the

overall satisfaction. The intention to return to

service was significantly predicted by the
empathy dimension (p=0.10). However, the
difference was not found among the athletes,
coaches, and club advisors regarding the
tangible (F=1.06, p=0.35), reliability (F=0.13,
p=0.88), responsiveness (F=0.06, p=0.94),
assurance (F=0.56, p=0.58)
(F=0.64, p=0.53) aspects.

Conclusion The empathy dimension had

and empathy

positive relations with either the overall satis-
faction or the intention to return to service.
The reliability dimension also had positive
relation with the overall satisfaction. Thus, those
who are responsible for sports performance
development services should pay attention to

the empathy and reliability dimension.

Keywords: Satisfaction / Intention to return /
Service Quality / Sustainability / Athletic sports

performance development
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