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Abstract

The purpose of this study was to application of importance -
performance analysis in Service Quality of Semnan province
sport places based on psychological continuum model. The
population of this study included all Customers of Semnan
Province clubs. 402 persons of them were selected as sample
by the cluster - stratified sampling method. Collected data were
analyzed using One-way variance analysis, Importance-

Importance- Performance Analysis (IPA) and psychological continuum model
Performance (PCM) .The results showed that all aspects of service quality
Analysis (IPA), were concentrated in the "focus" area. Also customers who
Customers’ were in the Loyalty stage reported less satisfaction with the
Satisfaction, dimensions of service quality compared to the level of
Quality of attraction and attachment. According to the findings of this
Service, research, managers should be sensitive to their customers'
Psychological expectations and service in proportional with their
Continuum expectations to increase satisfaction level. Increasing
Model (PCM) satisfaction can make people progress in psychological

continuum and lead them to continuous participation.

Extended Abstract

commitment to the customers (3). But

Abstract as can be seen, most studies examined
Objective the relationship between service
Providing quality service is one of the quality and satisfaction  without

most important elements of customer
satisfaction, and only centers can
provide this service consistently that
have a holistic attitude and deep
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segmenting customers based on the
psychological dimension. That such
research does not clearly show
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customers' perceptions of service
quality based on their involvement and
does not allow managers to accurately
and effectively plan for each market
segment; Therefore, sports centers as a
service organization for different
people should use market
segmentation based on psychological
dimension to satisfy and create loyal
customers and provide appropriate
service to each customer segment
(target market) tailored to their needs,
wants and expectations, in order to
achieve their organizational and social
goals at the lowest cost and best.
Therefore, the purpose of the present
study was to investigate the quality of
clubs services in terms of customers
(men and women) based on the
importance-performance analysis
model and also to compare of clubs'
customers’ satisfaction with services
quality components based on the
psychological continuum model
Materials and Methods

This study is applied in terms of purpose
and is one of the descriptive-survey
studies in terms of method of work.
Data were collected from customers
(men and women) of gymnastics,
aerobics, Pilates, fitness and yoga
fitness centers (n=402) in Semnan
province using questionnaires to
measure demographic information
(gender, age, months of involvement
and...), subjects’ perception of service
quality, expected service quality and
subjects’ level of sport involvement.
The SERVQUAL (Parasuraman,
Zeithmal, and Berry, 1988) was used to
measure perceived service quality and
expected service quality. Each subscale
contained 22 items and both of the
subscales measured the five

dimensions of tangibility,
responsiveness, reliability, empathy,
and assurance. In this study,
satisfaction is  determined by
subtracting the value of perception of
actual service performance from the
expectation of service. Subjects’ level of
sport involvement was measured using
the PCM scale adopted from Funk
(2008) (2, 3). The PCM consists of nine-
items with three items for each
involvement dimension of pleasure,
centrality, and sign. The PCM was used
to determine a person’s involvement in
terms of pleasure, centrality, and sign
as well as the levels of involvement
such as low, medium, and high. Data
were analyzed using methods of one-
way ANOVA and importance -
performance analysis and psychological
continuum model.

Results

The study of demographic
characteristics showed that %37.8 of
club customers were in the age range of
17 to 26 years, %53.2 were male and
%57were married. Also, %40.5 of the
sample had two years or more of
membership in the club and had the
highest percentage. %40.6 of the
subjects were active in bodybuilding
and %9.9 in yoga, with the highest and
lowest frequency respectively. As seen
in IPA Matrix, the dimensions of trust,
responsiveness, Confidence, tangible
and empathy for all customers (without
gender segregation) are above the
oblique line (dissatisfaction area). This
means that these components are
important from the customer's point of
view, but the performance of the clubs
is poor in this respect, therefore it can
be stated that customers are
dissatisfied.
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Table 4 - Comparison of customer satisfaction with dimensions of service quality
based on three steps of psychological continuum using one-way ANOVA

Dependent S DF Ms F P Post Hoc
variables
Betwe
en 5.27 2 2.63
. Groups 3.34 0.03 (a-c)
tangible ithin 3147 39 078
Groups 2 9 ’
Petwe 1835 917
trust Groups 3 6 13.7 0.001 b-) ((f_c)
within 267.5 39 0.67
Groups 16 9 ’
Betwe 50 18 14.0
responsiven en 3 2 9 b-) (a-c)
ess Groups 20.2 0.001 (a-b) (c
within 278.2 39 0.69
Groups 12 9 ’
PEIWE 1960 , 9.80
Confidence  Groups 3 2 16.9 0.001 t();)_é?_(cc)
within 231.1 39 0.57
Groups 63 9 9
Betwe
en 780 2 27
empathy Groups 5.64 0.004 (a-c)
within 278.7 39 0.69
Groups 30 9 9
Attracti  Attachme allegian
on (a) nt (b) ce (c)
Overall, the results of one-way ANOVA Discussion

showed that satisfaction with service
quality components was significantly
different among samples placed in
three stages of psychological continuity
(attraction, attachment and allegiance)
(p <0.05). According to the results of
follow-up tests, those in the loyalty
stage were less dissatisfied with the
quality of service components than the
other two stages (attraction and
attachment) and those in the
attachment stage were less dissatisfied
with the quality of service components
than the stage of attraction.

Most of the past research, regardless of
the levels of customers’ involvement
and expectations, only examined the
customers' view of the service quality
provided and its impact on their
satisfaction in sports venues. However,
the results of the present study showed
that although all components are
important from the customer's point of
view, some of them are more important
that this issue should be taken into
consideration by club officials and
higher priority; So, by identifying the
different needs and wants of our
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customers at each stage, we can
provide services tailored to their needs,
which will attract more customers and
loyalty of current customers to the club.
Finally, customers with high levels
of involvement (loyalty) are more
likely to overlook club shortcomings
and be more tolerant of
environmental change. Also
considering the importance of all
aspects of service quality from the
customer's point of view, the poor
performance of clubs and the
dissatisfaction of most athletes with
components in the early stages of
psychological  continuum, It s
suggested that club managers equip the
club with high quality equipment,
periodically evaluate these equipment
and repair or replace them in a timely
manner, provide accurate and timely
information, staff and coach availability
for Respond to customer inquiries, and
by delivering customer relationship

management training classes, they can
motivate, engage, and commitment
more  staff, ensuring continued
customer satisfaction and loyalty.Key
words: Sport Facilities, Importance-
Performance Analysis (IPA), Customers’
Satisfaction, Quality of Service,
Psychological Continuum Model (PCM)
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