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Abstract

This research analysed the interaction which focus on service quality perception,
customer satisfaction, re-use intention in the golf club. First of all, we review the
existing literature on measurement of service quality and management. As a result of
this review and survey of the employer in golf club, thirteen factors emerged as
important to the service management of the golf club; Reservation and Access(RSNA),
Golf Course and Convenience Facilities(GCNF), Personal Services(PSER) and After
Services(ASER).

The structural equation model was utilized for analyzing the influence of service
quality factors upon the customer satisfaction and re-use intention. Results show that
service quality factors have a statistically significant impact on the customer
satisfaction of the golf club. RSNA and GCNF investigated the factors influencing on
the satisfaction degree of the customers. But the GCNF and PSER were not
significant. Especially, GCNF factors directly influenced on the customer satisfaction
and also indirectly impact on the intention of using again.
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X1 X2 X3 X4 X5 X6 X7 X8 X9

X10 X1l

X12 X13 Y1 Y2 Y3 Y4 Ys Y6

04117

03257 0409 -

0.125" 0.191" 0.265"

02127 0079 0.195™ 0.249"

X6( 0.186™ 0.179™ 0.217™ 0.247" 0516™

X7} 01957 0.112° 0.124" 0.150™ 03847 0335 -
X8( 0.178™ 0.277 0.217" 0178 0.237" 0.364™ 0.205"

BRSO K e

X9} 01247 0264 0208 0.206™ 0270 0.396™ 0.232" 0646™ -

X10 0.146™ 0.168" 0.154" 0.154” 0.165™ 0.330" 0.208™ 0.498" 0559™

X11f 0.104° 0072 0101° 0.062 0.170" 0.196" 0.115" 0.273" 0.287" 0.275™

X12 0.248™ 0.208™ 0.204™ 0.173" 0.239” 0.261” 0.216™ 0272 0312 0318™ 0.462"

X13 01917 0.158™ 0.109" 0.080 0.180" 0.286" 0.118" 0.233" 0.257" 0.263™ 0.437" 0.449™ -

YI| 02507 0.116" 0.173" 0078 02057 0.258™ 0.163™ 0284 0.232" 0.245” 0.127™ 0.197™ 0.162”

Y2| 0.220™ 0.204™ 0213 0.190™ 0278 0.274™ 0.171" 0.284™ 0.256™ 0253™ 0.171" 0.272" 0204” 0.582"

Y3| 0275 02097 0.091° 0147 0270 0.3287 0.150° 0.278™ 0.282™ 0.259™ 0.205™ 0.233" 0.228™ 0456™ 05147

Y4| 0.151™ 01477 0.097° 0132 0.279” 0.3727 0.138™ 0.375™ 0.387" 0.243™ 0.186™ 0.153™ 0251 Q311" 04207 0471
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*p<0.0b, **p<0.01
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201 A BAE Bold ot #d g
4ol 9t Ao 2AHHATHSinghst

Rhoads, 1991).
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H ) -=H(MLE: Maximum Likelihood

Estimation)& AH&3t3l=d MLEE 54 4
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Hyjsty, AR o2 AFAE oEus F
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Bo] o] &H W F ol B Ao
ME AMOS(VA0CA  AFsta =
GFI(Goodness-Fit  Index), AGFI(Ajusted
Goodness-Fit  Index), NFI(Normed Fit
Index), NNFI(Non-Normed Fit Index),
CFI(Comparative Fit Index), IFI(Incremental
Fit Index), RMSEA(Root Mean Square

Error of Approximation), y?, 2ol w3t p
% T ol 0}9\15}
MEEs 743t SAHFESY dg

=
2 )
24 Aw, o

=296.569(p=0.000), d.f=151
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<E 6> ATR¥Y &3 A
Regression Standardized
ATAERY A= gre SE. CR* | Regression | 7}A#AZ
Weight .
Weight
RSNA—SAT 0.117 0.052 2.242 0.157 ke
GCNF—SAT 0.567 0.155 3.699 0.347 = &
PSER—SAT 0.134 0.134 0.053 0.195 71z
ASER—SAT 0.111 0.065 1.717 0.127 712
SAT—INT 1.059 0.097 10.863 0.775 2 g
* CR.(Critical Ratio): o =059 W | CR|>196°1" EAHoE §9%
<E >ATRIEY HHEs % PHES
T = RSNA GCNF PSER ASER SAT INT
SAT 0.157 0.347 0.195 0.127 - -
INT (0.124) (0.601) (0.142) ( 0.118) 0.775 -
* (0 )eke HET
dqe miAE Ao vy UMd 2> 19948 AX@dan B £ duk wEA F
AT F S gy 14 BEe Tax g RoAdY sesles ERFd
7} E45 223 Aolg dxv FrkEY  Fxz2gEw, ¥4, 129, ¥7), ¥
T E 7 At gadd 2 oA o WA o] &8 (4P, AHFY, ZEH, 3T
8o 027 74A nAH}e Mu| AT} o] Fof ), FUAAE ol g B, EXF o]§8
A HAAA nAsE e AEs® (2N, AEANSE, Add) Sl tid A
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A& 9o A8 F A b mAE o 32 FZHRSNA)E AARS
2 A7 FREFARPAA 2aded o /A 9FE WA= AR 24
o AAAJA dFHE A/AHEAE Yy HAUH
o] AWRY < 7T>9 Y. LA P
RRA A (GCNF)& AT (SAT)l A3
4ol PP vl B ojet Aol goE 5. 4 £
(INT)d = HHHer e 5& ITFE
MIAE QleR uERT. ol maARtsel zogel gL wed 2¥Xx L 97}
AW 2FAS AFufel® Alole mi/HWESF  Hggo] obd AEZH Aujxe BEgss T
A& st AMu|AFEo] nARME Ay AHoz A¥” W nARFow o]dA
ez Agdde 71E 723 Cronin, 4 Qon, QRS FHgdoa FZ o

Taylor, 1992, Bagozzi, 1992; Gotlieb et al.,
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