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Effects of Service Quality of the Indoor Golf Practice Facility on
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Abstract This study aims to establish effects of service quality of the indoor golf practice facility on customer
satisfaction, customer loyalty and intention to repurchase. Consumers using indoor golf practice facility were selected
as the target population of this study, and 238 individuals were extracted by convenience sampling and administered
a survey. The results are as follows. First, facility, process, instructor positively influence customer satisfaction.
Second, facility, instructor positively influence customer loyalty. Third, facility, process, instructor positively
influence intention to repurchase. Fourth, customer satisfaction positively influence intention to repurchase. Fifth,
customer loyalty positively influence intention to repurchase. Sixth, customer satisfaction mediated service quality
of indoor golf practice facility and intention to repurchase. Finally, customer loyalty partly mediated service quality
of indoor golf practice facility and intention to repurchase.
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Table 1. The General Characteristics of the
Study Subjects
Characteristic Division Case number Ratio(%)
Male 139 58.4
Gender Female % 416
Less than
X 0's 23 9.7
e 30-40's 105 4.1
Above 50's 110 46.2
Less than 1
Period of Year 39 16.4
(Mgrxeert(r::Zi 13 Years 68 286
Less than) 3-5 Years 67 28.2
Unit © Years More than 5 68 2.8
Years ’
Frequency of 1-2 Times 33 13.9
Exercise 3-4 Times 125 525
(Per Week) ~ More than 5 8 198
Times
Less than 81 40 16.8
Average Les1soéhan 138 58.0
Golf Score More than
101 60 252
Total 238 100
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(1) Aujz=#4
AWBEAGHE) Aul2F Lol B ZAETE F
& BRI BAH 2ARNS ANT F 29
ANkl oldg Kol T&S Attt L Az A=A}

Z} o] 5.179, A4 231& 2,083

& 20022 WERTE T A

36.991%, A’ 2.%10] 14915%, L&A~ 2.<10] 14.655%
)

M AU ] A AR o A

&9, (x2=1035.135, p<.001)
ALk 4,661, g9l gﬂgaﬂ,% 58.250% = L}—E].L]—]’;}_
)

A e élA]*c“»}?iﬂr I A7 890 AAge 8205
739704 vElt, KMO Al 834, (x2=1033.714,
p<001) ALFrghe 472 Ao 59 044% = L}E}

20F=S Ao, 88 A 5 ol ®
= = EdEo] o]
Ak AP EE 9002 L}E}kk Dﬂ ﬁiﬂﬁﬂ A

ooy Hr gt
O
fru
)
oxl,
2
ofr
ol
2
=
2
)
J
lo
BN
>
ﬁd
—‘,.l

)




AYFZAZ ) A aFdo] wANS, uAFHE R AGH A WX G wANS wAFHR] iAan 35 501

Table 2. Exploratory Factor Analysis for Service Quality

Service Quality

. Sub factors
Questions Instructor Facility Process

Rapid service of the instructor of the indoor golf practice facility -.038 -.067

Friendly support of the instructor of the indoor golf practice facility -.056 -.022

Sincere reply of the instructor of the indoor golf practice facility for the customers 043 189

A neat outfit of the instructor of the indoor golf practice facility -.006 .09%

The hiring of the expertise of the instructor of the indoor golf practice facility 197 .023

Listening to the complaints from customers of the instructor -.030 450

Prompt action on the customer’s discomfort of the instructor -.069 417

An excellent service mind of the instructor 319 114

Comfortable rest area and excellent putting practice facility 326

Massage and health care center of the indoor golf practice facility =227 227

Obtaining the latest practice facility for the indoor golf practice facility 458 -.084
Free time of the use of the indoor golf practice facility -.046
Various types of the user program and lesson programs of the facility 195
Rational operation of the indoor golf practice facility 232

KMO and KMO=.852, x*=1856.103, p<.001
Bartlett’'s test Varimax rotation
Reliability 915 695 .659

Table 3. Exploratory Factor Analysis for Customer Satisfaction, Customer Loyalty and Intention to Repurchase

Customer Satisfaction

| am satisfied with the services and equipment provided by this facility.
| am satisfied with the price offered by this facility.

| think this facility is an excellent place to use.

The relationship between this facility and me is very positive.

| am satisfied with the various benefits offered by this facility.
Generally, | enjoy using this facility.

| am very satisfied with this facility.

| am satisfied with the staff working at this facility.

KMO=.859, x*=1035.135,

KMO and
} p<.001
Bartlett's test Varimax rotation
Reliabilty 897

Customer Loyalty

| have a sense of intimacy with this facility
| will speak to others positively about this facility.
| have affection for this facility.
| would like to recommend this facility to others.
| think this facility is better than any other facility.
| will continue to use this facility in the future.
| feel an emotional attachment to this facility.
The number of times | use this facility in the future will be relatively more than any other facilities.

KMO=.884, x*=1038.714,
KMO and <001

Bartlett's test Varimax rotation

Reliability

Intention to Repurchase

.900
| will choose this facility first when | select the indoor golf practice facility.
| am likely to re—enroll in this facility.
| will use this facility later.

KMO and KMO=.740, x*=352.053, p<.001
Bartlett's test Varimax rotation

Reliability 87
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Table 4. Correlations among Variables

Correlations
Facility Process Instructor Satisfaction Loyalty Repurchase
Facility 1
Process 468" 1
Insturctor 155 329" 1
Satisfaction 456" 554" 648" 1
Loyalty 560" 465" 620" 783" 1
Repurchase 343" .383" 571" 726" 737" 1
p<01+ p<.05+
Table 5. Results of Multiple and Simple Regression Analysis among Variables
Effects of Service Quality Factors on Customer Satisfaction
Variables B SE B t Probability VIF
Facility 224 .042 251 5366+ 000+ 1.279
Process .238 .044 .265 5.405% 000+ 1.399
Instructor 480 .040 522 11904+ .000%% 1.121
R?=600, Adjusted R*=.595, F=116.491+++ Durbin-Watson=1.663
Effects of Service Quality Factors on Customer Loyalty
Variables B SE B t Probability VIF
Facility 372 .039 A37 9.439xx 000+ 1.279
Process 074 041 .087 1.791 075 1.399
Instructor 459 .038 524 12.081%x .000%% 1.121
R*=.609, Adjusted R*=.604, F=121.073++ Durbin-Watson=1.593
Effects of Service Quality Factors on Intention to Repurchase
Variables B SE B t Probability VIF
Facility 199 .055 207 3.618x 000+ 1.279
Process .18 .058 122 2,029+ 044« 1.399
Instructor 495 .053 49 9.307x++ 000+ 1121
R?=.402, Adjusted R?=.395, F=52.274+  Durbin-Watson=1.519
Effects of Customer Satisfaction on Intention to Repurchase
Variable B SE B t Probability VIF
Customer 783 048 726 16,2250+ 000w+ 1.000
Satisfaction
R?=527, Adjusted R?=.525, F=263.259+  Durbin-Watson=1.534
Effects of Customer Loyalty on Intention to Repurchase
Variable B SE B t Probability VIF
Customer Loyalty 832 .050 737 16.762%++ 000+ 1.000

R?=544, Adjusted R?=.542, F=280.978+ Durbin-Watson=1.770

#0<.05, »p<.01, »p<.001
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Table 6. The Mediating Effects of Customer Satisfaction on the Relationship between Service Quality and

Intention to Repurchase

Divison 1" Phase 2" Phase
Customer Satisfaction Intention to Repurchase Intention to Repurchase Tolerance Limit
Constant 339 922 702
Facility 224 (251)xx 199 (:207)xx .054 (.056) 6%
Process 238 (265)x+ 18 (122)« -.037 (-.038) 635
Instructor 480 (522)xx 495 (.499)x+ 183 (.185)++ 555
Customer Satisfaction 649 (602)x++ 400
R? 600 402 547
Modified R 59 395 540
F Value 116.49 1%+ 52.27 4 70,1225

B (B) Non-standardization Coefficient (Standardization Coefficient)

#0<.05, »p<.01, »p<001

Table 7. The Mediating Effects of Customer Loyalty on the Relationship between Service Quality and

Intention to Repurchase

Divison 1% Phase 2" Phase
Customer Loyalty Intention to Repurchase Intention to Repurchase Tolerance Limit
Constant A79 922 568
Facility 372 (437)xx 199 (:207)xx -.075 (-.078) 566
Process .074 (087) 18 (122)« .063 (.065) 705
Instructor 459 (.524)x++ 495 (.499)x+ 155 (157) 548
Customer Loyalty 739 (.653)xx+ 391
R? 609 402 569
Modified R 604 395 562
F Value 121,073+ 52,274+ 76597+

B (B) Non-standardization Coefficient (Standardization Coefficient)

#0<.05, »p<.01, =p<001
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