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Abstract : This study examines the relationship between service quality, satisfaction and customer
loyalty of children's pool. The population distributed a questionnaire to a sample of 300 subjects, and
a total of 297 questionnaires were used for data analysis, excluding 3 questionnaires that were
determined to be unsatisfactory among the collected questionnaires. In this study, frequency analysis,
reliability analysis, exploratory factor analysis, correlation analysis, multiple regression analysis, and
simple regression analysis were performed using PASW 21.0. In this study, the significance level of all
statistics was set to .05 and the following conclusions were drawn. First, facilities, programs, costs,
human resources, and trust in the service quality of children's pools were found to affect satisfaction.
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Second, the cost, personnel nursery, and trust of the children's pool service quality were found to
affect customer loyalty. Third, satisfaction with the service quality of the children's pool affects

customer loyalty.

Keywords : Loyalty of Children’s Pool, Service quality, Satistaction. Customer
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Table 1. Demographic Characteristics of the Respondents

Assortment People(N) Percent(%)
20 14 477
30 159 53.5
age
40 112 37.1
50 12 4.0
under 5 year 27 9.1
5~6 year 68 229
7~8 122 41.1
children Age vear
9~10year 48 16.2
11~12year 22 7.4
over 13 year 10 34
academic high school graduation 16 5.4
background university graduation 281 94.6
200 ~300 83 279
. 300 ~400 144 48.5
income
400~ 500 53 17.8
over 500 17 5.7
Total 297 100
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Table 2. Exploratory Factor Analysis & Reliability Analysis of Service quality

Question 1 2 3 4 5
room temperature and
water temperature are suitable. 725 183 068 070 058
water quality is clean. .702 .064 .037 .060 239
material and color of
the floor is appropriate. .696 126 .059 171 219
depth is adequate. .692 242 -.016 219 .094
facility well ventilated. .690 .337 -.076 235 .028
indoor lighting is adequate. .663 223 .081 163 120
shower is well equipped. .646 .183 116 121 .089
lockers are well equipped. .630 216 113 136 .140
additional facilities are well equipped. .589 .170 -.027 215 .070
convenient parking facilities. .579 241 .108 205 .180
facilities are generally comfortable. .524 .230 136 .198 124
ability of teaching 237 192 130 153 -.027
expertise 204 154 150 255 117
teaching method .168 127 .099 209 247
human kindness .308 .679 242 179 .016
resources sense of responsibility 274 .640 .091 .194 234
well class time 215 .595 .268 .198 111
parent counseling kindness 271 .568 .057 .148 .256
language expression 241 .546 .376 165 131
lesson fee .054 194 .891 .099 .087
cost additional facilities fee .055 217 .840 121 .043
customized training fee .041 149 .817 .156 .066
class time schedule 254 .305 177 .590 .181
customized program .337 .323 161 .590 131
program personnel organization 331 434 132 .589 .031
contents of guidance .383 334 .188 .520 .091
children management system 313 281 237 516 229
appointments with parents 431 281 .096 255 .596
trust consistent principles 471 167 134 .076 577
privacy guarantee 314 .355 112 219 554
Rotation Sums of Squared Loadings 6.188 4982 2784 2365 1.558
% of Variance 20.626  16.608 9.281  7.888 5.192
Cumulative % 20.626  37.234 46,515 54.398  59.590
Bartlett x’ 583.903 df 295 p .001
Cronbach’s a 917 916 913 873 .861
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Table 3. Component and Reliability of Questionnaire

Division Item Questions Number Cronbach’ a
Demographic Characteristic 4
(age, academic background, children age, income)
facility 11 917
program 5 .873
service quality cost 3 913
human resources 8 916
trust 3 .861
satisfied 5 821
customer loyalty 6 .850
Total 45
Table 4. Correlation analysis
1 2 3 4 5 6 7
facility 1
program 672%* 1
human resources ~ .596** 704%* 1
trust .699** 626%* .619%* 1
satisfied 675%* 661%* 622%* J713%* 1
customer loyalty ~ .393** 423%* A496** A4 * .636** 1
cost 242%* A410%* A431%* .296%* SI1** S12%* 1
Table 5. Multiple Regression Analysis of Service Quality and Satisfaction
factor B SE o) t p
532 160 3.328 .001
facility .209 .056 210 3.732 .001
program .183 .052 .203 3.511 .001
human resources 124 .050 134 2.458 .015
trust 316 .049 357 6.493 .001
cost 187 026 274 7.216 .001
R* =672 F=119.332***
o|FH AMHIAFA tigh o] dgee A B(p=3650] IAZAHE FF& n|Al= AL
Al oF 67%° AHEe 2= Ao=E UEylth = Uehgth ERF ojdo]pg Au|Aag ol o
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3.2, MHIAEXET DHFHEO| 2HA g5 2= Aos UeRh
(B 62 ofdo|4d% AH A 1AFA
so WS TR fetel thEIAEAS 4 3.3, BEY DASYEel B
AlgE At JAAZFA(L=.187), A= (L=.260), Hl (B T2 ofdo]d% Au|Aagdo] dig vt
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Table 6. Multiple Regression Analysis of Service Quality and Customer Loyalty

factor B SE I t p
.696 241 2.884 .004
facility .056 .084 .047 .665 507
program -.057 .079 -.053 =726 469
human resources .208 .077 187 2.694 .007
trust 275 .072 .260 3.797 .000
cost 297 .042 .365 7.113 .000

R* =402 F=39.061***

Table 7. Simple Regression Analysis of Satisfaction and Customer Loyalty

factor B SE g t p
729 .208 3.508 .001
Satisfied 759 .054 .636 14.143 0.01

R’ =404 F=200.022%***
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