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[Purpose] This study aimed to investigate the impact of perceived service quality on satisfaction, and

behavioral intention in migrant members of German sport clubs. [Methods] The questionnaire was

structured in four sections: perceived service quality (four dimensions and 12 items), satisfaction (two

items), and behavioral intention (two items). With data from 438 members of 33 sport clubs in western
Germany, SPSS 23.0 and AMOS 23.0 were utilized to conduct factor analysis, reliability, validity, and
structural equation modeling analysis. [Results] The results of this study indicated that (1) staff, sport
program, interaction, and physical environment in perceived service quality had a significantly influence

on satisfaction, (2) staff, sport program, and interaction significantly affected behavioral intention, and

(3) satisfaction was found to have significantly impact on behavioral intention. [Conclusions] The

delivery of high-quality services can promote satisfaction, which in turn lead to behavioral intention.

The empirical results suggest that the practitioners and sport club mangers should understand the

importance of perceived service quality for the retention of members in sport clubs.
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Frequency(%)
58.9
41.1

N
180

258

Male

Female
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Variables

Gender

Table 1. Demographic characteristics (N=438)
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Table 2. Summary results of the exploratory factor analysis
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Dimension Items FL \% CvV a
Staff are knowledgeable ST2 .858
Staff Staff are reliable ST3 .835 22,100 22.100 .874
Staff are willing to help me ST1 .807
Sport The contents of sport program are interesting SP2 .856
rop am The schedule of sport program is convenient SP3 .844 20.112 42212 845
Progn The level of sport program is adequate SP1 .630
Interacting with members is enjoyable IT1 .828
Interaction ~ The opportunities to interact among members are provided IT2 .826 18411 60.623  .830
I can have a nice conversation with members IT3 .800
Physical The facility and equipment are well-maintained PE2 913
'y It is convenient to use the facility and equipment PE3 .859 17.548 78171  .846
environment . -
It is easy to access to the facility PE1 .602
FL : factor loading, V : variance, CV : cumulative variance
5 A% A3 KMO (Kaiser-Meyer-Olkin) < .865, Table 3. Correlations of variables and validity
HA] AR O o) Qo
Bartlett 73/ 274 3096.3400.2 Helel7}k 241 — s ol &
%*4 o A4 Aoz ehdth(Kaiser, 1960: Hair et T 1 5 ol
]— ]- Hokok
*1 NAEAS LAU/ASA, AEATZIY, ERAY 305177 S8t 729 889
FEAG, AERE T 4N 9l eQle R BREL, 7 4 4357 497 ST 760 903
AeAkE 78.171%9%. Cronbach’s a9 2+ .83 5047 6807 58077 5997 1 895 945
0~.874% 715l Fsted WALRY S FH3IAT 6 779 7507 630" 5507 866 870 930
G904 sd®y An 24Ede AYEE ool
GFI=.903, RMSEA=.086, SRMR=039, TLI=928, L °Stafl. 2 : Sport prosram 3 - Interaction,
¢ Physical environment, 5 : Satisfaction,
CFI=9472 et B A= A7t #8575 6 : Behavioral intention,
< -6‘:-1—/\] \:} 2111:4-1‘4_1,:_ 7—1 =S5 5H Eﬂ T,‘:_‘—/‘\J—Z',&% AVE : average Variagce extracted,
CR : ite reliabilit
(AVE: Average Variance Extracted) ¥ /dAl2 = COMPOSILE TEHAbILy
(CR: Composite Reliability) & AH&-3FtH Fornell A=
Ao
& Larcker, 1981). (Table 3)7 #o¢], #4247 34
FRAREUHE 720~ 895, AENEIE 889~ Azt H 2EAT BEE, JEE 2 DA 7]
945 F87IF(AVE).5, CR).T)= FFaith. & A AS52 As) 720 AR A0 A 28 A% =
9, Fornell & Larcker(1981)« 2 7471'd<] B+ B7Ve AAe A3 GFI=.901, RMSEA=.089,
BAFER] FBATFY AFeke 2ol wEEd SRMR=.040, TLI=.921, CFI=.942& uelyith.
Aol guE vk HEh 2 AN At RE A9 A¥E T T mEkA of
FEp duATe] Agae vlad 23, JEetT ATl AR A7 AFRF LS ASARE ¥
Z(.723~.895)°] “FuAITY AFH(.189~.750) B w2 Adustal glon o diXsted et sle
o = veht AN E e e ol ST Ao Aekaitt,
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Tale 4. The results of hypotheses testing

Path Coefficient t )4 Result

Perceived service quality — Satisfaction

Staff — Satisfaction 370 6.362 .000 Support

Sport program — Satisfaction 234 3.935 .000 Support

Interaction — Satisfaction 120 2.353 019 Support

Physical environment — Satisfaction 250 5.222 .000 Support
Perceived service quality — Behavioral intention

Staff — Behavioral intention 176 3.540 .000 Support

Sport program — Behavioral intention 121 2.502 012 Support

Interaction — Loyalty Behavioral intention .186 4.476 .000 Support

Physical environment — Behavioral intention -.095 -2.388 017 Not support
Satisfaction — Behavioral intention 617 11.845 .000 Support

GFI=.901, RMSEA=.089, SRMR=.040, TLI=.921, CFI=.942. X.05

Perceived service quality

Satisfaction

Physical -.095" Behavioral
environment intention
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A, 2xzx2 Ol Faoel Asg AL T
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