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[Purpose] The purpose of this study was to empirically analyze the relationship between a

commercial sports centers employees’ empathy, job satisfaction, customer orientation, service quality &

organization loyalty through structural equation model analysis. [Methods] For this purpose, this study

set 205 employees’ at the eleven commercial sports centers located in Seoul as the research subjects. In
an effort to verify the proposed structural model, this study used IBM SPSSWIN Ver. 21.0 and AMOS
18.0. [Results] First, cognitive empathy had a positive effect on job satisfaction. Second, emotional

empathy had a positive effect on job satisfaction. Third, communication empathy had a positive effect

on job satisfaction. Fourth, job satisfaction had a positive effect on customer orientation. Fifth, job

satisfaction had a positive effect on service quality. Sixth, job satisfaction had a positive effect on

organization loyalty. Seventh, customer orientation didn’t had a positive effect on organization loyalty.

eighth, service quality had a positive effect on organization loyalty.
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Table 1. Characteristics of Participant

Attributes Content Number Frequency(%)
Gender Male 141 68.8
Female 64 312
Twenties 80 39.0
Thirties 72 35.1
Age -
Fourties 45 22.0
Fifties 8 4.9
Average of Age 33.42
Below 1 year 46 22.4
Below 3 years 79 38.5
Work Below 5 years 46 24
experience Below 7 years 22 10.7
Below 10 years 9 44
Over 10 years 3 1.5
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Table 2. Confirmatory Factor Analysis and Reliabilities

Factors Items SC SE tvalue a CR AVE
Try to recognize the customer clearly.* - - -
N Try to understand from the perspective of the customer. 770 265 -
Ce?ngg ;ttlﬁ/; See the problem from the customer's perspective. 788 307 9919 767 .813 .594
Trying to understand customer behavior from the customer's perspective. 652 549  8.529
Trying to understand the situation from the perspective of the customer.* - - -
Try to experience the customer experience in their position. .833 303 -
Try to share the emotions the customer has experienced. 862 229 13.446
emotional ~ Worry about the customer's concerns.* - - - 864 881 712
empathy Try to experience the uncomfortable emotions they experience from the
perspective of the customer. 786300 12267
Trying to feel the pain of the customer together.* - - -
Customer is in a difficult situation, they feel sad together. 810 381 -
communication Customer has a problem, we feel sad together. 820 358 17.258 306 860 673
empathy Express customer's position well. 864 271 10.827
Always think from the customer's perspective.* - - -
I am satisfied with my current work. 902 128 -
} I am satisfied with my current work environment. 885 163 17.286
i Sll?a'zﬁon I am satisfied with my boss. 795 265 14445 904 921 745
I am satisfied with my colleagues. 710 377 11.961
I am satisfied with the current pay.* - - -
Try to understand what the customer wants. * - - -
Try to listen to the customer's opinion. 739 743 -
ocrlilesrtl(t);lizrn Be care first before you say what the customer wants. 895 373 13.054 914 .858 .602
Try to solve the problem from the customer's point of view. 913 334 13.307
Try to make my customers trust me. 865 484 12.586
Provide accurate service to meet customer's needs.* - - -
] Respond quickly to customer needs.* - - -
Z?E/llii; My overall opinion about sports center policy is very positive. 879 179 - 893 911 773
Sports center employees are always ready to handle potential problems. 879 194 16.517
Sports center is that facilities aspects of are convenient & visually appealing. .822 279 14.822
I would like to recommend a sports center to people around. 909 176 -
organization I want to continue working at the sports center. 968 062 24,803 044 944 850
royalty If you can choose again, you will work at this sports center. 893 213 20.336

[ am proud to work at a sports center.*

Fit: y’=357.789, (df=207, p=.000), GFI=.874, CFI=.957, TLI=.948, RMR=.070, RMSEA=.060

*means item deleted in confirmatory factor analysis
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Table 3. Correlations among Variables

Factor: mean standard  cognitive =~ emotional communication job customer  service organization
ctors © deviation  empathy empathy empathy satisfaction orientation quality royalty
cognitive 340 612 1
empathy ’ ’
emotional
empathy 3.02 671 542%* 1
communication 3 5o 024 411 416%* 1
empathy ) ) ) )
job
satisfaction 3.80 735 284%* 282%* A443%* 1
customer 3.61 1162 271%* 180%* 345%% A40%% 1
orientation
Zi%ﬁ; 3.41 811 505%* A493%* 646%* 523k 57w 1
organization 35 g39  3sgex 37q 549% 610 369%  499%x 1
royalty
< 01
594~ 85002 A= Al Fakel .032~.417(.180*~ FEAA FAQ G nA = AR Ve Ag s
646%)& 25 23ete] el o] SR E AT A 913}. ol gt Az TAMY L 1A HHNA EA Y
2 W8-S (Table 3)7 2}, PES olgldelt 20 £35F JRUIET} Fo}
AThe Aotk 74420l HHA Bae ARurEe] 34
IS g =9 A9 9%e WA Adlde ARAR=176, @
=2.7632.2 p(.01 FFA FAAQ F3FS A= A
ol ATANE ALAFE el TRPPARFENS o2 Ueh}AYHGT 0|8 A3 FAAE Aol
1§ A3} 8P AYEE P=220313, df =154, AL BT AL FHAE FYo] ¥5% 4T
p=.000, GF1=.902, CFI=.973, TLI=.967, RMR=.083, &7} EEO}% the Aelth. 7Hd39] AR Al &
RMSEA=.0492 Ueh} A7 28 a8kl £391 Zhe A uuZd ZA A 8-S | Aot A2
Aoz ddHy. 7M1 A3 (Table 4)9F 2T}, T=.344, t%k 581392 p(.001 FFlA F94<1
719 QA A FAe AR SAA 4 FEFE WA= A2 et A EH. o8 g Adte
nA Aoltt e AZA4=.126, ta=2.1032.2 p(.05 TAML S A 9] YA ke & FdstE Tl =

Table 4. Testing of the proposed hypotheses

Hypotheses Paths SC SE t P Acceptance
H1 cognitive empathy—job satisfaction 126 072 2.103 .035 Accepted
H2 emotional empathy—job satisfaction 176 .063 2.763 .006 Accepted
H3 communication empathy—;job satisfaction 344 .056 5.598 .000 Accepted
H4 job satisfaction—customer orientation 447 .095 5.813 .000 Accepted
HS job satisfaction—service quality 1.530 .193 7.145 .000 Accepted
H6 job satisfaction—organization royalty 467 .099 5.666 .000 Accepted
H7 customer orientation—organization royalty -011 .063 -.159 .874 Rejected
HS8 service quality—organization royalty 292 114 3415 .000 Accepted

Fit: ¥*=229.313, df =154, p=.000, GFI=.902, CFI=.973, TLI=.967, RMR=.083, RMSEA=049

Hxkp< 001, #4p<.01, *p<.05
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