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Job Satisfaction and Service Quality between Non-regular and Regular
workers in Commercial Sports Facilities: Based on Qualitative Method

Bokyeon Kim & Jinho Choi*
Dongduk Women’s University

[Purpose] This study attempted to investigate the difference on job satisfaction and service quality between
non-regular and regular workers in commercial sports facilities. [Methods] With the purpose of the
study, the purposive sampling as the non-probability sampling method was used to intentionally select
the representative cases. We conducted through utilizing in-depth interviews with 6 non-regular and
regular workers, respectively, who have worked for more than a year at total commercial sports
facilities holding more than 3 programs with more than 500 memberships. This study aimed to explain
real phenomena as much as possible by utilizing NVivo 11, one of qualitative research method
programs, on the basis of raw data. [Results] In conclusion, non-regular and regular employment types
in commercial sports facilities did not affect service quality provided for customers. However, it was
derived that there was a slight difference between regular and non-regular workers on job satisfaction.
[Conclusion] It is necessary to improve the wage and compensation system for regular workers as well
as the labor policy to improve treatment of the wage according to the qualification of non-regular
workers in commercial sports facilities. In spite of the instability of non-regular workers, the effort of
converting into regular workers would evoke organizational commitment, loyalty, and attachment of
non-regular workers, when properly acknowledged.

Key words: Job satisfaction, Service quality, Non-regular workers, Regular workers, Commercial sports
facilities KISS?
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Table 1. Demographic information for study participants

Employment status Age  Gender Career
Regular 1 31 M 3yrs
Regular 2 26 M lyr
Regular 3 29 M Syrs
Regular 4 26 M 4yrs
Regular 5 28 F 2yrs
Regular 6 25 M 3yrs

Non-Regular 1 27 M 4yrs
Non-Regular 2 33 F 8yrs
Non-Regular 3 24 F 3yrs
Non-Regular 4 26 M lyr and a half
Non-Regular 5 27 F Tyrs
Non-Regular 6 24 F lyr
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Fig. 1. Connection map of categories of regular workers related to job satisfaction
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Table 2. Number and frequency of coding by categories

Final catego Number of Frequency of
gory coding coding(%)
Ni
Regular Norll Regular Orll
worker | S| worker | OB
worker worker
p | Workon 18 19 | 20 | 221
present job
y | Supervision on | ¢ 18 | 178 | 209
present job
3 Present pay 16 6 17.8 7
4 | Opportunities | g 7 67 | 81
for promotion
5 People on.your 9 6 10 7
present job
6 Tangibles 5 6 5.6 7
7 Reliability 7 7 7.8 8.1
8 | Responsiveness 5 3 5.6 35
9 Assurance 4 5 44 5.8
10 Empathy 4 9 44 10.5
Total by 90 86 100 | 100
employment type
Total 176 200
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Fig. 7. Work on present job category of regular workers
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