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Developing a Service Satisfaction Scale for

Sports Instructor Training Programs

Yoon-Sung Ma, DoYeon Won*, & Sang-Hyun Park

Yonsei University

The purpose of this study was to develop an instrument that measures participants’ satisfaction in

sports instructor training programs. The instrument development process includes focus group interviews,

parallel analysis, and validity and reliability tests. Data were collected from 897 participants from three

regular training sessions and were analyzed primarily using SPSS and MPlus software. The results

indicated that the service satisfaction of sport instructor programs has an underlying three sub-factors,

including ‘administrative support, ‘curriculum contents, and ‘learning environment. This study can

provide helpful information to managers in improving their respective sport instructor training programs.
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Table 1. Demographic characteristics of the participants

First Second Third
n % | n % | n %
Male 62 257| 8 27.0| 73 269
Gender  Female 161 668|214 673|180 664
No response | 18 7.5 | 18 57| 18 6.7

Devision Characteristic

20’ 78 323| 68 214 67 247

30°s 56 232| 66 208| 61 225

Age 40’s 60 248|114 358| 76 280
50°s 18 75|37 116| 36 132

Above 60’s | 8 34| 10 32| 9 34

No response | 21 88 | 23 72| 22 82

below 100m | 15 62| 9 28| 13 47
100m~300m | 106 439 | 148 465 | 121 446
hl;(e"rne 300m~600m | 25 103 | 58 182 32 119

Month 600m~1000m | 1 05| 2 07| 7 26
Above 1000m| 1 05| 0 0 0 0
No response | 93 38.6| 101 31.8| 98 362
Total 241 100 | 318 100 | 271 100

Lawshe(1975)9] dFeA = W-EEI3 = (content
validity) 2] %4 #H715 93] CVR(content validity
ratio)@ CVI(content validity index)Z A= A&
AAstaL girk. 53] A AFellx = w3kl 28
3t AE7Le ghol7) AHs] 83 Axjolmr H o
T e NEESe] ik CVR 3 AA &gl gt
CVI #< 899 HAI7l2HE =&std YWEEHEES
AssAct. B2, 28T A NHEIES
CVR #& .82~.99, AAE&S] CVI #k& 92% veht
Lawshe(1975)7} A|Agt 7] oA F53 el

¢

3t CVR gko] w7 vepd

T (AHredEe fAEs SRb @it

T Agolgo] Helsith el telre derkee el
ol HTHoR ATl ATt S, cH|zA},
At 3EAE B ol kel

A" 2670 E@de 28ste] 1A A5 AT

12}, 221, 37l 2A 39 Ame] #A46| Slo] FAA
F994F(significant level: @)& 052 A3} oH,
HPa BAE 98 Factor 8.1 H|E3l SPSS 21.0,
Mplus 6.08 53 th29] #48 ¢ad o= 343819t}

7‘(451]] AL 2 A TAF A5 4;3}“4 NET AT
uho] WLEFS = (content validity) & 538171 -45}04
Lawshe(1975)2] ¢7ol4 yehd WEEd=
=719 CVI(content validity Index) & AH&3H3 T,

=4, 29 TAEYE A5 fote] FPd 24

(parallel analysis) 2 424 29154 (exploratory

nﬁ
olN

factor analysis)< A8

AR Aol FEEGA( convergent validity) 2
HHEFA (discriminant validity) & A5317] sk
ol Q9% (confirmatory factor analysis)S
=

JiA, *—120 HJPW predictive validity) AEZ 918l
AnkA MRS g ARG Tz ne BA

(structural equation model) < AAst. ol 2

& AAE 2438 g9 (Fig. 13 2t}

| Literature review |

1

| Prior test |

!

| CVR, CVI test |

l The first
questionnaires

| Parallel analysis |

!

| EFA |

PE—

| CFA |

P —

| Predictive validity test

The second
guestionnaires

The third
questionnaires

Fig. 1. process of the study
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F 3zt 23 doly R AA EAG ASA
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Table 2. MCAR test

x2 df p
First 715.940 699 320
Second 183.349 170 229
Third 128.550 108 .086
743
oluI2eol CHeh 22N ® JI=8A

& 2.558~3.4104¢] ]
A -Er?;é}aiguﬂ, E%féi}% .835~1.196°14 E%3}
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Table 3. Parallel Analysis

0 ; _
Factor - 95% Figen-value of Real Eigen-value Decision

number Random Data
1 1.829 15.922
2 1.697 2.510
3 1.608 1.622 Accept
4% 1.529 1.273

—+—95%percentile

——eigen-value

i
- @

Fig. 2. Parallel analysis
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A%s 994 Lokir] 99l 1
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(factor loading)°] BA=JLH 2719 ErM=
the] Q9o =& 89 H3l#F(double loading)el
LA AT olo 6709 & AAT T vz 2070

344%9] AEAE F3) 24 ol]f o oG E Al 891 gAetel S 89 TEe
T = ool A SATAEFAT A g 229 gqe 14 Wake) o T0%8 AdeE 2
stk 295 WL 52052 (principle axis oz Ugdon 77 #3x9 g0l ‘mahL gol
factoring), 37U A2 A (oblique) ¥ £ 2884 goloz WHAT wat 7k ol A
';*fj ;fifgdﬁ?blzbﬁnf; H ‘;jf; G 7 gEetel Bl AURY oA Husigln
: - =t (Nunnally, 1978).
F 26708l B F A9 BN e a9 wata
Table 4. Exploratory factor analysis (pattern matrix)
Administrative Educational Edl{cational communality
Support Contents  Environment
Office staffs will endeavor to assist the trainees on a voluntary basis. 952 -.029 -.029 837
Office staffs were response to busy trainees’ demands. .897 .099 -.070 .845
Office staffs provide immediate services to trainees. .889 -.028 -.001 753
Office staffs show interest in the problems of the trainees. .844 -.089 .040 .666
Office staffs have professional working knowledge on issues. .840 023 -.082 .646
Office staffs can rely to believe. 785 .042 .060 727
Office staffs were seeking the convenience of trainees. .659 .035 .088 551
Office staffs show personal interest in trainees Sl4 .106 .166 .503
Lecturer of the training was adequate. -.050 975 -074 817
The instructor suggested appropriate training. -013 901 -.044 754
Training programs have been helpful to understand the sports leaders. .010 .842 .049 770
I chatted with the instructor sufficient communications about the lecturers. 041 .820 -.050 .668
Educational programs have helped to foster a knowledge for sports leaders. .045 795 067 749
Instructors was teaching student-oriented education. -.023 792 -.009 597
Training programs have been helpful in career exploration. 044 616 143 547
Training programs were conducted prior notice. .103 544 .149 514
Training institution holds a state-of-the-art equipment. -.032 -.056 .940 .790
Training institution is visually good to see. .003 016 .887 .807
Classroom equipment and facility level was excellent. 038 .183 672 671
Facilities and atmosphere was suitable for the study. 223 071 .560 595
Eigen Value 10.879 1.838 1.097
Variance% 54.396 9.191 5485
Cumulative% 54.396 63.587 69.072
Cronbach’s @ .796 811 .896

KMO=.946 Bartlett's 22=4171.320, df=190, p=.000
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oI QOIEA Hu & Bentler(1999)9] =&dllA A3 gela U=
i aolmao A4 710l ohdrt, wheba kAl Ajte &2
o E3 5}
FAA Q&M Bl BAE 20709 FEoE F ZAlo] mels) Beks)ol s},
A <] A 2} 3 o I H 2| P! -
0F YA FONEA el AR T A9 S a8 ages 9 9949 89 5 209 &
2 x5 Y3 T o g8 solAd g - - B
RS mOw F Mplus 6.0% B8 LA L g 39 A 2o 09 2392 weln gon
IENE AN A9 A SR 229 g agn deow 29EE T das 29
A%=g W3] fld) CFL TLI RMSEA, SRMR 5 gobgo) wrby ghohe = Zabrje] o A25AS &
FAE=S=N N Ko BAAY H Qo]0 7F g _ .
|58 AEeint. BA43% i ]'Lalfl RMSEA# gats WS R8sttt old] mI LA 37, 3
Al B 3] I N
°| Hu & Bentl:er(1999)7lzﬂ K 7]:'_‘(.08:] 5}) <] A2 9oloA] 379 QABEAL & Latdt). ol
o8] tha e Ao A ol @ 71 FL _
9l s S AR HEST SPIM CHR RS g gany dske Bel (Table 53 2t
Table 5. Confirmatory Factor Analysis
x? df p RMSEA(90%CI) CFI TLI SRMR
Educational Environments 7.632 2 .022 .094(.031~.169) 992 975 016
Educational Contents 45.679 17 .000 .073(.048~.099) 987 979 019
Administrative Support 41.331 11 .000 .093(.064~.125 982 .965 024
pp
Total 396.424 149 .000 .072(.064~.081) 948 941 048
Table 6. Convergent Validity and Discriminant Validity
Contents Estimate se CR AVE
Training institution holds a state-of-the-art equipment. .843 021
Training institution is visually good to see. .870 .019 %8 €36
Classroom equipment and facility level was excellent. .861 .020 ' ’
Facilities and atmosphere was suitable for the study. .582 .041
Lecturer of the training was adequate. 787 .023
The instructor suggested appropriate training. .868 016
Training programs have been helpful to understand the sports leaders. .864 .016
I chatted with the instructor sufficient communications about the lecturers. .866 016 966 785
Educational programs have helped to foster a knowledge for sports leaders. 877 015 ’ '
Instructors was teaching student-oriented education. .801 022
Training programs have been helpful in career exploration. .803 022
Training programs were conducted prior notice. .857 017
Office staffs will endeavor to assist the trainees on a voluntary basis. .835 .020
Office staffs were response to busy trainees’ demands. .897 014
Office staffs provide immediate services to trainees. 742 .027
Office staffs show interest in the problems of the trainees. .816 .021 .945 713
Office staffs have professional working knowledge on issues. .808 022
Office staffs can rely to believe. 737 .028
Office staffs were seeking the convenience of trainees. 822 021
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Table 7. Correlation analysis

administrative  educational educational

support contents environments
1 1
2 35T 1
3 ST 524%%x* 1

***p(.000

The latest stylz of equipment

Vizually good locking

Encellence of equipment and facility

Appropriate facility and atmosphere

Encellence of trainers’ contents

Appropriate fraining

Understandmg the sports mstructor

Communications with the lecturers

Studant-orizntad sducation

career search

Classes conducted in the same manner as notice

Voluntarily assistance

Cuick response

Immediate services

Interests to trainees” problems

.:-

Profzssional working knowledge

Assistance’s reliability

‘ Fostering professional knowlzdges

Secking theconvanisnce

Fig. 3. confirmatory factor analysis
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Table 8. The Results of Model Fit

12 df p RMSEA(90%CI) CFI TLI SRMR
Suitable index — 424.764 165 .000 .078(.068~.087) 937 927 .060
Table 9. The Results of Path Analysis
b se B t p
Administrative support— Overall satisfaction 307 075 230 4.094 .000
Educational contents — Overall satisfaction 147 077 113 1.908 .056
Educational environments — Overall satisfaction 747 091 .539 8.177 .000
R*=.604
A7 ALt 20 A, & =l A (HE, A2, ddweddal, =9, Fad, Aot
AN 2F2AZAL A4 9] g AH 2 TR A FE(15/2+9, W3y, SE3Y) 53 2ol A4
EE AFARe 44 $4L A% AFARS AT A B9 S4o) TR FIL ALee A7t e
G glohe Aolth, AE2ARA A4 AR BARE @ Aol
Zgkstar ol thgk /R A& AAG APAFEL - =4, ¥ A+« Kirkpatrick(1996)<] g5 &4
ol ol el A Ao} A Aol Zds] ok o] WEH Tl AgEe] itk & AFeME T 3
(Kim et al., 2001: Park et al., 2013: Park & 7 29 Hrt 2, 537K EE b S EH 7 HA

Park, 2014: Oak, 2005). A%, AFuS-Z 2 138
o] AHA 72 HE s e 2] A8 S
A= 454 volE & &g A7 wt=A 4
B2 (Garvin, 1994), & A4 AdH o] 3
A QAo BFscta & 2= 9o}
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through enhancement of teaching

[Appendix]
Factor Number Items
1 Staff members assisted the trainees on a voluntary basis.
2 Staff members actively responded to the clients' requests.
L 3 Staff members provided timely service to the trainees.

Adr;l;r;;::ttwe 4 Staff members showed their genuine interest in issues faced by the trainees.
5 Staff members had professional working knowledge.
6 Staff members were reliable and trustworthy during the training session.
7 Staff members tried to provide better service convenience to trainees.
8 The content of the training program was relevant for trainees.
9 The instructors covered the relevant topics for trainees.
10 The training program was helpful to understand in becoming a sport leader.

Educational 11 The instructors were more than willing to discuss the relevant issues with trainees.

Contents 12 The training program was helpful in fostering my knowledge as a sport leader.

13 The instructors adopted a student-centered teaching style.
14 The training helped me to understand more about a sport leader as a career option.
15  The training program was conducted as announced.
16  The training institution had a state-of-the-art teaching-related equipment.

Educational 17 The visual aspects of the training institution was satisfactory.

Environment 18  The quality of classroom facility and teaching equipment was excellent.

19 The educational environment and facilities at the training institution was suitable for trainees.

Scale: 5-point Llkert scales(l = strongly disagree, 2 = disagree, 3 = neutral, 4 = agree, 5 = strongly agree)
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