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3 ZAE 7 366 333 39 240.208™ 97,502 -
2 IR A 2 434 37 494 228 .000 8257
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FHo% 17 321 203 343 250.916™ 93.623
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A= % 371 362 381 1365.569™ 93.116
A= 9 IFe B8 45 492 482 503 137.768™ 89.922
et o FA 36 574 559 588 250.876™ 86.936
W R ABIOETAR7IE 40 546 532 560 183500 95.514

*+p< 001



503

Al
X
@b

s

=]

g et

[2
93.387
89.221
96.211
94.244
95.073
91.647
93.671
87.570
97.262
95.843
86.762
95.978

Qw

SERVQUAL =3¢ aa/do] o
196.084™

443

400
280
252

-95%CI +95%CI
482

ESr
422
.300
285

k

EMIC 1))

=3
=2

SERVQUALZ|

g Al

=

=

8. CHet AlMof| ot

SERVQUAL

vy
ar

213.383™

319
318

24

—~

H]
i

1040.786™

63.489™

467516
1915517

206.263"

372
318

338
332
523
496
526

A1

.35
.35
45

9
17

11.368

1H
14

Mo

K

1

!

56.858™
34.2627
107.804™

158637
144.012™

603
291

249
209
103
.300
326

487

026
73
270
245
189
318
348
210

.40

8
22

78 3 AR

281

8

g E2AA

3T 3 WA SAA

<0
A
K
]

1024.379™

96.475
91744
89.425
90.113
97.101
94.366
87.506
95.910
93.023
96.137
94.873
58.916
82.886
93.736
94.631
71.047
95.400

.000
524.261
218.025™

9.716
40457

212
337
.369
285

19

493
523
351
243
188
579
344
398
433

Lo

22.696”

262.260™
184,094

397
283
256
620
377

374
.263
223

8

173 AT

24

~

H)
2]

174.393™

9

A EZAA
2 agARA

&

1250.316™

62.054”

528945
390.075™

397

481

.360
378

A57

21

7732

33.388"

14
1

Mo

s

14
@

2.230
270.950™
79.439™
170.697™

649
276
401
281

59
513
396
241
168
620
367
327

482

624
379
.261
203
671
.383
.350
205

8

1 Ao 71 %

=i
=

)

Hc})\

24

e

H)
H

1201.435™

97.042
86.565
92.941
86.063
83.802
93.972
87.578
94.825
96.854
95.112
95.219
84.229
86.940
96.119

000
502.797™
119,093

22.678"

237
17
.39
373
527

9
17

1l

FT 9 WIS

1H
1H
Ho
7K

1
!

48398™
26.168"
196.879™
161.005™

610
436
242

523
D01
392
198
239

Al4
221
272

082

8

W R ARl 71

21

~

1]
A

425558™

150.624™
418355

305

9

982.268™

337

301
394
Al5

587

319
A14

440

Jlnﬂ
K
x|
4

432

21

3.657
30.620™

465

14
4
Mo
|5

1

=

31.948™

455 523

628

490

8

W7 3 AT

" p<01

p<.001,

S



504 =4 -4

vy
ar

9. EHRE

SERVQUAL =449 k ESr -95%CI  +95%CI Qw I? @b
i =R 24 402 397 407 6462.923™ 95.621 -
A . 91.434
&4 313 367 361 372 6054.106 94.846
™ p<.001
E 10. 2880 2 SERVQUALS| E0t37|(7H)
SERVQUAL =959 k ESr -95%CI  +95%CI Qw I? Qb
o= 61 A07 3% 418 1307.698™ 95.412
T3 . 2.701
i 65 394 333 405 1171.161 94535
o= 46 37 358 385 995411 95.479
WA — 1.102
i 55 362 349 374 1253472 95.692
o) =5 63 434 424 445 1466.773™ 95.773 .
2134 . — 101.348
i 67 356 345 367 1332.365 95.046
~ o= 54 406 394 A18 1218.776™ 95.651
84 — - - - pom 33.028
| 65 358 346 369 1189.851 94.621
, o= 60 381 369 392 1405.355™ 95.802
a3 . — 4679
gt 61 363 351 374 1076.474 94.426
<001, "p< .05

Regression of male(%) on Fisher's Z

a8 4HE Eoﬂ AT EGE o, FA v &o] 7}
o wg} SERVQUALY A4 &3=37)71 37} 5&
Ate AFE Rle7| e ojFglon, BAHCER &
oA FUtHp=.53085). AT, SERVQUALS
oF9] QIR A EGkE w), A HEo| S8 ulet
A axtane #aste 4% +34Y e
S7hhe S Belon, BAHCRE fosiditt

o n}i ee)

N
o

H
=
=
i

TEAST T estimate SE -95%CI +95%CI zvalue p-value
2714 slope .00044 .00026 -.00008 .00096 1.66646 09562
intercept 40387 01533 37382 43393 26.3409 .00000
e slope -.00020 .00027 -.00073 .00034 -71334 AT7533
intercept 40123 01666 .36858 43388 24.08517 .00000
24 slope -.00127 .00026 -.00178 -.00076 -4.91364 .00000
intercept 49265 01518 46290 52240 32.45523 .00000
Py slope 00110 00027 00057 00163 4.05453 .00005
intercept 34277 .01591 31158 3739 21.54005 .00000
a4 slope .00056 .00027 .00003 .00108 2.06815 03863
intercept 36359 01592 33237 .39480 22.83165 .00000
A7 slope .00007 .00012 -.00016 .00031 .62670 .563085

intercept 40472 .00705 .39091 .41853 57.44549 .00000
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SERVQUAL =& &zt gk vet®s 505

TEWUSF T estimate SE -95%CI +95%CI zvalue pvalue
224 slope .00102 .00027 .00050 00154 3.85147 .00012
intercept 371323 .01502 .34379 40266 24.85223 .00000

e slope .00063 .00031 .00002 .00123 2.02499 04287
intercept 36124 01771 .32653 .39595 20.39813 .00000

R slope .00161 .00027 .00109 00213 6.07794 .00000
intercept 31698 .01502 28755 .34642 21.10688 .00000

P slope 00133 .00027 .00081 00185 5.00132 .00000
intercept .30904 .01503 27939 .33850 20.56357 .00000

B4 slope 00104 .00028 .00049 00158 3.71639 .00020
intercept 31945 01565 .28878 35013 20.41292 .00000

A9 slope .00116 .00012 .00092 .00140 9.44300 .00000
intercept .33465 .00697 .32098 .34831 47.99989 .00000

Regression of 20s/30s(%) on Fisher's Z
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Regression of Publication Year on Fisher's Z
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o 3349 HEL BFL 0|2 7] AalA B A
S 87 B0 PESHD, LAY s T2Ae
Fahul, Q1A AE2E Fol7] 99l wEehs A= 3
S

QoA ol2d REEHGE WA Aulx AlgatzA

EH‘?SPI], AT AE BAE &=

man ;e Aol 1 F9 i) )
2 6. EEHAZ0| M2 SERVQUALS =1 2FZAAS] 9 AR Y YAl A AR A 2 A
- olEtEREA T Tl F2e A® FaAN, o]hihe 1S 7HEA
E 13. 2L E SYHTZE 3 o7 EN 2ot
FEHAF TE estimate SE -95%CT +95%CT z-value p-value
B slope 01467 00187 01101 01833 786198 00000
intercept -29.06384 3.75066 -36.41500 2171267 ~7.748%9 00000
wo slope 03184 00217 02758 03609 1466237 00000
intercept 6361132 4.36459 ~72.16576 -55.05688 1457441 00000
gz slope 01897 00183 01533 02255 10.36951 00000
intercept 377119 367701 4491877 -30,50514 -10.25614 00000
P slope 02934 00197 02547 03321 14.86280 00000
intercept 5857754 3.96308 ~66.35483 ~50.80025 1476219 00000
a4 slope 00746 00186 00381 01110 401133 00006
intercept 1450943 373689 -21.92359 721527 390684 00009
A slope .01962 .00086 .01793 .02130 22.77349 .00000
intercept -39.02659 1.73143 -42.42013 -35.63306 -22.54013 .00000
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A Study on the Effectiveness of SERVQUAL: A Meta-Analysis

Min-Seok Kwag, & Doyeon Won

Yonsei University

The current study aimed to investigate the impact of SERVQUAL on sport consumer behaviors using
meta-analytic techniques. Findings from 25 dissertations and 26 journal articles were used to test of a model of the
SERVQUAL on various sport consumer behaviors via the comprehensive meta analysis (CMA) program. Results
showed that SERVQUAL has a large effect on sport consumer behaviors, with a fixed effect size of .383. In terms
of the relative importance of the SERVQUAL sub-factors, sport consumer behaviors were influenced most by
empathy, followed by reliability and tangibles. In predicting sport consumer behaviors, SERVQUAL had a most
positive effect on, in order of, loyalty, customer orientation, and commitment. Results also found significant
moderating evidence for sport facility types, publication types, publication year, the ratio of male and respondents’
age.

Key Words: SERVQUAL, Sports Consumer Behavior, a Meta-Analysis, Effect Size KISS”



