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ABSTRACT

The purpose of this study is to research on service quality of fitness club and overall satisfaction of members. The result of this study

will provide reference resources for improving service quality to fitness club owners. The objects of this study are members in fitness

club in Kaohsiung City, and this study applies the difference of expectation and perception of service in Tangibles, Reliability,

Responsiveness, Assurance, and Empathy five different respects to judge service quality. In addition, this study also utilizes

Importance-Performance Analysis（I.P.A.）to research on members' degree of satisfaction and emphasis on service items that

fitness center provided. This study is using Convenience Sampling, and total valid surveys are 374 copies from April 15 to 20 in

2005. According to the data and information collected from valid survey, I applied descriptive statistics, One-Sample t-test, One-way

ANOVA, and Paired-Sample t-test to analyze data. The following summary is the result after analyzing: 1. The most important

service item for fitness members is "sanitation and cleanness of facility", and the second important item is "professional qualification

of trainers". The less emphasis is "clean and neat apparel of service staffs", and the second less important item is "capacity of parking

space in fitness club". 2. The most satisfaction for members is "clean and neat apparel of service teams" and "service team's

politeness and kindness to customers". The less satisfaction is "capacity of parking space in fitness club". 3. The overall satisfaction of

members in fitness center is between a little satisfied and satisfied. 4. We found the following four service items need to be improved

through using I.P.A.: a. Sanitation and cleanness of facility. b. Fitness club will accomplish the service that promised to customer in

time. c. Service staffs of fitness club have ability to deal with emergent accident. d. Service staffs' attitude and speed of taking care of

members' complaints. e. Fitness club will put members' right and benefit as first priority.
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