Universidad Catdlica San Antonio de Murcia
Facultad de Ciencias de la Salud, de la Actividad Fisica y del Deporte

Master’s degree In

Management in Business Administration
Business Strategies

Cristian Gregori & Ferran Calabuig

Universitat de Valencia
Sport Management & Innovation Research Group

Service Quality



Index

General introduction to service quality
Service quality measurement

Measurement scales in Management

Perceived service quality measurement scales
chow do we apply them?

Aiming towards our goal

Conclusions

References




Introduction

why should we research in Management?

In general, we could define research as:

“the activity aimed at the acquisition or discovery of new knowledge”

R+D+1 O

why should we analyse the service quality or the satisfaction on my
customers?

Because we need to know their opinions and seduce them to purchase our services




Introduction .

why should we research in Management?

> INCREASE THE LOYALTY OF OUR CUSTOMERS

> IMPROVE WORD-OF-MOUTH

GOALS AND CONSECUENCES

OF QUALITY MANAGEMENT

REDUCE THE AMOUNT OF CUSTOMER COMPLAINTS

> IMPROVE ECONOMY (VIABILITY) .

' (Martinez-Tur et al., 2001) ..




Introduction to service quality

what is quality?

Quality acceptations

Quality as Excellence
Being the best in an absolute meaning

Quality as aValue
Quality related with the price

Quality as a Conformance to Specifications
Related to stablished standards

Quality as a Meeting and/or Exceeding Customers' Expectations

Subjective factors .

(Reeves & Bednar, 1994) .
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Quality Management Systems
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what is SERVICE quality?

Introduction to service quality '..-'
@

what you think - what it really
o Q n
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PERCEPTION IS A KEYWORD
IT IS ABSTRACT, CHANGING AND DIFFICULT TO MEASURE




Introduction to service quality

TECHNICAL # PERCEIVED
QUALITY QUALITY
(Carman, 1990)
Objective Subjective
Manufacturing Based Costumer Based

"The degree of discrepancy between consumer expectations and their perception of the result.”
(Zeithalm, 1988)

“the satisfaction of the requirements, desires and expectations of the clients-users of a sports service”
(Mundina & Calabuig, 1999)
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TECHNICAL # PERCEIVED

QUALITY QUALITY

(Carman, 1990)

Expected Quality Perceived Quality > @

Expected Quality Perceived Quality >

Expected Quality Perceived Quality > @




Introduction to service quality

Gronroos model

Perceived Service Quality
Expected service vs Perceived Service

Technical Quality Functional Quality
0 " “how”
o What (Gronroos, C. 1984) .
. Y
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Parasuraman, Zeithmal & Berry model .

| 1
GAP 1 S Marketer
[ —p
| -
I
| f | GAP2
I (Parasuraman, Zeithaml & Berry, 1985)




what is satisfaction?

Introduction to service quality '..-‘

Cognitive response

Information processing
Results evaluation

Comparison process

Emotional response

As an act of use or purchase lead by the emotion
and moods

(Reeves & Bednar, 1994) ..
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Quality is a lasting attitude
With specific dimensions

More cognitive

VS SATISFACTION

Satisfaction changes in each act of consumption

With alien dimensions
Requires experience
Greater relationship with the price

It is more emotional




Introduction to service quality

At the same time:

Satisfaction is the consequence of quality

Satisfaction updates the quality levels

Service Quality Satisfaction

Perceived Value Future Intentions

' We use satisfaction to improve our service
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Service Quality, Perceived value and Satisfaction

Individual level Social level

Satisfaction

Organizational level

Service Quality

> Future Intentions

Perceived Value

Modifiable, it is managed Consequence of personal Consequence of social
management, measurable management, Indicates
viability




Introduction to service quality . '
what is a service? .

Products[...]Jthat are intangible or at least substantially sol[...]Service
products are often difficult to identify because they come into
existence at the same time they are bought and consumed.

, and they have no
title.

Today, however, most products are partly tangible and partly
intangible, and the dominant form is used to classify them as either
goods or services (all are products).

(AMA, 2006)




what is a service?

CHARACTERISTCS OF THE SERVICES @

Introduction to service quality '..-‘

v \ 4

v v

Simultaneity Heterogeneity
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Journal of Business Research 68 (2015) 1445-1449

Contents lists available at ScienceDirect

Journal of Business Research

Inzinerine Ek ika-Engineering Eco ics, 2016, 27(2), 221-229

Role of Perceived Value and Emotions in the Satisfaction and Future Intentions of

Spectator emotions: Effects on quality, satisfaction, value, and
future intentions”™*

Ferran Calabuig Moreno ¥, Vicente Prado-Gascé ™!, Josep Crespo Hervas *2,
Juan Nufiez-Pomar *3, Vicente Afié Sanz **

2 Department of Physical Education and Sports University of Valencia, Gascé Oliag St, 3, Valendia 46010, Spain
" European University of Valencia, Generul Elio St, 8, Valencia 46010, Spain

R?=0.54

In

R?=0.50

Satisfaction

Notes: Model fit: S-B 72 (d)=397.16 (165) S-B y%/df=2.41;

NFI=0.91; CFI=0.95; RMSEA=0.06

Spectators in Sporting Events

Ferran Calabuig-Moreno', Josep Crespo-Hervas', Juan Nunez-Pomar’, Irena Valantine’?, Inga
@ . Staskeviciute-Butiene®
CrossMarl

Future
tentions
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The power of ten cents (one dime) — Norbert Schwarz

Small surprises, big mood change
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Service quality measurement

((1995) TEAMQUALTM: Measuring service quality in professional team sports. McDonald,
Sutton y Milne

- J

((1995) QUESC: An instrument for assessing service quality of sport centers in Korea. Kim y\
Kim
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r(1996) CERM: Measuring Customer Service Quality in Sports and Leisure Centres. Howat et al. |
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(2001) Some new thoughts on conceptualizing perceived service quality: A hierarchical
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((2005) SSQRS: A hierarchical model of SQ for Recreational sport industry. Ko y Pastore.
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o results from public aquatic centres in Australia. Howat y Assaker.

[(2016) Outcome quality in participant sport and recreation service quality models: EmpiricaIJ .




Service quality measurement

[SERVQUAL: A multiple-item scale for measuring consumer perceptions of service quality

Dimensions

Dimensions

Tangible
Reliability

Tangibles

Responsiveness Reliability

Communication

Credibility Responsiveness
Security

Competence Assurance/Security
Courtesy

Understanding customers

Empathy

Access




Service quality measurement

[SERVQUAL: A multiple-item scale for measuring consumer perceptions of service quality

Dimensions

Tangibles 22 Paired items

Reliability
Expectations vs Perceptions

Responsiveness

Q SQ = Expectations - Perceptions
Assurance/Security

Empathy




Service quality measurement

(1995) TEAMQUALTM: Measuring service quality in professional team sports. McDonald,
Sutton y Milne

They adapt SERVQUAL to the NBA spectator's context

Dimensions
Tangibles: physical facilities, equipment, appearance of personal
Reliability: Ability to perform the promised service dependably and accurately
Responsiveness: Willing to help customers and provide prompt service
Assurance/Security: Knowledge and courtesy of employes and their ability to inspire trust and confidence

Empathy: Caring, individualized attention the firm provides its costumers




Service quality measurement

{(1995) QUESC: An instrument for assessing service quality of sport centers in Korea. Kim
Kim

Y
@
They adapt SERVQUAL to the context of customers of public and private sports
centers in Korea

12 Dimensions / no importance score [/ perceptions & expectations

Dimensions

Ambiance Information Price
Employee attitude Programming Ease of mind

Reliability Personal Consideration Stimulation

Social opportunities Privileges Convenience/accessibility




Service quality measurement

[(1996) CERM: Measuring Customer Service Quality in Sports and Leisure Centres. Howat et al

e

They adapt SERVQUAL to the context of leisure and recreation centers

Dimensions

) ) Core Services
4 dimensions

Staff quality
Importance score

General Facility

Expectations - perceptions

Secondary services




Service quality measurement

(2001) Some new thoughts on conceptualizing perceived service quality: A hierarchical
approach. Brady and Cronin,.

FIGURE 2
The Research Model

: Ambient 4 Social Waiting ,

Quality
o (R][se] (=] (=] (el (e ] (=] [se] (] (=D (s (= ] (= d Use] (e f (= ] {se] (e d U= ] [se] Lo (=] [se] e ] [® | {sp] (&

. Physical
Interaction Environment Outcome
Quality Quality Quality
Note: R = a reliability item, SP = a responsiveness item, E = an empathy item. The broken line indicates that the path was added as part of
model respecification.




Service quality measurement

[

(2001) Some new thoughts on conceptualizing perceived service quality: A hierarchical

approach. Brady and Cronin,.

Interaction quality

Physical environment quality

Outcome quality

Behaviour:
Employvees are willing to give advice
Emplovees take care of safety 1ssues

Attitudes:

Employees are friendly

FExpertise:
Employvees are knowledgeable

Design:

Facilities have up-to-date
equipment

Skiing slopes are well maintained

Ambient conditions:

Facilities are clean

Supportive services (e.g. tollets,
rest areas) are well mammtammed
Soctal:

There 1s a nice atmosphere in the
resort

Lifts are usually crowded
(negative)

Sking helped me to:
Relax

Exercise

Refresh

Socialize

Have fun




Service quality measurement

[(2005) SSQRS: A hierarchical model of SQ for Recreational sport industry. Ko y Pastore.

They adapt Brady and Cronin model to the
context of the students in a university
sports center

11 dimensions

No importance score

Just perceptions




Service quality measurement

(2016) Outcome quality in participant sport and recreation service quality models: Empirical
results from public aquatic centers in Australia. Howat y Assaker.

They adapt Brady and Cronin model (and
others) to the context of aquatic centers
with health and fitness services

Process quality and Outcome quality

5 Outcome quality dimensions

No importance score

Just perceptions




Service quality measurement  °©

Garcia-Fernandez, J., Cepeda, G., & Ruiz, D. M. (2012). La satisfaccion de clientes y su reIacién'

con la percepcion de calidad en Centro de Fitness: utilizacion de la escala CALIDFIT. Revista

de Psicologia del Deporte, 21(2), 309-319.

Items

Di T

Personal 5Py El personal de recepeion me parece amable
5P El personal de fimess me parece amable
5Py El personal de piscina me parece amable

Instalaciones y matenal

Hay el suficiente nimero de 1&enacos en la sala de fimess

El téenico 4 respétuoso con &l horano &n actvidades dingidas

Estoy contento con & mato dispensado por &l técnico

Creo que presta &l 1&cnico una aencion adecuada a los usuanos desde ¢l pnumer dia
Creo que ¢l wecraco adapta Las clases a 103 intereses-nect-ndades de los usuanos
Conadéro que &l teenaco anima suficientemente al grupo

El personal de $6racio e50 cuando s¢ l& necesits v sempre 50 dispuein 3 ayvudarme
Percibo qué el tecraco nene Lis clases ien plarafic adas

Los vesnuanod estan hmpios

Los vesnuanod son amplios

Las mstalacionss ¢stan hmpias

La remperanra ¢4 La adecuada

La humedad s La adecuada

Exisee un olor agradabie

Se dispone de suficiente maquinana cardsovascular
Se dispone de suficiente maquinana de fuerza

Se dispone de suficiente peso libre

Se dispone de suficiente matenial para las clases

El material esti en condiciones oplimas para su uso
El matenal es modemo

La seguridad de la instalacion es la adecuada

Servicios y actividades

Imagen de la orpanizacion

Sansfaccion con la orpanizacion

SAS)
SAS,
SAS;
SAS,
SASs
SASg
aA 59
5ASg

SASq
10

5105
5103

SAT]
SAT2
SAT3
SAT4
SATS

El seguimenio en 1a sala de fitness es el adecuado

La ofera de actrvidades se acmaliza

Las acuvidades son amenas

Las tareas que desarrolla en 1as clases son lo sufiientements vanadas

Los horanos son convenentes para los usuanos

Las acovidades finahzan en el nempo indicado

Estoy informado sobre los beneficios de las actividades

La informacion sobre las acuvidades que se desarrollan en el centro &3 adecuada
Me ha resultado sencillo meorporarme en la actividad que paracipa

Disponen Las mstalacionss dé alpin medio para Tansmitir sus sugerencias
(buzon de sugerencias, ablon de anuncios)

La percepcion de los demads usuanios sobre la organizacion en general &5 buena
Hay buena relacion enmre ¢] personal de la mstalacion

En general estoy sansfecho con &l personal del centro

En general estoy sansfecho con L instalaciones y el material

En general estoy sansfecho con los servicios y actividades que s ofenan
Estoy satisfecho con la relacion cabdad/precio del servicio en genenl
Mi impresion de 1a organizacion en general es buena




Measurement scales

The importance of the evaluation

|
Departamento de
Universidad de

‘echa: Hora: Duracién:
\signatura: N° personal:
Je acuerdo con tu experiencia previa de aprendizaje, valora de 1 (muy baja) a 5 /
muy alta) tu aptitud o capacidad actual para: ( 5
. Comprender e interpretar criticamente La informacion ’

contenida en textos escritos o m o o4 Os /
. Comunicarte correctamente por escrita o D2 O3 o4 08 E
. Comunicar tus ideas oralmente en diferentes contextos (=1} (=13 [s}} O4 os ’
. Comprender e nterpretar la informacion contenida

en textos escritos en otro idioma o1 D2 O3 o4 oS

Expresarte por escrito en otro idioma o1 Oz O3 D4 O

Expresarte oralmente en otro idioma o D2 D3 o4 oS
. Buscar informacién en diversas fuentes on e o3 o4 0Os
. Analizar y sintettzar La informacién o D@ O3 o4 oS
. Resolver problemas on D O3 o4 Os
0. Manejar diferentes aplicaciones INformaticas bisicas o oz [SH] O4 Qs
1. Organizar tu tempe y afrontar tu trabajo

habitual o D2 O3 o4 oS

2. Utilizar técnicas de aprendizaje eficaces o1 D2 O3 D4 OS5
3. Aplicar los conocimientos en la practica o o a3 o4 os
4. Trabajar en equipo con responsabilidad y flexibilidad o D2 O3 D4 DS
5. Adaptarte a nuevas situaciones o D2 O3 o4 oS /
6. Realizar tu propia evaluacion. o D2 O3 o4 08
7 Braccunarts nee i calidad da ti teabain m oM m e oms




Measurement scale

The importance of the evaluation

* Inresearch, quality and evaluation are inseparable.
* The questionnaire is the most used data collection technique (-expensive, +subj.)

* It allows to quantify and universalize the information, as well as to standardize the
procedure

* The scales are intended to measure a concept or construct (attitudes, beliefs,...).




Measurement scales

All the scales are valid?

* Be suitable for measuring the
problem to be measured

« Bereliable, accurate.

* Besensitive, able to capture
changes

* Delimit its components
(dimensions)

* Based on data generated by its
"administered"

* Be accepted by the professional
and scientific community

Define the construct (review, experts,...)

Composition of the items (number,
content, definition and order)

Bias prevention (central tendency, social
desirability, learning bias)

Coding of responses (dichotomous,
polychotomous,...)

Item scoring (simple or weighted)
Psychometric properties (reliability and

validity) .




Measurement scales

what is measuring?

"assign numbers to objects and events according to rules”
(Stevens, 2001)

Do we work with objects or events in social research?

‘ "is the process of linking abstract concepts with empirical indicators”
(Carmines vy Zeller, 1988, p. 10)




Measurement scales

Measuring instruments

“It is a resource that the researcher uses to record information or data about the variables that
he has in mind.

(Hernandez, Fernandez y Baptista, 2003, p. 346)

EN LA SEGUENT TAULA TROBARAS UNA SERIE D'ADJECTIUS DOBRE L'ESPORT TOTALMENT OPOSATS. INDICA EN QUIN GRAU ESTAS
D'ACORD AMB ELS ADJECTIUS D'UNA O UNA ALTRA COLUMNA.

Per exemple: L'esport és:

Divertit | 1 2|3 4 5 | avorrit

Simarques 1 voldra dir que estas totalment d'acord en que l'esport és divertit.
Simarques 5 voldra dir que estas totalment d'acord en que l'esport és avorrit.

L'ESPORT ES: EL FUTBOL ES:

1 AMISTAT 1]2 3[4]5 ENEMISTAT 1 AMISTAT 1[2]3[4]5 ENEMISTAT

2 SALUT 12 3[a]s MALALTIA 2 SALUT 1[2]3]a]s MALALTIA

3 DIVERTIT 1]2 3[4]5 AVORRIT 3 DIVERTIT 1[2]3]4]5 AVORRIT

4 FACIL 112 3|45 DIFICIL 4 FACIL 1[(2[3]a]s DIFICIL

5 BO 112 3|45 ROIN 5 BO 1(2]3[4]s ROIN

6 TREBALL 12 3|45 ocl 6 TREBALL 12345 ocl

7 EQUIP 1]2 3[a]s INDIVIDU 7 EQUIP 1[2]3]4a]s INDIVIDU

8 HONEST 1|2 3|4]5 DESHONEST 8 HONEST 1|2|3]4]|5 DESHONEST

9 NO SEXISTA 1]2 3]a]s SEXISTA 9 NO SEXISTA 1[2]3]4a]s SEXISTA

10[RESPECTEALESNORMES [ 1 [2 3[4 ][5 TRAMPOS 10 |[RESPECTE ALESNORMES [ 1 [2[3 4[5 TRAMPOS

11 PACIFIC 1[2 3]4]5 VIOLENT 11 PACIFIC 1[2]3[4]5 VIOLENT

12] APROFITAR EL TEMPS 1[2 3]4[5] PERDREEL TEMPS 12| APROFITAR EL TEMPS 1[2]3[4]5]| PERDREEL TEMPS

13 EVASIO 1/2 3|45 OBLIGACIO 13 EVASIO 1[2[3[4]s OBLIGACIO

14 LLEIALTAT 12 3[4a]s TRAICIO 14 LLEIALTAT 1[2]3[4a]s TRAICIO

15 NATURAL 1]2 3[4]5 ARTIFICIAL 15 NATURAL 1[2]3]4]5 ARTIFICIAL

16 AMATEURISMO 1[2 3]|4][5]| PROFESSIONALISME 16 AMATEURISMO 1[2]3]4][5|PROFESSIONALISME

17 EXTRAVERTIT 1]2 3[4a]s INTROVERTIT 17 EXTRAVERTIT 1[2]3]4a]s INTROVERTIT

18 SEGUR 1]2 3[4]5 PERILLOS 18 SEGUR 1[2]3]4]5 PERILLOS

19 GUANYAR 1]2 3]4a]s PERDRE 19 GUANYAR 1[2]3]4a]s PERDRE

20 DISCIPLINA 12 3[4]5 INDISCIPLINA 20 DISCIPLINA 1[2]3[4]5 INDISCIPLINA

21 EDUCATIU 1[2 3[4]5 NO EDUCATIU 21 EDUCATIU 1[2]3[4]5 NO EDUCATIU

22 RECREACIO 112 3]4]5s COMPETICIO 22 RECREACIO 1[2[3[4]s COMPETICIO
. 23 PLAER 1[2 3]4]5 DOLOR 23 PLAER 1[2]3[4]5 DOLOR

24 ENRIQUIDOR EN 1]2 3[4[5] EMPROBRIDOREN 24 ENRIQUIDOR EN 1[2[3]4]5| EMPROBRIDOR EN

RELACIONS RELACIONS RELACIONS RELACIONS




Measurement scales

Measuring instruments: response types

Basic scales Comparative scales No comparative scales

Nominal

Of classification
Likert

Ordinal

Of Constant sum

Of Intervals Semantic differential

Guttman
Of Ratios




Measurement scales

Measuring instruments: response types

Basic scales

Nominal

Ordinal

Of Intervals

Of Ratios

Nominal: assigns numbers to attributes for easy identity.

i-men - 2-women

Ordinal Ordinal Scale involves the ranking or ordering of the attributes depending
on the variable being scaled

Once a week - twice a week - three times a week

Of Intervals: levels are ordered and have equal interval difference. If it is an
extension of the ordinal scale, with the main difference being the existence of
equal intervals

I'll assist - I'll probably assist - I'll probably not assist — I'm sure I’ll not assist

Of Ratios:This level of data measurement allows the researcher to compare both
the differences and the relative magnitude of numbers. .

Less than 1.000€ - between 1.000€ and 2.000 — more than 2.000€ . ..




Measurement scales

Measuring instruments: response types

Comparative scales

Of classification

Of Constant sum

Guttman

Classification: respondents are simultaneously provided with multiple options
and asked to rank them in order of priority based on a predefined criterion.

Valencia - Murcia - Madrid

Constant sum: respondents are asked to allocate a constant sum of units such as
points among the stimulus objects according to some specified criterion.
Price - facilities - equipment

Guttman: It tests how a person responds to a specific topic and measures how
positively or negatively a person reacts to a subject.

No studies - primary studies — secondary studies — University studies .
. e



Measurement scales

Measuring instruments: response types

No comparative scales Likert: is used to order a list of attributes from the best to the least. This scale

uses adverbs of degree like very strongly, highly, etc. to indicate the different

levels.
1 means strongly disagree and 7 strongly agree

Likert Sport is necessary in life 112(3|4|5|6]|7

Semantic differential

Semantic differential: rating scale with endpoints associated with bipolar labels
.g. good or bad, h , etc.
(e gs%%?tigr ad, happy, etc.)

BORING 1 2 3 (4) 5 | FUN .

v
o




Measurement scales

Measuring instruments: standardized scales

LOV
SERPERF
SERVQUAL

VALS

LOV Scale used to identify lifestyles, which aims to measure different values of
the interviewees.

SERVPERF: It is a scale similar to SERVQUAL, focused on measuring the
perceived quality of services, through customer satisfaction.

SERVQUAL: Scale that tries to measure the quality of services, both expected and
perceived.

VALS: Measures lifestyles based on a set of values and attitudes.



Measurement scales

Measuring instruments: adaptation of validated scales

Take into account that the scales are developed in a specific cultural context. Sometimes they
need a more than literal adaptation to apply it in our context.

Properly study the administration protocol.

Carry out an adaptation to the context item by item.

Perform the translation by the reverse translation method (translation in both directions).
Initial pilot test: with a reduced sample (N=20-40) and analyse comprehension, duration,...

Definitive pilot test: With a larger sample (N= 60-200) reliability analysis, validity analysis and
factor analysis (AFE, AFC). In AFC N = 200




Measurement scales

Measuring instruments

“It is a resource that the researcher uses to record information or data about the variables that
he has in mind.

(Hernandez, Fernandez y Baptista, 2003, p. 346)

EN LA SEGUENT TAULA TROBARAS UNA SERIE D'ADJECTIUS DOBRE L'ESPORT TOTALMENT OPOSATS. INDICA EN QUIN GRAU ESTAS
D'ACORD AMB ELS ADJECTIUS D'UNA O UNA ALTRA COLUMNA.

Per exemple: L'esport és:
Divertit |1 |23 4 |5 | avorrit

5 BO 112 3|45 ROIN 5 BO 1(2]3[4]s ROIN
6 TREBALL 12 3|45 ocl 6 TREBALL 12345 ocl
7 EQUIP 1]2 3[a]s INDIVIDU 7 EQUIP 1[2]3]4a]s INDIVIDU
8 HONEST 1|2 3|4]5 DESHONEST 8 HONEST 1|2|3]4]|5 DESHONEST
9 NO SEXISTA 1]2 3]a]s SEXISTA 9 NO SEXISTA 1[2]3]4a]s SEXISTA
10[RESPECTEALESNORMES [ 1 [2 3[4 ][5 TRAMPOS 10 |[RESPECTE ALESNORMES [ 1 [2[3 4[5 TRAMPOS
ALENT [11]

EL TEMPS [12]

GACIO [13]

icio [14]

“ICIAL |15]

ONALISME 16

VERTIT 117]%
18 SEGUR 12 3[4]5 PERILLOS 18 SEGUR 1|2[3[4]5 PERILLOS
19 GUANYAR 1]2 3]4a]s PERDRE 19 GUANYAR 1[2]3]4a]s PERDRE
20 DISCIPLINA 12 3[4]5 INDISCIPLINA 20 DISCIPLINA 1[2]3[4]5 INDISCIPLINA
21 EDUCATIU 1[2 3[4]5 NO EDUCATIU 21 EDUCATIU 1[2]3[4]5 NO EDUCATIU
22 RECREACIO 112 3]4]5s COMPETICIO 22 RECREACIO 1[2[3[4]s COMPETICIO
23 PLAER 1[2 3]4]5 DOLOR 23 PLAER 1[2]3[4]5 DOLOR
24 ENRIQUIDOR EN 1]2 3[4[5] EMPROBRIDOREN 24 ENRIQUIDOR EN 1[2[3]4]5| EMPROBRIDOR EN

RELACIONS RELACIONS RELACIONS RELACIONS




Measurement scales

Measuring instruments

grade which the instrument always measures the same thing. If applied multiple times, it should
always give the same results.

grade which the instrument measures what it really wants to measure. (content, construct, criteria).




Measurement scales

Measuring instruments

tries to determine the influence of random errors (transient effects of the individual or the measurement
situation).

Methods to determine reliability

Cronbach’s Alpha: just one administation of the questionaire
Test-Retest: It's aplied in two different ocasions, and they’re correlated
Split-halfs: its divided and each part is aplied to each half of the sample




Measurement scales

Measuring instruments

Validity of content: Tries to know is the scale includes all basic or fundamental dimensions
regarding the analysis content

It is normally verified by the subjective judgment of the investigator or several investigators, and
by a good review of the specialized literature.

Validity of construct: Tries to know is the scale measures what we pretend to measure

It is confirmed by analysing the internal consistency of the scale, And correlating it with other concepts.

Validity of criteria: Tries to know if the scale allows predicting other related variables

® It is verified by correlating it with other concepts that the theory says must be related. And .
' analysing its ability to predict other variables.




Measurement scales . "

Measuring instruments: elaboration process .

DEFINE THE CONCEPT & Research and bibliographical analysis o
Discussion groups
Past experiences
COLLECT DATA
PR Cronbach’s Alpha
DEBUG SAMPLE Factorial Analysis
COLLECT DATA
MEASURE RELAIABLITY [ Cronbach’s Alpha
MEASURE VALIDITY S Campbell & Fiske matrix
@ Crmmmmmmonemoenoee Develop statisticians

' (Churchill, 1979)




Measurement scales

Delphi’s method:

Using Delphi method to develop a measure of perceived quality of sport event spectators
(Calabuig. F & Crespo, J., 2009)

Delphi method validation of a questionnaire to get experience and interest in water activities

with special attention to wind surfing
(Blasco Mira, J. Lopez Padrdn, A., Mengual Andres, S., 2010)



Measurement scales

Delphi’s method:

It is a method of consulting experts. Which is based on the circulation of a questionnaire among them
on which they must exercise a judgment. It is anonymous but knows the answers of the rest of
experts. It tries to reach the greatest possible consensus among the experts regarding the fact that is
being asked.

Type of experts: Academics, professionals and consumers.

Number of experts: between 7 and 15.

Number of circulations: between 2 and 4.

Report: Statistical information is given (mean, SD, quartiles, median) in a quantitative but also
qualitative way (comments,...).

Control: It is exercised by the monitoring group (researchers).




Measurement scales

Define the
problem

Report final

results

Yes

Invite your

Collect responses, prepare
feedback & questionnaire

Is there
consensus?

Participants

Create Initial Distribute
Questionnaire Feedback & <

Questionnaire

T

Distribute Initial Collect responses, prepare
g 5 —— L =
Questionnaire feedback & questionnaire

Image: Hirst (2020)




Measurement scales in SM

Escoles

de la mar
de la Generalitat




Desing and scale
elaboration, Neptuno 1

=

Interviews with experts

Preparation of pilot
questionnaire

Pilot questionnaire test

Measurement scales

Questionnaire
administration

I_l

Results and questionnaire
modification

I

Qualitative questions

Reliabilty (Cronbach)  <+—

Evolution of Perceived
Quality and Satisfaction

a

Questionnaire

Desing and scale
elaboration, Neptuno 2

|

Questionnaire
administration

l_l

Results and questionnaire
modification

lJ

Neptuno scale

administration




Measurement scales o

Analysis 15t season . Analysis 2" season ~ Analysis 3" season
1997 T 1998 T 2001 .
T Important changes Minimal changes I
Neptuno-1 Neptuno-2 Neptuno
Escala PQ, 27 Escala PQ, 44 Escala PQ, 44
N=1.213 N=1.201 N=1.174
July — sept May - Oct May - Oct

Administration process

1 ] l
o8




Measurement scales

15tYear: Creation of the NEPTUNO questionnaire
2"dYear: Questionnaire improvement
3" Year: observation of changes

NEPTUNO QUESTIONNAIRE

Schools’ usage
satisfaction

Communication,
Knowledge and Notoriety

Decisions and motives Associate feelings

Social relationship Overall Satisfaction Index

o Reception and first

' Impression




How do we apply them '.:‘

Why should | investigate O Why we really want

the quality of my service? J‘E satisfied customers?

What we really want as a
= sports managers?
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FUTURE INTENTIONS
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How do we apply them

260 respondents

within 36 & 55 y/o (51,93%; n=141).
University degrees (58,07%; n=151).

Working (55,77%; n=145).

Living nearby the facility (50%; n=130).

More than 1 year (71,92%; n=187).

v
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How do we apply them

Overall Quality: ITEM 43-45, Higtower, Brady i Baker (2002) adapted and used by Crespo (2012).

Service Quality: ITEM 1-42, Ko i Pastore (2005); Galvez (2011).

Overall Value: [TEM 46-48, Gallarza i Gil (2006) adapted and used by Crespo (2012).
Overall Satisfaction: [TEM 49-51, Higtower, Brady i Baker (2002) adapted and used by Crespo (2012).

Future Intentions: ITEM 52-56, Higtower, Brady i Baker (2002) adapted and used by Crespo (2012).

Assistance motivations: [TEM 57, Multi-answers options by preference. Garcia-Ferrando (2011).

Sociodemographics: [TEM 58-71, Open answers and Multi-answers options




How do we apply them .

SERVICE QUALITY a=,946; i=42

OVERALL QUALITY a=,907; i=3

OVERALL VALUE a=,880; i=3

OVERALL SATISFACTION a=,874 i=3

FUTURE INTENTIONS a=,923; i=5




How do we apply them

Likert scale: 1to g

Variables

n

Mean

O

Variables n Mean Td
Service Quality 260 3,95 ,528
Overall Quality 260 3,84 ,831
Overall Value 260 3,94 ,826
Overall Satisfaction 260 4,24 739
Future Intentions 260 4,16 778

Range of program
Operating time
Information
Client employee interaction
Physical Change
Value of results
Sociability
Ambience

Design
Equipement
Maintenance
Changing rooms
Cafeteria

260
260
260
260
260
260
260
260
260
260
260
260
260

3,85
4,02
3,62
4,25
4,12
4,15
4,04
4,06
3,81
3,73
4,08
3,85
3,22

0,964
0,906
0,898
0,900
0,882
0,857
0,920
0,887
1,041
1,001
0,931
0,921
1,151




How do we apply them

Likert scale: 1to g

Variables

n

Mean

O

Variables n Mean Td
Service Quality 260 3,95 ,528
Overall Quality 260 3,84 ,831
Overall Value 260 3,94 ,826
Overall Satisfaction 260 4,24 739
Future Intentions 260 416 778

Range of program
Operating time
Information
Client employee interaction
Physical Change
Value of results
Sociability
Ambience

Design
Equipement
Maintenance
Changing rooms
Cafeteria

260
260
260
260
260
260
260
260
260
260
260
260
260

3,85
4,02
3,62
4,25
4,12
4,15
4,04
4,06
3,81
3,73
4,08
3,85
3,22

0,964
0,906
0,898
0,900
0,882
0,857
0,920
0,887
1,041
1,001
0,931
0,921
1,151




How do we apply them

BEEETEN 020

IMPROVE SCHEDULE

GENERAL IMPROVEMENTS

Millores n %

Cafeteria [ 55 | 1803
Materials fitness U 29 U 9,51
Horaris [l 28 [l 9,18
Millores generals D 27 D 8,85
Infraestructures D 25 D 8,20
Preus [l 24 [ 787
Vestuaris |:| 24 |:| 7,87
Neteja [l 21 Il 689
Servei de padel ” 15 ” 4,92
Materials | 10 | 3,28
Informacié |] 9 |] 2,95
Servei de Futbol | 8 | 262
Servei de patinatge |] 8 |] 2,62
Atencid al pablic | 7 | 230
Seguretat | 6 | 1,97
Piscina | 4 | 131
Accessos | 3 | 0,98
Aparcament | 2 | 0,66

total [JJB305  |JE00,00




How do we apply them

FITNESS EQUIPEMENT

IMPROVE SCHEDULE

?

GENERAL IMPROVEMENTS

—

®)

e
|

What would you do?

Variables n Mean Td
Service Quality 260 3,95 ,528
Overall Quality 260 3,84 ,831
Overall Value 260 3,94 ,826
Overall Satisfaction 260 4,24 ,739
Future Intentions 260 4,16 , 778

Variables n Mean d &
Range of program 260 3,85 0,964
Operating time 260 4,02 0,906
Information 260 3,62 0,898
Client employee interaction 260 4,25 0,900
Physical Change 260 4,12 0,882
Value of results 260 4,15 0,857
Sociability 260 4,04 0,920
Ambience 260 4,06 0,887
Design 260 3,81 1,041
Equipement 260 3,73 1,001
Maintenance 260 4,08 0,931
Changing rooms 260 3,85 0,921
Cafeteria 260 3,22 1,151

[ J




How do we apply them

What would you have done?

Check the cafeteria service

O Improve our information channels

& Improve the fitness equipment

Is this enough?




How do we apply them

Future intentions

R23i45=62, 20%

Overall Satisfaction

p=<,001




How do we apply them

Overall quality

Overall satisfaction
*

p<,001




How do we apply them

Operatin
Cafeteria program P g

time

] b=,219*
Changing rooms b b= -,052
S iy Clien-empl
Equipement Y \ug len-employee
b=,039

Overall quality |} b=,088 interaction
b=.030 Physical Change

Value of results

Maintenance

Ambience
p<,001




How do we apply them

What would you have done?

Check the cafeteria service

Improve our information channels

& Improve the fitness equipment

Remodelled and included two more changing rooms
Improve de design of different parts of the facility
Restructured our activities program

Trained our personnel to get a friendly ambience




Aiming towards our goal

Importance — Performance analysis

@ Aplicacion del analisis de importancia-valoracion. Journal of Sports Economics & Management, 8(3), 116-

136 @
" o8

Ledn-Quismondo, J., Garcia-Unanue, J., & Burillo, P. (2018). Prioridades en la gestion de centros fitness. .



Aiming towards our goal

Importance — Performance analysis

Concentrate Keep up

Importance

Low priority Possible overkill

Performance




Aiming towards our goal

Importance — Performance analysis

Concentrate Keep up

Importance

Low priority Possible overkill

Performance




Conclusions

It is necessary to investigate-inquire into the needs and motives of the client-
user

Research through empirical data helps in management decision making

Management improvements must translate into quality increases that are
perceptible by the user and that have an impact on their overall satisfaction.



Thanks for your
attention
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Contact:
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