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ABSTRAK

Kajian ini adalah merupakan kajian penyelidikan secara kuantitatif bagi mencari
hubungan antara kualiti perkhidmatan kemudahan sukan di Pusat Komuniti Bukit
Bandaraya, Bangsar, Kuala Lumpur dengan kepuasan pengguna. Kajian ini lebih
menjurus kepada bagaimana untuk mengukur kualiti perkhidmatan yang ditawarkan
oleh sesuatu kemudahan sukan berdasarkan tahap kepuasan pengguna dalam

menggunakan kemudahan sukan tersebut.

Kajian ini telah dibuat dengan menggunakan kaedah soal selidik berdasarkan
kepada beberapa petunjuk kualiti perkhidmatan seperti aspek penampilan,
kebolehpercayaan, layanan dan jaminan yang akan menentukan tahap kepuasan
pengguna. Dapatan kajian menunjukkan bahawa wujud hubungan rapat yang positif
antara kualiti perkhidmatan dengan kepuasan pengguna. Semakin tinggi kualiti
perkhidmatan yang diberikan, semakin tinggi jugalah tahap kepuasan pengguna

yang menerima perkhidmatan tersebut.
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SENARAI RAJAH

TABLE 2
Principal Component Analysis of the Customer Satisfaction Scale
Facilines Staff Relaxation Health- Social &
attitude fitness Intellectual
The facilities are attractive Bl
The facilities are modern 80
The facilities are well designed a7
The exercise places are ¢lean 70
The changing rooms are clean 07

There is a wide range of programs .57
The programs are interesting o me 44
The staff is helpful 6
The instruction in the session is good J1
The fitness instructors are friendly 0
The instructors are well educated 09
The programs help me reduce my stress 8
The progeams help me relax yE
The programs contribute to my

psychological well-being J1
The programs help me keep healthy 8l
The programs help keep fit Kl
The progrums help my physical restoration 78

Exercising in the center gives me

the chance 10 meet new people 84
Exercising in the center gives me the

chance 1o socialize 83
Exercising in the center gives me the

chance to leam new things 80
Exercising in the center gives me the

chance 10 increase my knowledge T2
| use a vanety of skills when exercising

in the center 67
The participants in the program are

friendly to me Y
Exercising in the center gives me a

sense of accomplishment Sl

Eigenvalue 2.49 200 1.30 113 9.66
% of variunce explained 16.30 12,48 12.34 10.78 17.26
Cronbach alpha 57 A5 89 90 80

Total scale’s alpha = Y3

Jadual 1 - Analisis Komponen Utama Skala Kepuasan Pelanggan
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184 Rial et al.
Table 2 Means for importance, performance and discrepancy obtained from the data
Code Element Performance  Importance Discrepancy
1 Kindness and treat from staff 4.36 4.41 —0.05
2 Professionalism of instructors 4.34 4.53 -0.19
3 Efficacy of instructors 4.28 4.48 -0.19
4 Personalized service 4.22 4.21 +0.01
5 Interest showed by staff for your comeback 4.07 3.79 +0.27
6 Physical environment 3.83 3.94 -0.12
7 Sport areas 3.86 417 -0.32
8 Hygiene and cleanliness 4.03 459 —0.56
9 Equipment 3.90 410 -0.21
10 Dressing rooms, toilets and showers 3.76 4.40 -0.64
Grand mean 4.06 4.26 -0.20

Jadual 2 — Min Bagi Prestasi, Kepentingannya, dan Percanggahan yang

Diperolehi Daripada Data

Service Quality

- Stadium Employees

Service Satisfaction H;

- Service Environment
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(Game Satisfaction

- Player Performance

Figure 1 — A model of assessing the antecedents and consequences of two types of sat-
isfaction.

Rajah 1 — Model Penilaian Antisiden dan Kesan Dua Jenis Kepuasan
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Fig. 1. A proposed model of the relationships between service guality, overall satisfaction and attitudinal
loyalty at public aquatic centres

Rajah 2 — Model Menyeluruh Penilaian Latar Belakang dan Kesan Kepuasan
Permainan dan Perkhidmatan

SENARAI SINGKATAN

DBKL — Dewan Bandaraya Kuala Lumpur
DBJB — Dewan Bandaraya Johor Bahru
PKBB - Pusat Komuniti Bukit Bandaraya

SPSS - Statistical Product and Service Solutions
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