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Abstract

Decreasing physical activity encourages business organizations in the sports industry to establish more sports clubs
and facilities, strengthen sports infrastructure. Organizations providing sports services face numerous challenges,
which prompt decision-making aimed at encouraging customers to be interested in the services offered and to use them.
Therefore, it is essential for all levels of management personnel and sharcholders to remain creative, original, innovative,
flexible, and most importantly — innovative (Howieson et al., 2019). Currently, an increasing number of studies show
that the success of sports center management and maintaining competitiveness requires more effective and modern
management (Alvarez — Garcia et al., 2019). With increasing competition in the service sector of leisure and sports clubs,
the satisfaction of customer expectations with the service becomes a priority. Managing a positive customer experience
by increasing customer loyalty is an important aspect to stay in a competitive environment. Therefore, it is important that
sports organizations dedicate time and effort to understand and assess the expectations and needs of their unique segment
of customers when using the services of a sports club. Research problem question: What is the gap between customers'
expectations and the actual quality of service, and what are the ways to address quality gaps? Research aim: To determine
the quality of sports club services from the perspective of customers. Research objectives: define the factors influencing
the quality of leisure and sports club services and improvement directions; evaluate the quality of leisure sports club
services from the perspective of customer expectations and the actual service received. Research Methods: literature
review and synthesis, quantitative research — questionnaire survey, statistical data analysis, descriptive statistical analysis.
Conclusion: The service of the sports club is at a sufficiently high level, but quality improvement solutions are needed for
modernization and expansion of premises and updating equipment. Additional services (nutritionist, masseuse, solarium
service) and expand group workouts have been established. The study found that when assessing the quality of services
in terms of tangibleness, reliability, certainty, responsiveness, empathy for clients, empathy is the lowest valued empathy.
The ability of employees to implement the needs of visitors, the allocation of individual attention to the visitor, the solution
of problems that have arisen in the problems encountered by the client, the implementation and qualification of special
needs, the provision of equipment for services are evaluated with lower scores.
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Introduction The provision and offer of the highest quality ser-
The concept of quality of service is very broad  vices is the key to success in the service sector. In
and complex. The researchers agree that its definition ~ today's I.nar.ket of intgnse com.petit.ion, improving
is not unambiguous, since services can be varied and monitoring the quahty of Services 1s a priority task
and have different aspects depending on the context for service orgamzatlons. Attracting and retaning cus-
and customer needs. Most scientists share the opinion tomers depends on meeting the expectations that satisfy

that the quality of service should be assessed from consurmers, or the p erception of the quality of the ser-
. . vice expected and received by consumers (Behman
the perspective of the consumer, as this reflects the real

. . . ) et.al., 2020). If sports club organizations delve into
experience of using the services and the expectations .4 realize the need for services and can offer quality

of customers. It is important to emphasize that  gervices that exceed customer expectations (Behman et.
each individual can perceive the quality of services  al. 2020), the likelihood of increasing the demand for
differently. This creates challenges for organizations  services and the number of customers increases. The
seeking to ensure a high quality of service, as it is  quality of service becomes a key factor when organi-
important to delve into the needs and expectations  zations seek to gain a competitive advantage (Biscaia
of various customers. et.al., 2017), quality services create greater added value
for customers. The scientific literature presents models
for assessing the quality of service: a model of gener-
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tomer service is the service quality model SERVQUAL,
which is used to determine the quality of services when
serving customers in various sectors. The study's prob-
lematic question: what is the gap between customer
expectations and the real quality of service, and in what
ways to address quality gaps? The aim of the study:
to determine the quality of leisure and sports club ser-
vices from the point of view of customers. The quality
of the services of leisure and sports club is assessed in
terms of customer expectations and the service actu-
ally received. Research objectives: define the factors
influencing the quality of leisure and sports club ser-
vices and improvement directions; evaluate the qual-
ity of leisure sports club services from the perspec-
tive of customer expectations and the actual service
receive. Research Methods: literature review and syn-
thesi, quantitative research — questionnaire survey,
statistical data analysis, descriptive statistical analysis.
Research data processed in SPSS and Microsoft Word,
Microsoft Excel programs. The research data is ana-
lyzed using descriptive statistical methods (frequency
table analysis, numerical characteristics of the sample
data (mean, standard deviation, correlation analysis
(Cronbach's Alpha, Pearson Correlation Sig. (2-tailed)).
The study involved 206 clients.

Results

When analyzing the quality of service,
the statements in the questionnaire are evaluated on
the Likert scale from 1 to 5 points, when 1 point is
very bad, 2 points —bad, 3 points —average, 4 points —
good, 5 points — very good. The quality of the study
is rated as high (5-4 points), average level ( three
points) and low level (2-1 points).

1 table. Reliability of the questionnaires

Questionnaire scale CrOAI;Sﬁgh's
Evaluation of the quality
of services received 953
Lukesciai dél teikiamy sporto
klubo paslaugy 976

Before calculating the results, the reliability
of the scale was checked using Cronbach's Alpha
criterion. The results show that the questionnaire is
reliable because Cronbach's Alpha value is greater
than 0.7.

2 table. Average of consumer expectations
and assessment of the service received

Scoring scales N | Mean | ) egit:t.i on
Evaluation of the quality
of services received 206 | 4.0464 58363
Expectations regardinﬁ
the services provided by | 206 | 4.6620 47136
the sports club
Result 206 | .6156 .59602

Comparing the respondents' current experience
of playing sports in a sports club with their
expectations, it was found that the sports club does
not sufficiently meet expectations. After calculating
the averages of the quality of service received
and the expected quality of sports services, it was
found that consumer expectations were 0.61 points
higher than the services received. Table 3 presents
assessments of the criteria of tangibleness, reliability,
responsiveness, certainty and empathy from the point
of view of respondents.

3 lentelé. The average of customer expectations
and the assessment of the service received and the gap
according to the elements of the service quality model

Claims Average Difference
Tangibleness
Customer expectations 4,585 0,505
Services received 4,08
Reliability
Customer expectations 4,69 0,602
Services received 4,088
Responsiveness
Customer expectations 4,655 0,682
Services received 3,972
Certainty
Customer expectations 4,655 0,682
Services received 3,972
Empathy
Customer expectations 4,646 0,778
Services received 3,868

Analyzing the results of consumer expectations
and the service received, we note that the biggest gap
is in the statements of empathy, how employees serve
the client, fulfill their needs, etc. The smallest gap is
in tangible statements. This includes the arrangement
of simulators in the sports club, modermn equipment,
the quality of training. As a result of a thorough
study, it was noticed that the clients of the sports
club most appreciate the politeness and helpfulness
of employees, it is very important in serving customers.
According to Siddigi (2011), the attentiveness,
sincerity, professionalism of employees, the ability to
understand the needs of customers and meet them have
a direct impact on customer satisfaction and loyalty
(Siddiqi, 2011). This only proves that the competence
and helpfulness of the staff are important factors for
increasing customer loyalty, satisfaction and feedback.
Leisure and port clubs are increasingly looking for
ways to retain existing customers and attract new
customers. Studies show that high-quality customer
service and professionalism bring profit, customers
become more loyal (Polyakova & Ramchandani 2023).
In addition, empathy and personal attention from
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the employees of the sports club is one of the essential
expectations of customers and has a great influence on
the quality of the customer experience. Researchers,
Aminuddin and Shah (2017), in their study, noticed that
employee empathy affects customer stress and their
satisfaction. Empathetic and personal communication
with customers allows them to feel valued, understood
and supported. Customers in leisure and sports
clubs are looking not only for quality services, but
also for a cozy and friendly environment in which
they can feel comfortable. Empathy and personal
attention from employees can help create this cozy
atmosphere in which customers will feel respected,
understood and supported. This includes not only
empathetic behavior, but also petty things such as
eye contact, a smile, a pleasant tone and attention to
detail. Customers tend to return to sports clubs where
they feel not only well served, but also understood
and appreciated.

Conclusion

The quality of leisure and sports club services is
determined by the main factors: strategy, marketing,
communication, work environment, qualified
employees, image and reputation of the organization,
and technologies. These factors affect the experience
and satisfaction of customers with the services
provided by the sports club, therefore it is important
to identify the most important factors in the case
ofassessing the quality of services ofeach organization
and, in order to ensure a high quality of service, make
targeted decisions. Measures to improve the quality
of sports services are very diverse and are selected
depending on the type and specifics of services
of a particular sports organization. Improvement
measures can cover various areas, ranging from staff
training and competence development, modernization
of sports clubs with innovative equipment, use

of social media to maintain communication with
customers, offer of loyalty programs, creation
of a cozy environment, maintaining the relationship
of managerial staff with customers and other measures
to ensure a positive customer experience.

The service of the sports club is at a sufficiently
high level, but the gap between the services
received and the expectations regarding the service
indicate the need for quality improvement solutions
for modernization and expansion of premises
and renovation of equipment. The need of clients
to receive additional services of a nutritionist,
massage, solarium, to expand the options for group
trainings in accordance with the needs of clients has
been identified. It has been established that polite
communication of employees, individual attention
and satisfaction of special needs are very important
for customers, therefore, in order to retain existing
customers and increase the number of customers, it
is important to constantly improve the competencies
of the staff. The study found that when assessing
the quality of services in terms of tangibleness,
reliability, certainty, responsiveness, empathy for
clients, empathy is the lowest valued empathy.
The ability of employees to implement the needs
of visitors, the allocation of individual attention
to the visitor, the solution of problems that have
arisen in the problems that have arisen for the client,
the implementation and qualifications of special
needs, the provision of equipment for services are
evaluated with lower scores. In order to increase
the quality of service, it is appropriate to modernize
training equipment, provide employee training
and develop competencies for empathy and quality
customer service, maintain feedback with customers
through various means, give more individual attention
to the clients of the sports club.
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MHNIABUINMEHHA AKOCTI JO3BLJLJIA TA CIIOPTUBHOT' O KJIYBY

AHoTanis

3HWKEeHHs (PI3MYHOI aKTUBHOCTI CIIOHYKA€ IMiANPUEMHUIIBKI OpraHizamii COpTUBHOI iHAYCTpii CTBOPIOBATH OlibIe
CTIOPTHBHUX KITyOIiB 1 CIIOpYM, 3MIITHIOBAaTH CIIOPTHBHY iHppacTpykTypy. Opranizaiii, o HaJar0Th CIIOPTHUBHI ITOCITYTH,
CTHUKAIOTHCS 3 YAUCICHHIMH MPOOIeMaMH, sIKi CIIOHYKAIOTh 0 IPUHHATTS PillIeHb, CIIPSIMOBAHUX Ha 3a0XOYCHHS KITIEHTIB
[[IKABUTHUCS IPOIIOHOBAHMMH TIOCIyTraMU Ta KOPUCTYBATHCS HUMH. ToMy BaKJIMBO, 00 yCi PiBHI yIIPaBIiHCHKOTO MEepCo-
HaJTy Ta aKI[IOHEPIB 3aJTUIIATUCS KPEATUBHUMU, OPUTIHAIbHUMHE, IHHOBAI[ITHUMH, THYYKHMH, a TOJIOBHE — IHHOBAIIHHIMHA
(Howieson et al., 2019). B nanuii 9ac Bce OuIbIIa KUTBKICTh JOCII/DKEHB MTOKA3ye, IO YCIIIX YIPaBIiHHS CIIOPTHBHUMH
LIEHTPAMH 1 MiITPHMAHHS KOHKYPEHTOCIIPOMOKHOCTI BUMATra€e GibI e(heKTHBHOTO i CydacHOro MeHemkMenTy (Alvarez —
Garcia et al., 2019). IIpu 3pocTanHi KOHKYpEHIIii B cepi 0OCITyToByBaHHS CIIOPTUBHUX KIIyOiB 33/I0BOJICHHS OYiKyBaHBb
KITIEHTIB CEPBICOM CTA€ MPIOPUTETHUM 3aBAAHHSIM. YIPABITiHHS MTO3UTUBHUM KITIEHTCHKUM JTOCBIJIOM IIIJISIXOM ITiIBUIIIEHHS
JIOSUTLHOCTI KJIIEHTIB € BXKJIMBUM ACTIEKTOM JUIsl 30epeKeHHs] KOHKYPEHTHOTO CepeioBuina. ToMy BayKIIBO, 1100 CIIOPTHBHI
opraHizanii MPUCBSYYBaJIN Yac 1 3yCHIIISL TSl PO3YMIHHS 1 OI[IHKM OYiKyBaHb 1 TOTPeO CBOTO YHIKAJIBHOTO CErMEHTa KITi€H-
TIiB IIPH KOPUCTYBaHHI [MOCIyraMy CIIOPTHUBHOTO KiTyOy. JlociiiHuiibKa mpodiema: sKui po3puB MiXK OUiKYBaHHSIMH KITIEHTIB
1 paKTHIHOIO AKiCTIO OOCITyTOBYBaHHS, 1 SIKi ICHYFOTh IIUISIXH YCYHEHHS PO3PHBIB Y sIKOCTI? MeTa JOCITiPKSHHS: BU3HAYUTH
SIKICTB TIOCITYT CIIOPTHUBHOTO KITyOy 3 TOYKH 30py KITI€HTIB. 3aBIaHHSA IOCIIHKEHHS: BU3HAYNTH (DAKTOPH, IO BILIMBAIOTH
Ha SKICTh MOCIYT PO3BAKAJIBHO-CIIOPTHBHOTO KIIyOy Ta HampsiMHA HOTO BIOCKOHANEHHS; OLiHITH AKICTh TOCIYT CIIOPTHB-
HOTO KJIyOy 3 TOYKH 30py OUiKyBaHb KJII€HTIB 1 (DAKTHUHO OTPHMAHOIO CepBicy. MeTOau MOCIIKCHHS: OIS Ta CHHTE3
JITeparypy, KUIbKICHI TOCITI/PKEHHS — aHKETYBaHHsI, CTATUCTUYHHUHN aHaJi3 JaHUX, ONIMCOBHUH CTaTUCTUYHMH aHai3. BucHo-
BOK: CEpPBIC CIIOPTUBHOIO KJIyOy 3HAXOMUTHCS HA JOCUTH BUCOKOMY PiBHI, aji¢ HCOOXIIHI SKICHI PIIICHHS 3 IiIBUIICHHS
SIKOCTI TSI MOJICPHI3allii Ta PO3MIMPEHHs IPUMIIIICHb Ta OHOBIICHHS 00JIaTHAHHS. BCTaHOBICHO HOMATKOBI MOCTYTH (Hi€TO-
JIOT, MaCa)kKHCTKa, TIOCITYTH COJIIPII0) Ta PO3IIMPEHO TPYTIOBI TPeHYBaHHA. J{OCTiKEHHS MOKa3ao0, 0 TPH OIHII SKOCTI
MOCTYT 3 TOYKH 30PY BIIIyTHOCTI, HAAIHHOCTI, BU3HAUYCHOCTI, ONEPATUBHOCTI, €MMATil 10 KII€HTIB EMIIaTis € HalMEHII
[[IHHOIO EMITATi€r0. 3 HIKYMMH OajlaMU OI[IHIOETHCS 3aTHICTh CITIIBPOOITHUKIB peasTi3oByBaTH MOTPEOU BiIBiAyBa4iB, BUIi-
JICHHSI 1H/IMBITyabHOT yBary BiJIBilyBady, BUPILIEHHS ITPOOJIEM, 1110 BUHUKJIM B IPOOIeMax, 10 BUHUKIIH Y KIIIEHTa, peati-
3aris Ta KBatidikamis 0coOnMBUX MoTped, 3a0e3nedeHHs 00J1aJHAHHIM IS HaIaHHS TTOCIIYyT.

Kiro4oBi cioBa: sxicTh, cepBic, T03BLLISA Ta CHOPTUBHUH KITy0.

© The Author(s) 2024 Received date 15.03.2024
This is an open access article under Accepted date 05.04.2024
the Creative Commons CC BY license Published date 15.04.2024

How to cite: Akvile, Zemenauskaité, Regina, Andriukaitiene. Improving the quality of leisure and sports
club. Humanities studies: Collection of Scientific Papers / Ed. V. Voronkova. Zaporizhzhia: Publishing house
«Helveticay, 2024. 19 (96). P. 122—-125.

doi: https://doi.org/10.32782/hst-2024-19-96-13

Improving the quality of leisure and sports club

125



