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Somchai Homyok. (2051). Studier on Quality of Service at JW Marriot Hotel Bangkok
Health Club’s Member. Master’s Project, M.Sc. (Sports Science). Bangkok :
Graduate School, Srinakharinwirot University. Project Advisor :

Dr. Kunat Pithapornchaikul.

This study is survey research. The purpose of the research was to study Service
Quality Assessment Scale (SQAS) : An instrument for evaluating service quality of heath club.
The competencies are composed of six factors : staff, program, locker room, physical facility,
workout facility and child care. The sampling of this research were 477 health club’s member
and use for this study consists of 256 member, who were selected as a sample by using
proportional stratified random sampling and a questionnaire was constructed and use as a tool to

collecting data percentage, mean, and standard deviation.

The results of this study were as follows :

Overall, the quality of service in the health club including staff, program, locker room,
physical facility and workout facility was at high level, due to lack of child care facility in
general in Thailand.

The results of this study would be useful for the manager heath club’s or health
club’s management to increase their management efficiencies. The results could also be useful for

the studies on quality of service health club’s member.
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Pattern Matrix of the Six-Factor Service Quality Assessment Scale

I. Staff
1. Possession of required knowledge/skills
2. Neatness and dress
3. Willingness to help
4. Patience
5. Communication with members
6. Responsiveness to complaints
7. Courtesy
8. Provision of individualized attention by instructors

9. Provision of consistency of service

II. Program
1. Variety of programs
2. Availability of programs at appropriate level
3. convenience of program time/schedule
4. Quality/content of programs
5. Appropriateness of class size
6. Background music (if any)

7. Adequacy of space

III. Locker Room
1. Availability of lockers
2. Overall maintenance
3. Shower cleanliness
4. Accessibility

5. Safety



IV. Physical Facility
1. Convenience of location
2. Hours of operation
3. Availability of parking
4. Accessibility to building
5. Parking lot safety
6. Temperature control

7. Lighting control

V. workout Facility
1. Pleasantness of environment
2. Modern-looking equipment
3. Adequacy of signs and directions
4. Variety of equipment
5. Availability of workout facility/equipment

6. Overall maintenance

VL. Child Care
1. Quality of staff
2. Cleanliness of equipment
3. Hours of operation
4. Adequacy of space
5. Safety of environment

6. Diversity of experience provided

Note. For clarity purpose, only factor coefficients .35 or higher are shown. N=601.
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