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Research on the Formation Model of Service Quality
Based on Service Behavior of Commercial Fitness Clubs

BO Xue-song, HAN Fang

(School of Physical Education, Hebei Normal University, Shijiazhuang 050024, China)

Abstract: Starting from the service behavior of commercial fitness clubs, using methods of literature,
grounded theory, questionnaire survey, and mathematical statistics, the conceptual model of service quality
formation model of commercial fitness club is constructed, and factor analysis, correlation analysis and multi-
ple linear regression analysis are applied for validation. It is believed that the service quality formation model
based on the service behavior of commercial fitness clubs includes four elements: service expectation survey,
service norm design, fitness service provision and service content dissemination; the structure of model ele-
ments is reasonable, and there is a highly significant positive correlation between the elements; Each factor of
model is highly positively correlated with service quality and has a significant multivariate regression linear re-
lationship; model elements have a role in the formation of service quality respectively, but the degree of im-
pact is different. It is pointed out that managers should profoundly understand the meaning and connotation of
the model, and improve the quality of service behavior and ensure the formation of high-level fitness service
quality starting from four types of service behaviors: service expectation survey, service norm design, fitness
service provision and service content dissemination.

Key words: fitness club; service quality; formation mechanism; formation model





