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A Study of Customer Satisfaction and Customer Loyalty:
Kaohsiung City’s Indoor Swimming Pool as an Example

Lo, Chih-Yong' ~ Ma, Shang-Chun' ~ Tseng, Yin-Chu®
Department of Recreation and Sport Management
Shu-Te University'

Kaohsiung Medical University”

Abstract

The purpose of this study was to understand relation between customers’
satisfaction and loyalty of the indoor heated swimming pools in Kaohsiung City. The
study was conducted through the questionnaire-survey method. 150 participants of
three heated swimming pools were surveyed. The data was analyzed through
independent T-test, one-way ANOVA, Scheffe’s post-hoc test, and Pearson’s
correlation by using the SPSS for Windows 12.0. The findings were as following:
There were significant differences found in customer satisfaction by age. The mean
score for age group of 50 and above was significantly higher than 21-30, 31-40 and
41-50 age groups. However, there was no significant difference found in terms of
customer satisfaction relating to gender, status and educational level. Respondents
differed on customers’ loyalty depending on their gender and age. Female’s loyalty
was significantly higher than male’s. The mean score for age group of 10-20 was
significantly higher than 31-40 and 41-50 age group. The mean score for age group of
21-30 was significantly higher than 31-40 age group. However, there was no
significant difference found in terms of customer loyalty associated with status and
educational level. Customer satisfaction significantly correlated to customer loyalty,
indicating that the higher degree of satisfaction customers perceived, the higher
degree of loyalty they had.

Keywords: Customer Satisfaction, Customer Loyalty

85



