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Abstract: This research aimed to evaluate the perceptions of members of
fitness sports centers regarding service quality. A relational screening model
was used in the research. Three hundred and ninety-five adults who are
members of sports centers affiliated with the Sports Affairs Directorate of
Bornova Municipality in Izmir province and who exercise regularly
participated in the study voluntarily. "Personal Information Form™ and
Perceived Service Quality in Sports and Fitness Centers scale developed by
Ugan (2007) were used as data collection tools. In addition to descriptive
statistics, independent groups t-test and One-way ANOVA methods were
used in the analysis of the data. When the research findings were examined, it
was observed that there were statistically significant differences in perceived
service quality scores according to factors such as gender, educational status,
occupational status, purpose of going to the sports center, exercise duration,
and preferred sports center (p<. 05). On the other hand, it was found that there
was no statistically significant difference between perceived service quality
scores according to the age variable (p>. 05). As a result, it was determined
that service quality factors vary depending on different demographic and
personal characteristics.
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Ozet: Bu arastrmamn amaci, fitness spor merkezleri iiyelerinin hizmet
kalitesine yonelik algilarint degerlendirmektir. Arastirmada iliskisel tarama
modeli kullamimigtir. Arastirmaya, Izmir ili Bornova Belediyesi Spor Isleri
Miidiirliigii'ne bagl spor merkezlerine iiye olan ve diizenli olarak egzersiz

yapan Ug yiiz doksan bes yetiskin goniillii olarak katilmistir. Orneklem ise, bu

merkezlerde tiye olan ve ¢alismaya goniillii olarak katilan 395 bireyden
olusmaktadir. Veri toplama araglart olarak, "Kisisel Bilgi Formu" ve Ugan
(2007) tarafindan gelistirilen Spor ve Fitness Merkezlerinde Algilanan
Hizmet Kalitesi olgegi  kullanilmistir.  Verilerin analizinde tanimlayict
istatistiklerin yani sira bagimsiz gruplar t-testi ve tek yonlii varyans analizi

vontemleri  kullamlmistir. Arastirma bulgulart incelendiginde, algilanan

hizmet kalitesi puanlarinda cinsiyet, egitim durumu, meslek durumu, spor
merkezine gitme amaci, egzersiz siiresi ve tercih edilen spor merkezi gibi
faktorlere gore istatistiksel olarak anlamli farkliliklar oldugu gézlemlenmistir
(p<. 05). Ote yandan, yas degiskenine gore algilanan hizmet kalitesi puanlar
arasinda istatistiksel olarak anlamli bir farkliik olmadig tespit edilmistir (p
>. 05). Sonug olarak, hizmet kalitesi faktérlerinin farkli demografik ve kisisel
ozelliklere bagh olarak degisiklikler gosterdigi belirlenmistir.

Anahtar Kelimeler: Fitness, spor merkezi, hizmet kalitesi, algi.
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INTRODUCTION

Sports can be defined as an activity that contributes to the
abilities, both
individually and in groups. Playing an important role in

development of physical and mental
social life, sports have also become an effective structure in
shaping social thoughts by supporting cultural development
(Akkog¢ and Yiicesir, 2016). Today, sports have become an
important area of activity that allows individuals to live a
healthy life. People are directed to sports in line with the
goal of a better and healthier life. This tendency is becoming
increasingly widespread in developed societies, and
individuals are interested in various sports activities by
discovering the positive effects of sports on health.
Activities such as lifelong sports, recreational sports, fitness,
aerobics, and jogging are among the important factors that
increase people's desire to do sports. In addition, research
has shown that sports support individuals' mental, spiritual,
and social health beyond protecting their physical health

(imamoglu, 2014).

Sports centers provide important services to the needs of
individuals of different ages to protect and improve their
health. Sports centers can be defined as places that operate
in various sports branches by private sector, public, and non-
governmental organizations. The elements brought together
to meet and satisfy the sports-related needs of individuals
are transformed into the services offered by sports centers
(Yeler, 2021). Sports centers contribute greatly to the mental

and social health of individuals as well as their physical
health. Moreover, various activities such as fitness, aerobics,
and yoga allow individuals to increase their quality of life
and make efficient use of their free time. Sports centers play
an important role in social structure by supporting the
physical, mental, spiritual, and social development of people
(Tel et al., 2019). Fitness can be defined as a branch of
sports that aims to increase physical performance and
develop skills such as strength and endurance (Cakir and
Ergin, 2023). The spread of a sedentary lifestyle has brought
about a period in which individuals reduce their physical
activity, sit more, watch television, and spend more time
with mobile devices. This leads to an increase in health
problems and a weakening of immune system functions
(Demir et al., 2022).
bodybuilding sports, shaped around the slogan "The

In recent years, fitness and
Foundation of Healthy Living", especially in America and
Europe, have reached large masses and spread the habit of
doing sports (Akko¢ and Yiicesir, 2016). These sports have
become a lifestyle that individuals of all ages can easily
practice at home or in gyms (Berk and Bing6l, 2023). Sports
centers not only support the physical and mental health of
individuals but also offer social and community benefits
(Erdugan and Kurt, 2013). Sports centers are facilities
designed to meet the sporting needs of individuals and
satisfaction. In some sports are

provide countries,
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considered a public service, and in this context, the main
goal of state-run sports centers is to provide social benefit by
increasing the public's opportunities to do sports (Ozbey and
Gokiis, 2022). In addition, improving the quality of the
services provided by sports centers can make an important
contribution to playing sports more widespread in society
and raising health awareness (Sunay, 2023). Gronroos'
Perceived Service Quality Model examines service quality
in three main dimensions: technical quality, functional
quality, and image. While technical quality highlights the
subjective and objective aspects of the service, functional
quality refers to the intangible features of the service and the
elements that affect customer perception. The image is
shaped by the combination of these two quality elements
and determines the perceived value of the company
providing the service (Giizel and Tasci, 2022). While the
importance of healthy living and exercise is increasing day
by day, it is of great importance for sports centers to increase
the quality of service they offer in terms of customer
satisfaction and loyalty (Calisgkan and Erdogdu, 2022). In
light of the above-mentioned information, the main purpose
of this study is to analyze the perceptions of the members of
the fitness sports centers regarding service quality. The
research aims to evaluate the quality of the services
provided by the sports centers and to reveal the effects of
these services on user satisfaction.

METHODS

Research Model: In this study, the relational screening
model was preferred to analyze the relationships between
variables. The relational screening model is a widely used
research method to determine whether there is a relationship
between two or more variables and, if so, to measure the
direction and degree of this relationship (Karasar, 2005;
Demir & Ira, 2025). In this context, it was evaluated that this
model is a suitable method to examine the relationship
between various dimensions of service quality and gender,
age, and other demographic factors.

Purpose of the research: This research aimed to evaluate
the perceptions of members of fitness sports centers toward
service quality.

Research Group: The universe of the study consists of
individuals who are members of sports centers affiliated
with the Izmir province Bornova Municipality Sports Affairs
Directorate and who exercise regularly. The sample consists
of 395 individuals who are members of these centers and
who volunteered to contribute to the study. Participants were
determined by random sampling method and were selected
from the Camdibi and Atatiirk neighborhoods of Bornova.
Participants were informed about the purpose of the study
and their informed consent was obtained based on
voluntaries.

The basic assumptions of this research were as follows:

1. It was accepted that the scale used in the research was
suitable for the purposes of the research.

2. It was assumed that the statements of the sports center
members constituting the study group on the scale reflected
the real situation and that the answers were given sincerely.

Data Collection: Data were collected using the "drop and
collect" method via a questionnaire form. This method
allowed participants to fill out the questionnaire at their own
time. The questionnaires were distributed to individuals who
regularly come to the sports centers and exercise, and the
response time was approximately 10 minutes. All
participants participated in the study voluntarily.

A two-part questionnaire form was used for data collection
in the study. The first part covers the demographic
information of the participants; this information includes
gender, age, educational status, income level, purpose of
coming to the center, time spent at the center, duration of
membership, and reasons for choosing the center. The
second part used the "Sports-Fitness Centers Perceived
Service Quality Scale (SFM_HKO)" to evaluate the
participants' perceptions of the service quality in sports and
fitness centers. This scale, developed by Ugan (2007),
consists of six dimensions and thirty-one items: Interaction
quality (10 items), output quality (5 items), physical
environment quality (7 items), exercise tools and equipment
(3 items), program quality (3 items), and environmental
conditions quality (3 items). The scale is evaluated with a 5-
point Likert-type system; participants score between "5:
Strongly Agree" and "l: Strongly Disagree". The lowest
score that can be obtained from this scale is 31, and the
highest score is 155.

Analysis of Data: The collected data were analyzed using
the SPSS (Statistical Package for Social Sciences) for
Windows 22.0 program for statistical analysis. Without
analyzing the data obtained first skewness (skewness) and
kurtosis (kurtosis) The values were calculated and it was
determined that the values varied between -2 and +2 and that
this range was suitable for normal distribution (Hair et. all,
2013). Within the scope of the analysis, the demographic
characteristics of the participants were evaluated with
frequency and percentage analyses. In comparing the service
quality scores with gender, age, education level, and other
variables: Independent groups t-test was used. In addition,
One-way ANOVA was applied to test the differences
between the groups. When significant differences were
detected as a result of ANOVA, the Tukey post hoc test was
performed to determine which groups the difference was. In
all statistical analyses, p < 0.05 was accepted as the
significance level.
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RESULTS
Table 1. Descriptive statistics of participants
Gender n %
Female 105 26,60
Male 290 73,40
Age n %
16-25 Years 211 53,40
26-35 Years 92 23,30
36-45 Years 66 16,70
46 and above 26 6,60
Educational Status n %
Primary Education 14 3,50
Secondary Education 96 24,30
Undergraduate 251 63,50
Postgraduate 34 8,60
Occupational Group n %
Student 164 41,50
Freelance 166 42,00
Coach 16 4,10
Public 43 10,90
Retired 6 1,50
Primary Purpose of Going to the Sports Center n %
For Aesthetics 110 27,80
For a Healthy Life 181 45,80
For Socialization 10 2,50
To Evaluate Free Time 30 7,60
For Performance 62 15,70
Other 2 ,50
Exercise Duration n %
Less than 1 hour 26 6,60
1-2 hours 340 86,10
3-4 hours 23 5,80
4 hours and above 6 1,50
Preferring the Sports Center n %
Affordable Price 162 41,0
Service Quality 52 13,2
Experienced Staff 38 9,60
Variety of Exercise Programs and Activities 129 32,70
Exercise Equipment 14 35
Total 395 100,0
Table 2. Results related to the measurement tool
Variables Skewness Kurtosis X
+SD
Physical environmental quality -,497 -,142 4,08+,68
Ambient conditions -,913 ,084 4,28+,76
Exercise equipment -,916 ,084 3,94+1,06
Program quality -,956 ,075 4,04+1,02
Interaction quality -1,503 1,89 4,57+,58
Output quality -1,951 4,426 4,66+,54

When Table 2 was examined, it was determined that the

skewness and kurtosis values of the measurement tool varied distribution.

between -2 and +2 and this range was suitable for normal
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Table 3. Comparison results of participants' service quality scores by gender

Variables Gender n X SD t p
Physical environmental quality Female 105 417 0,73
1,652 ,099
Male 290 4,04 0,65
Ambient conditions Female 105 4,49 0,67
3,442 ,001
Male 290 4,21 0,79
Exercise equipment Female 105 4,35 0,91
5,039 ,000
Male 290 3,80 1,08
Program quality Female 105 4,20 1,03
1,824 ,070
Male 290 3,99 1,02
Interaction quality Female 105 474 0,41
4,105 ,000
Male 290 4,52 0,62
Output quality Female 105 4,76 0,45
2,504 ,013
Male 290 4,63 0,57

*p<0.05, **p<0.01, ***p<0.001

The "independent groups t-test" results in Table 3 show that environmental conditions, exercise equipment, interaction
there are significant differences based on gender among the quality and output quality scores (p < 0.05).
participants'  service  quality  evaluation  factors,

Table 4. Comparison results of participants' service quality scores according to age variable

Variables Age n X SD F p
Physical environmental quality 16-25 Years 211 4,09 0,65
26-35 Years 92 4,10 0,68
36-45 Years 66 3,94 0,79 1560 a
46 and above 26 4,25 0,54
16-25 Years 211 4,28 0,74
Ambient conditions 26-35 Years %2 421 082 410 746
3645 Years 66 424 0,87 ' '
46 and above 26 4,44 0,51
16-25 Years 211 3,95 1,00
Exercise equipment 26-35 vears 92 398 118 1,053 369
36-45 Years 66 3,85 1,20 ' '
46 and above 26 4,28 0,73
16-25 Years 211 4,01 1,00
Program quality 2635 Years 92 407 LS 575 632
36-45 Years 66 4,02 1,05 ' '
46 and above 26 4,28 0,62
16-25 Years 211 451 0,62
Interaction quality 26:35 Years 92 467 052 2,241 083
36-45 Years 66 4,62 0,57 ' ’
46 and above 26 4,69 0,40
16-25 Years 211 4,66 0,56
26-35 Years 92 4,65 0,56
Output quality 36-45 Years 66 4,68 0,51 A 98
46 and above 26 4,71 0,44

*p<0.05, **p<0.01, ***p<0.001

According to the results of One-way ANOVA in Table 4, no significant age-related differences were found in the service quality
evaluation factors of the participants (p>. 05).
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Table 5. Comparison results of participants' service quality scores according to educational status

Variables Educational Status n X SD F p Fark
Primary education® 14 4,65 0,47
. . . Secondary Education” 96 4,10 0,73
Physical environmental quality Licence® 251 4.04 0.66 3,792 ,011 a>b,c.d
Postgraduate” 34 4,06 0,61
Primary education® 14 4,57 0,55
)
Ambient conditions E?g:;:;ry Education Zgl jgi 832 1,361 254
Postgraduate? 34 4:12 oz71
Primary education® 14 4,38 0,84
[P
Exercise equipment Etie((::::éi;ry Education 221 ggi 132 ,98 ,402
Postgraduate’ 34 4:04 oz89
Primary education® 14 4,71 0,50
)
Program quality E?g:r?g;ry Education ggl g;; 182 2,515 ,058
Postgraduate” 34 4:06 1:14
Primary education® 14 4,79 0,36
iAnD
Interaction quality i?g:::;ry Education 221 jg; 822 ,627 ,598
Postgraduate? 34 4:56 0:48
Primary education® 14 4,89 0,29
iAnD
Output quality iiecc:r:‘cd;ry Education Zgl j*gi 8'22 1,452 227
Postgraduate? 34 478 0,30

*p<0.05, **p<0.01, ***p<0.001

In Table 5, the “One-way ANOVA” found that there were
significant differences in the participants’ service quality
evaluation factors, and physical environment quality scores,
according to their educational status (p<.05). According to
the post-hoc Tukey results conducted to determine the

source of the difference, it was determined that the mean
scores of those with primary school education were
significantly higher than the mean scores of those with
and postgraduate

secondary
education.

school,

undergraduate

Table 6. Comparison results of participants’ service quality scores according to their occupational status

Variables Occupational Status n X SD F p Difference
Student® 164 3,99 ,69
Physical  environmental Freelance” 166 418 68
quality Coach® 16 4,36 ,38 3,428 ,009 b,c>a
Public® 43 3,89 64
Retired* 6 4,33 ,32
Student® 164 4,18 79
Freelance” 166 444 77
Ambient conditions Coach® 16 4,17 ,86 3,181 ,014 b>a
Public? 43 4,13 ,56
Retired® 6 4,11 46
Student® 164 3,83 ,98
Freelance” 166 4,02 1,16
Exercise equipment Coach® 16 4,00 1,20 1,06 ,376
Public’ 43 4,12 95
Retired® 6 3,78 ,96
Student® 164 3,87 1,06
Freelance® 166 423 94
Program quality Coach® 16 4,29 1,11 3,448 ,009 b>a
Public® 43 3,86 1,13
Retired® 6 4,44 46
Student® 164 4,49 ,63
Freelance® 166 4,66 56
Interaction quality Coach® 16 4,65 43 1,762 ,136
Public® 43 4,55 51
Retired® 6 4,63 ,29
Student® 164 4,66 57
Freelance® 166 4,68 56
Output quality Coach® 16 4,68 45 422 ,792
Public’ 43 4,64 43
Retired® 6 4,40 AT

*p<0.05, **p<0.01, ***p<0.001
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In the “One-way ANOVA” in Table 6, it was determined
that there were significant differences in the service quality
evaluation factors of the participants, physical environment
quality, environmental conditions, and program quality,
according to the occupational groups (p<.05). According to
the post-hoc Tukey results conducted to determine the

source of the difference; it was determined that the mean
scores of the freelancers and trainers in the physical
environment quality were significantly higher than the
students, and the mean scores of the freelancers’ group in
environmental conditions and program quality were
significantly higher than the mean scores of the students.

Table 7. Comparison results of participants' service quality scores according to their primary purpose of going to the sports center

Variables Purpose Status n X SD F p Difference
For aesthetics® 110 4,26 0,66
For a healthy life” 181 3,94 0,68
For socializing® 10 431 0,57

Physical environmental quality 5,55 ,00 a,d>b
Making the most of your free time® 30 4,38 0,48
For performance® 62 4,00 0,66
Other’ 2 3,29 0,00
For aesthetics® 110 4,35 0,80
For a healthy life” 181 423 0,78
For socializing® 10 4,47 0,53

Ambient conditions 1,16 33
Making the most of your free time® 30 4,49 0,62
For performance® 62 4,19 0,76
Other’ 2 4,67 0,00
For aesthetics® 110 4,00 0,88
For a healthy life” 181 3,99 1,08
For socializing® 10 4,33 0,86

Exercise equipment 4,71 ,00 a,b,d>e
Making the most of your free time® 30 4,42 0,55
For performance® 62 3,43 1,36
Other’ 2 4,00 0,00
For aesthetics® 110 4,08 1,02
For a healthy life 181 4,03 1,05
For socializing® 10 4,53 0,61

Program quality 1,79 12
Making the most of your free time® 30 433 0,80
For performance® 62 3,82 1,08
Other’ 2 3,33 0,00
For aesthetics® 110 4,51 0,68
For a healthy life” 181 4,61 0,51
For socializing® 10 4,72 0,39

Interaction quality 6,88 ,00 a,b,c,d,e>f
Making the most of your free time® 30 4,82 0,23
For performance® 62 4,50 0,60
Other' 2 2,60 0,00
For aesthetics® 110 4,64 0,54
For a healthy life 181 4,67 0,54
For socializing® 10 4,80 0,42

Output quality 1,86 ,10
Making the most of your free time® 30 483 0,29
For performance® 62 4,61 0,66
Other’ 2 3,80 0,00

*p<0.05, **p<0.01, ***p<0.001
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In Table 7, the “One-way ANOVA” found that there were
significant differences in the service quality evaluation
factors of the participants, physical environment quality,
exercise equipment and interaction quality, according to the
primary purpose of going to the sports center (p<.05).
According to the post-hoc Tukey results conducted to
determine the source of the difference; in physical
environment quality, the average scores of those who go to
the sports center for aesthetics and leisure time evaluation

were significantly higher than those who go to the sports
center for a healthy life; in exercise equipment, the average
scores of those who go to the sports center for aesthetics, a
healthy life and leisure time evaluation were significantly
higher than those who come for performance; in interaction
quality, the average scores of those who go to the sports
center for aesthetics, a healthy life, socialization, leisure
time evaluation and performance were significantly higher
than those who go to the sports center for other purposes.

Table 8. Comparison results of participants' service quality scores according to exercise duration

Variables Exercise Duration n X SD F p Difference
Less than 1 hour? 26 4,40 0,37
- - 1-2 hours® 340 4,05 0,67
PSZIsiltcal environmental 3115 026 asb.d
quality 3-4 hours® 23 418 0,76
4 hours and above! 6 3,67 0,99
Less than 1 hour? 26 4,51 0,62
1-2 hours® 340 4,29 0,75
Ambient conditions 2,09 ,101
3-4 hours® 23 4,10 0,95
4 hours and above® 6 3,78 1,20
Less than 1 hour? 26 4,19 1,07
1-2 hours® 340 3,93 1,06
Exercise equipment ,623 ,601
3-4 hours® 23 3,99 1,23
4 hours and above! 6 3,67 0,52
Less than 1 hour? 26 4,65 0,56
1-2 hours® 340 4,00 1,03
Program quality 4,333 ,005 a>b
3-4 hours® 23 4,22 1,15
4 hours and above? 6 344 1,13
Less than 1 hour? 26 4,79 0,35
1-2 hours® 340 4,57 0,58
Interaction quality 5,766 ,001 a,b,c>d
3-4 hours® 23 4,65 0,52
4 hours and above® 6 373 1,00
Less than 1 hour? 26 4,85 0,28
1-2 hours® 340 4,65 0,57
Output quality 1,613 ,186
3-4 hours® 23 4,69 0,39
4 hours and above? 6 4,40 0,47

*P<0.05, **p<0.01, ***p<0.001

In Table 8, the “One-way ANOVA” found that there were
significant differences in the service quality evaluation
factors of the participants, physical environment quality,
program quality, and interaction quality, according to the
duration of the exercise (p<.05). According to the post-hoc
Tukey results conducted to determine the source of the
difference; in terms of physical environment quality, the
mean scores of those who exercised less than 1 hour per day
were significantly higher than the mean scores of those who

exercised 1-2 hours and 4 hours and above; in terms of
program quality, the mean scores of those who exercised
less than 1 hour per day were significantly higher than the
mean scores of those who exercised 1-2 hours per day; and
in terms of interaction quality, the mean scores of those who
exercised less than 1 hour, 1-2 hours and 4 hours and above
were significantly higher than the mean scores of those who
exercised 4 hours and above.
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Table 9. Comparison of results of participants' service quality scores according to their preference for the sports center

Variables Preference N X SD F p Difference
Reasonable price® 162 4,09 ,70
Service quality” 52 4,20 65
Physical Experienced staff® 38 4,17 ,64 1348 251
environmental quality ~ Variety of exercise programs and 129 401 63 ' '
activities” ' ’
Exercise Equipment® 14 3,84 ,90
Reasonable price® 162 4,33 78
Service quality” 52 431 77
Ambient conditions Expgrlenced staff_ 38 4,39 .70 1,132 ,341
Variety of exercise programs and 129 421 75
activities® ' '
Exercise Equipment® 14 4,00 ,96
Reasonable price® 162 4,01 1,09
Service quality” 52 4,19 79
Exercise equipment E/);fieertleng?deit:;ccfise roarams and 38 4,40 74 5,123 ,000 d>e
i prog 129 368 1,13
Exercise Equipment® 14 3,57 1,24
Reasonable price® 162 4,08 ,99
Service quality” 52 4,34 77
Program quality I\E/);Fr)i?artleng?deit:rfgse rograms and - - - 4117 003 e>d
activitiesd prog 129 3,79 1,16
Exercise Equipment® 14 3,95 97
Reasonable price® 162 4,54 ,62
Service quality” 52 4,53 62
Interaction quality Exp'e rienced staﬂ‘f 38 4,69 42 722 577
Variety of exercise programs and 129 460 56
activities” ' ’
Exercise Equipment® 14 4,66 ,50
Reasonable price® 162 4,67 ,56
Service quality” 52 4,64 ,60
Outout qualit Experienced staff® 38 4,60 42 506 731
put quatity Variety of exercise programs and 129 469 54 ' '
activities” ' ’
Exercise Equipment® 14 4,51 ,56

*p<0.05, **p<0.01, ***p<0.001

In Table 9, the “One-way ANOVA” found that there were
significant differences in the participants’ service quality
evaluation factors of exercise equipment and program
quality scores according to their preference for the sports
center (p<.05). According to the post-hoc Tukey results
conducted to determine the source of the difference; it was
found that the average score of those who preferred the

DISCUSSION

Nowadays, gyms and fitness centers have become one of the
sports facilities that individuals frequently prefer and find
quite attractive. The importance of the service quality
provided in these centers has reached a point that cannot be
ignored anymore. The positive perception of service quality
by people can also encourage others to join these centers.
Therefore, our research aimed to evaluate the perceptions of
fitness sports center members regarding service quality.

The results of this study reveal that service quality factors
are evaluated differently according to the demographic
characteristics of the participants and that these
characteristics affect the perceptions of service quality. The
analyses show the effects of factors such as gender, age,
education level, occupation, purpose of going to the sports
center, training duration, and love for the sports center on

sports center for the variety of exercise programs and
activities in exercise equipment was significantly higher
than the average score of those who preferred the sports
center for exercise equipment; and the average score of
those who preferred the sports center for program quality
was significantly higher than the average score of those who
preferred the sports center for exercise equipment.

service quality. The findings in Table 3 show that there are
significant differences between genders in the factors of
"environmental  conditions",  "exercise  equipment",
"interaction quality" and "output quality" (p<0.05).
According to the findings presented in Table 3, there are
significant differences between genders in the factors of
"environmental  conditions",  "exercise  equipment",
"interaction quality" and "output quality”" (p<0.05). This
finding provides important clues about how gender shapes
perceptions and experiences in sports and exercise
environments. The differences in the perceptions of male
and female participants regarding these factors reveal that
social gender roles and expectations are reflected in sports
and exercise experiences (Caglayan Tung et.al., 2020). The
fact that men scored higher on exercise equipment and
output quality may reflect the importance this group attaches
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to physical performance and results-oriented approaches. On
the other hand, the fact that women scored higher on
interaction quality and environmental conditions shows that
social interaction and environmental factors are more
important to them. These differences reveal that sports
centers and exercise programs should be organized to
address the specific needs and expectations of gender
(Vatansever and Gezen, 2019). These findings provide an
important basis for achieving gender equality in sports and
exercise areas and meeting the different needs of both
genders. Sports centers and exercise programs can develop
more inclusive and egalitarian approaches by taking these
differences between genders into account. In this way, both
men and women will have the opportunity to benefit from
sports and exercise experiences in the best way (Oner,
2019). In addition, these data reveal that the service quality
of gyms should be organized to meet the varying demands
between genders.

The one-way ANOVA results in Table 4 show that there is
no significant difference in service quality evaluation factors
between age groups (p>0.05). This situation shows that there
is a homogeneous structure in the perception of service
quality depending on age. Studies show that the age factor
does not play a decisive role in the evaluation of service
quality and that different age groups similarly perceive
service quality (Isik, 2017). This finding shows that service
providers do not need to develop special strategies for
certain age groups and that a general service quality
standard may be sufficient for all age groups. It also
emphasizes that focusing on general service quality
elements instead of age-specific interventions may be more
effective in terms of improving service quality (Erbay and
Beydogan, 2017). However, the absence of a significant
difference between age groups reminds us that we should
not ignore the fact that other demographic or psychographic
factors may affect the perception of service quality (Yigit,
2019).

The ANOVA results in Table 5 show that there are
statistically significant differences between the "physical
environmental quality" scores (p<0.05). Post Hoc analysis
shows that the scores of the participants at the primary
school level are higher than those of the other education
groups. This finding reveals that the level of education is an
important factor affecting the perception of service quality.
The high scores of the participants at the primary school
level also reveal how the level of education shapes the
sensitivity and perceptions of individuals towards
environmental factors (Uziim et al., 2016). These results
reveal that the level of education directly affects the
perception of environmental quality of individuals. The
higher scores of the participants at the primary school level
indicate that this group is more sensitive and conscious of
environmental factors. While the environmental education
and awareness programs offered during the education
process increase the perception of the environmental quality
of individuals, this situation is also reflected in the
perception of service quality (Kahyaoglu et al., 2008). In
addition, this finding emphasizes the role of the level of
education in the perception of service quality and reveals the
importance of education policies in creating environmental
awareness. Environmental awareness-raising activities of

educational institutions improve individuals' perception of
environmental quality, which in turn contributes positively
to the perception of general service quality (Uziim et al.,
2016). These findings once again clearly show the
importance of environmental education and awareness-
raising activities.

The results of the ANOVA analysis related to occupational
status in Table 6 show that there are statistically significant
differences in the factors of "physical environment quality",
"environmental conditions" and "program quality" (p<0.05).
This finding reveals that the perceptions of occupational
groups regarding certain factors differ. The fact that
freelancers and coaches received higher scores compared to
students may suggest that these groups attach more
importance to work environments and program quality or
have more experience in these matters (Cayir Ervural,
2020). Discussions on the reasons for these differences
suggest that the expectations and experiences of
occupational groups regarding work environments and
program quality may be different. Freelancers tend to pay
more attention to the quality of their work environment
since they generally manage their businesses. Coaches, on
the other hand, prioritize physical environment and program
quality to increase the performance of athletes. Students, on
the other hand, may have less experience in their perceptions
regarding these matters or may have different priorities in
evaluations (Dulkadir and Giglier, 2016). More
experienced individuals, such as freelancers and coaches,
generally expect higher quality standards, while less
experienced individuals, such as students, may make
assessments aimed at meeting more basic needs. These
results indicate that work environment and program quality
are perceived differently by occupational groups and that
these differences may be related to the work experiences and
expectations of the relevant groups. Therefore, considering
the needs and expectations of occupational groups in the
design of work environments and programs has the potential
to increase employee satisfaction and performance (Etoz
Mavi, 2022).

The findings in Table 7 show that the purpose of going to
gyms significantly affects the participants' perceptions of
service quality. The observation of statistically significant
differences in factors such as "physical environment
quality", "exercise equipment" and "interaction quality"
reveals that various aspects of the services offered by gyms
are perceived differently by the participants (p<0.05). This
finding is consistent with the literature emphasizing that the
motivation to attend gyms is an important factor that shapes
individuals' expectations of service quality (Demir, 2016). In
the literature, the effect of the motivation to attend gyms on
the perception of service quality is frequently stated. For
example, it is stated that individuals who regularly go to
gyms value the physical environment quality and exercise
equipment more, and these elements play a decisive role in
their gym choices. In addition, it is seen that the interaction
quality, that is, the attention and professionalism of the staff,
is a critical factor that increases the participants' overall
satisfaction and loyalty to the gym (Demir, 2016; Can and
Kizilet, 2021; Zengin et al., 2022). In this context, gym
managers need to wunderstand the motivations and
expectations of the participants to improve their service
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quality accordingly. Increasing the quality of the physical
environment, providing modern and diverse exercise
equipment, and improving the quality of interaction of the
staff can strengthen the competitive advantage of gyms and
increase customer satisfaction. In addition, individuals who
participate in exercise focus more on the quality of the
equipment, while those who aim for social interaction can
prioritize the quality of interaction. This situation reveals the
necessity of gyms to customize their services in a way that
suits their target audience.

The data in Table 8 show that there are statistically
significant differences between the factors of "program
quality" and "interaction quality" (p<0.05). Individuals who
exercise for a short time received higher scores than those
who exercise for a long time. This shows that there is an
inverse relationship between the duration of exercise and the
perception of service quality. This finding provides
important clues about how the duration of gym participation
affects the perception of service quality. It is observed that
individuals who exercise for a short time are more satisfied
with the services offered by gyms and this satisfaction
positively affects their perception of service quality. This
may be due to the fact that they find the services offered by
gyms fresher and more innovative. On the other hand,
individuals who exercise for a long time may notice the
deficiencies or monotony in the services more over time
(Ozen et al., 2016).

At the same time, individuals who exercise for short periods
have more positive experiences in their interactions with the
staff and therefore obtain higher scores in terms of
interaction quality. Since they have just joined, they may
feel more interest from the staff and this positively affects
their perception of service quality (Balkan and
Bulgurcuoglu, 2023). Individuals who exercise for long
periods may enter a routine in their interactions with the
staff over time; this may negatively affect their perception of
interaction quality. Therefore, it can be said that the
satisfaction level of short-term users may be higher, while
long-term users are more detailed in their evaluations of
service quality. The analysis results in Table 9 reveal that
there are statistically significant differences in the factors of
"exercise equipment" and "program quality" (p<0.05). The
reasons for preferring sports centers significantly affect the
perception of service quality. This finding is also frequently
emphasized in existing literature. For example, it has been
stated in many studies that the perceived service quality in
sports centers is affected by various elements such as the
physical environment, equipment quality, and the
effectiveness of the programs. Among the factors affecting
the service quality in fitness centers, the importance of
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GENISLETILMIiS OZET
Cahsmanin Amaci

Bu arastirmanin amaci, fitness spor merkezleri iiyelerinin
hizmet kalitesine yonelik algilarini1 degerlendirmektir.

Arastirma Problemleri

Belediye calisanlarinin hizmet kalitesi puanlarinin cinsiyete,
yas degiskenine, egzersiz siiresine egitim, meslek, spor
merkezine oncelikle gitme ve spor merkezini tercih etme
durumlarina,gére farkliliklar: nelerdir?

Literatur Arastirmasi

Tablo 3'te sunulan bulgulara gore "ortam kosullar1",
"egzersiz alet ekipmanlar1", "etkilesim kalitesi" ve "g¢ikti
kalitesi" faktorlerinde cinsiyetler arasinda anlaml
farkliliklarin - bulundugunu géstermektedir (p<0,05). Bu
bulgu, cinsiyetin spor ve egzersiz ortamlarindaki algi ve
deneyimleri nasil sekillendirdigine dair Onemli ipuglari
sunmaktadir. Erkek ve kadin katilimcilarin bu faktorlere
yonelik algilarindaki  farkliliklar, toplumsal cinsiyet
rollerinin ve beklentilerinin spor ve egzersiz deneyimlerine
yansidigini ortaya koymaktadir (Caglayan Tung et.al.,
2020). Arastimada hizmet kalitesinin yasa bagh
algilanisinda homojen bir yapi oldugunu gdstermektedir.
Yapilan arastirmalar, yas faktoriiniin hizmet kalitesinin
degerlendirilmesinde belirleyici bir rol oynamadigini, farkli
yas gruplarinin hizmet kalitesini benzer bir sekilde
algiladigmi  ortaya koymaktadir (Istk, 2017). Yine
arastirmanin bulgularinda egitim seviyesinin hizmet kalitesi
algisint etkileyen ©Onemli bir faktér oldugunu ortaya
koymaktadir.  Ilkogretim  diizeyindeki  katilimcilarin
puanlarmin  yiiksekligi, egitim seviyesinin bireylerin
cevresel faktorlere karst duyarliliklarini ve algilarmi nasil
sekillendirdigini de gdzler dniine sermektedir (Uziim et al.,
2016). Ayrica bu arastirma meslek gruplarmin belirli
faktorlere iligkin algilarmin farklilik gosterdigini ortaya
koymaktadir. Serbest meslek sahipleri ve antrendrlerin,
ogrencilere kiyasla daha yiiksek puanlar almasi, bu gruplarin
is ortamlarina ve program kalitesine daha fazla Gnem
verdiklerini veya bu konularda daha ¢ok deneyime sahip
olduklarin1  diigiindiirebilir  (Cayir  Ervural,  2020).
Aragtirmamizin bie diger bulgusu olan spor salonlarina
katilma motivasyonunun, bireylerin hizmet Kalitesine
yonelik beklentilerini  sekillendiren Onemli bir faktor
oldugunu vurgulayan literatiirle uyumludur (Demir, 2016).
Bu arastirmada kisa siireli egzersiz yapan bireyler, uzun
sireli egzersiz yapanlara gore daha yiiksek puanlar
almiglardir.  Ayrica spor merkezlerini tercih etme
nedenlerinin, hizmet kalitesi algisim1  Onemli dSlgiide
etkiledigi aciktir. Bu bulgu, mevcut literatiirde de siklikla
vurgulanmaktadir. Ornegin, spor merkezlerinde algilanan
hizmet Kkalitesinin, fiziksel ortam, ekipman Kkalitesi ve

Zengin, S., Yetis, U., & Gayretli, Z. (2022). Spor tesislerini
kullanan bireylerin algiladiklar1 hizmet kalite diizeyleri:
Ankara Ili Ornegi. Mediterranean Journal of Sport
Science, 5(0zel Say1 1), 117-129.
https://doi.org/10.38021/asbid.1207114

programlarin etkinligi gibi cesitli unsurlardan etkilendigi
bir¢ok caligmada belirtilmistir. Fitness merkezlerinde hizmet
kalitesini etkileyen unsurlar arasinda, ekipman cesitliligi ve
bireylerin  ihtiyaglarma  uygun  sekilde  hazirlanan
programlarin 6nemi 6ne ¢ikmaktadir (Yildiz et al., 2016;
Uziim et al., 2016; Yerlisu Lapa ve Bastag, 2012).

Yontem

Arastirmanin Modeli: Bu ¢alismada, degiskenler arasindaki
iligkileri analiz etmek ig¢in iligkisel tarama modeli tercih
edilmistir.

Aragtirma Grubu: Izmir ili Bornova Belediyesi Spor Isleri
Midiirligii'ne baghi spor merkezlerine {iiye olan ve
calismaya katkida bulunmak iizere goniillii olarak katilan
395 kisiden meydana gelmektedir.

Arastirma Yayin Etigi: Calisma i¢in 08.09.2023 tarihli ve
(E-49846378-050.01.04-2300010585) numarali Balikesir
Universitesi Akademik Arastirma ve Yayin Etigi
Kurulu'ndan etik kurul raporu alinmustir.

Verilerin Toplamasi: Arastirmada veri toplama amaciyla iki
béliimden olusan bir anket formu kullanilmistir. Ik boliim,
katilimcilarin demografik bilgilerini kapsamaktadir. ikinci
bolim ise katilimcilarin spor ve fitness merkezlerindeki
hizmet kalitesini algilamalarini degerlendirmek iizere "Spor-
Fitness Merkezleri Algilanan Hizmet Kalitesi Olgegi
(SFM_HKO)" kullanilmistir Ugan (2007).

Verilerin Analizi: Istatistiksel analizler i¢in SPSS 22.0
programi kullanilmustir. Analizler kapsaminda,
katilimcilarin  demografik 6zellikleri frekans ve yiizde
analizleri ile degerlendirilmistir. Hizmet kalitesi puanlarinin
cinsiyet, yas, egitim seviyesi ve diger degiskenlerle
karsilastirllmasinda: Bagimsiz gruplar t-testi kullanilmistir.
Ayrica Tek yonli varyans analizi (ANOVA), gruplar
arasindaki farkliliklart test etmek icin uygulanmistir.
ANOVA sonucunda anlamli farkliliklar tespit edildiginde,
farkliligin hangi gruplar arasinda oldugunu belirlemek igin
Tukey post hoc testi yapilmustir.

Sonug ve Degerlendirme

Sonug olarak, hizmet kalitesi unsurlarinin farkli demografik
ve bireysel Ozelliklere bagl olarak degiskenlik gosterdigi
belirlenmistir. Cinsiyet, egitim seviyesi, meslek, spor
merkezine gitme amaci, egzersiz siiresi ve spor merkezi
tercihleri gibi faktorler, katilimcilarin hizmet kalitesini
algilayisin1 6nemli Slgiide etkilemektedir. Bu bulgular, spor
merkezi  yoneticilerinin  hizmet sunumlarim = hedef
kitlelerinin ihtiyaglarina gore uyarlamalarinin ve farkh
demografik gruplarin beklentilerini karsilayacak bicimde
hizmetlerini ¢esitlendirmelerinin dnemini vurgulamaktadir.
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