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Abstract

The purposes of this study were to understand the customers’ satisfaction in the
swimming club, and to determine the customers’ level of loyalty. The subjects were
customers of the PingTung City Aquatic Club. The research method was a
questionnaire, and the instrument was the Scale of Customers’ Satisfaction and
Loyalty for the swimming club. Data was collected and analyzed by descriptive
statistics, independent t-test, one-way ANOVA, and factor analysis. The results of this
study were as follows: (a) The customers’ satisfaction level for the swimming club
was at mid-range. The customers’ highest priority for satisfaction was human service.
Other considerations, in order of ranking, were price, environment and sanitary
conditions, and equipment. Furthermore, customers’ satisfaction in the swimming
club was affected by age, frequency of activity, and duration of activity. Contrarily,
gender, and educational levels were not factors. (b) The percentage of the customers’
loyalty to revisit the swimming club and to advise family and classmates to go was
over 50%. The data suggested that the manager of the swimming club needed to
renovate and update the equipment, enhance the quality of service, and improve the
customers’ satisfaction. Customers with no comments should be able to participate in
the swimming clubs and to encourage their family members to also swim in an effort

to improve customers’ loyalty and to achieve the goal of continuous management.
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