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Abstract

The purpose of the study was to investigate service quality of fitness centers in Chiang
Mai Province operated by public agency and a private one. The study employed quantitative as
well as qualitative research methods using questionnaire, participant and non-participant
observations, and in-depth interview. The findings are:

Members of the government-run and private-run fitness centers differed in their sex
and occupation and did not differ in age, health status, educational attainment, and income. They
both were at working age, had good health status, with college education, and had more than
15,001 Baht annual income. Physical exercise behavior of the members of both kinds was the
same. They exercised more than 3 times a week, more than 30 minutes at a time, and during 5-9
p.m. on weekdays rather than weekends or holidays. Regarding type of exercise, most members
of the government-run center liked to do aerobic dance while most of their counterparts in the
private one preferred using equipment. Most members of both places were one-club only
member,

The reason why the people chose to belong to a government center were quality
standard of the center, exercise options, low service fee, pay only to the specific services needed,
convenience, spaciousness of the facilities, and variety of promotions. Those members of the
private center chose the place because of its modern equipment, convenience, though service fee

was high but was of a life-long membership, and being located in the municipal areas.



Concerning satisfaction, members in the government center were satisfied with the
standard quality of the facilities though with inadequate staff, and less convenience, the center’s
actualization of the things promised to the members, and with the effect of the exercise on their
health. They were reportedly satisfied with the staff being able to respond to their needs, certain
sport trainers’ competence, and the staff equally treating them. The members of the private center
were satisfied with its modern equipment, adequate staff, facilitation, living up with the promise,
effects on their health, trainers’ competence and good personality, and members’ being equally
treated. Concerning technical aspects of the service quality, it was found that there was no quality
standard for this kind of enterprise. It was recommended that there should be a national agency
issuing quality standard and enforcing the regulations to assure the service recipients’ security

and health.



