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PEJIALIMJE UBMEDBY AUMEH3UJA KBAJIMTETA YCJIYTA, 3A40BO/bCTBA U
I[TOTPOIIAYKHUX HAMEPA 'Y ®PUTHEC HEHTPUMA

MaxkcumoBuh He6ojma, Matuh Pagenko, Bacuh I'opan, Jakmuh lamjan
@akynTeT cnopTa ¥ GU3UYKOT BacuTamwba, YHUBep3uTeT y HoBom Cazy, Cp6uja

Caxxerak: llu/b oBOr HCTpakuBama je OMO Jla ce yTBpZe pasjuke u3Meh)y ouyeKMBAaHOr M HEPUUNHUPAHOT
KBaJIUTETA YCAyre, Kao W pejainyja usMehy JUMeH3Wja KBaJUTeTa yCjyre, 3aJJ0BO/bCTBA KOPHUCHUKA U
HNOTPOLIAYKUX HaMepa KOPUCHUIA PUTHEC 1leHTapa. Y Ty CBpXy U3BPILIEHO je aHKeTHpatbhe Y GUTHEC eHTPUMA
noceGHO OompeJie/beHUX 3a Paji ca KEHCKOM MolyJauujoM y3pacrta 29,16+8,59 roguna (H=262). CTaTucTuuka
obpajia mojaTaka oOyXBaTWJ/A je CTAaTUCTUYKe MpoleAype 3a yTBphuUBame pasivka M3Mehy ouekuBaHOT U
npuMJbeHor kBasurteTa ycayre (T- Tect 1 ANOVA, Duncan’s multiple range test). Pe3ysntatu ananuze SERVQUAL
YHOUTHHKA NOKa3asM cy Jja HajBehu ja3 n3mely oueKMBaHOT U MPUMJbEHOT KBAaJIUTETA YCJAYTe NMOCTOjHU ¥ OKBUDPY
dakTopa Yucrohe (xurujena toasera u rapaepobe (I1-E=-0,49), xurujena npocropa 3a Bexobame ([1-E=-0,40), u
npo3pavyeHocT mpoctopa 3a Bexbamwe ([I-E=-0,78), pok je Hajmamu ja3 yTBpheH koj daxktopa Ocobibe
(Bapujabusie ctpyyHocT u npucyctBo I[1-E=-0,05), y3 MO3UTUBHO OJCTyName y Bapujabsama Jby0Ga3sHOCTU U
HIPUjaTHOCTH, U YHUPOPMHUCAHOCTU.3aK/bYUHO, MOXKe Ce KOHCTATOBATH Jja MeHallepu y GUTHeC LieHTpUMa Mopajy
Jla Iajy IpUopUTeTaH 3Ha4yaj 01abupy U 06yIM 3aM0CIeHUX, Y3 HarJalueHy 6pury o 4uctohu objekara.

K/by4yHe peuu: ¢puTHEC, CECrMeHTalMja TPXKHULITA, HEPLENLHja, 33/J0BO/bCTBO, IOTPOIIAYKe HaMepe.

RELATIONS BETWEEN DIMENSIONS OF QUALITY OF SERVICES, SATISFACTION AND
CONSUMER'’S INTENTIONS IN FITNESS CENTERS

Maksimovi¢ Nebojsa, Mati¢ Radenko, Vasi¢ Goran, Jaks$i¢ Damjan
Faculty of Sport and Physical Education, University of Novi Sad

Abstract: The aim of this research was to determine the difference between the expected and perceived quality
of the service, as well as the relationship between the dimensions of service quality, satisfaction and consumer
intentions of users in fitness centers. For this purpose, surveys were realized in fitness centers specially oriented
for work with female population aged 29,16 + 8,59 years (N=262). Statistical interpretation of data included
statistical procedures for determining the difference between the expected and the perceived quality of service
(T- test and ANOVA with Duncan's multiple range test). The results of the SERVQUAL questionnaire analysis
showed that the greatest gap between the expected and the perceived quality of the service is within the factor of
Cleanliness (hygiene of toilet and wardrobe (P-E=-0,49), hygiene of area for exercise (P-E=-0,40), and the
ventilation of the space (P-E=-0,78), while the smallest gap is in the factor Staff (professionalism and presence P-
E=-0,05), with a positive exception in variables of its kindness and pleasantness, and uniformity.In conclusion,
managers in fitness centers must give priority to the selection and training of employees, with an emphasis on the
cleanliness of facilities.

Keywords: fitness, market segmentation, perception, satisfaction, consumer intentions.
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