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Relationship between self-determination and relationship commitment,

customer orientation, service quality, and relation continuity intention

of fitness center customers
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[Purpose] The purpose of this research is to empirically analyze the relationship between

self-determination and relationship commitment, customer orientation, service quality, and relation

continuity intention of fitness center customers through structural equation model analysis. [Methods]

For this purpose, this study set 242 members at the five fitness centers located in Seoul as the research
subjects. In an effort to verify the proposed structural model, this study used IBM SPSSWIN Ver. 21.0
and AMOS 18.0. [Results] As a result, first, autonomy had a positive effect on relationship commitment.
Second, competence didn’t had a positive effect on relationship commitment. Third, relatedness had a

positive effect on relationship commitment. Fourth, relationship commitment had a positive effect on

customer orientation. Fifth, relationship commitment had a positive effect on service quality. Sixth,

customer orientation had a positive effect on relation continuity intention. Seventh, service quality had a

positive effect on relation continuity intention.

Key Words: self-determination, relationship commitment, customer orientation, service quality, relation

continuity intention
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Attributes Content Number Frequency (%)
Gender Male 157 64.9
Female 85 35.1
Twenties 51 214
Thirties 96 40.3
Age Fourties 65 273
Fifties 22 9.2
over Sixties 4 1.7

Average of Age 39

Below 1 year 88 364
Below 3 years 119 49.2
Fitness Center  Below 5 years 15 6.2
Use Time Below 7 years 8 33
Below 10 years 3 1.2
Over 10 years 9 3.7
Employed 131 54.1
Own business 57 23.6
Occupation Others 21 8.7
House worker 17 7.0
Not employed 16 6.6




104 Buom Kim - Jung-Hee Jung

< AN F AT 2SS AR Eys
ARARY L A1 22 ainh, =g A2
20174 59229 ~54319704] AAleileon, wizd
250% & ¥ JdAgol dojAitta AdE = 845
S A9JgE 24257} fFaste] HFEATA o] 453
o A e 2]l 548 (Table 1) 2t

ANl FAE Ho| U 5
o Q7oA AEE TANGES U SHHEE
1& Aol oln] A mst ol 45E SHET

2 Argalgon, A

o]
soich. wat 72 AREL Likert 53 2

a-
gate] F 39 PRI, AT A Ed>

e -JOHH 7c}§l% Aol opd Hed & 9l &
o, 2o Ped 222 AYdle RS LI o] &
=4357] el Deci & Ryan(2000), Suh et
al.(2010) 2 Hwang(2014)9] dollA AFE-3 2
ol g3t A& 6w, fredt 6w, BAA b
2 F43t. A4 (autonomy)2 4 ¢] JJEYA
AEE Aegt] glo] B ot EfQle] A oA
whgatA] @ar B9l oA et 2% sk ?%Hi %
St f5 4 (competence) & 19| A5& A9

2215 Zol o= A x P £ glevtel g AdS 9
njgtt}, A4 (relatedness) S I EUAAE FAA}
de #AE FFota AATE = & H st
. BAEY (relationship commitment)& 3] o]
Z2AE 9] FHAR o7 BAE AL £4

9]“]5_‘3}. 5 HE‘/V\’“HS’JH WA=

, ’ X, AFAE A
A=, MRS 4“]5}5} 1 438171 9
Morgan & Hunt(1994)¢] <+& uvl& 22 Oh et
.(2004)7F A+ BEdo g FAskglth AR g
JEY2AY 399 o]
Agshs AR 1A
=g on|git}, & ‘o] WA A

l‘U

o o ze lo
v (1
o o

.
-1
e

jinsA
ox,

N
—
ol
=5

=

(customer orientation) <
02 A9 Mg
92 H =

O‘W _19, O.u ,_.
o> o
X

& AR

g =g %‘E—% ]
93 Crosby et al.(19

Martin & Sohi(1993), Lee & Jung(2013)°] /\}*‘L
d  Awger P AH2FA(service
quality)& I EY2AE 3]¢o] A 7ehe AL A
v 2of gigh AREAQl QIS 9wl o] & SA 5]
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Table 2. Confirmatory factor analysis and reliabilities
Factors Items SC SE t-value a CR AVE
I normally make my own decision when using the service.* - - -
When I use the service, | freely express my thoughts and opinions. .884 179 -
I tend to use the service in my own way. 878 193 19.246
Autonomy ) ) ) ) . 926 .939 754
I find it convenient to use the service as it supports my decision. .860 .228 18.487
I think that making my own decision when using the service was always right. .841 .248 17.664
It is highly effective to use the service in the way I decided myself. 763 322 14.847
I am very confident to use the service provided.* - - -
I tend to easily understand the service provided.* - - -
I can explain to other people about the service provided. 874 421 -
Competence . . ) .938 .900 .691
I tend to easily learn the new ways necessary when doing a new thing. 903 371 20.061
I think I have the ability to be a good consumer. .897 362 19.822
People who know me well think I am good at it. .897 269 19.804
I generally maintain good relationships with a new service provider. 705 436 -
I think that in general the service provider understand me well. .837 200 11.083
Relatedness The service provider was friendly to me and it was easy to get close. 720 392 9.926 .815.857 .602
I tend to get along with the new service provider well.* - - -
I am very intimate with the service provider. 649 385 9.036
I am very committed to my relationship with the sports center. 703 530 -
My relationship with the sports center is very important.* - - -
Relationship . L .
. I want to keep my relationship with the sports center for a long time. .880 .180 12.811 .895 911 .722
commitment
I think of the sports center as my friend. .847 230 12.373
I have much interest in sports centers. 905 .141 13.108
The fitness center prioritizes the profit of customers rather than the profit of the
f 911 193 -
tness center.
C.ust;)artr'ler The fitness center recognizes the importance of customer and acts in that way. 912 .186 20.201 903 897 744
rientation
OHCAHON The fitness center identifies the demand of customer in advance and acts in that way. .792 408 16.033
The fitness center endeavors to solve the problems of customers.* - - -
The employees are trustworthy. 902 136 -
) The employees are kind and nice to the members. .895 150 19.618
(S;I;]];:; The employees have excellent ability to provide the services. 822 249 16.850 .906 .920 .745
The employees are well aware of the demand of customers. 701 417 12.850
The employees provide prompt services.* - - -
I will continue to maintain friendly relations with a sports center. 905 177 -
Rel“'cltl()‘n I will maintain continued relations with a sports center. 965 .067 26.196
continuity ) 944 946 .853
. . I won’t readily change a sports center. 900 .198 22.233
mtention

I will continuously take exercise at a sports center.*

Fit: x*=335,106 (df-214, p=000), GFI=.889, CFI=.968, TLI=.962, RMR=.039, RMSEA=.049

* means item deleted in confirmatory factor analysis.



106 Buom Kim * Jung-Hee Jung

T, B2 55 dASH Adista 9ol AlA
Hoth AAY #3L (Table 2)°l F718tith =3
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Customer §35%sk% Q3 skkk 406%** 391 %k 1

orientation : . . .

%ﬁ{ﬁ}%ﬁ 506 358%k% 346%% 299k 385wk 1
Relation continuity 479%** 433 %k 44(F** 3RG*** 460 ** 624 %% 1
Intention : . R . . .
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Table 4. Testing of the proposed hypotheses

Hypotheses Paths SC SE t P Acceptance

Hl1 autonomy—relationship commitment 365 075 4.860 .000 Accepted

H2 competence—relationship commitment -.051 .040 -1.282 .200 Rejected

H3 relatedness—relationship commitment 396 .089 4.466 .000 Accepted

H4 relationship commitment—customer orientation .563 .096 5.876 .000 Accepted

H5 relationship commitment—service quality 355 076 4.663 .000 Accepted

H6 customer orientation—relation continuity intention 242 .054 4.448 .000 Accepted

H7 service quality—relation continuity intention .605 072 8.425 .000 Accepted
Fit: x*=439.021, df =261, p=.000, GFI=.880, CFI=.964, TLI=.958 RMR=.132, RMSEA=.053
***p<.001
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