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New Projects

Rugby

Darren Adamson, Gary Howat and Duncan Murray are
working with the Augtrdian Rugby Union to investigate
the perceptions of females aged 12-18 years in regard
to contact sport. The project will involve secondary
school girls from New South Waes and South
Audrdia  While the focus is on Rugby Union the
findings are expected to be of benefit to other contact
gports. Completion date is December 2001.

Bowlsin country SA

CERM's Bary Couzner will develop Performance
Indicators for country SA Lawn Bowling Clubs.
Sponsored by the Office for Recreation, Sport and
Racing and the Royd SA Bowling Associdion, the
research will focus on both efficiency and effectiveness,
and is the firg of its kind in Audrdia The Office
anticipates using the methodology to study the clubs of
other gportsin the future.

"

Baseball

Daren Adamson, Barry Couzner and Duncan Murray
are working with Basebdl SA to determine the rate of
growth of Basebdl in South Audtraia and the cause of
the known drop-out factor in the middle teens. Basebdl
SA are funding the project viaa grant from the Office for
Recreation, Sport and Racing. The project is expected
to be completed by March 2002.
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% Operational Management (Efficiency)
Survey
If you have not yet received your questionnaire
please contact
Raylene Jones or Sue Mikilewicz
Phone: (08) 8302 5321/8302 3344
Email: raylenejones@unisa.edu.au
or sue.mikilewicz@unisa.edu.au
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Closing Date Extended to; .19 January 2002
If you'wish to be included in the survey but
require an extensi 8?5 g{vltl me please contact
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Freguently Asked Questions

The Customer Service Quality(CQ) Questionnaire
is an integral part of reviews of leisure facilities
conducted by CERM PI in Australasia. In the
December 2000 CERM PI Newsletter we explained
the terms ‘review’, ‘protocol’, ‘survey’ and ‘CSQ
Gap’'. This newsletter concentrates on some key
issues surrounding the surveying of customers in
sports and leisure centres and consider s the process
itself in greater detail.

Q. When should | conduct the survey?

If managers intend to use the survey information for
decison-making, then the timing of the survey should
reflect the service's norma schedule or operating
times. For example, a agudic leisure centres, the
survey might be conducted in warm weether, during
school term with school groups in attendance (if they
ae a normd, regular cusomer group). Similarly,
court-based sports centres should try to avoid survey-
ing during finas programs, as only the opinions of the
‘top’ teeams will be included in the survey.

Q. Which customers should | include in the
survey?

Many managers may fed that a generd ‘randon
sampling technique is the most effective way of ensur-
ing that the sample is representative of their customer
population base. In the context of management
decison-making based on customer surveysin service
indudtries, such as sports and leisure facilities, man-
agers generdly want to hear the voice of ALL cus
tomer groups. Consequently, the most appropriate
form of sampling for such services is a dratified
sampling approach, where customer user groups
(defined by ectivity and/or time of vist, eg ‘early
morning lap svimmers or ‘evening female basketball
players) are identified and targeted in the collection
process.

For a complete copy of Duncan’sjournal article
(Murray D. "The myths and realities of survey
sampling: How many customers are enough?",
Parks & Leisure Australia National Conference,
30-31 October 2000) why not try our new Publica-
tionsWeb Link,

http://cer mpi.unisa.edu.au



Project Updates

‘Benchmarking Caravan and

Tourist Parks

During 2000-2001 the Centre for Environmenta and
Recregtion Management (CERM) joined with industry
and educational collaborators to apply to the Regiona
Tourism Program (RTP) for funding. The project was
designed to be a collaborative research project be-
tween CERM (Univerdsty of South Audrdia) and its
licensee Griffith Univerdty in Queendand, the Universty
of Technology Sydney, caravan and tourist park own-
ers and operators, and industry partners.

During 2001 CERM conducted a number of focus
group sessions with management, staff and customers at
a South Audtralian caravan park. The project’s objec-
tive wasto identify and benchmark annudly, key opera-
tiona performance areas and customer service qudity
attributes of caravan and tourist parks throughout Aus-
trdia The results of these initid sessions have given the
project an excdlent base upon which to develop further
the benchmarking of caravan and tourist park opera-
tions. CERM has developed and sent a proposa to
potentid industry collaborators...well let you know

how we are travelling in the next newdetter!!
For further information on this Project contact
Sue Mikilewicz, Resear ch Associate

CERMPI (08) 8302 3344 or Email
suemikilewicz@unisa.edu.au

Z\

Corbis.com

Better Servicesfor
People with a Disability
The agenda, which is soon to be released, will highlight
information gaps for service providers of sport, arts or
other recreationd choices. It will look at closng these
information gaps by prioritiang the identified areas of
research and evauation need. This will enable service
providers and government bodies to seek information to
assg better-informed decison making on the provison
of sports, arts and recreation opportunities for al South
Austrdians. Four broad areas of research and evaua
tion priority were identified induding:
A better understanding of the benefits of involve-
ment by people with a disgbility-
A better understanding of South Austrdians with a
disshility
Resourcing issues for service provison to people
with adisahility, and
Issues of program and service evauation.
For further information on this Project contact
Scott Edgecombe,Resear ch Associate

CERM PI (08) 8302 3319 or Email
scott.edgecombe@unisa.edu.au



The relationships between service quality, value, satisfaction, and future inten-
tions of customersin Australian sportsand leisure centres.
Dr Gary Howat and Dr Duncan Murray

This research paper describes a study of sports and leisure centre customers, and considers the concept of
vaue and its relationship to service qudity, satisfaction and behavioura intentions of customers. Findings indi-
cated that, while value appears to play an important mediating role, satisfaction was found to be the dominant

antecedent of customers behaviourd intentions. This exploratory study is afurther step towards asssting
managers of sports and leisure centres to better understand the key drivers of satisfaction, customers' future

purchase or vigtation intentions and the role that vaue plays in the perception of aservice.
For a complete copy of thispaper contact:
Raylene Jones, Phone: (08) 8302 5321/ Email: raylenejones@unisa.edu.au

& Sign up during December 2001
w and SAVE!!

t= CERM PI® would like to advise that a price
oy increase on our products and services

i~ will comeinto force on the 1st January 2001.
{¢  Clientswho sgn up during the month of

== December will secure current 2001 prices

r=  For moreinformation contact CERM:

i evenif the survey is undertaken during 2002. ¢

S i Telephone: (08) 8302 5321 &
e P Fax: (08) 8302 5255 o
| Congratulations to J & Emal rajlenejones@unisaeduar
| | ::Ervnl-vnr*nrvmrvnr*nrmr’nr'mrmr*nrurwrmrmr’nrnpmr*mrwrm.w:ﬁ’:
=|°° Heather March & :J LR L U R LR LR L (R L L LR (R LR LR LR LR L LR LR (R LR L L)
i’o husband Tim
iz on the arrival of
}:, ‘Georgia Layne’ + 2 CERM PI wishes all of 4
% r 2 1 N 1 1
| o Qctober 200 % its clients a Merry
|£°o°:°.,°=°:’=°°°=°:=°:=°°°=°°°=°°_°:_°:_°°°J Chrlstmas and a

Happy New Year




