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Abstract

The study verified and discussed the relationship between customer relationship quality,
satisfaction, and loyalty in Fengshan Sports Park. With the use of the questionnaire method,
the research data were collected from the users of Fengshan Sports Park in Kaohsiung,
and the questionnaire was distributed by sampling 50 samples from each of the six sites
in the Sports Park, including the multi-functional classroom, aerobics classroom, flywheel
classroom, dance classroom, badminton hall, and swimming pool. Besides, a total of 300
questionnaires were distributed, and 278 effective samples were obtained after excluding
22 invalid samples, with an effective sample rate of 92.67%. In addition, the collected data
were subject to the validity analysis and bootstrapping analysis with the Amos 20.0, so as
to analyze the mediation effect and verify the hypothesis of the model research. The results
showed that the relationship quality had a significant effect on satisfaction (B = 0.57, p <
.05), the relationship quality had a significant effect on loyalty (f = 0.12, p < .05); and the
satisfaction had a pronounced effect on loyalty (B = 0.73, p <.05). Moreover, the relationship
quality indirectly affects loyalty through the satisfaction (0.42, p < .05). In the end, specific
suggestions were proposed to improve users’ relationship quality and satisfaction based on
the study results and findings, to provide the Fengshan Sports Park in Kaohsiung with a
management reference.
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