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Evaluation and empirical study on public sports service quality of
large stadiums based on public perception
LV Wan-gang, ZENG Zhen
(Wuhan Sports University, Wuhan 430079, China)

Abstract: The evaluation of public sports service quality is an important means to promote the improvement of
public sports service quality for large stadiums. Based on the public perception and the modified SERVQUAL
model, the evaluation index system of public sports service quality in large stadiums is constructed. Taking 2 685
valid questionnaires as sample data, this paper uses AHP, fuzzy evaluation and TOPSIS method to empirically study
the public sports service quality of 5 large stadiums in Hubei Province. The results show that empathy and tangi-
bil-ity are the two most important factors that affect the quality of public sports service of large stadiums, and the
rank of public sports service quality for them is stadium 3>stadium 5>stadium 2>stadium 4>stadium 1. According to
the research results, the following policy recommendations are put forward: for stadiums 1 and 2, further enhancing
the public sports service capacity of staff and strengthening the normativity of stadium operation; for stadiums 3, 4
and 5, further increasing the transformation and upgrade of stadiums, so that the public sports service quality can
be perceived and seen.
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_0.066 294 0367736 0.495717 0.037244 0.035009
0.035009 0.331844 0.563501 0.068529 0.001 117
0.000 745 0.164991 0300559 0.498 696 0.035009
0.001 117 0.037244 0.498324 0.428305 0.035 009
0.002235 0.135196 0.628 678 0.167 598 0.066 294
:(_0.009 744, 0.158 945, 0.514 848, 0.273 896, 0.042 567)_
Bs=(0.3333, 03333, 0.3333)x

0.008 939 0.076350 0448790 0.300559 0.165363

0.032402 0.037244 0464432 0430912 0.035009

0.002 607 0.005959 0.329981 0.629050 0.032402
:E0.014 648, 0.039 847, 0414360, 0.453 462, 0.077 5845
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B=(0.3167, 0.0946, 0.1826, 0.0745, 0.3315)x
_0.086 016 0.169611 0484493 0.169801 0.090 080
0.015204 0.349993 0.481534 0.110023 0.043 247
0.019907 0.366361 0.434868 0.149231 0.029 633
0.009 744 0.158945 0.514848 0.273896 0.042 567
0.014 648 0.039847 0414360 0.453462 0.077 584

~(0.037896, 0.178 773, 0.454 115, 0.262 161, 0.066 921)
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HIARINT BRI, 454115%89A IR s,
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BRI, AT AR KAUA T S —
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MR PER 53.953 57, FRIEMEN 46.388 08, REIEIEN
39.205 27, [F3E, Af LA ARSI RBUA T IE =
KAKRF S = REAESEN ., KK E SR
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*9 ARKBGEMEARFEIRSRETFN—RIERED

AT R MERZETT S, IRFE R BT I 5 5 i
EWES TSP Fd i E RNy S EVIES
AR, JF DUV S R0 A AR

DR SRR LT AR B

T TT S AT E R EE A LA AN R A 20 A
AL, O TR RO SR A R,
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FE4F IAE— = = g g A
A 0373671 0403515 0.382927 0.336 644  0.294 952
THME 0.507696 0472291 0.446934  0.443 552  0.414 864
sk 0533510 0.498242 0.506 488 0.503 063  0.529 658
fRIEPE 0295531 0338752 0414029 0.428653  0.488 081
M 0480254 0501118 0475044 0503106  0.471 308

2) V1 IE PRAL i 5 £ AR R

RITEFI AHP SHEAR 8] T AT  T5EME mn: |
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I, AT LA E — A8 hRAY I FEAEAR( 0.168 963,0.047 406,
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0.032 046, 0.069 923, 0.025 080, 0.097 776 ) ( }L.F 11 ),

x 1 ARKBEGERELKEERSZREITFMN
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F5 47 IAE— e = A= 2R

kA

A 0118342 0.038172  0.069923  0.025080 0.097 776
THEME 0.160 787 0.044679  0.081 610  0.033045 0.137 527
" fkE 0.168 963 0.047 134 0.092485  0.037478  0.175 582
PRIEME 0.093595 0.032046  0.075602  0.031935 0.161 799
AW 0.152096  0.047406  0.086 743 0.037481 0.156 239

FE4R AE— =

&

E gEw g A

A 49.83366 67.707 56
T 53.67768 62.826 66
" b 53.95357  62.971 99
fRIEME 4638808 61.119 60
Mk 39.20527 55.144 08

71.15020 39.41276  64.047 87

66.278 76 45.062 60  66.661 42
71.36291 5833573  66.93251
69.32001 59.066 57  69.325 94

70.402 64 64.87619  62.646 75
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e 0.026298  0.086 677 0.767 224 2
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