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Research on the Evaluation of Public Service Quality of National Fitness

——Based on the Improved SERVQUAL Model

YAN Jing', XU Shijian’s WEN Yuzhu®, LIU Guangyi’

(1. School of Physical Education, Yunnan Normal University, Kunming 650500, China;
2. Faculty of Education, Yunnan Normal University, Kunming 650500, China;

3. Graduate School, Jilin Sport University, Changchun 130022, China)

Abstract: Improving the quality of public services for national fitness is an important part of building
a higher-level national fitness service system. Using the questionnaire survey method and mathemati-
cal model analysis method, based on the improved SERVQUAL model, from the six dimensions of
tangibility, reliability, responsiveness, assurance, empathy and transparency, 26 indicators are used
to evaluate the public service quality of national fitness, and suggestions for improvement are put for-
ward: improve the infrastructure configuration, optimize the public fitness participation experience;
improve the public policy system and enhance the credibility of the public sector; unblock the channels
of public voice and enhance the service awareness of business personnel; build a national fitness brand
and promote the upgrading of fitness service quality; pay attention to individual sports differences and
promote people-centered fitness services; improve the degree of information disclosure and promote
the digital and intelligent construction of national fitness.

Key words: national fitness; service quality; sports public service; quality evaluation; SERVQUAL

model



