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ABSTRACT

The study reported in this thesis was concerned with
user preferences and priorities about rezreational
swimming services. Its primary objective was to determine
what the preferences and priorities of a group of service
users were with regard to the attributes of such services.
Attributes are characteristics, such as hours of operation
and price. The second objective of the study was to
determine whether user preferences were related to either
user sociodemographic characteristics or patterns of
service use.

Two data collection methods were used: group
interviews and questionnaires. Group interviews were
conducted to determine which attributes subjects
considered in service evaluation, and what their
preferences regarding these attributes were.
Questionnaires were then employed to determine user
priorities, by means of conjoint analysis, and to analyze
the relationship between user priorities and user
sociodemographic and service use characteristics.

The majority of subjects considered the following
attributes in service evaluation: facility location,
facility cleanlineés and maintenance, staff attitude and
competency, hours of operation, variety of facilities,
variety of things to do, and cost of admission. Detailed
information about user preferences concerning each of

these attributes is included in the body of the thesis.



The attributes were generally considered in the following
the following order of priority: staff, facility
cleanliness and maintenance, facility location, times
available, facilities and equipment, and admission price.
Very few significant relationships were found between user
priorities and either sociodemographic characteristics or
service use variables.

The results of the study were in accordance with what
would be expected from the literature regarding consumer
preferences; however, there were major discrepancies
concerning priorities. Consumer service priorities have
received little attention in the literature to date;
apparently further study is required in order to refine
existing theory on this topic. The results of the study
indicate that consumer expectations regarding recreational
swimming services are relatively homogeneous. More
detailed study would be required in order to fully explore
any differences in the preferences and priorities of

different types of service users which may exist.
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1.STATEMENT OF THE PROBLEM

1.1 Introduction

Marketing provides the link or bridge between

the organization and its environment, moving the

institution away from bureaucratic inertia

towards responsiveness to customer needs and

anticipation of continuing changes in the

environment. In short, marketing helps an
institution to fulfill its mission, keeping it
relevant in a dynamic world. Growing competition

in all sectors of the economy, heightened public

demand for improved effectiveness in service

del.ivery, and economic pressures have been

critalysts in encouraging managers to adopt a

marketing orientation. (Lovelock and Weinberg,

1984, p.viii)

Marketing-oriented management has become increasingly
popular in public service agencies in the last decade.
This style of management is based on the "marketing
philosophy" or "marketing concept". This concept is that
consumer satisfaction is essential to the success of
businesses and service agencies.

The objective of marketing-oriented management is to
satisfy customers, for organizational benefit. This is
done by producing goods and services to accommodate the
needs and preferences of clientele. Management uses
information about consumer needs and desires, extensively,
in deciding which "target markets" of consumers to serve,
what types of goods or services to provide, and how these
should be distributed, priced, and promoted.

Marketing-oriented management is applicable to both

private and public sector organizations. However, the



management style has to be adapted somewhat in the public
sector, because of the dependency of public sector
organizations on support from the government and the
general public. Management must consider the needs of
these groups, or '"publics", as well as those of their
service users (Howard and Crompton, 1980; Lovelock and
Weinberg, 1984). Despite the fact that public sector
organizations may not be able to accommodate user
preferences to the same degree as the private sector, user
satisfaction is still considered to be very important to
organizational success; it stimulates business for service
agencies and can also generate political support (Howard
and Crompton, 1980, p.323).

Marketing-oriented management is contrasted with
other management styles which are rfaid to have product or
selling orientations. Managers with these latter
orientations base decisions regarding product, or service,
offerings on internal factors, such as their own opinions
about what should be offered or what will be profitable,
instead of on information about consumer needs and
preferences. Sales volumes, or numbers of service users,
may be important to these managers; however, consumer
satisfaction is not considered essential to organizational
success (Howard and Crompton, 1980; Lovelock and Weinberg,
1984).

Political and economic changes are the main factors

which have led to the increased popularity of marketing-



oriented management in public service agencies. These
changes have resulted in a decrease in the allocation of
public funding to services like recreation, and an
increase in competition from the private sector (Crompton
and Lamb, 1986, p.31l; Lovelock and Weinberg, 1984, p.1l2).
In such environmental circumstances, attracting clientele
and political support is particularly important.

The study reported in this thesis is an ar:lysis of
the preferences of users of the City of Edmonton
recreational swimming services. Its design was basned on
consumer behavior theory, and the results of previous
research related to this topic. It is hoped that the
results of the study will be useful to managers of
recreational swimming services operating accorcing to the

principles of marketing-oriented management.

1.2 Problem Statement

The purpose of the study was twofold. First, it was
to determine the preferences and priorities of adult users
of City of Edmonton recreational swimming services
regarding the attributes of such services. Service
attributes are service characteristics, such as the price
of admission and the types of facilities offered. Second,
it was to determine whether there were relationships
between user priorities and either user sociodemographic

characteristics or patterns of service use.



1.3 Research Objectives

The following research questions were addressed:

1. Which attributes did adult users of the City of
Edmeonton recreational swimming services consider salient
in evaluating recreational swimming services?

2. What preferences did users have with respect to the
attributes which were most frequently considered salient
in service evaluation?

3. What priorities did users have regarding the attributes
most frequently considered salient in service evaluation?
4. Was there a significant relationship between user
priorities and user gender, age, family life cycle stage,
income, education, or occupation?

5. Was there a significant relationship between user
priorities and the type of social group in which consumers
uced the services, the means of transport consumers used
to access services, frequency of service use, or the

particular city pool which consumers used?



1.4 Definition of Terms
Attitude: Attitude is "a feeling or predisposition toward
an object" (Lovelock and Weinberg, 1980, p.71). Preference

is one type of attitude.

Attribute Importance: Attribute importance refers to the

amount of influence which an attribute has on an
evaluator's overall attitude toward a product or service

(Olsen, Kanwar and Muder.isoglu, 1979, p.270).

City of Edmonton Recreational Swimming Services: City of

Edmonton recreational swimming services were operationally
defined as services provided by the municipal government
of the City of Edmonton for public recreational swimming.
These were comprised of the provision of swimming
facilities and their operation, scheduling, staffing and
management. They did not include the provisicn of

organized swimming programs.

Conjoint Analysis: Conjoint analysis is "a method of
obtaining the relative worth or value of each level of
several attributes from rank order preferences or attitude

combinations" (Aaker and Day, 1980, p.606).



Evaluative Criteria: Evaluative criteria are "desired

outcomes from choice or use of an alternative expressed in
the rorm of attributes or specifications used to compare

various alternatives" (Engel and Blackwell, 1982, p.414).

Marketing, or Marketing-Oriented Management: Marketing, or

marketing~oriented management, refers to "the analysis,
planning, implementation and control of carefully
formulated programs designed to bring about voluntary
exchanges with target markets for the purpose of achieving
agency objectives. It relies heavily upon designing
offerings consistent with clients' wants, and on using
effective pricing, communication and distribution to
inform, motivate, and service the markets" (Howard and

Crompton, 1980, p.320).

Preference: Preference is a favorable attitude toward one

object relative to another.

Users of City of FEdmonton Recreational Swimming Services:

Users of City of Edmonton recreational swimming services
were operationally defined as individuals who attended
recreation or family swim at swimming pools operated by

the City of Edmonton Parks and Recreation Department.



Salient Attributes: Salient attributes are "attributes

which are taken into account in forming an attitude"

(Olsen, Kanwar and Muderrisoglu, 1979, p.270).

Utility: Utility is a measure, used in conjoint analysis,
which indicates "the worth or value of each level of each
attribute relative to the other levels" (Aaker and Day,

1980, p.606).

1.5 Delimitations

The study was confined to an analysis of the
preferences of the research sample of users of the City of
Edmonton recreational swimming services. Subjects were
recruited from 10 of the 13 indoor pools operated by the
city. Two pools were excluded from the study because they
were part of large multi-purpose sports complexes. The
rationale for their exclusion was that attributes other
than those directly related to aquatic services might be
considered in service evaluation. The third pool was
excluded because it was closed for renovation during the
data collection period. The results were not considered to
be truly representative of the user population of City
recreational swimming services, since three pools were
excluded from the sample, and since the sample was not
randomly selected at the other pools.

The study was only concerned with user preferences

during the data collection period: June to October 1988.



1.6 Significance of the Problem

1.6.1 Theoretical Significance

The theoretical significance of this study was that
it contributed to the body of research zoncerned with how
consumers evaluate services.

A large amount of research has been conducted in
order to determine which service attributes consumers
consider in service evaluation. Parasuramen, Zeithaml and
Berry (1985, 1986) studied consumers of several different
types of service, from banks to repair and maintenance
companies. They found that many of the same criteria were
considered in evaluating all of these services. They then
identified five "service dimensions" on which they felt
most services were evaluated. For example, two of these
dimensions were reliability and responsiveness to service
users' nends (1986, p.18); all five dimensions are
discussed in detail in Chapter 2. Based on their research,
Parasuramen et al. developed a measurement scale for
consumer service evaluation called SERVQUAL. They
contended that this instrument could be used to evaluate a
variety of different types of service.

The scale was tested by Cravens, Dielman and
Harrington (1985) in a study of consumers of architectural
services. They found that the attributes considered by
their subjects in service evaluation were similar to those

in SERVQUAL; however, they were more specific to



architecture. For this reason they concluded that
measurement tools for service evaluation should contain
"both generic and situation-specific criteria" (Cravens et
al., 1985, p.300). They also suggested that research
should be undertaken to determins whether different types
of attributes are considered in the evaluation of
different classes of service.

One of the objectives of this study was to identify
which service attributes consumers considered in the
evaluation of recreational swimming services. This
information was use o determine the applicability of
SERVQUAL to recreational swimming services, and to
identify specific criteria considered in the evaluation of
swimming services. The results of the study could also be
useful in determining whether the attributes considered in
the evaluation of recreational services differ from those

for other classes of service.

1.6.2 Methodological Significance
The methodological significance of the study was that

conjoint analysis was used to determine recreation service

users' p- ‘ities. Conjoint analysis is a relatively new
marketing '~ technique which generates particularly
detailed i- in about the relative importance of

different att. utes oonsidered at varying levels to

consumers' overall evaluation of goods or services. The



10
merits of this technique are discussed in depth in Chapter

3.

Conjoint analysis ha: bean widely uvsed in marketing
research; Cattin and Wittink {1982) estimated that more
than one thousand applicaticns have been reported in the
last decade. It is applicable to the study of preferences
of consumers of recreation &nd leisure services; however,
it appears that very few studies of this type have been
done. This writer was only able to locate published
applications in tourism (Claxton, 1987) ard in culture
(Cosper and Kinsley, 1984; Currim, Weinberg and Wittink,
1981) . Nevertheless, there has been some interest in
further use of the technique in recreation and leisure
studies; conjoint analysis was one of the topics listed in
a recent call for papers by, the international journal,
Leisure Sciences.

Since conjoint analysis is a relatively new research
technique in the field of recreation and leisure studies,
its implementation in this study was of methodological

significance.

1.6.3 Practical Significance

The information generated in this study could be used
by service managers operating according to the principles
of marketing-oriented management. As discussed in the
introduction, marketing-oriernted managers use information

about consumer needs and preferences in deciding which



"target markets" to serve, what types of services to offer
and how these shoulua be priced, promoted and distributed.

It is apparent that research is necessary to provide
managers with comprehensive, objective information about
consumer needs and preferences. Studies with managers of
public recreation services (Absher, McAvoy, Burdge and
Gramann, 1988) and managers of private sector companies of
several types (Parasuraman and Zeithaml, 1982 and 1984)
have found that managers are not always aware of the
consumer perspective, or what is important to customers.

Research on the preferences of swimming service users
should be particularly helpful, since it appears that very
little has been done to date. Apparently no studies which
directly address the topic have been published. Marketing
research has been conducted by service agencies, including
the City of Edmonton; however, this writer did not find
any studies which analyzed swimmers' preferences in
detail.

The findings of the study could be particularly
useful to those associated with the planning and provision
of the City »f Edmonton recreation swimming services,
since users of these services were the subjects of the
study. They could also be useful to managers of similar
services elsewhere, since the preferences of their

clientele are likely to be comparable.

11



1.7 Organization of the Thesis

This chapter was concerned with the research problem.
After a brief introduction, the research questions were
listed, terminology was defined, the delimitations of the
study were outlined, and the significance of the study was
discussed. In Chapter 2 literature related to the research
problem is reviewed and the conceptual framework is
discussed. The design of the study and methodology are
described in Chapter 3. 1In Chapter 4 the results are
presented. Finally, conclusions and implications are

discussed in Chapter 5.

12



2. RELATED LITERATURE

2.1 Introduction

In this chapter literature related to the research
prcblem is reviewed and the conceptual framework of the
study is described. The chapter is divided into three main
sections. In the first section several models pertinent to
the structure of preferences in generzal are reviewed. In
the second section the conceptual framework for the study
is described. This is based on one of the models discussed
in the first section. In the third section l:t:. ature
which is more specifically related to the preferences of
recreational swimming service users is reviewed. First,
material pertinent to the evaluative criteria used by
consumers of these services is discussed. Then, literature
regarding the relationship between user characteristics

and service priorities is covered.

2.2 Preference Structuare

2.2.1 Preference Models

Preference models represent the structure of consumer
preferences with respect to individual attributes (Green
and Srinivasan, 1978, p.105-6). Three preference models
are discussed here: vector, ideal-point, and part-worth
function.

According to a vector model of preference, as the

value of an attribute moves linearly in a given direction

13



14

attribute preference changes linearly. Consumer preference
regarding admission costs may be evaluated according to
this model; as price decreases preference toward price
normally increases.

With the ideal-point model, the preferred level of an
attribute is an ideal point. Preference is, therefore,
negatively related to the distance which the attribute is
from the ideal point. Pool water temperature may be
evaluated this way:; pool users prefer water to be at a
given temperature; if it is either warmer or cooler than
that point it will be less preferred.

With a part-worth function model, data about consumer
preference toward an attribute at a few specified levels
are plotted onto a graph to represent the structure of
consumer preference toward that attribute. This model is
the most flexible of the three; it can be used to
represent a variety of different preference structures.
Vector and ideal-point models can be depicted graphically.
In addition preference structures of other types, such as
consumer attitudes regarding attributes with categorical
levels, can be accommodated. Consumer preference toward

three different types of music is one example.

2.2.2 Expectancy-Value Attitude Models

Expectancy-value attitude models are concerned with
how individuals form attitudes towards products or

services. A large amount of research on consumer attitudes



has been based on these models. Expectancy-value models
were first developed by Rosenberg (1956) and by Fishbein
(1963) ; subsequently several variations have been
developed by others (Engel and Blackwell, 1982, p.394).
According to these models, consumer evaluation of a
product or service is a function of the evaluation of all
of its salient attributes. Each attribute is evaluated by
comparing beliefs about attribute characteristics
("expectancy") with an evaluation of the value of these
characteristics ("value"). To illustrate, the following
formula is used to calculate an evaluative score for an
attribute according to the Fishbein model:
N
Ao = % Biai
1=1

where: Ao = Attitude toward the object

Bi = the ith belief about the object

al = the evaluation of the belief

N = the total number of heliefs.
Belief (Bi) and evaluation (ai) scores are multiplied for
each attribute. Then all of these scores are added to
yield an evaluation score for the entire product or

service (Engel and Blackwell, 1982, p.446).

2.2.3 Choice Heuristics Models
Choice heuristics models are concerned with how
individuals combine attribute evaluations to evaluate

entire products or services. There are several different

15



models that fall into two main categories, compensatory
and noncompensatory (Engel and Blackwell, 1982, p.421;
Stankey, McCool and Clark, 1984, p.3; wWatson and
Roggenbuck, 1984, p.55).

According to the compensatory models, a perceived
weakness in one attribute can be compensated for by
strengths in others. Two types of compensatocy models are
the expectancy-value models and the attribute-adequacy
model (Engel and Blackwell, 1982, p.421-422). The
expectancy-value models were discussed in the previous
section. The attribute-adequacy model is similar except
that the magnitude of difference between preferences and
beliefs regarding each attrikbute is considered more
important to service evaluation.

With noncompensatory models a weakness in one
attribute is not compensated for by strengths in others.
There are several different noncompensatory models
including: 1lexicographic, sequential elimination,
disjunctive, and conjunctive (Engel and Blackwell, 1982,
p.422). The way in which consumers evaluate products or
services is slightly different according to each of these.
To illustrate some of these differences, the lexicographic
and sequential- elimination models are compared in the
following paragraphs.

According to the lexicographic model, consumers rank
salient attributes from most to least important. The

evaluation of an entire product or service is based on the
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evaluation of its most important attribute. In the event

of ties, when two services have the same rating for the
most important attribute, the second most important
attribute is considered, and so on (Engel and Blackwell,
1982, p.422; Stankey, McCool and Clark, 1984, p.3; Watson
and Roggenbuck, 1984, p.55).

According to the sequential-elimination model,
consumers establish minimally acceptable standards for
each salient attribute. They compare product or service
alternatives by considering one attribute at a time and
eliminating options which do not meet this minimal
standard (Engel and Blackwell, 1982, p.423; Weitz and
Wright, 1979, p.257).

Regarding which model best represents how consumers
actually make choices, Stankey, McCool and Clark (1982,
p.3) stated:

..the compensatory model is complex and might
represent an overrationalized view of
recreationist decision behavior. The
noncompensatory model is often supported as a
simpler and more realistic approximation of how
people make decisions, processing information in
a sequential fashion from most to least
important.

Green and Srinivasan (1978, p.l107) agreed with this
position. They indicated that research has found that
noncompensatory choice heuristics are used most
frequently:; however, some consumers use each of the

models. According to Engel and Blackwell (1982, p.423) at

times a combination of different choice heuristics
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strategies may be used together. This is referred to as a

constructive process.

2.2.4 Integrative Models

Integrative models of consumer behavior integrate
various theories from the behavioral sciences into
comprehensive models of buyer behavior and the factors
which influence it. Integrative models have been developed
by Clawson (1950); Andreason (1965); Nicosia (1966);
Howard (1974):; Howard and Sheth (1977); and Engel, Kollat
and Blackwell (1982).

Engel and Blackwell (1982) indicated that the
three models which are most widely accepted are those
by Howard; Howard and Sheth; and Engel, Kollat and
Blackwell. Most theoretically-based research has used
these models. Though the three models differ in design
and in the terminology used, they are fundamentally
quite similar. All three models depict buyer behavior
before, during and immediately after a purchase. They
all indicate that change in attitude is a prerequisite
to change in intention and behavior. Engel and
Blackwell stated that the decision regarding which
model the serious scholar should use as a conceptual
basis for research '"probably is more a matter of
individual taste and preference than anything else
given the high degree of similarity between the leading

contenders" (1982, p 690).



The Engel, Kollat and Blackwell Model of High
Involvement Decision Making is now described in more
detail, since it was the basis of the conceptual
framework of this study. The rationale for selecting
this model and the direct applicability of the model to
this study are discussed in the following section.

Figure 1 is an illustration of the model.

The model illustrates the consumer decision process
and the factors which affect it. The decision process
includes problem recognition, that is recognition of the
need for the purchase; search; alternative evaluation;
choice; and satisfaction or dissatisfaction. Buyers are
influenced by external factors and decision process
variables. External factors include the influence of
cultural norms and values and the influence of the family
and other reference groups. Decision process variables
pertain to the characteristics of individual buyers; they
include evaluative criteria, lifestyle, and motives.

Evaluative criteria are defined as "desired outcomes
from choice or use of an alternative expressed in the form
of the attributes or specifications used to compare
various alternatives" (Engel and Blackwell, 1982, p.414);
they can be equated to preferences and priorities
regarding a given product or service. As in the
expectancy-value models, alternatives are evaluated by

comparing evaluative criteria with beliefs about the



Figure 1. The Engel, Kollat and Blackwell Model of High
1.
Involvement Decision Making (1982).
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characteristics of available products or services. The
outcome is an attitude toward each alternative.

Consumer attitude affects intention to purchase an
alternative. Normative compliance and informational
influence also shape consumer intention. Normative
compliance is being influenced by the opinions of others,
such as family and peers. Informational influence is the
effect of information which comes to the attention of the
consumers and changes their attitudes.

Normally intention results in consumer choice. The
only exception to this is when unanticipated circumstances
arise which stop consumers from acting on their
intentions. Outcome is alternative use, or non-use,
resulting from choice. After this consumers experiences
satiéfaction or dissonance. These influence future
decision making.

In addition to the generalized models of consumer
behavior, there are several integrative-type models which
are specifically concerned with recreation choice
behavior. These include those by Bergier (1981); Harris,
Driver and B#igerson (Stankey and McCool 1984, p.47); and
Driver and Brown (1975). They are very similar to the

model just described.



2.3 Conceptual Framework

In this section the rationale for selecting the
Engel Kollat and Blackwell model of High Involvement
Decision Making (1982) as the basis for th= conceptual
framework of the study is discussed. Then the framework
for this study is presented.

The reason for choosing to use an integrative model,
rather than an expectancy-value model, was that
integrative models include factors which influence
preference. Since this study was concerned with
determining whether consumer sociodemographic or service
use characteristics were related to preference, a model
including variables influencing preference was required.

The rationale for using a general model, instead of
one specifically dealing with recreation, was that the
general models are more widely used and more refined. Of
these, the Engel, Kollat and Blackwell Model model was
selected because it specifically identifies the most
variables of interest in this study.

Figure 2 illustrates the conceptual framework for
this study. Evaluative Criteria are consumer preferences
and priorities regarding recreational swimming services.
To evaluate a given swimming service, consumers compare
their evaluative criteria regarding recreational swimming
services with their beliefs about that specific service.
The result of this comparison is an attitude toward that

service.
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Figure 2. The Conceptual Framework of the Study.

BELIEFS EVALUATIVE CRITZRIA
Subjects' beliefs Subjects' preferences
about the service and priorities
alternatives in the regarding _
questionnaire. recreational swimming

services.

|

ATTITUDE CONSUMER LIFESTYLE
Subjects' attitudes Influenced by
toward the service sociodemographics.
alternatives in the
questionnaire.

1. This model is based on the Engel, Kollat and Blackwell
Mcdel of High Involvement Decision Making (1982).

Note: In the study subjects' evaluative criteria were
determined by means of interviews and conjoint analysis
scores for the service alternatives given in the
questionnaire. Then the relationship between evaluative
criteria and the lifestyle variables of sociodemographics
and service use patterns were analyzed.
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Consumer lifestyle influences evaluative criteria.

Sociodemographics affect lifestyle. Therefore, significant
relationships between consumer sociodemographic
characteristics and preferences and priorities may be
expected.

In this study conjoint analysis was used to determine
subjects' evaluative criteria about recreational swimming
services. This technique uses data regarding consumer
attitudes toward fictitious service alternatives in order
to determine evaluative criteria.

The relationship between consumer patterns of use of
City of Edmonton recreational swimming services and
evaluative criteria regarding recreational swimming
services in general were also analyzed. The latter
analysis provided a profile of current service user
preferences which management could use in formulating
future marketing plans; it was also an indirect measure of
consumer attitude toward the services provided by the City

of Edmonton.

2.4 Recreational Swimming Service Preferences

2.4.1 Evaluative Criteria

No literature concerning which evaluative criteria
consumers of recreational swimming services use could be
found. Three sources of related material were helpful in
addressing this problem, however. These were information

on evaluative criteria used for services in general,



material on the evaluative criteria used for recreation
services specifically, and marketing research on consumer
satisfaction with swimming services.

The research work of Parsuraman et al. (1984, 1986)
was discussed in Chapter 1. They studied consumers of four
types of services: retail banking, credit card, security
brokerage, and product repair and maintenance. They then
identified five dimensions on which they felt most
services are evaluated. These dimensions were: tangibles,
reliability, responsiveness, assurance and empathy.
Tangibles pertained to physical facilities, equipment and
the appearance of personnel. Reliability was the ability
to perform a service dependably and accurately.
Responsiveness was willingness to help users, and to
provide prompt attention. Assurance pertained to
courteocus, knowledgeable eaployees who conveyed trust and
confidence. Finally, the empathy dimension was concerned
with giving caring and individualized attention to service
users. Regarding the importance of each of these
dimensions, Parsuraman et al. stated:

In general, irrespective of service category,

customer expectations are highest on the

reliability dimension followed in order by

assurance, tangibles, and responsiveness, and

lowest on the empathy dimension. (1986, p.23)

Mc Kay and Crompton (1988) conducted a study, based
on the work of Parsuraman et al. (1986), in order to
determine which evaluative criteria recreational service

users consider. They developed a list of recreation

service specifications (see Table 1) from Parsuraman et



Table 1. Recreation Service Attribute Specifications.

Tangibles:
Facilities which are visually and aesthetically

attractive.

Staff who are well dressed and appear neat.
Up-to-date equipment.

A comfortable facility.

Other participants who are not bothersome.

Reliability:

Facilities/programs open/begin on time.
Information provided is accurate.

What is promised is delivered.

The staff performs duties consistently well.

The department is concerned with quality control.

Responsiveness:

Staff are willing to go an extra step to help
participants.

Staff take time with participants.

Staff respond to requests quickly.

Problems are solved quickly.

The Department acts on participants' suggestions.

Assurance:

Staff are polite.

Staff are trustworthy.
Staff are competent.
Staff are credible.
Staff are enthusiastic.

Empathy:
Staff give individual attention to service users.

Staff understand the needs of service users.

The program/service is offered at a convenient time for

you. .
The program/facility is at a location convenient to
service users.

The staff make service users feel as if they belong.

(McKay & Crompton, 1988, Measuring the Quality of
Recreation Services, Table 1.).
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al's service dimensions. They then asked participants in a
variety of different municipal recreation programs to
indicate the degree to which they felt these services
should meet the specifications. They found that assurance
was the most important dimension for all classes of
recreation service, and that reliability was second. This
was very similar to the finding of Parsuraman et al.
(1986), that reliability was most important and assurance
seconrnd. The mean scores for desirability of the other 3
dimensions varied according to the type of recreational
service considered. The order of importance for services
like recreational swimming, which is in Lovelock's high
facility intensity-low staff intensity class, was:
responsiveness, tangibles, empathy.

Stankey and McCool (1984, p.l1-2) proposed a broader
classification of evaluative criteria used in recreation
services. They suggested that consumers consider the
setting, social attributes and service management in
making evaluations. The setting pertained to the facility
or recreation area and its location. Social attributes
were concerned with the number and type of other service
users. Service management was concerned with the "type,
amount and obtrusiveness of managerial activity" (Stankey
and McCool, 1984, p.2). They stated that:

The relative importance of each type of

attribute will vary among recreationists

depending upon a variety of factors, including

activity interests, experience and expectations.
(Stankey and McCool, 1984, p.2)
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Marketing research on consumer satisfaction with

existing swimming services is the last category of
literature to be reviewed in this section. The problem
with information on satisfaction is that it does not give
any pure indication of user preference. Satisfaction is a
type of attitude formed by comparing evaluative criteria
to beliefs (Engel et al., 1982). Thus, information on
satisfaction includes information on consumer beliefs
about existing services. Despite this limitation,
marketing research of this type is informative. First, the
attributes considered salient to service evaluation which
are included in the questionnaires are of interest.
Second, information about what causes consumer
satisfaction is useful in determining user preferences.
The attributes listed in the City of Edmonton Pool
Users Survey (1985) were: staff friendliness and
helpfulness, staff skill and knowledge, facility
cleanliness, convenience of hours of operation, and
admission cost. In the City of Calgary pool marketing
studies (1985, 1986) the attributes were: staff attitude
and helpfulness, safety and supervision, activities
offered, atmosphere and aesthetics, amount of space per
person, facility cleanliness, maintenance in the pool
area, quality of water, water temperature, access and
parking, hours of operation, and value for money. A space
for comments was provided at the end of the questionnaire.

No additional evaluative criteria were mentioned by
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respondents th2re:; this suggests that the list was fairly

comprehensive.

One City of Calgary study (1984, p.9) asked service
users to state why they had chosen to use a given pool.
The majority answered that the facility was located close
to home. Other popular answers were: that the facilities
were attractive, that the facilities had a wading pcol for
children, and that it was not crowded. Evidently these
specifications are desired by service users.

Several different classifications of factors relevant
to the evaluative criteria used by consumers of
recreational swimming services have been discussed in this
section. These range from abstract service dimensions,
which may be used in the evaluation of services in
general, to criteria which are specific to swimming
services, such as water temperature. No major
discrepancies emerge from a comparison of the different
classifications. However, it is not possible to summarize
this information by listing each of the criteria specific
to recreational swimming services under a general service
dimension. The reason for this is that the specific
criteria often apply to more than one of the abstract
dimensions; for example, staff attitude and helpfulness
are factors in responsiveness, assurance and empathy. In
Chapter 5 the findings of tliis study regarding the

evaluative criteria used by recreational swimming service
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users are compared to each of the classifications of

factors presented here.

2.4.2 User Characteristics ard User Preferences and

Priorities

In the following sections literature pertinent to the
relationship between each of the user characteristic
variables of interest in the study and user preferences

and priorities is reviewed.

Sociodemographic Characteristics

Most researchers have found that there are relationships
between consumer sociodemographic characteristics, and
leisure preferences and behavior. Generally, the
relationships have not been found to be strong enough to
use sociodemographics alone as predictors of leisure
preferences or behavior; however, these are useful
indicators when considered with other factors, such as
consumer lifestyle (Bergier, 1981, p.148; Engel and
Blackwell 1982, p.190; Romsa and Girling, 1976).

Gender: Generally, females face more barriers to
recreation than males do. Some of their service
preferences are likely to be related to overcoming these
barriers. There are also some differences in interests
between the genders.

On average women have less free time than men (Bammel

and Bammel 1982, p.252; Howard and Crompton, p.347), and
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those who work in the home find it difficult to schedule

blocks of time for recreational activity (Alberta
Recreation and Parks, 1984, 21, p.-92). As a result of time
pressures, females may consider convenient service
location and long hours of service availability more
important than males.

Women often have to care for children during their
leisure time; a Scottish pool marketing study confirmed
that they swam with children more frequently than did men
(Scottish Sports Council, 1979, p.105). For this reason
child care and recreational opportunities for children are
likely to be more important to females. Provisions for
children's safety have also been found to be of greater
concern to women (Scottish Sports Council, 1979, p.105).

Women tend to have less income than men. As a result
they are likely to be more price sensitive (Bammel and
Bammel 1982, ».254).

In the past females tended to refrain from
participating in vigorous physical activity due to social
conditioning; however, it appears that social norms have
changed and this has ended. The Canada Fitness Survey
(1983) and Fitness Ontario (1984) both report that very
little difference exists between the levels of
participation in physical activity of males and females.
A 1981 study by the Government of Alberta also found that

both genders were very interested in fitness activities;
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in fact females actually expressed slightly more interest

than males (Alberta Recreation and Parks, 1981, 3, p.4).

It has been found that women consider swimming
facility cleanliness and nice changing rooms particularly
important. Men place more value than females on equipment,
such as diving boards (Scottish Sports Council, 1979,
p.82).

Age: Several studies have found that age is related
to recreational needs and preferences (Alberta Recreation
and Parks, 1983, p.64; Canada Fitness Survey, 1883; Howard
and Crompton, 1980, p.345; Wankel, 1988, p.375).

Generally participation in physical activity declines with
age. Motivation for involvement in recreational activity
varies with age, and people in different age groups
experience different barriers to recreation.

Excitement and opportunity to develop skills tend to
be particularly motivating for young people; whereas,
socializing is especially impcrtant to those who are older
(Alberta Recreation and Parks, 1984, 21, p.6; McaAvoy,
1979) . The motivations of those who use the City of
Edmonton recreational swimming services do not appear to
vary significantly with age, however; fitness, relaxation
and family activity were found to be the most popular
motivators for all age groups in the 1985 Pool Users
Survey (City of Edmonton, 1985, p.38a).

Barriers of particular concern to the under 25 age

group are lack of partners and lack of transportation.



Family and work commitments are major barriers for the 25-
44 age group. Seniors experience a variety of different
barriers, such as: lack of physical ability, lack of
transport, lack of partners, financial restrictions, and
concerns about safety and security (Alberta Recreation and
Parks, 1981, No 5, p.6; Alberta Recreation and Parks 1983,
p.65: McAvoy, 1979).

Given the above information it is likely that
facility location and the ability to socialize during
recreaticnal swimming would be of particular concern to
those under 25. Child care services, recreational
opportunities for children, and long hours of service
availability are likely to be especially important to
people in the 25-44 age group. The needs of seniors may
include: accessible facility location, low admission
costs, socializing, and security measures, such as
handrails.

Family life cycle stage: The family life cycle is
the pattern of stages which an individual typically passes
through in family life. The stages include: young-single,
young-married, young-married-children, middle-aged-married
and/or middle-aged-married-children, elderly-married and
elderly-single. Family life cycle stage has been found to
be very strongly linked to leisure behavior (Howard and
Crompton, 1980, p.346). Generally, single people enjoy
spending their leisure time outside the home with peers.

They participate in a wide variety of activities. Singles

33
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have relatively few family commitments or financial

restrictions that form barriers to recreation. Those in
the preparental stage tend to spend most of their leisure
time with their spouses. With parenthood, domestic
responsibilities predominate and the amount of
discretionary time and income for recreation decreases;
leisure time is usually spent with the children, and it is
often spent at home. By middle age financial and family
responsibilities generally lessen. Elderly people have a
large amount of discretionary time; however, as they age
they experience the barriers to recreation discussed in
the previous section. Finally, widowhood leaves pecple
lonely and in need of partners for recreational activities
(Alberta Recreation and Parks 1981, No 2, p.6; Alberta
Recreation and Parks, 1983, p.71; Howard and Crompton,
1980, p.346; Witt and Goodale, 1981).

Since stage of family life cycle tends to be closely
associated with age, these variables are likely to be
related to consumer preferences regarding recreational
swimming services in a similar manner.

Income: There is little doubt that income and
participation in both recreation and physical activity are
positively related. Fitness Ontario (1983) found that 75%
of those with incomes of $30,000 or more participated in
physical activity at least once per month, as opposed to
55% of those in the %9,999 and lower bracket. Wankel

(1988) also cited statistics indicating the same trend in
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the U.S.. According to the 1977 sallup Poll, 16% of those

with annual incomes above $19,999 participated in daily
physical ectivity, compared to 10% of the $15,000 -
$19,999 group and 7% of those with incomes less than
$5,000 (Wankel 1988, p.376). Despite the fact that
swimming is a relatively inexpensive activity, Canadians
with low incomes have been found to swim less than others
(Print Measurement Bureau, 1986, Al8-D).

The Government of Alberta found that Albertans in
low income categories experienced more barriers to
recreation than others. These included: cost of admission
and transportation, shyness, lack of partners, and
physical inability (Alberta Recreation and Parks, 1983,
p.69).

Given the above information, it is likely that
recreational swimming service users with low incomes would
consider low admission costs and having swimming services
close tc home more important to service evaluation than
others. Furthermore, this group may consider friendly
staff and the ability to socialize with other service
users a priority, since these compensate for shyness and
lack of partners.

Education: Generally, there is a positive
correlation between the number of years of formal
education which an individual has and level of
participation in recreational activity (Bammel and Bammel

1982, p.244; Howard and Crompton 1980, p.349). This trend
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has been found to apply to fitness oriented activities in

general (Alberta Recreation and Parks, 1981, No 3, p.5;
Canada Fitness Survey, 1983; Fitness Ontario, 1983) and to
swimming specifically (Print Measurement Bureau, 1986,
A18-D).

A study by the Covernment of Alberta found that those
with little formal education experienced the same barriers
to recreation as those with low incomes: financial
barriers, lack of transport, lack of physical ability and
shyness (Alberta Recreation and Parks, 1983, p.68). Thus,
the relationship between education and service
preferences is likely to be similar to that of income.

Occupation: There is very littl=s information
regarding the relationship between occupation and
recreation service preferences. It has been found that
blue collar workers generally prefer passive leisure
pursuits, such as being entertained, while white collar
workers tend to participate in pastines involving more
physical or mental activity (Bammel and Bammel, 1982,
pP.243; Canada Fitness Survey, 1983; Howard and Crompton,
1980, p.349; Wankel, 1988, p.377). However, to date,
findings regarding the relationship between specific types
of work and leisure preferences have not bsen conclusive

(Howard and Crompton, p.349).



Service Use Characteristics

Very little has been written regarding the
relationship between consumer service use characteristics
and preferences. Nevertheless, a brief review of

literature pertinent to this is included here.
-~ g

Social grouping: The social grouping in which
recreationists use services has been found to be a factor
in preferences regarding leisure activities and leisure
settings. Field and O'Leary (1973) studied participants in
outdoor aquatic activities, including swimming at a beach
and fishing. They concluded:

..when a social group variable is treated

si- .. . neously with social aggregate variables

st " az age and gender, the amount of variance

ex, ai' 2d with regard to frequency of

part.cipation in a specific activity increases

significantly. (Field and O'Leary, 1973, p.23)

Cheek and Burch (1976) found that social grouping was

related to the type of location chosen for swimming;

children's friendship groups tend to use swimming pools

whereas family groups predominate at the beach (Howard and

Crompton, 1980, p.351).

It is likely that social grouping is related to
consumer preferences regarding recreational swimming
services. However, there is insufficient information to
speculate about the nature of this relationship.

Transportation: User service preferences may be
related to means of transport used to access services. No
previous research regarding this relationship was found.

Nevertheless, it is seems likely that there is a
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connection between some of these variables; for example,

preferences regarding service lo- —ion are probably
related to means of transport

Frequency of service use: The final variable

discussed in this review is frequency of service use.
Howard and Ccompton (1980, p.353) indicated that it is
important to recognize that the service preferences of
high, medium and low frequency users may differ and that
different marketing strategies may be appropriate for each
of these groups.

Frequency of service use may be related to the degree
to which a service meets a consumer's needs and
preferences (Howard and Crompton, 1980; Lovelock and
Weinberg 1984). Thus, high frequency users are likely to
be more satisfied with services than others.

Sociodemographics may also contribute to differences
in the preferences of those who use services with
different frequencies. Literature which was reviewed in
previous sections of this chapter indicated that frequency
of service use is related tc sociodemographic variables
such as age, stage of the family life cycle, education and
income. This literature also indicated that relationships
between sociodemographics and consumer preferences and

priorities are likely to exist.



2.5_Summary

In this chapter literature related to the study was
reviewed. Selection of the conceptual framework for the
study and the independent variables used in data analysis
was based on the review of this literature. First, models
pertinent to the structure of preferences were discussed.
Then, the conceptual framework of the study, which was
based on one of these models, was described. Lastly,
literature specifically related to the preferences of
consumers of recreational swimming services was reviewed.
This included material regarding the evaluative criteria
used for recreational swimming services and literature
regarding the relationship between user characteristics

and service preferences.
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3. STUDY DESIGN AND ADMINISTRATION

3.1 Introduction

This chapter is concerned with the methodology used
in the study. First the overall approach of the study is
discussed and the data collection methods which were used
are described. Then the manner in which the study was
carried out is outlined in cetail. Information on how
subjects were recruited, on data collection procedures,
and on data analysis is included. The rationale for the
major decisions regarding the design of the study are

described throughout the chapter.

3.2 Overall Approach of the Study

The study was conducted in two phases. In Phase A
data were collected by means of group interviews; in Phase
B questionnaires were used.

Phase A of the study was designed to answer research
questions 1 and 2. These were:

1. Which attributes did adult users of the City of
Edmonton recreational swimming services consider salient
in evaluating recreational swimming services?

2. What were user preferences about the attributes which
were most frequently considered salient in service
evaluation?

Group interviewing is a widely used marketing
research technique. Generally groups range in size from

six to ten people. Group members discuss research

40



questions with guidance from a moderator. The interview
transcripts are then analyzed by means of one of
several gqualitative techniques, irn the same manner that
interviews with individuals are processed (Lincoln and
Guba, 1985).

Group interviews are particularly well suited to
exploratory research. Wells stated that this research
technique is "a superb mechanism for generating hypotheses
when little is known .... group interviews are highly
productive idea breeders" (1974, p.2-133). They are
effective for two reasons. First, interviews provide
flexibility in exploring topics, because the moderator
interacts with the subjects and is able tc respond to
their comments. Second, group members interact with one
another; in many instances they stimulate each others'
ideas and a variety of different points of view are
discussed. Other assets of group interviews are that they
are a relatively fast and inexpensive data collection
method.

Like any other research technique, group interviewing
has its weaknesses; many of these are shared with other
qualitative research methods (Lincoln and Guka, 1985).

Samples are invariably small and never selected
by probability methods. Questions are not asked in
the same way each time. Responses are not
independent. Some respondents inflict thieir opinions
on others; some contribute little or nothing at all.

Results are difficult or impossible *.o quantify and

are not grist for the statistical mill. Conclusions

depend on the analyst's interpretive skill. The

investigator can easily influence the results. (Wells,
1974, p.2-145)
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When group interviews are used in conjunction with

guantitati-': research techniques, as was done ir this
study, many of these weaknesses can be overcome.

Questionnaires were us=2d for Phase B of data
collection. The objectiv c* this phase were to answer
research questions 3, 4, a ~ 5. These were concerned with
user priorities regarding service attributes, they were:
3. What were user priorities regarding the attributes most
frequently considered salient in service evaluation?

4. Was there a significant relationship between user
priorities and user gender, age, family life-cycle stage,
income, education, or occupation?
5. Was there a significant relationship between user
priorities and the type of social group consumers use the
services in, the means of transport used to access
services, frequency of service use, or which city pool is
used?
Conjoint analysis was used to determine user
priorities. Green and Srinivasan describe this techknique
in the following manner:
We use the term conjoint analysis broadly to
refer to any decompositional method that
estimates the structure of a consumer's
preferences (e.g., part worths, importance
weights, ideal points) given his/her overall
evaluations of a set of alternatives that are
prespecified in terms of levels of different
attributes. (1978, p.1l04)

Subjects are asked to indicate their preferences for a

number of different product or service alternatives. The

attributes of each of the alternatives are at different
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leve.s. For example, in one price would be $2.50 and the

service would be half an hour away, while another would
cost $3.50 and be 15 minutes away. The preference data are
analyzed to yield utility scores regarding the value of
each attribute considered at each level. The utility
scores are then compared to determine the preferred level
of each attribute, in situations in which all attributes
can not be at ideal levels, and the relative importance of
each attribute to overall product or service evaluation.
There are a variety of other research techniques
which also determine user priorities regarding service
attributes. Several of these, such as: importance-
performance analysis, constant sum scaling and the Single
Unit Marketing Model, are discussed by Aaker and Day
(1980) . Conjoint analysis was selected for use in this
study because it measures the relative value of service
attributes considered at varying levels in a more
realistic and detailed manner than these other methods.
Some proponents of conjoint analysis also claim that
it has better predictive validity than other methods
(Neslin, 1981); however, there is a degree of controversy
regarding this. Leigh, MacKay and Summers (1984) did not
find its predictive validity to be superior to other
techniques. Several other researchers have concluded that
further study is required regarding the predictive
validity of conjoint analysis (Akaah and Korgaonkar, 1983,

p.189; Cattin and Wittink, 1980, p.51).



One disadvantage of conjoint analysis is that it can
involve lengthy data collection procedures which
overburden subjects (Akaah and Korgaonk:«r, 1983, p.188).
Another problem, shared with many othei research
techniques, is that the manner in which questionrs are
asked can bias results. Cattin and Wittink (1982, p.51)

cited a study by Wittink Krishnamurthi and Nutter which

found that the number of attribute levels used in conjoint

questionnaires affects results regarding attribute
importance. The format of the service alternatives,
regarding which attribute levels are combined for each

alternative, may also affect the results.

3.3 Implementation

3.3.1 Interviews

Interviewing Procedure

Six group interviews were conducted. The first of
these was a pilot interview with university students.
Then, four group interviews were conducted with users of
the City of Edmonton recreational swimming services.
Finally, a group of city pool managers were interviewed.

The pilot group interview was conducted at the
University of Alberta. Six graduate students who use
recreational swimming services volunteered as the
subjects.

The next four group interviews were with adult

users of City of Edmonton recreational swimming services.
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They were conducted at Bonnie Doon Swimming Pool. The
rationale for conducting all of the group interviews with
the city service users at the same pool was that it eased
t.e organization and administration of these sessions, and
minimized inconvenience to pool management and patrons.
The service users volunteered to be interviewed in
response to posters soliciting subjects and/or personal
recruitment by the researcher.

The groups had seven, six, four and five members
respectively. The subjects were of varying
sociodemographic characteristics, as documented in Table
2. Sixty four per cent were female and 36% male. Subjects
ranged in age from 25 to 64. All of the family life-cycle
stages except for young-married and elderly-married were
represented. The annual household incomes of the majority
of subjects were in the $20,000 to $60,000 range; however,
those with lower and higher incomes were also represented.
Subjects had varying degrees of formal education, from
incomplete high school to graduate studies. Finally, all
of the occupational groups in the Pineo-Porter-McRoberts
scale were represented, with the exception of unskilled/
semiskilled manual laborer and crafts and trades.

The last group interview was with six city pool
managers. Managers from the following pools attended:
A.C.T., Bonnie Doon, Eastglen, Hardisty, O'Leary and

Confederation.
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Table 2. Sociodemographic Characteristics of the Swimming
Service Users who Participated in the Group Interviews.

__—_——-.—-.-—-——_-———___..___-———————_-_——-———-———————_-—_————

Variable Group Frequency Percent

Gender Male 8 36%
Female 14 64%

Age 18-19 0 0%
20-24 0 0%
25-30 4 17%
30-34 8 35%
35-44 5 21%
45-54 2 17%
55-64 1 3%
65+ 0 0%
No Response 2 7%

Family Young-Single 6 28%
Life Young-Married 0 0%
Cycle Young-Married Children 5 23%
Stage Middle Aged-Married 1 4%
Middle Aged-Married-Children 7 33%
Elderly-Married 0 %
Elderly-Single 1 %

No Response 2 8%

Annual Less than $20,000 1 4%
Household $20,000-$39,999 10 46%
Income $40,000~-$60,000 7 32%
More than $60,000 2 9%

No Response 2 9%

Education Less than Grade 9 0 0%
Less than High School 1 5%

High School 2 10%

Som: {ollege/Technical/University 7 31%
Colieyg+s/Tachnical Training 2 10%

Univapgivy 6 27%

Post Graduate Studies 1 5%

No Response 3 12%

Occupation Unskilled/Semiskilled Manual 0 0%
Crafts and Trades 0 0%
*lerical/Sales/Service 6 27%

%iddle Management 4 18%

T'echnician 2 9%
Semiprofessional 0 0%

High Level Management 1 5%
Professional 6 27%

No Response 3 14%
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The interviews were approximately 1 hour long. For

the first half hour the subjects discussed the question of
which attributes consumers consider in evaluating
recreational swimming services. After that each
participant was asked to write down the five attributes
which they personally considered most salient, in ordor of
importance.

It is not standard practice to include a measure of
individual subjects' views of this type in group
interviewing. This was done to provide an objective record
of all of the subjects' opinions. It was a measure to
compensate for the weaknesses of group interviewing that
were discussed in the preceding section.

During the second half of the interviews participants
were asked to discuss their preferences about the service
attributes considered in service evaluation. They were
then asked to write down descriptions of good and poor
ratings for each of the attributes which they had
previously identified as being salient.

At the end of the interviews participants completed
forms which gathered the sociodemographic and service use
information for Table 2. They were given complimentary
pool passes as tokens of appreciation for participating in
the study.

Data Analysis

All of the interviews were recorded on audio tape.

They were subsequently transcribed and analyzed according
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to the guidelines proposed by Lincoln and Guba (1985).

This involved three steps:

1. Unitizing: identifying, recording, and coding all units
of information. Information units are the smallest pieces
of information in transcripts which can be understood
without explanation.

2. Categorizing: provisionally organizing the units into
categories.

3. Filling in the patterns: finalizing the categorization
system, assessing the relationships between categories and
completing analysis of all of the data.

Subjects' written responses to the service evaluation
guestions were processed in the following manner. Data
regarding which five attributes each subject considered
most important in service evaluation, were recorded in a
frequency table. Subjects' descriptions of good and poor
ratings for each salient attribute were consolidated into
one written record.

Details regarding the incorporation of the Phase A
interview data into the design of the questionnaire for

Phase B are outlined in the following section.

3.3.2 Questionnaires
Design

The questionnaire was designed in accordance with
general guidelines on survey methodology by Dillman (1978)
and Platek, Pierre-Pierre and Stevens (1985).

Recommendations by Green and Srinivasan (1978) were used



extensively in the design of the conjoint analysis
question.,

The survey had three parts. In Part 1 data regarding
subjects' patterns of use related to the City of Edmonton
recveational swimming services were collected. In Part 2
subjects were asked to evaluate several different
recreational swimming services; this information was
subsequently used for conjoint analysis. Part 3 collected
information about the subjects' sociodemocgraphic
characteristics.

Questions on service use were posed at the beginning
of the questionnaire. The rationale for asking these
questions first was that they would be easy for the
respondents to address, and that they would nut be
threatening. Dillman (1978) and Platek et al. (1985) both
stressed the importance of motivating subjects to do
guestionnaires by beginning with easy and yet interesting
questions. They recommended that questions which are
difficult |, *hrealsning be asked toward the end of a
survey  since people are more likely to feel committed to
respond to these after having completed other sections.

Subjects were asked in which type of grouping they

usually use City of Edmonton recreational swimming

services: alone, with othe- adults, with children, or with

¢ ‘ldren and adults. Anoc*‘ier question was concerned with

the means of transport Wwsed to access the services.
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Finally, s=hiects were asked to indicate their frequency

of service .se during three different time periods.

The conjoint analynis question was in Part 2.
Subjects were asked to evaluate 9 different descriptions
of recreational swimming services. Green and Srinivasan
(1978) discussed 5 ‘ors which have to be considered in
the design of this : of question, each of which can be
dealt with in a variety of ways. These factors are
discussed in the following sections. They are: the models
of preference which subjects are assumed to use in
evaluating alternatives, the data collection method used,
the design of service alternatives, the method used for
presenting the alternatives to the subjects for
evaluation, and the measurement scale for alternative
evaluation.

The first step in designing a conjoint analysis
question is deciding which preference models and choice
heuristics model the majority of subjects are likely to
use in evaluating alternatives. Studies caw be designed in
a variety of different ways to accommodate different
models. This study was based on a part-worth preference
model, as described in section 2.2.1, and compensatory
choice heuristics, which wsre discussed in section 2.2.3.

The decision regarding the preference model was based
on the group interview lata. This data indicated that some
recreational swimmiry service attributes are evaluated on

the vector model, while others are evaluated according to



the ideal point model; the part-worth model accommodates
both of these.

Preliminary research regarding which choice
heuristics model was used did not yield any conclusive
results. Some pool users who were subjects in the piloting
of the questionnaire stated that they used a
noncompensatory model. Others, who participated in group
interviews, said that their evaluation process was
compensatory. Due to the uncertainty regarding which
choice heuristics model wes in effect, the compensatory
model was chosen. Researchers generally conclude that most
decisions are based on noncompensatory choice heuristics;
however, if there is uncertainty about choice heuristics
models, the compensatory model is most appropriate as the
basis for research.

The compensatory model of conjoint analysis can

approximate the outcomes of other decision rules

quite closely. ...Thus, even if the respondent's
information processing strategy and decision

model are complex, the compens=tory model can

usually produce good prediciions. (Green and

Srinivasan 1978 p.1l07)

Two different data collection methods can be used in
conjoint analysis studies: alternatives can be presented
in full-profile or in a trade-c¢ft matrix. In full-profile
all of the attributes considered salient to service
evaluation are described for each alternative. In a trade-
off matrix two attributes are considered at a time, angd

subjects are asked to evaluate each of the possible

combinations of levels of these two attributes.
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There are advantages and disadvantages to each
approach. The main advantage of the full-profile approach
is that it is more realistic than the matrix. Its biggest
disadvantage is that subjects may become overwhelmed by
the large amount of information which must be considered
in alternative evaluation, and so may be unable to respond
accurately. For this reasocn Green and Srinivasan (1978,
p.108) recommended that no more than 6 attributes be
included in a full-profile questionnaire.

The full-profile approach was used in this study,
because of its realism. According to Green and
Srinivasan's (1978) recommendation, only six attributes
were included in the service alternatives. Seven factors
were identified as being frequently considered salient to
service evaluation in the interviews, so "variety of
facilities" and "variety of things to do" were combined
into attribute called "facilities and equipmerit” for the
questionnaire. The other 5 attributes were: facility
location, facility cleanliness and maintenance, staff
attitude and competency, hours of operation, and admission
cost.

Green and Srinivasan suggested that the ranges of
attribute levels should be "larger than reality, but not
so large as to be unbelievable" (Green and Srinivasan,
1978, p.109). They also state that correlation between
attributes, or the degree to which attributes are related

to one another, should be slightly smaller than reality.
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The rationale for this is that subjects' responses will

have higher validity if the alternatives are realistic;
however, estimation of attribute utility is easier if the
range in attribute levels and the degree of independence
between attributes is exaggerated slightly.

The next factor to consider in the design of conjoint
analysis questions is the design of the product or service
alternatives. First the number of alternatives which
subjects will evaluate has to be decided on. It is
recommended that the number be as large as subjects can
reasonably manage without becoming bored or tired. The
larger the number the lower the prediction error, however
if subjects lose concentration the accuracy of their
responses will decrease (Green and Srinivasan, 1978,
p.109).

The number of possible combinations of attribute
levels in most marketing research problems would be
overwhelming to subjects. For this reason, fractional
factoral designs are often used to develop alternatives
which best represent the full range of choices between
levels in a reasonably small number of alternatives. These
design methods involve the use of mathematical formulae in
order to generate combinations of attribute levels which
enable the researcher to determine main effects. They are
discussed in detail by Green (1974) and by Green, Douglas

and Carmone (1978).
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In this study subjects were asked to evaluate 9

service alternatives. During questionnaire piloting it was
determined that this was the largest number of
alternatives which subjects could realistically assess.
The attribute levels were based on the interview data, and
on Green and Srinivasan's suggestion that the differences
between levels be exaggerated slightly. The attributes
salient to recreational swimming service evaluation did
not appear to be environmentally correlated, so no
exaggeration of the independence between attributes was
required. The researcher did not have access to a computer
program in or.2r to use fractional factorial designs for
the service alternatives; however, these were balanced so
that each had an approximately equal number of attributes
at high, medium and low levels. The number of attributes
at each level was balanced across the rows of the service-
alternative grid and down the columns.

Product or service alternatives can be presented to
subjects in three different ways: brief descriptions
written in point form, paragraph-long written
descriptions, or pictoral representations. Each of chese
methods has advantages and disadvantages. In this study
brief descriptions written in point form were used. This
method is better suited to describing a large number of
alternatives than paragraph-long descriptions. It is less

costly and less time consuming than preparing pictures.
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Subjects can be asked to evaluate alternatives on a

metric or a nonmetric measurement scale. According to
Greer and Srinivasan

The main advantage of the metric methods is the

increased information content potentially

gresent in these scales... (however) Ranked data

are likely to be more reliable, since it is

easier for a respondent tT. say which he/she

prefers more as compared to expressing the

magnitude of his/her preference. (1978, p.112)

In this study subjects were asked to place the
alternatives in rank order of preference.

Questions on subjects' sociodemographic
characteristics were left until the end of the survey in
accordance with recommendations by Dillman (1978) and
Plate . et al. (1985). These authors indicated that some
subjects may consider sociodemographic questions to be
intrusive, for this reason they recommended that they be
asked 1last.

Questions regarding tiie following variables were
included: gender, age, marital status, the ages of
dependant children, education, employment status,
occupation, household income, and the number of people in
the household income unit. Most 5f these questions were
designed using scales from Dillman (1978) and Platek et
al. (1985). One exception was that the response options
for the multiple choice question on occupation were based
on the Pineo-Porter-McRoberts Socioceconomic Classification

of 2Jc¢rupations (Pineo, 1981). Another was that Murphy and

Staples' (1979) Modernized Family Life Cycle scale was
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used. No direct question about 1life cycle stage was
included in the questionnaire; subjects' responses to
questions regarding age, marital status, and -hildren were
combined to determine stages (see Table 3 for a detailed

description of each stage).

Administration

A preliminary draft of the questionnaire was piloted
at the University of Alberta with six graduate students.
The questionnaire was then revised and piloted with 15
recreational swimming service users at Londonderry Pool.
Following further revision, the survey was circulated rfor
comments to Drs B.Andressen and L.L.Lanier, Department of
Recreation and Leisure Studies, and to Mr G.Deacon and Mr
B.Monahan, Edmonton Parks and Recreation. Their
recommendations were used in completing the final draft of
the survey (see Appendix 1). This survey took respondents
an average of 20 minutes to complete.

The questionnaire was distributed at 10 city pools:
A.C.T., Bonnie Doon, Confederation, Eastglen. Grand Trunk,
Hardisty, Jasper Place, Londond«zrry, O'Leary, and
Strathcona. The characteristics of these services are
similar; however, each one is unique and has
distinguishing characteristics. Most of the services have
one pool, with dimensions of approximately 25m by 10m;
however, pocl sizes vary from location to location, and

two services have two pools. Most locations have a
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Table 3. Family Life Cycle Grouyps Used in the Study.

Name and - Description
Abbreviation

Age Marital Status Dep-ndent

Children

Young-Single Ys 18 to 35 Single No
Young-Married YM 18 to 35 Married No
Young-Married YMC 18 to 35 Married Yes
-Children
Middle Aged MM 35 to 64 Married No
~-Married
Middle Aged MMC 35 to 64 Married Yes
~-Married
-Children
Elderly EM 65 and Up Married No
-Married
Elderly ES 65 and Up Widowed No
-Single

- —— . P D e W e - v W G St W W S S S e e YT T A GE G G R S G R D S W en @ W 08 € e e -

1. Life Cycle Groups were defined according to Murphy and
Staples (1979).
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whirlpool and a steamroom, some also have a sauna. The
amount and type of eguipment available at each location
differs. The number of hours of recreational swimming per
week also varies, from a minimum of approximately 18 to a
maximum of 44 (Edmonton Parks and Recreation, 1988).

The data collection period was September 20th to
October 20th, 1988. Subjects were recruited in three ways:
through posters, through requests from pool staff and
management and through direct requests by the researcher.
The pool cashiers were responsible for survey distribution
and collection. Forty questionnaires were given out at
each pool. The sample was stratified to include a
proportionate sample of service users from three different
time periods. Cashiers were asked to give out 8 surveys
(20%) on weekdays before 5pm, and 16 surveys (40%) each on
weekdays after Spm and on weekends. They were encouraged
to try to get subjects of varying sociodemographic
characteristics to complete the survey whenever possible.
A total of 296 completed surveys were returned. The
sociodemographic characteristics of the respondents are
provided in Tables 4a and 4b. Every respondent was given a
recreational swimming pass as a token of thanks for

participating in the study.

Data Analysis

The first step in processing the data was computing

the attribute utility scores. The ranking scores for each



Table 4a. The Gender, Age and Family Life Cycle Stage of

the Swimming Service Users who Completed Questionnaires.

Gender Male
Female

Age 18-19
20-24
25-29
30-34
35-44
45~-54
55-64
65+
No Response

Family Young-Single

Life Young-Married

Cycle Young~-Married-Children

Stage Middle Aged-Married
Middle Aged-Married-Chiiuren
Elderly-Married
Elderly-Single
No Response

102

14%
16%
34%

11%

N= 296

1. See Table 3 for detailed descriptions
cycle stage.

of each life

59



Table 4b.

The Income,

Education and Occupation of the
Swimming Service Users who Completed Questionnaires.

T - T S Gt Gy e Y S ——— . — ] - - — T ——— - — . W S — - G - — - — S = . . ——

Annual
Household
Income
per
ferson

Education

Occupation

$1 - $4,999
$5,000 - $9,999
$10,000 - $14,999
$15,000 - $19,999
$20,000 - $24,999
$25,000 - $75,000
No Response

Less than Grade 9

Less than High School

High School

Scme College/Technical/University
College/Technical Training
University

Post Graduate Studies

No Response

Unskilled/Semiskilled Manual
Crafts and Trades
Clerical/Sales/Service
Middle Management

Technician

Semiprofessional

High Level Management
Professional

No Response
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alternative were reversed, so that the service which was
most preferred received nine points, and that which was
least preferred got one. Then the average score for each
level of each attribute was calculatad. This was done by
adding up the total number of points which were allotted
to services including each attribute at each level and
then dividing by the number of times which each attribute
level appeared in the service alternatives. After that the
utility scores for each level of each attribute were

calculated according to the following formula:
Wij = .1+.9(V - M)
R

where Wij = utility of a given level of a given
attribute,

\Y

the mean score for that level of that attribute,

M

the highest mean score for any level of any attribute,
and R = the range between the highest and the lowest mean
score for all attribute levels.

A personal computer with Lotus software was used to
calculate the utility scores for every subject. The
utility scores were then compared to determine the level
of each attribute with the highest utility, and attribute
importance. Attribute importance was computed by comparing
the range of utility scores of each attribute with that of
every other attribute.

Ranges of utility scores for attribute levels are

used as the basis of assessing attribute importance in
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conjoint analysis because attributes of high importance
would have higher ranges than :ose of lesser importance.
For example, if staff attitude wz. very important to
consumers they would rank service clternatives with above
average staff highly and services with below average staff
would receive poor rankings, thus there would be a large
range of utility scores. On the other hand if facility
cleanliness was of little concern there would be less of a
difference in the utility scores for the different levels
of this attribute.

In order to further illustrate the procedures
involved in deriving conjoint analysis results, the manner
in which one subject's utility and importance scores for
location were calculated is described in this paragraph.
First the subject's rankings of the service alternatives
were reversed, so that the most preferred option got nine
points and the least preferred got one. Then the average
score for level 1 of location was calculated by adding up
the total scores of all service alternatives which
included this attribute at level 1 and dividing by the
number of times which level 1 location appeared in the
service alternative grid. Next the same procedure was
followed in order to calculate similar scores for each of
the other attribute levels. Following this the minimum and
maximum of these scores were noted, as well as the range.
The utility score for level 1 of location was then

calculated according to the formula which was given in the
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preceeding paragraph; .1 was added to .9 of average score

for location at level 1, divided by the range. Utility
scores for every other attribute level were calculated in
the same way. The range of utility scores for location was
then assessed, by subtracting the highest utility scc e
for any level of this attribute from the lowest. Range
scores for the cther attributes were also noted. Next the
range scores were added together. Then the total was
converted to 100%, and the degree to which each utility
range score contributed to this total was noted as a
percentage. These percentages constituted the attribute
importance scores, loc “ion got 12%.

The relationship etween user characteristics and
user priorities was a:s essed by means of analysis of
variance. Attribute im; ‘rtance scores of subjects in
different categories for ‘rach variable were compared using
this method.

Additional tests were also conducted in order to
determine whether relationships between the user
characteristic variables, which would have been expected
from the literature, existed. This analysis was done to
gain insight into the meaning behind relationships between
user characteristics and priorities. Chi square tests were

used.



Questionnaire Validity and Reliability

Validity is defined as "the degree to which a test
measures what it purports to measure® (Borg and Gall,
1983, p.275). Reliability refers to "the level of internal
consistency or stability of the measuring device over
time" (Borg and Gall, 1983, p.281). Several different
tests can be used to assess different aspects of each of
these factors.

Two types of validity were considered in this study.
The first was content validity; this is "the degree to
which the sample of test items represents the content that
the test is designed to measure" (Borg and Gall, 1983,
P.276) . Content validity is assessed by systematically
comparing the items in the test to the universe of items
which it is purported to measure. In this study group
interview data were used to determine which attributes
should be included in the questiocnnaire, and to determine
attribute levels. This systematic evaluation insured that
the survey had content validity. Face validity was
considered nrext, that is the degree to which a test
appears to have validity, on subjective evaluation. Face
validity was assessed when the questionnaire was reviewed
by University of Alberta professors and by management from
Edmonton Parks and Recreation.

Two different tests of the reliability of the
questionnaire were conducted. The first measured the

coefficient of stability; the second was concerned with
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the coefficient of equivalence. The coefficient of

stability is a measure of the consistency of test results
over time. It is also referred to as test-retest validity.
This is because it is assessed by having subjects
complete a test twice, with an intervening time period,
and then analyzing the consistency of the results. The
coefficient of equivalence is a measure of the consistency
of results when two alternate forms of the same test are
administered.

Test-retest formats were used to assess the
questionnaire regarding both of these types of
reliability. Swimming service users were given a copy of
Part 2 of the questionnaire to complete. Then, one week
later, half of these volunteers completed a second copy of
the same question, while the other half did an alternate
form of the question. This alternative was designed in the
same manner as the original question; a copy is included
in Appendix 2. Pearson's correlation coefficients were
computed to determine the degree of consistency between
the test and retest results.

The reliability tests were conducted in two stages.
Initially twenty recreation students from the University
of Alberta completed the tests. Ten of these did tests of
the stability of the questionnaire, while the others did
the equivalence test. The tests were then reconducted with
38 swimming pool users in Canmore, Alberta. Retesting was

conducted because the initial correlation scores were
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unusually low and it was considered worthwhile to
investigate this.

Volunteers for the first tests were recruited at the
university, instead of at city pools, for two reasons.
First, completing two tests might have overly
inconvenienced city patrons. Second, it was easier for the
researcher to contact university students regarding
retests. The second tests were conducted at a community
swimming pool in Canmore in order to ease administration;

this is where the researcher lived.

3.4 Summary

In this chapter the methodology of the study was
discussed. First, the design of the study was described.
This included a discussion of the rationale for using
group interviews and conjoint analysis questionnaires for
data collection. After that, the manner in which the study
was implemented was described. This included details
regarding data collection procedures, such as how subjects
were recruited, and a description of the methods which

were used for data analysis.



4. RESULTS
4.1 Introduction

This chapter is concerned with the results of the
study. The results of the group interviews are discussed
first. After that the results of the questionnaires are

presented.

4.2 Interview Results

4.2.1 Introduction

The interviews were designed t.0 answer research
gquestions 1 and 2. Question 1 was to identify which
attributes recreational swimming service users considered
salient to service evaluation. Question 2 was to identify
user preferences about these attributes.

The interview subjects generally agreed tha% a
num. 2r of different attributes were considered in service
evaluation. Some subjects also stated thet the evaluation
prccess was compensatory.

There was a high degree of ccnsensus about which
attributes were considered salient to service evaluation.
These were: facility location; facility cleanliness and
maintenance; staff friendliness, manners and competency;
hours of operation; variety of facilities; variety of
things to do; and admission cost. There was widespread
agreement regarding subjects' preferences about each of
these attributes. However, there tended to be less

unanimity regarding what would actually constitute a good
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or poor rating for each attribute. For example, subjects
agreed that location was a salient attribute and that
proximity to home was preferred. However, they had
differing opinions on the distance which a facility would
have to be from a subject's residence to receive a good
rating for location.

Very few differences in preferences appeared to be
related to subjects' sociodemographic characteristics. A
few exceptions are discussed in subsequent sections of
this chapter.

The results of the interview with the pool managers
were very similar to those with the service users. The
only difference was that managers were slightly mores
concerned with scheduling and regulations.

Table 5 indicates the frequency with which each
attribute was identified as being considered salient to
service evaluation in subjects' individualized written
responses to question 1. In the following sections the
attributes most frequently considered salient to service

evaluation are described in detail.

4.2.2 Location

Location was the attribute which was most frequently
identified as being salient to service evaluation. Several
different aspects of location were discussed. The most
prevalent of these were distance and time required to

reach swimming facilities from home. Service



Table 5. Attributes Considered Salient to the Evaluation
of Recreational Swimming Services: Interview Subjects'

Written Responses to Question 1.

—— e o - — ———— A ai) S - - —— - L SN MG G G e AT - wm W - G A e e ——— - —

Attribute Frequency
Location 21
Cleanliness and Maintenance 19
Staff 16
Hours Available 15
Variety of Facilities 15
Variety of Activities 11
Admission Cost 8
Degree of Crowding 3
Water Temperature 3
Privacy of Changing Rooms 1
Consistency in Product Offerings 1
Convenience Services (eg shampoo for sale) 1
Provision for the Disabled 1

Decor (sky light) 1
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ac ~essibility by various means of transport was also
discussed. These modes of transportation were: walking,
bicvcle, bus and car.

Distance and time required to access facilities were
evaluated according to a vector model of preference.
Subjects preferred facilities to be as close to home as
possible. Distances which received good ratings ranged
from one to three kilometers, while any more than five
kilometers away was generally considered poor. Subjects
preferred facilities which took little time to reach.
Times which were considered good ranged from 5 to 20
minutes, while 30 minutes and over rai-~ ~>oxly.

Proximity of location, in the i+ o *...z2e kilometer
range, was particularly important to subjects who accessed
facilities by foot and by bicycle. Those who used the bus
stressed the importance of facilities being located close
to bus stops on routes with frequent service. Motorists
preferred facilities which were easily accessible by major
roadways. Some stated that these roads should not be too
congested and that they should be well maintained. Others
discussed parking, stating that they liked to be able to
park reasonably close to swimming facilities. The
importance of having well placed, highly visible signs to

facilities was also stressed.
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4.2.3 Clearliness and Maintenance

The second most frequently mentioned attribute
salient to service evaluation was facility cleanliness and
maintenance. This attribute was also evaluated according
to a vector model of preference. Interviewees preferred
facilities to be as clean and well maintained as possible.
The most frequently mentioned aspects of cleanliness were
a lack of visible dirt and debris, such as sand and hair,
and a lack of litter, such as paper towels in the washroom
area. Subjects stated that the most important aspect of
maintenance was keeping the facilities operational.
Inoperational whirlpools, broken toilets and showers with
insufficient water pressure were cited as examples of poor
maintenance. Participants also said that the supply of
paper towels and toilet paper in the washrooms should not

be allowed to run out.

4.2.4 Staff

Pool staff characteristics were frequently considered
in service evaluation. Subjects were particularly
concerned with staff attitude and competency. Their
preference was for staff with positive attitudes and high
degrees of competency; these characteristics appeared to
be evaluated according to a vector model of preference.

The interviewees stated that staff should be well
mannered, helpful, cheerful and friendly. Several subjects

stressed the importance of staff smiling and taking the



time to greet service users. One woman also stated that
staff should appear alert and interested in their work.

The subjects felt that staff should be well trained,
knowledgeable about the facility and services offered, and
able to handle any problems which might arise. One
interviewee also stressed the importance of having a
sufficient nunb~r »f lifeguards on duty.

Familiari . another aspect of staffing which
emerged as being irportant. Several respondents stated
that they preferred staff whom they knew, and who knew

them by name.

4.2.5 Hours of Operation

Hours of availability of recreational swimming
services was another salient attribute. The subjects
stated that recreational swimming should be scheduled at
times convenient to the majority of service users. They
also expressed a preference for having recreational
swimming at ¢ varietv of times, of at least two hours
duration, to allcw patrons a choice of when to swim.
Furthermore, they stated that some times should be made
available to those on atypical schedules, for example
those working night shifts.

Generally, high ratings for this attribute were given
to services offered on weekday afternoons, evenings and
weekends. Services with limited or inconvenient hours

rated poorly. These included services with very few hours
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of recreational swimming, those which scheduled
recreational swimming for less than two hours duration,
and those which offered recreational swimming during
mealtimes.

Some pool managers stated that their patrons were
concerned with consistent scheduling. They said that
service users dislike freguent rescheduling and that they
like to be informed prior to changes.

On an individual basis, it appears that subjects used
an ideal p~int preference model in evaluating hours of
operation. Their foremost concern was that services be
offered at times convenient to them. On an aggregate
level, increasing the total number of hours increases the
likelihood of meeting the needs of service users on
different schedules. Thus, a variation of the vector model
may more accurately depict the structure of consumer

preference.

4.2.6 Variety of Facilities

Generally, subjects preferred services with pools to
accommodate toddler bathing, water play and relaxation,

lane swimming and diving. The following amenities were

Vet

also considered to be important: saunas, whirlpools, hot
tubs and steam rooms.

Most subjects expressed a preference for as large a
number of facilities as possible; thus, they evaluated

this attribute by means of a vector model of preference.
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However, a small minority disagreed. These people
preferred small neighborhood pools to those with more
extensive facilities. These individuals evaluated this

attribute by means of an ideal point preference model.

4.2.7 Variety of Things to Do

Several subjects stated that it was important for
there tc be a variety of things to do during recreational
swimming. This was evaluated according to the vector model
of preference. It was particularly important to those who
swam with family members of different ages and abilities,
since the interests and needs of members of these groups
were varied.

Variety of facilities was identified as one important
factor in providing varied activities for service users.
Equipment and pool management were also discussed. Several
types of equipment for activities during recreational
swimming were mentioned. These included toys, slides,
ropes, exercise equipment and poolside furniture.

Subjects stated that pool managers could increase the
number of things for patrons to do by designating areas
for different types of activity, and by programming
special events. Several subjects stated that designated
areas for lane swimming, and for children's play were
desirable. Some added that these areas could be further
subdivided into lanes for different speeds of swimmer, and

play areas for different age groups. Both pool managers



and service users stated that special events could enhance
variety of things to do during recreational swimming.
Children's parties and social events for seniors were

cited as two examples which are very popular.

4.2.8 Admission Price

Admission price was the last attribute which was
frequently identified as salient to the evaluation .-€
recreational swimming services. Most subjects were
concerned with the single price of admission to
recreational swimming. Multiple admission passes and
family rates were also discussed by some.

All other things being equal, subjects preferred
lower admission costs, in accordance with a vector model
of preference. Generally subjects agreed that an admission
cost of $1.50 or less was good, while anything above $3.00
rated poorly. Several subjects stated that the Lree swims
which Edmonton Parks and Recreation schedules periodically
are very popular.

Some subjects said that they liked the convenience
and cost saving of being able to purchase multiple
admission passes and family passes. One woman stated that
she felt more motivated to swim after purchasing a
multiple use ticket. Another service user stated that he

liked the flexibility of being able to use multiple

admission passes at any pool operated by the city.
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4.2.9 Other Attributes

Some other recreational swimming service attributes
were also discussed during the interviews and/or recorded
in the written responses to the interview questicns. These
are briefly discussed here.

Several subjects stated that they considered the
degree of crowding at a facility in service evaluation,
preferring not to use pools which were too busy. This
point was not dis-ussed in depth, so the researcher could
not determine the¢ point at which subjects would consider
facilities overcrowded. Furthermore, no conclusion could
be reached regarding which model of preference this
attribute was evaluated on. Service users may use a vector
model, and prefer facilities to be as empty as possible;
or they may use an ideal point model, and prefer to swim
with some other people.

Water temperature was also mentioned. This attribute
was evaluated according to an ideal point preference
model. However, subjects' opinions regarding ideal water
temperature were varied. Some of this variance was related
to the type of activities patrons participated in while at
the pool; those who swam for exercise generally preferred
cooler water.

Locker rooms were discussed by some subjects. This
was the only attribute in which subjects preferences
appeared to be related to gender. Having clean, well

equipped locker rooms was of greater concern to females
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+han males. One woman stated that she liked to have a

private cubicle to change in; several others agreed. Some
subjects stated that having hair dryers and full length
mirrors in the locker room was desirable. Mothers also
stressed the importance of having playpens for toddlers,
and facilities for changing babies. Furthermore, they
stated that provision should be made for young boys to
change with their mothers without offending other female
patrons. The male service users who participated in the
interviews expressed little concern for any of these
items, however one pool manager said that they were
desired by some men.

The existence and enforcement of pool rules and
regulations was another attribute which the pool managers
discussed. They stated that patrons like staff to maintain
order, but dislike excessive regulation. They said that
service users are much more amenable to adhering to
regulations if they understand the rationale behind them.
Firthermere, they stated that service users prefer staff
to entforce rules in a consistent manner.

Convenience services were identified as another
attribute salient to service evaluation by some subjects.
NOne manager stated that service users appreciate being
#le to purchase shampoo at the pool. Service users also
stated that child care services and cafeterias were

desirable. Towel and bathing suit rentals were discussed
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Ly one interview group, but the general consensus was that
these wer:: ui necessary.

Provision for disabled service users was of concern
to one interviewee. She stated that those with limited
mobility require ramps to access pools.

Lastly, facility decor was discussed. Most service
users and managers felt that elaborate decor was not
necessary at public swimming services. Nevertheless, some
subjects did mention attributes relate. to decor in their
written responses to question 1. These :ncluded: bright

atmosphere, natural light and having a sky light.

4.3 Questionnaire Results

4.3.1 Introduction

The remainder of this chapter is concerned with the
results of the questionnaire. The questionnaire was
administered in order to answer research questions 3, 4,
and 5. Question 3 was to determine user priorities
regarding the attributes most frequently considered
salient to service evaluation. Question 4 was to analyze
the relationship between user priorities and the following
user sociodemographic variables: gender, age, family life-
cycle stage, income, education, and occupation. Lastly,
question 5 was to analyze the relationshir between user
priorities and consumer service use variables. These were:
the type of social group in which services were used,
neans of transport used to access services, frequency of

service use, and city pool used.



4.3.2 Questionnaire Reliability

The results of the tests of the reliability of the
questionnaire are listed in Appendix 3, 4, 5, and 6. The
tables list the Pearson's correlation coefficients between
subjects' test and retest attribute utility scores, and
median correlation coefficients for each test.

The results of the first tests were indicative of a
very low level of reliability. The stability test had 5
correlation coefficients which were significant at the
0.05 level of probability, and a medjan correlation
coefficient of 0.56. The equivélence test had 1
correlation coefficient significant at the 0.05 level of
probability, and a median score of 0.32.

According to the second tests the reliability was
better. Fourteen of the 17 correlation coefficients for
stability were significant at the 0.05 level of
probability, and the median coefficient for this test was
0.70. Ten of the correlation coefficients in the
equivalence test were significant at the 0.05 level, and

the median score was 0.46.

4.3.3 User Priorities

Table 6 summarizes the questionnaire results

regarding the priorities of all respondents, considered
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Table 6. User Priorities Regarding the Attributes Salient
to Evaluation of Recreational Swimming Services.

- . . - — - — S A h N W = D MR I W R YR G R A W T SR R AR S W S i - —— - — -

Attribute Level with Highest Importance
Mean Utility Score
Staff 3: Above Average 25%
Attitude
and Competency
Fac_.lity 2: Average 23%
Cleanliness

and Maintenance

Facility 3: 15 Minutes Away 12%
Location by bus or car,

easily accessible

by bicycle and by

foot.
Times 2: 1 hour/day at a 10%
Available convenient time
Facilities 1l: 25m pool 15%
and Equipment
Admission 1l: $3.50 15%

Price
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1. Considered together, attribute utility scores and
importance scores are good indicators of consumer
privriries. Attributes which are of high priority receive
high ucility scores for high attribute levels combined
with high importance scores. Those of low priority receive
high utility scores for low levels combined with high
importance scores (see section 4.3.3. for further
explanation).
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collectively, concerning recreational swimming service

attributes. This table lists the level of each attribute
which got the highest mean utility score. It also lists
importance scores for each attribute.

Utility scores are a measure of the value of each
level of each attribute relative to all other attributes
at all levels (Aaker and Day, 1980, p.606). Importance
scores are concerned with the degree to which each
attribute is considered in overall service evaluation
(Olsen, Kanwar and uderrisoglu, 1979, p.270) . Considered
together, importance scores and utility scores indicate
what consumer priorities are, and where they would be
willing to make compromises if they could not have all
attributes at preferred levels.

Conjoint analysis subjzcts give favorable evaluations
to product or service alternatives which include the
attributes of highest priority to them at preferred
levels. In this process they also accept attributes of
lesser priority at levels which are not preferred. For
example, if location was a high priority service
alternatives with locations close to home would receive
top rankings and consumers might accept higher price than
they would ideally like in order to ensure that location
was close.

As a result of this process, the highest mean utility
scores of attributes of high priority are the preferred

levels, whereas the highest mean utility scores for low



priority attributes are less preferred levels. To continue
with the previous example, if location received its
highest mean utility score for the close to home level,
which group interviews had indicated would be preferred if
other attributes were not considered, and the highest mean
utility score for price was $3.50, which would not
normally be preferred, then it could be concluded that
location was probably of higher priority than price.
Attribute importarnce scores add depth to the analysis
by indicating the degree to which each attribute was
considered in overall service evaluation. Importance
scores are computed by comparing the range in utility
scores for any one attribute with that of the other
attributes. If an attribute is of very high priority
service alternatives which include this at preferred
levels receive top evaluations, and those with this
attribute at undesirable levels are ranked or rated last.
Thus, there is a large range in utility scores which
results in an high importance score. Attributes of medium
priority tend to have lower importance scores, because
these are not given as much consideration in overall
alternative evaluation. Low priority attributes generally
have higher importance scores than those of medium
priority; however, these are combined with high utility
scores for undesirable attribute levels. This results from
the fact that tnat subjects compromise on low priority

items readily: thus the range in utility scores is high.

82



83

In summary, utility scores and importance scores are
interpreted in the following manner. Attributes which are
of high priority receive high utility scores for high
attribute levels combined with high importance scores.
Those of low priority receive high utility scores for low
levels and high importance scores. Further illustrations
are provided in the following paragraphs.

In this study staff friendliness, manners and
competency were the top priority. The highest mean utility
score for this attribute went to the level 3 , "Above
Average". This attribute had a 24.6% importance rating.
These scores indicate service users put a high value on
having pool staff who are above average in terms of
friendliness, manners and competency; they were prepared
to accept other attributes at less than optimal levels in
order to ensure that staff were above average.

Facility cleanliness and maintenance are discussed
next since this attribute got the second highest
importance score, 23.3%. The highest mean utility score
for cleanliness and maintenance went to the level 2 rating
"Average". These results mean that respondents wanted
facility cleanliness and maintenance to be at average
levels. They were not prepared to make compromises on
other attributes to get above average cleanliness and
maintenance; however, they were very reluctant to accept

below average standards.
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The highest mean u~ility score for location went to

the 1level 3 rating, th.s was described as "1l5 minutes
away by bus or car, easily accessible by bicyc : and by
foot". The importance score for this attribute was 12.23%.
These results indicate that proximity of location was
preferred, but it was not as important to overall service
evaluation as the attributes which were previously
discussed.

The highest mean utility score for times available
went to the level 1 option, "1 hour per day at a
convenient time". This attribute got a 9.8% importance
score. The meaning behind the high utility score for the
level 1 rating is that respondents were prepared to
compromise on this attribute in order to ensure that other
attributes were at desired levels. The relatively low
importance score indicates that respondents made this
compromise less readily than compromises or the next 2
attributes to be discussed.

The highest utility score for facilities and
eqripment went to the level 1 rating. Its importance
score was 14.7%. These scores mean that service users
placed a relatively low priority on facilities and
equipment.

Price of admission also received its highest utility
score for the level 1 rating. This attribute got a 15.2%
importance score. Evidently consumers were more prepared

to compromise on price than on any other attribute.



4.3.4 User Characteristics and Priorities

The relationship between user priorities and the user
characteristic variables listed in questions 4 and 5 were
assessed by means of analysis of variance tests. For the
purpose of these tests user priorit.es were
operationalized as attribute importance scores. Thus
analysis of variance tests were conducted on each
attribute's importance score by each user characteristic
variable. In cases where significant differences were
found to exist Scheffe' tests were run. These tests
provide detailed information about the nature of
differences between groups.

Very few significant relationships were found to
exist between the user characteristic variables and the
attribute importance scores. There were a few instances in
whict, t£he analysis of variance tests were significant at
the 0.3 iavel; however, in most of these cases the
Scheffe’ t«uts found no significant relationships.

Only @iz relationships were found to be siynificant.
The first of these was between gender and the importance
0f staff. The second was between frequency of service use
and the importance of location.

The discrepancies between the analysis of variance
test results and the Scheffe' test results which were
found in some cases could have been caused by the fact
that Scheffe' tests are very conservative. Four additional

factors could also have come into play. The first of these
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is that the confidence intervals of the groups being
compared may have been overlapping. The second is that
some groups may have had small numbers of subjects. Third,
the results could be attributed to a lack of homogeneity
of variance between the groups. Finally, anaiysis of
variance tests could have found significant relationships
due to chance alone. At the 0.05 level of significance
there is a 1 in 20 chance that no difference between
groups actually exists. In the following subsections the
results of the tests to analyze the relationship between
the user characteristic variables and user priorities are

discussed in further depth.

Sociodemographic Variables.

Gender: The results of the analysis of variance
tests of attribute importance scores by gender are
documented in Table 7. Only one relationship was found to
be significant. This was that between gender and the
inportance of staff. Females had a higher mean importance
score for this attribute than males. No other significant
trends between gender and attribute importance were

apparent. Since there were only two response categories

for gender as an independent variable, a Scheffe' test was

not required.
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Table 7. Importance Scores by Gender: Analysis of Variance
Test Results.
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Attribute Group N Mean F Probability

Facilities Male 107 0.62 1.29 0.26

and Female 152 0.59

Equipment

Times Male 107 0.27 0.01 0.90

Available Female 152 0.27

Admission Male 107 0.61 0.56 0.11

Price Female 152 0.57

Cleanliness Male 107 0.56 1.87 0.17

and Female 152 0.60

Maintenance

Facility Male 107 0.42 0.42 0.52

Location Female 152 0.40

Staff Male 107 0.56 4.45 0.04%*
Female 152 0.63

N = 259

* Significant at 0.05 level of probability according to
the analysis of variance test.

Table 1lla. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Education:
Analysis of Variance Test Results.
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Age: The results of the analysis of variance tests of
the attribute importance scores by age are reported in
Tables 8a and 8b. Age was found to be significantly
related to the importance of only one attribute; this was
staff. A Scheffe' test, which was conducted to explore
this relationship, found no significant differences at the
0.05 level. For this reason it can be concluded that age
was not significantly related to subjects' importance
scores. The discrepancy between the findings of the
analysis of variance test and the Scheffe test regarding
age and staff could have been caused by any or all of the
factors discussed in the previous section. The confidence
intervals for some age categories were overlapping. Some
categories had very few subjects, for instance there were
only 4 people in the over 65 group. Furthermore, the
probahility score for a Cochran's test of homogeneity of
variance was 0.01, indicating that the category variances
were different.

No other trends were apparant in the results of the
analysis of variance tests on age.

Family life cycle stage: The results of the analysis
of variance tests for attribute importance scores by
family life cycle stage are reported in Tables 9a and 9b.
According to the analysis of variance tests, family life
cycle stage was significantly related to facilities and
equipment and to staff. Facilities and equipment were

particularly important to the young-single qroup, and
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Table 8a. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Age: Analysis of
Variance Test Results.
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Attribute Group N Mean F Probability
Facilities 18~-19 7 0.47 1.16 0.32
and 20-24 22 0.62
Equipment 25-29 39 0.57

30-34 39 0.57

35-44 96 0.62

45-54 22 0.54

55-64 26 0.58

65+ 4 0.82
Times 18-19 7 0.33 1.13 0.34
Available 20-24 2 0.29

25-29 39 0.24

30-34 39 0.26

35-44 96 0.30

45-54 22 0.22

55-64 26 0.23

65+ 4 0.25
Admission 18-19 7 0.67 1.21 0.29
Price 20-24 22 0.64

25-29 39 0.64

30-34 39 0.38

35-44 26 0.57

45-54 22 0.56

55-64 26 0.62

65+ 4 0.72



Table 8b. Importance Scores for Cleanliness and

Maintenance, Facility Location, and Staff by Age: Analysis
of Variance Test Results.

Attribute Group N Mean F Probability
Cleanliness 18-19 7 0.62 0.55 0.82
and 20-24 22 0.55
Maintenance 25-29 39 0.57

30~7 39 0.60

35 96 0.59

4< 22 0.59

55 26 0.58

65+ 4 0.39
Facility 18-19% 7 0.48 0.94 0.49
Location 20-24 22 0.35

25-29 39 0.41

30-34 39 0.45

35-44 96 0.43

45-54 22 0.46

55-64 26 0.33

65+ 4 0.35
Staff 18-19 7 0.55 2.41 0.01* #

20~-24 22 0.60

25-29 39 0.61

30-34 39 0.60

35-44 96 0.58

45-54 22 0.71

55-64 26 0.67

65+ 4 0.22
N = 255

* Significant at the 0.05 level of probability according
to the analysis of variance test.

# Not significant 0.05 level of probability according to a
Scheffe' test.



Table 9a. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Family Life Cycle
Stage: Analysis of Variance Test Results.
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Attribute Group N Mean F  Probability
Facilities YS 37 0.67 2.99 0.01* #
and YM 17 0.53
Equipment YMC 47 0.50

MM 98 0.63

MMC 40 0.55

EM 3 0.80

ES 1 0.90
Times YS 37 0.30 0.55 0.76
Available YM 17 0.26

YMC 47 0.24

MM 98 0.29

MMC 40 0.26

EM 3 0.23

ES 1 0.29
Price YS 37 0.61 1.10 0.36

YM 17 0.65

YMC 47 0.61

MM 98 0.58

MMC 40 0.55

EM 3 0.76

ES 1 0.58
N = 243

* Significant at the 0.05 level of probability according
to the analysis of variance test.

# Not significant 0.05 level of probability according to a
Scheffe' test.

1. Life cvcle Stage Abbreviations:

¥S Young-Single

YM Young-Married

YMC Young-Married-cChildren

MM Middle Aged-Married

MMC Middle Aged-Married-Children
EM Elderly-Married

ES Elderly-Single

See Table 3 for det:iled Qescriptions of each stage.



Table 9k. Importance Scores for Cleanliness and
Maintenance, Facility Location, and Staff by Family Life
Cycle Stage: Analysis of Variance Test Results.
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Attribute Group N Mean F Probability
Cleanliness ¥s 37 0.56 0.68 0.66
and YM 17 0.63
Maintenance YMC 47 0.60
MM 98 0.58
MMC 40 0.59
EM 3 0.37
ES 1 0.48
Location YS 37 0.41 1.25 0.28
YM 17 0.40
YMC 47 0.42
MM 98 0.45
MMC 40 0.33
EM 3 0.31
ES 1 0.48
Staff ¥s 37 0.58 2.69 0.01*%
YM 17 0.72
YMC 47 0.60
MM 98 0.58
MMC 40 0.67
EM 3 0.26
ES 1 0.11
N = 243

* Significant at the 0.05 level of probability according
to the analysis of variance test.

# Not significant 0.05 level of probability according to a
Scheffe' test.

l. Life Cycle Stage Abbreviations:

YS Young-Single

YM Young-Mariied

YMC “oung-Married Children

MM Middle Aged~Married

MMC Middle Aged-Married-Children
EM Elderly-Married

ES Elderly-Single

See Table 3 for detailed descriptions of each stage.
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staff were very important to those in the young-married

category. However, Scheffe' tests, which were subsequently
undertaken, found no significant relationships between
family life cycle and either of these attributes.
Overlapping confidence intervals, small numbers of
subjects in some categories and chance may have caused the
discrepancy between the results of the analysis of
variance tests and Scheffe' tests in both of these cases.
Furthermore, the homogeneity of variance test was
significant for staff.

Income: Tables 10a and 10b document the results of
the analysis of variance tests of importance scores by
income. The measure of income used for these tests was
average annual household income per person in the
household income unit. This measure was used so that
subjects in different sizes of household income units
could be compared realistically. No significant
relationships were found to exist between income and
attribute importance. Admission price was found to be
significantly related to income in the analysis of
variance tests; it was particularly important to those in
the less than $5,000 bracket. However, this trend was not
found to be significant according to a Scheffe' test. In
this case confidence intervals overlapped, there were
relat.vely small numbers of subjects in some categories,
and the variances were found to be significantly different

by a Cochran's iest.
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Table 10a. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Average Annual

Household Income per Person: Analysis of Variance Test
Results.

Attribute Group N Mean F Probability
Facilities Up to $4,999 18 0.63 1.57 0.1.7
and $5,000-$9,999 80 0.56
Equipment $10,000-514,999 53 0.62

$15,000~$19,999 43 0.53

$20,000~524,999 12 0.63

$25,000 and up 36 0.67
Times Up to $4,999 18 0.25 0.33 0.89
Available $5,000-$9,999 80 0.28

$10,000-$14,999 53 0.27

$15,000~$19,999 43 0.26

$20,000-%24,999 12 0.22

$25,000 and up. 36 0.29
Admission Up to $4,999 18 0.72 2.26 0.05% #
Price $5,000-%59,999 80 0.58

$10,000~$14,999 53 0.59

$15,000-$19,999 43 0.55

$20,000-~$24,999 12 0.65

$25,000 and up. 36 0.60
N = 242

* Significant at the 0.05 level of probability according
to the analysis of variance test.

# Not significant 0.05 level of probability according to a
Scheffe' test.



Table 10b. Importance Scores for Cleanliness and
Maintenance, Facility Location, and Staff by Average
Annual Household Income per Person: Analysis of Variance
Test Results.

Attribute Group N Mean F Probability

Cleanliness Up to $4,999 18 0.54 0.59 0.70

and $5,000-%9,999 80 0.59

Maintenance $10,000-$14,999 53 0.59
$15,000-$19,999 43 0.61
$20,000-$24,999 12 0.55
$25,000 and up 36 0.54

Facility Up to $4,999 18 0.41 0.95 0.45

Location $5,000-$9,999 80 0.38
$10,000-$14,99¢ 53 0.41
$15,000~$19,999 43 0.47
$20,000-$24,999 12 0.34
$25,000 and up. 36 0.40

Staff Up to $4,999 18 0.55 0.81 0.54
$5.%00-$9,999 80 0.64
$10,000-$14,999 53 0.61
$15,000-$19,999 43 0.58
$20,000~$24,999 12 0.61
$25,000 and up. 36 0.55
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Education: Tables lla and 11b are concerned with the

relationship between education and attribute importance
scores. No significant relationshirs were found between
these variables, and there were no apparent trends.
Occupation: The results of the tests regarding
occupation and attribute importance are documented in
Tables 12a and 12b. Again, these variables do not appear
to be related. One relationship was found to be
significant in the analysis of variance tests; however, it
was not significant according to the Scheffe' test. This
relationship was between cccupation and admission price.
Price was of particularly high importance to the crafts
and trades group and of low priority to those in high
level management. Confidence intervals of different
occupation categories did overlap for this test.
Furthermore, one category had only 5 subjects. However, no

significant differences were found in the variances.

Service Use Characteristics.

Social grouping: No significant relationships or
apparent trends were found by the analysis of variance
tests of attribute importance scores by social grouping
for service use. The results of these tests are presented
in Table 13.

Transportation: The results of tests to analyze the
relationship between attribute importance scores and the

means of transport used tc access facilities are listed in
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Table l1lla. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Education:
Analysis of Variance Test Results.

Attribute Group N Mean F Probability
Facilities Gr 9 or Less 6 0.66 0.69 .66
and Less than H.S. 25 0.54
Equipment High School 60 0.55

Some Col/Tech/U 67 0.60

College/Tech 38 0.60

University 40 0.61

P.Grad 22 0.56
Times Gr 9 or Less 6 0.40 1.36 .23
Available Less than H.S. 25 0.34

High School 60 0.38

Some Ccl/Tech/U 67 0.43

College/Tech 38 0.39

University 40 0.48

P.Grad 22 0.45
Admission Gr 9 or Less 6 0.61 0.89 .50
Price Less than H.S. 25 0.58

High School 60 0.62

Some Col/Tech/U 67 0.57

College/Tech 38 0.68

University 40 0.58

P.Grad 22 0.56
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Table 11b. Importance Scores for Cleanliness and
Maintenance, Facility Location, and Staff by Education:
Analysis of Variance Test Results.

Cleanliness
and
Mainteriance

Facility
T.ocation

Staff

Gr 9 or Less
Less than H.S.
High School
Some Cecl/Tech/U
College/Tech
University
P.Grad

Gr 9 or Less
Less than H.S.
High School
Some Col/Tech/U
College/Tech
University
P.Grad

Gr 9 or Less
Less than H.S.
High School
Some Col/Tech/U
College/Tech
University
P.Grad

0.69 0.66
1.36 0.23
0.89 0.50
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Table 12a. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Occupation:
Analysis of Variance Test Results.

Ay - — " . W — - w— T . - —— - T — - S T " e e —— —— - —ve = - ——

Attribute Group N Mean F Probability
Facilities Semi/Unskilled 14 0.60 0.56 0.78
and Crafts/Trades 21 0.55
Equipment Cleric/Sales/Serv 49 0.57

Middle Management 19 0.64

Technician 11 0.61

Semiprofessional 21 0.6l
High L Management 5 0.64

Professional 30 0.67
Times Semi/Unskilled 14 0.37 1.66 0.12
Available Crafts/Trades 21 0.23

Cleric/Sales/Serv 49 0.25
Middle Management 19 0.31
Technician 11 0.25
Semiprofessional 21 0.30
High L Management 5 0.42

Professional 30 0.35
Admission Semi/Unskilled 14 0.57 2.79 0.01* #
Price Crafts/Traics 21 0.73

Cleric/csales/Serv 49 0.57
Middle Managemen’ 19 0.58
Technician 11 0.57
Semiprofessional 21 0.52
High L Management 5 0.39
Professional 30 0.55

D D G S P - D —— . T D S G R T D TS S G G - > S e A S W —— —— D W VA W e . e -

* Significant at the 0.05 level of probability according
to the analysis of variance test.

# Not significant 0.05 level of probability according to a
Scheffe' test.
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Table 12b. Importance Scores for Cleanliness and
Maintenance, Facility Location, and Staff by Occupation:
Analysis of Variance Test Results.

Attribute Group N Mean F Probability
Cleanliness Semi/Unskilled 14 0.57 0.37 0.92
and Crafts/Trades 21 0.56

Maintenance Cleric/Sales/Serv 49 0.54
Middle Management 19 0.58
Technician 11 0.52
Semiprofessional 21 0.62
High L Management 5 0.60

Professional 30 0.57
Facility Semi/Unskilled 14 0.36 1.47 0.18
Location Crafts/Trades 21 0.31

Cleric/Sales/Sexrv 49 0.42
Middle Management 19 0.38
Technician 11 0.50
Semiprofessional 21 0.48
High L Management 5 0.56

Professional 30 0.45
Staff Semi/Unskilled 14 0.58 0.37 0.92
Crafts/Trades 21 0.60

Cleric/Sales/Serv 49 0.62
Middle Management 19 0.54
Technician 11 0.53
Semiprofessional 21 0.58
High L Management 5 0.51
Professional 30 0.55



101

Table 13. Importance Scores by Social Grouping for Service
Use: Analysis of Variance Test Results.

Attribute Group N Mean F  Probability
Facilities Alone 61 0.63 0.55 0.65
and Adults 71 0.60
Equipment Children 38 0.57

Ch & Adults 86 0.58
Times Alone 61 0.28 0.37 0.77
Available Adults 71 0.27

Children 38 0.24

Ch & Adults 86 0.28
Admission Alone 61 0.57 1.76 1.55
Price Adults 71 0.63

Children 38 0.62

Ch & Adults 86 0.57
Cleanliness Alone 61 0.56 0.54 0.65
and Adults 71 0.58
Maintenance Children 38 0.56

Ch & Adults 86 0.60
Facility Alone 61 0.41 0.72 0.54
Location Adults 71 0.38

Children 38 0.43

Ch & Adults 86 0.44
Staff Alone 61 0.61 0.10 0.95

Adults 71 0.60

Children 38 0.58

Ch & Adults 86 0.59
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Table 14. Again, no significant relationships or obvious

trends were found by these tests.

Frequency of service use: In Table 15 the results of

tests to determine whether frequency of service use was
significantly related to user priorities are presented.
One significant relationship was found by these tests.
Facility location was found to be more important to
subjects who used services at least once per week than
those who used them at least once per month.

Pool used: The last user characteristic wvariable
which was considered was which city pool subjects used.
The attribute importance scores of subjects who completed
the gquestionnaire at each of the pools were compared in
order to determine if there were any significant
differences. The results of these tests are displayed in
Tables 16a and 16b. No significant relationships or trends

were found to exist.

4.3.5 Additional Tests

In Chapter 2 several predictions were made regarding
the relationships between users' sociodemographic
characteristics and service preferences. Many of these
projections were made on the basis of existing knowledge
about how sociodemographic characteristics are related to
leisure preferences, barriers and behavior. One example is
that it was assumed that females would be more concerned

with provisions for children than males, since
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Table 14. Importance Scores by Means of Transport Used to
Access Facilities: Analysis of Variance Test Results.

Attribute Group N Mean F Probability
Facilities Foot 17 0.54 1.23 0.30
and Bicycle 6 0.62
Equipment Bus/LRT 2 0.29

Car/M.Cycle 224 0.59

Other 2 0.77
Times Foot 17 0.23 1.44 0.22
Available Bicycle 6 0.14

Bus/LRT 2 0.41

Car/M.Cycle 224 0.28

Other 2 0.13
Admission Foot 17 0.57 1.16 0.33
Price Bicycle 6 0.50

Bus/LRT 2 0.70

Car/M.Cycle 224 G.60

Cther 2 0.81
Cleanliness Foot 17 0.53 2.20 .07
and Bicycle 6 0.56
Maintenance Bus/LRT 2 0.21

Car/M.Cycle 224 0.59

Other 2 0.32
Facility Foot 17 0.43 2.16 .07
Location Bicycle 6 0.66

Bus/LRT 2 0.28

Car/M.Cycle 224 0.41

Other 2 0.20
staff Foot 17 0.62 2.06 .86

Bicycle 6 0.36

Bus/LRT 2 0.81

Car/M.Cycle 224 0.61

Other 2 0.35



Table 15.

Importance Scores by Freguency of Service Use:

Analysis of Variance Test Results.
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Attribute
Probability

Facilities
and
Equipment

Times
Available

Admission
Price

Cleanliness
and
Maintenance

Facility
Location

Staff

Several times/wk
At least 1/wk

At least 1/mth
Less than 1/mth
Practically never

Several times/wk
At least 1/wk

At least 1/mth
Less than 1/mth
Practically never

“everal times/wk
~t least 1/wk

At least 1/mth
Less than 1/mth
Practically never

Several times/wk
At least 1/wk

At least 1/mth
Less than 1/mth
Practically never

Several times/wk
At least 1/wk

At least 1/mth
Less than 1/mth
Practically never

Several times/wk
At least 1/wk

At least 1/mth
Less than 1/mth
Practically never

* Significant at 0.05 level of
the analysis of variance test.

81 0.61 1.34 0.25
102 0.60

51 0.54

23 0.66

2 0.45

81 0.24 0.85 0.50
102 0.30

51 0.27

23 0.25

2 0.23

81 0.57 1.71 0.15
102 0.58

51 0.66

23 0.59

2 0.64

81 0.60 0.92 0.45
102 0.56

51 0.61

23 0.52

2 0.54

81 0.41 2.9%6 0.02%*
102 0.45

51 0.32

23 0.46

2 0.32

81 0.59 2.17 0.07
102 0.59

51 0.67

23 0.49°

2 0.72

probability according to

According to a Scheffe' test there was a significant

difference,

at 0.05 level of probability, between the
scores of subjects who used the services at least once per

week and those who used the services at least once per

month.
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Table 16a. Importance Scores for Facilities and Equipment,
Times Available, and Admission Price by Pool Used:
Analysis of Variance Test Results.

Attribkute Group N Mean F Probability
Facilities A.C.T. 25 0.56 0.73 0.68
and Bonnie Doon 24 G.65
Equipment Confederation 28 0.55

Grand Trunk 32 0.63

Eastglen 22 0.66

Hardisty 18 0.55

Jasper Place 23 0.55

Londonderry 32 0.62

O'Leary 30 0.61

Strathcona 25 0.62
Times A.C.T. 25 0.25 1.04 0.40
Available Bonnie Doon 24 0.27

Confederation 28 0.29

Grand Trunk 32 0.27

Eastglen 22 0.30

Hardisty 18 0.24

Jasper Place 23 0.30

Londonderry 32 0.22

0'Leary 30  0.34

Strathcona 25 0.23
Admission A.C.T. 25 0.54 0.81 0.60
Price Bonnie Doon 24 0.63

Confederation 28 0.58
Grand Trunk 32 0.59

Eastglen 22 0.55
Hardisty 18 0.56
Jasper Place 23 0.61
Londonderry 32 0.55
O'Leary 30 0.58
Strathcona 25 0.58



106

Table 16b. Importance Scores for Cleanliness and
Maintenance, Facility Location, and Staff by Pool Used:
Analysis of Variance Test Results.

R S S S TR A e s v T T D S TR e - - ——— " W —— ——— — ms . T T - - the =8 - - - -

Attribute Group N Mean F

Probability

Cleanliness A.C.T. 25 0.61 0.56 .82

and Bonnie Doon 24 0.53

Maintenance Confederation 28 0.59
Grand Trunk 32 0.60
Eastglen 22 0.61
Hardisty 18 0.62
Jasper Place 23 0.61
Londonderry 32 0.57
O'Leary 30 0.52
Strathcona 25 0.58

Facility A.C.T. 25 0.39 0.74 0.67

Location *o>wnie Doon 24 0.42
vcnfederation 28 0.46
Grand Trunk 32 0.38
Eastglen 22 0.41
Hardisty 18 0.36
Jasper Place 23 0.34
Londonderry 32 0.37
O'Leary 30 0.43
Strathcona 25 0.46

Staff A.C.T. 25 0.62 0.55 0.84
Bonnie Doon 24 0.62
Confederation 28 0.59
Grand Trunk 32 0.65
Eastglen 22 0.54
Hardisty 18 0.64
Jasper Place 23 0.61
Londonderry 32 0.59
O'lLeary 30 0.54
Strathcona 25 0.63



women recreate with children more frequently than do men.
Tnis section is corcarned with the results of chi square
tests to deteriine .ietler the relationships between
sociodemographic variakles and leisure barriers,
preferences, and behavior which are normally found to
apply existed for the subjects in this study.

Eight chi square tests were conducted. Their results
are tabulated in Tables 17 to 24. Significant
relationships were fcund in 3 instances. Each of the tests
are discussed in the following sections.

The relationship between gender and social grouping
for service use was analyzed first. As discussed in the
previous section, it has generally been found that females
recreate with children more often than males. This trend
was found to exist in this case, however the relationship
was not statistically significant at the 0.05 level.

The second test analyzed the relationship between
gender and income. Generally females tend to have less
income than males, thus it was speculated that they might
be more price sensitive. In this case no relationship
between gender and income was found.

Next the variable gender was analyzed by means of
transport used to access services. The Scottish Sports
Council (1979) found that females access services by
public transport more than do males. In this study no

significant relationship was fourd. The vast majority of
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Table 17. Gender by Social Grouping for Service Use: Chi-

square Test Results.
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Gender

Social Grouping

Alone
Frequency:
Col Percent:

With Adults
Frequency:
Percent:

With Children
Frequency:
Percent:

With Children
and Adults

Frequency:

Percent:

Chi-square statistic = 5.03

Degrees of Freedom = 3
Significance = 0.17

38
32%

35
29%

15
13%

Female

41

24%

43
25%

30
17%
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Table 18. Gender by Annual Household Income per Person:

Chi-square Test Results.

Income

Up to $4,999.
Frequency:
Col Percent:

$5,000 - $9,999.
Frequency:
Percent:

$10,000 - $14,999.
Frequency:
Percent:

$15,000 - 19,999.
Frequency:
Percent:

$20,000 ~ 24,999,
Frequency:
Percent:

$25,000 and Up.
Frequency:
Percent:

(. T . . G S D 6 . - — D W G - . . . G = — D W G P P R P W TP G S - G - A G S S — e -

Chi-square statistic = 8.90

Degrees of Freedom = 5
Significance = 0.11

34
30%

25
22%

17
15%

10
6%

56
36%

36
23%

30
19%
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Table 19. Gender by Means of Transport Used to Access

Facilities: Chi-square Test Results.

L ——— — - — —— _— —— ——— — —— — - n S “me . — . — e A G . e — -

Gender Male
Transport
By Foot.
Frequency: 7
Col Percent: 6%
By Bicycle.
Frequency: 3
Percent: 3%
By Bus or L.R.T.
Frequency: 1
Percent: 1%

By Car or Motorcycle.

Fregquency: 104
Percent: 89%
Other.
Frequency: 1
Percent: 1%

—— .y - ——— . — ——— . — . — - — - —— - — — - — G — —— Y ———— —— ———— -

Chi-square statistic = 0.25
Degrees of Freedom = 4
Significance = 0.99
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subjects accessed services by car or motorcycle. Only 1%
of male subjects and 2% of females used the bus,

The relationship between age and frequency of service
use was addressed in the following test (see Table 20).

In general participation in sports decreases as
individuals age. In this case a significant relationship
was found to exist between the variables; however, it was
not exactly as would have been expected. Frequency of
service use decreased with age up until the age of 44 and
then it increased again.

Table 21 is concerned with family life cycle stage
and social grouping for service use. A significant
relationship was found to exist between these variables.
Individuals with children swam with children more than
others.

The relationship between family life cycle and
frequency of service use was also found to be significant.
The results of this test are reported in Table 22. Those
in the young-married, young-married-children and middle
aged-married-children groups swam less frequently than
others.

Income and frequency of service use was analyzed next
(see Table 23),. According to the literature income is
positively related to frequency of recreation
participation. In this study the relationship was found to

be at the 0.06 level of probability. Those in the



Table 20. Age by Frequency of Service Use: Chi-square Test
Results.

. A . - —— — A — - —— — ———— T . o Wan S G —— — ——— — " . _—— — ———— ——— -

Adge 18- 20—~ 25- 30- 35- 45- ©55- 65+
19 24 29 34 44 54 64
Frequency
Several
Times/Week
Frequency: 4 6 13 13 18 14 19 8
Col Percent: 44% 25% 30% 28% 18% 54% 59% 100%
At Least
Once/Week
Frequency: 4 14 19 17 39 9 13 0
Percent: 44% 58% 44% 36% 38% 35% 41% 0%
At Least
Oonce/Month
Frequency: 0 2 9 12 29 2 0 0
Percent: 0% 8% 21% 25% 28% 8% 0% 0%

Less Than

Once/Month
Frequency: 1 1 2 5 16 0 0 0
Percent: 0% 0% 1% 2% 5% 0% 0% 0%
Practically
Never
Frequency: 0 1 0 0 0 1 0 0
Percent: 0% 4% 0% 0% 0% 4% 0% 0%

Chi-square statistic =
Degrees of Freedom = 28
Significance = 0.0 *

* Significant at the 0.05 level of probability.
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Table 21. Family Life Cycle Stage by Social Grouping for
Service Use: Chi-square Test Results.

S S =D A . S - AP Tut Gon w3 Ume G e - YRS R few e WP wm Y S S TR SW . R A A W WA = TR - — - -

Life Cycle Stage ¥S YM YMC MMC MM EM ES

Social Grouping

Alone
Frequency: is8 2 4 23 24 1 i
Col Percent: 42% 12% 7% 23% 49% 20% 50%
With Adults
Frequency: 23 15 4 3 22 4 1
Percent: 53% 88% 7% 3% 45% 80% 50%
With Children
Frequency: 0 0 *8 24 1 0 0
Percent: 0% 0% 32% 23% 2% 0% 0%
With Children
and Adults
Frequency: 2 0 30 53 2 0 0
Percent: 5% 0% 54% 51% 4% 0% 0%

Chi-square statistic = 182.9
Degrees of Freedom = 18
Significance = 0.0 *

* Significant at the 0.05 level of probability.

1. Life Cycle Stage Abbreviations:

¥YS Young-Single

YM Young-Married

YMC Young-Married-Children

MM Middle Aged-Married

MMC Middle Aged-Married-children
EM Elderly-Married

ES Elderly-Single

See Table 3 for detailed descriptions of each stage.
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Table 22. Family Life Cycle Stage by Frequency of Service
Use: Chi-square Test Results.

Life Cycle Stage YS YM YmMC MMC MM EM ES
Frequency
Several Times/Week
Frequency: 16 8 8 22 27 5 2
Percent: 37% 47% 14% 21% 55% 100% 100%
At Least Once/Week
Frequency: 25 5 22 37 20 0 0
Percent: 58% 29% 39% 35% 41% 0% 0%
At Least Once/Month
Frequency: 2 2 19 29 2 0 0
Percent: 5% 12% 33% 28% 4% 0% 0%
Less Than Once/Month
Frequency: 0 1 8 16 0 0 0
Percent: 0% 6% 14% 15% 0% 0% 0%
Practically Never
Frequency: 0 1 0 1 0 0 0
Percent: 0% 6% 0% 1% 0% 0% 0%

Chi-square statistic = 82.2
Degrees of Freedom = 24
Significance = 0.0 *

* Significant at the 0.05 level of probability.

1. Life Cycle Stage Abbreviations:

¥S Young- Single

YM Young-Married

YMC Young-Married-Children

MM Married-Middle Aged

MMC Middle Aged-Married-Children
EM Elderly-Married

ES Elderly-Single

See Table 3 for detailed descriptions of each stage.



Table 23. Income by Frequency of Service Use: Chi-square

Test Results.

$10000-
$14999

23
38%

20
33%

14
23%

$15000-
$19999

16
34%

14
30%

$20000-
$24999

$25000
and up

15
37%

17
42%

~N W
oe

TS S A TR D D D D S D M G S B e TR G s . - ———— A G ——— Y = W . — A = = — ————

Income Up to $5000-
£4999 $9999
Frequency
Several
Times/Week
Freguency: 2 28
Percent: 10% 31%
At Least
Once/Week
Frequency: 11 35
Percent: 58% 39%
At Least
Once/Month
Frequency: 5 22
Percent: 26% 24%
Less Than
Once/Month
Frequency: 1 4
Percent: 5% 4%
Practically
Never
Frequency: 0 1
Percent: 0% 1%
Chi-square statistic =
Degrees of Freedom = 20

Probability = 0.06
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middle income groups swam more frequently than those with

high or low incomes.

The final chi square test was concerned with
education and frequency of service use (see Table 24).
Previous research has found years of formal education to
be positively related to frequency of recreation

participation. In this case no significant relationship

was found.

4.3.6 Other Attributes

In the second question of part 2 of the survey
respondents were asked to identify any attributes other
than those included in the service alternatives listed in
question 1 which they would consider in evaluating
recreational swimming services. Very few additional
attributes were listed, and most of these had already been
discussed in the interviews.

Several subjects responded with specifics related to
the attributes which were included in the service
alternatives. Most of these had been discussed in the
interviews, but had been omitted from the questionnaire in
order to minimize its complexity. Some examples are: warm
water, deep water, a lack of excessive chlorine, and
reduced rates for multiple-admission passes.

Some additional service attributes which were
mentioned in the interviews but not included in the

questionnaire were also listed. These were: crowding,



Table 24. Education by Frequency of Service Use: Chi-

square Test Results.

Education Gr 9
————————— or

less
Frequency

Several Times/Week
Frequency: 3
Percent: 43%

At Least Once/Week

Frequency: 2
Percent: 29%
At Least
Once/Month
Frequency: 1
Percent: 14%

Less Than

Once/Month
Frequency: 1
Percent: 14%

Practically Never
Frequency: 0
Percent: 0%

. Do G G D G G N G G S I WGP TS G G TP D D G . — RS S e S Sk e G S = —— -

Chi-square Statistic =
Degrees of Freedom = 24

Significance = 0.48

Less
than
H.S.

15
48%

11
35%

23.7

25
37%

26
39%

11
16%

26
32%

33
41%

15
19%

Coll
Tech

Uni

11
26%

18
42%

10
23%
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child care, cafeterias, parking, and privacy in the

changing rooms.

Finally, two respondents added attributes which had
not been discussed by the interview participants. These
were provisions for hosting parties at pools, and a phone

recording of hours of operation.

4.4 Summary

This chapter was concerned with the results of the
study. The results of the group interviews were discussed
first. Following that the questionnaire results were
presented.

The main objective of the interviews was to :atermine
which service attributes were considered salient to the
evaluation of recreational swimming services by the
majority of service users. The following seven attributes
were identified: facility locaticia, facility cleanliness
and maintenance, staff attitude and competency, hours of
operation, variety of facilities, variety of things to do,
and admission cost. In the body of this chapter each of
these attributes was described in detail, and user
preferences with regard to each were discussed.

The questionnaires were used to analyze user
priorities regarding the attributes salient to service
evaluation. Their results indicate that subjects consider

the service attributes in the following order of priority:
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staff, facility cleanliness and maintenance, facility

location, times available, facilities and equipment and
admission price. Only two significant relationships were
found to exist between the user chziactaristic variables
listed in research questions 4 and 5 and user priorities.
The first of these was between gender and the importance
of staff; females considered staff to be more important
than males. The second was between frequency of service
use and the importance of location; those who used
services at least once a week considered location more
important than those who used services approximately once
per month.

Chi square tests were conducted to determine the
relationship between user characteristics and factors
associated with leisure preferences, barriers and behavior
patterns which were discussed in the literature review.
Significant relationships were found to exist between age
and frequency of service use, and between family life
cycle stage and both social grouping and frequency of
service use. Frequency of service use declined with age up
to the age of 40; it then increased again. Those with
children swam less frequently than others, and when they
did swim they were more likely to swim with children.

The survey included a gquestion asking subjects to
list any attributes which they would consider in service
evaluation in addition to those listed in the

questionnaire service alternatives. Very few additional
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attributes were identified, and almost all of these had

been discussed in the interviews.
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5. DISCUSSION, CONCLUSIONS AND IMPLICATIONS.

5.1 Introduction

The final chapter of this thesis is concerned with
the conclusions and implications arising from the study.
The chapter commences with a review of the study. After
this possible limitations of the methodology are
discussed. The next section is concerned with how the
results relate to the findings of previous research, as
summarized in Chapter 2. Following this, conclusions are
drawn, the implications are discussed, and recommendations

are made.

5.2 Review of the Study

5.2.1 Objectives

The study had two main objectives. The first of these
was to determine the preferences and priorities of adult
users of recreational swimming services regarding the
attributes of such services. The second objective was to
determine whether user preferences were related to either
user sociodemographic characteristics or patterns of
service use.

Three research questions were posed with regard to
the first objective. These were:
1. Which attributes did adult users of the City of
Edmonton recreational swimming services consider salient

in evaluating recreational swimming services?



2. What preferences did users have with respect to the
attributes which were most frequently considered salient
in service evaluation?

3. What priorities did users have regarding the attributes
most frequently considered salient in service evaluation?
Two additional questions were concerned with the

second objective. These were:

4. Was there a significant relationship between user
priorities and user gender, age, family life cycle stage,
income, education, or occupation?

5. Was there a significant relationship between user
priorities and the type of social group in which consumers
used the services, the means of transport consumers used
to access services, the frequency of service use, or the

particular city pool which consumers used?

5.2.2 Methodoleay

Two data collection methods were used in the study.
These were group interviews and questionnaires.

The exploratory research phase was conducted by means
of group interviews. Interview data were used to address
research questions 1 and 2. The group interview
transcripts were analyzed according to qualitative data
analysis procedures outliined in Lincoln and Guba (1985);
these were described in Chapter 3. Subjects' written
responses were consolidated into a fregquency table and a

report.
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Questionnaires were used to gather data to answer
questions 3 to 5. The surveys included questions regarding
the sociodemographic and service use characteristics of
respondents. They also had a question which gathered data
to be used for conjoint analysis, in order to determine
subjects' priorities with regard to service attributes.
The conjoint analysis data were analyzed according to
procedures outlined in Chapter 3. These procedures yielded
utility scores and attribute importance scores. Analysis
of variance tests were then conducted, in order to
determine whether significant relationships existed
between subjects' attribute importance scores and the
sociodemographic or service use characteristics. Chi
square tests were also done, in order analyze
relationships between subjects' sociodemographic and

service use characteristics.

5.2.3 Results

According to the interview results, the following
service attributes were most frequently considered salient
in evaluating recreational swimming services: facility
location, facility cleanliness and maintenance, staff
attitude and competency, hours of operation, variety of
facilities, variety of things to do, and cost of
admission.

Users preferred facilities to be located as close to

home as possible, and to take as little time as possible
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to reach. The subjects indicated that they wanted

facilities to be clean and well maintained. Desired
characteristics in pool staff were friendly, helpful
attitudes and competency. Subjects wanted services to be
available at a variety of times convenient to the majority
of service users, they also indicated that each time
period should be of at least two hours' duration. The
interview participants expressed the desire for a variety
of facilities and amenities at pools. These included:
diving boards, roped off lanes, shallow water suitable for
young children, saunas, whirlpools, hot tubs, and steam
rooms. Further to this, they stressed the importance of
having a variety of things for pool users to do. A variety
of facilities and amenities, pool toys and equipment, and
management policies encouraging varied activity were all
considered important in enhancing this. Admission price
was the last attribute which was considered salient to
service evaluation by the majority. All other things being
equal, low admission prices were preferred.

The conjoint analysis results indicated that the
attributes were considered in the following order of
priority: staff, facility cleanliness and maintenance,
facility location, times available, facilities and
equipment, and admission price. Staff attitude and
competency were of greatest concern to service users;
facility cleanliness and maintenance were second, and so

on.



Only two significant relationships were found to

exist between the user characteristic variables, listed in
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research questions 4 and 5, and user priorities. The first

of these was between gender and the importance of staff;
females considered staff to be more important than did
males. The second was between frequency of service use and
the importance of location; facility location was more
important to those who used the services at least once per
week than to those who used them at least once per month.
Three significant relationships between the user
characteristic variables were found. The first of these
was between age and frequency of service use. Frequency of
service use decreased with age until middle age, it then
increased. The next significant relationship was between
family life cycle stage and frequency of service use.
Those in the young- and middle-aged-married-with-children
groups swam less than others. The third relationship was
between family life cycle stage and social grouping for
service use; those with children swam with children more

frequently than others.
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5.3 Limitations

Before the results of the study are discussed, or
conclusions concerning these are drawn, the possible
limitations of the study must be addressed. Possible
weaknesses in the methodology are outlined in the
following paragraphs.

One possible weakness in the manner in which the
group interviews were conducted was that all of the
interview subjects were users of one pool, Bonnie Doon.
The interviews were conducted in one location in order to
lessen the amount of work involved in administration, and
to minimize inconvenience to City of Edmonton recreational
service users, staff and management. It is possible that
the opinions of users of other city pools may have
differed from those of Bonnie Doon patrons. In this case
collecting all of the interview data at Bonnie Doon could
have limited the results. The aforementioned problem seems
unlikely for two reasons. The first is that many of the
interview subjects indicated that they used several city
pools. The second is that the services offered at each
pool are very similar. Nevertheless, this possible
limitation must be considered in interpreting the results
of the study.

The next possible areas of weakness in the
methodology are concerned with the design of the conjoint
analysis question in the questionnaire. The order in which

attributes were listed may have affected the degree to



which they were considered in service evaluation. Green
and Srinivasan (1378, p.3) cited a study by Acito (1977)
in which attribute order was found to influence the
results of a conjoint analysis study. Similarly, the
format of each service alternative, in terms of which
attribute levels were grouped together, may have affected
the results. These problems could have been addressed by
distributing several different versions of the
questionnaire; however, this would have complicated
questionnaire administration. The number of attribute
levels included in product or service alternatives, and
the magnitude of difference between levels, can also
affect the results of conjoint analysis studies (Cattin

and Wittink, 1982, p.51). Furthermore, the use of

objective descriptions of attribute levels, such as "above

average cleanliness", may have been a weakness. Each
subject's interpretation of these descriptions would have
been unique; thus, generalizations would be less valid
than with attributes which were described objectively.
Objective descriptions were used where possible; however,
subjective descriptions were used when it would have been
difficult to write concisely in objective terms.

The reliability of the questionnaire is another

concern. The results of the first tests were indicative of

very low reliability. Those of the second tests were

better; however, their correlation coefficients were still

lower those reported in the literature. McCullough and
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Best (1979) cited several studies of the reliability of
conjoint analysis questionnaires with median correlation
coefficients of above 0.90. The first tests conducted in
this study may have been inaccurate due to the small
sample sizes, or due to the fact that the subjects were
students who were not sufficiently committed to the study
to give serious consideration to the manner in which they
ranked service alternatives. Nevertheless, it appears that
the reliability of the questionnaire was lower than
desirable. One likely explanation for this is that the
magnitude of differences between attribute levels was
insufficient; if subjects perceived little difference
between service alternatives they would have had
difficulty in evaluating them consistently.

Two aspects of the data analysis methodology may be
considered to be weaknesses of the study. The first is the
use of importance scores for the analysis of variance
tests. An attribute can have a high importance score for
two reasons. The first is that consumers would readily
make compromises to have this attribute at the desired
level. The second is that service users would readily
compromise on this attribute in order to have other
attributes at desired levels (see section 4.3.3 for
further details). The meaning behind attribute importance
scores could not be considered in the comparison of scores
in this study. For example, if males and females had the

same importance score for facilities and equipment it

128



129

would be concluded that there was no difference in
priority regarding this attribute according to gender;
however, males may have had a high importance score
because facilities and equipment were a high priority,
while females had the same score because it was a very low
priority.

Using analysis of variance tests, to determine
whether user sociodemographic or service use
characteristics were related to consumer priorities, could
also have been a limitation. This method involved doing
numerous tests, a total of 60, and in each case there was
a 5% chance of getting a significant result due to chance
alone. If a multivariate technique, such as multiple
discriminant analysis, had been used fewer tests could
have been conducted and the likelihood of getting
significant findings when relationships between variables
did not exist would have been lower. In this study very
few significant relationships were found, so the use of
analysis of variance does not appear to have been a big
problem. Nevertheless, the possibility remains that some
of the relationships which were found to be significant

may have been due to chance alone.
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5.4 Discussion

5.4.1 Evaluative Criteria

Salient Attributes

The results of the study pertaining to which
attributes consumers considered in service evaluation are
consistent with the literature.

Parsuraman et al. (1984, 1986) indicated that most
services are evaluated on five dimensions: tangibles,
reliability, responsiveness, assurance. and empathy. Each
of these were described in Chapter 2.

Most of the attributes considered salient to service
evaluation in this study fall under one or more of
Parsuraman et al.'s dimensions. For example, variety of
facilities, and facility cleanliness and maintenance are
tangibles; staff attitude and competency are aspects of
assurance; and, variety of things to do and times
available relate t> empathy. Neither price nor location
were mentioned specifically by Parsuraman et al.; however,
it seems that price would be a tangible, and location
could be classified under tangibles or empathy.

The salient attributes in this study were not closely
related to either the reliability or the responsiveness
service dimensions; however, aspects of each of these
dimensions were discussed during the group interviews.
Consistent scheduling was discussed by the pool managers:

this is a factor in reliability. Responsiveness was one
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aspect of staff attitude and competency which the service
users talked about.

McKay and Crompton (1988) developed a list of
recreation service specifications based on the work of
Parsuraman et al (1984, 1986). The results of this study
are related to these service specifications in a similar
manner to those of Parsuraman et al. One addition is that
McKay and Crompton did mention location specifically,
under the empathy dimension.

Stankey and McCool (1984) suggested that consumers
consider the setting, social attributes, and service
management in evaluating recreation services. All of the
attributes discussed in the interviews fall into these
categories; however, social attributes were not considered
salient to service evaluation by the majority.

The following service attributes were included in the
City of Edmonton Pool Users' Survey (1985): staff
friendliness and helpfulness, staff skill and knowledge,
facility cleanliness, convenience of hours of operation,
and admission cost. All of these attributes were
identified as being salient to service evaluation in this
study; however, this study also found that location,
variety of facilities and variety of things to do were
considered.

City of Calgary (1985, 1986) questionnaires included
the following: staff attitude and helpfulness, safety and

supervision, activities offered, atmosphere and



aesthetics, amount of space per person, facility
cleanliness, maintenance in the pool area, quality of
water, water temperature, access and parking, hours of
operation, and value for money. Variety of facilities and
location are not mentioned specifically in this instance,

though the former is related to variety of activities

offered, and access and parking are aspects of the latter.

All of the other items in the the City of Calgary
questionnaires were discussed in the interviews in this
study, though some had to be omitted from the
guestionnaire because they were not considered salient to

evaluation by the majority of subjects.

Preferences Regarding Attributes

For the most part, the findings of this study
regarding user preferences about the salient attributes
are in accordance with what would be expected from the
literature. The only discrepancies which emerged related
to the degree of detail in which desired characteristics
were described. For example, the literature describes
desired qualities in staff members in greater detail than

did interview participants in this study.

Priorities
In this study service users were found to consider
swimming service attributes in the following order of

priority: staff attitude and competency, facility
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cleanliness and maintenance, facility location, times
available, facilities and equipment, and admission price.

User priorities were only given detailed attention by
two of the sources in the literature review: Parsuramar et
al. (1986) and McKay and Crompton (1988). Parsuraman et
al. indicated that service users normally consider their
service dimensions in the following order of priority:
reliability, assurance, tangibles, responsiveness, empathy
(1986, p.23). McKay and Crompton (1988) found that the
order of importance for consumers of services such as
recreational swimming was: assurance, reliability,
responsiveness, tangibles, empathy.

The only aspect of the results of this study which
was in accordance with the literature on prisrities was
that staff attitude and competency, part of assurance,
were a high priority to service users. The order of
priority of the other attributes in this study was in no
way related to the findings of Parsuraman et al (1984,
1986) or MacKay and Crompton (1988). Furthermore, none of
the attributes salient to service evaluation in this study
were related to Parsuraman et al's reliability and

responsiveness dimensions.

5.4.2 User Characteristics and Priorities

User priorities were found to be unrelated to the
wmajority of the user characteristic variables listed in

questions 4 and 5. Only two significant relationships were
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found. The first was that staff were more important to
females than to males. The second was that location was
more important to subjects who used the services at least
once per week than to those in the at-least-once-per-month
group.
The overall lack of significant relationships between user
characteristics and user priorities in this study seems to
reflect the reality that most adult service users are very
similar in terms of their expectations about swimming
services. Very few differences in consumer priority were
apparent during the interviews, and differences in
preferences which existed were related to aspects of lower
p ior. iy attributes. For example, most of the subjects
cc.. uered facility location, cleanliness and maintenance,
and staff to be the top priorities; and they shared the
same preferences regarding these attributes. Differences
in preference were concerned with items of lower priority,
such as pool water temperature and the availability of
toys for children. These differences would have been too
subtle to be reflected in the results of this study. The
service configurations for the conjoint analysis question
were too general to detect minor differences in
preferences of this type.

A significant relationship between gender and the
importance of staff would not be expected according to the
literature. The relationship between frequency of service

use and the importance of location seems logical:; those
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who use services frequently would be more concerned with

having services convenient’ 1located than others. However,
the results of the analy:s variance test in this
instance do not indicate that there is a consistent trend
between frequency of service use and the importance of
location. Subjects who used the services several times a
week had a lower mean importance score for location than

those in the at-least-once-per-week group.

5.4.3 Additional Tests

Many of the results of the chi square tests were in
accordance with what would be expected from the
literature. In a few cases the results differed, but there
were explanations for most of the discrepancies.

The three significant relationships which were found
were between family life cycle and social grouping for
service use, family life cycle and fraquency of service
use, and age and frequency of service use. The finding
that individuals with children swam with children more
frequently than others was to be expected. The fact that
frequency of service use declined for those in the young-
and middle- aged-with-children life cycle groups was also
in accordance with the literature. Those with young
children have less discretionary time and income for
recreation than others, and they often spend leisure time
at home. In this study frequency of service use declined

until middle age and then increased; generally sports



participation decreases as individuals age. It appears
that decreased participation associated with having
children was a factor in the results in this instance.
In this study there was no significant relationship
between gender and frequency of swimming with children;
however, the normal trend, that females participate with
children more than males, did exist. No relationship
between gender and income was found; however, this is
understandable, since average household incomes were used.
Lastly, income was found to be related to frequency of
service use at the 0.06 level of significance. Normally,
recreation participation increases with income. In this
instance frequency of service use increased until the

middle income ranges and then decreased. This is the

pattern that would be expected in a public facility, since

those in the upper income brackets would have access to

health clubs and private pools.

5.5 Conclusions
The following conclusions can be drawn regarding the
results of the study:
1. The results provide an accurate profile of the
subjects' preferences and priorities regarding

recreational swimming services. Generalizations about the

applicability of the findings to other populations must be

made with caution, since the subjects were a

nonprobability sample and not selected to represent a
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larger population. Nevertheless, it is believed that the

the preferences and priorities of participants would be
generally similar to those of users of swimming services
in general.

2. The existing literature on consumer service priorities,
does not accurately describe the structure of consumer
priorities regarding recreational swimming services (see
section 5.4.2 for further discussion).

3. Consumer priorities regarding recreational swimming
services are not closely related to either consumer
sociodemographic characteristics or consumer service use
characteristics.

4. Conjoint analysis is valuable research technique for
assessing consumer priorities, and is very appropriate for
use in marketing studies in recreation and leisure.
Limitations of the technique were discussed in section
5.3. These must be considered in using conjoint analysis,
and steps should be taken to overcome them whenever
possible. Nevertheless, conjoint analysis is better than
most of the available options for assessing priorities; it
is far superior to the importance-performance type
questionnaires which currently receive popular use in

recreation (see section 5.6.1).



5.6 Implications and Recommendations
5.6.1 Theoretical

Existing theory appears to be strong regarding which
attributes consumers consider in service evaluation.
However, further study is required in order to more fully
understand consumer priorities. Research regarding how
priorities differ for different types of service would be
particularly valuable. Furthermore, service-quality-
measurement instruments, such as Parsuraman et al.'s
SERVQUAL (1984, 1986), could be adapted in order to take
consuiner priorities into acecount.

Parsuraman et al. contended that consumer priorities
for all classes of service were very similar. However, the
priorities of the subjects in this study did not
correspond to those established by Parsuraman et al.
Furthermore, it seems very unlikely that service
pricrities would be homogeneous given the wide variety of
types of services which exist.

Two sources of variation in the importance of service
attributes, or dimemsions, are likely. First, consunmer
priorities may differ in accordarice with the type of
service provided. For example, responsiveness is much more
likely to be of concern in evaluating servicas which
involve personalized service, such as tailoxing, than in
others, like recreational swimming. Second, consumer
expectaticns vary according to the norms which individuals

become accustomed to. Standards differ for different tvpes
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of service; this may cause variation in the types of

attrirutes which are considered salient tc¢ service
evaluation. Attributes relating to reliability are less
likely to be salient for services which are generally
considered to be r- _avle than for those which are
frequently unreliak. = .t is possible that reliability was
not considered salient to service evaluation in this study
because municipal services are consistently provided in a
reliable manner.

In its present state, SERVQUAL is unable to fully
assess consumer priorities. Service users are given a
scale of 1 to 7 and are asked to indicate the degree to
which they feel services of the type being evaluated
should possess a list of features. These scores are then
compared to scores regarding consumer perceptions about
the characteristics of a given service, in order to yield
an overall quality rating for that service. This
instrument is an example of an importance-performance
questionnaire. The weakness of this type of survey is that
respondents may indicate that all desirable features are
very important, thus they are unlikely to be able to
generate accurate data regarding priorities. In conjoint
analysis consumer priorities are assessed from data in
which subjects made trade-offs. SERVQUAL could be refined

by including a conjoint analysis question.
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$.6.2 Methodological

Continued use of conjoint analysis in recreation and
leisure studies is highly recommended. It is one of the
best methods presently available for analysis of consumer
priorities. There are several variations on the
methodology which was employed in this study which can be
used; each has its strengths and weaknesses.

Most conjoint analysis studies do not include
detailed comparisons of the priorities of different groups
of subiects, as this one did. This type of comparison is
useful in generating detailed marketing information about
potentially different market segments. However, the
comparison method used in this study may need refinement.

The problems associated with comparing attribute
importance scores were discussed earlier in this chapter.
An alternative method, which might be better for future
studies, would be to compare attribute utility scores.
Componential segmentation studies which adopted this
approach have been conducted in the past (Green and

DeSarbo, 1979).

5.6.3 Practical

It is hoped that the information generated in this
study will be useful to swimming pool managers. The data
could be used to develop operation guidelines in order to

enhance consumer service satisfaction.



Managers should be particularly aware of the high
priority which consumers placed on staff attitude and
competency. They should also note +he importance of
facility cleanliness and maintena~nce. Pool managers and
supervisors are able to influence each of the
aforementioned attributes on a daily basis. Considering
their irrsrtance to consumers, they should be treated as
very high priorities. Time and money should be spent on
training front line staff and ensuring that they maintain
positive attitudes on the jocb. Sufficient resources should
also be allocated in order to ensure that facility
cleanliness and maintenance are at at least average
levels.

Much of the other information generated in the study
could be useful in long term planning. For example,
consumer preferences regarding location and variety of
facilities could be considered in planning new facilities.
According to this study consumers prefer facilities to be
located close to home, and they place « relatively high
priority on this. Thus, catchment areas for pools should
be estimated to include consumers who 1live less than 30
minutes from the facility location. Facilities and
equipment were of a lower priority to subjects. This
indicates that it may be more cost effective to spend
money on satisfying consumer demand for services close to
home than on building a few large aquatic centres with

more elaborate facilities.

141



142
In this study very few difrzrences in the priorities

of service users of different types were found. Though few
differences may actually exist, it seems that additional
marketing research to explore this further would be
worthwhile. One approach would be to conduct a series of
group interviews with service users of varying
characteristics and then to compare the results. For
example, a comparison of interview data from a group of
senior citizens and that of a group of young mothers could

be made.

5.7 Summary

This chapter began with a review of the study. After
that, possible limitations in the methodology were
addressed. In the next section the results of the study
were compared with what would have been expected from the
literature. Finally, conclusions were drawn, and
implications and recommendations were discussed.

The results of the study were in accordance with the
literature regarding consumer preferences; however, there
were major discrepancies concerning priorities.
Apparently, further study is required in order to refine
existing theory about consumer service priorities.

Very few significant relationships were found to
exist between consumer priorities and either
sociodemographic or service use characteristics. It
appears that consumer expectations regarding recreational

swimming services are relatively homogeneous. More
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detailed study would be required to fully explore any

differences in the preferences and priorities of different
types of service users.

The chapter concluded with the implications and
recommendations arising from the study. Recommendations
were made regarding directions for future research on
consumer priorities. The writer concluded that continued
use of conjoint analysis in recreation and leisure studies
should be undertaken. She also discussed the practical

implications of the study for pool managers.
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Canada I'n(, 2HY E401 Van Vet Phyvsical Education and Recreation Centre
Telephone (403) 432-5171

sl
NP7

September, 1988.
Dear Recreation/fFamily Swimmer,

Thank you for volunteering to complete the survey on the
preferences of users of the City of Edmonton recreational

swimming services.

This study is part of a university master’s thesis.
Edmonton Parks and Recreation Department is in full support
of the project. It hopes to be able to use the results in
the planning and provision of public recreational swimming
services.

The success of the study is dependant on getting a high
response rate from service users. Therefore, your completion
and return of the survey to the pool cashier, prior to
October 8th, would be greatly appreciated.

Your responses wiil remain confidential. If you have any
concerns about the study you may contact Dr. L.L.Lanier,
Recreation and Leisure Studies, University of Alberta, at
432-5171 or Mr. Graham Deacon, Director of Marketing,
Edmonton Parks and Recreation Department, at 428-3647.

Upon return of the completed questionnaire you will
receive a FREE pass for one recreation swim as a token of

appreciation.

Thank you in advance for your participation, it is really
appreciated.

Yours Truly,

o, Yo Gradhivmn

L.L.Lanier, PHD. Diana Gallivan.
Thesis Supervisor Graduate Student.
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Please circle the appropriate answers *2 the muitiple choice questions, and fill in the blanks. The
shaded area is for office use only.

PART I.
Please tell us a bit about your use of the city's recreational swimming services.
1. A With whom do you usually attend recreation/family swim? (Circle one response)
a. Alone
b. With other adults
c. With children
d. With children and adults

If you circled ¢ or d above, please complete question 1.B, otherwise go on to question 2.

B. Please circle the ages/approximate ages of the children whom you usually swim with:
Baby 1 2 3 4 5 6 7 8 9 10N 12 Teenager

2. How do you usually get to the swimming pool? (Circle one response)

By foot

By bicycle

By bus/L.R.T.

By car/motorcycie

Other (please specify)

3. Please indicate how frequeritly you attend recreation or family swim in each of the time periods
given. (Circle cne frequency for each time period)

*roo®

A. Weekdays before 5 p.m.
Several times per week

b. At least once per week

c. At least once per month
d. Less than once per month
e. Practically never.

Lad

B. Weekdays after 5 p.m.
Several times per week

At least once per week

At least once per month
Less than once per month
Practically never.

C. Weekends

Several times per week

At least once per week

At least once per month
Less than once per month
Practically never.

eTQaOoo®

PO



PART Il

153

The main purpose of this survey is to determine your preferences about selected aspects of swimming
services. such as location and price, and to determine the refative imponance of each of these to you.

1 Nine dfferent descriptions of swimming pool services are given below. Please indicate your
order of preference for these from most preferred, 1, to ieast preferred. 3 (You may find it

easier 10 put services into high, medium and low preference groups first and then to rank them)

DESCRIPTIONS OF SWIMMING PQOL SERVICES

:oys

IiaL 0 faToTERS " MES RECREAT'ONAL ADMISSION FACILTY CLEANUNESS  Fa_iuTy STAFF
. SILPMENT SMMMING AVAILABLE  PRICE & MAINTENANCE LOCATION FRIENDLINESS.
MANNERS & * most gret
COMPETENCY | 5 .east orere-e
B 25m poo! * rout/Gay at $150 ABOVE 1.2 hour away BELOW
a convenient AVERAGE Dy bus Or car AVERAGE
me
2 25m ool Most of the ume $3.50 ASOVE 34 hear away ABOVE
sauna AVERAGE by bus or car AVERAGE
aﬁlllpool
0ys
< 25m pool Most of the hme $150 AVERAGE 15 minutes away BELOW
by bus or car AVERAGE
easily accessible Dy
bicyele & by toot
2 SOmM pooi. Jive tank | hour/day at $2 50 BELOW 15 minutes away AVERAGE
Daadiing pool a convenient AVERAGE Dy bus or car
whitipool, sauna ume easly accessible by
steamroom. side Bicycle & by foot
1908S. 10yS
£ S0mM pool dive tank 1 hour/day &t $2.50 ABOVE 4 hour away BELOW
padaling poot a convenient AVERAGE by bus or car AVERAGE
~Ni11DOO0! S3una time
steamroom, shde
'0pes. toys
s 25m pool | houriday at $1.50 AVERAGE 15 minutes away by ABOVE
& convenent bus of car I VERAGE
ume sasly sccesubie Dy
bicycis A Dy loot
3 25m pool Most of the time $150 BELOW 3/4 hour away AVERAGE
sduna AVERAGE Dy bus or car
whittpooi
oys
hl S0m 500!, dive tank 1 hour/day &t $3.50 AVERAGE 172 hour sway ABOVE
2ad0hing poot a convement by bus or car AVERAGE
whitlpool, sauna ime
steamroam. sude
10pes. toys
25m pool Most of the tme $2.50 BELOW 172 hour eway AVERAGE
sauns AVERAGE by but ¢ car.
whripoo!




in the previous question service location, facilities, equipment, cleanliness, maintenance, staff. 154
hours, and admission fees were considered. Is there anything else which is important to you in
evaluating recreational swimming services, such as recreation or family swim? It so, please

explain.

PART Il

Please tell us a bit about yourself. We will use this information to determine whether user preferences
are related to user characteristics.

1.

w

What is your sex?

a. Male
b. Female

What is your age? ___
What is your marital status?

a. Never married
b. Married and living with spouse/Common-law relationship
¢. Divorced/Separated
d. Widowed
A. Do you have children under 187
a. Yes
b. No

If your answer to question 4 was yes, please go to question 4.B., otherwise go on to question 5.

B. Which age categories do your children belong to? (Circle all correct responses)

a. Under 4 years old.
b. 4-12 years old.
c. 12-18 years old.

What is the highest level of education which you have completed? (Circle cne response)

a. Grade Nine or less

b. Some High School

c. Completed High School

d. Some College/Technical Training/University
e. College/Technical Graduate

f. University Graduate

g. Post-Graduate Studies



If your answer to question 6 was a or b, please go to question 6.B. and 6.C., otherwise go to

o©~ocaogn

What is your employment status? (Circle the one category which applies most to you)

Employed full tinis
Employed part-time
Unemployed

Retired

Student

Keeping house

Other (please specify)

question 7.

B.

What is your occupation? (please describe your work)

~Te ~paogow

Which category does vour occupation belong to?

Semi-skilled/Unskilled Manual

Farmer

Skiiied Crafts and Trades
Clerical/Sales/Service

Middle Management/Supervisor/Forernan
Technician

Semi-Professional

High Level Management

Protessional

7. What is your approximate annual household income?

Q@ eaogoe

Less than $20.000

$20,000 to $29,999
$30,000 to $39,999
$40,000 to $49,999
$50,000 to $59,999
$60,000 to $69,999
$70,000 and over

8. How many aduits and children are in your household income unit?
Total Number of Adults: _ Total Number of Children:

THANK YOU VERY MUCH.

Please return the questionnaire to the pool cashier by October 8th, you will be given your free swim

pass then.

155
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APPENDIX 2.
Coefficient of Equivalence Test.



PART B.

The main purpose of this survey is to determine your preferences about selected attributes of swimming 157
services. such as location and price. and to determine the relative importance of each of these to you.
1. Nine different descriptions of swimming pool services are given below. Please indicate your
order of preference for these from maost preferred. 1. to least preferred. 9. (This is a fairly
difficult task, you may find it easier to put services into high, medium and low preference groups
first and then to rank them).
DESCRIPTIONS OF SWIMMING POOL SERVICES
SERVICE FACILITIES & TIMES PECREATIONAL ADMISSION FACILITY CLEANLINESS FACILITY STAFE YCOULR JRIER
[ EQUIPMENT SWIMMING AVAILABLE PRICE & MAINTENANCE LOCATION FRIENDLINESS | OF P8t ENCE
MANNERS & ' most oretered 9
COMPETENCY | 9 teast oreterrec
25m pool 1 hourrday st $150 ABOVE 1/2 hour away BELOW
a convenient AVERAGE by bus or car AVERAGE
time for you
25m pool 1 nouriday & 5250 BELOW 112 hour away ABOVE
a cnvenient AVERAGE by bus or car AVERAGE
ume for you.
25m pool Moast of the time $150 AVERAGE 15 minutes away BELOW
by bus or car AVERAGE
easily accessible by
bicycle & by toot
25m pool, dive tank | hour/day at $2.50 BELOW 15 minutes away AVERAGE
paddling pool a convenient AVERAGE by bus of car
whiripocl, sauna time for you easily accessibie by
steamroom, slide bicycle & by foot
ropes, t0ys
25m pool, dive tank 1 hour/day at %2.50 ABOVE 3/4 hour away BELOW
paddling peol a convenient AVERAGE by bus or car AVERAGE
whirlpool. ssuna time for you
steamroom, slide
ropes, toys
6. 25m pool | hour/day at $1.50 AVERAGE 15 minutes eway by ABOVE
a convenient bus or car AVERAGE
tme for you easily tocesaible by
bicycis & by foot
25m pool Most of the time $1.50 BELOW 3/4 hour away AVERAGE
sauna AVERAGE by bus or car
whirlpool
toys
25m pool. dive tank 1 hour/day at 3$3.50 AVERAGE 1/2 hour away BELOW
paddiing pool a convenient by bus or cas AVERAGE
whirtpool, sauna tme for you.
steamroom, slide
ropes, loys
25m pool Mast of the time $3.50 BELOW 1/2 hour away BELOW
sauna AVERAGE by bus oOr car. AVERAGE
whiripool

toys
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APPENDIX 3.
Coefficient of Stability of the Questionnaire.
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Appendix 3. Coefficient of Stewvility of the Questionnaire:

- . S - - — — - e

Results, Test 1.
Attribute Level
Facilities 1
and 2
Equipment 3
Times 1
Available 2
Admission 1
Price 2

3
Cleanliness 1
and 2
Maintenance 3
Facility 1
Location 2

3
Staff 1

2

3
N = 10

Pearson's
Coefficient

0.56
0.61
0.58

0.59
0.95
0.41

0.63
0.20
0.88

0.61
0.51
0.42

Significance

0.09
0.06
0.08

0.07
0.00
0.23

6.05
0.57
0.00

0.06
0.13
0.23

*

*

* Significant at 0.05 level of probability.
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APPENDIX 4.
Coefficient >f Stability of the Questionnaire:
' 2sults, Test 2.



Appendix 4. Coefficient of Stability of the Questionnaire:
Results, Test 2.

e n e 4O S AR G T A e S T S e e L - — — - — - = D WE . D e — - ——— —— e - A} S — - - = — S = - -

Attribute Level Pearson's Significance
Coefficient
Facilities 1 0.70 0.00%
and 2 0.54 0.17
Equipment 3 0.62 0.00%*
Times 1 0.35 0.14
Available 2 0.41 0.08
Admission 1 0.69 0.00%*
Price 2 0.49 0.04%*
3 0.60 0.01%*
Cleanliness 1 0.75 0.00%*
and 2 0.76 0.00%*
Maintenance 3 0.81 0.00*
Facility 1 0.77 C.00*
Location 2 0.47 0.04%
3 0.75 0.00¢
Staff 1 0.77 0.00%*
2 0.75 0.00%*
3 0.74 0.00%
N = 19

* Significant at 0.05 level of probability.
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APPENDIX 5.
Coefficient of Equivalence of the Questionnaire:
Results, Test 1.
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Appendix 5. Coefficient of Equivalence of the Questionnaire:
Results, Test 1.

. A - N G . —— - —— — — A —— i = St P = mr Gve Tam = = S T T " - = S = - - —

Attribute Level Pearson's Significance
Coefficient

e n o  —— — — — W ——— . - — — - — T — — - —— ——— — - — = = = s T = A e W - -

Facilities 1 0.10 0.78
and 2 - 0.43 0.22
Equipment 3 0.37 0.29
Times 1 0.59 0.07
Available 2 0.05 0.89
Admission 1 0.56 0.09
Price 2 - 0.10 0.78
3 0.30 0.39
Cleanliness 1 0.3¢ 0.27
and 2 0.31 0.39
Maintenance 3 0.32 0.37
Facility 1 0.37 0.29
Location 2 - 0.01 0.97
3 0.63 0.0 *
Staff 1 - 0.26 0.46
2 0.04 0.92
3 0.39 0.27
N = 10

* Significant at the 0.05 level of probability.
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APPENDIX 6.
Coefficient of Equivalence of the Questionnaire:
Results, Test 2.
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Appendix 6. Coefficient of Equivalence of the Questionnaire:
Results, Test 2.

A e e e e e e S T S0 G S M S — A A - A - e S WA S A . ——— - e S -t o — -

Attribute Level Pearson's Significance
Coefficient
Facilities 1 0.28 0.25
and 2 0.49 0.03%
Equipment 3 0.51 0.02*
Times 1 0.25 0.30
Available 2 0.66 C.00%*
Admission 1 ~-0.66 0.00%*
Price 2 ~-0.13 0.58
3 0.11 0.65
Cleanliness 1 0.63 0.00%*
and 2 0.56 0.01*
Mainte:iance 3 0.72 0.00%*
Facility 1 0.89 0.00%*
Location 2 0.42 0.07
3 0.34 0.15
Staff 1 .45 0.05%*
2 0.74 0.00%*
3 0.42 0.07
N = 20

* Significant at the 0.05 level of probability.



