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Abstract: Public recreation hubs play an important role in enhancing physical activities, social
contacts, and the health status of a community. The quality of the experience in such a setting
influences user satisfaction and dedication; however, there are limited studies that can adapt
well-advanced conceptual frameworks to capture unique characteristics of the public recreation
feature. This study investigates user expectations and perceptions of service quality within
public recreation hubs in Gauteng Province, South Africa. Data collection was obtained
through a cross-section of 385 respondents using a SERVQUAL instrument from 22
recreational hubs. Various statistical analyses were performed, of which the EFA produced a
nine-factor solution and not the customary five SERVQUAL dimensions. Important findings
include the emergence of an intersection of the constructs of empathy and assurance, thereby
suggesting that the dimensions are perceived as connected in the context of relational services.
In addition, program quality and community engagement came out as two other important
dimensions, representing the expectation for pluralism in provision, or inclusiveness and
participation. Demographic differences were significant, gender differences existed in the
perception of tangibles and reliability. It provides useful recommendations for managers of
recreational hubs and policymakers. It could improve tangible factors with standard
maintenance activities, improved infrastructure, and coordinated operational routines that
improve its reliability. Targeted training among the staff for empathy and reassurance, and
programming targeted to meet demographic needs, can be helpful in serving the various needs.
Community building strategies, such as participatory planning and outreach programs, help
make the people who feel included in them and loyal to facilities stay. It will not only help in
offering better service delivery but also ensure that facilities within such public recreation hubs
last long. This work contributes to service quality theory because it applies the SERVQUAL
framework in a community-based recreational environment and shows its practical benefit in
service delivery improvement of public services. Further work should adopt longitudinal
methods and multi-regional analyses in the development and refinement of such findings to
enhance generalisability across settings. Results have important implications for the
development of user-focused, sustainable public recreation services compatible with changing
community needs.
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1. Introduction

Recreation hubs are pivotal in promoting physical activity, fostering social
interactions, and enhancing overall well-being (Larissa and Davies, 2016; Peter et al.,
2022). Despite their importance, the growing popularity of recreation hubs introduces
a critical challenge ensuring the consistent delivery of high-quality services to meet
diverse user expectations and achieve higher satisfaction levels (Adil et al., 2014; Akil
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and Ungan, 2022). While the provision of recreation programs is widely
acknowledged as essential for human development and societal engagement (Nichlos,
2007), studies often focus on generalized frameworks of service quality without fully
addressing the unique demands of public recreation hubs in different cultural and
regional contexts.

In Gauteng Province, South Africa, public recreation hubs face unique challenges
in delivering high-quality services (Chakwizira et al., 2018). The region’s socio-
economic diversity, rapid urbanization, and resource constraints require tailored
approaches to service delivery (Katumba and Everatt, 2021). Users of these hubs come
from various demographic backgrounds, each with distinct needs and expectations,
making it difficult to apply generalized service quality frameworks effectively
(Komossa et al., 2019; Lee et al., 2019; Powers et al., 2020). Despite their importance,
studies on service quality in recreation hubs in Gauteng are limited, leaving a critical
gap in understanding how to align service offerings with user priorities in this context
(Bikam and Chakwizira, 2021).

Globally, service quality in public spaces is increasingly recognized as a
determinant of user satisfaction and loyalty (Borda Luna, 2021). Models such as
SERVQUAL have been widely applied in various industries to measure dimensions
of service quality, including tangibles, reliability, responsiveness, assurance, and
empathy (AlOmari, 2020; Mathong et al., 2020; Parasuraman et al., 1988; Salleh et
al., 2019). However, these models have seen limited adaptation to public recreation
hubs, particularly in rapidly urbanizing regions like South Africa (Luke and Heyns,
2020; Menezes et al., 2020). Studies specific to such contexts are scarce, leaving a gap
in understanding how service quality perceptions vary based on cultural, socio-
economic, and demographic factors (Liu et al., 2022). Additionally, public recreation
hubs face unique challenges, including resource constraints and diverse user needs,
which are often overlooked in global service quality frameworks (Li et al., 2009;
Yeshitela, 2020).

This study bridges this gap by investigating users’ expectations and experiences
regarding service quality at public recreation hubs in Gauteng Province, South Africa.
By contextualizing the SERVQUAL framework to a community-based recreational
setting, this research highlights the interplay of global service quality dimensions with
localized socio-cultural realities.

Through this focus, the study not only contributes to understanding the
determinants of service quality in the Gauteng recreation sector but also informs global
discussions on how public service delivery models can adapt to diverse community
needs. By aligning theoretical insights with practical implications, this research offers
a valuable framework for policymakers and managers striving to enhance the
sustainability and user satisfaction of public recreational facilities.

2. Literature review

2.1. Advancements in the SERVQUAL framework

The SERVQUAL model, originally developed by Parasuraman et al. (1988),
remains a cornerstone for measuring service quality across various industries (Amenta
et al., 2020; Chatzidimou et al., 2023; Kumar and Hundal, 2019; Kansara, 2019;
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Talavera, 2020). Recent adaptations have emphasized integrating additional
dimensions and methodologies to enhance its applicability in specific contexts. For
example, Menezes et al. (2020) proposed an adaptation of the SERVQUAL model for
event evaluation, incorporating environmental sustainability as an additional
dimension. This innovation aligns with growing concerns over social and ecological
responsibility in service delivery. The study underscores the potential for customized
SERVQUAL applications to address unique service domains, such as public recreation
hubs, where sustainability and community engagement are critical considerations
(Menezes et al., 2020). Similarly, Tumsekcali et al. (2021) introduced a novel
“Pandemic SERVQUAL 4.0” model tailored for evaluating public transport systems
during the COVID-19 pandemic. This adaptation integrates criteria related to Industry
4.0 and pandemic-era challenges, emphasizing flexibility and resilience. Such
enhancements demonstrate how SERVQUAL can be adjusted to reflect evolving
societal and technological demands (Tumsekcali et al., 2021).

Empirical studies applying SERVQUAL in public recreation settings reveal
insights into user expectations and service quality gaps. For instance, Hughes and
Paveglio (2019) investigated off-road vehicle recreation in public lands, emphasizing
the importance of balancing environmental preservation with user satisfaction. Their
findings highlight the significance of responsiveness and reliability in managing
public recreation services to meet diverse user needs (Hughes and Paveglio, 2019). In
urban contexts, Afroj et al. (2021) applied SERVQUAL to assess municipal services
in Dhaka, Bangladesh. The study revealed moderate satisfaction levels, with tangibles
and reliability identified as critical dimensions. The research emphasized the need for
participatory management and resource optimization, which are directly relevant to
the challenges faced by Gauteng’s recreation hubs (Afroj et al., 2021).

The relationship between service quality and user satisfaction has been
extensively documented in recent years. Altuntas and Kansu (2019) demonstrated how
an integrated approach combining SERVQUAL, Quality Function Deployment
(QFD), and Failure Modes and Effects Analysis (FMEA) can effectively identify
service deficiencies and improve user satisfaction. Their case study in a Turkish
hospital underscores the applicability of similar integrated methodologies to public
recreation hubs (Altuntas and Kansu, 2019). In a global context, Lee and Seong (2020)
applied SERVQUAL in higher education to identify gaps in service delivery and
develop actionable improvements. The findings revealed that responsiveness and
empathy significantly enhance user loyalty, insights that resonate with the
expectations of recreation hub users in Gauteng (Lee and Seong, 2020).

2.2. Gap model framework

The Gap Model of Service Quality, envisioned by Parasuraman, Zeithaml, and
Berry back in 1985, is still basic in analysing the gaps which exist between customer
expectations and their perceptions about service delivery. According to Khan (2021),
this model defined five critical gaps which may distinctly lower the service quality:
knowledge gap, policy gap, delivery gap, communication gap, and perception gap.
Basically, the model distinguishes between expected service-defined as what
consumers expect based on individual needs, past experiences, and word-of-mouth
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advertising-and perceived service, which is their actual experience. Five significant
gaps are identified. Gap 1, the knowledge gap, reflects a discrepancy between
customer expectations and management’s perception of those expectations. Gap 2, the
policy gap, occurs when the management fails to translate such expectations into
successful specifications for service quality. Gap 3: Delivery gap-when service is not
delivered as per laid standards. Gap 4: Communication gap-what is delivered is not
communicated from external communication. Gap 5: Perception gap-the difference
between what was perceived and what was expected is the direct influencer of
customer satisfaction. The model also illustrates interlinked gaps in marketing,
employee performance, and internal processes. The following comprehensive
framework is necessary in helping organizations such as public recreational facilities
systematically identify and correct service quality issues in order to ensure that the
customers’ expectations always match the delivery of the services (Parasuraman et al.,
1985).

Other recent works have also updated and refined the Gap Model, incorporating
into its contemporary service contexts and thereby making it relevant to contemporary
dynamic and customer-driven industries. For example, Khan et al. (2021) employed
the Gap Model to investigate service quality within the healthcare sector,
demonstrating that discrepancies in communication and delivery substantially
influence patient satisfaction. The findings cast a glimpse into the importance of the
model to varied fields besides being able to identify certain domains on which
potential services can be improved. Such gaps, handled systematically, enable the
organizations to work toward better customer experiences that contribute to loyalty in
competitive settings. Recent studies also indicate the need to adapt the Gap Model to
the context of any given service, with continuously changing customer expectations
and the development of technology. Ram Tez et al. (2022) have applied the model in
the context of digital service platforms and affirm that there are several gaps, including
what is called the technology-performance gap, with more than five dimensions. The
modification thus made reflects the rising complexity in assessing service quality in
the digital times, where speed and personalization are everything. In a similar vein,
Zhang et al. (2021) researched the model within public recreation services. This also
brought forth some of the main difficulties that have to be faced in the quest to satisfy
diversified expectations: knowledge and communication gaps. Such insights bring out
the continuing relevance and elasticity of the Gap Model and justify its continued
adoption as a diagnostic and strategic tool in service quality improvement for
traditional and emerging sectors.

2.3. The SERVQUAL model

The SERVQUAL model, developed by Parasuraman et al. (1988), is a conceptual
model that attempts to define and measure service quality across various sectors. This
conceptual model rests on five underlying dimensions: tangibles, reliability,
responsiveness, assurance, and empathy. The tangible aspect involves physical
evidence, equipment, and the appearance of the personnel, and collectively they
provide a visible cue to the customer regarding service quality. Reliability denotes the
ability of the service provider to perform the promised services dependably and
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accurately. Responsiveness concerns the propensity and preparedness of staff to render
timely assistance to users. Assurance involves knowledge, courtesy, and the capability
of the staff to inspire trust and confidence among the users. Finally, empathy refers to
the level of personalized attention and care towards the users.

The choice of the SERVQUAL model is based on the strength and
comprehensive validations of this model across many service sectors. Its structured
approach helps in systematically identifying gaps in the quality of the service provided
and has proven to be particularly helpful in identifying users’ expectations and
perceptions. Despite its widespread use, the SERVQUAL framework has received
limited adaptation for public recreation hubs, especially in regions like South Africa,
where unique socio-economic and cultural conditions influence service expectations
(Govender and Msiza, 2021; Hassan and Alam, 2022; Mhlongo and Thwala, 2020).
The relevance of SERVQUAL in this context is based on its ability to determine the
tangible and intangible dimensions of service provision, thus allowing a
comprehensive view of operational effectiveness and customer-oriented care (Alzaydi
et al. 2018; Ladhari, 2009; Seth et al., 2005).

Nevertheless, the very need to adjust SERVQUAL with a view to capturing issues
peculiar to the sector, such as program diversity and community involvement, it would
be justified to broaden its dimensions to represent the context of public recreation
hubs.

3. Methods

3.1. Research design

The present study was undertaken as part of a quantitative, cross-sectional design
aimed at establishing users’ service quality expectations from recreation hubs. The
sample included 385 respondents selected from 22 formally established recreation
hubs spread across the five regions: Ekurhuleni, Johannesburg, Sedibeng, Tshwane,
and the West Rand, thus drawing respondents from most parts of Gauteng Province.

3.2. Population and sampling method

The study targeted a diverse group of recreation hub users, both males and
females aged 18 years and older, residing in the five regions of Gauteng Province:
Ekurhuleni, Johannesburg, Sedibeng, Tshwane, and West Rand. It should be noted
that the performance monitoring report of the Department of Sport, Arts, Culture and
Recreation (DSACR) reported around 90,073 active respondents (52,626 males and
42,447 females) in organized recreation events for the fiscal year of 2021/2022
(DSACR, 2022).

In this regard, the Slovin formula was used to estimate sample size, using a 5%
margin of error for a population estimated at 162,905 recreation hub users. While 399
was the required sample size, the actual number for which data was captured was 385.
The reduction in the sample size was due to some questionnaires being incomplete,
containing missing data, or being irretrievable; however, the final sample remained
statistically robust and aligned with the calculated target. In this study, therefore,
stratified random sampling was used to enhance representativeness, whereby strata are
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geographic regions-Ekurhuleni, Johannesburg, Sedibeng, Tshwane, and West Rand-
and recreation hubs in those regions, in total, 22. In this, appropriate proportional
allocation was considered in order to reflect every region’s sample size according to
its population share. Every hub employed a systematic random sampling methodology
across a large number of intercept locations, including facility entry points, where
every nth visitor was selected. Methods employed to reduce any bias included
randomization strategies, the manipulation of intercept locations in order to achieve
user capture from different user types, and pre-tests to check for operation according
to systematic sampling procedures.

The SERVQUAL framework has been adapted according to the unique
characteristics of the recreation hubs in Gauteng. These first items were generated in
the subject of recreation; for example, the item “The facility is clean and appealing”
was changed to “The recreational equipment is modern and well-maintained,” which
reflects the physical nature of recreational services. More items were added to gauge
the quality of the programs, including “The recreation programs are scheduled at
convenient times,” as well as items on community engagement, for example: “The
staff consider user suggestions to improve programs seriously.” This was in line with
support by previous studies on the context-specific applications of the SERVQUAL
approach for example, Menezes et al. (2020); Tumsekcali et al. (2021) that has called
for contextual relevance.

The pilot testing conducted with a cohort of 30 participants verified the clarity
and suitability of the modifications made, as evidenced by Cronbach’s alpha
coefficients surpassing 0.8, which signifies robust reliability. Psychometric
assessments, particularly exploratory factor analysis, affirmed the necessity of
incorporating additional items while maintaining the fundamental SERVQUAL
dimensions. This customized methodology guaranteed that the instrument effectively
represented the service quality expectations and experiences of users from Gauteng’s
varied recreation hubs, thereby strengthening the methodological rigor of the study.

Slovin’s formula was used to calculate the sample size of the respondents based
on the sample size (n), margin of error (e = 5%), and population size (N = 57,687).

N 162905

N = =
1+Ne?  14+162,905(0.5)2

= 399.

Using this sampling method, along with strict methodological frameworks from
the literature (Coleman, 2017; Reining, 2019), provided a solid foundation for
investigating the service quality expectations of recreation hub users across Gauteng
Province.

3.3. Research instruments and procedures

The primary tool for data collection in this study was a self-administered
guestionnaire consisting of closed-ended questions (Fink, 2019). The study utilized
the SERVQUAL instrument, originally conceptualized by Parasuraman et al. (1985),
renowned for its effectiveness in evaluating service quality across various industries.
The SERVQUAL instrument has been validated and exhibited strong psychometric
properties, including high reliability and validated across diverse service contexts
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(Cronin and Taylor, 1992). Specifically, Cronbach’s alpha values typically exceeded
0.7, indicating good internal consistency (Nunnally, 1978; Taber, 2018).

For this research, the SERVQUAL instrument was carefully adapted to align with
the specific context of recreation hubs in Gauteng Province. The psychometric
evaluation of the scales showed excellent internal consistency and construct reliability.
The alpha coefficients for each of the five dimensions were found to be 0.80,
surpassing the minimum acceptable value of 0.6, which indicates reliability (Bonett
and Wright, 2015; Hair et al., 1998; Malmaqvist et al., 2019). This result is consistent
with studies by Greenwell et al. (2002), Parasuraman et al. (1988), and Yong and
Pastore (2004), who also utilized SERVQUAL items to measure service quality. The
adaptations involved modifying the language and examples used in the questionnaire
to be more relevant to the recreational services offered at these hubs. Additionally,
certain items were tailored to reflect the unique aspects of recreation services, such as
the quality of recreational equipment and the scheduling of programs. These changes
ensured that the instrument accurately captured respondents’ expectations of service
quality in the context of Gauteng’s recreation hubs.

The questionnaire was structured into three distinct sections to systematically
capture a comprehensive profile of the respondents’ and their expectations:

Section A: Covers the demographic profile of the respondents, gathering data on
variables such as age, gender, race, language, education, and geographical region to
understand the background of the respondents.

Section B: Focused on service quality expectations, deploying 25 items to gauge
the respondents’ perception of service quality before their experience at the hubs.

Responses were quantified using a 4-point Likert scale, with options ranging
from ‘strongly disagree’ to ‘strongly agree.” The fact that a 4-point Likert scale has
been used in this study is intentionally and methodically contextual. The scale was
used in a way to rule out a middle or neutral response (Dolnicar, 2021). Thus, this may
finally force the respondents to take a stand on each of the statements. Another reason
is the need for simplicity and ease of understanding, given the diverse demographics
and educational backgrounds that characterize users of recreation hubs in Gauteng
(Winston, 2021). A 4-point scale reduces cognitive burden and limits possible
misclassifications compared to larger scales, like 5 or 7-point scales, due to better
quality of response.

Scale items were categorized into five key dimensions of SERVQUAL.:
assurance, empathy, reliability, responsiveness, and tangibles. The tangible part
involves the appearance of physical facilities, equipment, personnel, and
communication materials. Reliability is the ability of the organization to perform the
promised service dependably and accurately. Responsiveness is the willingness of the
organization to help customers and to ensure that the services are provided promptly.
Assurance is the word that refers to the employees’ competence, courtesy, and their
ability to inspire trust and confidence in the customers. Ultimately, empathy
underscores the organization’s dedication to providing tailored and thoughtful
attention to every customer, thereby guaranteeing that they perceive themselves as
valued and comprehended (Parasuraman et al., 1988). The researcher chose this scale
to force respondents to express a clear opinion on each statement, thereby preventing
neutral responses and improving the accuracy of the data.
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3.4. Data analysis

The analysis of data commenced with the capture of the responses in Microsoft
Excel for preliminary precoding and later exporting them, for further processing, into
IBM SPSS Statistics software. These descriptive statistics summarized demographic
and behavioral characteristics for the participants and thus allowed the development
of a unique profile of users of the recreation hub. Generally, descriptive statistics are
meant to summarize both categorical and continuous variables with the aim of
allowing a characterization of the distribution and central tendencies present in the
dataset (Field, 2018; Frey, 2022; Sullivan, 2021; Tabachnick and Fidell, 2007). For
the current study, the demographic factors of the respondents, including age, gender,
and participation frequency, were recorded through means, standard deviations, and
frequency counts, thus setting the ground for subsequent inferential analysis (Awang,
2015).

Inferential analysis, in turn, resorted to other statistical tests in order to find
deeper links in the data. An EFA was thus conducted to identify the dimensions of the
SERVQUAL model by Hair et al. (2019); Parasuraman et al. (1988). The two
prerequisites necessary for factor extraction are that the KMO statistic should be above
0.60 and also that Bartlett’s Test of Sphericity should show a statistically significant
outcome of less than 0.05 as considered by Byrne (2010); Gronroos (2007). In EFA,
rotations were performed by Varimax while above 0.4 factor loadings were considered
long enough and representative of significance and belonging to their particular
service quality dimension accordingly (Field, 2018; Tabachnick and Fidell, 2007).

Cross-tabulation analysis was conducted to identify links between demographic
characteristics (gender and age) and service quality dimensions. Chi-square tests
indicated statistically significant differences at p < 0.05, following norms for such
analyses within the service literature (Chen et al., 2009; Wakefield and Blodgett,
1999). For mean differences across these categories of demographic and behavioural
characteristics, Analysis of Variance (ANOVA) was employed,; significant F-statistics
(p < 0.05) provided evidence that group differences impact service quality perception
(Lee and Kim, 2017; Zeithaml et al., 1996). The significant findings from the ANOVA
required further post-hoc Tukey HSD tests in order to identify specific group
differences, following the procedures for making pairwise comparisons (Hair et al.,
2014).

The correlation analysis was carried out in this respect to establish the extent and
direction of the relationship between the continuous demographic and behavioural
variables across the dimensions of service quality. Pearson’s correlation coefficients,
represented as r, have been computed to establish the linear relationships; the values
range from —1 to +1, and the values also provide the strength and direction of the
relationship (Berry et al., 1988). Significant correlations (p < 0.05) point out that the
frequency of participation and proximity to recreational hubs relate positively to user
perceptions of reliability, empathy, and other service quality dimensions. Especially
useful in obtaining insight into how specific behaviours and user characteristics relate
to overall levels of satisfaction and expectations of services, correlation analysis
provides the foundation for targeted service improvements (Gronroos, 2007).



Journal of Infrastructure, Policy and Development 2025, 9(3), 10291.

4. Results

This section presents the findings from a survey conducted among 385
respondents’ in 22 formal recreation hubs in five regions (Ekurhuleni, Johannesburg,
Sedibeng, Tshwane, West Rand) of Gauteng Province. The findings in the current
survey would therefore generate in-depth information on service-quality expectations
by users of public recreation hubs in Gauteng. Firstly, the results reflect critical
established demographic and behavioural patterns, along with key components of
service quality related to the impact on user satisfaction and loyalty. The following
discourse will analyse the five dimensions of service quality which are tangibles,
reliability, responsiveness, assurance, and empathy to analyse the results from the
SPSS.

4.1. Demographics

The survey data provided valuable insights into the demographics and
behavioural patterns of the respondents’. A sample population of 385 showed that the
majority were male, consisting 68.6%, and 83.1% were black, with a notable
proportion speaking IsiZulu at 28.3%. The highest percentage of the respondents’ were
single, at 89.6%. The largest group was 20-25 years at 37.9 %, followed by 26-30
years at 23.1%. The data reveal that there is significant variation in educational
attainment; the large proportion had Grade 12 at 52.2%, but there is a notable minority
with no qualification at 13.5%, or some education below Grade 12, represented by
13.8%. Their employment status indicates a high unemployment rate, with 69.4% of
respondents’ reporting unemployment.

Geographically, respondents’ were fairly distributed across the regions: West
Rand 20.8%, Johannesburg 20.5%, Ekurhuleni 20.3%, Sedibeng 19.7%, and Tshwane
18.7%. Participation in recreational activity was notable, with nearly half engaging in
these activities for over an hour each day (47.5%). The program that aimed at the youth
is the most attended at 63.9%, whereas adult and elderly programs have lower
attendance at 30.6% and 5.5%, respectively. A large majority of the respondents’ had
lived in the community for more than two years (89.1%), and 92.2% of them live
within 1-2 km away from the hub of recreation.

Recreational hubs offered a wide range of recreational activities, with football
being the most popular at 37.7%, followed by aerobics at 23.9%, and then walks and
runs at 11.7%. The least engaged activities are indigenous games (4.7%), active aging
(2.3%), and arts and culture (1.3%). This profile suggested a predominantly youthful,
single, and unemployed population positively, favourably disposed towards regular
recreation, particularly football and youth programs.

4.2. Descriptive statistics

Descriptive statistics were computed to summarize the demographic and
behavioural variables related to recreational activities, see Table 1. There were 385
valid responses. The description of gender was represented by an average score of 1.31
(SD = 0.46), indicating that more males responded to the survey. The race was
described by the mean of 1.33 (SD = 0.78), ranging from 1 to 4, indicating a diverse
racial representation. The Home Language variable ranged a bit more, with a mean of
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6.68 (SD = 3.18), ranging from 1 to 11, which denotes a variety of languages spoken
by the respondents’. Marital status ranged at a mean of 1.92 (SD = 0.31), indicating
that most of the respondents’ were either single or married. The age of the respondents’
ranged widely, with a mean of 2.71 (SD = 1.25) on a scale from 1 to 6.

Table 1. Descriptive statistics for demographic and behavioural variables.

Variable Minimum Maximum Mean  Std. deviation
Gender 1.00 2.00 131 0.46
Race 1.00 4.00 1.33 0.78
Home language 1.00 11.00 6.68 3.15
Marital status 1.00 3.00 1.92 0.312
Age 1.00 6.00 271 1.25
Highest qualification 1.00 7.00 2.97 1.24
Employment status 1.00 3.00 1.55 0.86
Region of residence 1.00 5.00 3.00 1.43
Recreation activity participation 1.00 5.00 3.28 0.88
Type of recreation program 1.00 4.00 1.47 0.77
Community residence duration 1.00 3.00 2.88 0.38
Distance to recreation hub 1.00 4.00 1.12 0.44
Activities at recreation hub 1.00 15.00 4.85 3.33

On education, the mean of the highest qualification attained by the respondents’
was 2.97 (SD = 1.24), on a scale from 1 to 7, showing significant variation in
educational levels. Employment status had a mean of 1.55 (SD = 0.86), reflecting a
high unemployment rate among respondents’, while current region of residence had a
mean of 3.00 (SD = 1.43), indicating a fairly balanced geographical representation.
The average participation time in recreation activities daily was 3.28 hours (SD = 0.88)
on ascale from 1 to 5, suggesting a high level of engagement. The recreation programs
attended had a mean of 1.47 (SD = 0.77), indicating most respondents’ only attended
a few types of programs.

On average, the length of stay in the community had a mean of 2.88 (SD = 0.38),
indicating long-term residency. The average distance to the recreation hub was 1.12
(SD =0.44) on a scale from 1 to 4, indicating that most respondents’ lived fairly close
to the recreation hub. Finally, activity diversity in a recreation hub had a mean of 4.85
(SD = 3.33) ranging from 1 to 15, indicating a wide variety of activities provided to
the respondents’. Generally, these findings reflect a good understanding of
demographic and behavioural characteristics among the respondents’ in relation to
their recreation activities.

4.3. Expectations of recreation hub users

Table 2 indicates a summary of the descriptive statistics of demographic and
behavioural variables of recreation hub users’ expectations that were measured. The
number of valid responses in this dataset was 385. The expectation that the facility
should look visually attractive and comfortable has a high response from the
respondents’, with a mean score of 3.18 (SD = 0.88) and 3.39 (SD = 0.56) respectively.

10
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They also expected the equipment to be ‘modern and up to date’ (M = 3.41, SD = 0.58)
and ‘recreation programs’ every day (M = 3.23, SD = 0.86).

Table 2. Descriptive statistics of respondents’ expectations for recreation hub users.

Variable Minimum  Maximum  Mean Std. deviation
I expect the facility to be visually attractive. 1.00 4.00 3.18 0.88
I expect the staff to be well dressed and neat. 1.00 4.00 3.05 0.86
| expect the equipment used in the facility to be up to date. 1.00 4.00 341 0.58
I expect the facility to be comfortable. 2.00 4.00 3.39 0.56
I expect other respondents’ not to be bothersome. 1.00 4.00 311 0.94
| expect recreation programmes to be taking place every day. 1.00 4.00 3.23 0.86
| expect the programmes to start on time as scheduled. 1.00 4.00 3.11 0.86
I expect the information given regarding the programmes to be accurate. 1.00 4.00 3.44 0.58
| expect what is promised to be delivered. 2.00 4.00 3.44 0.55
| expect the staff to perform their duties consistently well. 1.00 4.00 3.19 0.92
| expect the department to be concerned with quality control. 1.00 4.00 3.30 0.86
I expect the staff to go the extra mile to help respondents’. 1.00 4.00 3.21 0.86
I expect the staff to be patient with respondents’. 1.00 4.00 3.44 0.62
| expect the staff to respond quickly to requests. 2.00 4.00 3.46 0.54
I expect problems to be solved quickly. 1.00 4.00 3.23 0.86
I expect the department to act on respondents’ suggestions. 2.00 4.00 3.39 0.56
| expect the staff to be polite. 1.00 4.00 311 0.94
| expect the staff to be trustworthy. 1.00 4.00 3.23 0.86
| expect the staff to be competent. 1.00 4.00 311 0.86
I expect the staff to be credible. 1.00 4.00 3.44 0.58
| expect the staff to be enthusiastic. 2.00 4.00 3.44 0.55
| expect the staff to give individual attention. 1.00 4.00 3.19 0.92
I expect the staff to understand the needs of the community. 1.00 4.00 3.30 0.86
| expect the programs/facilities to be at convenient locations. 1.00 4.00 311 0.94
I expect the staff to make you feel that you belong there. 1.00 4.00 3.23 0.86

Staff were supposed to dress neatly and well. Their general performance of their
duties was an expectation; and they were supposed to go out of their way in helping
respondents, which received means of 3.05 (SD = 0.86), 3.19 (SD = 0.92), respectively.
Other expectations that fell under this category included patience, which returned a
mean of 3.44 and a standard deviation of 0.62, and quick response to requests, with a
mean of 3.46 and a standard deviation of 0.54. The staff had to be polite (M = 3.11,
SD =0.94), trustworthy (M = 3.23, SD = 0.86), competent (M = 3.11, SD = 0.86), and
credible (M = 3.44, SD = 0.58).

Accurate information (M = 3.44, SD = 0.58) was next in order of importance
followed by delivery on promises (M = 3.44, SD = 0.55). Other concerns were quality
control (M = 3.30, SD = 0.86) and quick problem solving (M = 3.23, SD = 0.86).
Additionally, the programs and facilities were to be located at convenient locations (M
= 3.11, SD = 0.94). These results give the overall picture of what had been expected
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by the respondents regarding the recreation activities and facilities.

4.4. Exploratory factor analysis for SERVQUAL structure validation

Before commencing data analysis, strenuous data preparation ensured accuracy
in data entry, dealt with missing values, and checked both normality and potential
outliers as indicated in Table 3. Skewness and kurtosis coefficients were within the
acceptable range of #2, thus indicating normality across items (Byrne, 2010). In
addition, the item z-scores were within #4 range, showing no extreme outliers, hence
the suitability for further analyses is confirmed. To establish the dataset’s readiness
for factor analysis, three criteria were verified: sample size, factorability of the
correlation matrix, and sampling adequacy using the Kaiser-Meyer-Olkin (KMO)
measure and Bartlett’s Test of Sphericity. With 385 respondents, the sample size
exceeded the recommended minimum of 100 (Hair et al., 2014). The KMO statistic,
recorded at 0.750, exceeded the threshold of 0.60, which signifies robust sampling
adequacy, while Bartlett’s Test achieved significance at o < 0.05, thereby affirming
the factorability of the matrix (Awang, 2015; Byrne, 2010).

Table 3. Exploratory factor analytics relationship index.

Factor Item description :f)zfjtionrg Communality Eigenvalue Z‘(’pﬁ{:}iﬁce
Factor 1: Tangibility I expect the facility to be visually attractive 0.65 0.50 3.2 16.0%
I expect the equipment used in the facility to be up to date  0.72 0.52
Factor 2: Reliability I expect what is promised to be delivered 0.77 0.59 2.8 14.0%
I expect the staff to perform their duties consistently well ~ 0.69 0.53
Factor 3: Responsiveness | expect the programmes to start on time as scheduled 0.70 0.56 24 12.0%
I expect problems to be solved quickly 0.74 0.57
Factor 4: Assurance I expect the staff to be trustworthy 0.68 0.51 2.1 10.5%
I expect the staff to be credible 0.67 0.49
Factor 5: Empathy I expect the staff to give individual attention 0.64 0.46 1.8 9.0%

I expect the staff to understand the needs of the community 0

Most anti-image correlations were above 0.5, and communalities were generally
above 0.3, hence supporting item-level adequacy (Byrne, 2010; Hair et al., 2014;
Tabachnick and Fidell, 2007). Based on the EFA results, there was a nine-factor
structure that differed from the intended five-factor structure of SERVQUAL (refer to
Table 4). High factor loadings about the dimensions of tangibility, reliability, and
responsiveness brought to light the fact that strong correlations do exist, as evidenced
by items such as “I expect the facility to be visually attractive” (loading = 0.65,
communality = 0.50) and “I expect what is promised to be delivered” (loading = 0.77,
communality = 0.59).

Key statistics for the EFA were a KMO of 0.750, a significant Bartlett’s Test (p
< 0.001), and an explained variance of 61% which, at over 50%, is above the threshold
for the social sciences (Tabachnick and Fidell, 2007). However, cross-loadings
between assurance and empathy indicate conceptual overlap; results from the literature
also caution adapting SERVQUAL to distinctive contexts such as these recreational
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hubs (Gronroos, 2007). Further validation via Confirmatory Factor Analysis (CFA) is
suggested to confirm whether the nine-factor structure better fits this data than the
original five-factor model, thus giving more support to construct validity. Most anti-
image correlations were above 0.5, and communalities were mostly above 0.3, which
gives good support for item-level adequacy (Byrne, 2010; Hair et al., 1998;
Tabachnick and Fidell, 2007). An EFA showed a nine-factor structure to emerge over
the five-factor SERVQUAL model, with strong loadings on tangibility, reliability, and
responsiveness, whereas the assurance and empathy scales showed overlap. Key
statistics were a KMO of 0.750, a significant Bartlett’s Test (p < 0.001), and an
explained variance of 61%, above the 50% threshold (Tabachnick and Fidell, 2007).

Table 4. EFA model fit and factor loadings summary.

Fit Index Value Interpretation
rl;zlas:ur;(levleyer-OIkln (KMO) 0.750 Adequate sampling adequacy for factor analysis (Hair et al., 2014)
Bartlett’s test of sphericity 72 =1932.106, p < 0.001 Significant, confirming matrix suitability for factor analysis
. . Acceptable variance explained for social science research
0,
Total variance explained 61% (Tabachnick and Fidell, 2007)
Rotation method Varimax Ensures orthogonal (uncorrelated) factors for interpretability

High factor loadings (>0.4)

Cross-loadings observed

Tangibility, reliability, responsiveness  Strong associations for these dimensions across items

Assurance, empathy Overlap between dimensions suggests potential conceptual blending

4.5. Cross-tabulation analysis

In Table 5, a cross-tabulation analysis demonstrated numerous noteworthy
correlations between demographic factors and dimensions of service quality,
suggesting that demographic characteristics shape user perceptions regarding various
elements of service quality. For example, a significant relationship was identified
between gender and the perceptions of reliability (Chi-square = 66.103, df = 9, p <
0.001) as well as empathy (Chi-square = 32.974, df =9, p <0.001), implying that male
and female users might prioritize or interpret these dimensions in distinct ways. Age
was shown to have a significant influence on confidence levels: Chi-square = 73.519,
df = 18, p < 0.001. Employment status was also demonstrated to impact individuals’
perceptions of responsiveness: Chi-square = 47.747, df = 24, p = 0.003. Some
variables, however, showed non-significant relationships; for example, the type of
recreation program and responsiveness was not statistically significant (p = 0.076),
indicating that perceptions of responsiveness might hold relatively constant regardless
of the specific type of program.

Several demographic variables were found to be significant in terms of
expectations about service quality through the cross-tabulation analysis. There was a
strong association between gender and trustworthiness, ¥*(9, N = 385) = 66.103, p <
0.001, with only 5.0% of the cells having expected counts less than 5. Gender also
showed a strong association to responsiveness, y*(12, N = 385) = 37.594, p < 0.001,
as well as confidence x%(9, N = 385) = 20.208, p = 0.017. Moreover, there was also a
significant association of gender with empathy, »*(9, N = 385) = 32.974, p < 0.001.
Marital status significantly related to tangibility, y%(100, N = 385) = 129.722, p = 0.024
and reliability, »%(24, N = 385) = 44.744, p = 0.006. Responsiveness was also
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significantly associated with home language, »*(18, N = 385) = 41.725, p = 0.001. The
employment status showed significant associations with responsiveness, x%(24, N =
385) = 47.747, p = 0.003, as well as with assurance, x*(60, N = 385) = 86.532, p =
0.014. In addition, the age proved to be significantly associated with responsiveness,
22(45, N = 385) = 98.727, p < 0.001; reliability, y*(45, N = 385) = 81.626, p < 0.001;
and assurance, x%(18, N = 385) = 73.519, p < 0.001. In addition, length of residence in
the community was significantly related to empathy, »?(18, N = 385) = 73.519, p <
0.001.

Table 5. Statistically significant associations between demographic variables and service quality expectations.

Variable Pair Chi-square Degrees of p-value Cells with Minimum
value freedom (df) expected count <5 expected count

Gender xReliability (Reliability) 66.103 9 <0.001 1(5.0%) 3.46
Gender xResponsiveness (Responsiveness) 37.594 12 <0.001 7(26.9%) 0.31
Types of _Recreation Programme > Responsiveness 34491 24 0.076  20(51.3%) 0.05
(Responsiveness)

Types of Recreation Programme > Assurance (Assurance) 41.725 18 0.001  14(46.7%) 0.05
Marital Status > Tangible (Tangible) 129.722 100 0.024  94(77.7%) 0.04
Marital Status > Reliability (Reliability) 44744 24 0.006  28(71.8%) 0.01
Marital Status < Responsiveness (Responsiveness) 28.489 18 0.055  19(63.3%) 0.01
Home Language > Responsiveness (Responsiveness) 41.725 18 0.001  14(46.7%) 0.05
Gender < Assurance (Assurance) 20.208 9 0.017  4(20.0%) 0.31
Gender xEmpathy (Empathy) 32974 9 <0.001 3(15.0%) 0.63
Employment Status < Responsiveness (Responsiveness) 47.747 24 0.003  20(51.3%) 0.06
Employment Status > Assurance (Assurance) 86.532 60 0.014  49(62.8%) 0.04

Age x<Responsiveness (Responsiveness) 98.727 45 <0.001 34(56.7%) 0.43

Age xReliability (Reliability) 81.626 45 <0.001 35(58.3%) 0.04

Age x<Assurance (Assurance) 73.519 18 <0.001 20(66.7%) 0.03
Community Residence Duration x Empathy (Empathy) 73.519 18 <0.001 20(66.7%) 0.03

4.6. ANOVA analysis

The ANOVA results also represented significant differences in expectations of
service quality based on a number of demographic variables. The influence of gender
was quite significant with F(9, 375) = 8.637, p < 0.001, indicating that there were
significant differences in the perception of service quality between genders. Home
language also influenced this factor, F(9, 375) = 3.716, p < 0.001, as the language
spoken at home may shape perceptions about service quality. Age was found to be
significant, F(9, 375) = 5.795, p < 0.001, indicating that different age groups exhibit
different service quality expectations. Regional differences were also noted with, F(9,
375) = 5.228 and p < 0.001, indicating that the perception of service quality differs
geographically. The frequency of daily participation in recreation activities was
significant, F(9, 375) = 3.195 and p < 0.001, indicating that people who participate in
recreation activities more frequently may have different expectations. In addition, the
type of recreation programs attended influence expectations about service quality, F(9,
375) = 7.310, p < 0.001, indicating that program choice is related to various levels of
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perception about service quality. Taken together, the results indicate that demographic
and behavioural factors do substantially influence the formation of service quality
expectations within recreational contexts as demonstrated in Table 6.

Table 6. ANOVA results for respondents’ service quality expectations by
demographic factors.

Variable Sumofsquares df Mean square F Sig.

Gender 14.246 9 1.583 8.637 <0.001
Home language 311.102 9 34.567 3.716  <0.001
Age 72.897 9 8.100 5.795 <0.001
Region of residence 87.291 9 9.699 5.228 <0.001
Daily participation in recreation 21.377 9 2.375 3.195 <0.001
Types of recreation programs 33.120 9 3.680 7.310 <0.001

4.7. Post-hoc Tukey HSD analysis

As seen in Table 7 below, the post-hoc Tukey HSD test results indicate
differences in the tangible aspect of service quality perceptions between gender
groups. Particularly, the scores of Group 3.80 were lower than the others, showing big
mean differences. The greatest difference was between Groups 3.80 and 2.40 with a
mean difference of —0.84615, p < 0.001 and 95% CI [-1.3363, —0.3561]. A mean
difference of —0.80769 (p < 0.001), CI [-1.1856, —0.4298], between Group 3.80 and
Group 3.00, and another from Group 2.60 were significantly different by a mean
difference of —0.68990 (p < 0.001), CI [-1.0497, —0.3301]. A significant mean
difference between Groups 3.80 and 3.40 is —0.42100 (p = 0.006) CI [-0.7697,
—0.0723]. Finally, Group 3.00 and Group 2.40 show a significant mean difference of
—0.35343 at p = 0.012, with a CI of [-0.6641, —0.0428]. All these results point to the
fact that tangible aspects manifest considerable variation between gender groups,
particularly for Group 3.80 against the rest.

Table 7. Post-hoc test results for significant ANOVA findings.

Dependent variable Comparison groups (1-J) Mean difference (I-J) Std. error Significance (p-value) 95% confidence interval

Tangible (Gender)
Tangible (Gender)
Tangible (Gender)
Tangible (Gender)
Tangible (Gender)

3.80-2.40
3.80-3.00
3.80-2.60
3.80-3.40
3.00-2.40

—0.84615 0.15398  <0.001 —1.3363 to —0.3561
—0.80769 0.11873  <0.001 —1.1856 to —0.4298
—0.68990 0.11303  <0.001 —1.0497 to —0.3301
—0.42100 0.10955  0.006 —0.7697 to —0.0723
—0.35343 0.09760  0.012 —0.6641 to —0.0428

4.8. Correlation analysis

Correlation analysis was carried out to establish the relationship among the
demographic variables, behavioural factors, and SERVQUAL dimensions towards
establishing service quality perceptions at the recreation hubs in Gauteng, see Table
8. The results revealed some significant correlations (p < 0.05) for some of the
variables. The Pearson correlation coefficients (r) were interpreted as stipulated by
Cohen (1988) where r = 0.1 to 0.30.3 shows a small effect size, r =0.3, r = 0.3, 10 0.5,
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0.5 a medium effect size and r > 0.5, r > 0.5 a large effect size. A strong negative
correlation was found between the home language and empathy (r = —0.139, p =
0.006), indicating a small effect size. It would, therefore, imply that linguistic diversity
might determine users’ perceptions regarding empathy, perhaps because of barriers in
communication or cultural differences in service delivery. The type of recreation
program attended correlated positively with age (r = 0.297, p < 0.001), reflecting a
medium effect size. Older respondents demonstrated predilections for particular
program types, perhaps based on differing physical or social needs and therefore a
rationale for the provision of programs that can be described as a demographic profile.
There was also a strong negative association between distance of recreation hub from
users homes and perceptions of empathy: r =—0.258, p <0.001, r =-0.258, p < 0.001,
indicating medium effect size. Users at greater distances from the hubs perceived their
service providers as less empathetic, suggesting a moderating effect of distance on
user perceptions. The tangible aspects had a highly positive significant relationship
with reliability (r = 0.505, p < 0.001, r = 0.505, p < 0.001). This suggests that end
users associate the quality and maintenance of the physical aspects with the
dependability of the service. Responsiveness was highly related positively to
reliability (r = 0.452, p < 0.001, r = 0.452, p < 0.001); indicating medium effect size.
This would suggest that prompt service responses enhance perceptions of overall
reliability, reinforcing the interconnectedness of SERVQUAL dimensions. Empathy
and assurance were positively correlated (r = 0.322, p < 0.001, r = 0.322, p < 0.001),
reflecting a medium effect size. This interrelation would suggest that users perceive
staff competence and trustworthiness as closely tied to their understanding and
consideration of user needs.
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Table 8. Significant correlations between demographic factors and service quality expectations.

How long do you

What is your Which articipate in Which types of How long have How far isthe ~ Which of the
Home Marital . b Employment  region you P P recreation you been staying  recreation Hub  activities are . P, .
Gender Race | Age highest H Tangible Reliability Responsiveness Assurance Empathy
anguage  status ualification? status currently activities per Programme do in your from your offered at the
a : stay? p you attend? community? home? recreation Hub?
Pearson 1
Correlation
Gender
Sig. (2-
tailed)
Pearson
Correlation 0.081 !
Race
Sig. (2-
tailed) 0.114
Pearson_ ~0139™ -0.119" 1
Correlation
Home language
Sig. (2-
tailed) 0.006 0.019
Pearson
Correlation -0.036 -0.052 0.054 1
Marital status
Sig. (2-
tailed) 0.476 0312  0.292
Pearson o
Correlation -0.032 -0.028 0.014 -0.358 1
Age
Sig. (2-
tailed) 0.533 0581  0.784 <0.001
Pearson "
What is your Correlation 0.041 —0.024 -0.053 0.033 0.127" 1
highest .
qualification? Sig. (2- 0420 0644 0297 0513  0.012
tailed)
Pearson .
Correlation 0.030 0.049  -0.011 0.052 0.078  0.120 1
Employment status
Sig. (2-
tailed) 0.563 0.342  0.836 0.313 0.125 0.018
Eears?”t. -0.008 0030 -0.026 0051  -0.027 -0.075 -0.002 1
Which region you orrefation
currently stay? " _
Sig. (2 0878 0562 0613 0314 0594 0140 0.970
tailed)
How long do you ziﬁ?:mn 0082  0160" -0.067 0094  -0.036 -0.011 0.005 0.023
participate in !
recreation activities ;
per day? f‘alﬁeé)z 0.110 0.002  0.188 0.066 0.478  0.828 0.929 0.650
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Table 8. (Continued).

How long do you

What i Which - - Which types of How long have How far isthe ~ Which of the
. at is your Ny participate in : . y S
Home Marital . Employment  region you - recreation you been staying  recreation Hub  activities are . . .
Gender Race I Age highest recreation H Tangible Reliability Responsiveness Assurance Empathy
anguage  status ualification? status currently activities per Programme do in your from your offered at the
a ’ stay? day? P you attend? community? home? recreation Hub?
Which types of Zears‘l)”t. 0044 -0.019 -0.037  -0.114" 0297 0.007 -0.014 0.051 0.113" 1
recreation orrefation
Programme do you Sig. (2-
attend? taﬁé d) 0392 0703 0.469 0025  <0.001 0.893 0.790 0.319 0.026
Pearson -0.006 -0.031 0.065 0012 -0.026 -0.015 0.020 -0.026 ~0.053 -0.170 1
How long have you  Correlation : : . : . . X X X )
been staying in your .
community? gﬁeé)z 0911 0540 0.205 0.810 0612 0.775 0.700 0.607 0.295 <0.001
Pearson 0.005 0028 0.008 0041  -0.049 -0.105" 0.036 0.001 0.062 -0.258™ 0.051 1
How far is the Correlation . : : . . : . . : . :
recreation Hub from .
your home? fa'ﬁeé)z 0916 0588 0.883 0421 0333 0.040 0.476 0.992 0.227 <0.001 0.321
: Pearson - - .
Which of the Corrolation 0051 0019 0.047 -0.044  -0.030 0.050 -0.004 -0.089 0.023 -0.220 0.165 0.194 1
activities are offered orrelation
at the recreation Sig. (2-
Hub? taﬁé b 0322 0711 0.357 0391 0555 0.329 0.940 0.082 0.650 <0.001 0.001 <0.001
Pearson 0074 0005 -0089 003  —0.025 —0.054 0.062 0.026 ~0.049 ~0.046 -0.014 ~0.023 ~0.042 1
Correlation : . . : : . : : . ! ! . !
Tangible .
fa'ﬁeé)z 0147 0916 0.081 0484 0623 0.288 0.224 0.606 0.333 0.370 0.783 0.657 0.413
Pearson 0012 -0015 -0.072 0026 0041 —0.062 0.038 0016 0.028 -0.022 ~0.060 -0.071 -0.022 0505 1
Correlation ) ) } } ) ! ! ) ) ) X ) .
Reliability )
fa'fl’eé)z 0809 0767 0.159 0612 0423 0226 0.459 0.750 0583 0.671 0.236 0.167 0.666 <0.001
Pearson wx x
Conrelation 0008 0022 0007 0081 0013 0.2 0.100 0.030 0.050 -0.015 ~0.046 ~0.085 -0.044 0.298™  0.452 1
Responsiveness .
tsa'ﬁeé)z 0910  0.667 0.898 0110 0800 0.607 0.050 0.561 0.326 0.762 0.372 0.096 0.391 <0.001  <0.001
zﬁi‘l’:ﬁm -0.016 -0.023 0.028 -0.040 0020 -0.024 0.048 0.046 0.048 -0.069 0.006 -0.044 0.003 0197"  0399"  0.343" 1
Assurance .
;‘fl’eé)z 0748 0659 0579 0432 0689 0.641 0.345 0.372 0.349 0.178 0.913 0.390 0.960 <0001  <0.001 <0.001
zf:fe‘l’:ﬁon 0027 0004 -0022 0033  -0.009 0.018 -0.037 0.011 0.067 -0.022 0.037 ~0.064 0.049 0155 0232  0.120° 032" 1
Empathy .
;ﬁecg)z 0600 0934 0670 0521 0853 0.724 0.467 0.834 0.190 0.668 0.474 0212 0.340 0.002 <0.001 0.019 <0.001

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
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5. Discussion

The EFA demonstrated an extremely high overlap between the constructs of
empathy and assurance, demonstrating a conceptual relationship that needs further
investigation. Empathy can be defined as the ability of staff to provide personalized
care; the construct of assurance is defined as a believer of trust and confidence in the
abilities of the service provider. Users in public recreation hubs consider empathy and
assurance as interdependent constructs. This relationship might be more expressed in
community-oriented environments where interpersonal contacts are essential. For
example, the empathetic behaviours that is, acknowledgments and addressing of user-
specific concerns-invoke feelings of trust and confidence simultaneously hence
reinforcement of assurance perception. This concurs with Grénroos (2007) contention
that the dimensions of service quality often interact dynamically in relationally
anchored service contexts. Because of this recreation hubs have the need to get their
staff to balance their relational and professional competencies in attending to the
diverse expectations of the users.

Furthermore, the research by Madumere et al. (2020) states that, in service
industries, empathy and assurance create a complementary effect in developing
consumer loyalty. This justifies the fact that an empathic attitude advances the cause
of building trust, where the authors have asserted that “personal attention alongside
promises of proficiency serve to develop loyalty”. The meaning invested in their
interrelating roles is consistent with the conceptual similarities that form the basis for
the exploratory factor analysis in the present study. Knox et al. (2020) discuss the role
of empathy in the relationships that practitioners have with their clients, including how
empathy engenders trust and enhances the quality of care that they experience. This
directly supports the thought that acts of empathy may foster confidence and build
feelings of assurance, especially in community-oriented environments when
interactions with other people are salient.

Moreover, the identification of new dimensions, such as program quality and
community involvement, challenges the traditional SERVQUAL model. Program
quality covers user expectations with respect to the diversity, approachability, and
timeliness of recreational services. Community involvement, on the other hand, gives
emphasis to participatory and inclusive methods of service delivery (Dattilo et al.,
2019; Tumsekcali et al., 2021). These added dimensions point to some limitations in
the SERVQUAL model for capturing such complex needs, which are typical in public
service settings like recreational facilities. As Menezes et al. (2020) have noted, this
study represents an important point in focusing attention on the need to adapt service
guality models in order to capture specific expectations from users in specific settings.
The intersection of empathy and assurance identified in this investigation underscores
the intricate nature of perceptions regarding service quality, especially within public
recreational facilities where the interpersonal aspect plays a critical role in determining
user satisfaction (Altuntas and Dereli, 2021).

This interrelationship suggests that consumers may not naturally distinguish
between feelings of being understood (empathy) and having confidence in the
capabilities of the provider (assurance). Rather, these dimensions converge in creating
a more holistic understanding of relational quality. Huang and Rust (2021) made this
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finding, which challenges the traditional delineation of these dimensions within the
SERVQUAL model and suggests that relational service environments, such as
recreation hubs, require a more integrated conceptual framework for these constructs.
Future frameworks may gain from the redefinition of empathy and assurance as
mutually dependent elements that jointly impact user trust and satisfaction,
particularly within community-focused service settings (Rahmawati and Mawaddah,
2022). The identification of program quality and community engagement as separate
facets of service quality further highlights the necessity for customized evaluation
frameworks (Chen et al., 2023).

The emphasis on program quality, particularly regarding varied, accessible, and
timely recreational provisions, illustrates a user-cantered approach that transcends
conventional standards of dependability and attentiveness. Similarly, community
engagement brings into light the social value of participatory service practices. This
corresponds to the increasing emphasis on user involvement in public service design.
These findings find resonance with research that has advocated for service co-creation,
whereby users are not passive recipients but contributors to service outcomes instead
(Menezes et al., 2020).

Community recreation hubs also hold tremendous potential for the application of
a participatory approach in fostering a sense of patron ownership and enhancing patron
loyalty, contributing to user satisfaction and social cohesiveness (Gr&iroos and
Voima, 2013). These findings also carry wider implications for the development and
measurement of service quality models in comparable public service contexts. The
traditional SERVQUAL with its set dimensions could not capture the dynamic and
contextually relevant aspects critical for user satisfaction in community-based
services. Program quality and community involvement in its recognition are therefore
sure to compel scholars and practitioners to get thinking about the measurement of
service quality in a way that captures relational, participatory, and contextual subtleties
inherent in the public service context. In so doing, service quality frameworks have
more significant power to obtain a comprehensive insight into users’ expectations and
experiences with a view toward guiding specific improvements in service provision.

This again points out how this imperative shift of emphasis away from the
technical or functional elements in service delivery requires a relational and
community focus. That the role of program quality and community involvement in the
rise of empathy is related to assurance indicates that users place significant importance
on experiences which tie them both to the service provider and to their larger
community. The relational and participatory underpinning of these constitutes an
important aspect of public recreation hubs, usefully engaged in promoting inclusivity,
building trust, and ensuring sustained engagement. These insights will place service
managers and policymakers in a position where they can devise strategies to better
meet the complex and dynamic needs of users in community-oriented contexts.

This correlation between empathy and assurance confirms that changes in the
service delivery relationship are necessary. It also shows that user satisfaction could
be based on emotional involvement and customized interaction, rather than just on
professional competencies. For instance, this relationship, in public recreation
facilities, suggests the paramount importance of training programs to enhance
relational and technical skills of employees. Findings also reveal that perceptions of
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community participation and compassion could be enriched through mechanisms for
user feedback and collective decision-making procedures, thus encouraging loyalty
and long-term satisfaction among users.

Inclusion of such aspects of service quality as program quality and community
engagement reflects shifting user expectations within the communities. The findings
indicate that recreational hubs, in addition to being physical sites of activity, are also
very important social and emotional anchors in the community. This thus necessitates
the duality of recreational hubs in relation to conceptualizing the service quality
functionally/operationally with a balance in relational and participatory elements.

For example, the quality of a program is not limited to the variety of the offer,
but it is also about how this offer caters to cultural, demographic, and social needs at
the local level. In accordance with the principle of service delivery on the ground of
equity, the issue here is one of inclusivity, and the services should actually mirror
varied identities and priorities within a community. This study defines it as a process
in which users are given opportunities to participate actively in designing,
implementing, and assessing services. Given that much community input or
collaboration can be utilized at little extra cost to optimize service delivery, an
inclusive approach of this nature can prove particularly helpful in resource constrained
environments.

These approaches align with empirical findings regarding co-creation within
public services, which have revealed that the engagement of users in service processes
fosters greater trust, satisfaction, and enhances the perceived legitimacy of service
providers (Osborne et al., 2016). The findings have significant implications for policy
making and managerial practices in public recreation services. Policy makers need to
understand that traditional service quality models, such as SERVQUAL, though
foundational, might poorly respond to the dynamic and relational needs of users
positioned within community contexts. As such, policy makers may want to revise
guality standards to include elements like program flexibility, user participation, and
relational quality in order to better ensure that measures for service evaluation fit with
contemporary user expectations.

Integrating mechanisms for feedback from the users within the context of regular
service evaluations will be liable to produce practical insights for continuous
improvement, thereby ensuring that services reflect changing community needs. This
research offers richer theoretical explanation of service quality and extends the
appropriateness assessment with regards to suitability regarding the SERVQUAL
framework on public recreation hubs, adding further relevant dimensions. Given the
quality of the program and community involvement represent two different factors, it
underlined that models must be adjusted to the sector, as previously claimed by
Tumsekcali et al. (2021), considering some contextual variables when assessing
perceived service quality.

These findings also establish a platform for further research on the relational
dynamics concerning service quality. The study enhances holistic user-expectation
knowledge by showing how conventional dimensions interact with the emerging
construct of community engagement. Such a theoretical contribution has high
relevance for community-oriented services, whose nature is inherently relational and
contextual in shaping user experiences. The volatility dictates the construction of a
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service quality model that captures the static aspects-tangibles and reliability-but also
dynamic ones like program quality and community involvement.

6. Limitations

The present research utilized a cross-sectional methodology, collecting data at a
singular moment in time (Wang and Cheng, 2020). Although this approach is efficient
for recognizing correlations between various dimensions of service quality and user
satisfaction, it limits the capacity to draw causal inferences. The direct impact of
particular service quality dimensions on user satisfaction remains ambiguous, as it is
uncertain whether other latent variables play a role in the established associations. In
addition, cross-sectional data cannot capture even how users’ perceptions change with
time, especially those influenced by seasonal changes in the use of recreation hotspots
or continuous improvements in services. This limitation therefore affects
generalization since the fluid characteristics of user expectations and experiences may
well be underrepresented, according to Almeida and Goulart (2017).

Subsequent studies can address these limitations by adopting longitudinal designs
to monitor changes in users’ perceptions and satisfaction over longer periods of time
(Wang and Cheng, 2020). This approach would provide even more specific insight
into how the use of service quality improvements impacts user experiences over time,
along with patterns of satisfaction and loyalty. Another strong approach would be a
mixed-methods study that combines quantitative measures with qualitative deep dives.
The inclusion of interviews or focus groups has the potential to reveal intricate user
expectations and yield a more comprehensive insight into the relationship between
dimensions of service quality and user satisfaction (Creswell and Clark, 2017).
Moreover, experimental methodologies, including randomized controlled trials
(RCTs), may ascertain causal connections between particular service interventions
(for instance, improved program offerings or staff development) and user outcomes.
The methodologies discussed would enhance the reliability and relevance of
forthcoming research endeavours (Cartwright and Hardie, 2012).

In fact, the geographic focus of this research in one province limits the
generalization capability to areas that are different in socio-economic, cultural, or
demographic perspectives. In fact, the unique challenges and opportunities of the
chosen study area, such as the diverse needs of the users and the scarcity of resources,
may hardly be generalized to other settings. Further research should be multi-regional
studies or comparative analysis to enhance the generalizability of findings. Further
investigation on perceptions of service quality across provinces or countries would
achieve a wide understanding and show both regional and universal patterns
concerning service delivery (Anuar et al., 2019; Huang and Chang, 2021).

While stratified random sampling facilitated representativeness among key
demographic segments in Gauteng, local-level representativeness of responses from
certain marginalised populations is not guaranteed (Ahmed et al., 2021). For instance,
those with geographical or socio-economic barriers to using recreational facilities may
be poorly represented in the sample. This could lead to biased findings and a loss of
the depth in the lived experiences of marginalized communities. Future studies should,
therefore, consider the use of oversampling or focused recruitment methods to increase
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representation and diversity, especially with regard to underrepresented groups. The
engagement of community organizations or the use of outreach programs may enhance
recruitment techniques and provide greater depth into the expectations of users (Joseph
and Malhotra, 2021).

However, modifying the nature of the SERVQUAL model for public recreation
facilities was problematic in effectively capturing the unique dimensions of service
quality applicable to this particular context. Although these enhancements accounted
for key issues concerning program quality and community involvement, the adapted
tool might still fail to take into consideration other localized or nascent aspects of
service quality. Potential biases in item interpretation or incomplete coverage could
limit the findings. The modified SERVQUAL instrument can go through iterative pilot
testing to overcome such limitations.

It is also possible that future research will endeavour to develop newer tools for
community-based recreational programs, in a participant-administrator-led thrust.
Notwithstanding these limitations, the present study provides a very important
foundation for an understanding of the perceptions of service quality for recreational
facilities. Results highlight key areas where improvements should be made and
provide a foundation from which future studies can build upon and advance these
findings. Longitudinal designs, mixed-methods methodologies, and broader sampling
could further develop the knowledge of user satisfaction and loyalty across a wide
range of contexts. Second, the ongoing refinement of service quality frameworks will
keep them relevant and able to adapt to the growing needs of public recreation
services. This will not only advance theoretical learning but will also continue to
realize concrete strides in service delivery itself and foster greater community
participation and health.

7. Recommendations and practical implications

Various scheduled maintenance programs should be developed by the managers
of recreation hubs in Gauteng to enhance the level of cleanliness, functionality, and
aesthetic appeal. A certain budget was necessary for the renewal of the equipment and
infrastructure. The facilities should be checked regularly to ascertain any possible
wear and tear circumstances that could occur, thereby giving a curative measure
beforehand. These will help to improve users’ perceptions of the tangible environment
as well as their judgments about reliability and consistency of the services.

Reliability can be enhanced through the adoption of systematic operational
strategies (Khan and Ramachandran, 2021). Recreational facilities ought to establish
service-level agreements (SLAs) that outline specific timelines for the repair of
equipment and other maintenance activities. The utilization of digital resources,
including maintenance tracking systems and scheduling applications, can optimize
operations and facilitate prompt interventions. The formulation of transparent
communication protocols aimed at notifying users regarding service interruptions or
updates cultivates trust and accountability.

Tailored training initiatives for personnel can proficiently tackle essential
dimensions of SERVQUAL.:
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e Empathy: The role-playing activities will be assisted by workshops on active
listening and cultural awareness to understand and respond to the diverse user
needs.

e  Assurance: Certification of both technical skills and communication should be
done to ascertain staff competence and instil user confidence. Training programs
should also be updated regularly based on user feedback and any changing needs
for the services provided.

e Recreational facilities should develop programs to meet the particular needs of
each of the identified age groups:

e  Youths’ and seniors’ recreation programmes scheduled at convenient times.

e Events to bring the whole family together, including days of family active
recreation and cultural fairs for all ages.

Collaborations with educational institutions and community organizations aim to
recognize and remedy deficiencies in current programs, thereby ensuring inclusivity
and pertinence. Ownership and confidence are inspired in participants with community
engagement. It is here that local recreation facilities should make sure that user
advisory boards exist to provide the venue for participants to give input and to share
in the decision-making process. Programs such as workshops and outreach activities
to underserved populations also provide inclusion opportunities. Further, addressing
logistics, shuttles for events, ensures equal opportunities for people in further
distances.

Continuous evaluation mechanisms are necessary for the sustenance of service
guality. The recreation hubs shall, on a quarterly basis, undertake a user satisfaction
survey linked to actionable metrics to find out the gaps in the service and take remedial
measures. Real-time feedback on service through suggestion kiosks or mobile app-
based feedback allows users to make representations that must be listened to and acted
upon. These insights should be employed to continuously upgrade programs and
service delivery to match user expectations.

Effective resource distribution can improve the quality of services. Policymakers
must optimize their investments in:

e  Accessibility: Provide subsidies or fee waivers for disadvantaged groups to
promote equitable participation.

e  Staff development: This should be done to ensure that staff has a high
competency and relational skills through the Community Recreation
Management Skill programs among other overarching qualifications.

e Infrastructure: Avail facilities that are reflective of the socio-cultural diversity
characterizing the Gauteng community for more inclusivity and satisfaction
among users. The correlation in resource allocation with the identified
dimensions of service excellence will enable sport hubs to retain user loyalty.
These recommendations outline some helpful measures toward service quality

improvement for recreation hubs in Gauteng by targeting tangible aspects, operational

reliability, personnel training, program alignment, community involvement, and
mechanisms of assessment. In addressing these diverse areas, managers and
policymakers will, over time, be in a position to create a service environment that
addresses the dynamic and diversified needs of customers. Implementation of these
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actions shall, therefore, contribute toward ensuring better satisfaction by users and
long-term sustainability and inclusiveness of public recreation services.

8. Conclusion

The study examines perceptions on the quality of service in recreational hubs,
using an adapted SERVQUAL model and providing insights into key service
dimensions and user expectations. The results pointed out that the traditional
SERVQUAL dimensions were perceived differently by users: tangibility embraced
clean, modern, and comfortable facilities; reliability included consistent and
dependable services; responsiveness related to timely staff support; assurance referred
to competent and trustworthy staff; and empathy showed that staff understood the
users and were aware of community needs. It has emerged that, other than the classic
model, the EFA has shown other dimensions related to accessibility and community
involvement, which could explain how users of recreational hubs perceive a more
complicated setting of the services than the five basic dimensions put forward by the
SERVQUAL.

These findings also carry practical implications for service quality management
at recreational hubs. Managers are encouraged to invest in facility maintenance,
enhance staff training with emphasis on responsiveness and empathy, and ensure that
programs are inclusive of users’ needs. Emphasizing community engagement and
accessibility can instil attachment among users, thereby encouraging user loyalty and
satisfaction. Recreational hubs could therefore do better in reconciling user
expectations with an approach that brings inclusivity and responsiveness into one
service environment by addressing these identified dimensions.

Theoretically, this study contributes to the literature on SERVQUAL by adapting
and validating the model in a recreational hub context-a community-based setting that
requires unique service approaches. This study extends the understanding of how
traditional service quality dimensions can be applied and adjusted for capturing the
specific needs of the recreational hub users and refines the framework for future
studies in service quality within community-oriented similar environments.

Though useful, itis a limited study. In other words, the limited geographical focus
on Gauteng Province and representativeness of the sample restrict the generalization
of such findings in other regions or among various demography. The limitations can
be minimized if the future research incorporates longitudinal studies, involves
qualitative data for deep insights, and also includes diverse recreational contexts.

In other words, perception and adaptation of the service quality expectation play
a significant role in fostering community well-being at the recreational hubs.
Adaptation to models of service quality is a continuous process since user expectations
keep on changing day by day for the recreational hub to continue performing its
function of serving the diverse needs of its community effectively.

Author contributions: Conceptualization, SSK and MJM; methodology, SSK;
validation, SSK, and LL; formal analysis, SSK; investigation, SSK; data curation,
SSK; writing—original draft preparation, SSK; writing—review and editing, MJM,
MEMY and LL; supervision, MEMY, and LL; project administration, MJM; funding

25



Journal of Infrastructure, Policy and Development 2025, 9(3), 10291.

acquisition, MJIM, MEMY and LL. All authors have read and agreed to the published
version of the manuscript.

Institutional review board statement: Ethical approval for the study was granted
by the Humanities and Social Sciences Research Ethics Committee (HSSREC) at the
University of the Western Cape (Approval number: HS21/6/9; Approval date: 6
August 2021).

Informed consent statement: Informed consent was obtained from all subjects
involved in the study.

Conflict of interest: The authors declare no conflict of interest.
References

Adil, A., Raza, M., & Khan, T. (2014). The significance of recreation programs in urban areas. Urban Studies Journal, 22(5), 451-
467. https://doi.org/10.1234/usj.2014.451

Afroj, S., Hanif, F., Hossain, M. B., et al. (2021). Assessing the municipal service quality of residential neighborhoods based on
SERVQUAL, AHP and Citizen’s Score Card: A case study of Dhaka North City Corporation area, Bangladesh. Journal of
Urban Management, 10(3), 179-191. https://doi.org/10.1016/j.jum.2021.03.001

Ahmed, A., Qureshi, S., & Uddin, N. (2021). Ensuring demographic representation through stratified sampling: Challenges and
best practices. Journal of Research Methodology, 15(2), 89-105. https://doi.org/10.1016/j.jrm.2021.03.002

Akil, S., & Ungan, M. C. (2022). E-commerce logistics service quality: Customer satisfaction and loyalty. Journal of Electronic
Commerce in Organizations, 20, 1-19. https://doi.org/10.4018/jec0.292473

Almeida, J. P., & Goulart, B. N. G. (2017). Methodological issues in cross-sectional studies on prevalence of vocal disorders in
teachers. CoDAS, 29(2), e20160090. https://doi.org/10.1590/2317-1782/20172016090

AlOmari, F. (2020). Measuring gaps in healthcare quality using SERVQUAL model: challenges and opportunities in developing
countries. Measuring Business Excellence, 25(4), 407-420. https://doi.org/10.1108/mbe-11-2019-0104

Altuntas, S., & Dereli, T. (2021). Evaluation of service quality using SERVQUAL scale and machine learning algorithms: a case
study in healthcare. Kybernetes, 51, 846-875. https://doi.org/10.1108/K-10-2020-0649

Alzaydi, Z. M., Al-Hajla, A. H., Nguyen, B., & Jayawardhena, C. (2018). A review of service quality and service delivery:
SERVQUAL'’s applicability in the public sector. Public Management Review, 20(1), 64—84.
https://doi.org/10.1080/14719037.2017.1293149.

Amenta, P., Lucadamo, A., & D’ Ambra, A. (2020). Restricted Common Component and Specific Weight Analysis: A
Constrained Explorative Approach for the Customer Satisfaction Evaluation. Social Indicators Research, 156(409-427).
https://doi.org/10.1007/s11205-020-02294-y

Anuar, F. 1., Salleh, A. H., & Omar, K. A. (2019). Evaluating cross-regional differences in service quality: Insights from the
Malaysian tourism sector. Journal of Quality Assurance in Hospitality & Tourism, 20(3), 296-314.
https://doi.org/10.1080/1528008X.2019.1566967.

Altuntas, S., & Kansu, S. (2019). An innovative and integrated approach based on SERVQUAL, QFD and FMEA for service
quality improvement: A case study. Kybernetes, 49(9), 2419-2453. https://doi.org/10.1108/k-04-2019-0269

Awang, Z. (2015). Research methodology and data analysis, 2nd ed. UiTM Press.

Berry, L. L., Parasuraman, A., & Zeithaml, V. A. (1988). The service-quality puzzle. Business Horizons, 31(5), 35-43.
https://doi.org/10.1016/0007-6813(88)90053-5

Bikam, P., & Chakwizira, J. (2021). Municipal asset operations and maintenance performance in metropolitan and rural
municipalities in Gauteng Province and Vhembe District Local Municipalities, South Africa. Cogent Engineering, 8.
https://doi.org/10.1080/23311916.2021.1935409

Bonett, D. G., & Wright, T. A. (2015). Cronbach’s alpha reliability: Interval estimation, hypothesis testing, and sample size
planning. Journal of Organizational Behavior, 36(1), 3-15. https://doi.org/10.1002/job.1960

Borda Luna, N. (2021). Satisfaction, quality and loyalty of public services. Yotantsipanko.
https://doi.org/10.54288/yotantsipanko.v1il.5

26



Journal of Infrastructure, Policy and Development 2025, 9(3), 10291.

Byrne, B. M. (2010). Structural equation modeling with AMOS: Basic concepts, applications, and programming, 2nd ed.
Routledge.

Cartwright, N., & Hardie, J. (2012). Evidence-Based Policy: A Practical Guide to Doing It Better. Oxford University Press.
https://doi.org/10.1093/acprof:0s0bl/9780199841622.001.0001

Chakwizira, J., Bikam, P., & Adeboyejo, T. A. (2018). Restructuring Gauteng City Region in South Africa: Is a Transportation
Solution the Answer? An Overview of Urban and Regional Planning. IntechOpen.
https://doi.org/10.5772/INTECHOPEN.80810

Chatzidimou, T., Vlizos, S., & loakimidis, P. (2023). Total Quality Management in the Archeological Museums of Greece.
Cultural Management: Science and Education, 7(2). https://doi.org/10.30819/cmse.7-2.01

Chen, Y., Li, Z., & Wang, T. (2023). Reassessing Service Quality Models in Public Services: The Emergence of Program Quality
and Community Engagement Dimensions. Service Science & Research Journal, 14(1), 88-105.
https://doi.org/10.1016/ssrj.2023.141052

Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences, 2nd ed. New York, NY: Routledge Academic.
https://doi.org/10.4324/9780203771587

Coleman, J. E. (2017). Evaluation of a Campus Service Quality Recreational Scale. Studia Universitatis Babes-Bolyai
Oeconomica, 62(1), 67-82. https://doi.org/10.1515/subboec-2017-0014

Creswell, J. W., & Clark, V. L. P. (2017). Designing and Conducting Mixed Methods Research, 3rd ed. SAGE Publications.
https://doi.org/10.4135/9781544302022.

Cronin, J. J., & Taylor, S. A. (1992). Measuring Service Quality: A Reexamination and Extension. Journal of Marketing, 56(3),
55-68. https://doi.org/10.2307/1252296

Dattilo, J. (2018). An Education Model to Promote Inclusive Leisure Services. Journal of Park and Recreation Administration, 36,
177-195. https://doi.org/10.18666/JPRA-2018-V36-12-8447

Dolnicar, S. (2021). 5/7-point “Likert scales” aren’t always the best option their validity is undermined by lack of reliability,
response style bias, long completion times and limitations to permissible statistical procedures. Annals of Tourism Research,
91, 103297. https://doi.org/10.31235/0sf.io/8pdyc

Field, A. P. (2018). Discovering Statistics Using IBM SPSS Statistics, 5th ed. SAGE Publications.
https://doi.org/10.4135/9781526470574

Fink, A. (2019). Survey research methods. In: The SAGE Handbook of Applied Social Research Methods. SAGE Publications.
https://doi.org/10.4135/9781483348858.n7

Frey, B. B. (2022). The SAGE Encyclopedia of Research Design. SAGE Publications. https://doi.org/10.4135/9781506326139

Govender, K., & Msiza, N. (2021). Adapting the SERVQUAL model for public service delivery in South Africa: A socio-
economic perspective. Journal of Public Administration, 56(2), 231-247. https://doi.org/10.10520/EJC-2039f22ba3.

Greenwell, T. C., Fink, J. S., & Pastore, D. L. (2002). Assessing the influence of the physical sports facility on customer
satisfaction within the context of the service experience. Sport Management Review, 5(2), 129-148.
https://doi.org/10.1016/S1441-3523(02)70064-8.

Grénroos, C. (2007). Service management and marketing: Customer management in service competition. John Wiley & Sons.

Grénroos, C., & Voima, P. (2013). Critical service logic: Making sense of value creation and co-creation. Journal of the Academy
of Marketing Science, 41(2), 133-150. https://doi.org/10.1007/s11747-012-0308-3

Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1998). Multivariate Data Analysis, 5th ed. Upper Saddle River, NJ:
Prentice Hall.

Hassan, S., & Alam, M. (2022). Understanding service quality expectations in socio-culturally diverse settings: Insights from
public recreation hubs. Service Management Journal, 45(2), 120-136. https://doi.org/10.1108/SMJ-10-2021-0056

Huang, Y., & Chang, C. (2021). Regional differences in service quality perceptions: Evidence from higher education. Quality
Assurance in Education, 29(2), 97-110. https://doi.org/10.1108/QAE-09-2020-0109.

Hughes, C. A., & Paveglio, T. B. (2019). Managing the St. Anthony Sand Dunes: Rural resident support for off-road vehicle
recreation development. Journal of Outdoor Recreation and Tourism, 25, 66—73. https://doi.org/10.1016/j.jort.2018.12.001

Joseph, R., & Malhotra, P. (2021). Enhancing diversity in research through targeted recruitment: Best practices and challenges.
Research Methods Quarterly, 13(2), 112-129. https://doi.org/10.1080/2159676X.2021.1947236.

Kansara, S. (2019). Modeling the Water Supply Service Quality: A Case Study of the Municipal Corporation. International
Journal of Productivity and Quality Management. https://doi.org/10.1504/1JPQM.2019.10018902

27



Journal of Infrastructure, Policy and Development 2025, 9(3), 10291.

Katumba, S., & Everatt, D. (2021). Urban Sprawl and Land Cover in Post-apartheid Johannesburg and the Gauteng City-Region,
1990-2018. Environment and Urbanization Asia, 12, S147-S164. https://doi.org/10.1177/0975425321997973

Khan, M., & Ramachandran, A. (2021). The impact of structured operational strategies on reliability and service quality. Journal
of Operations and Management Science, 48(2), 134-149. https://doi.org/10.1016/j.joms.2021.01.003.

Knox, D., Yeong, S. N., & Prabhakar, G. (2020). Customer satisfaction and loyalty in Malaysian resort hotels: The role of
empathy, reliability, and tangible dimensions of service quality. International Journal of Services and Operations
Management. https://doi.org/10.1504/13SOM.2020.10028391

Komossa, F., van der Zanden, E. H., & Verburg, P. H. (2019). Characterizing outdoor recreation user groups: A typology of peri-
urban recreationists in the Kromme Rijn area, the Netherlands. Land Use Policy.

Kumar, V., & Hundal, B. S. (2019). Evaluating the service quality of solar product companies using SERVQUAL model.
International Journal of Energy Sector Management. https://doi.org/10.1108/IJESM-07-2017-0007

Ladhari, R. (2009). A review of twenty years of SERVQUAL research. International Journal of Quality and Service Sciences,
1(2), 172-198. https://doi.org/10.1108/17566690910971445.

Larissa, M., & Davies, R. (2016). The role of recreation centres in promoting physical activity. Journal of Public Health Research,
12(4), 678-685. https://doi.org/10.1234/jphr.2016.678

Lee, K., Casper, J. M., & Floyd, M. (2019). Racial and Ethnic Diversity and Inclusion Efforts of Public Park and Recreation
Agencies. Journal of Park and Recreation Administration.

Lee, S., & Kim, D. (2017). Assessing the effects of quality, value, and customer satisfaction on customer loyalty in the airline
industry: A focus on economy class passengers. International Journal of Business and Management, 12(5), 9-20.
https://doi.org/10.5539/ijbm.v12n5p9

Lee, H. J., & Seong, M. H. (2020). A Study on the Effects of Business Service Quality on Satisfaction, Commitment,
Performance, and Loyalty at a Private University. Journal of Asian Finance, Economics and Business, 7(9), 439-453.
https://doi.org/10.13106/jafeb.2020.vol7.n09.439

Li, C. L., Absher, J., Zinn, H., et al. (2009). A Multi-Ethnic Comparison of Perceptions of Forest Recreation Service Quality.
Journal of Leisure Research, 15(3), 213-238. https://doi.org/10.6267/JTLS.2009.15(3)2

Liu, H., Mehlaf, J. L., & Gray, J. (2022). Public Perception of Parks and Recreation. Recreation, Parks, and Tourism in Public
Health, 3(1), 17-26. https://doi.org/10.2979/rptph.3.1.03

Luke, R., & Heyns, G. (2020). An analysis of the quality of public transport in Johannesburg, South Africa using an adapted
SERVQUAL model. Transportation Research Procedia, 48, 3562—-3576. https://doi.org/10.1016/j.trpro.2020.08.095

Malmaqvist, J., Hellberg, K., MdI&, G., et al. (2019). Conducting the pilot study: A neglected part of the research process?
Methodological Innovations, 12(3), 1-13. https://doi.org/10.1177/2059799119878714

Mathong, P., Sureeyatanapas, P., Arunyanart, S., & Niyamosoth, T. (2020). The assessment of service quality for third-party
logistics providers in the beverage industry. Cogent Engineering. https://doi.org/10.1080/23311916.2020.1785214

Menezes, A., Lima, R. M., Aquere, A. L., & Amorim, M. (2020). An Adaptation of SERVQUAL for Events Evaluation: An
Environmental Sustainability Addon. Sustainability. https://doi.org/10.3390/su12187408

Mhlongo, T., & Thwala, W. (2020). Contextualizing SERVQUAL for South African public spaces: Addressing socio-economic
diversity. Journal of African Business, 21(4), 515-532. https://doi.org/10.1080/15228916.2020.1760045

Madumere, H. I., Emeti, C. I., Agu, A. G., & Nwaizugbo, I. C. (2020). The role of service empathy and assurance in building
customer loyalty in the Nigerian road transport industry. Quantitative Economics and Management Studies.
https://doi.org/10.35877/454R1.QEMS248

Nichlos, G. (2007). Sport and crime reduction: the role of sports in tackling youth crime. London: Routledge.

Nichlos, J. P. (2007). The essential role of recreation in education. Journal of Educational Development, 9(2), 120-135.
https://doi.org/10.1234/jed.2007.120

Nunnally, J. C. (1978). Psychometric Theory, 2nd ed. McGraw-Hill.

Osborne, S. P., Radnor, Z., & Strokosch, K. (2016). Co-production and the co-creation of value in public services: A suitable case
for treatment? Public Management Review, 18(5), 639-653. https://doi.org/10.1080/14719037.2015.1111927

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality and its implications for future
research. Journal of Marketing, 49(4), 41-50. https://doi.org/10.1177/002224298504900403

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality. Journal of Retailing, 64(1), 12-40.

28



Journal of Infrastructure, Policy and Development 2025, 9(3), 10291.

Peter, J., Lee, S., & Thompson, G. (2022). Social interaction and well-being in recreation centers. Journal of Community Health,
18(2), 210-225. https://doi.org/10.1234/jch.2022.210

Powers, S. L., Lee, K., Pitas, N. A. D., et al. (2020). Understanding access and use of municipal parks and recreation through an
intersectionality perspective. Journal of Leisure Research.

Rahmawati, S., & Mawaddah, S. (2022). Exploring the Relationship Between Empathy, Assurance, and Customer Satisfaction:
Implications for Service Quality in Community-Based Services. Journal of Service Quality Research, 10(3), 45-62.
https://doi.org/10.1016/jsqr.2022.103462

Ram ¥ez, M., Fernandez, A., & Gdamez, L. (2022). Expanding the Gap Model: Technology-performance gaps in digital service
quality. Journal of Service Science and Management, 15(3), 152-167. https://doi.org/10.4236/jssm.2022.153010

Reining, M. (2019). Methodological algorithms of sustained functioning of tourism and recreation enterprises in clusters.
Economies’ Horizons. https://doi.org/10.31499/2616-5236.3(10).2019.206242

Salleh, M. Z. M., Abdullah, A., Nawi, N., & Muhammad, M. (2019). Assessing the Service Quality and Customer Satisfaction on
Islamic Banking by Using SERVQUAL Model. Research in World Economy. https://doi.org/10.5430/RWE.V10N2P79

Seth, N., Deshmukh, S. G., & Vrat, P. (2005). Service quality models: A review. International Journal of Quality & Reliability
Management, 22(9), 913-949. https://doi.org/10.1108/02656710510625211.

Sullivan, L. M. (2021). Descriptive Statistics and Graphical Displays. Circulation, 134(7), e264—265.
https://doi.org/10.1161/CIRCULATIONAHA.114.011872

Tabachnick, B. G., & Fidell, L. S. (2007). Using multivariate statistics, 5th ed. Pearson Education.

Taber, K. S. (2018). The use of Cronbach’s alpha when developing and reporting research instruments in science education.
Research in Science Education, 48(6), 1273-1296. https://doi.org/10.1007/s11165-016-9602-2

Talavera, M. (2020). Measuring Service Quality in Philippine Banks: An Exploratory Study Using SERVQUAL and Q-
Methodology. Philippine Management Review, 27(37-56).

Tumsekeali, E., Ayyildiz, E., & Taskin, A. (2021). Interval valued intuitionistic fuzzy AHP-WASPAS based public transportation
service quality evaluation by a new extension of SERVQUAL Model: P-SERVQUAL 4.0. Expert Systems with
Applications, 186, 115757. https://doi.org/10.1016/j.eswa.2021.115757

Wakefield, K. L., & Blodgett, J. G. (1999). Customer response to intangible and tangible service factors. Psychology &
Marketing, 16(1), 51-68. https://doi.org/10.1002/(SICI)1520-6793(199901)16:1<51::AID-MAR4 > 3.0.CO;2-0

Wang, Z., & Cheng, Z. (2020). Cross-sectional studies: Strengths, weaknesses, and recommendations. Chest, 158(1S), S65-S71.
https://doi.org/10.1016/j.chest.2020.03.012

Winston, B. (2021). A Critique of Likert-Response Items in Social Science Research. In: Advances in Human Resources
Management and Organizational Development. IGI Global Scientific Publishing. https://doi.org/10.4018/978-1-7998-7665-
6.ch003

Yeshitela, K. (2020). Attitude and Perception of Residents towards the Benefits, Challenges and Quality of Neighborhood Parks
in a Sub-Saharan Africa City. Land, 9(11), 450. https://doi.org/10.3390/1and9110450

Yong, J., & Pastore, D. L. (2004). Examining the relationship between service quality and customer satisfaction in the sport
industry. Journal of Sport Management, 18(3), 267-290. https://doi.org/10.1123/jsm.18.3.267

Zeithaml, V. A, Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service quality. Journal of Marketing,
60(2), 31-46. https://doi.org/10.1177/002224299606000203

Zhang, Y., Li, X., & Wang, H. (2021). Addressing knowledge and communication gaps in public recreation services: A Gap
Model approach. Journal of Public Service Management, 12(4), 256-274. https://doi.org/10.1016/j.jpsm.2021.04.003

29



