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Abstract: Empirical transversal study was conducted
with the aim of checking the validity of the questionnaire
for measuring the quality of services in a dance club. The
research sample consisted of a total of 194 respondents,
users of the services of the Dance Club “Gemma” Banja
Luka (active members). Subsampling was performed
through two research areas: (1) in relation to gender (M
= 31; F = 163) and (2) in relation to the user experi-
ence-length of training in the club (up to 1 year, from
1 to 3 years; from 3 to 7 years; more than 7 years). As
a research instrument, a modified questionnaire SOKC
(Service Quality of Karate Club) was used to assess the
quality of services in the karate club, which in this case
was used as a scale for individual assessment of the qual-

ity of sports services in the dance club and consists of

15 indicators of sports services. Respondents expressed
their assessment by rounding off the numbers on a five-
point Likert-type scale. The results obtained by surveying
the respondents show that the club provides high qual-
ity services (average score 4.16). Discriminant analysis
found that user experience and gender did not affect the
perception of the quality of sports services. When iden-
tifving the internal agreement of the scale used, it was
determined that the scale has good internal agreement
(Cronbach s Alpha =, 932), which indicates its good met-
ric characteristics. The questionnaire used should also
be checked at other dance clubs, and the good metric
characteristics of the SODC (Service Quality of Dance
Club) questionnaire are expected to prove reliable.
Keywords: dance club, SODC questionnaire, quality
of services.

INTRODUCTION

Sports dance belongs to a group of (sports) activi-
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Apstrakt: Empirijsko transferzalno istraZivanje je
provedeno sa ciljem provjere validnosti upitnika za
mjerenje kvaliteta usluga u plesnom klubu. Istrazivacki
uzorak sacinjavalo je ukupno 194 ispitanika, korisnika
usluga Plesnog kluba ,,Gemma* Banja Luka (aktivni
¢lanovi). Subuzorkovanje je izvrseno kroz dva istrazi-
vacka prostora: (1) u odnosu na pol (M=31; 7=163) i
(2) u odnosu na korisnicki staz-duzZinu treniranja u klu-
bu (do 1 godine; od 1 do 3 godine; od 3 do 7 godina;
vise od 7 godina). Kao istrazivacki instrument primi-
jenjen je modifikovani upitnik SOKC (Service Quality
of Karate Club) za procjenu kvaliteta usluga u karate
klubu, koji je u ovom slucaju primijenjen kao skala za
individualnu procjenu kvaliteta sportskih usluga u ple-
snom klubu i sastoji od 15 indikatora kvaliteta sportskih
usluga. Ispitanici su svoju procjenu iskazivali zaokruzi-
vanjem brojeva na petostepenoj skali Likertovog tipa.
Rezultati dobijeni anketiranjem ispitanika pokazuju da
klub pruza usluge visokog kvaliteta (prosjecna ocjena
4,16). Dskriminativnom analizom je utvrdeno da kori-
snicki staz i pol nisu uticali na dozivljaj kvaliteta sport-
skih usluga. Prilikom identifikacije unutrasnje sagla-
snosti koristene skale, utvrdeno je da skala ima dobru
unutrasnju saglasnost (Cronbach’s Alpha = ,932), sto
ukazuje na njene dobre metrijske karakteristike. Kori-
Steni upitnik potrebno je provjeriti i na drugim plesnim
klubovima, pri cemu se ocekuje da dobre metrijske
karakteristike SODC (Service Quality of Dance Club)
upitnika se pokazu pouzdanim.

Kljuéne rijeci: plesni klub, SODC upitnik, kvalitet
usluga.

Uvob

Sportski ples pripada grupi (sportskih) aktivnosti

ties that contain aesthetically designed and choreographi- | koje sadrze estetski oblikovane i koreografski definisane
cally defined acyclic movement structures and are mainly | aciklicne kretne strukture i uglavnom se izvode u spe-
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performed in specific dynamically-changing conditions
(Milanovi¢, 2013). In addition to the basic kinesiologi-
cal phenomena (movement, dynamics, coordination, fit-
ness, etc.), the artistic component of its expression (mu-
sic, choreography, sensibility, the player’s focus on the
“dance story”, flow, etc.) is especially represented. Al-
though attitudes are still present today as to whether sport
dance is, in essence, primarily an art or an equal sport
discipline (Zagorc, 2000), it is indisputable that this form
of physical engagement of people of all ages occupies a
significant place in active and purposeful leisure times.

Modern forms of sports and recreational content
incorporate various forms and types of sports activities,
among which the contents of sports dance are appear-
ing more and more intensively. Competitive sports dance
belongs to a relatively new / young sports branch, so the
management processes in this activity are still insuffi-
ciently studied. On the other hand, the development of
sports dance, which brings with it an increasing num-
ber of students of dance schools (clubs), as well as the
number of active competitors, imposes the need for more
intensive study of various organizational aspects of its
existence (Srdi¢ & Loli¢, 2011).

Dance clubs are constituted as a specific organiza-
tional system with an appropriate structure. It, in essence,
refers to its physical elements and information connec-
tions, and in practice it predominantly refers to two seg-
ments: organizational subsystems / blocks and operation-
al activities (most responsible for the realization of set
goals, given that through them the flow of people - users
of services and human resources of the club itself). As
today’s dance clubs, in the formal-legal sense, are pre-
dominantly organized as associations (non-profit organi-
zations), the theoretical position that the success of non-
profit organizations depends on the fact how effectively
and efficiently they meet the needs of their users can be
applied to them. That is, to what extent do they have the
organizational capacity that is able to deliver an effective
service to the “sports and service market” (Nesi¢, Daci¢
& Srdi¢, 2014).

The issue of adequate identification of perception
in the relationship “quality service - customer satisfac-
tion” is very complex, subtle and delicate, so it is often
conditioned by different views / attitudes of users and
their understanding (understanding) of quality. So it has
to be taken into account during various evaluation ac-
tivities by the dance club management. For the creation
and distribution of services, it is necessary that the club
management has in mind the concept and essence of the
service environment, which includes various elements of

cificnim dinami¢no-promjenljivim uslovima (Milanovic,
2013). Pored osnovnih kinezioloskih fenomena (kreta-
nje, dinamika, koordinacija, kondicija, i sl.) posebno je
zastupljena umjetnicka komponenta njegove ekspresije
(muzika, koreografija, senzibilitet, fokusiranost igraca
na “plesnu pricu”, flow, itd.). Mada su danas jo$ uvek
prisutni stavovi oko toga da li je sportski ples, u sustini,
prvenstveno umjetnost ili ravnopravna sportska disci-
plina (Zagorc, 2000), nesporno je da ovaj oblik fizickog
angazovanja osoba svih zivotnih dobi zauzima zna¢ajno
mjesto u aktivnom i svrsishodnom provedenju slobodnog
vremena.

Savremeni oblici sportsko-rekreativnih sadrzaja u
sebe inkorporiraju razlic¢ite oblike i vrste sportskih ak-
tivnosti, medu kojima se sve intenzivnije pojavljuju i sa-
drzaji sportskog plesa. Takmicarski sportski ples spada
u relativno novu/mladu sportsku granu, tako da se me-
nadzmentski procesi u ovoj aktivnosti jo§ uvek nedovolj-
no proucavaju. Sa druge strane razvoj sportskog plesa,
koji sa sobom nosi i sve veci broj polaznika plesnih Skola
(klubova), kao i broj aktivnih takmicara, namecu potrebu
intenzivnijeg proucavanja razli¢itih organizacijskih as-
pekata njegove egzistencije (Srdi¢ & Loli¢, 2011)

Plesni klubovi su konstitusani kao specifi¢an orga-
nizacijski sistem sa odgovaraju¢om strukturom. Ona se,
u sustini, odnosi na njegove fizicke elemente i informa-
cione veze, a u praksi se to dominantno odnosi na dva
segmenta: organizacijske podsisteme/blokove i operativ-
ne aktivnosti (najodgovornije za realizaciju postavljenih
ciljeva, s obzirom na to da se kroz njih vrsi protok ljudi
- korisnika usluga i ljudskih resursa samog kluba). Kako
su danasnji plesni klubovi, u formalno-pravnom smislu,
dominantno organizovani kao udruzenja (neprofitne or-
ganizacije), na njih se sasvim aplikativno moze odnositi
teorijsko stanoviSte da uspeh neprofitnih organizacija
upravo zavisi od ¢injenice koliko efektivno i efikasno
zadovoljavaju potrebe svojih korisnika. Odnosno, u ko-
joj mjeri raspolazu organizacionim kapacitetima koji su
u stanju da ,,sportsko-usluznom trzistu* isporuce efek-
tivnu uslugu (Nesi¢, Daci¢ & Srdi¢, 2014).

Problematika adekvatne identifikacije percepcije na
relaciji ,,kvalitetna usluga — zadovoljstvo korisnika“ jeste
veoma kompleksna, suptilna i delikatna, tako da je Cesto
uslovljena razli¢itim pogledima/stavovima korisnika i
njihovog shvatanja (poimanja) kvaliteta. Tako da se ono
mora uzeti u obzir prilikom razli¢itih aktivnosti evalua-
cije od strane menadzmenta plesnog kluba. Za kreiranje
1 distribuciju usluga neophodno je da menadzment kluba
ima u vidu pojam i sustinu usluznog ambijenta, koji obu-
hvata razli¢ite elemente fiziCkog okruzenja i atmosferu u
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the physical environment and the atmosphere in which
the service is performed, because it can significantly af-
fect the service process and consumer perception (user /
consumer) (Gronroos, 2002; Peri¢ et al., 2017). Modern
marketing approaches to the management of non-profit
sector organizations very clearly determine the view that
their success largely depends on how effectively and ef-
ficiently they meet the needs of immediate users (Kaplan,
2001). Considering that dance clubs are in most cases
organizationally non-profit oriented, we can speak of a
very significant applicability of the stated point of view.
Especially in the context of management’s commitment
to a responsible attitude towards clients (service users),
but also towards donors, public sources of funding, etc.
Thus, the management structures of the dance club are
constantly looking for an answer to the question - to what
extent do they have the organizational capacity that is
able to deliver an effective service to the sports market
and target groups.

Difficulties in defining the concept of quality in the
service activities of sports (non-profit) organizations are
primarily related to the dilemma of what should be mea-
sured - the quality of the service itself or the experience
of service users (Cairns, Harris, Hutchison & Tricker,
2004, Peri¢ et al., 2017). One of the methodological
problems is also related to the doubt in the objectivity of
quality assessment. Most authors believe that the basic
focus of service quality must be on the user (Monroe &
Krishnan, 1983; according to: Ivanovi¢ & Anti¢, 2011).
Creating users’ perceptions of the quality of services is
largely conditioned by internal factors of the club’s or-
ganization, but also by relationships with other related
stakeholders (Campbell, 2002, Ivanovi¢, 2011).

Many difficulties arise from this relationship, which
is why the measurement of delivered services is a very
sensitive problem (Cairns, et al., 2004; Peri¢ et al.,
2017). Although various quality assessment instruments
have been constructed in research practice so far, which
significantly alleviate the problem of measuring quality
management performance (this primarily refers to the
Servqual model and its modification Servperf) (Parasura-
man, Zeithaml & Berry, 1988; Cronin & Taylor, 1992),
such instruments have not been tested or standardized in
research related to dance clubs. That is, so far no quality
measuring instrument has been validated that could rela-
tively objectively measure the perception of the quality
of dance services. What can be the starting point for this
research is the SQKC scale, which was constructed and
valorized as an instrument for measuring the satisfaction
of users of karate club services (Peri¢ et al., 2017).

kojoj se usluga obavlja, jer se time moZe znatno uticati na
sam proces pruzanja usluge, kao i na percepciju potrosa-
¢a (korisnika/konzumenta) (Gronroos, 2002; Peri¢ i sar.,
2017). Savremeni marketinski pristupi upravljanju orga-
nizacijama neprofitnog sektora, veoma jasno determinisu
stanoviSte da njihov uspjeh najve¢im dijelom zavisi od
¢injenice koliko efektivno 1 efikasno zadovoljavaju
potrebe neposrednih korisnika (Kaplan, 2001). Obzi-
rom da su i plesni klubovi u vecini slucajeva organiza-
ciono neprofitno orijentisani moze se govoriti 0 veoma
znacajnoj aplikativnosti navedenog stanovista. Narocito
u kontekstu menadzmentskog opredjeljenja ka odgovor-
nom odnosu prema klijentima (korisnicima usluga), ali
i prema donatorima, javnim izvorima finansiranja, itd.
Dakle, upravljacke strukture plesnog kluba su u stalnom
traganju za odgovorom na pitanje - u kojoj mjeri ras-
polazu organizacionim kapacitetima koji su u stanju da
sportskom trzistu i ciljnim grupama isporuce efektivnu
uslugu.

Poteskoce u definisanju pojma kvaliteta u usluznim
djelatnostima sportskih (neprofitnih) organizacija prven-
stveno su vezane za dilemu Sta treba da se mjeri - kva-
litet same usluge ili dozivljaj korisnika usluge (Cairns,
Harris, Hutchison & Tricker, 2004, Peri¢ i sar., 2017).
Takode je jedan od metodoloskih problema vezan i za
sumnju u objektivnost procjene kvaliteta. Vecina auto-
ra smatra da osnovni fokus kvaliteta usluga mora biti
usmjeren na korisnika (Monroe & Krishnan, 1983;
prema: Ivanovi¢ & Anti¢, 2011). Kreiranje dozivljaja ko-
risnika o kvalitetu usluga najve¢im delom je uslovljeno
unutrasnjim faktorima organizacije kluba, ali i odnosima
sa drugim povezanim stejkholderima (Campbell, 2002,
Ivanovic¢, 2011). Iz tog odnosa proistice mnogo teskoca
zbog Cega mjerenje isporucenih usluga predstavlja veo-
ma osjetljiv problem (Cairns, et al., 2004; Peri¢ i sar.,
2017). Mada su u istrazivackoj praksi do sada konstruisa-
ni razli¢iti instrumenati za procjenu kvaliteta, koji znatno
olakSavaju problem mjerenja performansi menadzmenta
kvaliteta (to se u prvom redu odnosi na Servqual model i
njegovu modifikaciju Servperf) (Parasuraman, Zeithaml
& Berry, 1988; Cronin & Taylor, 1992), ovakvi insgtru-
menti nisu provjeravani, niti standardizovani u istraziva-
njima vezanih za plesne klubove. Odnosno, do sada nije
validiran niti jedan kvalitetan mjerni instrument kojim bi
se relativno objektivno mogla mjeriti percepcija kvalite-
ta usluga u plesu. Ono $to moZze biti polazna osnova za
ovo istrazivanje jeste skala SQKC koja je konstruisana
1 valorizovana kao instrument za mjerenje zadovoljstva
korisnika usluga karate kluba (Peri¢ i sar., 2017).
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METHOD

This empirical research of transversal character was
realized in the Dance Club “Gemma” Banja Luka. The
research sample consisted of a total of 194 respondents,
users of club services (active members). Subsampling
was performed through two research spaces: (1) in ondos
by gender (M =31; F=163) and (2) in relation to the user
experience-length of training in the club (up to 1 year;
from 1 to 3 years; 3 to 7 years; more than 7 years).

A modified SQKC questionnaire was used as a re-
search instrument, which was constructed to examine the
user perception of the quality of sports services in a kara-
te club (Peri¢ et al., 2017). The applied instrument is con-
structed as a scale for individual assessment / perception
of the quality of sports services in the club and consists of
18 items / indicators of the quality of sports services. The
final version, a modified questionnaire for this occasion,
was preceded by several pilot studies. After checking the
metrics, a total of 15 items were retained, where respon-
dents expressed their assessment by choosing one of five
positions on the Likert-type scale (grade 1 represents the
lowest and grade 5 the highest intensity of perception
of the quality of dance club services). In this sense, this
scale can be called as - the quality of services of a dance
club (Service Quality of a Dance Club).

Questionnaire / scale metrics in our study were test-
ed using two procedures: (1) checking its internal compli-
ance (Scale Reliability Analysis based on the Cronbach's
alpha coefficient) and (2) factor analysis (Principal Com-
ponents Analysis) with the hair method rotation (Direct
Oblimin). The choice of the mentioned statistical proce-
dures was conditioned, first of all, by the character of the
research and the treated research instrument. Therefore,
the PCA approach was imposed as a logical choice of
the data analysis method, whose orientation towards the
validation of a relatively new assessment scale (within
the second sports-service environment). Also, the gener-
ally recommended aspects of checking each scale type
instrument (Pallant, 2009) direct in this case the choice
of a statistical procedure for determining reliability on a
specific sample towards the application of Scale Reliabil-
ity Analysis based on the Cronbach’s alpha coefficient.

The application of the SQDC questionnaire in prac-
tice is shown on the example of the Dance Club “Gem-
ma” from Banja Luka. Based on the answers to 15 items
of the questionnaire, the average scalar value was calcu-
lated for each respondent, which was used as a numerical
data for assessing the quality of delivered sports services.
From these scalar averages, descriptive statistical param-
eters were calculated for different subsamples. The sig-

METOD

Ovo empirijsko istrazivanje transferzalnog karak-
tera realizovano je u Plesnom klubu ,,Gemma®“ Banja
Luka. Istrazivacki uzorak sacinjavalo je ukupno 194 is-
pitanika, korisnika usluga kluba (aktivni clanovi). Subu-
zorkovanje je izvrSeno kroz dva istrzivacka prostora: (1)
u ondosu na pol (M=31; Z=163) i (2) u odnosu na kori-
snicki staz-duzinu treniranja u klubu (do 1 godine; od 1
do 3 godine; od 3 do 7 godina; vise od 7 godina).

Kao istrazivacki instrument primijenjen je modifi-
kovani upitnik SQKC, koji je konstruisan za ispitivanje
korisnic¢ke percepcije kvaliteta sportskih usluga u karate
klubu (Peri¢ i sar., 2017). Primijenjeni instrument kon-
struisan je kao skala za inidividualnu procjenu/percepci-
ju kvaliteta sportskih usluga u klubu i sastoji od 18 aje-
tma/indikatora kvaliteta sportskih usluga. Konacnoj ver-
ziji, za ovu priliku modifikovanog upitnika, prethodilo
je nekoliko probnih istrazivanja. Nakon provjere metrike
zadrzano je ukupno 15 ajtema, gdje su ispitanici svoju
procjenu iskazivali izborom jedne od pet pozicija na ska-
li Likertovog tipa (ocjena 1 predstavlja najnizi, a ocjena
5 najvisi intenzitet percepcije kvaliteta usluga plesnog
kluba). U tom smislu ova skala se moze imenovati kao -
skala kvaliteta usluga plesnog kluba (Service Quality of
a Dance Club).

Metrika upitnika/skale u naSem istrazivanju testi-
rana je primjenom dva postupka: (1) provjerom njene
unutrasnje saglasnosti (Scale Reliability Analysis koja je
zasnovana na Kronbahovom alfa koeficijentu) i (2) fak-
torskom analizom (analiza glavnih komponenti — Prin-
cipal Components Analysis) sa metodom kose rotacije
(Direct Oblimin). Izbor navedenih statisti¢kih procedura
bio je uslovljen, u prvom redu, karakterom istrazivanja
i tretiranim istrazivackim instrumentom. Stoga se kao
logi¢an odabir metode analize podataka, Cije je usmje-
renje ka validaciji relativno nove skale procjene (u okvi-
ru drugog sportsko-usluznog okruzenja) nametnuo PCA
pristup. Takode i opste preporuceni aspekti provjere sva-
kog instrumenta tipa skale (Pallant, 2009) usmjeravaju u
ovom slucaju izbor statisticke procedure za utvrdivanje
pouzdanosti na konkretnom uzorku ka primjeni Scale
Reliability Analysis zasnovane na Kronbahovom alfa ko-
eficijentu.

Primjena SQDC upitnika u praksi prikazana je na
primjeru Plesnog kluba ,,Gemma* iz Banja Luke. Na
osnovu odgovora na 15 ajtema upitnika, za svakog is-
pitanika je izraCunata prosjecna skalarna vrednost koja
je koristena kao numericki podatak za procjenu kvaliteta
isporucenih sportskih usluga. Iz ovih skalarnih proseka
izracunati su deskriptivni statisti¢ki parametri za razlicite
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nificance of differences between arithmetic means was
tested using Univariate Analysis of Variance and One
Way ANOVA.

All statistical inferences were made at a significance
level of 0.05 (Sig. <, 05).

THE RESULTS

In order to check the validity of the questionnaire,
15 items of the scale were subjected to principal compo-
nents analysis (PCA). Previously, the procedure of as-
sessing the suitability of data for factor analysis was real-
ized, and the review of the correlation matrix recorded
a statistically sufficiently large number of coefficients
of 0.3 and more. Kaiser-Meyer-Olkin Measure of Sam-
pling Adequacy (KMO) was 0.904, which significantly
exceeds the recommended value of 0.6 (Kaiser, 1970,
1974). Bartletts test of sphericity (Bartlett, 1954) also
reached statistical significance, which together indicate
the factorability of the correlation matrix and the justifi-
cation for the application of factor analysis.

Analysis of the main components obtained after Ob-
limin rotation revealed the presence of three components
with characteristic roots (Eiegenvalues) over one, which
explain 51.40%, 9.39%, and 7.35% of the variance. How-
ever, the obtained fracture diagram (Scree plot) showed the
existence of a clear fracture point already behind the first
component (Figure 1). Based on Kattel’s criterion (1966),
it was decided to keep only one component, which is in
line with the recommended procedures for interpreting the
results of factor analysis (Pallant, 2009). This was support-
ed by the results of a parallel analysis with one compo-
nent whose characteristic values exceed the corresponding
threshold values obtained using an equally large matrix of
random numbers (15 variables x 142 subjects). This single
component explained a significant and statistically accept-
able part of the total variance (51.40%). All 15 variables
gave significant factor weight to the only extracted com-
ponent (Table 3) which proved that the applied scale has
a high validity and that it can be applied as an indepen-
dent scale for assessing the quality of service systems in
a dance club. The hierarchical structure of the Component
Matrix shows that the extracted factor is most dominant-
ly saturated by items related to the positive experiences
of services provided by this dance club, especially: club
program content (especially educational and development
programs), quality of information availability to service
users (especially when it is about the program contents and
activities of the club), the quality of professional work (re-
alization of the program), etc. The results collected by sur-
veying users showed that the selected club provides sports,

subuzorke. Znac¢ajnost razlika izmedu aritmetickih sredi-
na testirana je primjenom univarijantne analize varijanse
(Analysis of Variance and One Way ANOVA).

Sva statistiCka zaklju¢ivanja sprovedena su na ni-
vou znacajnosti od 0,05 (Sig. <,05).

REZULTATI

U cilju provjere validnost upitnika, 15 ajtema skale
podvrgnuto je analizi glavnih komponenti (PCA). Pret-
hodno je realizovan postupak ocjene prikladnosti podata-
ka za faktorsku analizu, a pregledom korelacione matrice
evidentiran je statisticki dovoljno veliki broj koeficije-
nata vrijednosti 0,3 i vise. Kajzer — Majerov pokazatelj
adekvatnosti uzorka (Kaiser-Meyer-Olkin Measure of
Sampling Adequacy - KMO) bio je 0,904 §to znatno pre-
masuje preporucenu vrijednost 0,6 (Kaiser, 1970, 1974).
Bartletov test sfericnosti (Bartlett’s test of sphericity)
(Bartlett, 1954) takode je dostigao statisticku znac¢ajnost,
Sto se zajedno ukazuje na faktorabilnost korelacione ma-
trice i opravdanost primjene faktorske analize.

Analiza glavnih komponenti dobijenih nakon Obli-
min rotacije, otkrila je prisustvo tri komponente sa ka-
rakteristicnim korjenovima (Eiegenvalues) preko jedan,
koje objasnjavaju 51,40%, 9,39%, i 7,35% varijanse.
Medutim, dobijeni dijagram preloma (Scree plot) je po-
kazao postojanje jasne tacke prijeloma ve¢ iza prve kom-
ponente (Slika 1). Na osnovu Kattel-ovog kriterijuma
(1966) odluceno je da se zadrzi samo jedna komponenta,
$to je u skladu i sa preporu¢enim procedurama tumacenja
rezultata faktorske analize (Pallant, 2009). To su podrza-
li 1 rezultati paralelne analize sa jednom komponentom
Cije karakteristi¢ne vrijednosti premasuju odgovarajuce
vrijednosti praga dobijene pomocu jednako velike ma-
trice slucajnih brojeva (15 varijabli x 142 ispitanika).
To jednofaktorsko resenje (Single component) objasnilo
je znacajan i statisticki prihvatljiv dio ukupne varijanse
(51,40%). Svih 15 varijabli dalo je znacajnu faktorsku te-
zinu jedinoj ekstrahovanoj komponenti (Tabela 3) ¢ime je
dokazano da primijenjena skala ima visoku validnost i da
se moze primjenjivati kao samostalna skala za procjenu
kvaliteta sistema usluga u plesnom klubu. Hijerarhijska
struktura komponentne matrice (Component Matrix) po-
kazuje da ekstrahovani faktor najdominantnije saturiraju
ajtemi koji se odnose na pozitivne dozivljaje usluga koje
pruza ovaj plesni klub, a narocito: programske sadrzaje
kluba (posebno edukativne i razvojne programe), kvali-
tet dostupnosti informacija korisnicima usluga (posebno
kada je rijeC o programskim sadrzajima i aktivnostima
kluba), kvalitet stru¢nog rada (realizacija programa), itd.
Rezultati prikupljeni anketiranjem korisnika pokazali su
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dance and recreational services of high quality. On a scale
of 1 to 5, the overall average score of the complete sample
exceeded the value of four (4.16), and in some indicators
it reached the value of 4.68 (Table 1).

The results of the discriminant analysis showed that
the experience of the quality of sports services in the se-
lected dance club was not influenced by any of the two
analyzed characteristics of the respondents - user experi-
ence and gender (Table 2).

da izabrani klub pruza sportsko-plesne i rekreativne us-
luge visokog kvaliteta. Na skali od 1 do 5, ukupna pro-
sjeCna ocjena kompletnog uzorka premasila je vrijednost
cetiri (4,16), a u pojedinim indikatorima dostigla je i vri-
jednost 4,68 (Tabela 1).

Rezultati diskriminativne analize su pokazali da na
dozivljaj kvaliteta sportskih usluga u izabranom plesnom
klubu nije uticao ni jedan od dva analizirana obiljezja is-
pitanika — korisnicki staz i pol (Tabela 2).

Scree Plot

5

=

Eigenvalue

Component Number

T
g a 10 11 12 13 14 15

Figure 1 - Screeplot for dance club service rating scale indi-
cators

Table 1: Elements of internal compliance of the dance club
service quality assessment scale

Slika 1 — Dijagram prijeloma (Screeplot) za indikatore skale procje-
ne usluga plesnog kluba

Tabela 1: Elementi unutrasnje saglasnosti skale procjene kva-
liteta usluga plesnog kluba

Scalar
No. / average Commun Factor /
RB Quality indicator / Indikator kvaliteta / Skalarni alities / Ko.- Faktor
. munaliteti
prosjek

1 Quality of professional work (training) by the club coach / 465 559 748
Kvalitet struc¢nog rada (vodenje treninga) od strane trenera kluba ’ ) ’

5 The f’xpemse of the F.oaches working at the club / 468 291 700
Strucnost trenera koji rade u klubu

3 The atmosph?re that prevails durmg training / 456 490 700
Atmosfera koja vlada tokom treninga

4 The attitude of the club’s coac.htv?s tgwards the athletes / 465 534 731
Odnos trenera kluba prema vjezbacima

5 General quallty of al{ services prgv:dec{ by the club / 398 539 734
Generalni kvalitet svih usluga koje pruza klub

6 A space where club SEI:VI.CE’S are provided / 304 2126 653
Prostor u kome se pruzaju usluge kluba

7 Hyg/ene" ”J roqms and exercise rooms / Higijena u prostorijama i prostori- 4.04 260 678
ma za vjezbanje
Availability of professional information related to the provision of ser-

8 vices in the club / Dostupnost struc¢nih informacija vezanih za pruzanje 4.35 .592 .770
usluga u klubu
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Offer content and programs that the club provides to its users / Ponuda

9 . . . .. L 4.30 574 .758
sadrzaja i programa koje klub pruza svojim korisnicima

10 Subj.ect'/.ve .feel/rzg. dur/.ng the stay an.d usi ?f tI;e club’s services / 431 554 745
Subjektivni oseéaj prilikom boravka i koris¢enja usluga kluba

11 Educa.UoIval programs organized by the club / Edukativni programi koje 4.05 646 804
organizuje klub

12 Th'e qua//t){ of the competition organized by the club / Kvalitet takmicenja 412 186 697
koje organizuje klub

13 The quality c.)fsports' ca'mps organized by the club / Kvalitet sportskih 3.49 203 635
kampova koje organizuje klub

14 Ava/lab///'lty of /nff)rman'on (?n club acI'lvmes and programs / Dostupnost 491 608 780
informacija o aktivnostima i programima kluba

15 Club marketing activities / Marketinske aktivnosti kluba 3.84 .348 .590

Scalar value (scale as a whole) / Skalarna vrijednost (skala u cjelini): 4.16

Sample adequacy ratio (CMO)=.904 Bartlett’s test of sphericity = 1341.697 Sig.=.000 /

Pokazatelj adekvatnosti uzorka (KMO) =,904

Bartletov test sferi¢nosti = 1341,697

Sig.=,000

Table 2: Discriminant analysis of different subsamples

Tabela 2: Diskriminativna analiza razlicitih subuzoraka

Membership in the club / Clanski staz u klubu Pol Mean Std. Deviation N
M 4.16 429 5
up to 1 year /do 1 godine z 4.41 479 39
> 4.38 476 44
M 4.05 .880 9
from 1 to 3 years /od 1 do 3 godine z 4.20 .690 39
> 4.17 721 48
M 4.14 .756 7
from 3 to 7 godina / od 3 do 7 godina Z 4.07 .705 41
> 4.08 .704 48
M 4.12 .702 6
over 7 years / preko 7 godina 7 3.95 .809 28
> 3.98 .784 34
M 4.11 .704 27
Total sample / Cijeli uzorak: V4 4.17 .684 147
> 4.16 .686 174

Univariate Analysis of Variance for Subsamples: F =1.055; Sig. = .483
Univariate Analysis of Variance for Gender: F =.159; Sig. =.714 /

Univariate Analysis of Variance for Subsamples: F =1,055; Sig. =

Univariate Analysis of Variance for Gender: F =,159; Sig. =,714

,483

In the continuation of the verification of the met-
ric characteristics of the applied scale, and on the basis
of the determined factor validity, the identification of its
internal compliance was approached. The obtained re-
sults show that the scale as a whole has good internal
agreement, which is indicated by the Cronbach’s Alpha
coefficient (Cronbach’s Alpha = ,932), which is signifi-
cantly higher than the recommended theoretical value of
0.7 (De Vellis, 2003) (Table 3), that it has good metric
characteristics.

U nastavku provjere metrijskih karakteristika primi-
jenjene skale, a na osnovu utvrdene faktorske validnosti,
pristupilo se identifikaciji njene unutrasnje saglasnosti.
Dobijeni rezultati pokazuju da skala u cjelini ima dobru
unutras$nju saglasnost, na Sta ukazuje Kronbahov koe-
ficijent alfa (Cronbach’s Alpha = ,932) koji je znacajno
veci od preporucene teorijske vrijednosti 0,7 (De Vellis,
2003) (Tabela 3), odnosno da posjeduje dobre metrijske
karakteristike.
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Table 3: Elements of internal compliance of the dance club
service quality assessment scale

Tabela 3: Elementi unutrasnje saglasnosti skale procjene
kvaliteta usluga plesnog kluba

No. / Scalar  Influence of item remo-

Br. .. . X average / val on alpha coefficient

pita- Quality indicator / Indikator kvaliteta R T T S A

nja prosjek ke na alfa koeficijent
Quality of professional work (training) by the club coach /

1 . . . h 4.65 .920
Kvalitet stru¢nog rada (vodenje treninga) od strane trenera kluba
The expertise of the coaches working at the club /

2 N - 4.68 921
Strucnost trenera koji rade u klubu
The atmosphere that prevails during training /

3 . . 4.56 .920
Atmosfera koja vlada tokom treninga
The attitude of the club’s coaches towards the athletes /

4 e 4.65 .920
Odnos trenera kluba prema vjezbacima
General quality of all services provided by the club /

5 ! . . . . 3.98 918
Generalni kvalitet svih usluga koje pruza klub

6 A space where club servw_ces are provided / 394 921
Prostor u kome se pruzaju usluge kluba

7 Hyg{ene in rooms gnd e)ferase rqoms / o 4.04 920
Higijena u prostorijama i prostorima za vjezbanje

3 Availability of professional information related to the provision of services in 435 917
the club / Dostupnost stru¢nih informacija vezanih za pruzanje usluga u klubu ' '
Offer content and programs that the club provides to its users /

9 . . . Y . S 4.30 918
Ponuda sadrzaja i programa koje klub pruza svojim korisnicima
Subjective feeling during the stay and use of the club’s services /

10 S e S 431 918
Subjektivni osecaj prilikom boravka i koris¢enja usluga kluba

11 Educat'{ongl prograrps ?rganlzeq b'y the club / 4.05 916
Edukativni programi koje organizuje klub
The quality of the competition organized by the club /

12 . Y . T 4.12 919
Kvalitet takmicenja koje organizuje klub
The quality of sports camps organized by the club /

13 . . ; N 3.49 .924
Kvalitet sportskih kampova koje organizuje klub
Availability of information on club activities and programs /

14 . .. . . . . 4.21 916
Dostupnost informacija o aktivnostima i programima kluba

15 Club marketing activities / Marketinske aktivnosti kluba 3.84 .923

Cronbach’s alpha coefficient / Kronbahov alfa koeficijent: .932

DISCUSSION

Identifying the existence of an interaction between
service quality and customer satisfaction is a very important
factor that can be crucial for modeling the work and man-
agement activities of a dance club. Therefore, it is a very
sensitive management issue that is primarily conditioned
by the level of individual perception of users, as well as a
specific experience of quality through a positive or nega-
tive feeling after using the service (Evans & Lindsey, 2010).
Some sports clubs apply different concepts of quality man-
agement and apply different models to measure the quality
of services (Packiathan & Kyungro, 2000; Kelley & Turley,
2001; Tsitskari, Tsiotras & Tsiotras, 2006; Lee, Duck Kim,
Ko, & Sagas, 2011; Peri¢ et al., 2017), which can be consid-
ered applicable both in the context of the work and assess-
ment of the quality of dance club services.

DISKUSIJA

Identifikacija postojanja medusobne interakcije izme-
du kvaliteta usluge i zadovoljstva korisnika predstavlja vrlo
znacajan Cinilac koji moZze biti od kljucne vaznosti za mode-
lovanje rada i upravljackih aktivnosti plesnog kluba. Zbog
toga i predstavlja veoma osjetljivo menadzmentsko pitanje
koje je, u prvom redu, uslovljeno nivoom individualne per-
cepcije korisnika, kao i specifi¢cnim dozivljajem kvaliteta
kroz pozitivan ili negativan osjecaj nakon koriStenja usluge
(Evans & Lindsey, 2010). Pojedini sportski klubovi primje-
njuju razli¢ite koncepte upravljanja kvalitetom i primjenjuju
razliCite modele za mjerenje kvaliteta usluga (Packiathan &
Kyungro, 2000; Kelley & Turley, 2001; Tsitskari, Tsiotras
& Tsiotras, 2006; Lee, Duck Kim, Ko, & Sagas, 2011; Peri¢
isar., 2017), Sto se moze smatrati aplikativnim i u kontekstu
rada i procjene kvaliteta usluga plesnih klubova.
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Almost no dance club in Bosnia and Herzegovina
has so far defined its strategic management orientation
towards the application of quality management, which
includes activities to measure the quality of services.
This significantly reduces opportunities to improve man-
agement efficiency, internal organization and market
competitiveness. This issue is particularly pronounced
when it comes to the representation of the identification
of the satisfaction of immediate users. The importance
of quality management is indicated by the experience
of applying customer satisfaction measurement in some
sports and sports-recreational organizations (Currie &
Ipson, 2002; Jae Ko & Pastore, 2004; Carr & De Mi-
chele, 2010). Especially interesting are the recent experi-
ences of non-profit sports clubs in the field of martial arts
(Daci¢, 2014; Nesi¢, Daci¢ & Srdi¢, 2014; Peri¢ et al.,
2017), which can be a good “guide line” for dance clubs
in Republika Srpska.

In previous research conducted in some sports and
recreational clubs, the elements of quality assessment
were mainly related to material conditions (size of the
building, architectural and construction quality, space
and exercise equipment, location accessibility, etc.).
Much less research attention was paid to the quality of
the content (type and scope of activities, technology of
professional work, educational concept, educational
component, etc.).

Positive experiences from karate were used in con-
structing the instrument used in this study. The instru-
ment (survey type and scalar orientation) was dominated
by indicator representation, both tangible and intangible
aspects of quality. Although it was expected that the fac-
tor analysis would single out these two components of
quality, the analyzes showed that the quality of the dance
club’s work is much better treated as a unique space. By
establishing a one-factor structure, maximum parsimony
was achieved and the validity of the SQDC questionnaire
was confirmed, which is a good recommendation for its
application in the immediate practice of dance clubs.
The good metrics of this instrument were contributed by
the high internal agreement of the selected items, which
shows that it can be used as an independent scale for as-
sessing the quality of sports services in dance clubs.

The numerical nature of the data also contributes to
the practical applicability of the instrument. Respondents
evaluate certain aspects of quality with scalar values from 1
to 5, which enables the calculation of descriptive statistical
parameters, as well as the application of most comparative
procedures from the space of parametric statistics. Using this
possibility, this study compared the average quality scores

Gotovo ni jedan plesni klub u Bosni i Hercegovini
do sada jos uvijek nije definisao svoju stratesku uprav-
ljacku orijentaciju ka primjeni menadZzmenta kvaliteta,
$to podrazumijeva i aktivnosti mjerenja kvaliteta usluga.
Na taj nacin se znatno smanjuju mogucénosti za pobolj-
Sanje efikasnosti upravljanja, unutrasnje organizacije i
trziSne konkurentnosti. Ovo pitanje posebno dolazi do
izrazaja kada je rije¢ o zastupljenosti identifikacije zado-
voljstva neposrednih korisnika. Na zna¢aj menadzmenta
kvaliteta ukazuju iskustva primjene mjerenja zadovolj-
stva korisnika u nekim sportskim i sportsko-rekreativnim
organizacijama (Currie & Ipson, 2002; Jae Ko & Pastore,
2004; Carr & De Michele, 2010). Posebno su interesan-
tna novija iskustva neprofitnih sportskih klubova iz pro-
stora borilackih sportova (Daci¢, 2014; Nesi¢, Daci¢ &
Srdi¢, 2014; Peri¢ i sar., 2017), a koja mogu biti dobra
,»linija vodilja“ i za plesne klubove u Republici Srpskoj.

U dosadasnjim istrazivanjima koja su sprovodena
u pojedinim sportsko-rekreativnim klubovima uglavnom
su se elementi procjene kvaliteta odnosili na materijalne
uslove (veli¢ina objekta, arhitektonsko-gradevinski kva-
litet, prostor i sprave za vezbanje, lokacijska dostupnost i
sl.). Mnogo manje istrazivacke paznje bilo je posveceno
kvalitetu sadrzaja (vrsta i obim aktivnosti, tehnologija
stru¢nog rada, edukativni koncept, vaspitna komponenta,
itd.).

Prilikom konstruisanja instrumenta primijenjenog u
ovoj studiji bila su koriStena pozitivna iskustva iz karate
sporta. U instrumentu (anketnog tipa i skalarne orijenta-
cije) dominirala je indikatorska zastupljenost, kako mate-
rijalnih, tako i nematerijalnih aspekata kvaliteta. Mada se
ocekivalo da se faktorskom analizom izdvoje ove dvije
komponente kvaliteta, analize su pokazale da je kvalitet
rada plesnog kluba znatno bolje tretirati kao kao jedin-
stven prostor. Uspostavljanjem jednofaktorske strukture
dostignuta je maksimalna parsimonija i potvrdena valid-
nost upitnika SQDC, §to predstavlja dobru preporuku za
njegovu primjenu u neposrednoj praksi plesnih klubova.
Dobroj metrici ovog instrumenta doprinijela je visoka
unutrasnja saglasnost odabranih ajtema §to pokazuje da
se on moze koristiti kao samostalna skala za procjenu
kvaliteta sportskih usluga u plesnim klubovima.

Prakti¢noj primjenljivosti instrumenta doprinosi i
numericka priroda podataka. Ispitanici pojedine aspekte
kvaliteta ocjenjuju skalarnim vrijednostima od 1 do 5 §to
omogucava izraCunavanje deskriptivnih statisti¢kih para-
metara, kao 1 primjenu veéine komparativnih procedura
iz prostora parametrijske statistike. Koriste¢i se tom mo-
guéno$cu, u ovom istrazivanju su uporedivane prosjecne
ocjene kvaliteta dobijene u razli¢itim subuzorcima (ispi-
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obtained in different subsamples (subjects with different
length of dance experience). This detail is of particular im-
portance in measuring the quality of sports services because
the perception of individual quality elements depends on the
characteristics of different user groups. For this study, it was
important to determine whether members of the dance club,
with different experience of practicing sports dance, but also
direct users of dance club services, have the same (or differ-
ent) experience of certain aspects of quality.

The hierarchical structure of the extracted factor
shows that in the process of assessing the quality of ser-
vices in a dance club, users perceive the overall experi-
ence of the consumed service most intensively. Although
all quality factors are valued by positive experience, the
most dominant influence in the factor is reflected in: pos-
itive experience of the club’s program content (especially
educational and development programs), quality of in-
formation availability to service users, quality of profes-
sional work (program realization), etc. The results col-
lected by surveying users showed that the selected club
provides sports, dance and recreational services of high
quality. These data are important for the management of
the club as they indicate the activities that need addition-
al attention, in order to permanently improve the quality
of the dance club. By evaluating individual quality ele-
ments, service users send clear information to manage-
ment about where the reserves are for improving work.

Therefore, it can be considered that the services of
a dance club should be accessible to the widest layers of
interested citizens, given that they meet different needs
and have different effects on potential users (Nesi¢, 2008).
Therefore, it can be considered that they should also be
characterized by a determinant - “at hand” to any interested
individual (Nesi¢, Daci¢ & Srdi¢, 2014). Of course, it is dif-
ficult to comprehensively identify and classify all types of
services that a dance club can provide to its users. One of
the important reasons lies in the fact that day by day new
user requirements appear, as well as new models of sports
and sports-recreational content in general, including in the
field of sports dance. However, the current practice of sports
management has shown that most service activities can be
classified into four basic categories (Nesi¢, 2013), which
can certainly be applied in relation to dance: 1) services in
the user’s place of residence, 2) services outside the place
of residence users, 3) current and new services, and 4) other
(accompanying) services related to sports dance.

CONCLUSION
The conducted research, which took the form of a
transversal empirical study, identified the expediency of

tanici sa razli¢itom duzinom plesackog staza). Ovaj de-
talj je od posebnog znacaja u mjerenju kvaliteta sportskih
usluga zato $to percepcija pojedinih elemenata kvaliteta
zavisi od osobina razliitih grupa korisnika. Za ovu stu-
diju je, tako, bilo vazno da se utvrdi da li ¢lanovi plesnog
kluba, sa razli¢itim stazom upraznjavanja sportskog ple-
sa, ali i direktni korisnici usluga plesnog kluba, imaju isti
(ili razlicit) dozivljaj pojedinih aspekata kvaliteta.

Hijerarhijska struktura ekstrahovanog faktora
pokazuje da u procesu procjene kvaliteta usluga u ple-
snim klubu korisnici najintenzivnije percepiraju ukupni
dozivljaj konzumirane usluge. Mada sve Cinioce kva-
liteta vrednuju pozitivnim iskustvom, najdominantiji
uticaj u faktoru se ogleda u: pozitivnom dozivljaju pro-
gramskih sadrzaja kluba (posebno edukativne i razvojne
programe), kvalitet dostupnosti informacija korisnicima
usluga, kvalitet stru¢nog rada (realizacija programa), itd.
Rezultati prikupljeni anketiranjem korisnika pokazali
su da izabrani klub pruza sportsko-plesne i rekreativne
usluge visokog kvaliteta. Ovi podaci su znacajni za me-
nadzment kluba obzirom da ukazuju aktivnosti kojima
je potrebno posvetiti dodatne paznje, kako bi se perma-
nentno unaprijedivao kvalitet rada plesnog kluba. Vred-
novanjem pojedinih elemenata kvaliteta, korisnici usluga
Salju jasne informacije menadzmentu o tome gdje su re-
zerve za unapredenje rada.

Dakle, moze se smatrati da usluge plesnog kluba
treba da odlikuje dostupnost najsirim slojevima zainte-
resovanih gradana, obzirom da zadovoljavaju razlicite
potrebe i imaju razli¢ito dejstvo na potencijalne korisni-
ke (Nesi¢, 2008). Zbog toga se moze smatrati da i njih
treba da karakteriSe odrednica — ,,na dohvat ruke* sva-
kom zainteresovanom pojedincu (Nesi¢, Daci¢ & Srdic,
2014). Naravno da je tesko izvrsiti sveobuhvatnu identi-
fikaciju i klasifikaciju svih vrsta usluga koje jedan plesni
klub moze da pruzi svojim korisnicima. Jedan od bitnih
razloga lezi i u ¢injenici da se iz dana u dan pojavlju-
ju novi zahtjevi korisnika, kao i novi modeli sportskih i
sportsko-rekreativnih sadrzaja uopste, pa tako i u oblasti
sportskog plesa. Medutim, dosadasnja praksa sportskog
menadzmenta je pokazala da se najveci broj usluznih ak-
tivnosti moZze svrstati u Cetiri osnove kategorije (Nesic,
2013), sto moze svakako biti aplikativno i u odnosu na
ples: 1) usluge u mjestu stanovanja korisnika, 2) usluge
van mjesta stanovanja korisnika, 3) aktuelne i nove us-
luge, 1 4) ostale (pratece) usluge vezane za sportski ples.

ZAKLIUCAK
Provedeno istrazivanje, koje je imalo formu tran-
sverzalne empirijske studije, identifikovalo je svrsishod-
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applying a questionnaire / scale intended and suitable for
user assessment of the quality of services in a dance club.
The applied questionnaire was a modified and adapted
version of the SQKC instrument for assessing the qual-
ity of karate club services. One of the reasons for the
valorization of this instrument and its application in the
dance club can be found in the fact that dance clubs, just
like karate organizations, predominantly belong to the
non-profit sports organizations, the activity itself has the
character of individual sport, age coverage of potential
users is very dispersive ( they can be practiced by people
of all ages), it is receptive to people of both sexes and
there is a specific interest of users for them. All this, as
well as the fact that the SQKC questionnaire has very
good metric characteristics, is suitable and easy to use for
research, and is recommended for verification in other
areas of non-profit sports organizations, conditioned the
application of the procedure of modification and verifica-
tion of metric characteristics of the questionnaire quality
of dance club services, which in our research was called
Service Quality of a Dance Club (SQDC).

Through several pilot studies, compared to the origi-
nal version of the questionnaire, 15 stable items / indica-
tors were defined that give a good metric to such a modified
instrument. Using the procedure of checking the internal
compliance of the SQDC scale (Scale Reliability Analysis),
a high value of the Cronbach’s Alpha coefficient was ob-
tained (Cronbach’s Alpha = .932), and factor analysis based
on the analysis of principal components (Principal Compo-
nents Analysis) with the method of oblique rotation (Direct
Oblimin) its good validity (KMO = .904; Sig. = .000). The
results of the applied statistical procedures showed a very
high level of parsimony, which conditioned the obtaining
and acceptance of a one-factor structure. The hierarchical
structure has shown that the definition of the general factor
of the quality of sports services is most influenced by items
related to positive experiences of sports services provided
by the dance club (quality of professional work, positive
atmosphere, space resources, offered contents, educational
programs, etc.). The presence of one (general) factor of ser-
vice quality enabled the application of a unique scale for
assessment, the end result of which is the average value
calculated from the assessments by which the respondents
evaluated certain aspects of quality. The value of the scalar
averages of the evaluation of the quality of services of this
dance club was not significantly influenced by the length of
training - the period of use of services by users.

The application of the constructed questionnaire is
shown on the example of the Dance Club “Gemma” from
Banja Luka. Subsequent research is expected to test the

nost primjene jednog upitnika/skale namijenjenog i pode-
snog za korisnicku procjenu kvaliteta usluga u plesnom
klubu. Primijenjeni upitnik je bio modifikovana i prila-
godena verzija SQKC instrumenta za procjenu kvaliteta
usluga karate kluba. Jedan od razloga za valorizaciju bas
ovog instrumenta i njegovu primjenu u plesnom klubu
moze se traziti ¢injnici da plesni klubovi, bas kao i karate
organizacije, dominantno pripadaju prostoru neprofitnih
sportskih organizacija, sama aktivnost ima karakter ini-
divudalnog sporta, uzrasni obuhvat potencijalnih korisni-
ka je veoma disperzivan (mogu da ih upraznjavaju osobe
svih uzrasta), prijem¢iv je osobama oba pola i za njih
postoji specificno interesovanje korisnika. Sve ovo, kao
i ¢injenica da SQKC upitnik ima veoma dobre metrijske
karaktersitike, da je pogodan i lak za istrazivacko koriste-
nje, te da je preporucen za provjeru i u drugim oblastima
neprofitnih sportskih organizacija, uslovila je primjenu
postupka modifikacije i provjere metrijskih karakteristi-
ka upitnika namijenjenog korisnickoj procjeni kvaliteta
usluga plesnog kluba, koji je u naSem istrazivanju nazvan
Service Quality of a Dance Club (SQDC).

Kroz nekoliko probnih istrazivanja, u odnosu na
originalnu verziju upitnika, definisano je 15 stabilnih
ajtema/indikatora koji ovako modifikovanom instru-
mentu daju dobru metriku. Primjenom postupka provje-
re unutrasnje saglasnosti SQDC sakle (Scale Reliability
Analysis) dobijena je visoka vrijednost Kronbahovog
alfa koeficijenta (Cronbach’s Alpha = ,932), a faktor-
skom analizom zasnovanoj na analizi glavnih kompo-
nenti (Principal Components Analysis) sa metodom kose
rotacije (Direct Oblimin) je utvrdena njena dobra valid-
nost (KMO = ,904; Sig. = ,000). Rezultati primijenjenih
statistickih procedura pokazali su veoma visok nivo par-
simonije, $to je uslovilo dobijanje i prihvatanje jednofak-
torske strukture. Hijerarhijska struktura je pokazala da na
definisanje generalnog faktora kvaliteta sportskih usluga
najveci uticaj imaju ajtemi koji se odnose na pozitivne
dozivljaje sportskih usluga koje pruza plesni klub (kvali-
tet strucnog rada, pozitivna atmosfera, prostorni resursi,
ponudeni sadrzaji, edukativni programi, itd.). Prisustvo
jednog (generalnog) faktora kvaliteta usluga omoguci-
lo je primjenu jedinstvene skale za procjenu Ciji krajnji
rezultat je prosjecna vrijednost izraCunata iz ocjena ko-
jima su ispitanici vrednovali pojedine aspekte kvaliteta.
Na vrijednost skalarnih proseka ocjena kvaliteta usluga
ovog plesnog kluba nije znacajnije uticao staz treniranja
— period koristenja usluga od strane korisnika.

Primjena konstruisanog upitnika prikazana je na
primjeru Plesnog kluba ,,Gemma* iz Banja Luke. Od na-
rednih istrazivanja se ocekuje da prikazani upitnik pro-
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presented questionnaire at other dance clubs, and starting
from the good metric characteristics of the SQDC ques-
tionnaire obtained in this study, it is realistic to expect it to
prove reliable in other similar sports dance organizations.
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