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I. INTRODUCTION 

This study investigates how facility service quality 

influences player satisfaction among UiTM Shah Alam 

football players. Using the SERVQUAL model, the research 

examines six key service dimensions to identify which most 

impact player perceptions. The findings aim to guide facility 

management improvements, ensuring better support for 

athletic development and overall team performance in 

Malaysia’s competitive university football environment [1]. 

 

II. METHODS 

This study involved 30 UiTM Shah Alam football players 

using purposive sampling. Data were collected through a 

structured SERVQUAL-based questionnaire covering six 

service quality dimensions and satisfaction measures. The 

responses were analyzed using descriptive statistics and 

Pearson correlation with Jamovi software version 2.6.22 to 

identify key quality factors and examine their relationship 

with player satisfaction following the approach of [2]. 

 

III. RESULTS AND DISCUSSION 

Players rated empathy highest (M = 4.24), followed by 

reliability and technical quality (M = 4.17), consistent with 

findings by [1], who emphasized the importance of care and 

competence in coaching environments. Tangibles scored 

lowest (M = 3.95), echoing concerns raised by [3] about the 

role of physical infrastructure in athlete experience. 

 

Regarding satisfaction, service (M = 3.90) and game 

experiences (M = 3.89) had a median score of 4.00, reflecting 

general agreement with positive satisfaction statements. This 

aligns with [3] who found that consistent service delivery 

promotes satisfaction and retention in sports contexts. The 

correlation between facility service quality and player 

satisfaction was weak (r = 0.216) and statistically insignificant 

(p = 0.251). This contrasts with stronger links found in 

previous research suggesting that other factors like coaching 

quality or team culture may play a more significant role. 

 

 

 

 

 

 

 

 

TABLE I 

DESCRIPTIVE MAIN FACTORS OF FACILITY SERVICE QUALITY 

 N Mean Median SD 

Empathy 30 4.24 4.30 0.542 

Reliability 30 4.17 4.00 0.613 

Technical quality 30 4.17 4.17 0.559 

Assurance 30 4.10 4.00 0.642 

Responsiveness 30 4.13 4.00 0.571 

Tangibles 30 3.95 4.00 0.664 

 

Players rated empathy, reliability, and technical quality 

highest, showing they value staff care and competence. 

Tangibles scored lowest, indicating dissatisfaction with 

physical aspects like equipment and facilities as study by [1]. 
 

TABLE II 

DESCRIPTIVE LEVEL OF SATISFACTION 

 

 N Mean 

Service Satisfaction 30 3.90 

Game Satisfaction 30 3.89 

 

Players reported high satisfaction in both service and game 

experiences, suggesting that current facility support generally 

meets their expectations and contributes to a positive playing 

environment [2].  
 

TABLE III 
PEARSON CORRELATION TEST 

 

 

 

 

 

    Total Mean DV 

Total Mean IV 

Pearson's r 0.216 

df 28 

p-value 0.251 
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The weak and non-significant correlation between service 

quality and satisfaction suggests that other factors like 

coaching or team dynamics may influence satisfaction more 

than facilities alone. 

IV. CONCLUSIONS 

Although UiTM Shah Alam football players reported high 

satisfaction and valued empathy, reliability, and technical 

quality, the relationship between facility service quality and 

satisfaction was weak. These findings suggest that facility 

improvements alone may not significantly enhance 

satisfaction without addressing broader factors like coaching 

and team environment.  
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