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The comprehensive performance evaluation system of public sports service is an important part of public
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model was established to compare the satisfaction index of the 7 regions, and analyze the influencing factors
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of the satisfaction index of public sports service supply, and put forward some suggestions for improving the
service level of large stadiums and gymnasiums in Shenyang. Practice has proved that the application of the
PCSSImodel has a positive effect on improving the performance level of public sports service supply in China.
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RESUMO

Osistema abrangente de avaliacéo do desempenho dos servicos puiblicos de esportes é uma parte importante do
sistema de servico publico de esportes na China. Como avaliar objetivamente e exaustivamente a situagdo atual do
desempenho do servico publico de esportes em nosso pais sempre foi um problema dificil no desenvolvimento do servico
publico de esportes. Com base nos Cinco principios de construcdo do indice de satisfacdo dos beneficidrios, o modelo
PCSSI do sistema de avaliagdo global do desempenho dos servicos publicos desportivos foi construido pelo projeto de
escala. Os estddios de grande porte de sete distritos de Shenyang foram selecionados para investigagéo. O modelo do
indice de satistagdo dos beneficidrios foi estabelecido para comparar o indice de satisfacdo das 7 regiées, e analisar os
fatores que influenciam o indlice de satisfacéo com os servicos publicos de esportes, e apresentar algumas sugestoes para
melhorar o nivel de servico dos grandes estddios e gindsios em Shenyang. A prdtica provou que a aplica¢do do modelo
PCSSItem efeito positivo na melhoria do nivel de desempenho dos servicos pablicos esportivos na China.

Descritores: Oferta de servicios deportivos publicos; indice de satisfaccion; modelo de PCSi.

RESUMEN

El sistema integral de evaluacion del rendimiento del servicio publico de deportes es una parte importante de ese
sistema en China. Cémo evaluar de manera objetiva e integral la situacion actual del desempenio del servicio publico
deportivo en nuestro pais siempre ha sido un problema dificil. Sobre la base de los cinco principios para la construccién
del indice de satisfaccion del receptor, se construyé el modelo PCSSI del sistema de evaluacion integral de la oferta de
servicios deportivos publicos utilizando un disefio a escala. Se seleccionaron estadios a gran escala en siete distritos de
Shenyang para su investigacidn. El modelo de indice de satisfaccidn del receptor se establecid para comparar el indice
de satisfaccion de las 7 regiones, analizar los factores que influyen en el indice de satisfaccion de la oferta de servicios
deportivos publicos y presentar algunas sugerencias para mejorar el nivel de servicio de los grandes estadios y gimnasios
en Shenyang. La prdctica ha demostrado que la aplicacién del modelo PCSSI tiene un efecto positivo en la mejora del
nivel de rendimiento de la oferta de servicios deportivos publicos en China.

Descriptores: Fornecimento publico de servicos desportivos; indice de satisfacéo; modelo PCSSI.
DOI: http://dx.doi.org/10.1590/1517-8692202127012020_0118 Article received on 10/29/2020 accepted on 11/16/2020

56 Coordinated by Narmadha Balakrishnan, Physiotherapist, Govt. Hospital, Tambaram, Chennai, India Rev Bras Med Esporte - Volume 27 - Special Issue - Jan/Feb/March de 2021


https://orcid.org/0000-0003-3484-8766

INTRODUCTION Table 1. The mean and standard deviation of latent variables in seven districts.
Receiver satisfaction index is a new kind of measurement system DS.“g'.ing Shenhe Disrict lYuhong District| Tiexi District
based on customer, which is used to evaluate and improve organizational istrict
performance. Compared with the western developed countries, research ""“I“"' Zta':'dt‘,“d M‘;a" Ztar,‘d:_"d Mela" Zta'[‘dt"f"d Mel’a" Zta',‘dt‘f"d
. . . . . . value(deviation|valuejdeviation|value|deviation(valuedeviation
practice and theoretical research of China’s public satisfaction are very —
weak.1 However, with the continuous development of society, the study essg'g'ae“n;n 64 | 156 [678| 154 |613| 155 |623| 145
of service satisfaction evaluation is already in the ascendant. In order to —
. . T . . . ecipient
achieve the strategic goal of building a service-oriented society, some qusmy 777 | 132 |768| 123 |785| 087 |722| 147
service departments organize the public to evaluate the service perfor- PR—
. . . . . . . 11
mance of service sites and use public satisfaction as the basis for assessing satisf?ction 690 | 156 |663| 164 |663| 171 |0642| 182
government performance? But how to apply the results of these theoretical —
) ) ] T ) Recipient
research to the practice of regional public sports service in China, how to complaint | 803 12T [781] 189|788 148 | 783 182
corlwsftru‘ct thej\r/]aluauon syste(rjr_w of redg-|on§| p_ublf spirts service supzly Recipient rust| 798 | 137 | 749| 186 |777] 155 |713| 189
satisfaction and how to standardize an 'IﬂStItUtIOI’]a ize the system to guide versommel 17921 187 17671 173 laisl 112 17411 160
and promote the development of practice should be further strengthened.?
: . S ) Standardization| 7.38 | 189 [721| 170 |761| 132 [673| 182
Public sports service performance evaluation is that after the im- _
plementation of public sports services, the evaluation of the main body ~ _Eovionment |814] 114 |814] 125 |799] 116 |763] 159

evaluation uses certain evaluation methods, evaluation indicators and

evaluation criteria to measure the level of benefits of the project or service. Table 2. The mean and standard deviation of latent variables in seven distracts.

The provision of quality public sports services is better served to meet the Huanggu District | Dadong District | Heping District
needs of citizens for public sports development, which is the starting point Mean | Standard | Mean | Standard | Mean | Standard
and destination for the development of public sports services. The nature value | deviation | value |deviation | value |deviation
of public sports service supply is“supply’, so the performance evaluation of ipi
PUBTIc sports 5@ PP SUPPY pertormarn . Recipient 628 | 198 | 656 | 169 | 600 | 181

public sports service supply can't simply pursue high efficiency and input- expectation
-output ratio, but should also focus on providing more, better and more fair Recipient quality | 7.29 148 755 125 7.24 120
sports service for the public. The performance evaluation of public sports ioi

POt publlc. Ihe periormand P P Recipient 629 | 217 | 626 | 189 | 579 | 131
service supply should be guided by scientific outlook on development, satisfaction

eople-oriented, results oriented, and taking into account the process to ipi
peop 4 . gimoe Pro Recipient 813 | 157 | 790 | 173 | 726 | 199
target. The research time of public sports service in our country is short complaint
and the foundation is weak* After the rapid expansion of public demand Recipient trust | 7.14 216 7.21 217 6.65 1.99
for public sports, the government’s supply capacity is limited and lack of Personnel 740 207 783 169 764 155
flexibility, and the “‘government supply modgl expgses many dravvbagks. Standardization | 7.10 188 704 108 6.95 167
The government can't adapt to the changes in public sport’s needs, which Ervromment . 1 209 106 e I

leads to the contradiction between the supply of public sports services
and public sports. The performance evaluation activities of public sports
services can reflect the development of public sports service, propose

Table 3. The mean and standard deviation of identification variables.

. . - . . Identifier |Mean|Standard Identifier |Mean|Standard
solutions, improve the efficiency of public sports service supply,andtoa  Number, . ... |Number . .
) 7 ; g variable |value|deviation variable |value|deviation
certain extent, ease the contradiction between public sports service supply : :
and demand. Therefore, the study of public sports service performance 1 Cumulative | o o311 gss 1o | Prospective 1 gyl ogy
. o T ) ST expectation comparison
evaluation activities has an important practical significance? Overall deal
2 expecetaaﬂon 617] 1624 | M comp?rison 595 | 2124
RESULTS ANALYSIS AND DISCUSSION p—
) atisfactory
From the point of view of stadiums and gymnasiums, the mean 3 attitude | 766 | 1834 | 12 ) T 71718 | 2005
and standard deviation of the latent variables and marking variables of -
4 | specalized 778 | 1838 | 13 | TP |oopl 5
7 stadiums and gymnasiums in Shenyang were compared. As can be pecialized | /. : idea : :
seen from the table, in the 7 areas, the maximum expected mean of Complain to
. . . - 5 Convenience | 788 | 1719 14 758 [ 2257
the latent variables was 6.78 points in Shenhe, standard deviation was acquaintances
1.54, the lowest score was peace zone of 6 points, and the standard Complain to
o . ) 6 Standard | 746 | 1.959 15 820 | 1684
deviation was 1.81. Overall, the mean of the 7 regions of the recipient’s strangers
expectations was low; both within the scope of the 6-7, which meant Service
. . . L 7 procedures | 6.82 | 2234 16 ) . 7541 1901
that most of the public service supply expectations weren't high. There intention
were tw0|dehtlfled variables in the Iateanarlable receiver's expectation g Service | ou | 610 . oyelty | 714 | 2305
of accumulation and the overall expectation, and the mean and standard environment
deviation of cumulative expectation were 6.53 and 1.855 respectively, the 9 [Service quality| 7.15 | 1.727 18
mean and standard deviation of the overall expectation were 6.17 and
1.624 respectively. It can be seen that the expected quality of the overall  Table 4. Service satisfaction index score of 7 major sports venues in Shenyang.
service supply of the venues is low, which is related to the long-term Dongling|Shenhe| Yuhong| Tiexi |Huanggu|Dadong|Heping|The total
implementation of the control system in our country. Therefore, the overall District | Disrict | District District| District | District | District| score
quality of the public service to the stadium isn't high; expectations for Score | 7381 | 7042 | 7038 | 6780 | 6616 | 6573 | 5987 | 67.79
the quality of service providers aren't high.5 (Table 1 and 4). Ranking| 1 2 3 4 5 6 7
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Based on the description of the satisfaction index of the latent vari-
able in other studies, the satisfaction index of service facilities of various
large stadiums in Shenyang was graded. The range of 0-100 points was
used to describe the receiver satisfaction index, from low to high with
0-100 in a real number to express satisfaction.

E(&)—min(g) 1
max(g)—min(g)

CSI =

In formula:

max(g):i o, max(y,)

=1

min(g) = Zn: ®, min(y,)

The satisfaction index and ranking of the 7 districts of Shenyang
administrative service center were calculated by the above formula, the
highest score was the Dongling District, later followed by Shenhe, Tiexi,
Huanggu, Dadong, ranked the last one was the area of peace. The last
column in the form was the average level of service supply of sports
venues in Shenyang, 67.79 points. Dongling District, Shenhe District,
Yuhong District and Tiexi District were higher than the average level of
sports service supply in Shenyang. Huanggu District, Dadong District and
Heping District were all under the average level, among which recipient
satisfaction index of peace zone was the lowest 59.87 (Table 3 and 4).

Through the analysis of the data, we could see that although the
peace zone sports venues were the earliest established in all the stadiums,
the satisfaction index of the recipient was the lowest, the recipient sa-
tisfaction index of the city of Dongling, Yuhong two areas which didn’t
belong to the central area were very high, respectively 73.81, 70.38,
ranked the first and the third (Table 4). There may be the following
reasons: firstly, the peace zone as the city’s cultural, economic, political
center, so the stadium acceptance number was more than Dongling
and Yuhong district. The increase in the number of services would affect
the efficiency and quality of services and public satisfaction. The two
prospective variables of the recipient of the peace zone were: the mean
value and the standard deviation of the recipient expectation were 6.00,
1.81 respectively. The mean and standard deviation of expectation and
perceived quality of recipient, the average expectation of the recipient,
and the standard deviations in Dongling were 6.40, 1.56 and 7.77 and
1.32 respectively. After comparison of the two sets of data, it could be
found that, before receiving the service, the public recipients of the
peace zone were expected to be lower than the Dongling district, in
the course of service, the quality of the public perception of the peace
zone was also lower than that of the Dongling district. It can be seen

that in the future process of public sports service, the peace zone should
improve the quality of service to improve the public’s satisfaction with it.
Secondly, because of the different conditions of each district residents,
such as different occupations, age, education level, so their requirements
for public service quality are also different. The survey showed that
compared to the older residents with low academic qualifications, the
younger residents with high academic qualifications were less likely to
meet their requirments. According to the data we had obtained, one of
the reasons for the high satisfaction index of the Dongling district was
higher than that of Heping district, which may be that the education of
respondents in Peace zone was higher than that of the Dongling district,
and the age of the respondents in Peace zone was less than that of the
Dongling district. Thirdly, in the analysis of the mean of the variables,
the recipient satisfaction score of the three areas was lower than the
average; we could find that these 3 areas needed to be improved in
terms of facilities, attitudes and norms. Fourthly, through the analysis of
the mean and standard deviation of the latent variables in the 7 areas,
it could be found that the mean of latent variables of the recipients of
the latter 3 areas was lower than the average, which showed that this
part of the public expectations of the stadium wasn't high, which also
affected the satisfaction score.

CONCLUSIONS

The performance evaluation of public sports service supply is to
comprehensively and truly understand the actual situation, find the
problems, propose solutions, better, faster and more widely to provide
services to the public. Due to the complexity of the supply of public
sports service and the difference of the actual situation in each region,
it is very difficult to establish a suitable performance evaluation index
system for public sports service. Based on the analysis of PCSSI model and
the design of scale, the satisfaction index model of the comprehensive
evaluation system of regional public sports service supply performance
was constructed. After studying and investigating the seven large-scale
stadiums in Shenyang, the practicability of the model was validated; this
was only a beginning and needed to keep track of the investigation on the
satisfaction index model of the regional public sports service providers in
China. After repeated verification and modification, a perfect localization
of the index measurement system was established. Practice has proved
that the construction of the model is conducive to a comprehensive
understanding of the performance of public sports service supply, can
monitor the development of public sports service supply scientifically,
at the same time, the system of public sports service supply is compared
with it, and its development trend is predicted in advance.

The author declare no potential conflict of interest related to this article

AUTHORS' CONTRIBUTIONS: The author has completed the writing of the article or critical comments on its knowledge content. This paper can be used as the final manuscript. Every author has made an

important contribution to this manuscript. Pei Jiang: write and execute.

REFERENCES

1. SchmittV, Rink L, Uciechowski P. The Th17/Treg balance is disturbed during aging. Exp Gerontol. 2013;
48(12):1379-86.

2. Radak Z, Chung HY, Goto S. Systemic adaptation to oxidative challenge induced by regular exercise.
Free Radic Biol Med. 2008; 44(2):153-9.

3. Terra R, Alves PJ, Silva SA, Salermo VP, Dutra PM. Exercise improves the Th1 response by modulating

58

cytokine and NO production in BALB/c mice. IntJ Sports Med. 2013; 34(7):661-6.

4. Gleeson M, Bishop NC, Stensel DJ, Lindley MR, Mastana SS, Mimmo MA. The anti-inflammatory effects of exercise:
mechanisms and implications for the prevention and treatment of disease. Nat Rev Immunol. 2011; 11(9):607-15.

5. Hasan KM, Rahman Md S, Arif KM, Sobhani ME. Psychological stress and aging: role of glucocorticoids
(GCs). Age (Dordr). 2012; 34(6):1421-33.

Rev Bras Med Esporte - Volume 27 - Special Issue - Jan/Feb/March de 2021



