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INTrodUCTIoN
Service quality is considered to be a key element in most 
service branches. High and exclusive quality is a method 
of gaining customers and their enduring loyalty. Professio- 
nal literature suggests many concepts and approaches to 
evaluate service quality. 

There is consensus on that fact that an important 
aspect in evaluating or improving service quality is defi- 
ning the core of quality or its dimensions (Chelladurai &  
Chang, 2000; Brady & Cronin, 2001; Lehtinen & Lehtinen,  
1991; Parasuraman, Zeithaml, & Berry, 1988). However, 
in the search for the best possible conceptualization and 
operationalization of service quality no required consen-
sus has been achieved. If we examine literature that re-
flects this lack of consensus, we must first focus on the 
definition and characteristics of service (Lehtinen & Leh-
tinen, 1983; Kandampully, 1998; Kotler & Keller, 2006). 

Physical activities and sport services provided for pre-
school children are very important (Válkova, 1996). It is  
important not only for the first experience of an organized  
sport, but also for the correct psychometric and socio-
logical development of the child. It is also significant to 
prevent obesity and muscle atrophy. There is not enough  

information about how much sport activity and health 
care the children get at kindergartens and therefore it is 
useful to deal with this area of interest. 

In the Czech Republic there are many parents that 
are concerned about the health program and low im-
pact of sport activities at kindergartens. This paper fo-
cuses on the MŠ Trenčínská kindergarten located in 
Prague 4. 

PUrPose
The main purpose of this paper is to determine the sa-
tisfaction among parents and quality of sport services  
that are provided at the MŠ Trenčínská kindergarten in 
Prague 4. This paper also delivers theoretical knowledge 
in the area of sport services and satisfaction in the con-
text of preschool children. For this, the SERVQUAL  
model is used to compare the expected quality of  
service provided with the perceived quality of service.  
This paper focuses on defining the possible gap for 
improvements. 

MeTHods
For evaluating the service quality and satisfaction, the  
SERVQUAL model (Parasuraman, Zeithaml & Berry, 1985)  
was used. In this case the respondents (parents) determi-

abstract:
This article examines the service quality provided and reviews the sport 
services satisfaction survey of parents at the MŠ Trenčínská kindergarten 
located in Prague. This research is slightly complicated because in this 
case the customer (parent) is not the same person as the consumer (child) 
of the services. This survey focuses on the customer point of view and 
does not comment on any psychomotor or sociological development of the 
children from a professional point of view. For this survey the SERVQUAL 
model was used. The results show that most of the parents at are not fully 
satisfied with the sport services provided at MŠ Trenčínská. On the other 
hand, the results do not show dissatisfaction either. The biggest gap was 
found in the dimension of tangibles, this is mainly because of the location 
of the kindergarten and because there is no suitable gymnasium for sport 
activities. Conversely, most parents were satisfied with the reliability of MŠ 
Trenčínská.

abstrakt:
Tento článek se zaobírá kvalitou a spokojeností rodičů se sportovními 
službami poskytovanými v mateřské škole Trenčínská (Praha). Tento 
průzkum s sebou nese několik komplikací. Hlavní komplikací je, že se zde 
odděluje zákazník (rodič) od spotřebitele (dítě). Součástí této studie je 
hodnocení kvality služeb z pohledu zákazníka, a proto byl využit stan-
dardizovaný model SERVQUAL. Výsledky ukázaly, že rodiče nejsou příliš 
spokojeni s kvalitou sportovních služeb, které MŠ Trenčínská nabízí. Na 
druhou stranu zde není patrná  ani příliš velká nespokojenost. Největší 
záporná hodnota byla nalezena v dimenzi hmotného zajištění, což je 
zejména z důvodu umístění MŠ, a dále protože se zde nenachází vhodná 
tělocvična. Na druhou stranu, rodiče považují služby poskytované MŠ 
Trenčínská za spolehlivé. 
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ne the expected quality and then the perceived quality of a service that 
is provided to their children at the chosen organization. The SERVQUAL  
questionnaire was distributed as a written document directly to the pa-
rents. MŠ Trenčínská was chosen for this survey because they asked our 
department for help with evaluating their services. In table 1 there is 
a definition of the research sample that has been used in this survey.

Table 1 – Definition of the kindergarten MŠ Trenčínská

It is certain that the respondents in this case are not the children who 
actually consume this service but their parents. It is obvious that the 
children would not be able to validly evaluate the services. The parents 
were also chosen because they are paying for the services and therefore 
they have the right to evaluate if they get what they expect.

In this research there was a goal to get a return rate of at least 33%. In  
the school year 2015/2016 there were 50 children attending the kinder-
garten and therefore the minimum number of returned questionnaire 
was set at 17. 

Table 2 shows the identification of the parents and their children and 
shows who replied to the questionnaire (gender) and what their relation- 
ship to sport is.

Table 2 – identification of the respondents (gender and relationship 
to sport)

Table 3 presents how many children they have and how many children 
they have at MŠ Trenčínská.

Table 3 – Identification of the respondents (# of children and # of 
children at MŠ Trenčínská)

Most of the children of the respondents were 5 years old (15). Detailed 
information about the children’s age is in table 4.

Table 4 – The age of the children

The SERVQUAL model contains five dimensions that measure the servi-
ce quality. The dimensions are tangibles, responsiveness, reliability, as-
surance, and empathy. The Likert scale from -3 to 3 was used for this 
survey. The parents also evaluated the importance of each dimension  
by allocating 100 points (Carrillat, Jaramillo & Mulki, 2009). The impor- 
tance is then multiplied by the dimension result and that is how the 
SERVSCORE is calculated. The final gap is then set by the mean of all 
the SERVSCOREs (MacKay & Crompton, 1988). 

The SERVQUAL model is suitable as well because this survey might 
be repeated and the results could be compared among other kindergar-
tens around the Czech Republic.

resULTs

Tangibles
This dimension of function quality focuses on the location of MŠ Tren-
čínská, if the kindergarten is close to a park or a forest, if there is a spe-
cial room (gymnasium) for providing sport services and if there is 
a sport field or an outdoor playground where MŠ Trenčínská can pro-
vide good quality sport service; and also if the staff has a professional 
approach. Table 5 shows the detailed results of this dimension. 

Table 5 – Tangibles at MŠ Trenčínská

It is obvious that none of the perceived quality met the expected quali-
ty. The biggest gaps are found when parents evaluate the gymnasium  
and sport field. MŠ Trenčínská is in the district where Kunratický les 
and lake Hamr are but the location is distant from those places. Parents 
expect improvement in this area.

Reliability 
The reliability dimension deals with five indicators that measure if MŠ 
Trenčínská provides the services that were promised and if the lectors 
at the sport courses are reliable. Table 6 shows all the results.

Table 6 – Reliability at MŠ Trenčínská

In the reliability dimension, all the replies were very equal. A positive 
gap is seen in two indicators (schedule and hygiene). Slightly negative 
gaps are shown in keeping promises, reliability of the lectors and also 
the number of sport courses that MŠ Trenčínská offers. This dimension  
does not show any major problems that the kindergarten should be 
concerned about.

# of children 
at MŠ

# of distributed 
questionnaire

# of returned 
questionnaire

Return rate

78 50 27 54 %

Male Female Sport (+) Sport (+/–) Sport (–)

2 25 22 5 0

1 child 2 children 3 children 1 child at MŠ 2 children at MŠ

10 12 5 25 2

3 years old 4 years old 5 years old 6 years old

2 2 15 8

Tangibles
Expected 
quality

Perceived 
quality

Indicator 
gap

Dimension 
gap

Park/Forest 2,81 1,44 -1,37

-1,30

Gymnasium 2,70 0,74 -1,96

Playground/ 
Field

2,81 1,11 -1,70

Staff -  
approach

2,96 2,81 -0,15

Reliability
Expected 
quality

Perceived 
quality

Indicator 
gap

Dimension 
gap

Keeping 
promises

2,81 2,67 -0,15

-0,13

Reliability 
- lectors

2,85 2,56 -0,30

# sport 
courses

2,48 2,11 -0,37

Schedule 2,70 2,78 0,08

Hygiene 2,93 3,00 0,07
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Responsiveness 
This dimension evaluates the responsiveness of MŠ Trenčínská. The 
four indicators measure information about changes, the example of 
the lectors, the willingness of the staff to help, and advice and personal 
communication. Table 7 presents the results.

Table 7 – Responsiveness at MŠ Trenčínská

In the case of responsiveness the parents had higher expectation than 
the perception of the service quality. This means that all the gaps were 
negative in this case. There is room for improvement.

Assurance
Four indicators measure the dimension of assurance. These indicators 
ascertain the trust of lectors, the experience and patience of lectors and 
finally following the rules. Table 8 represents results of assurance.

Table 8 – Assurance at MŠ Trenčínská

Also in this dimension the parents did not evaluate the perceived quality 
higher than the quality they expected. There is a big negative gap in the 
area of lectors’ experience. Even though they do not expect the quality as 
high as in other indicators, the perceived quality in the lectors’ experien-
ce received a high negative value (-1,30). 

Empathy
Five indicators measure the empathy dimension. Here the question- 
naire focuses on individual approach, dealing with problems in private,  
respecting parents’ wishes, organizing sport events, and if the sport 
courses are held in different time periods so most of the children may 
attend. Table 9 shows detailed results of the dimension empathy.

Table 9 – Empathy at MŠ Trenčínská

It is interesting that the expected quality and perceived quality in timing 
the sport services are equal and there is no gap. It is very unusual for 
such a survey. On the other hand, the biggest gap is the indicator that 
measures if the parents perceive the expected amount of sport events, 
there is a -1,41 negative gap.

Overall results
The final gap is counted by the mean of all the SERVSCOREs. The final 
results are presented in detail in table 10.

Table 10 – Final results at MŠ Trenčínská

Even though all the parents evaluate the importance of each dimension,  
it is obvious that all dimensions have about the same importance. It is 
clear that the biggest gap is in tangibles and that it can be said that pa-
rents are dissatisfied with this field. Considering Shonk & Chelladurai 
(2008) and Tsitskari, Tsiotras & Tsiotras, (2006) the border between sa-
tisfied and dissatisfied is set to -20. The best results were found in re-
liability. Even after considering the importance, the negative gap stayed 
on a low level. The final gap is -12,68 and that shows that the parents 
are not satisfied overall with the sport services that are provided at MŠ 
Trenčínská.

DIscUssIoN aND coNcUssIoN
Service quality in the area of sport is very difficult to measure (Brady & 
Cronin, 2001). Considering that this paper focuses on evaluating sport 
services that are provided for children and evaluated by their parents 
brings many issues. Mostly, the parents are not always at the place whe-
re the sport services are provided and, in some areas, it is difficult for 
them to evaluate such an area. An example might be the experience of 
the lector. The parents get the information from official presentations 
such as a website or what the kindergarten staff or their children say. 
Most of the parents do not attend the sport courses. 

Also, the expectations of parents are naturally higher than in other 
areas of sport services. Most parents want the best for their children 
and they are very critical when evaluating what their children receive. 
This might be the reason why the quality of the services that MŠ Tren-
čínská provides are so poorly evaluated.

On the other hand, if we look at the high expectation and also high- 
-perceived quality, we could come to the conclusion that the parents 
are dissatisfied (considering the negative final gap) but that the quality 
of the sport services provided is at a high level. All the parents replied 
in the positive part of the scale that shows that the children perceive  
good quality service. The only thing that can be defined is the area for 
possible improvement. The biggest improvement should take place in 
tangibles, such as improving their gymnasium and playground to be 
more suitable for children’s sport. In the dimension assurance the prin-
cipal could possibly help their sport lectors to develop their experience 
and to present their achievements.

Responsiveness
Expected 
quality

Perceived 
quality

Indicator 
gap

Dimension 
gap

Info - changes 2,93 2,48 -0,44

-0,56
Staff - example 2,74 1,85 -0,89

Help/Advice 2,89 2,22 -0,67

Communication 2,52 2,26 -0,26

Assurance
Expected 
quality

Perceived 
quality

Indicator 
gap

Dimension 
gap

Trust 2,81 2,26 -0,56

-0,76
Experience 1,96 0,67 -1,30

Rules 2,89 2,56 -0,33

Patience 2,93 2,07 -0,85

Empathy
Expected 
quality

Perceived 
quality

Indicator 
gap

Dimension 
gap

Indiv. approach 2,81 2,11 -0,70

-0,54

Private conflicts 2,59 2,07 -0,52

Parents wishes 1,52 1,44 -0,07

Sport events 2,41 1,00 -1,41

Timing 1,70 1,70 0,00

Dimensions Gap Importance Servscore Final Gap

Tangibles -1,30 16,93 -21,94

-12,68

Reliability -0,13 21,15 -2,82

Responsiveness -0,56 19,78 -11,17

Assurance -0,76 21,41 -16,25

Empathy -0,54 20,74 -11,22
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