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Abstract 

The quality of sports services has become a trend to ensure 

the continuity and progress of sports organizations. The 

objective of this study is to analyze the perceived quality 

of sports services offered by universities in the private 

sector of Mexico, by applying the QUNISPORT v.mx 

instrument to 162 users, of which 65.4% were male and 

34.5% were male. % of female gender, the age range 

between 15 to 26 years. Among the most significant 

descriptive results, it was found that group sports (80.4%) 

are more practiced than individual sports (19.6%), in 

private universities. Regarding perceived quality, it was 

found that most users consider it necessary to have a 

medical service (99.4%) during the physical activity; on 

the other hand, in the functionality and comfort factor of 

the university sports areas, the item that obtained the 

lowest values refers to the internal communication means 

for the suggestions or complaints (A = 3.78, SD = 1.109), 

that is to say that the Users feel little heard in the follow-

up of suggestions or complaints by sports organizations. 

In conclusion, the importance of carrying out periodic 

evaluations in sports organizations on the offered sports 

services is determined, in order to establish a philosophy 

of continuous improvement. As well as the formal 

incorporation in organization charts and manuals, a profile 

of a specific position and / or department of sports 

management within private universities, where the 

practice of sport and physical activity is encouraged, 

which will contribute to the comprehensive training of the 

college students. 

Quality, Perception, Sports Services, University, 

Private Sector 

Resumen 

La calidad de los servicios deportivos se ha convertido en 

una tendencia para garantizar la continuidad y el progreso 

de las organizaciones deportivas. En el presente estudio se 

tiene como objetivo analizar la calidad percibida de los 

servicios deportivos ofrecidos por universidades del sector 

privado de México, mediante la aplicación del instrumento 

QUNISPORT v.mx a 162 usuarios, de los cuales el 65.4 

% de género masculino y el 34.5 % de género femenino, 

el rango de edad entre los 15 a 26 años. Entre los resultados 

descriptivos mas significativos se encontró que los 

deportes de conjunto (80.4%) son más practicados que los 

deportes individuales (19.6%), en las universidades 

privadas. Con respecto a la calidad percibida se encontró 

que la mayoría de los usuarios considera necesario el 

contar con un servicio médico (99.4%) durante la 

realización de la actividad física; por otra parte en el factor 

de funcionalidad y confort de las áreas deportivas 

universitarias, el item que obtuvo valores mas bajos hace 

referencia a los medios de comunicación interna para las 

sugerencias o quejas (A=3.78, SD=1.109), es decir que los 

usuarios  se sienten poco escuchados en el seguimiento de 

las sugerencias o quejas por parte de las organizaciones 

deportivas. Como conclusión se determina la importancia 

de realizar evaluaciones periódicas en las organizaciones 

deportivas sobre los servicios deportivos ofrecidos, con el 

fin de establecer una filosofía de mejora continua. Así 

como la incorporación formal en los organigramas y 

manuales de organización, un perfil de puesto y/o 

departamento específico de gestión deportiva dentro las 

universidades privadas, donde se fomente la práctica del 

deporte y la actividad física, lo cual contribuirá a la 

formación integral de los estudiantes universitarios.  
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Introduction 

 

Nowadays quality has become a necessity to 

guarantee the continuity and progress of 

organizations, generating benefits aimed at 

internal and external customers of the 

organization. The development that has taken 

place in recent years, the service sector, has led 

to quality being addressed from the point of view 

of quality of service, considering this construct 

as the greatest potential in terms of 

competitiveness that today can have 

organizations (Lloréns and Fuentes, 2000). 

Therefore, sports services do not fall outside of 

these quality trends. In the same way Morales-

Sánchez and Gálvez-Ruiz (2011) mention that 

the development experienced by the sports 

industry in the last decade represents one of the 

most notable aspects of the current consumer 

culture in sports.  

 

The Universities in Mexico have 

incorporated within their objectives to promote 

the practice of physical activity and sports 

among the university and general community, as 

well as to create awareness of the benefits that 

the practice of physical activity in terms of 

health and quality of life (Morquecho-Sánchez, 

2014). With the above, it is understood the 

importance of the evaluations of the perceived 

quality, as well as to establish standards and 

indicators within a sports organization directed 

to the continuous improvement in sports 

services. For these reasons, the objective of this 

study is to analyze the perceived quality of sports 

services offered by private sector universities in 

Mexico, one located in the north of the country 

in Monterrey, Nuevo León, the University of 

Monterrey (UDEM) and the other in the south of 

the country, specifically in Merida, Yucatán, the 

Universidad Modelo (UM). 

 

Justification  

 

A quality sports service, as well as a service in 

general, we can consider that it is one that meets 

the needs and expectations of users (Morquecho-

Sánchez, 2014). One of the main characteristics 

of the services is that they are intangible and 

heterogeneous, since they are benefits and 

experiences rather than objects, it is difficult to 

establish precise specifications for their 

elaboration that allow to standardize their 

quality.  

 

 

The results can not be measured, checked 

and verified to ensure their quality before 

consumption, the criteria used by consumers to 

assess the quality of service, is often more 

complex and difficult to establish accurately, 

contrary to what happens with the sale of any 

product (Morales Sánchez, 2003).  

 

According to Gálvez (2011) the service 

received less the expectations created may give 

rise to three levels of quality:  

 

‒ Normal quality: received service equal to 

expectations created. 

‒ Superior quality: service received greater 

than the expectations created. 

‒ Lower quality: service received less than 

expectations created.  

 

It is considered that the perceived quality 

of service is a lasting attitude over time, while 

satisfaction is a transitory judgment before a 

specific service. Gaboot and Hogg (1994) 

suggest that the consumer good would be that 

part of the product formed exclusively in 

physical properties, while the service would be 

related to the intangible aspects. 

 

It should be noted that organizations must 

not only take into account the quality image they 

present to their potential customers and 

perceived quality of service, but they must also 

take care of satisfaction, since the customer's 

opinion of the service may be altered by a 

experience, satisfactory or unsatisfactory, so that 

their loyalty or fidelity can be affected if 

unsatisfactory situations occur in the specific 

moments of the act of consumption (Morales 

Sánchez, 2003).   

 

Given the development of sports 

management in Latin America, the application 

of instruments to carry out the evaluation of 

perceived quality in the sports services offered is 

suggested. The application of the instruments 

can be done to internal clients (company 

personnel, employees) or external clients (users, 

community in general). Therefore, it is essential 

to periodically assess the needs, expectations, 

perceptions of users of sports services, also to 

find out if they are satisfied with the services that 

complete the sports service, for example the 

functionality of the areas, sports 

communication- trainer, the administrative 

processes of the organization, the characteristics 

of the sports program, among others. 
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Likewise, having reliable instruments of 

simple elaboration that allow organizations to 

apply a periodic diagnosis of the development of 

their services, centered on those aspects to which 

the user is more focused, is fundamental for 

management and continuous improvement 

according to Martínez & Balbastre (2004) and 

Rial, A., Rial, J., Varela, J., & Real, E (2008). 

 

In the present investigation, it is intended 

to know the perception of the quality of sports 

services in private universities in Mexico, being 

this of vital importance for future strategies to be 

carried out in said universities with a view to the 

development of the quality of the sports service 

offered. 

 

General Objective 

 

Assess the perceived quality of sports services in 

private universities in Mexico. 

 

Methodology  

 

Design 

 

The study design is descriptive, with a cross 

section. 

 

Sample 

 

The sampling was by conglomerates and 

random, the participants are university sports 

users, which are regular students of the UM and 

the UDEM. 

 

Participants 

 

The participants of this study were 162 subjects 

of both genders, of which 106 belong to the 

masculine gender (65.4%) and 56 belong to the 

female gender (34.6%), with an age range 

ranging between 16 and 26 years. 

  

Instrument 

 

To determine the perceived quality of university 

sports services, the QUNISPORT v.mx 

instrument was used (Questionnaire for the 

Evaluation of Perceived Quality in University 

Sports Service Organizations). Morquecho-

Sanchez et. to, (2016). The following is a brief 

description of the QUNISPORT v.mx 

questionnaire, which is composed of 44 items 

whose responses are compiled using a Likert-

type scale, ranging from 1 (no agreement) to 5 

(very much in agreement).  

The scale is composed of 5 factors: (1) 

Functionality and comfort of the university 

sports areas; (2) Interaction with the coach; (3) 

Management of the sports service; (4) 

Characteristics of the sports activities program; 

(5) Environment and comfort of bathrooms / 

dressing rooms. It also contains a section of six 

sociodemographic questions; as well as a section 

that allows an open response in case you want to 

make an observation, comment or suggestion. 

 

Process 

 

The corresponding permits were requested to the 

Sports Coordinations of the participating 

universities for the realization of the 

investigation. Once the permits were granted, the 

following inclusion criteria were applied: the 

participants must be regular students, they must 

also belong to a representative sports team of the 

same university.  

 

The questionnaire was applied once the 

training was completed within the sports facility 

individually and voluntarily; always in the 

presence of the interviewer. Users were told that 

their participation would be anonymous and 

disinterested for academic and research 

purposes. 

 

Results 

 

With the data obtained during the present 

investigation, a database was created and its 

descriptive analysis was carried out using the 

statistical package SPSS v.24. 

 
Sports activity practiced Frequency Percentage 

Baseball 

Basketball 

Futbol soccer 

Fast football 

Swimming 

Pilates 

Rugby 

Softball 

Yoga 

15 

23 

15 

63 

1 

14 

10 

3 

15 

9.3 

14.2 

9.3 

38.9 

0.6 

8.6 

6.2 

1.9 

9.3 

Level of studies 

Without studies 

High school 

Technical career 

Bachelor's degree 

Others 

 

1 

71 

15 

73 

2 

 

0.6 

43.8 

9.3 

45.1 

1.2 

Current situation 

Studies 

Works 

Studies and works 

Housewife 

Unemployed 

 

123 

1 

35 

1 

2 

 

75.9 

0.6 

21.6 

0.6 

1.2 

 
Table 1 Distribution of the participants with respect to 

their characteristics 
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En la table 1 se muestra los datos 

descriptivos de los sujetos que participaron en el 

estudio. El 75.9% de la población encuestada 

solamente estudia y mientras que el 26.1 % 

estudia y trabaja. The predominant level of study 

was that of a bachelor's degree with 45.1%, 

followed by a high school with 43.8%. Sports 

activities with more practice is Soccer Soccer 

(38.9%), followed by Basketball (14.2%). The 

most frequent schedule for the practice of their 

sports activity is 2:30 pm, with an f of 44 and 

27.3%; continuing with 21:00 hours with an f of 

34 and 21%. 

 
Items  Frequency 

         f 

Percentage 

      % 

Would you add any 

activity to the program 

of activities offered? 

Sí          43  26.5% 

No         119 73.5% 

Do you think that the 

sports facility should 

have a medical service? 

Sí         161 99.4% 

 No           1   0.6% 

Do you consider the 

service of a sports 

psychologist necessary? 

Sí         142 87.7% 

 No          20 12.3% 

Do you think it is 

appropriate for the 

facility to offer the 

service of a nutritionist? 

Sí         159 98.1% 

 No           3 1.9% 

 
Table 2 Sports service needs 

 

Table 2 shows 73.5% of the athletes would 

not add another activity to the program of 

activities offered by their university. 99.4% 

consider that the sports facility must have a 

medical service, while 8.77% consider the 

service of a sports psychologist necessary and 

98.1% would consider it appropriate for the 

facility to offer the nutrition service. 

 
Items A SD 

The control of users-as, in 

reception, is simple. 

4.08 0.991 

The internal communication means 

to transmit suggestions and 

complaints are adequate. 

3.78 1.109 

In the case of existing a problem 

knows where to go. 

3.87 1.070 

When you have a problem, the 

willingness to help you from the 

staff of the organization is timely. 

4.02 0.955 

The treatment he receives from the 

staff of the organization is kind. 

4.17 0.886 

The dimensions of the sports areas 

where the activity is carried out are 

adequate. 

4.41 0.760 

The acoustics / sound of closed 

sports areas is adequate. 

4.28 0.875 

In closed sports areas the 

temperature is appropriate. 

4.02 1.117 

The lighting of the sports areas is 

correct. 

3.98 1.155 

In closed sports areas ventilation is 

correct. 

3.99 1.185 

Note: A = Average; SD = Standard Deviation; Min. = 

minimum value; Max. = maximum value 

 
Table 3 Functionality and comfort of the university sports 

áreas 

 

Table 3 shows that users attributed a lower 

score to the following items: the internal 

communication means to transmit suggestions 

and complaints are adequate (A = 3.78, SD = 

1.109); in the case of existing a problem knows 

where to go (A = 3.87, SD = 1.070); and the 

lighting of the sports areas is correct (A = 3.98, 

SD = 1.155). 

 
Items A             SD 

The sports equipment is appropriate for 

sports activities (baskets, goals, staves, 

pavements, etc.). 

4.19 

 

    

0.981 

The sports equipment is in good 

condition (balls, mats, cones, etc.). 

4.17 0.992 

There is enough sports equipment to 

carry out the sporting activity. 

4.18 0.971 

Note: A = Average; SD = Standard Deviation; Min. = 

minimum value; Max. = maximum value 

 
Table 4 Sports service management 

 

In the sport service management factor, 

table 4 shows the item as the best evaluated: the 

sports equipment is appropriate to carry out the 

sports activity (baskets, goals, staves, 

pavements, etc.) (A = 4.19, SD = 0.981 ).  

 
Items A SD 

The dimensions of the dressing rooms are 

suitable for your comfort 

4.09 1.091 

The accessibility of the benches is suitable for 

your comfort. 

3.98 1.117 

The size of the sprinkler area is correct. 3.92 1.205 

Lockers / lockers offer security. 3.05 1.660 

The bathrooms / restrooms are located outside 

the shower area. 

4.04 1.200 

The ventilation of the bathrooms is adequate. 3.56 1.323 

The floor of the dressing rooms is non-slip. 3.37 1.328 

The water temperature of the showers is 

comfortable. 

3.59 1.283 

The dressing room ventilation is appropriate. 3.56 1.285 

The lighting of the dressing rooms is adequate. 3.75 1.176 

The temperature of the changing rooms is 

comfortable. 

3.81 1.093 

The cleanliness of the dressing rooms is 

correct. 

3.83 1.082 

Note: A = Average; SD = Standard Deviation; Min. = 

Minimum Value; Max. = Maximum Value 

 
Table 5 Environment and comfort of bathroom / changing 

rooms 
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Table 5 presents the environment and 

comfort factor of the bathroom / dressing room, 

the items with the highest score are: the items of 

the dressing rooms are suitable for your comfort 

(A = 4.09, SD = 1.091); bathrooms / toilets are 

located outside the shower area (A = 4.04, SD = 

1200) and the accessibility of the benches is 

suitable for your comfort (A = 3.98, SD = 1.117).  

 

The items with the lowest score are: the 

lockers offer security (A = 3.05, SD = 1.660); 

and the floor of the locker room is non-skidding 

(A = 3.37, SD = 1.328). 

 
Items A SD 

The offer of the program of university 

sports activities is wide. 

4.22 0.965 

The cost of the sports activity is 

appropriate to the service you receive. 

4.19 1.029 

The weekly frequency of sports activities 

is adequate. 

3.96 1.080 

The schedule of sports activities offered is 

appropriate. 

4.17 0.975 

The duration of sports activities is 

adequate. 

4.14 1.008 

It has been easy to obtain information 

about the different university sports 

activities offered. 

4.07 1.098 

The program of sports activities is 

changed frequently during the season. 

3.65 1.197 

Sports activities take place punctually 

during the sports day. 

3.92 1.033 

The sporting activity in which he 

participates is in accordance with his 

expectations. 

4.07 0.991 

Note: A = Average; SD = Standard Deviation; Min. = 

Minimum Value; Max. = Maximum Value 

 
Table 6 Characteristics of the sports activities program 

 

Table 6 shows the characteristics factor of 

the sports activities program, the highest 

evaluated items are: the offer of sports activities 

is wide (A = 4.22, SD = 0.965); the cost of the 

sports activity is appropriate to the service 

received (A = 4.19, SD = 1.029); and the 

schedule of sports activities offered is 

appropriate (A = 4.17, SD = 0.975).  

 

The lowest items are: the program of 

sports activities is changed frequently during the 

season (A = 3.65, SD = 1.197); sports activities 

are frequently changed during the season (A = 

3.92, SD = 1.033); and the weekly frequency of 

sports activities is adequate (A = 3.96, SD = 

1.080). 

 

 

 

 

Items A SD 

Communication is good between user-a 

and instructor-a. 

4.00 1.164 

The deal with the instructor is pleasant. 3.90 1.186 

The instructor-a has the classes organized. 3.81 1.239 

The instructor-a is concerned with 

adapting the sports activity to the user-a 

level. 

3.88 1.225 

The instructor-a correctly distributes the 

time available for the sport activity. 

3.94 1.122 

The instructor-a suitably uses the sports 

equipment available. 

4.09 1.008 

The instructions of the instructor-a are 

clear. 

4.04 1.086 

The instructor-a is trained to develop the 

sports activity. 

4.02 1.120 

Note: A = Average; SD = Standard Deviation; Min. = 

Minimum Value; Max. = Maximum Value 

 
Table 7 Interaction with the coach 

 

In table 7 the factor of interaction with the 

coach, it is observed that the item with a higher 

average score is the instructor used properly the 

sports equipment available (A = 4.09, SD = 

1.008) and the item with an average lower in this 

factor is that of the instructor has the classes 

organized (A = 3.81, SD = 1,239). 

 

Discussion 

 

At present the universities of the country have 

placed emphasis on the development of athletes, 

this we can observe with the growth of 

participants in the sports competition par 

excellence between universities, the national 

university. 

 

In the present study, the importance of the 

variable of perceived quality to offer a better 

sports service, regardless of whether it is a 

university, some sports event, initiation schools, 

etc., has been highlighted. According to 

Rebolloso (1999) the concern about the variable 

of the quality of the services with a view to 

continuous improvement has intensified due to 

four aspects, these being (1) increasing the 

incorporation of new clients, (2) loyalty to users 

/ current and potential clients, (3) offer objective 

opportunities for improvement and 

organizational development, (4) optimize the 

relationship between cost and benefit. Within the 

present study we managed to find a close 

relationship with the third aspect mentioned by 

Rebolloso (1999), since we consider the 

management and analysis of the results of the 

evaluations of an objective form of utmost 

importance. 
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Seeking to carry out and establish 

strategies that help us improve the perception of 

users of sports services offered by private 

universities, in addition to performing this type 

of actions periodically following management 

models applied to sports. 

 

Rial (2007) mentions the perceived quality 

is conditioned by a set of potential determinants, 

such as customer needs, image, word of mouth 

and marketing strategies, we must solve this by 

applying strategies with the Obtaining results in 

organizations. Since there are components that 

can improve, as we see in table 3 in the item 

"Internal media to convey suggestions and 

complaints are appropriate." This being the 

lowest of the "functionality and comfort of the 

university sports areas".  

 

This seeks to operate under a management 

model of continuous improvement, creating a 

philosophy of quality within organizations, with 

the aim of creating a culture of management 

within the university sports field. Garcia (2019) 

mentions that knowing the reasons that lead the 

user to abandon a sports center, is essential to 

improve management and work to achieve 

loyalty of users enrolled in a sports center, so it 

is considered as a future line of research. 

 

Conclusions 

 

In this study, the objective of assessing the 

perceived quality of sports services of two 

private universities in the country, UM and 

UDEM, was raised. It is of vital importance to 

carry out this type of research since it is 

necessary to establish evaluations to be 

considered as strategies for improvement, as 

well as to create a philosophy of quality of sports 

service within educational institutions.  

 

We can observe that in private universities, 

group sports (80.4%) are more practiced than 

individual sports (19.6%). This data could be 

used as a strategy for attracting new sports users 

by offering group classes of different sports 

modalities. Within the same order of ideas, and 

looking for preventive actions, a quality plan is 

proposed in university sports where it is 

suggested to create internal campaigns in 

universities to increase the number of users in 

individual sports to generate internal 

competition.  

 

 

Another important fact is that the surveyed 

users are regular high school students (43.8%), 

which gives us a wide field of work; since there 

are regular high school students, to create 

customer loyalty strategies so as not to lose that 

population, the objective is for students to 

continue doing physical activity and sports, and 

at the same time, through sports practice, 

continue with their university studies. 

 

Regarding the information obtained 

through the application of the instrument, in the 

second factor that is defined as needs, it was 

found that the majority of users consider it 

necessary to implement a medical service 

(99.4%) during the performance of the activity. 

physical and sports, on the other hand, the 

inclusion of multidisciplinary teams is also 

considered of utmost importance, speaking 

specifically of psychologists (87.7%) and 

nutritionists (98.1%), this with the aim of 

initiating a change in sports management, due It 

is not common to see that work with 

multidisciplinary teams in university sports 

services and could be taken as an innovation 

strategy in this area. 

 

Similarly, in the functionality and comfort 

factor of the university sports areas, the 

component that obtained the lowest average 

refers to the internal communication means for 

suggestions or complaints (A = 3.78, SD = 

1.109), this wants say that sports users do not 

feel listened to or taken into account, however 

with the application of instruments periodically 

that perception could be changed, taking into 

account the complaints and suggestions, giving 

the appropriate treatment and follow-up of 

complaints and suggestions from users.  

 

On the other hand, it is necessary to 

analyze the factor that covers the management of 

the sports service, since within our research it 

was shown that the users perceive in a 

satisfactory way the existing sports 

infrastructure (A = 4.18, SD = 0.981), however 

in the factor of environment and comfort of baths 

became evident that the inclusion of lockers is 

necessary (A = 3.05, SD = 1.660). 
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It should be noted that within the 

characteristics factor of the program of sports 

activities it was found that the component that 

refers to the variability of the program of sports 

activities (A = 3.65, SD = 1.197) is the lowest in 

terms of average, so It is therefore recommended 

to offer a wide range of sports activities for 

users.  

 

Within the same factor it was found that it 

is necessary to increase the weekly frequency of 

sports activities offered (A = 3.96, SD = 1.080) 

for a better sport practice. Within the interaction 

factor with the coach, it was found that the item 

that refers to the organization of the classes by 

the coaches (A = 3.81, SD = 1.239) is where 

significant results are presented with less 

satisfaction, the establish in an improvement 

plan, request the coaches a record of the planning 

of their classes. 

 

In conclusion, the importance of carrying 

out periodic evaluations in sports organizations 

on the offered sports services is determined, in 

order to establish a philosophy of continuous 

improvement. Likewise, the importance of 

formally incorporating within the organizational 

charts and manuals, a profile of a specific 

position and / or department of sports 

management within private universities with the 

purpose of offering more and better sports 

services to users, is demonstrated. which will 

help to become aware of the benefits in terms of 

health and quality of life through the practice of 

sports and physical activity, which will 

contribute to the comprehensive training of 

university students.  
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