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Abstract : The service quality perception depends on many factors, such as the area in which the services are provided,
socioeconomic status, educational status, experience, age and gender of consumers, as well as many others. For this reason, it
is not possible to apply instrument for establishing the service quality perception that is developed in other areas and in other
populations. The aim of the research was to form an instrument for assessing the quality perception in the field of fitness in
Serbia. After analyzing the available literature and conducting a pilot research, there were 15 isolated areas in which it was
possible to observe the service quality perception. The areas included: material and technical basis, secondary facilities,
coaches, programs, reliability, credibility, security, rapid response, compassion, communication, prices, satisfaction, loyalty,
quality outcomes and motives. These areas were covered by a questionnaire consisted of 100 items where the number of items
varied from area to area from 3 up to 11. The questionnaire was administered to 350 subjects of both genders (174 men and
176 women) aged from 18 to 68 years, being beneficiaries of fitness services for at least 1 year. In each of the areas was
conducted a factor analysis in its exploratory form by principal components method. The number of significant factors has been
determined in accordance with the Kaiser Guttman criterion. The initial factor solutions were simplified using the Varimax
rotation. Analyses per areas have produced from 1 to 4 factors. Afterward, the factor analysis of factor scores on the first
principal component of each of the respondents in each of the analyzed area was performed, and the factor structure was
obtained with four latent dimensions interpreted as offer, the relationship with the coaches, the experience of quality and the
initial impression. This factor structure was analysed by hierarchical analysis of Oblique factors, which in the second order
space produced single factor interpreted as a general factor of the service quality perception. The resulting questionnaire
represents an instrument which can serve managers in the field of fitness to optimize the centers development, raising the
quality of services in line with consumers needs and expectations.
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