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A Study on Consumer Satisfaction in Gyms Based on Online Evaluations

CHEN Si-qi
(School of Physical Education, Hubei University, Wuhan 430062, China)

Abstract: This study collected consumer reviews of gyms on the Dianping App through web crawling technology
and analyzed the data using content analysis method and ROST CM6 software. The purpose is to explore consumers’
satisfaction with gyms and the influencing factors, and further provide improvement suggestions for gym operators.
The research results show that: (1) The three most frequently mentioned elements in consumer reviews are coaches,
environment, and equipment in sequence; (2) In terms of emotional distribution, positive emotions dominate (94.44%),
while negative emotions account for only 5.32%, among which general negative, moderately negative, and highly negative
emotions account for 1.4%, 0.59% and 0.83% respectively; (3) Among negative reviews, facility issues are the most
significant factor affecting satisfaction (accounting for 20%), followed by environment, coaches and location factors. Based
on the above findings, the following suggestions are put forward: Gyms should rationally plan the layout of equipment,
strengthen maintenance and conduct regular cleaning; ensure that personal trainers and front desk staff maintain a
consistent, friendly, and amiable attitude towards trial class participants and long-term members; and at the same time, the
location should focus on traffic convenience to enhance customer satisfaction and retention rate.
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