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Abstract The management of a fitness center needs to

apply good management functions in order to improve the
quality of its service. HSC Fitness Center is one of the
public services which are engaged in physical fitness. The
purpose of this study was to determine the impact of the
application of management functions on service quality at
the HSC Fitness Center Yogyakarta. This research uses
qualitative and quantitative approaches (mixed method)
with data collection techniques through observation,
interview, documentation and questionnaire methods. The
data sources of this study consisted of directors, managers,
front office staff, fitness instructors and members of the
HSC Fitness Center. Data collection on the application of
management functions is obtained from observations and
interviews with data sources, while data on service quality
is known by using an instrument in the form of a
questionnaire. Based on the results of research and
discussion, it can be concluded that the overall HSC Fitness
Center Yogyakarta has implemented management
functions in the form of planning, organizing, placing,
directing, and controlling optimally. This implementation
has a positive impact on service quality which includes
several factors: reliability, tangibles, responsiveness,
assurance, and empathy.

Keywords Management, Service, HSC Fitness Center

1. Introduction
Physical health and fitness are something that everyone
desires in life. Various attempts are made by someone to
get health and fitness. One way that is often done is by
doing physical activity or exercising. To obtain physical
health and fitness, exercise must be carried out in
accordance with the exercise dose so that it can be
measured, regular and programmed [1], [2]. The number
of people who like to exercise is increasing, because now
there are many sports venues that provide service facilities
in an indoor facility, so that there are no obstacles such as
sun heat or rain when exercising. Various sports facilities
in the form of services that are currently developing and
popular today. Those are tennis, football, basketball, and
sports in the form of weight training in a fitness center.
One of the sports activities that are currently developing
is sports activities in a fitness center. These days,
exercising in a fitness center has become part of a lifestyle
that is favored by various groups of people, both students,
graduated students and parents. Various groups of people
come to the fitness center with the purpose of improving
their health and fitness by carrying out various sports
programs including weight loss programs, body shaping
programs, weight gain, muscle mass gain (body building),
weight training program and strength program [3], [4], [5],
[6].
The fitness center is one of the favorite places to
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exercise by the community because the fitness center has
various tools and facilities designed in such a way that it
can be used as a proper physical exercise. According to
Suharjana, a fitness center is an indoor sports place that
offers various fitness training programs with modern
facilities and equipment for the purpose of achieving
health, fitness, and achievement [7].
Everyday life of every human being is a management of
himself or his family. This is done in some effort to meet
the needs of the family and realize the goals he or she
wants. Management is a process carried out by the
organization to plan, organize, direct, and control all
activities of the organization members and utilize various
available resources to achieve organizational goals [8], [9].
Sports management is the implementation of planning,
organizing, directing, motivating, and controlling
processes in an organizational context which has the main
objective of providing sports activities, products and
services or physical fitness as an effort to develop and
advance the company [10], [11], [12]. Another opinion
was that management is a work activity that coordinates
and supervises other people's work [13], [14].
The definition of management as a process in
translation and how to define it given by experts is still
vary. Some experts define management as a process. In
the Encyclopedia of the Social Sciences, it is stated that
management is a process with the implementation of a
certain goal which is organized and supervised.
Manullang according to the literature management has
three definitions: 1) management as a process, 2)
management as a collective people who do management,
and 3) management as an art and as a science [15]. Based
on those opinions of the experts above, it can be
concluded that management is an activity of the leadership
by using all the necessary resources to achieve
organizational goals efficiently. Management is also
defined as the process carried out by the organization to
plan, organize, direct, control all activities of the members
of the organization to achieve organizational goals.
At this time, fitness center entrepreneurs must manage
their fitness clubs as well as possible. Fitness center
management must apply good management functions in
order to maintain the quality of its service. The
management function is basically the main task that must
be carried out by the leadership in every organization. The
management function consists of four functions consist of
planning, organizing, leading, and control [16], [17].
Planning is determining organizational goals and deciding
the best way to achieve them. Organizing is the
determination of steps or tasks to achieve organizational
goals and organizing the right people and other resources
to carry out predetermined plans. Leading is defined as a
leadership. After establishing the planning and organizing
the necessary resources, the third function of management
is the leadership. Leadership (leading) is often referred to
as directing. The management function is the process of

planning, organizing, directing and controlling the efforts
of members, organizations, and the use and control of
human resources owned by the organization. The
management function is a series of processes for planning,
organizing, directing and controlling the efforts of the
members, the organization, the use and control of human
resources owned by the organization to achieve the goals
of the organization [18], [19].
Service quality is an effort to fulfill customer needs and
desires, as well as the accuracy of its delivery to balance
customer expectations. "Quality is the level of excellence
that is expected from control over that level of excellence
to fulfill. A very important aspect in determining the
quality associated with service to members is the quality
of service. Excellent service is defined as an attitude or
way of employees serving customers satisfactory [20],
[21]. Broadly speaking, Nasution states that there are four
main elements in the concept of quality, namely speed,
accuracy, friendliness, and comfort. Service is said to be
good if each employee has certain skills, including good
and neat appearance, being friendly, showing morale and
being always ready to serve customers, being able to
communicate well, and having the ability to handle
customer complaints [22].
The image of good service quality is not based on the
point of view or perception of the service provider, but
based on the point of view or perception of consumers.
Based on some of the opinions above, it is concluded that
service quality is a condition of the performance of an
organization in providing services for customers with the
aim of providing satisfaction to customers. There are five
dimensions related to service quality: tangibles, reliability,
responsiveness, assurance, and empathy [23], [24], [25].
The concept of service quality basically provides a
concrete perception of the quality of a service. The
concept of service quality is a comprehensive and
permanent revolution in changing one's perspective in
carrying out or working on any business related to a
dynamic and continuous process in fulfilling hopes, wants
and needs. This is in accordance with the Quality theory
that the success of a service action is determined by
quality, and quality is the highest appreciation of service
action [26], [27].
That the concept of service quality is a perception of a
quality revolution as a whole that is thought of and
becomes an idea that must be formulated, so that its
implementation can be evaluated, to become a dynamic
process and to take place continuously in meeting
customer satisfaction [28]. The theory of "goals"
developed by Samuelson (2000) shows that goals are
assumptions of satisfaction that are adjusted to the level of
service quality [29].
The concept of service quality is basically a quality
standard that must be understood in providing services
which are closely related to marketing and service quality.
This is in accordance with Yong and Loh that the quality
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of service must be adjusted to a proper standard, such as
ISO
(International
Standardization
Organization)
standards so that a healthy condition is considered for its
purpose or use, which conforms to specifications, freedom
with all its shortcomings, forms customer satisfaction, and
has high credibility and is pride [30].
Management is all activities to mobilize a group of
people and move all existing facilities in an effort to
cooperate with a group of people to achieve certain goals.
In order for the management of a fitness center to run well,
it must apply management functions. Good management
processes must meet management function standards
which include: (1) planning (2) organizing, (3) assigning
employees, (4) directing, and (5) controlling. With the
application of this management function, it is hoped that it
will be able to have a positive impact on the quality of
Fitness Center services. The observed service quality
indicators include: reliability, tangibles, responsiveness,
assurance, and empathy.
HSC Fitness Center is one of the fitness centers in
Yogyakarta and is a part of a business that is engaged in
services in the field of physical fitness. In providing
services to customers, HSC Fitness Center is required to
pay attention to and implement good management
functions. In this study, the researcher intends to conduct
a study on the application of management functions in the
management of the HSC Fitness Center and determine the
impact of the application of the management function on
the quality of service at the HSC Fitness Center. The
management functions observed are planning, organizing,
employee placement, directing, and controlling. Service
quality indicators that are studied in this study include:
reliability, tangibles, responsiveness, assurance, and
empathy. This research is important so that the HSC
Fitness Center can find out the effect of the
implementation of the management function on service
quality. By knowing the effect of implementing the
management function on service quality, other fitness
centers can also pay attention to the implementation of
management functions to improve their service quality.

2. Materials and Methods
The design in this study uses qualitative and
quantitative approaches (mixed method). As a research
method, mixed method focuses on collecting, analyzing
and mixing qualitative and quantitative data carried out in
one or a series of studies. The research was conducted at
the Health and Sport Center (HSC) Fitness Center
Yogyakarta, Jl. Colombo number 1 Yogyakarta. The data
collection process was carried out between May and June
2020. The variables examined in this study included the
application of management functions in the form of
planning, organizing, placing, directing, and controlling
effectively as well as the impact on service quality at the
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HSC Fitness Center which includes: reliability, tangibles,
responsiveness, assurance, and empathy [31].
The sampling technique was purposive sample. The
research subjects were the managers of the HSC Fitness
Center which included directors, managers, front office
staff, fitness instructors and members of the HSC Fitness
Center. This study applies a human instrument model with
observation and interview guidelines as a research
instrument to obtain data about management functions at
the HSC Fitness Center. Interviews were conducted in an
integrated manner with an outline of the interview guide
covering aspects that will be known about the
management function at the HSC Fitness Center.
Observations are carried out transparently and
strengthened by documentation in the form of field notes
and photos. To obtain service quality, this study used an
instrument in the form of a questionnaire. The
questionnaire in this study was developed according to the
analysis theory of the management function [8] and
analysis of service quality [22]. The validity of the
research instrument was determined by calculating the
validity using Pearson's Product Moment formula, while
the reliability of the instrument was determined using
Cronbach's Alpha formula with the help of a statistical
program. The data analysis technique in this study was
carried out by two methods of analysis. Data regarding the
management function is analyzed by means of qualitative
data analysis, which consists of three components, namely
data reduction, data presentation, and drawing conclusions
and verification. Data regarding service quality were
analyzed using descriptive analysis techniques by
categorizing the data to determine the level of service
quality. In this study, the data were categorized into five
categories, namely very good, good, sufficient,
insufficient and very lacking.

3. Discussion
3.1. Result
3.1.1. Description of Interview Result Data
The interview subjects in this study were 9 speakers
who were directly involved with the Yogyakarta HSC
Fitness Center. The speakers include general managers,
secretaries, managers, instructor coordinators, instructors
and front office staff. The interview focused on the
management functions at HSC Fitness Center Yogyakarta
which included 1) planning, consisting of global planning,
strategic, and operational sub-indicators, 2) organizing,
consisting of sub indicators observed in this research
including the preparation of work organizations,
determining sources human resources and responsibility
supervision), 3) Planning, including sub indicators of
human resource planning, employee withdrawal,
employee
orientation,
training,
appraisal,
and
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remuneration), 4) Direction, including sub indicators
leading, motivating and communicating, 5) controls,
including aspects of personal controls, action controls and
result controls .
Based on interviews about global planning, strategic
planning and operational planning at the HSC Fitness
Center, it is known that 9 informants stated that the HSC
Fitness Center has global planning, strategic planning and
operational planning. Institutionally, global planning is
prepared based on the mechanism of the Faculty of Sport
Sciences: Dean - manager - unit manager - then continued
to human resources. The prepared global plan is used for
managerial work guidelines, covering the overall
managerial such as revenue targets, human resources,
facilities and others. Strategic planning is used as a
guideline for formulating work strategies to achieve
predetermined targets, while operational planning
becomes a guideline for carrying out operational work
activities of the HSC Fitness Center.
Organizing is the process of preparing an organizational
structure in accordance with the organizational goals of its
resources and the environment that surrounds it. Based on
interviews, the process of compiling the work
organization of the Yogyakarta HSC Fitness Center was
prepared by the authorized parties at the FIK and HSC
Fitness Center and continued at the University level. The
determination of human resources at the HSC Fitness
Center is carried out based on the needs of the work unit,
then the recruitment of the required human resources is
carried out. The criteria for determining human resources
at the HSC Fitness Center include education level,
scientific fields, special professions (masseur/ instructor/
personal trainer), and work experience. Besides that, the
main things that are also considered are attitude,
personality and character. The HSC Fitness Center has
also supervised the responsibilities carried out by the head
of the HSC Fitness Center division and is evaluated every
month through an internal meeting. The monitoring report
was submitted to the leaders of HSC, Faculty of Sport
Science and Yogyakarta State University. HSC Fitness
Center has also done HR planning.
The HR planning aspect in the placement function at
the HSC Fitness Center is tailored to the HR needs of the
HSC Fitness Center. The withdrawal of employees at the
HSC Fitness Center is carried out through a selection
stage, but the priority is that employees are recruited from
FIK UNY, who on average have interned at the HSC
Fitness Center. Regarding employee orientation, most of
the informants stated that there has already been an
employee orientation at the Yogyakarta HSC Fitness
Center. Work orientation is carried out in each work unit
by introducing the work environment, explaining the
vision and mission and job descriptions, as well as
introducing problems that are often encountered in the
field. Based on the results of interviews with informants

about job training, the majority of informants stated that
there had been employee training at the Yogyakarta HSC
Fitness Center. Informants who state that there is no job
training may not have been included in the training, but
the job training program itself is a policy of the
Yogyakarta HSC Fitness Center which is conducted every
3 to 6 months as needed. Job appraisals have been carried
out at the HSC Fitness Center Yogyakarta. Basically, the
assessment is done every day and evaluated once a month
during the coordination meeting. Furthermore, there is a
re-evaluation as a condition for continuing the work
contract once a year. Some of the informants stated that
there was no remuneration for employees at the HSC
Fitness Center. This means that the aspect of providing
remuneration has not been fulfilled by the Yogyakarta
HSC Fitness Center.
Direction is the process of directing and influencing
members of the organization individually or as a whole in
carrying out various activities to achieve a goal or set of
goals. Based on the results of interviews with informants,
it is known that most have implemented a leadership
pattern by adopting a democratic leadership pattern. In
terms of motivation, the results of the interviews indicated
that motivation was given at the HSC Fitness Center,
which was given by the manager to employees as well as
among
the
employees
themselves.
Effective
communication patterns have also been implemented at
the Yogyakarta HSC Fitness Center. Communication is
carried out openly, which includes dialogue and
discussion, being a good listener to others and always
respecting other people's ideas, input, and opinions.
From the aspect of control based on the results of the
interview, it is known that the HSC Fitness Center has
implemented personal control, action control, and result
control. These personal controls include being carried out
by managers on employees by means of a personal
approach, evaluating, giving advice, being reprimanded
and given constructive sanctions. Action controls are
carried out by controlling the work carried out by
employees in accordance with the duties and duties of
each employee, and result controls are carried out by
evaluating work results regularly, respecting employee
work results, discussing complaints and aspirations by
increasing concern with employees. Result controls are
generally carried out through daily and monthly meetings
to evaluate performance, as well as annual meetings to
evaluate year-end assessments.
3.2. Data Observation
Apart from being obtained from interviews,
management function data is also complemented by
observations. Observation data will complement the
results of the interview.
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Table 1. Observation Results Regarding Management Functions of The HSC Fitness Center
Observation

Qualification
Yes

Description

None

Planning
a
b
c

Whether there is global planning or not
Whether there is strategic planning or not
Whether there is operational planning or not

√
√
√

Planning is carried out through meetings every
month, with a breakdown in each unit.

Organizing
a
b
c

Whether there is a work organization arrangement or
not
Whether there is a determination of human resources
Whether there is oversight of certain responsibilities

a
b
c
d
e
f

HR planning
Employee withdrawal
Employee orientation
Employee training
Employee assessment
Providing remuneration for employees

√
√

The organizational structure follows the management
unit of the HSC management

√

Placement
√
√
√
√
√

Conducted in each unit through the existing
considerations and conditions
√

Leading
a
b
c

Lead
Motivate
Communicate

a
b
c

Personal controls
Action controls
Result controls

√
√
√

Each unit is directed by their respective management

√
√
√

Performed in each unit

Controlling

Based on observations, it is known that management
functions including planning, organizing, placing,
directing and controlling have been carried out at the
Yogyakarta HSC Fitness Center. The planning function
has been carried out with the existence of global, strategic
and operational planning. The organizing function has
been carried out by the HSC Fitness Center Yogyakarta
by arranging work organization, determining human
resources and monitoring responsibilities. The
organizational structure follows the management unit of
the HSC management. All aspects of leadership and
managerial have carried out the organizing function
together. The placement function is carried out by the
Yogyakarta HSC Fitness Center with the existence of HR
planning, employee recruitment, employee training,
employee appraisals and employee orientation. What has
not been done is that there is no remuneration for
employees. The placement function is carried out in each
unit through consideration and adjusted to the conditions
and needs of each unit. This supports positive
organizational performance at the HSC Fitness Center
[32], [33].
The function of directing has been carried out by the
HSC Fitness Center Yogyakarta, indicated by the
existence of leading, motivating and communicating in the
management of the HSC Fitness Center. The directing

function is performed in each unit. The control function
has also been carried out by the HSC Fitness Center
Yogyakarta, indicated by the presence of personal controls,
action controls and result controls. Overall, the
management function has been carried out by the HSC
Fitness Center Yogyakarta and with this. It is hoped that it
can support optimal service at the HSC Fitness Center.
3.3. Description of Service Quality Data Analysis
Results
Service quality data for HSC Fitness Center Yogyakarta
is divided into 5 factors, namely direct evidence,
reliability, responsiveness, assurance and empathy [34],
[35], [32], [36]. The data of each service quality factor of
HSC Fitness Center Yogyakarta were analyzed
descriptively with the following results.
3.3.1. Service Quality Direct Evidence Factors
Direct evidence service quality is observed based on
indicators of physical evidence, equipment and means of
communication at HSC Fitness Center Yogyakarta. The
results of the research in the category of service quality at
the HSC Fitness Center and the direct evidence factors are
as follows:
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Table 4.

Table 2. Direct Evidence Data Categorization

Responsiveness Data Categorization

Interval Score

Frequency

Percentage
(%)

Category

Interval Score

Frequency

Percentage
(%)

Category

x ≥ 32,50

26

52,0

Very good

x ≥ 22,75

28

56,0

Very good

27,50 < to < 32,50

20

40,0

Good

19,25 < to < 22,75

21

42,0

Good

22,50 < to < 27,50

4

8,0

Sufficient

15,75 < to < 19,25

1

2,0

Sufficient

17,50 < to < 22,50

0

0,0

Bad

12,25 < to < 15,75

0

0,0

Bad

x < 17,50

0

0,0

Very bad

x < 12,25

0

0,0

Very bad

Total

50

100,0

Total

50

100,0

Based on the table above, it is known that 52% of the
respondents stated that direct evidence was in the very
good category, while 40% of the respondents stated that
direct evidence was in the good category. Respondents
who stated that the direct evidence category is sufficient is
8%. Generally, it can be concluded that the service quality
of direct evidence is in the very good category.
3.3.2. Service Quality Reliability Dimensions
The service quality of the reliability factor is observed
based on the indicators of timely service delivery and the
suitability of services at HSC Fitness Center Yogyakarta.
The categorization for the reliability factor is presented in
the following table:
Table 3.

Reliability Data Categorization

Interval Score

Frequency

Percentage
(%)

Category

x ≥ 29,25

19

38,0

Very good

24,75 < to < 29,25

25

50,0

Good

20,25 < to < 24,75

6

12,0

Sufficient

15,75 < to < 20,25

0

0,0

Bad

x < 15,75

0

0,0

Very bad

Total

50

100,0

Based on the table above, it is known that 50% of the
respondents stated that the reliability was in the good
category, by 38% of the respondents stated that the
reliability was in the very good category. Respondents
who stated that the reliability category was sufficient at
12%. Generally, it can be concluded that the service
quality reliability factor is in good category.

Based on the table above, it is known that 56% of the
respondents stated that responsiveness was in the very
good category, while 42% of the respondents stated that
responsiveness was in the good category. Respondents
who stated that the responsiveness category was adequate
by 2%. Generally, it can be concluded that the service
quality of the responsiveness factor is in the very good
category.
3.3.4. Quality of Service Dimensions of Guarantee
Service quality assurance factor is observed based on
security and safety assurance indicators, knowledge and
capabilities of human resources at HSC Fitness Center
Yogyakarta. The categorization for assurance factors is
presented in the following table:
Table 5.

Guarantee Data Categorization

Interval Score

Frequency

Percentage
(%)

Category

x ≥ 22,75

26

52,0

Very good

19,25 < to < 22,75

23

46,0

Good

15,75 < to < 19,25

1

2,0

Sufficient

12,25 < to < 15,75

0

0,0

Bad
Very bad

x < 12,25

0

0,0

Total

50

100,0

Based on the table above, it is known that 52% of the
respondents stated that the guarantee was in the very good
category, while 46% of the respondents stated that the
guarantee was in the good category. Respondents who
stated that the category guarantee was sufficient by 2%. It
can be concluded that the service quality assurance factor
is in the very good category.

3.3.3. Service Quality of the Responsiveness Dimension

3.3.4. Service Quality Dimensions of Empathy

The service quality of the responsiveness factor is
observed based on the response indicators and employee
readiness, and the time available for service at the HSC
Fitness Center Yogyakarta. The categorization for the
responsiveness factor is presented in the following table:

The service quality of the empathy factor is observed
based on the indicators of empathy, namely the company's
attention to members, understanding the needs of
members and the ease of making relationships at the HSC
Fitness Center Yogyakarta. The categorization for
empathy factors is presented in the following table:
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Table 6.

Empathy Data Categorization

Interval Score

Frequency

Percentage
(%)

x ≥ 16,25

36

72,0

Very good

13,75 < to < 16,25

14

28,0

Good

11,25 < to < 13,75

0

0,0

Sufficient

8,75 < to < 11,25

0

0,0

Bad

x < 8,75

0

0,0

Very bad

Total

50

100,0

Category

Based on the table above, it is known that 72% of the
respondents stated that they were in the very good
category, as much as 28% of the respondents stated that
they were in the good category. It can be concluded that
the empathy factor service quality is in the very good
category.
3.2. Discussion
The observation results show that the management
functions including planning, organizing, placing,
directing and controlling have been carried out well by the
Yogyakarta HSC Fitness Center. The planning function
has been carried out with the existence of global, strategic
and operational planning. Planning is carried out through
meetings every month, and then breakdown in each unit to
be ready to be implemented. The organizing function has
been carried out by the HSC Fitness Center Yogyakarta
by arranging work organization, determining human
resources and monitoring responsibilities [37], [38], [39].
This show that HSC Fitness Center doing a positive
organizational performance at all [32].
The organizational structure follows the management
unit of the HSC management. All aspects of leadership
and managerial have carried out the organizational
function together. The placement function is carried out
by the Yogyakarta HSC Fitness Center with human
resources planning, employee withdrawals, employee
training, employee appraisals and employee orientation.
What has not been done is that there is no remuneration
for employees. The placement function is carried out in
each unit through consideration and adjusted to the
conditions and needs of each unit. The function of
directing has been carried out by the HSC Fitness Center
Yogyakarta, indicated by the presence of leading,
motivating and communicating. The directing function is
performed in each unit. Each management implements a
function of direction to subordinates.
The control function has been carried out by the HSC
Fitness Center Yogyakarta, indicated by the presence of
personal controls, action controls and result controls.
Overall, the management function has been carried out by
the Yogyakarta HSC Fitness Center which can support to
provide optimal service quality. The things mentioned
above have a good impact in improving the management
quality of the HSC Fitness Center. HSC Fitness Center is
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a medium fitness center that has a positive effect with the
implementation of good management functions [40].
Based on table 2, it is known that the percentage value
of the total score of the direct evidence factor is 80.65%.
The service quality of direct evidence is measured in
several indicators and outlined in the questionnaire
questions. The results of the score analysis for each
question item are as follows.
The percentage value of the total score of the direct
evidence factor is 80.65%. These results indicate that seen
from each item of the question the quality of service, the
direct evidence factor has been done very well by the
Yogyakarta HSC Fitness Center. The highest score
percentage is in the cleanliness statement of the
maintained training room with a percentage of 90%.
These results indicate that the cleanliness of the practice
room is well maintained. Yogyakarta HSC Fitness Center
staff always maintain the cleanliness of the exercise room
by regularly cleaning the exercise room before opening or
before closing. The lowest score percentage on the
waiting room statement is quite adequate with a
percentage value of 65%. When many members are doing
the exercises at the same time, the waiting area is limited.
This condition makes member ratings low.
Based on table 3, it is known that the percentage value
of the total score of the reliability factor is 80.2%. The
service quality reliability factor is measured in several
indicators and outlined in the questionnaire questions. The
percentage value of the total score of the reliability factor
is 80.2%. These results indicate that seen from each item
the service quality reliability factor has been carried out
well by the Yogyakarta HSC Fitness Center. The highest
score percentage is in the statement of the HSC Fitness
Center opening time with a percentage of 87.5%. These
results indicate that the opening times at the HSC Fitness
Center are right on schedule. Yogyakarta HSC Fitness
Center officers are always on time to open the HSC
Fitness Center. The lowest score percentage on statements
in member training is always assisted by the instructor
with a percentage value of 71%. When many members do
the exercises at the same time, the instructor's attention is
diverted among many members, so the instructor cannot
always help one member but must pay attention to all
members. This condition makes member ratings low.
Based on table 4, it is known that the percentage value
of the total score of the responsiveness factor is 84.4%.
The service quality of the responsiveness factor is
measured in several indicators and outlined in the
questionnaire questions. These results indicate that seen
from each item of the question, the service quality of the
responsiveness factor has been carried out very well by
the Yogyakarta HSC Fitness Center. The highest score
percentage is in the statement that the instructor is always
friendly in serving members with a percentage of 89%.
These results indicate that the instructor's friendliness in
providing services is felt by the members. Instructor
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friendliness is one form of the forefront of the
responsiveness factor that supports the realization of
service quality at the HSC Fitness Center. The lowest
score percentage on the HSC Fitness Center statement
responds to criticism and input from members with a
percentage value of 80.5%. The lowest percentage value
of answers in the aspect of responsiveness still shows a
high percentage, meaning that the HSC Fitness Center has
responded to criticism and input from members very well,
so that service responsiveness can be realized.
Based on table 5, it is known that the percentage value
of the total score of the guarantee factor is 83.1%. Quality
of service assurance factor is measured in several
indicators and outlined in the questionnaire questions. The
results of the score analysis for each question item are as
follows.
Based on table 5, it is known that the percentage value
of the total score of the guarantee factor is 83.1%. These
results indicate that seen from each item of the question
the quality of service, the guarantee factor has been done
very well by the Yogyakarta HSC Fitness Center. The
highest score percentage is in the statement that the HSC
Fitness Center has instructors who have knowledge of
sports fitness / the world of fitness with a percentage of
88%. These results indicate that the instructor's
knowledge about the sport of fitness / the world of fitness
is very adequate so that it supports them in carrying out
their duties as an instructor. The lowest score percentage
in the HSC Fitness Center statement guarantees the
member's vehicle is in the parking lot with a percentage
value of 76.5%. The lowest percentage value of answers
in the aspect of guarantee still shows a high percentage,
meaning that the safety of the members' vehicles is
guaranteed at the HSC Fitness Center. In addition to
adequate parking spaces, there are also officers who guard
the parking lot for vehicles so that security is maintained.
Based on table 6, it is known that the percentage value
of the total score for the empathy factor is 88.2%. The
service quality of the empathy factor is measured in
several indicators and outlined in the questionnaire. The
results of the score analysis for each question item are as
follows. These results indicate that seen from each item
the service quality factor of empathy has been done very
well by the Yogyakarta HSC Fitness Center. The highest
score percentage is in the statement of registration
requirements at the HSC Fitness Center, which is very
easy with a percentage of 92.5%. These results indicate
that to become a member at the HSC Fitness Center does
not require difficult conditions. New members can easily
join the HSC Fitness Center. The lowest score percentage
in the HSC Fitness Center statement always anticipates
the needs of members with a percentage value of 81.5%.
The lowest percentage value of answers on the aspect of
empathy still shows a high percentage, meaning that the
HSC Fitness Center always carries out its duties in
meeting the needs of members. This has been felt directly

by the members so that the service quality of the empathy
factor can be manifested at the HSC Fitness Center.
With these things, HSC Fitness Center has a service
quality that is worth to its customers. Various
management functions in the application can meet the
needs of members and increase member confidence in the
HSC Fitness Center. This is a positive thing that the
service quality of HSC Fitness Center is getting better
with the support of planning, organizing, placement,
leading and controlling carried out by the management of
HSC Fitness Center [41]–[44].

4. Conclusion
Based on the results of research and discussion, it can
be concluded that overall HSC Fitness Center Yogyakarta
has implemented management functions in the form of
planning, organizing, placing, directing, and controlling
optimally, thus having a positive impact on service quality
which includes several factors: direct evidence tangibles
of 80.65%, reliability of 80.2%, responsiveness of 84.4%,
assurance of 83.1%, and empathy of 88.2%. The final
conclusion of this study is that the implementation of the
management function in HSC Fitness Center Yogyakarta
have positive impact on service quality.
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