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This research presents the cause-and-effect model for service quality, customer satisfaction, the
sense of belonging, the effect of word-of-mouth and loyalty, and does scoring their constructed
concepts. As an example of data analysis, on the basis of the survey data over 6 years for service
of Japanese professional baseball, the analysis of secular changes in customer satisfaction index
model for Japanese professional baseball teams is conducted by simultaneous analysis of several
groups, and the changes in overall customer satisfaction scores are also analyzed by the growth
curve model. Furthermore, from the given data, the relationship between the overall customer
satisfaction scores and average number of spectators are examined. In addition, the relationship
between the text information on internet (Blog, Twitter, etc), customer reviews and the
management performance are analyzed.
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