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This project investigated the satisfdctio~~ of private carnpsite 
uwrrers with their canpgrounci recreation operations. Regression 
analysis found five iterr~s irnpacted the a)vcrall satisfaction of 
campsitc owners: overall impresiiion of the cmpgrot~nd. staff 
hairling for lwth recreation and quatics staff, noise. and fees and 
charges. 'Xhc irnp;~cts of khese items va~e t l  depending u[x?n user 
group. 

Irattdtactitatm 
Wotdhaveil Lakes Cainpgnotlnd in Sublerte, Illinois is hmerica's 
largest owtlershii? cainpirlg resort wirh c.)ver 6,000 ca~npsites were 
sold. A s  the prrqect was sold o u t  hy thc developer, the ownerstlip 
arid rnanagemcut of the ccjr'nmon areas of the resort wrts turned 
over to a nonprofit owner's associatiorr, "The Woodhaven 
Ass<xiatiorr." 'n9e association is marraged by an elected b;mt of 
directors who establish ~ r ~ l i c y ,  set fees and hire staff. In order b 
he responsive to tlleir' owners, the hoard conducts perk~iic 
surveys of campsite owners. This survey is one such prqjecr. 

Uf gerieriii intcrcst in this survey were qucstiorls about the current 
recreation faciiities and programs as well as future development 
of recrcatitanai amenities, pa.r.fliculwisly wintcr and amenities (i.e., 
year rouncl pool and spa, ice rinks, sledding hill ek.). Wootlhaven 
wa,~ originally designed and sold as n seasonal operation but as 
time passed, interest has becn expressed in developing the area 
into more of a year rountf operation, bringing with it a nurnber of 
operating problems. 

A special purpose of this study was to investigate factors 
impacting the s;rkisfacdon private campsitc owners feel with the 
cmpgourid's recreation deparunerkt using methodology 
developed in previous   at is faction studies done on boaters by 
Graefe and Fhogirr j l i ) H O ) ,  Drogin, Graefe and Titre (1995), at'id 
Holdrrak, C;racfc and thogin (19%). 'mese studies are based on 
the Expectancy 'Theory of Satisfaceion. 

Methodology 
The study explored a nurnber of potential hipacts on campsite 
owners' satisfaction with Wondhaven Lakes Cm~pground, 
Sublette, Illittois. Campsite owners were surveyed by ma2 in the 
summer of 1992 as part of a regular program of surveys 
conduc@d by the cmpg~ound  management oganization. Since 
the pfimary source of furlding for developnrtent and operations is 
inemhership dues, it was of particular importancbi to manage- 
ment to give each owner the opprtuniry to respond to the siirvcy. 
Thus approxirnarcly 6,Wl surveys were mailed lo carnpsite 
owners and 1240 usable surveys were returned yieldirrg a return 
rate ctf slightly Mte r  thm 2O.XYh. Managers rePe1.rf that this 
response rate wai consistent with respiinses rates of their previctus 
surveys. Due to the large nuinhcrs of surveys mailcd, foilow-up 
mailings were nut used. Researchers rewgnize &at this is a low 
sesponse rate and that a rarldom smpie  method with follow-ups 
might provide superior data. 

Factors expected to impact satisfaeeion with the ca-irpground 
recreation department were developed hy the campgrounrf 
recreatittn depztment staff with input from the resewcher.. 
Factors included: &c nvcrdl inaprcssion of the caanpgaund 
upration, crowding, noise, fees md charges, as well as staff 
frieridlir-ress arid tpaining, facility supervision and facility 
condition for both recreation operations and aquatics operations. 
A series of items sncasured on a five point I.ykert scalc were used 
to assess the level of agreement wirh statements concerning eacb 
item. Items measuring crowding and noise were reverse coded. 
Overall satisfaction with the recreation department was measured 
with a single itern on a ten point scale. where 10 = "extremely 
satisfiecl". A stepwise multiple regressioil analysis was condi~cted 
testing the impacts of the study variables on the satisfaction of the 
campsite owners. Th i s  methodology is consistent the previctusiy 
mentioned studies. 

Results 
In  order to test the impact of the sefccted variables on crveratl 
satisfaction with the recreatiun operation, a stepwise multiple 
regression was run. 

Results of the stepwise multiple regression indicatetf that five of 
the twelve variahlcs studied did impact the owners i~npressions of  
the recreation department (Fable f ). 7he higher the overall 
irnpressictn of she campground, the higher the satisfactior~ with h e  
recreation operation. Also important was the pttrceivd level of 
training of the recreation staff and the aquatics staff as well the 
perception that current fees and charges were appropriate. In 
acidition, the noise of others at the facilities negatively impacted 
satisfactiori. f)vcrall, the multiple regression produced an faz of 
.488 which is comparable to previous strrdics. 

An additional series of AMOVAs were run tr, see if any of the 
factors impacting satisfaction with the campground recreation 
departinen$ varied dcpnctirig u p n  the user groups at the 
carnpgrouxrd i.e.. ~ ~ ~ S O I I S  visiting its "individuals", "self and 
spouse", "immediate family with primarily children" and 
"immediate family with primarily grandchildren". 

Though there was no significant difference between groups on. 
their overall w.rcepcion of the campground's recreation 
department, there wcre significant differences between groups on 
two of t i ~ c  variables found to irnpact the satisfaction with the 
deparbnent ('Table 2). i9ecuple who visited Woadhavcn L&cs as 
"self arrif spr)ilse" were lower in heir evaluation of Woodk~avc~l 
Lakes overall thm were the other groups. Also, the impact of 
noise at the facilities was felt rnore strongly by hose visiting as 
individuais or wilh spouses that by the groups visiting with 
children or grandchildren. 



Table 1: Slmnmsy of muidpie regression of sekctd variables on satisfxlion af 
private caanpsitc owners with mpground %creation oprations. 

1 n k ~ n d e . n  t Overal1 Impression of WFiL 

V ~ a b l e  Recreation Dcpnrrmer~t 

I I3ct;t 

Overall impressicm of Wtxtdhaven I,iies Cmpgrr,und .636 0.6 14 

I avoided ccemin areas of the Iake kcause of crowding. 

'Ike noisc at the facilities reducat my cnjoyment. 

There is adcquatc: suprvision at recreation facilities. .MI 

Therct is adequate supsvision at aquatics facili6es. ,015 
The reaeatiun s~afi i s  well: trained. .4% 

The reh-eatiotl staff is ffie.ndky and helpful. ,049 

K~rcat ion  Facilities are in gwxl condition. 

'me aquatics sraff is well W;dned. 

Tbc aqmtics suff is tiielldly and helpful. .036 

Aquatics facilit.ics are in gtuxt condition. .TWJ 

Cumnt fees and charges arc appmlpriate. .278 0.159 

)"ereeat of Variance Explained (K stpare): .488 

'Table 2: The influence of "group" ott selected innpact 
vasiables 

(;rand 
Mean 

Ovtrail imprcssiorr of Wlt 81, Kecrcaticln Ikpt 7.35 
N= 070 

d)veratl$ impression c l  WHB, Caxnpgrc~und 7.57 

Self& I m e d .  
Xndivid. spouse fisraaily 

7.21 7.35 7.37 



Ihii resu!ts uY this study i i ~ d i c a t ~  that the expcck3ru.y theory rrf 
satisCai.:jiin c;trl he vaiiiahle in the evaiualion of campground 
rcc r~u t iun  ttptrations. 13y focusiiig i:n the factim showri ict 
xigr:ifizsm?ly impact 2lxe i~xi~rressions of cxnpsite owners, 

- -, . c ~ r ~ a i i c ? n  managers can 121ost cfficientiy inrrpvve %he owners 
~ialil;f;~c:iii?n with their  opral ion.  

C)I pttr:icul~ar ~ 5 t c  in this stirtly was the re1a:ive irnyx)rlancc of 
t-aii,iirjg f<:r both :Pic rccrcatioi~ arid aquatics staff. Training was 
iirur~ti io be sigilificanr while frjt.rli!liness ;and qrlaliry of 
:;~ipcr,~,i<ion wiis mrl. F;)r &is oiteratioil, additional st;rff training 
ix:!praiii?; ~ ' o i i l < l  SC~"II I  to lie api?x'plriate 

Aci~iiei<~iisliy. thi: rcspirnrlcrifs fcelings ahnuf fees artti charges 
ilripiii.lc.~i tiicir cver;iii satisfiictii>r~. Further studies of willingness 
t u  pay shoul:i he CC:~~I. IC~C<~ ;it th is  car~~pgroutrcl. 

T'iic riie!hi:dviogj.. used in previous satisfactiorl ?i$.trdies was showrn 
?ir lzi? applicnitic in die s t t ~ d y  of cxirnpground operations. 
hililitii,~~ai twes of this ir~c!l.lotitric?py in a variety of public and 
private o;;tii:.~i>i. i.ccrC,aiiiirl opcr;iiii)i~s shouitl hc cnndtrcted. 
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