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ABSTRACT

The Effects of the Service Quality of Hair Shops on

Customer Experiences and Relationship Continuity Intention

Im, So—Yeon

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

Changes to the perceptions of hair salons have further highlighted a
need for the differentiation of service quality along with the growing
number of hair salons with customer satisfaction and relationship
continuity intention having great influences. This study thus set out to
provide basic data about the effects of service quality on customer
experiences and relationship continuity intention at hair salons.

The investigator investigated the effects of the service quality of hair
salons on cognitive experiences to assess personal subjectivity and rational
evaluations, physical experiences to assess the environment, and customer
experiences and relationship continuity intention as relational experiences
to assess human relationships. The study also proposed an approach to
expected effects through the service quality of hair salons based on the results.

The study set a couple of research models and hypotheses based on
previous studies discussed earlier and surveyed adult men and women
with experiences of using a hair salon in Seoul and its metropolitan area.

A total of 331 questionnaires were distributed and returned. Of them,
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319 were used in statistical analyses after 12 were excluded for answers
that did not match the research purposes. Data were analyzed in
frequency, factor, reliability, correlation, and multiple regression analyses
with the SPSS 25.0 program.

The findings according to the statistical analysis results were
summarized as follows:

First, the statistical analysis results of the respondents’ demographic
characteristics show that the biggest proportion of them were single
women in their twenties that had a professional job, graduated from
college, and had an average income of 2,000,000 won or less.

Second, the statistical analysis results of their actual uses of hair
salons show that they used a franchise hair salon and a hair salon close
to their homes. The highest percentage of the respondents received the
cutting service, visited a hair salon every two months, and spent
20,000~50,000 won on average per month. The biggest number of the
respondents said that they used their current hair salons for six~twelve
months and mentioned good service as a factor to choose a hair salon.

Third, the factor analysis results found five sub—variables under the
service quality of hair salons including tangibility, certainty, reliability,
sympathy, and responsiveness, and three sub—variables under customer
experiences according to service quality including cognitive, physical, and
relational experiences.

Fourth, the test results of hypotheses demonstrate that tangibility,
certainty, reliability, sympathy, and responsiveness under the service
quality of hair salons had significant effects on cognitive, physical, and
relational experiences under customer experiences.

Fifth, the study examined the influences of the service quality of hair
salons and their sub—variables and also those of customer experiences and

their sub—variables and found that all of those factors had influences. Of
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the subfactors of service quality, sympathy had the highest influence.
Relational experiences had the greatest influences on tangibility, certainty,
and reliability while physical experiences did on sympathy and
responsiveness.

Sixth, the study tested the hypotheses regarding the effects of cognitive,
physical, and relational experiences under customer experiences on
relationship continuity intention and found that all three sub-variables
had significant effects on it.

Seventh, the study examined the influences of the variables of customer
experiences on relationship continuity intention and found that all the
factors had influences on it with relational experiences under customer
experiences having the greatest influence.

Eighth, the study tested the hypotheses about the effects of tangibility,
certainty, reliability, sympathy, and responsiveness under the service
quality of hair salons on relationship continuity intention and found that
all of the sub—variables had significant effects on it.

Finally, the study examined the influences of the variables of the
service quality of hair salons on relationship continuity intention and
found that all of the variables had influences on it with responsiveness
having the greatest influence.

The present study demonstrated that customer churn could be prevented
by enhancing service quality, which has a major impact on customer
satisfaction and relationship continuity intention and thus maximizing
customer satisfaction and that customers' relationship continuity intention
could be promoted by creating new clients through continuous relationships

and positive word-of—mouth, thus holding its significance.

(Keywords) Hair Shops, service quality, customer experience, relationship

continuity intention
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