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ABSTRACT

The Effects of Beauty Shop Servicescape and

Compensation Service on the Internal Response

Yoon, Jin—Gyeong

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The purpose of this study is to examine the impact of servicescape,
which is the physical environment in which services are provided, and
compensation services to customers on their cognitive and physiological
internal responses, in order to assure a competitive edge in the
quantitatively saturated beauty market, and to present concrete and
reasonable improvement measures for servicescape and compensation
services. In accordance with the purpose of this study, the relationship
between variables and their influence on theoretical backgrounds were
studied by reviewing relevant literature data, and the subjects of research
were presented accordingly. Data collection was conducted with

self —administered survey on general public users of beauty shops in Seoul
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and Gyeonggi—do, and the questionnaire was organized based on collected
questions from related prior studies. The survey was conducted with 558
final copies after preliminary investigation, and the SPSS 24.0 statistical
program was used for factor analysis, regression, reliability analysis, and
frequency analysis. Research results and conclusions are as follows.
First, the higher the servicescape level of aesthetic impression, air
conditioning environment and spatial functionality of the beauty shop, the
higher the emotional, cognitive and physiological responses, which are
factors of internal response; Thus, the servicescape has been proven to be
one of the competitive factors in the quantitatively saturated beauty market.
This is a verification of the need to provide high—quality servicescape,
requiring interior with accent, distinction between male and female
restrooms in consideration of customer movement, an indoor landscape that
provides a sense of psychological stability, and appropriate use of colors.
Second, the compensation service has also been proven to be a very
important factor, as the internal response, cognitive response, emotional
response and physiological response all increased when customers receive
cognitive and practical compensation from beauty shops. This is also judged
to be a verification of the need for a high quality compensation service,
requiring to make compulsory a five—minute intangible compensation time
that provides economic benefits or psychological satisfaction to customers to
let them experience cognitive and psychological satisfaction in the course of
their consumption behavior; But also, to prevent any loss to the beauty
shop caused by such compensation plan, payment or small price increases
may be considered to be executed for purchasing of certain products.
As this study was conducted among beauty shop users in Seoul and
Gyeonggi Province, the generalization of the study results can be expected
from further studies with expansion of the scope of sample collection. Also,

since the physical environment situations of beauty shops are different in
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size and region, it is believed that a verification of causality and cause

separated by region will produce meaningful research results.

Keywords : Servicescape, Compensation Service, Aesthetic Impression,

Cognitive, Practical Compensation
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