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£S5 Ayrd, “vlAo] A" 18.9%, “FANA” 12.6%, “F17]7}F
HAA" 10.2%, “AH, &, FE 22 38 wZel” 8.3%, “uEgo] He
A" 6.5%, “Frggt FoloA” 2.6% o2 UES



DL

TV

A w-gA 272 59.1
Zato] = w84 146 31.7
191 mg4 42 9.1
460 100.0

oM E wx] 9 FElv) 253 55.0
3} 7} 176 38.3
2=, Wk 31 6.7
460 100.0

AE 188 40.9

a4 121 26.3

=2 W s glol v v} 84 18.3
ufj 2] s} 42 9.1

= g}o] 11 2.4

Ty, ek Z9y 14 3.0
460 100.0

1< 19 189 41.1
2o 19 131 28.5
3o 19 72 15.7
4o 19 26 5.7

59 o] del 1% 42 9.1
460 100.0

2R m) gk 112 24.3

2 ~ 5% w9k 114 24.8

5 ~ 109+ #)gtk 129 28.0
10 ~ 159+ w|gt 67 14.6
15 ~ 2079wt 27 5.9
209k o] 11 2.4
460 100.0

7)ol FoA 188 40.9
Z17d sl A 58 12.6
7Aool A H3A 87 18.9
717 HalA 47 10.2
T o] wZo] H A 30 6.5
Frg gk StolojA 12 2.6

Ay, &, FEI 2 Y
38 8.3
2ol
460 100.0

_41_



12 AFFARE 540 HE WFSY o] 4

QTEAGH SA wet A 2T, nAGPNE 13 G| HAA
7 EAFEAE Gobus] Astel HUER ¢ B4 2 AL

ERETIES

4.2.1 JATFAFH A & Mu|2THAY AoleA
AFSASA S0l weh Mu|agAdol o7k zpol7t EAlet=AE 2
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4.3.1 AH|=THE 2dEY R A= £4
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[ 4-6] AHl=3449 QB 2 AFE

A 2= A A

o] gL MGMHIAE AFets HFAA W7 At AS Al
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U o] &g mgalo) F2 Al tis] 7ol Al olokr] & Aot} 736
U= F7HEo] St o] H&AS o] &3 Aot 730
U= o] mgdo] A7t AL & 9d Aol Aztgiet 716
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ABSTRACT

The Effects of Customer’s Sentiment Responses to
Fairness in Beauty Services on Long—Term
Relationship Orientation

Ma, Eun—Jung

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The purpose of this study is to investigate the ways to promote the
influx of prospective customers who are likely to pay for beauty parlor
service in the beauty market competition where various types of hair
parlors emerge today and to make decisive customers into loyal customers
leading to positive word—of—mouth by analyzing the impact and the
mediated effects of the fairness in beauty service to customer's sentiment
response on long—term orientation.

This study has empirically examined 460 papers for final analysis data
out of a total of 500 questionnaires from October 10 to 30, 2019 to

customers who experienced beauty parlor services in Seoul and Gyeonggi

Province. Using the SPSS Ver. 23.0 statistical package, the frequency
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analysis, the t—test and one—way ANOVA of an independent sample,
exploratory factor analysis, reliability analysis, correlation analysis, and
regressive analysis were conducted.

The summary of the issues and the results of the research are as
follows.

First, it is verified from the demographic characteristics of the survey
that many of the respondents are women and married in their 40s with
monthly incomes between 2 million and 3 million won, and many are
college undergraduates or graduates.

Second, the examination of the survey on the beauty parlor use shows
that most beauty parlors are private, located in apartment complexes and
residential areas. Most customers visit the beauty parlor once a month
for a haircut. The average expense for a one—time visit is between 50,000
and 100,000 won "because of good technology" as a reason for the visit.

Third, as the demographic characteristics suggest differences in service
fairness, it is found that those whose highest level of education
attainment is high school graduates or below and undergraduates or
graduates are relatively higher in the perception of service fairness than
those who are graduate school students or higher.

Fourth, a study of differences in customer sentiment response based on
demographic characteristics shows that those with an average monthly
income between 3 million and 4 million won are relatively higher in
perception for sentiment response than those with between 2 million and
3 million won.

Fifth, the examination of long term orientation based on demographic

characteristics suggests differences in the highest level of education
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attainment (F=2.963, p<0.05) and marital status (7=3.986, p<0.05). It is
found that those whose highest level of education attainment is high
school graduates or lower are relatively higher in the strength of
perception in long—term relationship orientation than those whose level is
higher than graduate school students. However, the analysis of differences
in marital status, though seemingly statistically significant differences,
indicates no notable differences.

Sixth, the hypothesis test on service fairness and customer sentiment
response has shown positive effects.

Seventh, the hypothesis test on service fairness and long—term
relationship orientation has shown positive effects.

Eighth, the hypothesis test on customer sentiment response and
long—term relationship orientation has shown positive effects.

Ninth, the customer sentiment response to the impact of service
fairness on the long—term relationship orientation has shown to have a
partially mediated effect.

To conclude, it is confirmed that service fairness is an important factor
that positively affects customer sentiment response and long—term
relationship orientation. Therefore, once the customers of beauty service
perceive the results of the services they receive as fair in comparison to
the time, expense and effort it costs, they will feel a sense of trust and
happiness increasing their emotional attachment to the beauty parlor, will
be willing to use them continuously, and will positively influence in the

formation of long—term relationships through favorable word—of—mouth.

In summary, the conclusions are as follows:
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First, the service of the hair parlor should be systematically specified
from counseling to the ultimate hairstyle production to provide a
consistent service that the customer wants.

Second, the service should not only include basic skills and knowledge
on procedural items but be able to identify the latest trends and provoke
positive sentiment from customers of beauty parlor through professional
technical training.

Third, the fee for hair beauty service should be subdivided to prevent
customer complaints due to additional charges and to provide additional
opportunities for selection of the procedural process by recognizing the
customer in advance the charges that could be added after the procedure.

Fourth, as hair beauty service is performed at the contact between the
service provider and the customer, the service provider will need to
explain the procedure that the customer receives with ease and show
continuous interest to ensure that the customer does not experience any
negative sentiment.

Fifth, to form a positive relationship with the customer, the beauty
parlor needs to make the customers involve in the event (discount and
promotion) through the customer management program, and provide a
variety of information, which reminds the customers that they are special
members, creating a sense of a bond between the customer and the hair
parlor.

Sixth, it is necessary to have an immediate response to any problem
during the procedure and provide appropriate compensation and care
after identifying the customer's needs and requirements.

It 1s suggested that the ongoing study of a wider variety of leading
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variables that affect customer sentiment response and long—term
relationship orientation be conducted to find strategies to secure loyal
customers as well as to attract customers, and to come up with various

ways to develop a competitive beauty parlor.

[Keyword] Service Fairness, Customer Sentiment Response, Long—Term

Relationship Orientation, Hair Service, Fairness
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