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ABSTRACT

The Effect of Beauty Service Quality on Consumers’
Revisit and Referral Intention

- Focusing on Semi—permanent Makeup Experience —

Kwon, Hyun-Sook
Major in Beauty Esthetic
Dept. of Beauty Art & Design

Graduate School of Arts

Hansung University

This study is based on previous studies as demand for
semi—permanent makeup increases, and empirically analyzes the
interrelationship and influence relations of service quality factors affecting
revisit and recommendation intention for experienced semi—permanent
makeup.

Among the semi—permanent procedures experienced in Seoul, Gyeonggi
province, and other regions, the survey was conducted in parallel with
offline and online surveys for men and women under 20 to 60 years old.
The total number of the collected surveys was 396 copies, but except for

the 26 insincere copies, 370 copies were used as statistics.

Data analysis used statistical package SPSS ver 22.0 to test the

assumptions established by frequency analysis, technical statistical analysis,
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exploratory factorial analysis and reliability analysis, and finally

multiple/simple regression analysis.

In the correlation between the measurement variables, customer
response indicates the correlation with professionalism. The physical
environment was highly correlated with customer service, followed by
professionalism analysis. Re-visits showed a correlation between the
physical environment, customer service, and professionalism, and lastly,
the recommended intentions were shown as revisit, physical environment,

and were analyzed in order of customer service and professionalism.

First, as a result of investigating how semi—permanent cosmetic store
service quality affects the revisit factors, revisit increases as service factors
such as professionalism, customer service, and physical environment
increase. In the independent variable, the physical environment had the

greatest influence on the return visit.

Second, as a result of investigating how semi—permanent cosmetic
store  service  quality  affects the  recommendation  intention,
recommendation intention increases as service factors such as
professionalism, customer service, and physical environment increase. In
the independent wvariable, the physical environment had the greatest

influence on the recommendation intention.

Third, as a result of investigating the influence of service quality by
factors on revisit to semi—permanent cosmetic store and recommendation
intention, In the independent variable, the higher the physical environment
level, the higher the professionalism, the higher the customer service, the

most influence on the return visit and recommendation intention.
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Based on this research result, it was found that professionalism,
customer service, and physical environment influenced revisit and
recommendation intention as factors of service quality, and the results
showed that the physical environment level was higher than
professionalism. As the customer's needs for service are diversified, the
results of the study show that it is related to the convenience of the
transportation area, the parking facilities, and the hygiene and cleanliness
of the interior or shop. In terms of new customer creation and
management strategy, efforts should be made to raise the level of the

physical environment.
(Keyword] Semi-permanent makeup, Service quality, Professionalism,

Customer service, Physical environment, Revisit,

Recommendation intention
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