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ABSTRACT

The Effect of Organizational Citizenship Behavior
of Beauty Workers on Customer Orientation and
Organizational Effectiveness

Choi, Gwang—Im
Beauty Art & Design
Major in Hair Design
Master of Arts

Hansung University

The Influence of Beauty Practician's Organizational
Citizenship  Behavior on  Customer Orientation and

Organizational Effectiveness

The purpose of this study is to propose a way to positively improve the
organizational citizenship behavior as a way to maximize customer
orientation and organizational effectiveness of beauty practicians by
analyzing the influence of organizational citizenship behavior on customer
orientation and organizational effectiveness.

For the purpose of empirical investigation, a total of 580 surveys were

distributed from September 10 to September 29, 2018 among beauty
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workers in Seoul and Gyeonggi Province, and 504 of them were used for
final analysis. The collected data were applied to the statistical program of
SPSS 24.0 for frequency analysis, factor analysis, reliability analysis, and
multiple regression analysis.

The following is a summary of the research results with regard to the
subject of research .

First, the demographic characteristics of those surveyed according to the
statistics indicate that the majority of women over the age of 40 with
married status and highest level of education of middle or high school
diplomas earn an average income of more than 4 million won per
month.

Second, analysis of the work patterns of those surveyed according to the
statistics indicates that a majority of them hold a director position at a
private hair salon (less than five employees including the director) located
in an apartment complex or residential areas, have four or fewer holidays
per month on average, monthly salary based on sales at the salon, and
work more than eight hours and less than 10 hours on average per day.
Third, according to the dimensional analysis of organizational citizenship
behavior, customer orientation and organizational effectiveness,
organizational citizenship behavior was classified based on two factors:
citizenship and conscientiousness; customer orientation was classified
based on two factors: responsiveness and correspondence; and
organizational effectiveness was classified based three factors: job
satisfaction, turnover intention and organizational commitment.

Fourth, according to the research results of the impact of organizational
citizenship behavior on customer orientation, responsiveness showed a
positive correlation with citizenship and conscientiousness, and
correspondence showed a positive correlation with higher propensity of

citizenship and conscientiousness.
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Fifth, according to the research results of the impact of organizational
citizenship behavior on organizational effectiveness, it was found that
higher citizenship and conscientiousness correlated with higher job
satisfaction levels. Although no correlation was observed between turnover
intention and organizational citizenship behavior, it was found that higher
level of citizenship and conscientiousness positively correlated with higher
level of organizational commitment.

Through this research, we were able to understand the work
characteristics of beauty practicians and the status of the organizational
citizenship behavior of the members within the workplace, the
consequential working environment, and the recognition dimension of the
satisfaction of customer orientation and organizational effectiveness; also,
we were able to understand the impact relation of organizational
citizenship behavior on customer orientation and organizational
effectiveness.

The proposed points of improvement for beauty practicians in accordance
with the results of the study are as follows.

First, there is a need to for provision of paid holiday once a month.
Second, there is a need to differentiate punctual employees from tardy
employees by giving extra bonuses in addition to regular monthly salary.
Third, there is a need for constant attention and careful consideration for
each of the beauty practicians and the proprietors of the business.
Fifth, there is a need to enhance job value so that members can have

psychological satisfaction and take pride in their work environment.

Likewise, quality of service is to be augmented by provision of better
working environment for beauty practicians, inculcation of a sense of pride
and belonging for the beauty industry, and high—quality utilization of

leisure times.
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In addition, at a time when organizational citizenship behavior 1is
negatively expressed by individualism of the organization members, we
hope that further research will be conducted to enhance mutual
cooperation and further efforts to be made in order to improve the

quality of working environment for beauty practicians in various areas.

Keywords : Organizational Citizenship Behavior, Customer Orientation,

Organizational Effectiveness, Service Quality, Work Characteristics
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