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ABSTRACT

A Study on Effect of Communication Style of
Hairdresser and Experience Clue of Beauty Salon on

Customer's Future Behavior

Kim, Min—Jeong
Major in Hair Design
Dept. of Beauty Art & Design

The Graduate School

Hansung University

This study was conducted to seek efficient management of
hairdressers' reliable communication styles and positive experience clues by
analyzing the impact of the communication styles of hairdressers and the
experience clues of beauty salons on the customer's future behavior.

For an empirical research, the 400 copies of questionnaires were
distributed to the general public who uses hair salons in the region of
Chungcheong—do, and the final 367 copies were used as analysis data,
except for the questionnaire of unreliable responses.

The factor analysis, the frequency analysis, the reliability analysis, and

multiple regression analysis were conducted for the collected data by
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using SPSS 24.0.

The results of the research on the subject of this study are as follows.

First, looking at the demographic characteristics of the subjects, the
survey showed the highest of that 35.1% of those unmarried and college
graduates above, 47.7% of those 30~40 years old, 64.9% of women, and
43.3% of those with monthly income below 2 million to 3 million won.

Second, in the examining the actual status of using beauty salons of
the subjects, the survey showed the highest of that the frequency of visits
is 45.8% once a month, the average one—time cost is 31.6% for more
than 50,000 won to less than 100,000 won, and the reason for the wvisit
was 35.4% due to kindness.

Third, looking at each level of the communication style, the
experience clues, the future behaviors intention, it was derived two
factors of reliability and control in the communication style, three factors
of physical, human, and functional in the experience clues, and three
factors of satisfaction, intention to satisfaction and revisit in the future
behavior.

Fourth, looking at the correlation between each variable, the positive
correlation was derived all in communication style, experience clue and
future behavior.

Fifth, it was derived that the hairdresser with reliability
communication style had positive effects on the customer's future
behavior, hairdresser the control communication style had negative effects
on the future behavior.

Sixth, it was derived that the positive experience clues in beauty
salons effected on the customer's positive future behaviors, but negative
clues effected on the negative intention to future behaviors.

The conclusions and suggestions of improvement points based on the

results of the study are as follows.
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First, it was found that the group of hairdressers who directing with
control needs to seek a solution to meet the soft and kind attitudes and
communication skill for customers.

Second, it was found that it was necessary to seek a solution to allow
all experience clues to be remembered as positive ones when using beauty
salons.

Third, it is necessary to find a solution to meet the price and
mind-satisfaction rather than the cost—effectiveness through quick and
accurate technology and services of employees.

It is considered that these improvements will allow hairdressers to
approach customers with a reliable communication style, and the
customers will be able to experience not only the technology but also the
emotional services they get from hairdressers. If the relationship between
the hairdresser and the customer is formed and the job is respected and
rated higher, it will not only enhance the achievement and satisfaction of
the job as a hairdresser, but will also be able to achieve job satisfaction
and prevent customer churns by increasing fixed customers. Even before
forming a relationship, customers' future behavior will be enhanced if the
services with high price and mind-satisfaction, which satisfies the
customer's mind based on the technology are provided instead of a
cost—effectiveness ratio that is satisfied with the low price by activating
personalized training that can enhance personal design and practical skills,
resulting in greater satisfaction in services and technology compared to
the amount paid by customers.

Suggestions for further studies of the study are as follows.

First, it is expected that the research will include variables based on
different personality types, as the experience clues and future behavior
intentions in this study may vary depending on the personalities and

characteristics of the individual as well as general characteristics.
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Second, as it was sampled from only than Chungcheong—do, this
study not only reflected regional characteristics, but also had its
limitations in applying the implications of the study to regions other than
Chungcheong—-do.

Third, although this study stopped short of studying the effect of the
hairdressers' communication styles on future behaviors and effect of the
experience clues in using beauty salons on future behavior, it is expected
that further studies will be carried out to find out whether
communication styles serve as a role of parameter of experience clue and

future behavior intention.
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