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ABSTRACT

A Study on the Effect of Communication Skill of Skin Care
Esthetician on Emotional Response, Customer Satisfaction
and Conflict Management Method

Kwon, Mi—Ae

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The study aims to suggest improvements to foster the communica—
tion skills of skin care estheticians and ultimately to positively induce
emotional responses, satisfactions and conflict management methods of
the customers using skin care shops, by examining the effect of the
communication skills of skin care estheticians on the customers’ emo-
tional responses, satisfactions, and conflict management methods.

An empirical survey was conducted on ordinary people living in
Seoul and Gyeonggi—do, and after pilot and main studies, the data of
the final 324 copies were analyzed by the SPSS 24.0 program.

The summary of the results is as follows.

First, it was found that it has higher proportion in the subjects who
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are married women aged 50 or older with academic background of
junior college or higher and earning between 2 million won and less
than 4 million won per month on average.

Second, it showed that the subjects have skin care 3 to 5 times
every two months on average at skin care shops and spend an aver-
age of more than 30,000 won to less than 50,000 won. And it was
found that they have treatment for more than 1 hour to less than 2
hours on average and value the price and massage programs.

Third, as the results of examining the dimensions of communication
skill, emotional response, customer satisfaction, and conflict manage-
ment method; the emotional response is from two factors of negative
and positive responses, the customer satisfaction is from three factors
of satisfaction, revisiting intention, and word—of-mouth intention, and
the conflict management is from five factors of the methods of in-
tegration, avoidance, governance, concession, and compromise.

Fourth, the verification of hypothesis 1 showed that communication
skill partly has negative(—) effect in the negative response, and all
factors has positive(+) effects in the positive response.

Fifth, the verification of Hypothesis 2 shows that the communication
skill  has a positive(+) effect on all factors in the customer
satisfaction.

Sixth, the verification of Hypothesis 3 showed that communication
skill has positive(+) effect on all factors in the integration method,
and communication ability does not affect the avoidance method. And
it showed that communication skill has a partial negative(-) effect on
the governance method, and has a partial positive(—) effect on the
concession and compromise methods

The following are the conclusions and improvement suggestions ac—

cording to the results of the study.
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It was found that communication skill is related to emotional re-
sponse, customer satisfaction, and conflict management methods, and
it is considered that the improving communication skill of skin care
esthetician can bring out customer's emotional response, customer
satisfaction, and conflict management method to the positive(+)
direction.

Therefore, it suggests the following measures to improve communi—
cation skill.

First, it is considered to be prepared the time and sharing methods
to discuss what the customer would want in all situations with the
customer in order to improve behavioral flexibility in the communica-
tion skills.

Second, it is considered that it need an opportunity to learn what
factors of behavior, way of talking, and gesture, which skin care es—
thetician takes, can release the tension with the customer, in order to
improve the skill of releasing social tension in the communication
skills.

Third, one should aim to understand the customer's feelings first
than one's own in order to develop empathy, and it is considered that
one should keep in mind that all dialogue can be developed into an
argument, and basically, it needs to reflect the conversation does not
go against etiquette, such as cutting off or not listening during the

conversation.

(Keywords] Skin Care Esthetician, Communication Skill, Emotional
Response, Customer Satisfaction, Conflict Management
Method
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