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L 3Fe= 719 =2 (corporate quality), 2193 12 a3} 720 7ho]] Yoji=

#34 (interactive quality)= T/dEThaL 3F3ict Av] 252 & AH] =7}
SRt MR Brlehs AR, EE Y A EE Elew 3t

[
& MHlE 3 TR FEe2FEH Hoe Aor uZd] uet v

S
R
>

& Wetkal SRtk Lehtinen, 1985).
MUl =FAS I SAA IO IZFAA| R fotstal Au|2 Ay Aol A
Aol AUz AlgAke] Ag H7IRaL stef A o] T8 AEskl
om WAZAS AAFA =7Hmoment of truth, MOT)o]gti e &Eal= o|2]3t
A~ A (service encounter) Aol A 1170o0] FAY EE E =

aAel 7|34 AR, 5 o] A = Fde oW EH(Sherden,

1988).
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2) vg Aus FE} u o] tigk dad T

n-g AMu) s FEo]
Cronin(2001)&= AH|2 F4& YAIH o7 &A=, A9 Aoz 3AHEA
(interaction quality), €734 (physical quality), 234 (outcome quality)2]
Al 7HA Ao ®m B 4 dukal s AFerith
al

18 AH| 2 F- 3 a4 g i3 APATES AR B, do] AF

71t ELA R g A aE B2 vl aAEo] LA B Ans et
7F el alld® Z1dhzatel zhol el el T o= X dH = Frke el
H ALEA Y] Aol 223 gl viee FaL 7] EdA]e] dffrie)o] A
2 233tell gk 71zt 1 7Ioizke] B AE |Adsks 7 e S Sl

o]0l HrtaL SGATH IR, 2005).

a74e] Qo] n| At AE e Au| g o) Bl glo] T Aol el
= et Tl Foll Az E A% Bobol oha 449 gejeta el

A2, 2014).
A 5 A AT o g o]&

B2 o % (intention) o= 8ol FAIT FAL skl & Aztolt
A%, H& 2og st Heks AL 7 Ao A1) Bt PEoR
715 GES weith ofd wEl AT o)k ofw gl AlFolu AR AE )
o} A=} ztol7} AL o] g3leal sk S| Ag] Al
AElet AZHS 7RIt o] A R(satisfaction) HE ERRS
(dissatisfaction)& ZAAAo 7 wMo] AuHEo] Jae )4 HrH(F35E,

2013).
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A2 d @rrde 2

D) AMH|& A7 0|2 e} a7 wHE/AE =0 wAe FF a3 7

AR 22 A 0] X (service scape)©|wt “EA Q40 9870 B2A EE A A, A
A, AryAeld kw9 QY TS WIHPZB, 1988). A H] 2 F2 o A
olgst =42 8459 FARl & Folo] A Eo] H7} o= WY
UEt =tk ABj 2 Al g0 94 FiES o] 83te] 7|9 oln]X]
HFA 7] = I o2 ARE-S E AFo| A= tFsalse] HelAd, Aug

B, Aok AN E b, AR S Ao, BAke thedel
4

g =H] 9] 57HA] 55 HAEikert) A 9] 53 HIES o]8-8te] SAH

S ox it wo |r g
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BUSE 149 30~90%7t 1 AEE ATHNSA 2ol Bri AL HelF
Qlov] ARFAGAE Ao & Aol A% Folasel JEe mAs
MRS Gl Ui QA AL AN AT wE FrjgEL

A ©HA2] o] % (lagged intention)ol 93] FekS W= theE AL BT v
(Mazursky, 1989).

A= AAES AH2E B By T 150] B sEo] ol =
of e = Hfaf %l
= 3ol FobA AT -
| &9 %Eﬂfé— 714& 4 A tH(Reichheld, 1996).
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A 2 AT E APATE v o R 5 22 17 vhEo]
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e A A% o8

e o | oo A Al | 2RSS
e S A% olgd 47t 01%-2:(2007)
b Aol o 9nglE e

AR, 2Ah ThdAel A BASH B4 dohiy] g8 WE $AS

=4, A4 EldAA Y AR HEE Qs s ool FRE fske] AlF]
A (reliability analysis)®} B2824 Q1 H-2(exploratory factor analysis)<

= 2l

Ao H o] Bl A A4S 918k 291 4 (factor analysis)< &3]
=]

n

A gEE sl Al % 24 (reliability analysis)-S 28l = Eulsk

(Cronbach's alpha)gt= A 7] s} T}

=<
ol 7] 9l AdaA FAS AAlstaz}; gt
A, 7Hd 1S5S 517 flske] 314 4 (regression analysis)s2] te 37
4 (multiple regression)< ©]-&-8}It) ZHzre] uF-ye] 4ke] AMujx EAR a1

A NE AR o|EE FEUSE Agsel S AFsHed s
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[ 4-2] £ 979 SAF 49

e By
1 ERe] Quky 54 RRY

(1) A= &4 B Qo] BA
(M) =Alo] 3z A JAgEA) A# %= A (Cronbach's a )
(2) 17 Q= A 54
(3) A 9=
3. AT 7HHe] A Uz 34 4

A 2 A FE x5 £
1) S5342 o] uA A AT 5AH 54

5] %-9e] 4] nASEAES] ANAL E4S doln] §iske] AT B
[e)

=
49 S4o weh M 24 AASY R, o webq vhehd QT Abale
4

A, el A= 31-40417F 1369 (45.00%) 0.2 71 w9kat, 21-30417F 97
4(32.10%), 41—-50417} 5478 (17.9%), 514 ©]4+e] 15(5.00%)=0.7 #-A] &)
At

A, ATl A= n]Eo] 8278(27.20%), 71E0] 220 (72.80%) 0.2 71&
A7F wl &zt vlsf A A = AT

A7, Aol A= AFEZA 0] 1527 (50.30%) 0.2 718 Bkar, A&2]o] 387
(12.60%), FujAn] 2= o] 3378(10.90%), 71EF7} 337 (10.90%), Aol 157
(5.00%) o= BEAE A}
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DA, & 7 A5 A= 201-300%0] 1139 (37.40%) 0.2 7H Bk
301—-400%+le] 6278(20.50%), 101-200%H0] 6178(20.20%), 401—5007+H]
26%(8.60%), 100RFAm|RE 501%F] o] do] Z+zt 209 (6.60%) wOo =2 i
= et

H T Hl %= (1) W E-5(%)
21-30 97 32.10%
31-40 136 45.00%
A5
41-50 54 17.90%
514 o)A 15 5.00%
ns 82 27.20%
AT o5
71& 220 72.80%
VAo E-h 31 10.30%
T4 38 12.60%
AH-Z] 152 50.30%
24
gAY 15 5.00%
] A u) A 33 10.90%
7)€ 33 10.90%
1009+ =]k 20 6.60%
9 A7 rE 101-200%H) 61 20.20%
201-3005+¢ 113 37.40%
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301-400%+H 62 20.50%

401-5007H 26 8.60%
5019k o] 20 6.60%

2) 37 Py

J[m

3

oA 9 R AFe] S
Hejo] g wraha] ko] 911:30?_ 30.10%, HJ S E v qkel
1647 0.2 54.30%, /NS 7 43 ¥)¥-3+e] 4ol 47402 15.60%E AFA|8I3)

o

SEMAL o) g3k ¥R ) Feje F2 A AP dF 30 4
i o

2AE o, oA dRAe AR o] &3 ZIke AvEY 1d w

=]
)

357 O 11.60%, 1'd o4 21 mlvbo] 57902 18.90%, 21 o4 3
76O % 25.20%, 31 o]F 4 m|nko] 58O % 19.2%, 41 ©]} 54
uqko] 41O 2 13.60%, 5% ©o]Ato] 35O Z 11.60%= EMQ sa=y

T DASE TR A Auels TP Fo 7FE AlEs o] 91
(30.10%) 0% 714 @i, teow HAAo]l 697 (22.80%), /\]@C’] 55m
(18.20%), 8] 429(13.90%), 7AH Lol 247(7.90%), W&ol 217
(7.00%)°] =02 FA5|0] A& TElo] FarolA] uiye] e Aeshs 7]+
Fol A 7 Fad 71%S A 7t Qe Aem ol

Z2 A ‘:o] i A e 39S 15187 7P WAL, v o R 2
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[& 4-4] 1749 F=E 54

i T HE=() WEE(%)
1d vk 35 11.60%

19 o] 24 wjwk 57 18.90%

S o o]A} 34 w)wk 76 25.20%
o] 4717}k 349 o] 44 mwk 58 19.20%
49 o)A} 54 w)wk 41 13.60%

54 o)A} 35 11.60%

IRt =GB o] Y 91 30.10%

5 e el AE o 164 54.30%
M Ed 23 47 15.60%

1% 23] 42 13.90%

15 13] 126 41.70%

o A 9% 13 84 27.80%

3

45 139] 37 12.30%

71E} 13 4.30%

NER 91 30.10%

Al 55 18.20%

I SR 69 22.80%
A7) E 3 A 49 13.90%
& 21 7.00%

A A& 24 7.90%
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%% u2) =
S-S A5 fistel NEE B BAE 99l RS g A5
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D A=Y AS

(e3

;

A EA A (reliability analysis) A2 A3 B4 HE-SHA =5 E

+ 54437} % e (exactness) st ¥ (consistency) H A=A 5 &4l sk
B e S Tl sl S-S whEE Ay wdd SAUS
= 9= 7 /g (predictability) = 2| v| ek A # A = SA = Wol= Al
AT (test—retest), E5=9F21H (multiple form method), ¥H25 (split—half method),
W 2 & -4 (internal consistency reliability)S &8t W 5

= 7 dabq o &2 AF8-38}al 91+ Cronbach's a 7l
THEWA, 2011).

S ARl AT Fokell A= A&uket ¢k (Cronbach's a)gke] 0.60]7d¢™ &
AL, 712 okl A= 0.8 o 18al w83k Ao aE e 89T
ofo| A= 0.90]/o]ojof hfar skl

o] AgAS H5s7] 918ke] Cronbach's a AFS 73 237
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ABSTRACT

A Study on the Effect of Service Quality in Skin Care
Shop on Customer Satisfaction and Revisit Intention

— Focusing on Chinese skin care shop —

Zhang—mo

Major in Marketing Management
Dept. of Business Administration
The Graduate School

Hansung University

The skin care shops are highly dependent on human resources and
technology as they provide diverse types of services for people in
contemporary society who are pursuing beauty and individuality. In addition,
with the increase in the demands of customers, competition in beauty
industry becomes even fiercer, which naturally results in more intense
competition for the skin care service industry and leads the customers to
choose skin care shops which can provide higher level of satisfaction
compared to the costs involved. Rapid growth of beauty industry stirs
customers’ desires for more advanced and diverse services and skin care
shops which can provide high—quality services with tangibility, confidence,
reliability, responsiveness and sympathy can enjoy customer satisfaction and

revisits.
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The subjects of the study were Chinese customers who have used skin care
shops and this study conducted a questionnaire survey directly on them. In
order to measure the validity and reliability of the constructs included in the
study model, study conducted exploratory factor analysis and reliability
analysis. SPSS 18.0 statistical program was used for statistical analysis and
regression analysis was used for frequency analysis, factor analysis, reliability
analysis and verification of the hypotheses. The results of empirical analysis

are summarized as follows;

First, to demographically sum up the final results of the frequency analysis
acquired through questionnaire survey, there were much more married
subjects than unmarried and subjects aged 31—40 years were the biggest in
number with the majority being office workers and earning 2 — 3 million
won per month. Second, service quality of the skin care shops was drawn
out to be 5 factors, which are tangibility, confidence, reliability,
responsiveness and sympathy. Third, service quality of the skin care shops
have a positive (+) effect on customer satisfaction. The responsiveness in
service quality of skin care shops was found to have the greatest effect on
customer satisfaction. Fourth, customer satisfaction generally has a positive
(+) effect on the revisit intention.

Even with its multiple limitations, this study has significant meaning in that
it explored the relationship among service quality, customer satisfaction and

revisit intention.

Key word: skin care shop, Service Quality, customer satisfaction, revisit

intention
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