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3.6 #4 ¥ o A3

B a7 53 42 AN $HoR BN S8 £¥8 ARt
Hlold 29 (Data-Coding IS AH SPSS Ver. 25.0 54 5717 Bgs}o]
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Ot Zol 245,

2, EEJ WY A3 g ARSI A
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=
0
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O
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'\<1
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mlo
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ot
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38

A, ATEAH EA wWE 4 Heso] AolE 45| flsl AelE
HEAo17] 9ol SHEE t A (t-tes) W LHEAEA (Oneway Analysis of

Variance : Oneway ANOVA)S AAsHAT

A, EReTe] By @ AHEE 2457 ddd adde] gdAe
Azsha, 9l 722 oldsly] glelA s AV S shuel walm

Q2 JEH(Exploratory Factor Analysis)

2o
Andlysish& AT B AEES s AT BAH awy

A&
TE %015’_ AHEEA iﬂiz}—;g o5 FAHE HA
Analysis)®A] ARE-SEITE EE Q1912 QQls
ot7] 9ot ZF aglel & Atele] g 902 [FA|shs |7l

o

H| 2| A (varimax) WAS& AFHE-oFATHA
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ZAFsE S

A, ="t FEWS AEA oobstr] e ATEAlEA
(Correlation Analysis)& AAlotd Tt A -EA (Correlation  Analysis)<
Has 7] Ao =S SAste] Aty AREATE EASEA ot
HEe fA7IHeg = 7MEfA oA ¥as 7he] Ayt wiste] vk
2 sl st sk slo o
s Ueds daAse 1004 gl
AT A %zf 2717F s 1 ﬁ%}‘é Qs wdste 7|Eo
Hrk(e] €4, 2013).

o?d,

OAA, slojare] Aula JFdo] nAAAN PAREL| wR]= JF
PAE 2A5H7] AolA 2] A4 (Regression Analysis)= AAISHAT.
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B At AFEASE 54 dotr] 9iste] HERAL A
stee, A= [& 4-1]3 Zot

BAA Szt AEe oA 2419(75.5%), B4 788 (24.5%) 0.2
Aol Hgo] &2 Ao Uehgon, 2 7 nlE 2029(63.3%), 7€
11798(36.7%) == vehych
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o

4
o
2 20t oI5t 156 (48.9%), 40th 72%8(22.6%), 30t 7178 (22.3%),
50th o4 208(6.3%) 0.8 vhehit, #EetEe 29 st As/EY ol
gol 2767 (86.5%) 0.2 11st Ao Hlgo] &2 o= e,

AdorE= HEZ 959(29.8%), S 659 (20.4%), AH|AL 47
(14.7%), 3 Y 4479(13.8%), 5 28H(8.8%), A9H 239H(7.2%), &%
17806.3%)=22 Yegdal, ¥ B £50=2¢ 20099 wwk 1579
(49.2%), 2005t o] AF~4007Hd m]gt 1069 (33.2%), 4005+ o] 4~600%H
ojub 4198(12.9%), 6009 o4} 158 (4.7%)%=0 2 Lrebdct,

&
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B 4-1] A-SASE =4

72 N %
%A 78 24.5

ek
o] A 241 75.5
) 1= 117 36.7

2E #F -

& 202 63.3
20t o]5} 156 48.9
30dh 71 22.3

A3
40t 72 22.6
50t o]t 20 6.3
TEsy £ ol 43 13.5
2@A st Ast/E 46 14.4

255t
434 st sl =Y 180 56.4
5t At/ 4g/EY 50 15.7
Ay 65 20.4
3] AL 44 13.8
AH)AY 47 14.7
AL H72Z 95 29.8
Clamt 17 53
ZFd o 23 7.2
== 28 8.8
2007t | 157 49.2
2005H¢ o] ~4007H¢ wgt 106 33.2
o g A5

4007 o] ~600%td m] Tt 41 12.9
6007H o] 15 4.7
A 319 100.0
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4-2. sf|oj4F o]-&AH

024 83 (26.0%) 02 BALo] Q= Ao UrE} o, "ﬁxﬂ O]O_O_]-—J—
= W(37.9%), A% 2 89%(27.9%), AU
%‘}1\:]!7]' 81%‘(254%), —éjl'_l—]’_ {L‘% Ug 6%) 1’4» ]g[:] 101:5(31%) rog

sloldf AEl Al F8 oA gflorE F2 MulA 839(26.0%), F
2 71& 609(18.8%), FH A2l A 569 (17.6%), AUl W& 28
(8.8%), A=t W&t HHL ou[x|7t Z42 25%(7.8%), €2 A

2 A 227
(6.9%), B AF 20 (6.3%)=2 2, 2 Mu|Aet 7|& O3y FH 7]
o] A7 FAg ol oA F2 JAEA o] dojubs Ao R UErgTh

F9 AHA FRoEE= AE 1079(33.5%), A3 838(26.0%), B 759
(23.5%), T 9 mdr 2249 4098(12.5%), ~erds 2 =ao] 149 (4.4%)
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T ke 29 18] 1399 43.6%), 12l 1~23] 107%(33.5%), 39
of 13] 59 (18.5%), 4% o]Ao] 13] 14%8(4.4%) 4o 2 Lrehdc},

slolaf Wi Al 4 Hat AEShe HlEoRmE 2~57H TRt 1297(40.4%),
5~109H mlgk 939(29.2%), 27+ Wt 557 (17.2%), 15%H9 ol 247
(7.5%), 10~155+ |9t 189 (5.6%) «wo2 Uergton], A4 o]&st= 4
ool ol 7ZterE 67HE~1d mTk 1427 (44.5%), 670 mIvk 1047
(32.6%), 1~34d w]uk 697(21.6%), 349 o1 4(1.3%), o2 et

[ 4-3] sllof4f o] 8AH(2)

:’LT‘:LL N %
1ge] 1~23] 107 33.5
2] 13] 139 43.6
T e
3] 13 59 18.5
49 ol 13] 14 4.4
25kl mjgt 55 17.2
_ 2~59Hd Tt 129 40.4
o Hd
_ 5~109H ot 93 29.2
2| &4
10~ 159 wjgt 18 5.6
155k o4t 24 75
671 ajgt 104 32.6
67N L ~1d m|t 142 44.5
o]-g717t
1~33d wigt 69 21.6
3 o4 4 1.3
Al 304 100.0
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[ 4-4] Au|A EH9] 7|&FAES

7 o BEFHA} ik qx
] Bt | 4.67 482 -914 -.739
AB|AZA) 4.63 .554 -1.223 524
MBI AEA3 4.73 4754 -1.513 1.263
M| AZA4 4.22 1.092 -1.360 948
M| AZAS 4.79 416 -1.762 1.858
M| AZAG 4.77 418 -1.318 -.263
Au|A~ZAT 4.65 .525 -1.186 377
MuB|AZAS 4.76 462 -1.705 1.976
AE|AZAQ 4.71 479 -1.296 481
AEIAEZE10 4.71 485 -1.363 764
AE|AZA1] 4.84 367 -1.865 1.487

A~ Au|A~EA12 4.71 490 -1.445 1.083
=5 AHEAEA13 4.69 468 -.932 -.886
Au|2~2214 4.86 .338 -2.189 2.809
Au|~EA15 4.44 616 -.630 -.543
AHEA2FE16 4.69 467 -.948 -.851
Au|A~EA1T 4.73 455 -1.280 174

AEIAEZ18 4.71 450 -.973 -1.060
AEAEE19 4.79 403 -1.478 185

A 2~EH20 4.65 .588 -1.788 3.452

AH|AE 21 4.83 378 -2.007 2.619

AME AEA22 4.86 3543 -2.321 4.149

A B AEH23 4.79 408 -1.640 1.124

Au| 22224 4.85 355 -1.999 2.010
AH|A~EA25 4.83 369 -1.833 1.369
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T7F -0.991~2.0109] S Hol
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—-.655
-.202
-.019

.369

.639

.824

5
To°

sl7
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M
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.626
.383

4.72
4.71
4.80
4.85
4.73
4.73
4.75
4.44
4.82

-.397
-.839
.037
-.498
.846
.846
-.954
-.669

A% 0I5 |
A 022
AR %053
A A% 0|24

415
446
434

4.79
4.72
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4.4.1 Au|a 4

M2 EHo] HA BAb AwEe 77.082%5 A9Ysiy Qo 11
KMO EZE AL 095602 eyt om, Bartlett +94 AAZT} «x
=13102.379, p<0.0012 uvep}; @QlEAo] et Aoz vrepyteh Eoh
A aRlgto] & 0.608 o4 s Hof o] BAHT Gl Aoz
Bttt A3ATE v oR AH|A FH9] op9ladle 534, S, A4S
4, TR, 894 SoE WHsHith ol 89 AR EAZI
Cronbach’s a7} &84 0.894, A4 0.848, A=A 0.852, 274 0.815,
SEA 0.8810=2 Yeht nE Ego] AF|%rt Sl AR vehdtt

Au A F4S UelE §34, Z44, A8, 3484, 3849 a8

= —
A9 g BAe A9 A gL (& 4-6l7 2ok
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oflt
oXx,

ok,
r

A

A T A&etA ot 752

DANA g AAGA g, 634
aHo] At AHAT Q& f FAHoR

R 608

A 2595 2419 2206 2149 2101

% 24t 19.629 17.155 15.385 13912 11001

% 4 19.629 36784 52169 66.081 77.082

Cronbach’s a 894 848 852 815 881

AR AH BAF AEHE 76.023%S AWsta ot 183 KMO
BE AYgEE 091122 uUgyon, Bartlett T@A ARE
=5832.161, p<0.0012 Yeh} Q18 AMo] Hglst Aoz vehdeh &
A felgko] BE 0.730 ooz Ho iAol HAR = Ao
ot AlgElz BAA3 Cronbach’s a7F Q1A A 78]'5?:1 0

0.930, TAA A¥ 09312 Yeht BE E3lo] A

|\>
LI‘I

TAREL Uehie A47 ZW, 294 49, B4 de) 9@ 29
24 0 AR B A9 20 gL [E 4715 2ot
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A4H0E Ao AHAS AR
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4.4.3 BA AL

TARALGO o] AA B4t gL 79.454%5 AdWstal Qlrk. 8|1
KMO EZ AHjtrl 084502 Yeow, Bartlett 7384 AAZAT «
’=2168.477, p<0.0012 et} @lido] Aget Aoz yvepylth £ A
Al aRlgko] BE 0.867 oo r Ho] g/do] HAEL Qe AO0R UE
gt AlFle 2AAT} Cronbach’s a7F 091102 ey AFEr) Qe A
o7 e

TAREGOE QRS W A=e B4 8s A} gr2 [# 4-8]7} Zth

(& 4-8] ¥AXEES] 29l 9 AFE 24
[0l A A

ol flojafe] F2 e F9 Al olobr] & Aol 916
o] sjolife ool Y=L 2A4E Al 902
7Feshd o] sojaks A% ol8stal At 881
ol ol ol HE AtaEclAl 4T Aot 867
A 3.178
% A 79.454
% 4 79.454
Cronbach’s « 911
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Y, BAAEE o] JFA
A& AAISHIH
o] gHAIA(r=0.661, p<0.01), A=A
(r=0.821, p<0.01), &34 (=0.364, p<0.01), B (=0.467, p<0.0D)=} <F
o] AL EAstR om, IAZEAL 1A A7 (r=0.446, p<0.01), &2
A ZAAr=0.502, p<0.01), TAZA A =0.499, p<0.0D)E Fo A
7} ZA5FAeE B AR L (r=0.479, p<0.01)2}FE oFo] AATAIE &
st

A2 F40] e FY WY A=A =0.707, p<0.0D), A4
(r=0.355, p<0.01), $HA(=0.413, p<0.0D)T Fo] AT/BATL EA5HAL
o, DAFH AxF AP (r=0.417, p<0.01), 4 FH(=0.498, p<0.01),
TAA A (r=0.473, p0.0DAE Fe] AFHTAZE EASHAT. E-F BAA
L0 (r=0.468, p<0.01)2tE o] AL A5k

A F4o ARde FY WY F440=0.297, p<0.0D), SEA

(r=0.388, p<0.0D)x <ol AaAI7E E2Actdom, TAAF] Q1A HE

i

%=

— -

}
(r=0.383, p<0.01), 2212 Ad(=0.344, p<0.01), BAH HH(r=0.487, p<0.01)
Th oFo] ATRATE ZASIACE. T BAALE (r=0.443, p0.0DHE Fe]
AL ZAst et

A7 2o, AAR] AXAH ARA(=0.608, p<0.01), EH A
(r=0.494, p<0.01), TAA AA(r=0.478, p<0.0)T= oFo] AryktAZE A5}

A(r=0.696, p<0.01), BAZ AA(r=0.530, p<0.0)T%= oFo] ArA7}L £
stk ES BAAEE(=0.592, p<O.0D4E GO FBBAZL EAHETE
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46 M A%

B AFAL dolire] Mulz Fgo] 17
L gPe] g M AFL Sistel A7RA
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ABSTRACT

The Effects of the Service Quality of Hair Shops on

Customer Experiences and Relationship Continuity Intention

Im, So—Yeon

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

Changes to the perceptions of hair salons have further highlighted a
need for the differentiation of service quality along with the growing
number of hair salons with customer satisfaction and relationship
continuity intention having great influences. This study thus set out to
provide basic data about the effects of service quality on customer
experiences and relationship continuity intention at hair salons.

The investigator investigated the effects of the service quality of hair
salons on cognitive experiences to assess personal subjectivity and rational
evaluations, physical experiences to assess the environment, and customer
experiences and relationship continuity intention as relational experiences
to assess human relationships. The study also proposed an approach to
expected effects through the service quality of hair salons based on the results.

The study set a couple of research models and hypotheses based on
previous studies discussed earlier and surveyed adult men and women
with experiences of using a hair salon in Seoul and its metropolitan area.

A total of 331 questionnaires were distributed and returned. Of them,
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319 were used in statistical analyses after 12 were excluded for answers
that did not match the research purposes. Data were analyzed in
frequency, factor, reliability, correlation, and multiple regression analyses
with the SPSS 25.0 program.

The findings according to the statistical analysis results were
summarized as follows:

First, the statistical analysis results of the respondents’ demographic
characteristics show that the biggest proportion of them were single
women in their twenties that had a professional job, graduated from
college, and had an average income of 2,000,000 won or less.

Second, the statistical analysis results of their actual uses of hair
salons show that they used a franchise hair salon and a hair salon close
to their homes. The highest percentage of the respondents received the
cutting service, visited a hair salon every two months, and spent
20,000~50,000 won on average per month. The biggest number of the
respondents said that they used their current hair salons for six~twelve
months and mentioned good service as a factor to choose a hair salon.

Third, the factor analysis results found five sub—variables under the
service quality of hair salons including tangibility, certainty, reliability,
sympathy, and responsiveness, and three sub—variables under customer
experiences according to service quality including cognitive, physical, and
relational experiences.

Fourth, the test results of hypotheses demonstrate that tangibility,
certainty, reliability, sympathy, and responsiveness under the service
quality of hair salons had significant effects on cognitive, physical, and
relational experiences under customer experiences.

Fifth, the study examined the influences of the service quality of hair
salons and their sub—variables and also those of customer experiences and

their sub—variables and found that all of those factors had influences. Of
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the subfactors of service quality, sympathy had the highest influence.
Relational experiences had the greatest influences on tangibility, certainty,
and reliability while physical experiences did on sympathy and
responsiveness.

Sixth, the study tested the hypotheses regarding the effects of cognitive,
physical, and relational experiences under customer experiences on
relationship continuity intention and found that all three sub-variables
had significant effects on it.

Seventh, the study examined the influences of the variables of customer
experiences on relationship continuity intention and found that all the
factors had influences on it with relational experiences under customer
experiences having the greatest influence.

Eighth, the study tested the hypotheses about the effects of tangibility,
certainty, reliability, sympathy, and responsiveness under the service
quality of hair salons on relationship continuity intention and found that
all of the sub—variables had significant effects on it.

Finally, the study examined the influences of the variables of the
service quality of hair salons on relationship continuity intention and
found that all of the variables had influences on it with responsiveness
having the greatest influence.

The present study demonstrated that customer churn could be prevented
by enhancing service quality, which has a major impact on customer
satisfaction and relationship continuity intention and thus maximizing
customer satisfaction and that customers' relationship continuity intention
could be promoted by creating new clients through continuous relationships

and positive word-of—mouth, thus holding its significance.

(Keywords) Hair Shops, service quality, customer experience, relationship

continuity intention

_77_



