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ABSTRACT

The Influence of Counseling Upon the Customer

Satisfaction During the Hair Styling

Hong Jin Sun

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The aim of this study was to examine the influence of counseling
process upon the customer satisfaction during the hair styling, by analyzing
and comparing the opinions of ordinary respondents and professional
respondents who used hair salons and determining various counselling
factors.

Survey data was collected from 249 respondents of consumer group and
181 respondents of professional group. As a result, a total of 430
completed questionnaires were collected and the data was analyzed using
SPSS 16.0 software.

As a result, the following conclusions have been derived.

First, the results suggested that the consumer group used their decisions
as a source of information and the professional group used the mass media
as a source of information when they decide their hair styles. It was found

that the consumer group preferred the advice from hair designers and the
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professional group preferred the stylebook offered by the salon when they
sought counseling for the right hair style. In addition, consumer
respondents emphasized on what hair style fitted you best when choosing
hair style. For the question on the preferred style, they wanted some
advice on what style would fit you best. For the question on the
counseling skills, consumer respondents wanted to be provided with hair
style photos as the most easy skill and then explanation. For the question
on the counseling hour, the consumer group preferred 1—5 minutes and the
professional group preferred 6—10 minutes, in which there was a
significant difference between two groups. It was found that the most
indispensable quality of hair designer was the professionality and reliability
in both groups. However, the cross tabulation analysis showed that the
consumer group considered the familiarity and politeness as the quality
most in need.

Second, the consumer group chose a rough explanation, unkindness,
service charge, bad attitude, dissatisfaction with hair—do and use of
technical terms as the dissatisfactory factors in counselling, while the
professional group chose a different though between the professional
respondent and hair designer as the dissatisfactory factors in counselling.
These results suggested that the human resources such importance of
communication and attitude of hair designer made the most influence on
customer satisfaction.

Third, four factors were derived from the consumer group in the
influence of counseling factors upon the customer satisfaction : appropriate
counseling factor of professionals, affirmative word—of mouth factor,
customer image factor and communication factor. For the professional
group, three factors were derived : customer counseling factor,
communication factor and affirmative word—of mouth factor. Two factors

were derived from the counseling in the satisfaction dimension : Sufficient
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counseling factor before hair—do and reliability factor.

Fourth, the results indicated that the appropriate counseling factor of
professionals and affirmative word—of mouth factor had a positive(+)
influence upon the sufficient counseling factor before hair—do, satisfaction
factor 1, while affirmative word—of mouth factor had a positive(+)
influence upon the reliability factor, satisfaction factor 2, in the consumer
group. That is to say, it was found that the affirmative word—of mouth
factor as the reliability factor resulted in the higher degree of revisit and
intent to continue using the salon when the factor which had the influence
upon the customer satisfaction was satisfied with sufficient counseling
factor before hair—do, appropriate counseling factor of professionals and
affirmative  word—of mouth factor. On the other hand, the affirmative
word—of mouth factor and customer counseling factor had a positive (+)
influence upon the sufficient counseling factor before hair—do, satisfaction
factor 1. Especially, the affirmative word—of mouth factor had
comparatively more influence than the customer counseling factor. In
addition, it was found that the communication factor had a positive(+)
influence upon the reliability factor, satisfaction factor 2, in the professional
group.

Consequently, the sufficient counseling before hair—do and communication
between the customer and hair designer are important to improve the
customer satisfaction, It was shown that dissatisfactory factors should be
converted to satisfactory factors and the role of hair designer made a
considerable influence in the counseling. It is necessary to recognize that
the hair styling achieved by techniques has gone by and the improvement
of beauty service and efficiency in beauty salon are required for the
improvement of customer satisfaction. Therefore, the effective counseling
and the right hair style will lead to the reliability of customers as well as

their revisit.
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