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ABSTRACT

A study on the serie gualiey of skin care shops

through IPA

Jung Seung ah

Skincare and Obesity Management Major
Graduate School of Lifetime Welfare
SUNGSHIN Women’s University

As economic development is being made and interest about the appearances
increases thanks to the economic growth of the modern society, the number of
people who strive to get beauty and beautiful appearances regardless of the
gender is increasing. As the scope of the external beauty becomes big, all the
cosmetic industries such as skin care, makeups and nail arts as well as the hair
are being professionalized. Among them, as for the skin care, due to the social
interest in it, the numbers of the skin care rooms, people working in them and the
people who want to learn skin care are increasing. Due to the increase of the
number of skin care shops, the competition among the shops arises and the
desires of the consumers are becoming diversified. Thus, the skin care centers
shall have to strive for the improvement of the service quality for the securement
of the customers and the continuous maintenance of the customers.

Thus, this study has been performed to provide basic data needed to improve
service quality of the skin care shops and establish related marketing strategies
afterward by investigating the attributes of the service quality of the skin care

centers and measuring the importance of the service quality factor before the use
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of the skin care shops and the satisfaction level after the experience against the
customers who are using the actual service at the skin care centers in Seoul and
Gyeonggi regions.

The detailed content to obtain this study objective is as follows.

First, to propose the basic theory about this study subject by establishing clearly
the definition of the importance of the service quality of the skin care shops and
of the customer satisfaction through investigation of the conventional study
literature. Second, to verify if there is differences between the importance and
satisfaction level of the service equality of the skin care shops according to the
demographic characteristics. Third, To verify the effect of the satisfaction level
about the service quality factor on the overall satisfaction level and re-visit
intentions. Fourth, to propose the improvement scheme of the service quality of
the skin care shops by analyzing the content verified through the IPA matrix.

The practical study analysis has been performed to implement this study
contents above. The questionnaires were distributed to the customers who are
using the skin care shops in Seoul and Gyeonggi regions from February 20,
2015 to March 22, 2015. A total of 250 questionnaires were distributed and a
total of 228 cases excepting the 22 unsincere responses were selected as the
effective samples and were analyzed. The summary of this study is as follows.

First, differences between the importance and the satisfaction level for each
service quality factor according to the demographic characteristics was analyzed
and according to such analysis, only the job showed significant differences and
there was no significant differences according to the gender and the age.

Second, the difference between the importance and satisfaction level of the
service quality of the skin care shops perceived by the customers was analyzed
and according to this analysis, the importance was higher in everything but the
corporeality than the satisfaction level.

Third, according to the analysis of the effect relationship of the satisfaction level
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about the service quality on the overall satisfaction level, the effect was in the
order of sympathy, certainty, responsiveness, reliability and corporeality and the
corporeality showed to affect negatively. As the satisfaction level about the
corporeality among the service quality factors, the recent skin cosmetic facilities
and equipments, refined and clean interior, neat appearance of the staff and the
guidance data service of the care programs was low, they affected more the
overall satisfaction level.

Thus, in order to enhance the overall satisfaction level of the customers about
the corporeality among the service quality factors, efforts shall have to be made in
order to enhance the overall satisfaction level by supplementing clean interior and
staff's appearance, guide data service of the program managed regarding
sanitation. Also, since it showed that the importance and the satisfaction level of
the customers about the sympathy among the service quality factor affected the
most the overall satisfaction level, the following shall have to be made. The
operation time should be adjusted so that the customers can use conveniently,
interest in the explanation of the program managed and the customer demands
shall have to be comprehended and the various discount system and the coupon
system which consider the customer shall have to be performed in oder to
enhance the overall satisfaction level.

Fourth, as a result of the analysis on the relations of satisfaction level of
service quality affecting intention of revisiting, it had influences on intention of
revisiting with order of sympathy, certainty, responsiveness, reliability, and
corporeality but corporeality had negative influences. Among service qualities, as
satisfactions of, corporealities, recent skin care facilities and equipment, chic and
near interior, clean appearances of employees, and manual services on management
program were lower, it had higher influences on revisiting intention. Therefore, in
order to raise customers’ revisiting intention on corporeality among service quality

factors, neat interior, employees’ clean appearances, and manual service on
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management program should be supplemented with regard to hygiene. In addition,
customers’ satisfaction level on sympathy among service quality factors had the
highest influences on revisiting intention, operating time should be adjusted for
customers’ convenience, explanation for the management program and concern for
customers’ demands should be figured out, and various discounts and coupons
should be used for raising overall satisfaction level.

Fifth, as a result of the IPA(Important-Performance Analysis) to compare and
analyze relative importance level and accomplishment level among service quality
attributes at the same time, responsiveness and certainty were located on 'Keep
up the good work’ area. Responsiveness and certainty present employees’ attitudes
and professionality, belonging to personnel services from employees to customers.
In ’Concentrate here’ area, reliability was included, indicating requirement of
focused improvement of quality attributes included in reliability. For ‘Low priority”
area, compared to other service quality factors when using skin care service,
importance and satisfaction levels showed lower values, and as a result of this
study, corporeality and sympathy belonged to here. Therefore, when comparing
them with quality attributes of other areas, more efforts than the present is not
required. However, in case of sympathy, though evaluation on importance of
service quality belonged to lower priority, it was more than 4.00. So considering
it, if the efforts to raise satisfaction level for it are done additionally, desirable
result will be made. In particular, as seen in the result of verification of the
hypothesis 3, satisfaction level of sympathy had significantly influences on overall
satisfaction level and revisiting as the highest quality factor, it is required for
efforts to raise satisfaction level for sympathy. And considering the lowest result
on the evaluation on importance of corporeality, in case of skin care service, it
should be noted that certainty, responsiveness, and reliability are recognized more
importantly to customers than visible interior, new equipment, manuals, and

employees’ clean appearances. And in this study, there were no service quality
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factors belonging to 'Possible overkill’ area.

Though such results have significances to provide basic sources for development
of skin care market, they have the following limitations.

First, this study was limited in customers in Seoul and Gyeonggi area and
generalization of the results is limited.

Second, the study with valid 228 samples, has also another limitation.

Third, females were far more than male with unequal gender distribution,
affecting another limitation on generalization of the study.

Fourth, with lack of data on questions measuring skin care service quality,
expressions on composing factors and measuring items were not sufficient,
requiring in-depth study of items to evaluate skin care service quality only in
the future.

If these limitations are supplemented Wwith continuous concerns, more

meaningful suggestions will be derived.
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