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R ] =% F Cronbach’s a Mean+SD
HEgEo] tE 14 5 0.897 3.1820.93
IR Au|ze) FZl gk 914 5 0.830 2.53+0.73
o] ¢ HeAde gk <14 6 0.837 2.67+0.80
&2l 7HEd digk A4 4 0.855 3.16=0.81
2o gk 214 4 0.822 2.58+0.78
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TE wEr [ g9l | 292 | 293 | 894 | 2495

Ll 1.000* 0.257 0.219 0.285 0.212 0.256
a9 0.257" 1.000 0.006 -0.005 0.008 0.003
8212 0.219™ 0.006 1.000 0.002 -0.004 -0.002
2213 0.285™ -0.005 0.002 1.000 0.003 0.001
a214 0.212" 0.008 -0.004 0.003 1.000 -0.002
2925 0.256™ 0.003 -0.002 0.001 -0.002 1.000

T x p<0.05, *=x: p<0.01
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3130470 A Qe H

wlo. | HAR dAZ | o 3
TR ,ﬂg . RE e %;ﬁ HA
n 292 1,454 1,878 232 36 3,392
Au) 2 EA g
N2 5 Fo % (75) (37.4) (48.3) 6.0) 0.9 | (100.0)
n 165 858 1,276 237 55 2,591
o]-&9] AoAdd dlgh
N2 5 Fo % (6.4) (33.1) (49.2) 9.1 2.1 | (100.0)
n 30 276 898 498 9% 1,728
e A JHA e ug
N2 5 Fo % an (16.0) (52.0) (24.8) (5.6) | (100.0)
n 60 415 957 526 194 2,152
A=3Fd o
ANAFF Hat % (2.8) (19.3) (44.5) (24.4) 9.0) | (100.0)
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ABSTRACT

A Study on the Analysis on Customer Satisfaction to Establish

Service Marketing Strategies for Skincare Shops

Major in Skin care and Obesity Management
Department of Health Welfare
Graduate School of Lifetime Welfare

Sungshin Women's University

Kim, SooJung

The purpose of this study is to analyze the consumer satisfaction level
regarding various marketing strategies for skincare shops and also analyze
how the multidimensional strategies affect general user satisfaction of the
skincare shops.

To perform the research, two levels of analysis are conducted. First,
satisfaction in each individual strategy is analyzed. This is to investigate

how the customers recognize each of the strategies practiced by the
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skincare shops, and by analyzing the customer satisfaction level for each
strategy, it suggests measures for each strategy. Second, the skincare
shops’ marketing strategies may increase their effect when conducted after
prioritized under a given situation. From this context, general satisfaction
with the skincare shops is analyzed. For this, regression analysis is
performed, and the analysis is conducted after setting up individual
strategies as independent variables and general satisfaction of the skincare
shop users as a dependent variable.

To attain the goal, the article conducts a survey to skincare shop
customers. Total 500 questionnaire sheets are distributed, and 462 are
collected. Among those, the sheets with a low reliability level are excluded,
and total 433 are used as data for final analysis.

The survey items include 6 categories: asking about their general
characteristics, their recognition on the service quality of skincare shops,
their recognition on the convenience of skincare shop utility, their
recognition on the reasonable price of skincare shops, their recognition on
the promotional activities of skincare shops, and general satisfaction with
the skincare shop services. And the study results can be summed up as

below:
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1. Generally, the customer group using skincare shops is about 35 y ears
old and engaged in specialized jobs. They are mostly college graduates,
and their income is 2 to 3 million won.

2. Satisfaction of the skincare shop customers with their skin being
improved by the skin management is shown the highest, so we can see
that they generate positive effects. However, they are quite unsatisfied
with the skincare shop workers appearance or clothes. If they make
more efforts to have their staff wear uniforms or such afterwards,
customer satisfaction with service quality will be elevated even higher.

3. The customers using skincare shops are satisfied with the skincare
shops’ atmosphere or convenience. On the other hand, they are
dissatisfied with their accessibility. Therefore, skincare shops should build
strategies to 1improve the customer satisfaction level by elevating
customer accessibility securing parking facilities or making their
reservation system more efficient afterwards when their parking facility
or traffic convenience is considered poor.

4. The result shows that the skincare shop customers do not recognize
their price strategies positively. Therefore, to Increase customer
satisfaction, it is needed to find distinctive ways to discount the price of
cosmetics and build strategies to provide information about their
cosmetics utility or function higher than the price.

5. The skincare shop customers’ recognition on their promotional strategies
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1s absolutely negative in general. Especially in credit card or
telecommunication companies’ connected marketing, customer information
1s used recklessly from the perspective of management or they get calls
unexpectedly, which causes them serious inconvenience. Therefore,
skincare shops will have to build and practice measures so as to do the
management not causing any trouble to their consumers for their
connected marketing with credit card or telecommunication companies
afterwards.

6. It 1s also needed for skincare shops to make efforts for their
management by arranging snack or drinks in some fixed space so that
customers can take freely as well as providing customers with sufficient
information about how to manage their skin and also treat their skin

themselves afterwards.

This study shows that skincare shop use will increase when customers
recognize the benefits they get are greater than their investment. In
other words, they are positive about investing money to be more
beautiful; however, if the utility they get from it is smaller than the
money invested, skincare shop users will decrease for sure. From this
context, this study conducts a survey on customer satisfaction with 4
strategies regarding their recognition on the quality of services provided

in skincare shops, recognition on user convenience, recognition on
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reasonable price, and recognition on promotional activities. In general,
what influences skincare shop users’ satisfaction the most is user
convenience. User convenience 1s complexly  associated  with
multidimensional factors like the skincare shop’s hygienic condition,
traffic convenience, parking facility, or amenities. According to the survey
result, what is needed the most is pouring efforts to improve a skincare
shop’s parking facility. And it will be necessary to conduct inclusive

research afterwards dealing with the 4 strategies.
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