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ABSTRACT

Analysis of the differences and influencing factors in

consumer satisfaction for skin care services.

Lee, Sun Young
Dept. of Living Culture & Consumer Science,
The Graduate School

Sungshin Woman’ s University

This study verified whether consumers’ satisfaction with three types of
skin beauty services in skin beauty salons, namely face care, body shape
care, and skin care, differs according to consumers’ socio-demographic
characteristics and various variables. In addition, factors affecting the
satisfaction of three types of skin beauty services were investigated. As
consumers’ interest in skin beauty grows, skin beauty care rooms are
increasing every year. As a result, it is causing competition between each
other, and in order to secure competitiveness and gain an advantage
accordingly, it is striving to satisfy consumers by providing differentiated
services.

Through the consumer satisfaction of the skin care room in this study, it
is expected to have a high value as an empirical data in establishing

management strategies by seeking differentiated management programs
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suitable for the characteristics of consumers and ways to increase service
satisfaction of consumers using the skin care room. To achieve the purpose
of this study, the subjects of the study were adult female consumers with
experience in using the skin care room. In order to collect the data of this
study, a survey was requested to an online company for one month in
August 2014. The surveyed consumers were conducted on 1,000 women who
had experience using the skin care room, and surveyed on social and
demographic characteristics, skin beauty room user characteristics, and skin
beauty service satisfaction. Questions to measure service satisfaction in the
skin care room consisted of satisfaction questions for face care, satisfaction
questions for body shape care, and satisfaction questions for skin care. Data
analysis was performed using the SPSS 25.0 program for frequency analysis,
factor analysis, Cronbach’s « coefficient, t-test, and one way ANOVA, and
Duncan test was performed as a post-verification method. A multiple
regression was performed to investigate variables affecting skin beauty
service satisfaction.

The main results of this research problem are summarized as follows.
First, when the income level of consumers using skin beauty salons exceeds
2 million won, satisfaction with face care and body shape management
services was high. On the other hand, consumer satisfaction with skin care
services was high in the case of college graduates or higher and there was
no experience of side effects after using cosmetics. Second, as a result of
regression analysis, it was found that satisfaction with face care services had
an effect on residence, income, and experience of side effects. Consumers

living outside of Seoul, the lower the income, and the higher the satisfaction
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with face care services when there is no experience of side effects. On the
other hand, satisfaction with the body type management service was found
to be higher as the number of use of the body type management service
increased. In the end, it was found that long-term services were more
effective than face care and skin care services for body shape management
services. Satisfaction with skin care services was found to be high if they
lived in areas other than Seoul and had no experience of side effects.

Based on the above analysis results, the reality is that consumers’ needs
using it are insufficient compared to the diversification of skin beauty
management rooms and the rapid growth in quantity. Skin beauty care rooms
with various skin beauty services are in vogue, but they do not show a
remarkable differentiation in terms of quality. Suggestions for various and
specific marketing strategies for consumer satisfaction using the skin care
center are as follows. First, among the three types of skin beauty services,
satisfaction with face care and body shape care services had an effect on
consumers’ income level, and satisfaction with skin care services had an
effect on educational background and experience of side effects on cosmetics
use. Accordingly, the skin beauty service provider needs to prepare the
following measures to increase the satisfaction of consumers using the skin
beauty salon. First, various management programs for each service price
range that can be selected in the consumer’s personal economic area should
be standardized. Second, customized programs suitable for the age and skin
situation of consumers should be constructed. As such, efforts are needed to
develop various programs in skin beauty salons and to flexibly control the

price of skin care services. Third, it is necessary to have expertise in skin
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care services through continuous specialized education for employees who
provide skin care services. Fourth, efforts should be made to minimize
consumer dissatisfaction and increase consumer satisfaction by kindly and
quickly responding to consumer dissatisfaction problems that arise when using

skin care services.
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