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Perceived Service Qualities in Cosmetics Purchasing, those Difference
and Consumer Satisfaction among Store Types

Yeon-Soon Hwang
Dept. of Beauty Co-ordination, Choonhae College, Ulsan, Korea

Abstract : The purpose of this study was to investigate perceived service qualities in cosmetics purchasing and, those
difference and consumer satisfaction among cosmetics store types. Data were collected from 276 adult females and ana-
lyzed by using frequencies, factor analysis, reliability analysis, ANOVA and duncan test utilizing SPSS WIN 10.0. The
results showed that consumers perceived service quality such as reliability and responsiveness, product policy, tangibles,
store atmosphere policy, business policy, sales policy to cosmetics store. There were significant differences on service
quality among cosmetics store types. Consumers using department stores highly perceived factors such as reliability and
responsiveness, product policy, tangibles, store and atmosphere policy, but consumers using common cosmetics store
lowly perceived these factors. There were significant differences with regard to use effect and pleasure in using to sat-
isfaction among cosmetics store types. Use effect was revealed the highest to consumers purchasing cosmetics in depart-
ment stores but the lowest in discount stores. Pleasure in using was revealed the highest consumers using department

stores but the lowest common cosmetics store.

Key words : reliability and responsiveness, product policy, tangibles, store atmosphere policy, business policy
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Table 4. Ao wpg} R ztE AMu)|A2FZ 9] o)
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<l n= IE;]O n:rjjl n:;H6 n:t;1 n£H2 Fek
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RE R 3.52 3.83 3.89 3.48 3.56 534
&9 A 3.02AB 3.27AB 3.46A 2.66AB 2.50B 4.26%*
AEEQ 74 A 322AB 3.47AB 3.55A 3.26AB 2.63B 2.65%
o3 = 331 3.43 351 3.54 3.13 1.12
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23 olgals 2uRIES A7 2 ukeA. AEAH, 34, AZR/NAA 329 331 338 0.34
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*p=.05
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