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Abstract

This study aimed to look into the features of the hair beauty service components and the effects of these
elements on customer satisfaction and word-of-mouth intention. Subjects were 20's-40's women and survey
methods such as frequency analysis, t-test, ANOVA, factor analysis, reliability analysis, and regression
analysis were used.

Results were as follows:

First, hair beauty service were composed of eight factors such as facilities of hair beauty salon,
employee's kindness, amusement facilities, light refreshments, guidance to a process of hair style, keeping
service for personal belongings, reservation service, and customer management. Second, the effects on
customer satisfaction was significantly affected by facilities of hair beauty salon, employee's kindness,
guidance to a process of hair style, customer management, keeping service for personal belongings, light
refreshments. Third, customer satisfaction with hair beauty service affected the word-of-mouth intention.
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) 7.017 90.662%**
o)A ) A4 0428 | 0364 | 5.514%%*
4974 | 299 A8y 0386 | 0328 | 4.972%%* 0.387 0.370 0.048 10.983** (1/141)
A&a ohy 0372 | 0316 | 4.790%**
27 e 0257 | 0218 | 3314%*
) 7.017 92,3744
n Al U A 0428 | 0364 | 5.618%**
SEhA) Has A4 0386 | 0328 | >066% 0.414 0.393 0.027 6.382* (1/140)
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654 | A&aA o 0372 | 0316 | 4.939%** 0432 0.407 0.018 4387% (1/139)
222k 0257 | 0218 | 3.417%**
gzugMuA | 0193 | 0163 | 2.557*
b u) & 0.158 | 0.134 | 2.095*

*p<.05, ¥*¥p<.01, ***p<.001
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