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A Study on the Impact of Service Quality on Service Loyalty in the Beauty Service:
The Mediating Roles of Relationship Quality and Switching Cost

Lee, You-Mi*-

Rheg, Nan-Hee'

Doctoral Course, Dept. of Beauty Industry, Seoul University of venture & Information
Professor, Dept. of Beauty Industry, Seoul University of venture & Information

Abstract : The purpose of this study was to investigate the mediating roles of the relationship quality and the switching
cost during the processing of effects of service quality on the service loyalty in the beauty industry. Service quality factors
were defined as the interaction quality, the outcome quality and the physical environment quality. The relationship quality
were defined as the satisfaction and the trust of customer. Amos was used to analyze the research hypotheses and the
proposed model. All research hypotheses were adopted. The empirical results were as follows; Service quality influenced
positively on the relationship quality, and then the relationship quality yielded the service loyalty. Also the relationship
quality influenced positively on the switching cost and then the switching cost influenced positively on the service loyalty.
Each service quality dimension had a significant effect on the satisfaction, the trust and the relative importance of service
quality dimensions on the satisfaction, the trust followed the order of the interaction quality, the outcome quality and the

physical environment quality.

Key words : service quality, relationship quality, switching cost, service loyalty
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Table 5. P-§-AH|&= A77Hd AHAH

HEESAlS BFEeA) T -value P EFEIAF e

F43x= —_ = 375 .040 9.374 o 357 e

A=A — = 385 .039 9.806 s 374 e

b ] — = 152 026 5.823 o 163 e

FAZA — RE] 435 .038 11.596 s 431 A

AFHEA — Alg 341 .037 9.265 s 346 e

S} Z A — A= 105 024 4.286 S 217 e
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wh= — AT .355 .037 9.59 s 342 e
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