Print ISSN 1229-6880

Journal of the Korean Society of Costume Online ISSN 2287-7827
Vol. 63, No. 3 (Apr. 2013) pp. 46-60 http://dx.doi.org/10.7233/jksc.2013.63.3.046
| =
0 MdlA &A0IAM MHIA 20H 48 WIS 219
=
WHAZEA
dMo0r-gHe
otosty WERESD ZA - 7 JtSE oty AKX W

Analysis of Relational Structure among Service Failure-related
Variables in the Beauty Service Industry

Kim, Seong-Ah" - Yoo, Tai-Soon
Instructor, Dept. of Fashion Beauty, Daegu Haany University"
Professor Dept. of Fashion Design, Daegu Catholic University
(FxY: 2012. 6. 18, A AHEA)Y: 2013. 1. 8, AA A L: 2013. 1. 11)

ABSTRACT

With a goal of establishing a marketing strategy which allows businesses to hold a dominant
position in beauty service industry, this study has attempted to investigate causal relations among
behavioral intentions by customer satisfaction once service recovery strategy is recovered depend-
ing on customers’ emotional responses against service failure. In order to provide relevant data
to make correct decisions during management and marketing planning so that better customer
satisfaction can be achieved in the beauty service industry, the results of the previous studies on
service failure and recovery strategy in the beauty service industry have been examined. Then af-
ter selecting 1) the efforts to recover service failure, ii) satisfaction after recovery and iii) behav-
ioral intention after satisfaction as causal variables, the relation among these variables were veri-
fied using a structural equation model. As a result, an appropriate recovery strategy which is de-
veloped after service failure makes customers have positive behavioral intentions when customer
satisfaction is achieved just as described in previous studies. Furthermore, it is a critical fact
which helps businesses keep their customers in a mature market, where it is hard to attract new
customers and create long-term profit. This study empirically supports information on how service
failure and related variables occur in the beauty service industry. It is significant in that it has
helped beauty service providers build service recovery-related strategies.
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