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Tab. 1—1 Analysis of Validity and Reliability

Components
Single Tech. & .
e o |Gt | QT | pea | e

Quality Education ¥
11. 1 make efforts to use friendly language to
CUStOMmeTS. 897 126 123 136 .059 024
8. I have intention to establish a sustainable strategy
for future managerment. 767 .006 .236 215 184 .096
5.11 have my own plan for the management of a hair 760 165 158 128 165 001
salon. . . . . . .
7. My salon is competitive comparing to other hair
salons. 755 152 208 .166 028 A75
6. | need a management strategy to operate my hair 753 080 176 065 176 133
salon. . . . . . .
10. 1 make efforts to give friendly impression to
CUStOMETS. .681 .255 259 232 153 035
30. 1 make efforts to develop a manual for the
sustainable management. .661 175 195 .295 218 147
27. 1 make efforts for customer management after
the beauty service to customers. 088 A7 032 131 153 132
3. I have a pride as a manager. 222 770 176 .093 155 139
16. I make efforts to enforce humane customer 912 759 037 240 165 304
service.
28. 1 make efforts to teach customers how to fix
their hair after hair operation. 089 756 126 153 335 ~055
26. 1 make efforts to tell pros and cons of hair
operation. 101 795 101 223 373 016
2. 1 have pride as a technician. .203 703 .364 201 201 .092
1. I have skills to satisfy loyal patrons. 147 .005 .904 155 035 .082
9. I make efforts to resolve dissatisfaction of
CUStOmeTs. .253 174 771 150 157 .057
29. 1 make efforts to compensate for customers’
dissatisfaction. 181 182 .760 214 .258 078
12. 1 make efforts to compose the sympathy on hair _
operation process. .385 075 755 .236 149 .030
13. 1 make efforts to pay attention to customers
individually. .328 .265 720 .086 151 107
21. 1 make efforts to create the style that the _
customer wants. 254 155 176 835 220 031
191. I make efforts for professionalism of the hair 186 203 174 816 204 076
salon. : : : : : :
18. 1 make efforts to enforce employee training for
customer satisfaction. 163 .261 .094 743 186 .305
4. Others understand my opinion very well in B
operation of the hair salon. 198 129 .324 .692 254 073
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Components
Items rISllarIllglﬁl CRM Customer g:%ni Customer | Information

Quality Service Education Retention Quality

'20. 1 make efforts to have professional knowledge. .307 213 167 .623 182 082
24. 1 talk about hair operation process to my

customers frankly. 188 130 161 .209 842 014
25. 1 make efforts for my customers to trust me

and rely on me. 188 .249 153 182 670 .080

14. 1 make efforts to reduce customer leaving. .166 .306 147 158 .668 146

23. I make efforts to give trust to my customers. 177 .310 122 .268 .629 126
22. 1 provide my customers with useful information

on cosmetics and hairs, 115 .329 134 202 615 167
17. 1 use customer management program through

computer management system. 121 102 079 .085 122 927
15. 1 make efforts for customer management after

customers’ hair design service. 235 280 117 083 194 853

Eigen-values 5.016 4.616 3.870 3.618 3.324 2.021

Variance explanation(%) 16.721 15.387 12.901 12.061 11.079 6.737

Cumulative explanation(%) 16.721 32.109 45.010 57.071 68.150 74.887

5.3 A7i= 3f0jalE2| SiEkEM Tab. 1—2 Descriptive statistics
Factors Mean SD
TR <E 1-De &7 oz Aubzel A
- - Single Manual Qualit 4.20 .527
Z2lel e Lohrr) ekl NEEARNE A & !
A3 Asolct gHAs AAdoR B ) wE cr wh
Fd ZA Qo M=42000] 7F¢ =A vERF, suce Customer service 410 .960
o €ss

1% w% % AHIEe] 88 VAL, AT | Educaton | s

ARl Qo’M=4.10), ‘T A K21’ (M=4.09), OIS | Customer Retention 4.09 553

‘A FAH(CRMSL!” M=4.04), “BX F4 Information Quality 347 943

831" (M=347) =02 Yepston, AR §jojis Total 4.07 444

of HWA AFRIE B L07HOE Uekgeh
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Tab. 1-3 Differences in the Saloon’s size
Sustainability Management
Single manual Customer Tech. & Customer Information Total
. CRM . Personal . :
Quality Service Education Retention Quality

M SD M SD M

D M SD M SD M SO |M|SD

<4950 m* | 412 | 491 | 390 | 618 | 401
Spe | >4950mt | 424 | 543 | 412 | 579 | 414

491 | 405 | 560 | 3.99 | 455 | 3.15 942 13.96].408
590 | 419 | 567 | 414 | 593 | 3.65 900 |4.13].451

5.4 SI01MS B40 TIE 221 Kol

FoldE Hepoll webde v dEa’lst
ahel el A AABSCRMLS” 14 4] &
QA AR FHQRN o sl <& 1-3D3 Zo] B
Hog feluld Aolsh ekkompdon, 15% ol
Aol AL 159 o]slol wHlE)] AtjEoew zhd]—x%cl)l
AEa0d shelacid 14 #ABRCRMSLSL
‘I A 8]l”, AR FHAR o] & A
o2 Uepgth o] oo mEAd, sojdE 97
gl mAe SAACE FouRt Afol7k Y
A SFHTHP>.05).

5.5 Sll0{&Z ZYQo| WE 22! xjo]

08 (E 1-HE Flojas 4y il
of zfol7t UEAE BAGH Adelrk BMZAR W
A 24 A A Ho ZH7Ie) wEAs Ak
2l Agaclsy sielacld dx dind FHQ

o' a4 FAFHCRMLS” AT MHlA &
or ‘7% w2 oAwLo] Qo' ‘uA 84X

. -2.819"
t-value(p) -1606(.110) | -2.6327(009) | -1.718(088) | -1.805(072) | -2.0057(046) | -3.8137°(000) (005)
Total 420 [ 527 [ 404 ] 601 | 410 [ 560 | 4.14 | 567 | 4.09 | 553 | 347 | .943 |4.07[.444
"p<.05, "p<.01, "p<.001 Duncan : a<b
a%” AR FHQR o W& SAFHCE fou|

g zlo)7b YeRom(pd05), thAlZloz FHUL
18314 %E 735l Bl 1-8sh= 7% Ao
2 A9EAQl AEajld kel el o= viwd F
Z8R" 1 FAA(CRMSLSL!
e, Ve ws 9 dHwS a]lr, ‘1A
A 89l AR FHa]l o] 52 o= g
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S Btk ol AdAE 7kto] A4E 18
Fob A4, Ay 29, 8o A3 a4 #
AZF RS oulstar ek

ool 7KL e HEL
ARl AFalld shelesd = mivnd FE8
TOARE ARl QRl %i FA2R1" o s
AHo R Fom|gh ztol7h vt om(p<05), &
P2l AEalld sl o wiwd FHQ
TOARE AElZ 88l QlojAe AEF 9JA]
7F EAGU A2 Foe JollA Ao EH
UeRga, ‘AR FZ82 o JojMe Aulzr)
Ay 71e0] Hojuths HellA doiF oz =4 U
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T UMt EofdES WEskE ool wEkAE 2otk wEbA dlojAE G A=A A,
ZHkEQl AFald ’SP%BLOJ‘?E AR AE]~ Q. Y, 71E, MulaF8As Zil/\lo}‘iioﬂi ol &
A e 2k D WA U o ) BA Ho1EE A 3 ASAIE sk ek
Aog frofu|gh xfo)7} UrE]'M»—‘:q(p<.05), 7|%o|
Holupaut 9117} Fobal etk AzsRe %
T ddEeE ekl AEFeldd skejesiE
AR AEl 89U Ve wE F QduS 8
Tab. 1—4 Differences in factors of the business environment
Sustainability Management
Single manual Customer Tech. & Customer | Information Total
Quality CRM Service Persoqal Retention Quality
Education
M[SD|M|[SD|M[sD|[M]|[SD| MI[SD|[M]|[SD]M] s
~ 6 month 399" | 760 | 4.18° | 678 | 3.89* | .554 | 3.91° | .697 | 4.22° | 494 | 3.75° | .862 [4.02°] 471
7 ~ 12 month 4242 | 446 | 4.12° | 545 | 4.13®| 550 | 4.21° | 537 |4.07%°| 669 | 3.71° | 916 |4.13"| 459
Working| ~ under 2 years 421 | 481 |397°| 498 |4.12°| 603 |4.13%| 551 |4.07%| 552 | 346" | .828 | 4.06™ | 422
Years above 2 years 432 | 561 | 4.24° | 567 | 4.28° | 555 | 4.33° | 563 | 4.25° | 509 | 3.59° | 1.076 | 4.24° | 446
no employee 405" | A45 | 371% | 654 | 3.86% | 412 | 3.93" | .476 | 3.85" | 438 | 3.00° | .787 | 383" | .328
F-value(p) 2.545'(.041) |6.1757°(.000) | 4.6297°(.001) | 4.2367(.003) | 3.9187°(.004) | 4.1447(003) | 6.312"(.000)
Technology 421° | 502 | 3.99 [ 539 [4.18° [ 498 | 419 | 518 | 4.18 | 523 | 364" [ .939 [4.11®] 413
Price 418 | 458 | 391 | 676 | 4.02° | 594 | 4.07 | 545 | 3.85 | .622 | 3.09° | 1.019 | 3.95° | .431
Service 433 | 528 | 4.25 | 603 | 4.20° | 495 | 4.29 | 492 | 4.18 | 450 | 3.82° | .835 | 4.23° | 437
Sustainab Customer . b b b
o 419 | 508 | 4.07 | 585 | 4.09° | 577 | 413 | 599 | 4.10 | 547 |3.44| 927 | 4.07°| 446
ility Relationship
Llocation 452 | 412 | 394 | 255 | 4.33° | 643 | 4.33 | 231 | 4.33 | .115 |3.33%| 764 | 4.23° | 267
Etc. 3.64% | 913 | 4.00 | 782 | 353*| 565 | 3.72 | .828 | 4.05 | .699 | 3.38°| 694 | 3.76% | 562
F-value(p) 2491°(032) | 1.238(.292) | 2.465'(034) | 1.589(.164) | 2.033(075) | 2.512°(03D) | 2.319°0045)
Technology 428 1 484 | 412 ] 565 [ 4.28" [ 514 [4.20° | 537 [ 422 [ 535 | 368 | .904 | 4.20° [ 432
Price 419 | 485 | 4.05 | 611 |4.04"| 574 [4.10°| 609 | 3.97 | .618 | 3.18 | .846 |4.02°| 427
Service 422 | 542 | 4.00 | 681 |4.04"| 500 [4.11%| 517 | 4.07 | .485 | 353 | 1.013 | 4.06° | 443
Reasons Advertisement 404 | 524 | 3.97 | 674 |3.95%| 616 | 3.93" | .640 | 3.87 | 593 | 354 | .753 |3.93°| 456
to visit Location 428 | 499 | 4.07 | 475 | 4.24° | 515 [4.24°| 394 | 416 | 577 | 350 [ 1.209 | 4.15° | 456
Etc. 3.97 | 657 | 391 | 576 | 3.80% | .618 | 3.92* | 626 | 4.02 | 518 | 3.28 | 923 | 388" | .4%
F-value(p) 1.651(.148) | .575(719) | 3.8087(003) | 2.389°(.039) | 1.834(107) | 1.863(102) | 2.742°(020)
A 420 [ 527 [ 404 [ 601 | 410 | .560 | 4.14 | 567 | 4.09 [ 553 [ 347 [ 943 [ 407 | 444
<05, “p<.01, ““p<.001  Duncan : a<b<c
ol*o
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A study on the Success Factors in Small Hair Salon Management

Yonghee Jung®, Sanghoon Kim**

ABSTRACT

Today the beauty industry has reached a point of saturation, and competition has become fiercer than
ever. Furthermore, customer needs and expectations have become increasingly sophisticated and diversified.
In particular, it has become more difficult for small beauty salons to maintain customer loyalty by staying
competitive and satisfying customer needs and demand. In fact, beauty salon customers want to get
individualized services as well as a wide variety of hairstyles. Therefore, this study attempted to analyze
the sustainability management of beauty salons. It looked at how an increase in sales and in customer loyalty
can be achieved by enhancing awareness of the fact that small beauty salons’ competitiveness stems
from strenuous efforts for the best customer service, individualized hairstyling services, professional skills
and customer trust. The study results found that beauty salons need to keep promoting development and
improvement for the following: advanced skills, excellent services, reasonable price, convenient locations,
advertisement and PR, development of an exclusive manual, intensive staff training and character education
plan, complaint management and follow-up and decrease in customer migration.

Keywords: Beauty Service Industry, Small Hair Salon, Success Factors, Customers Relationship
Management, Information Quality
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