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Abstract

Despite accelerating market changes in the beauty service industry, there are still
inadequate service education programs and a lack of objective data and research to
develop systematic policies to strengthen competitiveness, thereby fostering the beauty
service industry. Accordingly, this study will examine the factors that affect customer
satisfaction in terms of customer touchpoints, hence uncovering what the beauty service
needs to develop systematic customer service education programs. It aims to contribute to
the improvement of beauty service quality by providing basic empirical data that is
necessary to build service education programs and strengthen the touchpoint staffs’  job
competency. A total of 16 people, 8 male, and 8 female customers in their 30s and 40s,
who have ever used hair shop services in the metropolitan area, and 8 male and female
hair designers and owners, were interviewed during a 9week period from October 31,
2017, through December 30, 2017. The data was analyzed as follows in order to measure
service quality, SERVQUAL was revised and supplemented according to the purpose of this
study, and a table for customer satisfaction factors was constructed. In addition, the results
of the study were derived by classifying the relations among the customer satisfaction
factors with respect to the interviews. The results show that the price of hardware, the
location of the store, and hair designers  ability, which are the direct components of
customer satisfaction, have a great influence on the customer satisfaction considered when
selecting the beauty services (hair shops). In addition, it can be seen that human services
including human-ware, which are accompanying services make up a high proportion
considering customer satisfaction factors.
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