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The impact of beauty workers' human service quality
on customer empathy and intention to revisit beauty shops
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Abstract Recently, the beauty industry has become very competitive, so providing high-quality personal service
has been raised as an important factor in maintaining a competitive edge and attracting customers. Therefore,
this study aimed to investigate the effect of personal service quality of beauty workers on customer empathy
and intention to revisit beauty shops. To this end, a total of 238 questionnaires were collected and frequency
analysis, exploratory factor analysis, reliability analysis, correlation analysis, and regression analysis were
performed using the statistical package SPSS 27.0. The results of the study were as follows: First, among the
components of personal service quality of beauty workers, sincerity and professionalism had a significant effect
on emotional empathy, but reliability did not have a significant effect. Second, reliability, sincerity, and
professionalism all had a significant effect on cognitive empathy. Third, emotional empathy and cognitive
empathy had a significant effect on intention to revisit. Accordingly, in order to increase intention to revisit
beauty shops, it seems necessary to provide education on words and actions that can give trust to beauty
workers, genuine service, and professional skills. In the future, it is thought that research on customer empathy
and revisit intentions should be conducted through the human service quality of beauty professionals and other
variables differentiated from this study.
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Table 1. Results of Exploratory Factor Analysis & Reliability Analysis
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. Factor | FEigen | Variance |Cronbach’'s
Constructs & Measurement items loadings | value |explained| Alpha
Beauty workers show a polite attitude. 834
o Beauty workers accurately explain beauty services. .70
reliability - 2.806 25963 822
Beauty workers use polite language. 760
Beauty workers keep their promised times. 556
Beauty workers truly care about their customers. 167
The kindness of beauty workers seems to come from the heart. 163
sincerity - - - 2748 24986 80
Beauty workers do their best to provide service to me. 741
I felt sincerity from the beauty workers. 138
Beauty workers take the lead in solving customer problems. NG
professionalism | Beauty workers think of customers first. 136 2.267 20.606 307
Beauty workers actively respond to customer needs. 577
KMO: 0.895, Bartlett's test x°= 1408310, p=.000 , Total variance explained (%): 71.555
The beauty worker cares about my concerns. 881
emotional Beauty workers try to share my concerns. 839 2471 41.279 8%
empathy
Beauty workers try to experience things from my perspective. 832
Beauty workers try to understand my behavior. 832
cognitive The beauty worker tries to understand my situation. 802 2.228 37133 819
empathy
Beauty workers try to understand my problem from my perspective. 57
KMO: 0.835, Bartlett’s test x“= 850.436, p=.000 , Total variance explained (%): 78.412
Will visit again. 923
Intention 7 g " finve to use it, R | 2427 | 80914 | 87
to revisit
I will use it even if the cost goes up. 252
KMO: 0.715, Bartlett's test x°= 413.265, p=.000 , Total variance explained (%): 80.914
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Table 3. The impact of human service quality on emotional
empathy

Do i | 5 [ 52 | 5 | | »

(Constant) | -.241 | .247 -977 | 000"
emotional | reliability | 108 | 074 | 087 | 1455 | .147
empathy sincerity 490 | 077 | 402 | 6.392 |.000™

000
professionalism| .389 | .083 | .320 | 4.710 | .000™"

R’= 517, adj R%= 511, F= 83460, p=.000
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Table 4. Impact of human service quality on cognitive empathy

Doabie | b | B |SE| B |t | ®

(Constant) | 1.061 | .194 5408 | .000""
cognitive |  Teliability 151 | 059 | 158 | 2580 | .010°
empathy

sincerity 230 | 060 | 245 | 3.809 |.000™"
395 | 5,684 |.000

g

professionalism| .370

R%= 493, adj R*= 486, F= 75735, p=.000

* p<.05, = p<001
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Table 5. Effect of emotional empathy on revisit intention

Dependent | Independent
variable variable B SE B t p
. (Constant) | 1.753 | .162 10.8451.000™"
Intention -
to revisit | EMOUONAl | gy | 6 | ap 12881 | 000
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Table 6. Effect of cognitive empathy on revisit intention

Dependent | Independent
variable | variable B | SE | B t D
| (Constant) | 1.387 | .260 5.344 | 000™
Intention —
to revisit | CO8NUVE | w00 | e | 519 | 9319 | 000
empathy
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