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Service Quality, Business Image, and Customer
Satisfaction on Beauty Care Chain Stores
- A case study on Natural Beauty Stores

Advisor : Associate Prof. Chan, Hui-Shan

Graduate : Wang, Yueh-O Advisor : Ph. D.Wu, Shu-Ming

Abstract

As the economy and living standards rises in Taiwan, people focus more on the
quality of life and women pays a lot more attention on their outer beauty, especially
the skin care in particular. Under a strong market demand, the beauty service
industry is growing rapidly in Taiwan.

During the recent years, the skin care business trend has changed from
traditional family or community based salon into a diverse franchise chain store with
recreational and leisure business model. Since the homogeneity of the beauty
products is becoming higher and higher while the market is becoming saturated with
high business competition, customer requirements and taste have gone higher and
higher as well.  Among many skin care salons, new and changing products is a must
to survive, and the intangible requirements like quality and business image are also
becoming more important to consumers besides the product features and price. As
the beauty care market saturates, the competition will be greater in the industry, and
business image, service quality, and customer satisfaction will become important
elements of the customer loyalty. The purpose of his study is to investigate the
customer perception and expectation before and after entering a beauty care shop to
understand more about the correlation and difference between service quality,
business image, and customer satisfaction. This study uses sampling method on
customers of Taiwan Natural Beauty chain stores as primary study subject for
questionnaires. The questionnaires include “customer service quality survey,”
“customer satisfaction survey, and “business image survey” as primary researching
tools, and the survey results were analyzed by using Scheffe post hoc comparison
method and T-test method of individual sample with statistical software, SPSS12.0
for Windows, for factor and element analysis, reliability analysis, single variance
factor analysis. By targeting and exploring the relationships between service
quality, business image, and customer satisfaction of a Taiwanese beauty care chain,
the different perceptions about the beauty care salon from customers with different
background can be recognized. With empirical analysis, some conclusion points
can be summarized as below and these findings can be reference points for marketing
strategy of the beauty-care related industry.

1. There is a significant difference in customer expectations and perception of the
service quality of a skin care chain.
2. There is a significant difference in customer expectations and perception of the
business image of a skin care chain
3. The service quality perceived by the customers has a significant relation to
customer satisfaction.

Vi



4. The business image perceived by the customers has a significant relation to
customer satisfaction.

5. Different demographic variables have significant positive effect on service
quality, business image, and customer satisfaction.

Keywords: beauty care, skin care, service quality, business/corporate image, chain
store, customer satisfication
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iy B 160 32.4%
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iR 146 29.6%

AEY 43 8.7%
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- B 85 17.2%

. = E 207 41.9%
%%EF[J ENAEY 78 15.8%
R - [* 81 16.4%

C A~ R 43 8.7%
1,200 =1 7+ 109 22.1%
1,201~1,500 7 106 21.5%
vty 4 g 1,501~1,800 7 88 17.8%
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2,500 7 ') = 55 11.1%
ﬁ%ﬁ : *p <.05.**p<.01.***p<.001. AR 1 494 &

2. IR p

ZI:PIZU’% = [l J?Fﬁplcllﬁ[%?nﬁ@f =4 W%J—?Eﬁléﬁﬁx] A= *ﬁ {7 = ff
"] KMO Vs B gy (Kasiser-Meyer-Olkin) - £ (|1 KMO Em;aj*if" 0.05 »
Bartlett’s ?ﬂ*ﬁﬁ‘f)&%k ESE R %%\%‘T’EFEE £ [HJ[ ENEas I F eI =
Fr( GLRHE > 2002 ; F‘[Frffl’ﬂ‘ﬁ 5 2004 ) - AV FRE = 5Y 77 55 #1E PCA(Principle
Component Analysis ) 3%~ [Nz 3 TV » }lﬁﬁﬂj =il (Eigenvalue ) I%#ﬂf? 1:-F|I'}
AR (Varimax) 5% =l @ gl - (Orthogoal loading ) /7815 fift 14
0.6 > =' ff ek e B2 AT 0.3 #e'?‘rmz*jé‘”"?‘rﬁﬁfﬁd%\&w% YU
71 I 'JF[ £ o AR E 75 Ao N B & i’ﬁmhrly} Bl #py KMO f@ﬁ} H[Jﬁ
0.876 ~ 0.911 ~ 0.877 > Bartlett’s 51“*?%}11@%@%&%?% 14 0.000 > ﬂﬁ*ﬁr eIl
FIFT e

EARESE [@39[1 t 4 21]'] Cronbach’s a>0.6 » 73 7f1 ( Item-to-total correlations )
SR Flﬁ[TJTQFEI‘kﬁA 0.5 FL¥E LAl I’f‘fﬁpl /Pdin%‘ﬁﬂﬁyu%wﬁﬂﬁﬂ
3 4-3 ~ 4-47% 45 Fis o
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4. 4-3
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lﬁzrﬁ ElBlop YT

—~ -~ 5.346 53.464

LGRS * (A RS TS oLiiE 816

15 FRT RS © EVEPREA H BUE | YRR, 801
11. :f%*%; W#\E‘Ft, il L Jﬂxi il H T Jﬂ; 771
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1o RS RGBT FUE R LU 746 897
s Bﬁ%%ﬁwtﬁ%ﬁf %Wﬁ%%ﬂ§$%w% 730 902
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4GRS Rt 2 718 901
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% 4-4
58 ) VNGRS RIR
Pk o REE =2 il ERREAG P (2% o
i iy ”5: A Qf gr ﬂ@
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8.5 2 LA VR )4 AL 826 .840
&~ ~ 9JERRNF o KA S R F”ﬁgiﬁ EgE: 810 839
104?@%.]3_;& 3 o (- FHHIERE :Tﬁﬂj 773 863
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Sl 2L T e e 668 841
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4. 4.5
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RENTTE PR F A e T
Fii s A b, i T
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2 G SRR PR BE 774 .886
7 EEFRERT fﬁw{gﬁ”ﬁf PR A R E T74 .888
B 6 SIS R PR B 770 .887
& 9.5 EEFFET R S IR IR,U;;E RIS AR 719 .890
1.7 9%1%%@7’3—&‘1%5’% M ES E{‘J; E'd ip%FS«Tmﬁﬂ[gl .703 .892
"ﬁ 8. tf;}%“r;ﬂg—p M RESHE IS S R .688 .887
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12 W ) (8 R e L S TR .882 .884
1125 B RERT AR 5 | A 2R .834 .881
1075 54 I VR ~ RSt 826 882
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B J%}@, e SRR ET ~ L R R A
FHPN SR o0 A7 ‘JV’ fﬁbmﬂ By 3 2VENT {2 AT 0 o) frJIJpAH B8 G
TEHIE L G T RS, F VD W2 BPINFR I f TR S
rﬁfﬁ: T4 T@gzﬁ}]@ o VIS R SIS T £ FFEZ?“%%TM :

L o AR WP PR EI BEATS 0.668- 0882 AEE TSR

f s Jﬁ“} ° IH@ 2k iabvict ﬁ?‘i"}‘l‘ﬂ‘ﬁé » B 21V Cronbach’s o [FEF /T 7
0.864-0.909 V[l - AffeRYABEI kI £ 65.571%-69.050% » B [ i~ gl wARE
ek AL PR RPN Sk [BCE ety S RO RURREPC I 4 4-3 - 442245 -

4.2 ¥R 55 AR

4.2.1 EYR[ECE

RIS A ERRSARI » F I » ) SPSS12.0 for Window 73 2 5 e
Bh ST IR PR S e A

4.2.2 szt

APFERAR  POARE i B
1 Akt

SPRA OB A SRR B AR P 7 A AR 0 A > Al R R
2. [N 53T (Factor analysis )

P ,apﬂfﬁp[cpﬁ[%mﬁ@? G R R B ﬁfﬁff%’[ﬂﬁ%
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SIFREE ] A KMO (Kasiser-Meyer-Olkin ) I'EIJ\E'} 05 - Bartlett’s >f*
PRt R I > R AR AN R S o T ﬁ FAET [Nk i PCA
(Principle Component Analysis ) 35 [N 3 2V 7] }ﬁ*@%@\’f{VarimaX)
EFEL g PR VR AN AR e PSR OTPTRARIEEL - (= ) Fy Bl
FELPupZR o (Z) SNl s g B (factor loading ) 7t
AT 0.6 £ PPk IR BIZE U 030 (5) RERBESHNE Y
[4\'9)_\1’ ﬁl—’g’gﬁlrﬁ’ E'.IJ’J [HIJ 4 l H [[

= 554 (Letter analysis )

E—
T

GRS f A HIEN =l Cronbach’ sa[.gﬂ)fﬁ@?%fﬁﬁj VR > 4
’F}Ir% I/TV#?FE#PN%ﬂ Kaiser Frffdiufgves B ey Cronbach sa>0.6 5l
( Iltem-to- total correlations ) {5 l?FE'lirJ-rgl( JFIAES 0.5 K

. HIp= 7@ Bes) #7 (One-way analtsis of variance - ANOVA)

Al ] SRR ooy P S 2 2 AT > ') Wilk’s Lambda 6 SR B )
o PR e e R B - SIS R
AR Bl T o BT AR BB At 11"\55‘%_ (s = ]| gt Igey
HIFOREE 2 B o

. Scheffe {= <t ( Scheffe 1 -test )

Scheffe [V g ol e FE R (2R [T R RE S - - J S
RLPIR (% gl o Y00 2 ool B A PVE [EAAREE T T4 s T S T (R LF[ E|
Rl FORLYE S B S A R T AT @F%F Y REEEE > %2~ Scheffe 5t ix
Pk > Plvs 76~ T vs T~ T vs P B e B 3 R B 1 gl

CHT AR TRt
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4.3 TRESRNTT ~ TSGR R TR A

4.3.1 TAREERTT TR R )

i T O RSCRTRSE B SRR H SR
3 SRR AR T, = T2RERG o PR e 1) T G e
[FIV 7’?fr§fzfégj (Mean=4.4787 ; SD=.46351) - [I|I'] F"EJ%‘I‘%J TV ST
(% (Mean=4.4008 ; SD=.46997) - J[1% 4-6 F=-

% 4-6
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£ TSRy iy RE-FIR
e fi;/ﬂ:; 4.4787 46351 6
ZE 4.4008 46997 4
TE S 4.43975 46674 10

432 T FHI)G | R ORI

B 5 BRI F RS R LA S 0 4 SR
ST AR TR 2 TR PR )
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