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Abstract

This study is conducted to verify out whether any important differences can be made with
factors of service qualities by the population statistics and trait of skin care shops. And this
study is conducted to find out the relation that service qualities may influence on
switching barrier and customer satisfaction. For this study, 396 questionnaires were
used which had been returned from the customers of the skin care shops of Seoul,
Gyeonggi and Chungchyung provinces from 15th  April to fifth May, 2013. To analyze
above data, frequency analysis, t-test, ANOVA, factor analysis, regression analysis are
carried out by using an SPSS 180 statistical package. The results are as follows : The
features of services of the skin care shops are analyzed into four factors which were
Assurance, Materiality, Responsiveness, Agreeability. The features of switching barrier
are analyzed into three factors which are Alternative attractiveness, Interpersonal
relationship, Switching cost. There are important differences in the concept four service
qualities of skin care shops by the features of the statistics of population according to
sex, marriage, monthly income and the types of job. The four features of service
qualities of the skin care shops have positive influences on the three features of
switching barrier - Assurance, Responsiveness, Agreeability and the three features of
customer satisfaction - Assurance, Materiality, Agreeability., Through this study, —We
can have the conclusion that the switching barrier made by the building up the qualities
of service can prevent the customers from dropping away.

Key Words: Service quality(Mu]2 #32), Trait of skin care shops(F{u]-§4 EA),
Switching barrier(3-g4]), Customer satisfaction(ZLAWH=E
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I g@ato]= 88 3.859 3.681 3.447 3.187

A% Hel 73d 306 3.655 3.508 3210 3.478

el T 2721 2229 3.009 3.020

007%* 027 003 .003%*

e} 105 3.631(L) 3.590 3.200 3.623(H)

olutE A7} 160 3.643(L) 3.447 3277 3.425(L)

o ulE - 45 89 3.787(L) 3.621 3.262 3.370(L)

23} ) 42 3.910(H) 3.658 3.365 2.940(L)

F 3.621 2.371 622 8.122

013%* .070 601 .000%**

127 182 3.555(L) 3.489(L) 3.187(L) 3.525(H)

ael 3-57 94 3.779(L) 3.556(L) 3.261(L) 3.369(L)

s 673 o 120 4.054(H) 3.763(H) 3.592(H) 3.088(L)

N F 17.367 3.512 6.510 6.249

p .000%** 031* 002%* 002%*

#x%p<0,001, **p<0.01, *p<0.05

L, H= DMR -test (p < 0.05)°] A3t

B AelE #71.
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0007+
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p
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457
df2=391,

Beta
282
.065
423

df1=4,

.644
491
278
.059
431

R2= 486,




78 FHROAIC|RIRIELS|R| M173 1& (2015.2)

<E 6 AHl2 B3 R0l0| Fat Fuo| 0jxl et

2~ 2=

ST AT S B Beta T p
@ 1.032 4.028 1.000
3373 033 027 456 648
t2ke] gl 403 356 6.054 .000%**
i T 230 222 4.495 0007
w373 126 138 2.999 .003%*
R?= 237, dfl=4,  df2=391, F=31.666, p=.000%#%
@ 1.914 6.330 1.000
34 097 073 1.138 256
A8 | Qzh g4 286 235 3.634 .000%**
& A e 036 033 601 548
L 5] 024 024 475 635
R?= 080, dfl=4,  df2=391, F=9.639, p=.000%%%
@) 1.853 5.294 1.000
373 031 .020 312 756
A5 g 199 144 2.186 .029%
g T 205 162 2.937 0045
w373 235 157 3.621 .000%**
R?= 049, dfl=4,  df2=391, F=6.104, p=.000%#%

A By AHAyEe kel Wy 29l
R2=0237, Q17+#A Q91 R%= 0.080, ghu]-&
221 R*=0.0490]™ ofef thgt pgk> EF .000
<p=0.0010| 2% H3H4 FFu|g22 An|x
FA4L FHEAT A% A A a9l tisted
3

F A7} hebeeh
A8k o) a% 91”l igke] wjg 2.l
g 24 A, oigke] g gQleli Aus
F4 29 7k 94 291 92 A
opskovt a4 29l #4429, W &
Qo) w0z FAMA T WA} Yepde,
Fle] W% v gAv) wagows o £& 1
s 2] e

ge) AR R s 3
= oHikke] v QQlel Ak Al 7)7), Ab
]

8 w79 AN 2o K34 R9lo] IR
A ek AEAQl el A% sEd o
Sz e a4 29l 4wl fojsh 2
W3 o) g @9lo] We 9%E WA
otk 01X 9Q012)9) Ml FAel ol g}

A AR AT WEE AR ol
FE W Ao} B9V B2 #3
9l Zurk g 2 Pobm el AHE o
BFE AN E QF Adne 35 A8S
oA ANE owel TR 23, W

[e]

(

g 24 Ash, A0 Qe Aul E
291 F FAY 29w AW I BA
1

=
R LI
& 5 9L AYS udch nAte B
Zro] Pol A= upe] A9l Aol obA



DAYIET} Fekssol 0jxls FE 79

- o
gohs g ae] Hol BRlgtoz A Ak
AE G wAE A 2t

A3} Q

ui

e Fﬂi
> o

ooy,

hus)

P——

=
ud
o

m\l

O_>L rf;

Yo

5

iy

R

oo

o

g2

o

4

oo
=l

J
‘

N
>,
o o

i\
tlo
0,

(e
)
= &
olo
o
ko
ro,
i

B Ao QlEA S 543 9% v
§410] B2do] npe} 5 v)gAe] ulx FQ
of ow gt zpo]7} Qli=AS LobuT IF- v]g
Ao Au|x FQol A W, A% g of
wok G 1A

Holl E@ol 2 ¢ s

& AT

AEoly, A9, 4T
R IGESEORL

o] f1Apel webA ol 7h Atk
AT-sAS 532 3%, d8elM= &t
7b AR gl ele] B A, AE ofF
M= wEA} 7] EAR g £ a]l, gl
g aslel ¥ A Uebth APelM = AR
A AwA, S8 94 aclel =A v
v, A Ak WA e.81o] A YER TR
2 3t ASeAE 3000 9 o) AASAE
@79 aclo] Al YEhtal, 2008H wgEe)
SAES WA 2]lo] A vEbEt o]
A7 Ao EUR st e IE A
2 54l Age Anlxa 4l vHAY ek
TARSHES Slofof gt AREA I} A FAb
A, mlE, AaSAe] A Aol F2 it
o] I v§AE ol g RN FFAY 29l
A WEbe b, R GG AAES FETE
STtE R S-S o] o] ek, WEd
ARTAE =53] ForA W 2cle] =
A veht 358 52 Fa7) vk
v g 35, o148 Z1IZtelM = 1
o] ¥/ yehtal, 39
A ek 95 o)

SRR ESE R

o P do

I
2,
b G0 1
ro,
“

o

2

O
~
O
rlo _s)
=)
o o
fo o
oflt
o ox

o 12

o o,

oX of |
ofth
=
=2
> e
rr 2
<

qlo] 37 Vepget. vl

=

g eqlo], Fug} 9% ¥R AL
Qflo] A veRd oleld Aug
18419 914, A9 &, A9 Aehel
of whet Am|A7h 2l Aul s E2
Folt= w9 Aee o 5 gk 53
A9 Gele 2o ATe depts
o Fezl W u g g
b, A9l 6% ol4, Zallzjo
B4 Qo7 B4
ehath.
2 F4o] 37
u A=A Qe
3 Ag g

=
H
ox ¢
o

13
\S}
o

re
> o X

£
. OX
=T

[
oo Ay

MH‘ — :9’ Wi

¥
j=Jsing
L

oo

—

¢

okl
ko

rO
(3

4z fo
o
oo — X

> =
Y

w HiF rlo
o N

_E
2
o e
I oN
> &
4 =

2

o &
z
of
ot
o

s <
=
2
=
A



3 (2015.2)

[X] M17H 1

=

ol 4| xtolst

ot

S|

80

T
IS A N2
AT%Qaﬁomdﬂo.,ﬂW%
W o E R E 4
B E N P
Wy X 7N oo
B
_#O]LUHTUTM‘LIM%/I
HT_OMEHT@QW/;OO_H
%@EW nc ol °F
OEHO_ @IZTZ#.OO
TR oW W ooy ok '
Sl E S
o ot AP
odEHE R OLEW
o oy B am —, X
i RS S caS
Hoﬂww#mmyﬁ
B X W )R O] BT
oF o T B TW of B
TERORE
0|0 ﬁO‘UIH_Ale.O
z*on,-fdll,oﬂa el
o ,ﬂMokoﬂlV
oLﬂﬂoLﬁomrMu
T FT
%meo‘NL\m],m
dl.éoWo@oﬂﬂoLWo#
il o —~
urMEFoWEzTﬂUmW
W oE Y
‘UIMO_AT_EWMWMQ
Mﬂwwbmyw
R
o TP doof
00 N 100 X0 ) 4
— HL
Ty Y g
I95 kaTe
TH o KA
7 o ol W N

TEU B ATe) Asbeln et A4

ERE S

s

9 wr} ¥R

o3

Eis

R T )
(e S
o) o X <
of goop )
T R 2
oz X W
- e =
= B W
% o
CRREETIEN
e o
= U % Ll
7 & z
QMM =
J R o
MU% S
T EMT o
mE jen ..:‘_ OM ‘OI
T
T T B oHm
o) =
GO R K]
mm Elcy
1% oA N X
I s
o <A O» =t
o
5 P
[— e
o ﬂ Hn _sm
0 T4
R S
T = U
%o ol T M
% T
w N T m@.
r . 20)
o oy
A T
TEE T
-
o <X oy T B
oo ) e NP

2 A AL
o]
0]

2]

=
T

Apls A o

L
R

1o
-
iy
‘m.._ %
4N
;oT Onﬁ
S El
;Ow_ LE
=
_ o
R
o0 =
0
G il
BiE-n
x w
jm] ‘_ﬂoﬂ_
T ®
75
KO
O
o o
o)
(S
B o
=
<p
) TR
TN
= T
olo <
o
U [
i
o] of
5 1
N =
)
o o
o) Nr
o] o

WA wow A7 uhiA

o]

MNO

U

M

oy

=

JI

® T

R N
b
g

g

5

ol

w

<0

~B

= o e
= T o B°
Moo N
=W Eﬁﬂftﬂ
PNy B
! = = O
N oA W
w_ﬂ WA
= 0
GCRC R
- 0 OL

™ o W of _
o o %o
T oox o X o
o7 O W Hr ok
Tizas
TV E
7o on B n_Aloﬂa
EA Ht Y
o7 T e

g,

=
L]

5] X] 17(2), 22-25.

=74
=

Hlete] v mpgel
243, o1, AT o9y, I 4ol Ajnls



DHolET MalEo| O|X|s det 81

FA Q9o thdt 7L gl yxel8)E] ),
11(3), 153-162.

7127, oAl oon). oF Haze] of 317 A
vAR] B3 AL o7 EEIR], 256),
1079-1090.

29T AFE 2004). I AR % AF @
Qlof| ek Aqym Mg FHoRE. o4
ojghiy Q=3 19(1), 335-360.

L3 (2004). W] & A/H[A FEO] v]§Y o]§
2209] A XjEolize] pjRE= gk s
g olEdehd MAREH]

AAF. (2010). M| Y FE] A/Hj~ FEo] 4H]
A} vl Ao]g- o]0 mjjE Gt AUy
g AR oEk AAREH] =

w7 7207 2007). FFE A aE" e
Al Fdo] uAREES, AHE W - avt
off nX|i= G FFHAY, 21(3), 241-255.

e, (2003). ofEER] Al L 27 9k
7 JepgEio] 7 FEE0] vjXli= Gk
73t 9% AFostuiehe] vkt

WA, (2007). /S O] A FFEe] 1
Aupgr} HHE Yo njxfi= gk #et
o7~ 2| stachelel AAFERe]

WA (2007). &) AHjA FEo] A we
7 AT o] & B 7 gifo vixli= g
g s=istutehel AARRe=

W, AR (2009). AH|2~ o8- ] Hgh
Hl-gR12o] ARy 2 FEere] nX=
& AIB]AF GEIS]A), 102), 85-104.

AAkas. (2008). AfH[AEE0] RIS AR
OJizo)] mjRfi= ko] FeF A . T EEE
= T oE SRAuEk AR

£71%. (2008). W3 A7l Mu]a Fdo
712, olu)A|, ARAELE, SR vX= 9
S AHHAT 81), 111-131.

oI7IA, S (2005), IF WAL Aulas F
Zo| uA wiel| w|X|= 43, et/ §-5)8]
2 3(2), 165-185.

o1t 34 o12). v 54 2 A7
g2 SA wE g Aula F-el sk
QN4 Y YTIAIEIEA] 14#), 1727,

vy

—_

o4, (2006). F/E-C] AHjA FE) mE 12
7] wjsro] FergHly w7 FYie njAE
GFo] #eF o1~ webista B sk
AAFeFl

oA, (2012). ®3He] . JRAYI AMulA F
o] AP oJxe} 4 oo wXE= gk
8170 ST RJOI8)S] ], 14(4), 43-61.

AT, AL, B, ook 011). T¥ FA
A 54, 71, =84 o] Akl v

Wrokell wiX= A3 #ET, 2602),
329-350.

A (1992). Ay By 9l =453
92N, et FYAT 5 FYHT 1
1;35-152.

Z333, AL (1999). AN 4l Mgk o)
A ool A= @y tist A mE
B10578151%] 14(1), 1-28

2L

A%, QU A AujAFS 2910] BEY
W] A G B o Eorje:

BTAR B R R R

Aw]. 2011). QJUEL FzollA] sPasE At
7h Az¥eh=s A e Bl A - a2
NS SO o YTRIRISISIN 13@),
199-212.

S5 (2008). Hff ofo[ AT AJB[AFEEO] 1
el W A AR mAe 9E ek
Shafehe AR,

Anderson, James C, & Narus, James (1990). A
Model of distributor firm and Manufacturer firm
Working Partnerships. Journal of Marketing, 54
(1), 42-58.

Berry, L, & Parasuraman. A(1991). Marketing
Services : Competing Through Quality, New
York : Fck

Bendapudi, N, & Berry, L, L., (1997). Customers’
Motivations for Maintaining Relationship with
Service Providers. Journal of Retailing, 73(1),
15-37.

Bitner, M. J. (1990). Evaluating service encounters:
The effects of physical surrounding and employee
responses. Journal of Marketing, 54(2), 69-82.



82 sl=o| M| xfolsts|x| 172 15 (2015.2)

Cronin J. J, & Taylor, S, A. (1992) Measuring
Service Quality : A Reexamination and Extension.
Journal of Marketing, 56(3), 56-68.

Czepiel, J. A. (1990). Service Encounters and service
relationships: Implications for Research. Journal
of Business Research, 20(1), 13-21.

Heide, J. B. & George John. (1998). The Role of
Dependence Balancing in Safeguarding Transaction-
Specific Assets in Conventional Channel. Journal
of Marketing. 62(1). 2-35.

Jackson, B. B. (1985). Build Customer-Relationship
That Last.  Harvard Business Review. 63(6).
120-128.

Kotler, P. (1997). Marketing Managenent :Analysis,
Planning. Tmplementation and Control, 8th ed.,
New Jersey : Prentice - Hall.

Keaveney, Susan M. (1995). Customer Swiching
Behavior in Service Industries : An Exploratory
Study. Journal of Marketing, 39(2), 71-82.

Macintosh, G., Anglin, K. A., Szymanski, D. M., &
Gentry, J. W. (1992). Relationship development
in selling: A cognitive analysis. Journal of
Personal Selling and Sales Management, 12(4),
23-34.

Morgan, R M, & Hunt, S. D. (1994). The
commitment, trust theory of relationship
marketing. Journal of Marketing, 58(3), 20-38.

Mittal & Lasser. W. M. (1998). Why do Consumer
Switch ? The Dynamics of Satisfaction Verses
Loyalty. Journal of Services, 10(1), 34-58.

Parasuran, A, Zeithaml, V. A, & Berry L. L..(1998).
A Multiple-Item Scales for Measuring Comsumer
Perceptions of Service Quality. Journal of
Retailing, 74(4), 12-40.

Sheth, J. N., & Parvatiyar, A. (1995). Relationship
marketing in consumer markets: Antecedents and
consequences. Journal of the Academy of
Marketing Science, 23(4), 255-271.

Weiss, A, M. & Anderson, E. (1992). Converting
From Independent to Employee Sales Forces :
The Role of Perceived Switching Costs. Journal

of Marketing Research, 29(1), 101-115.



