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Abstract This study analyzes service scape and esthetic labor, emotional reaction, coustomer behavior
intention that impacts skincare coustomers behaviors and extracts relationships of cause and effects.
Using 280 surveys were conducted to estheic shop visitors in Ulsan and Geyongnam area in recent 3
months. Using 257 surveys out of the 280 surveys, the writer did actual proof analysis. The data sample
is analyzed in multiple regression analysis using Statistical power analysis with 2.1 analysis. Then the
statistical processing is done with SPSS 21.0 and AMOS 21.0. It is proven that customer satisfactions from
that positive reactions also increase revisit intentions by creating positive ripple effects. Through
discoveries of structural relationships of predisposing factors of satisfactions in esthetic and revisit
intentions, this study extracts scholastic and operational implications to have positive impacts. Expanded
analysis is required in further researches with consideration of various age group and regional targets.

Key Words : Service scape, Esthetic labor, Emotional reaction, Positive reactions of the customers,
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Fig. 1. PAD model(Mehrabian-Russell,1974)
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Table 1. Survey Composition

A C D

Bitner(1992)
| s.h.Choi-g.wLIm-s.g.
Moon

(2015)

Tsaur,Luch &
Syue(2015) Likert
scale from 1~5

—h‘m‘ao‘zym @
AW W [O|Oo|m

Tsaur,Luch &
H Syue(2015) 6
j.y.Reu(2015)

Tsaur,Luch &
Syue(2015) 3
w.s.Jo(2015)

Scale of pretext

. 8
ratio

J g

A: Survey B: variable C: Contents D: Source E: Criterion F:
Number of questions G: Servicescape H: Aesthetic labor I:
Emotional reaction J: Coustomer behavioral intention K:
Demographical variable a: Cooperation environment b: Spacial
function c¢: Signal symbol and sculpture di Aesthetic
characteristics e: Aesthetic appearance and attitude f: Esthetic
norm g: Gender, age, education, marriage, economical status,
visiting esthetic shop, number of visits
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AEAE o83t 2H7] 71y 4] AREE SPSS 21.0
2 AMOS 21.02 EAofal oAzt dukd E42
Hie B4 WPHE0 ook Bl 7&EA BA519c)
ASnygo] x3tE W4 g A4S A5E
Al FAE QIR d B0l gRlEAo Agg B
Aoty 2y W M 7 BA JE+= Pearson A
A EAsttt. ASny H4s9] JudA 45
£ AMOS 21.0 °o]-&3}5ith.

o

4.1 ey £4

AT BAA EAY S8A A AXola &
65.3%, 30~39A1 33.7%, WA/E 78.0% ¥ &5
300~4009+ w9t 31.7%, AEZ 27.7%, € o]-&3
4 43] 61.3%% #=A Uttt S8R QI FAA
EAL Table 28 2t}

Table 2. General characteristics

A B C D
E Female 300 100.0
F Not married 68 22.7
Married 196 65.3

Others 36 12.0

G Less than 20 2 7
20 ~ 29 66 22.0

30 ~ 39 101 33.7

40 ~ 49 90 30.0

Over 50 41 13.7

H high school diploma 12 4.0
College diploma 21 7.0
University diploma 234 78.0
Master/P.hd diploma 33 1.0

Less than 100 2 7

100 ~ 200 64 21.3
200 ~ 300 84 28.0

300 ~ 400 95 31.7

400 ~ 500 55 18.3

J Student 2 7
Office worker 79 26.3

Service worker 34 1.3
Specialized worker 83 27.7
Self-employed 68 227
Housewife 34 11.3

K 1 10 33
2 22 73
3 84 28.0

4 184 61.3

A Category B: Variables C: Frequency D: Percent E: Gender F:
Marriage G: Age H: Education I: Monthly income(10,000won) J:
Occupation K: Monthly number of times visited

SUPEY] 7|e8A BEA4E3= Table 33
24 3237 "4 3.09SD 75), 3% B
3.50(SD 87), A5, 44 9 2P&F B 3.47(SD 78),
u]d E4 90l FF 3.75(SD 81), ul&d 3 89l F#
3.30(SD 72), u1¥ ¢ 9 Hx A% B 3.80(SD
67), 77gHrs Ht 3.42(SD 72), B o= Hi
3.56(SD 74)e]th.

Table 3. Descriptive statistics of measured

variables

A N Min Max Average B

C 300 1.00 5.00 3.09 .75
D 300 1.00 5.00 3.50 .87
E 300 1.00 5.00 3.47 .78
F 300 1.00 5.00 3.756 81
G 300 1.00 4.75 3.30 72
H 300 2.00 5.00 3.80 .67
| 300 1.00 4.80 3.42 72
J 300 1.00 5.00 3.56 74

A Variables B: Standard deviation C: Cooperation environment D:
Spatial function E: Signla, symbol, and sculpture F: Esthetic
characteristics G: Esthetic Norm H: Aesthetic appearance and
behavioral situation I: Emotional reaction J: Behavioral intention

2.1 YN EM0| ME B X0| 43

AR EAof| W AH|A A0 Lo 2folE gof
H7] 98 BALA(ANOVA)SHY 2= Table 4
oF Zrh. AH|A AAo]Z FRIHL vl oA Bt
3.11, A% 504 oldollA B 3.25, 3 AE A/
Z o|slollA] B 3.18, ¥ A5 300~4009+Y m|vk}
400~5005H mlgtolA B 3.11, FF AJH|AZ 0]
it 3.19, € o835 23] olsiolA Bt 3.252
7V =0 AlElA AA 0| RO] 71752 Hl oA
Bt 3.54, AF 504 ol Ht 3.62, B A/
Zo|l A B 3.53, € A5 300~4009H m|utoll A 3
T 3.54, AF AR OIA B 3.64, Y o835 23]
ojstoll Al Bt 3.74Z 7HF EUTE AH|A AAo]I]
A5, A 9 2PENA 718o0H B 3.48, AF
30~39A41014 Bt 3.50, sk oiA/Z0llA Bt 3.51,
4 A5 300~4007H¢ ulRtollA] Bt 3.48, 2 AH]
2Zo] Ht 3.50, 9 o|&3e= 4304 Bt 3.48%

7P 9k
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Table 4. Difference analysis of servicescape by general characteristics

A N B C D
Mean+SD F p Mean+SD F p Mean+SD F p
a 68 3.11+.75 3.54+.79 3.47+.81
E b 196 3.10+.76 .069  .933 3.49+.90 126 .882 3.48+.78 151 .860
c 36 3.05+.72 3.47+.85 3.40+.80
d 68 3.04+.76 3.44+.83 3.46%.84
e 101 3.10+.78 3.55+.90 3.50+.80
F f 90 3.06%.73 763 518 3.44+.88 616608 3.45+.78 187928
g 41 3.25+.75 3.62+.86 3.41+.68
h 33 3.18t.76 3.50£1.00 3.26%.71
G i 234 3.12+.74 2372 .095 3.53+.83 1.044 353 3.51+.77 1596 204
i 33 2.83+.79 3.30+.97 3.38+.92
k 66 3.05t.76 3.45+.84 3.46%.85
| 84 3.10+.82 3.49+.95 3.46%.90
H m 95 3.11+.70 097962 3.54+.84 162922 3.48+.63 028994
n 55 3.11+.74 3.52+.84 3.44+.78
o 79 3.04+.78 3.41+.84 3.45+.82
p 34 3.19+.86 3.41+.98 3.50+.80
q 83 3.13+.70 390 816 3.64+.86 946 438 3.48+.73 .033  .998
r 68 3.04+.75 3.46+.85 3.45+.78
s 36 3.13+.73 3.55+.88 3.46%.84
t 32 3.25+1.00 3.74£1.04 3.61+.99
J 3 84 3.17+.66 1.714 182 3.46+.78 1.408 246 3.38+.71 1.091 337
4 184 3.03t.74 3.48+.87 3.48+.78

A: Classification B: Cooperation environment C: Spatial function D: Signal, symbol, and sculpture E: Marriage F: Age G: Education H:
Monthly income(10,000won) I Occupation J: Monthly number of visits a: not married b: married c: other d: less than 30 e: 30~39 f:
40~49 g: More than 50 h: College diploma or less I: University diploma j: Master / PhD diploma k: Less than 200 I: 200~300 m: 300~400
n: 400~500 o: Office worker p: Service worker q: Specialized worker r: Self-employed s: Housewife / student t: Less than 2

Table 5. Difference analysis of aesthetic labor by general characteristics

B C D

AN Neantsp F post-hoce o nesD F post-hoce o nesD F post-hoce
omparison omparison omparison

2 68 3012 332168 300564

E b 196 376:83 167 846 331£74 093 911 38068 2305 102
c 36 375:87 3.26+73 3.60+61
4768370473 330473 390459
e 101 381:83 3.30+.74 3.84+69

Fo% w semms 971 407 Sopeys 1800 215 Sraegg 1810 271
g 41  385+79 351461 371464
h 3 s 76 81 338+76 382463

G i 234 377+79 1387 251 331470 599 550 38365 1596 204
i 33 35393 3.19+.81 3.61+79
K es 37174 330474 391460
| 84  375:92 3.24+.80 3.78+70

Hom o5 3giezs %7 784 3ase0 o) 628 376168 000 4%
n 55 36885 327478 3.76+66
o 380w 77 325480 393460
b 34 377:92 3.29+.80 3.85+63

| g 8 37777 472 756 327468 409 802 37374 1628 167
r 68  373:86 337470 3.69+64
s 36  358+79 3.39+60 3.85+67
3 674 98 308492 3580483

J 3 84 38+73 933 395 328+61 097 907 379+65 325 723
4 184  371:81 3.32+73 3.79+64

A: Classification B: Cause of aesthetic characteristics C: Cause of esthetic norm D: Aesthetic appearance and behavioral situation E:
Marriage F: Age G: Education H: Monthly income(10,000won) I: Occupation J: Monthly number of visits a: Not married b: married ¢: other
d: less than 30 e: 30~39 f: 40~49 g: More than 50 h: College diploma or less I: University diploma j: Master / PhD diploma k: Less
than 200 I: 200~300 m: 300~400 n: 400~500 o: Office worker p: Service worker g: Specialized worker r: Self-employed s: Housewife
or student t: Less than 2
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Table 7. Correlation analysis between measurement

B C

AN
MeanzSD F p MeanzSD F p

2 68 33/£65 361271

D b 196 344:75 251 77t 355:75 150 860
¢ 36 345:70 35678
468 3 U3 74 354+73
e 101 343:72 3.50+75

B § o0 33ge7a 09 8N sagry; 2 A2
g 41 351:66 3.70+67
h33 34t 74 376468

F i 234 347:68 4545 01 2)3 350£73 4856 008 1)3
| 33 307:86 322:82
K66 343174 354+.74
| 84 340:78 3.56+.82

G m o5 346163 T 9 35066 0% 973
n 55 34076 3.56+.76
079 3384 79 349+79
b 34 351£77 35678

H q 83 33971 671 61 35772 589 671
68 3.41:66 357+74
s 36 35865 3.71+68
30 343597 3704103

| 3 84 344:62 034 96 35961 784 458
4 184 3.42:72 3.53+.74

A: Classification B: Emotional reaction C: Behavioral intention D:
Marriage E: Age F: Education G: Monthlyincome(10,000won) H:
Occupation |1 Monthly number of visits a: Not married b: married
c: other d: less than 30 e: 30~39 f: 40~49 g: More than 50 h:
College diploma or less I: University diploma

j: Master / PhD diploma k: Less than 200 I: 200~300 m: 300~400
n: 400~500 o: Office worker p: Service worker g: Specialized

worker r: Self-employed s: Housewife or student t: Less than 2

variables
1 2 3 4 5 6 7 8
1A 1
2B 580 1
3C B4 B0 1
4D BI3* 5O4E 479%x 1
BE 523 BO7* 478+ BAgH 1
B.F 418 35grr 3700k 27Q%x  213%x
TG 680***  BAGTHF BODF  G20%*  G87F* 342%x 1
8.H  633*%  G25FHT BATRRR G37RR G128 2628 7174 1
**%: (001

A: Cooperative environment B: Spatial function C: Signal, symbol,
and sculpture D: Esthetic characteristics E: Esthetic appearance
and Behavioral intention F: Esthetic Norm G: Emotional reaction
H: Behavioral intention
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Table 83} Zt}.

Table 8. Conformity degree of research model

X x*/df  RMR RMSEA  GFI AGFI  TLI CFI

577.747

A (p=.000)

1423  .024 .038 892 869 976 .979

B p>.05 <3 <.08 <.08 285 285 285 285

A: Measured model B: Recommended amount

99 9848 B9 £ A7 29 A9
F3e 7H Aol 2A7 fick webd T
243 24 9 544 $94e ABsteon, 4
B34 Table 99 2t}

ol A Ow

Table 9. Statistical hypothesis testing result of
research model

A B C D t p SMC*
E .276 .289 .062 5.287  <.001 .756
F 129 142 .051 2549 011
G 124 127 .060 2485 .013
H 154 164 .049  3.118  .002
| 322 .336 .048  6.689 (.001
J .012 .01 .045 274 .784
K 190 .201 .064 2987 .003 677
L 131 145 .068 2234 026
M .041 .043 .067 714 475
N 215 232 058  3.719  {.001
0] 126 133 .061 2.084  .037
P -.089 -.083 062 -1.717 .086
Q .255 .269 .089 2861 .004

* SMC (squared multiple correlations)

Al Path B: Non-standardized coefficient C: Standardized
coefficient D: Standard error E: Cooperative environment—
Emotional Reaction F: Spatial function— Emotional Reaction

G: Signal, symbol, and sculpture—~ Emotional Reaction

H: Esthetic characteristics— Emotional Reaction

| Esthetic appearance and behavioral situation—~ Emotional
Reaction J: Esthetic Norm— Emotional Reaction K: Cooperative
environment— Behavioral intention L: Spatial function—
Behavioral intention

M: Signal, symbol, and sculpture—~ Behavioral intention

N: Esthetic characteristics— Behavioral intention

O: Aesthetic appearance and behavioral situation— Behavioral
intention P: Aesthetic Norm— Behavioral intention Q: Emotioanl

reaction — Behavioral intention

FAZANE AHEY, 13719 7Hd F= F 10719
BE7F FY5t9 2 H(p<0.05), 3/ ARE BAZHLR
FoJstA] ettt (p20.05). HA ﬂm}—o]] AL 1]
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71, vd B4, 1 g 4 EHE o] ¥FF
9o F+)9 FIFE wHt. &, 32, 3%,
n]3 E48Q1 181 u]F Qof ‘3-! B Ao 5
o] ZoMAH, BF w7t SISt E3L 5 o=
gt A& 67.7%CItHSMC=0.677).
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Table 10. Direct, indirect, overall effect analysis

A B C D E F G H |
J  Total .289%** 142% 127* .164** 335%** 011 0
Direct .289*** 142* 127* .164** 335*** 011 0
Indirect 0 0 0 0 0 0 0

K Total .276%* .182** 0.076 .274** 220** -.08 .259**
Direct .201** .145* 0.043 .232*** 133* -.083 .259**
Indirect .075* .037* .033* .042* .087* .003 0

***:5(0.001, **:p<0.01, *:p{0.05

A: Variable B: Effect C: Cooperative environment D: Spatial

function E: Signal, symbol, and sculpture F:

Estheticcharacteristics G: Esthetic appearance and behaviouralH:
Aesthetic norm |1 Positive reaction J: Emotional reaction K:
Behavioural intention
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