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Abstract This study presents how the recognition of nail care shop's SNS information and nail care
service's quality affects to customer’s satisfaction, with 257 women who is aged between 20 and 50, with
survey. The recognition of nail care shop’s SNS information is comprised with understanding, utilization,
and loyalty. The recognition of nail care service’s quality is comprised with external service, internal
service, and the service attitude of employee. All the factors are verified with feasibility study and
reliability test. The information about nail care service can be found at the internet and SNS most. The
recognition of nail care shop's SNS information has positive effect with the satisfaction of SNS, and the
recognition of nail care shop's quality has positive relationship with the satisfaction of nail care service.
The various utilization of SNS service with systemic service attitude of employee can lead to positive effect
of promoting a nail care shop.
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Table 1. Demographic characteristics

Distribution Selection N (%)
20 123 (47.9)

Age 30 79 (30.7)

40 1 (16.0)

50 14 (5.4)

Seoul 128 (49.8)

Gyeonggi-do Province 59 (23.0)

Local Gangwon-do Province 62 (24.1)
Jeolla—do Province 6 (2.3)

Gyeongsang-do Province 2 (0.8)

Marriage Marriage 72 (28.0)
Unmarried 185 (72.0)

Job Here 194 (75.5)
None 63 (24.5)

High school graduation 20 (7.8)

University studies 18 (7.0

Final education University graduation 88 (34.2)
Attending graduate school 79 (30.7)

Graduate from grad School 52 (20.2)

(1.5 million won 31 (12.1)

1.5 million won-2.5 million won 95 (37.0)

Monthly income 2.5 million won-3.5 million won 78 (30.4)
3.5 million won-4.5 million won 26 (10.1)

»4.5 million won 27 (10.5)

{100,000 won. 90 (35.0)

Consumption for appearance 100,000 won-200.000 won 101 (39.3)
management 200,000 won-300.000 won 40 (15.6)
One month average 300,000 won-400.000 won 13 (5.1)
»400.000 won 13 (5.1)
Total 257 (100.0)
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Table 2. Reliability and feasibility analysis

otom Likert 54 A2 SIS A7 39| B4
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Separate. Factor name Numbgr of KMO p x? Cronbach's a
metrics

) Understanding information 6 .802

SNS Nail Shop Information utilization 6 0.823 000 535.209 816
Information

Information loyalty 6 .835

) ) ) Internal service 6 817

Nail service quality Outside services 6 0.863 000 664.351 781
recognition

Employee Services 6 .834

SNS Satisfaction. 8 .865 .000 715.959 .868

Nail service satisfaction 8 822 .000 908.378 891
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Table 3. Mainly used SNS according to demographic characteristics

o Mainly used SNS according Fisherx?
Division Select Blog Facebook Instagram Cafe Kakaostory ()
20 17(13.8) 36(29.3) 59(48.0) 8(6.5) 3(2.4)
Age 30 12(15.2) 21(26.6) 30(38.0) 13(16.5) 3(3.8) 73.202
40 6(14.6) 5(12.2) 4(9.8) 9(22.0) 17(415)  (0.000**%)
50 3(21.4) 2(14.3) 1(7.1) 5(35.7) 3(21.4)
) Marriage 14(19.4) 11(15.3) 17(23.6) 17(23.6) 13(18.1) 22.692
Marriage Unmarried 24(13.0) 53(28.6) 77(41.6) 18(9.7) 13(7.00  (0.000%*%)
(1.5million won 5(16.1) 12(38.7) 12(38.7) 2(6.5) 0(0.0)
1.5million won-2.5million won 11(11.6) 23(24.2) 38(40.0) 8(8.4) 15(15.8)
Monthly 2.5million won-3.5million won 13(16.7) 17(21.8) 23(29.5) 18(23.1) 7(9.0) 24.739
income (0.059)
3.5million won—4.5million won 2(7.7) 5(19.2) 14(53.8) 3(11.5) 2(7.7)
Y4.5million won 7(25.9) 7(25.9) 7(25.9) 4(14.8) 2(7.4)
_ 100.000won 9(10.0) 25(27.8) 24(26.7) 17(18.9) 15(16.7)
Consumption for
appearance 100.000won-200.000won 17(16.8) 22(21.8) 45(44.6) 9(8.9) 8(7.9)
management 200.000won-300.000won 10(25.0) 14(35.0) 9(22.5) 4(10.0) 3(7.5) (03‘(1)822*%
One month 300.000won-400000won 2(15.4) 3(23.1) 6(46.2) 2(15.4) 0(0.0) :
average %400.000won 0(0.0) 0(0.0) 10(76.9) 3(23.1) 0(0.0)
Al 38(14.8) 64(24.9) 94(36.6) 35(13.6) 26(10.1)

*p(0.01, **p(0.001
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Table 4. SNS utilization related to Nile Shop based on general characteristics

Divisi Select N Once Twice Once Every other  Fisherx?
lvision elec ° a week a week a month month (p)
20 34(27.6) 38(30.9) 13(10.6) 18(14.6) 20(16.3)
Ade 30 20(25.3) 15(19.0) 9(11.4) 21(26.6) 14(17.7) 42.064
9 40 0(0.0) 14(34.1) 3(7.3) 18(43.9) 6(14.6) (0.000***)
50 1(7.1) 1(7.1) 2(14.3) 9(64.3) 1(7.1)
Marr Marriage 15(20.8) 11(15.3) 7(9.7) 30(41.7) 9(12.5) 14.859
arriage Unmarried 40(21.6) 57(30.8) 20(10.8) 36(19.5) 32(17.3)  (0.004*
{1.5million won 19(61.3) 10(32.3) 0(0.0) 1(3.2) 13.2)
Monthi 1.5million won=2.5million won 11(11.6) 39(41.1) 8(8.4) 21(22.1) 16(16.8) 76.041
: v 2.5million won-3.5million won 13(16.7) 15(19.2) 10(12.8) 25(32.1) 15(19.2) © 060***)
income 3.5million won=4.5million won 9(34.6) 4(15.4) 6(23.1) 5(19.2) 20.7) :
>4.5million won 3(11.1) 0(0.0) 3(11.1) 14(51.9) 7(25.9)
{100.000won 21(23.3) 29(32.2) 3(3.3) 16(17.8) 21(23.3)

Consumption for 100.000won-200.000won 26(25.7) 21(20.8) 14(13.9) 26(25.7) 14(13.9) 20,941
appearance ~ .
management 200.000won-300.000won 5(12.5) 9(22.5) 4(10.0) 17(42.5) 5(12.6) (0.007+%)

One month average 300.000won-400.000won 2(15.4) 430.8) 2(15.4) 5(38.5) 000.0)

»400.000won 17.7) 5(38.5) 4(30.8) 2(15.4) 17.7)

All 55(21.4) 68(26.5) 27(10.5) 66(25.7) 41(16.0)

**p¢0.01, ***p(0.001
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Table 5. Places to get nail-related information according to general characteristics

Nail . . )
Division Select vV Internet or SNS Intrgduce magazines/ Don.t Fisher x
acquaintances get it (p)
Newspapers
20 1(0.8) 94(76.4) 25(20.3) 3(2.4) 0(0.0)
A 30 0(0.0) 57(72.2) 19(24.1) 2(2.5) 1(1.3) 19.298
9 40 5(12.2) 24(58.5) 12029.3) 0(0.0) 00.0)  (0.037%)
50 0(0.0) 10(71.4) 4(28.6) 0(0.0) 0(0.0)
Marri Marriage 6(8.3) 39(54.2) 26(36.1) 1(1.4) 0(0.0) 24.870
arage Unmarried 000)  146(78.9) 34(18.4) 422) 105 (0.000")
{1.5million won 0(0.0) 23(74.2) 7(22.6) 1(3.2) 0(0.0)
1.5million won-2.5million won 5(5.3) 72(75.8) 18(18.9) 0(0.0) 0(0.0)
Monthly - - 21.930
) 2.5million won-3.5million won 0(0.0) 55(70.5) 19(24.4) 4(5.1) 0(0.0)
income o o (0.057)
3.5million won-4.5million won 1(3.8) 19(73.1) 5(19.2) 0(0.0) 1(3.8)
4.5 million won 0(0.0) 16(59.3) 11(40.7) 0(0.0) 0(0.0)
{100.000won 4(4.4) 68(75.6) 18(20.0) 0(0.0) 0(0.0)
Consumption for 100.000won-200.000won 2(2.0) 69(68.3) 27(26.7) 2(2.0) 1(1.0) 2168
appearance ~ .
management 200.000won-300.000won 0(0.0) 29(72.5) 11(27.5) 0(0.0) 0(0.0) ©0.091)
One month average 300.000won-400.000won 0(0.0) 10(76.9) 3(23.1) 0(0.0) 0(0.0)
»400.000won 1(3.8) 9(69.2) 1(7.7) 3(23.1) 0(0.0)
All 6(2.3) 185(72.0) 60(23.3) 5(1.9) 1(0.4)

*p<0.05, ***p¢0.001
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Table 6. Considerations for selecting nail shops based on general characteristics

L Move Staff . Tax Service Fisher x?
Division Select distance technology Celebrity costs kindnesg (p)
20 16(13.0) 49(39.8) 5(4.1) 32(26.0) 21(17.1)
Age 30 11(13.9) 35(44.3) 8(10.1) 16(20.3) 9(11.4) 21.079
40 7(17.1) 24(58.5) 1(2.4) 7(17.1) 24.9) (0.033%)
50 1(7.1) 7(50.0) 0(0.0) 0(0.0) 6(42.9)
) Marriage 8(11.1) 41(56.9) 5(6.9) 11(15.3) 70.7) 7.509
Marriage Unmarried 27146)  74(40.0) 9(4.9) 44(23.8) 31068)  (0.113)
(1.5million won 4(12.9) 15(48.4) 4(12.9) 5(16.1) 309.7)
1.5million won-2.5million won 14(14.7) 45(47.4) 4(4.2) 19(20.0) 13(13.7)
Monthly 2 5million won-3.5million won 100128)  34(436) 101.3) 19048y 1a079) 12536
income - - (0.209)
3.5million won—4.5million won 6(23.1) 7(26.9) 3(11.5) 8(30.8) 2(7.7)
»4.5million won 1(3.7) 14(51.9) 2(7.4) 4(14.8) 6(22.2)
_ (100.000won 7(7.8) 51(56.7) 2(2.2) 23(25.6) 7(7.8)
Consumption for 100000won-200.000won 21(20.8) 33(32.7) 6(5.9) 25(24.8) 16(15.8)
appearance 200.000won-300.000won 5(12.5) 18(45.0) 3(75) 3(75) ners 27580
management (0.000***)
One month average 300.000won-400.000won 0(0.0) 9(69.2) 2(15.4) 0(0.0) 2(15.4)
»400.000won 2(15.4) 4(30.8) 1(7.7) 4(30.8) 2(15.4)
All 35(13.6) 115(44.7) 14(5.4) 55(21.4) 38(14.8)

*p¢0.05, ***p<0.001
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Table 7. Nail shopSNS information recognition and satisfaction according to SNS usage

Understanding Information Information SNS Information
Division Select N information utilization lovalty satisfaction
M SD M ) M SD M SD
Blog. 38 3.01 0.89 2.98 0.90 3.39 0.83 3.60 0.62
) Facebook 64 3.26 0.70 3.33 0.88 3.36 0.88 3.72 0.72
Meinly used Instagram ¢ 33 074 336 08 349 063 366 057
; Cafe 35 3.55 0.77 3.56 0.85 3.63 0.71 3.89 0.41
SNS according KakaoStory 2% 320 09 297 080 329 075 355 052
All 257 329 0.79 3.28 0.88 3.44 0.75 3.68 0.60
F(p) 2.417(0.049%) 3.160(0.015%) 1.137(0.340) 1.581(0.180)
Almost everyday 156 3.33 0.76 3.36 0.85 3.65 0.71 3.70 0.60
2-3 days a week 63 3.28 0.84 3.22 0.88 3.37 0.71 3.72 0.49
One month of Once/a week 17 345 083 349 065 355 048 3.80 0.49
SNS usage Once/two weeks 2 217 1.18 3.00 0.24 3.42 0.35 3.00 0.18
Once/a month 19 2.95 0.96 2.74 1.12 2.69 1.04 3.43 0.93
All 257 329 0.79 3.28 0.88 3.44 0.75 3.68 0.60
F(p) 2.202(0.069) 2.504(0.043%) 6.226(0.000***) 1.771(0.135)
Share information/information gathering 144 326 0.82 3.22 0.87 3.39 0.77 3.67 0.56
Personal information Upload 61 3.43 0.74 3.43 0.85 3.61 0.62 3.79 0.59
Purpose of Privacy Sharing 40 3.29 0.74 3.28 1.01 3.49 0.78 3.63 0.76
SNS promotion 8 3.00 0.53 3.48 0.61 3.08 1.05 3.58 0.49
Network formation 4 2.71 1.20 2.79 0.53 2.92 0.69 3.47 0.65
All 257 329 0.79 3.28 0.88 3.44 0.75 3.68 0.60
F(p) 1.374(0.244) 1.016(0.399) 1.938(0.105) 0.773(0.544)
No 55 3.12 0.97 2.98 0.98 3.34 0.86
! Once/a week 68 3.53 0.69 3.46 0.80 3.63 0.68
Nail shop related Once/two weeks 27 35 08 360 080 365 081
SNS tilization Once/a month 66 3.24 0.74 3.43 0.72 3.47 0.65
Once/two months 41 3.03 0.60 2.95 0.94 3.09 0.71
Al 257 329 0.79 3.28 0.88 3.44 0.75
F(p) 4.185(0.003*%) 5.562(0.000**%) 4.269(0.002%%)
*p¢0.05, **p<0.01, ***p<0.001
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Table 8. Nail service quality recognition and satisfaction according to nail shop usage

Internal Qutside Emolovee Senvi Service quality

Division Select N service services Py ces satisfaction
M SD M SD
Once/a week 15 3.39 1.02 334 0.78 352 057 3.55 0.53
Once/2-3weeks 48 3.61 0.72 341 0.81 3.75 0.69 3.87 0.55
Nail care Once/a month 65 352 0.58 364 0.62 3.85 0.63 3.85 0.58
Once/2-3months 84 3.74 0.58 3569 0.61 3.77 057 384 0.48
Once/6months-1year 45 327 091 3.68 0.81 3.61 0.86 357 0.74
All 257 3.56 0.72 3.65 0.70 3.74 0.67 3.79 0.58

F(p) 3.603(0.007*) 1.209(0.307) 1.295(0.273) 2.857(0.024%)
¢20.000won 60 3.58 0.83 3.60 0.80 3.62 0.66 375 0.60
20.000won-50.000won m 3.65 0.67 361 0.62 3.80 0.70 384 0.61
Monthly average nail 50.000won-100.000won 66 3.40 0.65 351 0.60 3.78 0.65 373 0.56
spending 10.000won-150.000won 8 3.63 0.63 375 0.64 367 063 375 0.47
2150.000won 12 3.44 0.87 2.89 1.05 3.67 0.69 3.81 0.46
all 257 3.56 0.72 365 0.70 3.74 0.67 3.79 0.58

F(p) 1.368(0.245) 3.296(0.012%) 0.821(0.513) 0.445(0.776)
v 6 3.56 0.40 328 0.81 3.14 0.69 342 0.33
Where 1o get Internet or SNS 185 3.56 0.74 361 0.64 3.77 0.64 382 0.57
) Introduce acquaintances 60 3.56 0.64 351 0.71 3.74 0.77 3.68 0.63
nail-related Nail magazines/Newspapers 5 35 132 230 120 360 015 203 022
information Don't get it 1 3.00 0.00 283 0.00 350 0.00. 3.63 0.00
All 257 3.56 0.72 3.65 0.70 3.74 0.67 3.79 0.58

F(p) 0.152(0.962) 5.272(0.000%**) 1.377(0.242) 1.515(0.198)
Move distance(Parking) 35 3.46 0.88 360 0.80 381 073 3.81 0.68
What to consider staff technology 115 3.56 0.68 367 0.58 3.77 0.69 3.83 0.57
when choosing a nail Celebrity(The chains) 14 393 0.64 339 0.66 3.86 0.33 4.09 0.35
Tax costs 55 3.58 0.65 340 0.75 3.65 0.68 373 0.44
shop Staff_service/kindness 38 347 077 344 082 369 076 3.60 073
All 257 3.56 0.72 3.65 0.70 3.74 0.67 3.79 0.58

Fp) 1.249(0.291) 1.958(0.101) 0.538(0.708) 2.198(0.070)

*p<0.05, **p<0.01, ***p<0.001
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Table 9. Nail ShopSNS Information, Nail service quality recognition, Correlation between satisfaction

Factor name M 1-1 1-2 1-3 2-1 2-2 2-3 3 4
1-1 Understanding information 3.29 1
1-2 Information utilization 3.28 A481%* 1
1-3 Information loyalty 3.44 A76%*  be4r* 1
2-1 Internal service 3.56 246**  370**  409** 1
2-2 QOutside services 3.55 266**  .280**  .326** 438** 1
2-3 Employee Services 3.74 214**  309**  352** B01** 455** 1
3 SNS Information satisfaction 3.68 A4B3**  A48b**  BH3** .b39** 3b4**  465** 1
4 Nail service quality satisfaction 3.79 303**  339**  350** .630** A99**  B43**  B29** 1
**p(0.01

Y|G4 SNS FHRlAo] Wik vA= dF2 &
A3t A3z Table 103} 2t |]24F SNS gHRIA]
29004 SETE WEEol= 7 A HHY FF
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T31]01A ey SNS F2 Ql4o] RHEIeo] fofgt

Table 10. The Effect of Nail ShopSNS
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2} SNSO] 28o] HolEAl the AT} Yert Ao

Information Recognition on SNS Satisfaction

Standardization

Indvzp;;rgtlj:nt ngsgslznt Non-standardized coefficient coefficient ¢ 0 DurtbSiZ;Wa
B Standard error Beta
(constant) 1.802 157 11.498 .000
Understanding Infqrmat.ion 146 .045 192 3.258** .001 2169
Utilization satisfaction 133 .043 194 3.087** .002
Loyalty 281 .050 .352 5.606%** .000

Adj-R?=0.368, F=50.759, p=0.000

**p¢0.01, ***p(0.001
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Table 11. The effect of nail service quality perception on nail service quality satisfaction and SNS
information satisfaction on nail service quality satisfaction

Non-standardized

Standardization

Indepgndent Depgndent coefficient coefficient t Durbin=
variable variable Watson
B Standard error Beta

(constant) 993 .160 6.204 .000

Internal service Nail service quality 297 .041 .366 7.299%** .000 2169
Outside services satisfaction 136 .041 163 3.354** .001 ’
Employee Services .335 044 .386 7.629%** .000
Adj-R?=0.555, F=107.305, p=0.000

(constant) 1.544 176 8.779 .000

SNS usage Information Nail service quality 608 047 629 12.909% 000 2.043

satisfaction Satisfaction

Adj-R?=0.393, F=166.630, p=0.000

**p¢0.01, ***p{<0.001
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