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Research on the Relationship between the Service Quality and
Customer Loyalty of the Hair Beauty Industry for the Silver Generation
With a Focus on Relationship Quality
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Abstract The silver generation in ouraging society will rapidly emergeas a new consumer group and the service
industry used by silver customers will develop going forward. The beauty service sector is one of the most needed
ones for the qualitative improvement of life forthe silver generation. In this research, ananalysis was conducted on
244 persons of the silver generation living in Seoul, in order to examine the factors affectingthe quality of the beauty
service for the silver generation and their relationships with customer loyalty. For the statistical treatment ofthe
empirical analysis, the SPSS 23.0 and AMOS 23.0 statistical programs were used. The results of the analysis showed
that the service quality perceived by the silver customers who used the beauty service had significant effects on trust
and flow, which are the relationship qualities, and that trust and flow had positive effects on customer loyalty. Also,
it was found that, in the relationship between service quality and customer loyalty, trust had mediating effects
onreliability, responsiveness, empathy, and assurance, and that flow had mediating effects on reliability,
responsiveness, empathy, assurance, and tangibility. The results of this research are significant in that they present
the basic data enabling the beauty industry to play an important role for the silver generation, under the present
circumstances in which the beauty service industry has minimal educational programs exclusively available for the
silver generation.
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Table 1. Validation results of the hypothesis

Hypothesis SET S.E. C.R. P Sig.
Reliability | — 149 | 098 | 2.583 | 010 | Sig.
Responsive 176 | 102 | 4.045 | 000 | Sig.
1S st
Empathy | | 159 | 037 | 3473 | 000 | Sig
Assurance | 134 .047 3.625 .000 Sig.
Tangibility] — 050 | 038 | 1429 | .153 |No Sig.
Reliability | — 189 | 081 | 4569 | .000 | Sig.
Responsive) 233 | 085 | 8.068 | .000 | Sig.

1ess Flow
Empathy | — 155 | 031 | 4400 | 000 | Sig.
Assurance | — 159 .069 3.824 .000 Sig.
Tangibility] — 134 | 032 | 2904 | 004 | Sig.
Trust | —|Custom| .755 | .028 |25.411| .000 | Sig.
er .
Flow | | ooyl 136 | 023 | 2818 | 006 | Sig.
Reliability | — 001 | 042 | 0053 | 957 |No Sig.
Responsivel | coml 144 | 044 | 3877 | 000 | Sig
ness
Empathy ﬂocfm 006 | 016 | 0367 | 714 |No Sig.
Assurance | —| oY 239 | 036 | 4163 | 000 | Sig.
Tangibility] — 010 | 016 | 0.604 | 546 |No Sig.

*

“p<.01, "p<.05, p<.10

Table 2. Indirect effect analysis of trust and flow

Direct effect |Indirect effect| Total effect S

Independant|parame M.
Variable | ter | POt | p | path pop o} Path
factor factor factor
Reliability .001 957 | .105 |.027 | .206 |.027
Responsiven 144 | 000 | 273 |.003| 417 |.000
ess Trust/ 830
Empathy | Flow | .006 | .714 | 268 |.004 | .274 |.001|"
Assurance 239 | .000 | 212 |.019| .441 |.000
Tangibility 010 | .546 | 225 |.011| .235 |.009

<01, " p<.05, p<.10

B AT E AR aEAT DS E] A oA
AF 9L Edel et misfads Zhz ol ] $lsted]
Baron & Kenny(1986)7} #|A]g+ Sobel-testS 2 A5}
on, B4 3= the Table 337 2t

Table 3. Sobel-test result of trust and flow

Indeg tenda aram Sobel-test Independant|paramet Sobel-test
Variable t-er |Z.value| P Variable -er |Z-value| P
Reliability 1.457 | .072 || Reliability 1.511 | .065
Responsivel 1575 | 057 Responsive 2309 | 020

s Trust Foss Flow
Empathy 3.925 | .000 || Empathy 3.466 | .001
Assurance 2.582 | .005 | Assurance 1.885 | .030
Tangibility 1.235 | .217 | Tangibility 3.143 | .002
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