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Abstract : The purpose of this study was to determine the effects of black consumers perception
of behavior on Emotional exhaust and ago resiliency among hair service experts. The 318
questionnaires for hair and beauty experts in Seoul, Gyeonggi Province and Jeollanam-do were
used as the final analysis data and were analyzed using the SPSS 26.0 statistics program. Analysis
method to analyze frequency factor analysis, reliability analysis, Correlation analysis, Multiple
regression analysis was performed. First, black consumers perception of behavior showed a positive
correlation with emotional exhaust, and  black consumers' perception of behavior showed a
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negative correlation with ago resiliency. the emotional exhaust and ago resiliency showed a negative
correlation with each other. Second, it was confirmed that excessive among the black consumer
factors affects has an effect on emotional exhaust. Third, it was confirmed that excessive and
Habitual among the black consumer factors affects on ago resiliency. Fourth, it was confirmed that
emotional exhaust has an effect on ago resiliency.

Keywords . Black Consumer, Behavior Perception, Emotional Exhaustion, Ago Resiliency, Hair
Service Professionals
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AgAe} o]S FdPst= AHA 7He] BAZLE A PATEL EFTUARTE ZIdelut AH| Ao
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Table 1. General Characteristics(N=318)

Gz Frec(qlligncy Perc(e;;)tage
Male 54 17.0
Gender Female 264 83.0
20's 42 13.2
Age 30s 48 15.1
40's 108 34.0
50 s or older 120 37.7
Assistant 20 6.3
Position Hair stylist 46 14.5
Supervisor 32 10.1
Manager 220 69.2
Not more than 1 years 12 3.8
Not more than 1~3 years 18 5.7
Service life Not more than 3~6 years 22 6.9
Not more than 6~9 years 38 11.9
More than 10 years 228 71.7

23. &¥ET 2 AR @R & SAETE SdAde]
2 d7ellA B4g 2Ae] Skl AgE SedeR el Ak

SAETE S WA, AR, A

ofgtEldd olgltt. AT FAH ARE o 2.33. Aoty

o 2 2 AFelA Aot e A5 SAste] A

8% A=A ST AFrdH

2.3.1. BAA5H P57} AFoA ARSRE Aot d Hxs AR 7
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B5A7 HEg AGAYT o] AN EEd 2

A% (Cronbach's @) ZHe AFHSA 801, 9124 oh 2 SAETE AR, FAA 271 sheladd
672, 719 783, TEA 824 Rusigry T deE dEo] Sl
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Foz FAEo] 9}, M &7, Aot A ABAS] qgt Tl
£ #lsty] fsto] @dEA(factor analysis)<
232, ANH 27 AN QR0 BHE ofd] WAL 71
B oqo] A 42S =A5s] 9jse] A TR A 52 o8t ®E&E HY
9 ZAETE ANA 12 By Rop w  WEPWAS wHSA I AR Edim 29
A %74 motste] ARt Fold 2  WFE

o] 4 kel A 9 A2 E mefst= Zlo|rh

A AdsTEY AR AEYA AlFE ‘?1_11_3?_7‘:_'— i ;
soci1a), m AW KASEA A dEEs
axlo] = (Varimax) 4]¢] 2w 3]4 (orthogonal rotation)
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Arstalon mEo] A4 adEAo A

HAGH A HEA] 4
QIRA Axto|ty, I A¥ KMO AL 874,
Bartlett X?=1772.660, p<{.0012 ZEHo] ZAA
I @RlEAo] AHEet Az Qlo] FjIElon 1
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79602 UERgT
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dolo, 1 Ayt KMO X4+ 742, Bartlett
X?=276.181, p{.0012 ZHEo| HAAY Qi
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Table 2. The verification of the reliability and validity of the Perception of Black Consumer

Behavior
. Component
Feisiion Queesitor Factorl Factor2 Factor3
Even if a defect occurred at the customer's own
negligence, it was hidden and requested for repair,  .802 299 156
exchange, or refund.
A customer has purchased and used a product(or
service), and then returned it pretending not to use = .757 210 117
it.
Deceptive ; . .
There is a pretend that a public visitor deliberately
made a defect on a product (or service) and = .697 216 249
requested an exchange or refund.
There have been times when a customer lied, "T did
everything else,/ and demanded a lot of  .564 .255 .183
compensation.
A customer has been pretending to take legal action 221 842 226
against an employee of the company.
Even if a customer has a customer has a small
defect, 1 have said violently that I would post it on
. . 211 815 178
the Internet if the company (or store) did not
. compensate.
Excessive ; . -
Even if the customer is small, there is a pretense to
protest against the company (or store), and demand
compensation by considering the amount of time and 388 = 218
cost to come here,
Customers have ever requested compensation at a 362 515 344
level of damage or higher.
Customers ' have repeatedly requested 022 357 790
overcompensation from a company (or store).
Customers were initially rewarded purely for the fault
of the corporate axis (or store), and then incentivized 286 175 776
to receive similar rewards for subsequent purchases of
. products (or services).
Habitual - -
After the public noticed that the rewards were
handled well for a specific part, I used it again after  .219 .207 705
this.
Whill a customer purchases a product (or service), it
has often been falsely compensated for a flaw of  .438 .040 579
similar content.
Eigenvalue 5.643 1.126 1.040
Variance(%) 47.023  9.384 8.668
Cumulative(%) 47.023  56.407  65.074
Cronbach's @ 187 .836 .796

KMO & Bartlett's test: KMO=.874, Bartlett’s test +“=1772.660(d~66, p<.001)
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Table 3. The verification of the reliability and validity of the Perception of Emotional exhaust

Factor Question Factor
Dealing with customers is both strength. 814
Emotional ex _Feeling emotionally exhausted from work. 187
When I go to work and think about doing a job roll. T lose 731
haust energy. o
It feels completely exhausted at the end of the day. .656
Eigenvalue 2.254
Variance(%) 56.362
Cumulative(%) 56.362
Cronbach's & 736

KMO & Bartlett's test: KMO=.742, Bartlett’s test +?=276.181(d~6, p<.001)

Table 4. The verification of the reliability and validity of the Perception of ago resiliency

. Component
Factor Question Factorl Factor2
I tend to deal with difficult things carefully. 743 134
I have good control over my emotions when faced
Controllability witﬁvdit%cult things. Y 121 044
I have good control over my emotions. 713 .069
I know how to deal with difficult situations. .706 194
I have a friend who can open heart to conversation. -.080 7193
Sociality I tend to lead conversations well. 167 738
Most of the people I meet regularly like me. .325 .697
Eigenvalue 2.616 1.308
Variance(%) 37.378 18.683
Cumulative(%) 37.378 56.061
Cronbach's « 716 .608

KMO & Bartlett's test: KMO=.763, Bartlett’s test +?=391.442(d~21, p<.001)

Table 5. Analysis of correlation between each variables

Black Consumer behavior Ago resiliency

Factor Emotional
Deceptive Excessive  Habitual exhaust ngﬁri%l}_ Sociality

Deceptive 1

Excessive 637" 1

Habitual 578" 600" 1
Emotional 193" o4 164" ]

exhaust

Controllability -2117" -.224" -.203"" -.158" 1
Sociality -.204"" -1717 -.228" -.124 306" 1

ETEY

p<.05," " p<01," " p<.001
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Table 6. Effect of the Perception of Black Consumer Behavior on Emotional exhaust

Dependent Independent

variable variable B SE g ! b r VIE
(Constant) 2.380 138 17.274 .000
Emotional Deceptive .061 .060 .077 1.029 .304 535 1.871
exhaust Excessive 118 .056 162 2.115 .035 Sl4 1.946
Habitual .018 .058 .022 .306 760 575 1.739
R=.234, R?=.055 ad/ R?’=046, F=6.071, p<000 Durbin—Watson 2.017
Table 7. Effect of the Perception of Black Consumer Behavior on controllability
Depe.ndent Indep_endent B SE y . > . VIE
variable variable
(Constant) 4.091 119 34.317 .000
Controll Deceptive -.050 052 -.072 -.967 334 535 1.871
ability Excessive -.101 .048  -.158 -2.084 .038 514 1.946
Habitual -.046 .050  -.067 -.928 354575 1.739
R=260, R?=.068 adj R*=059, F=7.579, p{000  Durbin-Watson 1.767
Table 8. Effect of the Perception of Black Consumer Behavior on Sociality
G | Weme | p | w5 o | w | 7|
(Constant) 4.167 126 34.317  .000
- Deceptive -.078 .055 -.107 -1.434 152 535 1.871
Sociality :
Excessive -.003 .051 -.005 -.061 952 514 1.946
Habitual -.119 .053 -.163  —2.256 .025 575 1.739
R=.245, R=.060 adj R’=051, F=6.657, p<000 Durbin—Watson 2.009
wog ehith web SUNAS 45 =904 AojRrlde] wA: d@el og dhEsAes
o2 WET & b thEEAddel INYT.  Adolth Sugn WEAzte] ATl B
A PeAZo]l FAA axwe] BA AellA A EASRE 260, BAASFR)E

o] F&ugle] WA AWele 55%= ek
of. E5 SARAO] Aol et B 2
B} F=6.071, p001 FzelA BAH Fofsi
Ueht sj914le] fag Aol Slsgct &
Afn] AFAge] AAH 23] mAE 2l
oRL BEA =162, t=2.115, p(052 A
4 golshl A AL Leryolnt.

il

-

3.2.2. S35 PFA|Zo] AtoferE Ao
ox& dF
Table 7, Table 8 2 E3:AFT PEx|Zo]

068, $A= R? 05982 Uehgon EHelo]
FTEHA mAe AYEe 6.8%F UERT
T3 3R] Ao ot B4R Axt
F=1.579, p<0015<=ollA BAA folstA vret
L} 3]94lo] §ast Agglo] Felx gt BaA
71 Pe|Zto] FAA A= glo2E It
A £=-.158, =-2.084, p<05°] BAA &9
st HA(-) dFES UErfoth 2t S8
1 PaAZo] zopEg gl F AR
H)z= gF] digt gFI AR Aol &
AAGH AR Zo] ALEAd] TANA rEA
BAS(RE 260, BHAFR)E 060, 3=
R’= 0512 yepgorn Educlo] F&Held
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Table 9. Effect of the Perception of Emotional exhaust on controllability
Dependent variable Indep - ndent B SE Via t p
variable
(Constant) 3.973 144 27.587 .000
Controllability Emotional 138 048 158 0842 005
exhaust
R=.158, R*=.025, adj R°=.022, F=8.076, p<01
Table 10. Effect of the Perception of Emotional exhaust on Sociality
Dependent variable s ¢ i B SE Vg t p
variable
(Constant) 3.970 152 26.034 .000
Sociality Emotional ~113 051 -124 2213 028
exhaust
R=.124, R*=015, adj R?=012, F=4.898, p<.05
3= AEE2 6.0%% UERET. Et oA A fFostA vEht gl o]l frajt Atmedol
39 7‘46350" gt E4kEA AW F~6.657, RIS AAA a7lo] ARl mlAl= a4l
pCO015ZoA BAZ GolatA Yeht 3|74 o2 g=-124, =-2.213, p<05 FFoAA 5
o] -rrflﬂ Az o] =it EAATH BF A FolstA FA(-) FFHS HEtdigich
Azl ARsde] wAE QiR AEY 4
——.163, =-2.256, p<052 EAA GoloA 2
(=) FFEe Uik 4. = 9|
3.2.3. FAALZI0] Aot o] w A= FIF 2 A= sloAH|adEZ T AEst <1F]
Table 9, Table 10 2 AAA AZlo] Zpoler St BEdAsT PESo| 1S9 14/\114 AZ 3}
ol iRt AR Aot WA ZAH Zolerzi o] oWt TEAAo] QA= =)
alo] Aopgtelde] FAGe] BANA o 12 &4act. ol9t e ANE =) AHdst H
FEAFRE 158, BRAFRIE 025, 7 gFo] ofd ofolgo] thedh wegh 7ot
H RAE 0228 dehgon] =gRicle] F5Hd  zhge gAY dde] olgee doslt Bz
of njx= AYHLe 25%=2 epyth ESH 39 9 PF2 AR AHEIEY] AHAR
mye] Agmko] digt #AEA Ax =8.076, 7} zfofeteE Aol gke mxi wWHololgte AL
p<0l FFA BAH FolstA vehd 374 Soldt 4= 9Jojty. B Aol qoke tiom) 7
ol Fa% A=l AUt FMH 2o =3
AVl mAlE 8Rl1CRE F=-158, =-2.842, A, sllojAuAdEZ7e] B BEA
pCO1 oM EAA frefsl F4(-) FF 7h A 47, orerEA 7ol Al pEAe
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