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Abstract

The purpose of this study was to identify the effect of skin care salons’ decision factors on
customer satisfaction and revisit intention during the COVID-19 pandemic. The subjects of
this study were 220 women in their 20s to 50s who reside in Seoul and the Gyeonggi-do
area and are users of skin care salons. The data was statistically analyzed using SPSS V.25.0
and detailed research results are as follows. For the analysis of this study, frequency
analysis, factor analysis, reliability verification, independent sample T-Test, one-way analysis
of variance, post hoc test, Duncan test, and regression analysis were conducted. First, as
a result of examining whether skin care salon decision factors during the pandemic have
a positive (+) effect on customer satisfaction, hygienic environment satisfaction and service
environment satisfaction, which are sub-factors of customer satisfaction, had a significant
effect on professionalism, kind service, and distance, which are sub-factors of decision
factors, and are independent variables. Second, as a result of examining whether skin care
salon decision factors during the pandemic have a positive (+) effect on revisit intention,
decision factors, which are independent variables, including professionalism, kind service,
price, and distance showed significant effects on human revisit intention, As for physical
revisiting intention, only kind service, distance, and professionalism showed significant
effects, while price did not have a significant effect. Third, as a result of examining whether
customer satisfaction during the pandemic has a positive (+) effect on revisiting intention,
the service environment satisfaction and hygienic environment satisfaction, which were
sub-factors of independent variables, showed significant results for human and physical
revisit intentions. In this study, service environment and hygienic environment satisfaction
were important variables for skin care salon decision factors. Professionalism and kind
service were important for human revisit intention. Therefore, overall service environment,
hygiene, and safety should be prioritized to increase revisit intention and efforts must be
made to retain and improve customer satisfaction
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