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A Study on the Improvement of Service Value in the Beauty Service Industry

— From the Viewpoints of the Service Profit Chain —

Yoon Oh-sun *

Abstract

The paper examines the importance of the employee settlement in the beauty service
industry to continuously making profits by establishing constant relations with customers.
It analyzes its respective factors and beauty service to figure out what kind of factors lead
companies to make profits by adopting the Service Profit Chain Model developed by
Heskett (1997) and others. According to this model, the quality of internal service is the
base factor for customer satisfaction and employee’s loyalty, which leads to the higher
productivity of employees and improvement of output quality. These cycles of internal
factors of company become the impetus for producing values of service. Higher value of
service brings customer satisfaction and contributes to improvement of profits by
establishing customer royalty.

In beauty service, service cannot be supplied without skilled employees. The values of
beauty industry consist of products of beauty technology and interactions between service
providers and customers. The role of employees influences the service and is an important
factor defining the quality of beauty service.

It is an important management agenda as one of corporate strategies for beauty
service company to make an effort to improve the settlement rate of employees in order to
provide the services concept. Employee’s satisfaction is important because the beauty
service is offered through one on one close relation.

Also, how the capability of employees is utilized and how employees are motivated to

provide customer oriented service remain unsolved.

Keywords
Service Profit Chain, Operation Strategy, Service Delivery System, Service Concept,

Target Market, Employee Settlement
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