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ABSTRACT

Employees with good competence are always able to enhance service quality. Employee
competence and service quality as two elements of customer value, to verify what customers
think on these two elements, this study conduct an empirical study by collectingdata from 350
questionnaires of hair salon employees. Using SPSS as a tool, the analysis includes
differential analysis and IPA analysis. The results show:(1) Two major factors of customers
impression and satisfaction are "quality of service in hair salon™ and "staff capacity”, and
there is a significant correlation between the two factors; (2) there are significant differences
onthe emphasis of service quality across different customers demographic variables; (3) there
are significant differences on consumers post-hoc experience of service quality across
different customers demographic variables; (4) the result of IPA analysis shows that a proper
investment in three quadrants variables:retaining the status quo, immediate improvement and
attaching importance is the most effective approach to improve customers satisfaction within
the least money.
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