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Abstract

Regarding the current structure of the services sector in the Taiwan
economy, along with rapid economic growth and improvement, businesses in
the hair salon industry have to improve customer satisfaction by working on the
quality of services and employee skills in order to retain existing customers.

This study aims to investigate issues in relation to local hair salons’ quality
of services, employee skills, and customer value. Employing the questionnaire
survey method, this study chose hair salons in Central Taiwan as objects of
study and handed out a total of 350 questionnaire copies. 300 out of the 350
distributed questionnaire copies were returned, making an 85% questionnaire
return rate. Further, SPSS and IPA were used as instruments for statistical
analysis and analyzing sample data’s reliability and validity.

With research problems which extend from the three aspects including
quality of services, employee skills and customer value, this study employed
literature review and the questionnaire survey method, chose customers of hair
salons in Taichung City as objects of study, handed out a total of 350
questionnaire copies, collected 300 out of the 350 distributed questionnaire
copies, made a 85% questionnaire return rate, and used SPSS and IPA as
instruments to perform statistical analysis.

As indicated by research findings, (1) “quality of services”, “employee



skills” and “customer value” are the three main factors in relation to the level of
Importance that questionnaire respondents attach to hair salons and the level of
questionnaire respondents’ satisfaction, and there is a significant correlation
between each of these three factors. (2) Customers with different demographic
variables demonstrate significant difference in the level of importance that they
attach to the quality of hair salon services. (3) Customers with different
demographic variables demonstrate significant difference in hair salons’ quality
of services and post hoc experience. (4) According to results of IPA analysis,
variables in the quadrants “keeping the status quo”, “making immediate
Improvements” and “attaching importance to” enable businesses to invest in
right places with minimum capital and effectively improve customer

satisfaction.

Keywords: service quality, staff capacity, customer value
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