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Abstract

Taiwan’s new driving force for economic development is that the
hairdressing industry is also thriving. Consumers’ demands for quality of
service are gradually increasing, and hair salons have to keep up with the
improvements in all aspects. Therefore, in order to consolidate the number of
customers, the hairdressing industry must understand the actual needs and
feelings of consumers, increase the competitiveness in the market, have higher
service quality to achieve consumer satisfaction, and also hit a higher sales
performance. In this study, consumers from hairdressing salons in Taiwan were
chosen as the research subjects. Through a questionnaire survey on the Internet,
a total of 261 questionnaires were collected. The collected questionnaires were
analyzed by statistical methods such as independent sample T test, single factor
variance analysis and regression analysis to understand the professional
competence, innovation behavior and service quality of the consumers in the
process of customer consumption.

The results of the study show that in terms of diversity analysis, there is a
significant difference between the views of consumers of different genders on
professional competence and service quality; consumers in different marriages

have different point of view in professional competence, innovation behavior



and service quality. There are significant differences in the views of consumers
on the quality of services. Consumers of different ages have significant
differences in perceptions of service quality, and there are significant
differences in views in professional competence among consumers of different
levels of education. The difference in the average amount of money spent on
hair per month is significant for professional competence, innovative behavior,
and service quality; consumers with different frequency of visits within a month
have significant different views in professional competence and innovative
behavior. When consumers go to a hairdressing salon, their preferred
appointment methods differ according to the significant difference in
professional competence and service quality. There are significant differences
in professional capabilities, innovation behaviors, and service quality among
the different salons I use frequently. There are no significant differences in other
personal attribute variables. In regression analysis, professional competence,
innovation behavior, and service quality have a significant positive impact;
professional competence also has a significant positive impact on innovation
behavior. In the end, this study explores management implications based on the
findings of this study, and makes recommendations to relevant industry

practitioners for hair salon operators as a reference for future operations.

Keywords: Professional Competence, Innovation Behavior, Service

Quality, Hairdressing Industry
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S

A ez e R T s 4 (Transfer or Diffusion) > Are o3t R

JriEA B P A1 179 ¥ 2 o AHEE P PEE 0 T PR hilk
iy 1‘#7@& LR m B A AR TS a4 L1 4 0 A4 AR R
M EERERY T A s fTfrk 2 ¢ (Madjar, Oldham, and
Pratt, 2002; Shalley, Gilson and Blum, 2000) - £]:% # #7] » B A £]:3 4 o
E ¥ Hiv (Expertise) ~ £]:3 14 82 (Creative Thinking) % 1 1% ix 73% %
(Intrinsic Task Motivation) % & % #7% = > @A £ EF 2 1 FERHH
B A RFTF B (Amabile, 2012) o ¥ ¢+ Van de Ven (1986) . £]#74
AR ASER ZFRART FOEFF AT RRRY BHCHE

RNt SRS L TE TS R R B TN E
*

ETTRS

Bue BELHEG (284 R 93) F % & & 5t TRIFT, P

ZEIF AR AoBASRRITGT L R EEB A AR AL IR A
% A A EE o Fheufmig it b s iE 2 5% (Kleysen and Street,

2001) » B 4 flig 4 RAIRTHE & FlF 2 - 0 AT AIATR p TR A AR
Borriiplid 4 £F MAS IR 1% B2 2 MAHAL > &
BAFTH G AL HESEG e 7B LAl g F mHAIRTE
# (Amabile, 1996) -
Amabile (1988) * BRI cd 4 ~ % R HTT L] i 4 B (T4 4
ATH A RE R > X H EARB A ARTH L R F A E R A RN
¥
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WY 0 R R AL FHATH AR R A RT LAY FATER L
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BBE3 RERZTUT g B A DEIRTE S G (S e 7 5o
KA HRERRL Bp e hBEZESARMEL gl AR P e f)
AT P L R ERIEMINE T €Y H N fediTe T
Pk o

Westand Farr (1989) 22— # #-B " £137(7 5 | & &1 (F& #reup
BOARS 2P MY MAL AR A REATRE 2 F RATihE
oM GE £ B BRI T ey F R EE P B
Scottand Bruce (1994) #-z & "£13717 5 | BicAd 2 FEEOEZ 2 LA K
JRAR A O ME IR R T R gRHFE R Ed A PEF ST
B FILE LT BT R2 04 3 T o FIAERERS B2 A
43T EXHREF (Suspending) H 3 B R FEoo - KRN
Kleysen and Street (2001) %-% West and Farr (1989) {6 5§ >t i 4
TRIFTIR R SRR GEY BRI AR A A A RE AR L E

AE' éﬁ“ ‘:1 m]];; rgél' f«r ? 1}—3‘_5\: °

222 pIFFLIMES

STEAIATIE A KA GO (TR S MR 1 AIRTE 5 AR A
Y ER AEM G FEHE L RRARTE L rRER L PR

TR B K P H R AIFTH 2R G e F £ & 44 (Oldham and
Cummings, 1996; Amabile, 1988; Hirst, Knippenberg and Zhou, 2009) - v4 i
* B 4t John Kao & (T @AIR) 29 47010 a3 Fepp k> 27
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BANAHAFTRZPAS BHPA TR A AL
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)
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F_&

BHRACAF GG i 4 > FER AT RAILFR N AL

A H R Bk BE 3R 1B 0 AIRTHTA A R AL U BRI 4o b AR
L EEFTRRLL RS TR RRAEREY P F 2 ERF
RS RE rha Y g BV HIIRAE %ﬁ%iﬁﬁﬁﬂ%r
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Mot A EALE 1 AIATE B B RY i 6 o Sesp AIATHCE AT B
o AL RIS A R B R P F LR R
FoR@EATRIEILESL LSRIIRS Fhth

2.3.1 JRAFEFinT &
RIS AL p AR USR-S RRIRBER T 3

ﬁﬁmﬁ@@% FEETE RN R XA F LM AREL AT T A Gy U E

¥
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Pen@ B 11§ & ePRG% (Garvin, 1983) » Garvin (1984) % ‘g3 MR
izsr‘?p?frg'v”:ﬁ%:kg*g’ x‘«zﬁ,ﬂ gi\}aﬁfm,ufr, MmoA R LT E e
Hoffman and Bateson (2002) %—Fiﬁw’?ﬁ* &5 )RR EIRIR AR A
mA A LR ,T%iii FREE AT A
& T - ePPR A% 58 o Parasuraman, Zeithaml and Berry (1988) SERVQUAL

AR 0 kTR P r BRI A

BAEREHY ST Bips o f RS T ALY LBHEW 2 ) 7
iﬁﬁm%%ﬁﬁﬁﬁéi%ﬁﬁﬁﬁﬂﬁ’Wﬁ%?ﬁ{ﬁﬁﬁﬁﬁ

S TR S RS 2 S SR el ) i R
g o B B A TR i&ﬁiimﬁgﬁ%ﬁ%ﬁ—&$ﬁ§

ST REFEF PR RV R BRI R T
AP T bk BIRAEES R EEY C RBRET e F R E g scenik
FHRBESFT 7T Ligd - BRE TP RE2RBEFTE A D7 2 RIS
FEZFRAPEFFFH LR RBP L {oR BRI R L 1
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SPRFE 0 R R JRIRE R B L6 A F Rk - AR % (Crosby and Evans
and Cowles, 1990) = F]p* » K2 & (% 85) #IRAF&F L& 5 1 443 ¢

H

FAIRIEE R s S e SR TR BR e rene 5§

Feigenbaum (1987) 4p & = A &g & % 2 S AT &8 2 54
Juran (1974) 45 131 % K R H AT A s izﬁ‘?’dﬁ EA S R -
R s - R hp A RAE o8 ! £x 2 BT g P
FFERFERERLS SRR S SO RIBE T (Service Quality) IR 7
R eTh e XYL E AR AR S RIS IR R R R
BEE AR EHIRNP YRS IR ARG D R 0 S
SN FRRGH HIRBA IR A B 2 RY (R 92) &
PRI RG] | AR BB § 2 2 2 ke Bl R F¥ 0
FIRIFEARPF AFERGFE&EF o FIHF7E (X 104) 325 PRIFSF A 7

H T EF SPA > RS ATAZ W FERE X > RS Y FEF IR
P18 R

BERTIETARERET O BRI - REZWRHFT R
T FPRAR A 7 ot R K gFE > Oliver (1981) FPRIF&F 5 i
FE BN S m%%’fﬂ—g*ﬁi«#’iﬁ S Xedcast) B

Sivakumar, Li and Dong (2014) Ag % o4 epRix &5 F17 b ek & -
@%géil—%ﬁ%fﬁgﬁ”“%gL ERE E PRAR = 74 BT AR R
THSAE R A R o WIRBSFR T A ¥4 @ B o & Lehtinien and
mmmmqu)@#ﬁﬁ;ﬁmﬁ%?ﬁi%’&mﬁﬁﬁﬂ%éiﬁ
TR BIRIFEF X A G L LA M & F (Physical Quality) @ & F &8 cF3k 3
SRR - HMFE A S EHNRE FOFWAE S 2.5 # 5 F (Interactive
Quality) * & Z i)' # % 1 (FIRIF A | ch3 $o B T > #7dk S chPRAR I )
FORAT KRB R R 5 & B Tk o 3.4 % & F (Corporate
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Quality) * ¥+ £ ¥ 23 28 4 R R4 - PRIFA)EAp PRI £ R3] § 7 A
Ef-rﬂ‘% o X P]ze ( 95) # 4 Fﬁz}w%ﬁ’ﬂ;ﬁu L_/ﬂ ;}Z“Ll'ik#/l%:" 3
BETRED N EEE I I AT EY S EI ML F RIS

’Fﬁ‘o

232 RIrSE MY

HEAE (R 3) 8ARBEFL)FHER 12 BALE L T
PRABBALIS A 4 AT R B R L IE § BRI B B 2SR g
A (% 94) H ARG E T F ¥ P ARG KW R B4
SR R s RITETIRIE ST U FIRAAE R > LFEE A TR R
Vo kaEEEENE AR A TETAZRER o

Sasser, Olsen and Wyckoff (1978) #-FRix &8 7 11T ﬁ’!ﬁr} :
(1) =% 2 (Security) @ Bf £ 305 BPRIZAZY R I|X 27 G o
(2) - 3+ (Consistency) : PRIFRZ A LB M > T FFE E a2 7

cF R PRIEA R B SR T - Th p TR o

~=ie

(3) & (Attitude) © PRFFA R 1 IEpFAT L en{T 5 5 R & A7 3 AR o
(4) = E (Completeness) @ PRIFBHEEE iAo XA ¥ 2 o
(5) # &1+ (Condition) : PRA iv B W[ PRIi 14 F i) § F 7 K
D EIARR B o
(6) 7 1 (Availability) 1 = i ¥ = % iff % RIS -
Parasurman, Zeithaml and Berry (1985) # 3 JRi% & -4 F| & & 35
e TR
(M FPHEE: 2FFEPNFEE- RET > 0 AT HIRIFS T - T
(2) ¥ et (Responsiveness) © ¥ i f & iv & 4 fRA-B WPRIFF Ko
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(3) 25 iz {+(Competence) : njﬁ JRAA RHI R F R BRI F & 5
FAPM Ao HOR 4 R F R SRR
(4) #:171% (Accessibility) : PR%}'ﬁ.ﬁﬁf{&jx EEREY A a2 S
HPRF2 o
(5) A it (Corutesy) : JRAF 4 A R L L) F FHAMRY ~ § i A
EEEMHGAEL o
(6) & i 1+ (Communication) : iﬁ{é‘é ¥y ‘}{’ iﬂz it s BAEL L A T (RS eh
#2323 FR
(7) ¥ &1+ (Credibility) : # &= 4 PR FRB L L Z R 7 FE K
B R TR A M TR AR AR R FR RIS
BRI T AR
(8) % 21+ (Security) : & 3"}t # + =% 2> &KW o oA RIFX 2%
RETEHBL BT FH -
(9) 7 j#4f £ (Understanding/Knowing the Customer) : i’ % —‘ﬁ e
R R BT REGPRIAT A R e
(10) 3 254+ (Tangible): & FZPRFFEAZ? > F 518 § PRIF A R ~ £70F chsh-
T CEUEAPM TR FRETRF DL EERA C RE LR
HPRIEE E o
EEPF BB R LRGN TR GRAER
PRAZT KA B b p (LR > 3T E K 0 d WA PHAF B ER P nd
FoPRIRE T EREIL - AEIRBLY S FW T 0 5 TR B
FE MR E REE AR o 3 - D R A R kR o
£ 7 gk gk - R RS L B AP e b

FARI MR B ERZ AR AL FIRBE TR AR TR
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N ALY

LooF BRI 2 FIn IR B EERGE S HT AR
Jer ~BITRER CRBHAR (- B ) ~F YR AEH D T30
G AT ERSWABREEY FH N AL RF T R
VRIS N F F118ER % 4808 o

2. Py ®m e AL EN A CRIFTE R RS AR 51111
1348 » £ 213538 R % 3597 o

AT R R AR SRS N R G iR (T A TR A

FIL ARSIk m 2 T At LG 2 TR K -

1. & %54
AT 2B Ea 4
MATRBZREEN Z8ma X FprAmy 2 BEi4 & 575
¥oog TEEG TR EHEN | BHe o 53011 B -

\\\ﬁr

TRI¥ (R106) =g £ (X 105) 2 4p

AT 2ZRIFTEE ST IR~ (R 105) 2% (% 103) 2 4p
BATT RIEY 2 AR Bima S o Fp AT 2 #HART L R
A THEAE DTHERR CTHERE B o R 11
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3. PRAESEF
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FRFHE R SR A SRR FEREAPM Y 2 B A0 ST R
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SELHE

353 @ iE
AFETHYRED A BERBEE S ST 3N R E A
iy F RS BREE RS 5 - IR TB RN F AR AE
’%\%‘rm PRAFLREEN S PR RV R R RSN R AL
TR RS R R ORI O R FE O WER SR Y F At 5
R ER MRS LIRS ETF L fREEY o0 A
2 50 (A PTEEER X A 45 wdté * SPSS 18.0 it fic kR ka5 0 14
IR R HRE 2 REIE R A AR AR RFEFFANEPN T 2
A F g AER 0 B R4~ RIATE R S RS2 BiEG o
Cronbach’s o i& 4 % 5 0.860~0.893-0.917
0.883 -
FoXAEANEZAR O NERFIWRSYFEIAEHTE A
EALYF > pAR 106F 117 18p 2 2K 106 # 11 * 27 p 2 &
10 % > % R EAE 0 2w iT 267 i» > PItg 6 i @2k & > & id 1
T 261 i» 3 22k & 5 2B E v ¥ 97.75% o
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R EN Q0T R ERFATFERVZEORATAMMRE P H EAR
§ RS -

b

ok

SRt i)
ﬁn%ﬁﬁ% R ERR A DGR RBEEIFERY R F 2B
AERIREE A AT FRFEAT P ¢ s o Tk

363 W2H+d T T ~HEFFRRA &AL
brfd TRLrE 7]+ SR 47 228 % Tof2 v i 3B
ﬁﬁﬁ FRIFNFEFZRFSFEFL L LTFPELE S KRR A TR
Fo(@ G R S BRI KT R CF T T
BT AP s KBMR (- B P )~F 0 B A EH Y TE5 s AT
FRVAFRPF RGO N RF PTG R B R )Y
R EREATPE A FEALAR S BREL TRt o AT
%ﬁ?ﬁﬁﬁﬁﬁlk?ﬁTﬁ§Wﬁ’%ﬁ”“ﬁﬁﬁg 2 %

/%’,E

27



LFGFHFLE T TR 2 RRE (5) ML BIE
N RREEAT KRR FHRLSF LTS EFFLE
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B i@® N AR 2 Cronbach’sa B kRS £t 4 ~ 13717 5 ~ JRT*
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