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Abstract

Consumers 1n the hairdressing industry are increasingly demanding the
professional competence and service quality of hairdressers. It is also necessary
to continuously improve and improve the professional knowledge and service
attitude to meet the needs of consumers. Hairdressers must understand the
customers’ actual feelings to ensure competitive strength in the market, hence
achieving positive word-of-mouth communication and increasing customer
loyalty.

This study uses quantitative methods for data analysis, with professional
competence, perceived value, service attitude and word-of-mouth of the
hairdressing industry as the research topic to conduct a questionnaire survey.
The main subject of this study are the consumers of hair salons in central
Taiwan. By conducting questionnaire survey through the internet, a total of 260
questionnaires are collected. The collected questionnaires were then analyzed
using statistical analysis techniques such as reliability analysis, descriptive
statistics analysis, factor analysis and regression. The results show that
professional competence, perceived value and service attitude have a
significant positive impact on word-of-mouth. The research results show that,
in terms of differential analysis, customers of different genders have significant

differences in perceived value and word-of-mouth; there are no significant

v



differences between customers of different ages nor of marital status; customers
of different occupations have significant differences in professional
competence, perceived value and word-of-mouth; consumers of different
educational levels have significant differences in perceived value; there are no
significant differences in customers of different monthly salary; customers who
are selective in hairdressers have significant differences in professional
competence, service attitude and word-of-mouth. This study concludes with a
discussion of management implications based on the conclusion of the study,
and thus making suggestions to relevant industry.

Keywords: Professional Competence, Perceived Value, Service Attitude, Word

of Mouth
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