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Possibilities for Adopting a Management System in the Beauty

Service Industry
-From Perspective of Service Management Theory-

Oh-sun Yoon*

Abstract

The Market of the beauty service industry has been saturated. Higher
competitiveness in beauty shops, make service price lower. So the conditions make its
service quality lower. In addition, the turnover rate of employees is gradually rising and
become a major problem of management.

This paper aims to review theories of beauty service management especially service
management.

First, previous studies on service management are reviewed in order to understand
somecharacteristics of the beauty service industry. The first conclusion of this study
shows irreversibility of service product, instability of the quality, conservativeness of
service product, necessity of psycho therapy of beauty care and making with clients in the
process of producing service as the characteristics of beauty service.

Next, by adopting Normann’s “Service Management System” theory, a beauty
service management system theory is explored. As it can be induced from the
characteristics of beauty service, elements which decide the service quality are strongly
related to the capacity of employees who provide service. So, in this study, the author has
focused on the “Service Delivery System” among the elements of “Service Management
System”.

The Delivery process was analyzed using a Service Blue Print to find what roles
of employees are important, and why it is important in service delivery. By higher
variabilities of beauty service, specialities of employees affect in the quality of service.

In conclusion, this study argues the importance and significance of the role of
employees in the beauty service industry, and offers some suggestions for developing the
capabilities of employees and keeping them from resignation of their job.

Keywords:
Beauty Services Industry, Service Management System, Service Delivery System,
Service Blue Print

* Graduate School of Administration, Ritsumeikan University



