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Abstract

Purpose: This study aims to explore the service improvement and marketing strategy to measure the effect of the DISC
(dominance, influence, steadiness, conscientiousness) behavior type of hair salon workers on service quality and
marketing. Research design, data and methodology: 236 responses were analyzed by distributing questionnaires to hair
salon workers through SNS. Factor analysis and reliability analysis were applied and the influence of job factors on work
satisfaction and turnover intention, and the statistical significance of the DISC behavioral type adjustment effect verified.
Results: First, among the general characteristics of the survey subjects, the most common respondents were women and
interns in their twenties, with less than four years of experience and less than three years of work experience on site.
Second, the working environment, employee relations and compensation policies caused by work-related factors have
shown a major influence on work satisfaction. Third, the working environment and human relationships among the job
factors have an impact on turnover intention. Conclusions: The working environment, human relations, and compensation
system derived as job factors had a crucial effect in service quality and marketing on job satisfaction, and among job
factors, working environment and human relations had a significant influence on turnover intention.
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a crucial factor of which can affect the firm sales (Thi &
Nguyen, 2020). Currently, the beauty service industry has
subdivided and specialized into hair, makeup, nail care, and
skin care (Yoo & Park, 2020). Among them, the hair beauty
industry occupies the largest area, and the government is

1. Introduction

Customer Satisfaction (CS hereafter) is considering as

1 First Author. Professor, Department of Beauty Cosmetics Science College
of Bio Convergence, Eulji University, Korea. Email: yjso@eulji.ac.kr

2 Second Author. Researcher, Department of Beauty Cosmetics Science
College of Bio Convergence, Eulji University, Korea.
Email: jean7908@naver.com

3 Third Author. Professor, Department of Healthcare Management, Eulji
University, Korea. Email: yuzin@eulji.ac.kr

4 Fourth Author. Professor, Department of Chemical & Biological Engineering,

Gachon University, Korea. Email: leews@gachon.ac.kr

5 Fifth Author. Professor. Department of Graduate School of Business, Kyung
Hee University, Korea. E-mail: daisy7ka@naver.com

6 Sixth Author. Professor, College of Health Industry, Eulji University, Korea.
Email: retail@eulji.ac.kr

7 Seventh Author. Professor, Department of Health Care Management,
Catholic Kwandong University, Korea. Email: leokwonl@cku.ac.kr

8 Corresponding Author. Professor, Department of Health Care Management,
Catholic Kwandong University, Korea. Email: smart609@cku.ac.kr

(© Copyright: The Author(s)
This is an Open Access article distributed under the terms of the Creative Commons
Attribution  Non-Commercial License (http:/Creativecommons.org/licenses/by-nc/4.0/)
which permits unrestricted noncommercial use, distribution, and reproduction in any
medium, provided the original work is properly cited.

actively supporting the advancement of the beauty industry
as an institutional device for fostering it as an export and
tourism industry (Jang & Jung, 2014). Beauty management
is an outward expression method to give confidence in
interpersonal relations and to deliver good impression (Jung
& Moon, 2018). Today's hair salons do not only provide
professional hairdressing techniques and facilities, but also
satisfy psychological services in all processes of
communication with customers and reaching results. This is
because hair beauty services are not just value payments
and product purchases (Yoo, 2015). Providing customized
services that increase customer's internal and external
satisfaction not only affects customer revisiting, but also
introduces them to relatives and creates new customers in a
favorable atmosphere. It can be looked that the
management of human resources for the employees who
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implement these services is concerned to the management
performance of the hair salon. In most organizations,
human behavioral types appear differently according to
individual members' thinking, emotions, and behavioral
characteristics, and these behavioral types classified into
similar types. Human personality traits and behavioral
patterns have studied since ancient times. Hippocrates
defined four temperaments, and Carl Jung focused on the
characteristics of individual perception and judgment,
introverted/extroverted, emotion/intuition, thinking
/emotional, perception/ Classified in the form of judgment
(Chun et al., 2016).

Personality refers to an individual's intrinsic quality or
character and represents a specific form of behavior with
respect to the environment (Lee & Kim, 2007). As these
behaviors repeated one by one, they have a tendency and
comes out naturally from the living environment, which
called a Behavior Pattern or Behavior Style (Jo & Yang,
2018). Humans act in the form of DISC according to how
they perceive the environment and how they perceive their
individual strength in the environment (Bang, 2017).
Human beings act as a DISC according to how they
perceive the environment and how they perceive their own
strength in that environment. Recognition of DISC behavior
patterns can use as a strategic tool for maximizing work
performance by discovering individual behavior types and
strengthsin the workplace, providing information on
priorities and preferences of work. You can also learn how
to understand co-workers who have different priorities and
preferences, and how to get along with them, so you can
build effective relationships with co-workers and improve
the quality of work.

Beauty service contains mental stability effect for
successful decrepitude and confidence improvement instead
of changing external management, pursuing beauty trend
simply (Jung & Moon, 2018). The hair salon is a labor-
intensive industry with high dependence on human
resources, and human-power is the most important
management target. In order to be competitive in the same
industry, it is necessary to secure excellent human-power
and increase qualitative and quantitative productivity
through efficient management of members (Park & Rhee,
2015). In addition, it is worth paying attention to the
research results that the personality characteristics of
organizational members can have a significant effect on
service orientation, job satisfaction, and job turnover in
order to maintain a higher customer service level and stable
human power (Park et al., 2019). The reason job
satisfaction is important is that dissatisfaction with the job
can lead to voluntary turnover, and the will and willingness
to perform the job as much as the employee's job
competency and competency are necessary to create a job
outcome(Kwak, 2012). In addition, frequent job

changeovers can lead to increased wages and customer
service dissatisfaction due to competitive recruitment for
hair salons

It can negatively affect both labor and management as it
can weaken the willingness to invest in long-term
investment in Korea (Youn & Jeon, 2019).

Until now, research on human resource management
through analysis of DISC behavior patterns in various fields
is steadily attempted. The effect of emotional labor of hair
beauty workers on job stress and stress coping methods, but
on job satisfaction and job turnover according to the DISC
behavior type based on the meaning of human management
in the hair salon field. Research is still insufficient.
Therefore, this researcher examines the effect of the DISC
behavior patterns of hair salon workers on job satisfaction
and turnover intention, and provides basic data for efficient
improvement in the management of human resources in the
hair beauty industry. We intend to contribute to the
development of the industrial field. Thus, service managers
might find these results useful in preparing their work force
for the increasing use of frontline technology in service
settings (Christ-Brendemilhl & Schaarschmidt, 2020).

2. Literature Review

2.1. The Concept of
Management

Hair Industry and

Since human history started, the beauty desire had
become the basic instinct and raw thing of humanity and it
had built in various aspects through the age (Jung & Moon,
2018). Looking at the status of beauty service startups,
representative beauty salons can be classified into private
shops, medium-sized franchises, and local brand shops (Lee
& Park, 2015). The hair salon is a commercial space where
hair designers use hair as a material to express their artistic
sensations along with professional hairdressing techniques
to bring out internal and external satisfaction of customers
(Park & Rhee, 2015). In this area, hair care products are
main emission source of cyclic siloxanes in indoor
environments at the hair salons (Tran et al., 2018). Hair
salons, which referred to as hair salons, are spaces where
beauty services provided, and are a service business that
assists in daily activities that are inevitable while living in a
civilized society (Lee & Park, 2015). The beauty service at
the hair salon is to provide hairstyle related services such as
shampoo, cut, perm, color, scalp and hair care to customers
who want to increase their emotional satisfaction and self-
esteem by satisfying their aesthetic needs. In terms of
dealing with part of the body, face-to-face is essential, and
because the time for contact and interaction with customers
is longer than that of other service industries, quality
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control of the human service provided is important. In
addition, since the non-technical services of hair salon
human resources affect the customer's feelings toward the
company, the attitude, appearance, and communication
ability of the service provider also play a large part in the
competitiveness of the company (Moon et al., 2019).

2.2. The Behavior Type of DISC

Behavior can define as the internally coordinated
responses (actions or inactions) of whole living organisms
(individuals or groups) to internal and/or external stimuli,
excluding responses more easily understood as
developmental changes (Milne et al., 2019). In consumer
behaviors, attitude is a positive or undesirable tendency of
an individual toward an object (Yang & Ahn, 2020). The
DISC behavioral theory  suggested by John Geier's
research team (2011) in collaboration with Carlson
Learning Company in 1928 based on the theory of William
Marston, a professor of psychology at Columbia University
in the U.S., and is a tool that was developed by John Geier's
team (2011) in collaboration with the Carlson Learning
Company. There are four different criteria for disconnection
of DISC behavioral types. First, the speed of action. If you
look at a person's behavior, there are types of behavior that
are quick and thoughtful. Type D and type | considered
quick to act, and type S and C to consider. Second, the
priority of action. It means work-oriented or people-
centered, and people-centered types have a lot of interest
and expression in relationships with others. Work-oriented
types tend to value goals and plans and practice them.
Based on these criteria, Type | and Type S are people-
centered, Type D and Type Care work-centered. Third, it is
the perception of the environment. Types D and C are
considered hostile to the environment, types | and S are
considered favorable. Fourth, self-awareness of the
environment. Type D and type | tend to see the environment
as self-contained, while type S and type C tend to perceive
themselves weaker than the environment (Kim, 2011).

2.3. Job Satisfaction

Job Satisfaction regarded as a pleasant and positive
emotional state that an individual has by evaluating the
difference between actual experiences and expectations
about their job (Locke, 1976). Job satisfaction is the result
of different factors, among which working conditions play
an important role (Diaz-Carrion et al., 2020). However,
when customers observe low interaction among employees,
they are more likely to see the employee as an individual
(i.e., apart from the group)(Chae, 2020). It is personal
satisfaction of their job that include cognition of job
involved elements (Kim & Kim, 2020). In other words, it
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refers to the satisfaction of an organization member's job or
job environment, and the sense of achievement through the
job, recognition and positive feedback on performance and
positive perception of self-growth through the job related to
job satisfaction. Customer satisfaction can lead to consumer
purchase intentions and purchase intentions have a direct
impact on purchase behavior (Lee & Lee, 2017; Yoo &
Park, 2020).. Beauty shop services often rely on individuals
for service quality management in the entire process of
customer service, treatment, and counseling, and securing
an organizational member with excellent job competency
becomes the direct competitiveness of the company.
Satisfaction level can be an important criterion for
evaluating an organization's performance and smooth
operation (Kim & Lee, 2018).

Speed of action—fast

Sell=consciousness lor the environment=strong

I Type

C Type S Type

Self-conscious abol ironment — weak

Source: Bang(2017)
Figure 1: The Behavior Type of DISC

2.4. Turnover Intention

Turnover means to give up being a member of one
organization and secede from it (Lee & Lee, 2017).
Having turnover intention does not mean that an employee
will resign, but implies a thought of doing so (Wang et al.,
2020). Turnover means ending your current job or trying to
change your job, ending your employment with the
employer. Mobley (1977) defined a job change as a
voluntary movement that terminates membership in which
an individual receives monetary compensation. It defined as
including all service and physical abnormalities. Turnover
Intention is to be the state of psychological reactions or
thoughts of individuals who want to leave without being
satisfied with the organization. When the needs of the
organizations and individuals to which they belong are
unbalanced, turnover occurs, and workers move to places
where they expect better wages, promotions, and working
conditions. Vandenverg and Nelson (1999) stated that the
intention to turnover was to consider the possibility that
individuals subjectively would completely depart from the
organization at a certain point in the future.
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3. Research Methodology

3.1. Research Hypothesis

This study established a hypothesis that job factors
influence job satisfaction and turnover intention, and
established a hypothesis to verify whether the DISC
behavior type acts as a moderating effect on each
hypothesis. 8 hypotheses were established: 3 hypotheses on
the relationship between job factors to consider and job
satisfaction, 3 hypotheses on the relationship between job
factors and intention to turnover, and 1 hypothesis on the
moderating effect of the DISC behavior on job satisfaction
and intention to turnover.

H1: Job factors will affect job satisfaction.

H1-1: The working environment will affect job satisfaction.

H1-2: Human relationships will affect job satisfaction.

H1-3: The compensation system will affect job satisfaction.

H2: Job factors will affect turnover intention.

H2-1: The working environment will affect the intention to
turnover.

H2-2: Human relationships will affect the intention to
turnover.

H2-3: The compensation system will affect turnover
intentions.

H3: In the process that job factors affect job satisfaction,
the moderating effect of DISC behavior patterns will
appear.

H4: In the process where job factors influence turnover
intention, the moderating effect of DISC behavior
patterns will appear.

<Job Factor>

Waorking — — Job satisfaction
environment — L

- =
‘ Compensation }__ R Job change

system

DISC Behavior Lype

Figure 2: Research Model
3.2. Research Design

This study is an analysis on the effect of DISC behavior
patterns of hair salon workers on job satisfaction and
turnover intention. To this end, a self-written questionnaire
distributed for hair salon workers through SNS. The survey
period conducted for 15 days from April 27 to May 11,

2020, and 236 copies used as analysis data.

The questionnaire was composed of optional questions
for 12 questions as a general characteristic of the study
subject, and the job satisfaction questionnaire consisted of 8
guestions on work environment, 8 questions on human
relations, 5 questions on compensation system and 7
questions on overall job satisfaction, etc. It consisted of 28
questions.

There are 7 questions to find out the intention to
turnover, and the DISC behavior type is a total of 32
questions based on the previous research questionnaire of
Shim and Oh (2016). Configured. All questionnaires except
general characteristics used the Likert scale. For job factors,
job satisfaction, and turnover intention, the Likert 5-point
scale (1 = not at all, 2 = not, 3 = normal, 4 = usually, 5)
=very yes), and the Likert 4-point rating scale (1=not at all,
2=mostly not, 3=mostly yes, 4=very yes) regarding DISC
behavioral patterns.

3.3. Measurement of Research Results

This study analyzed the collected data using the
statistical analysis program IBM SPSS 23.0 package
program. For the analysis of general characteristics, a
frequency analysis performed, and factor analysis
performed to verify the reliability of the questions
constituting job elements, job satisfaction, and job turnover
intention and the validity of the measurement tool. For
factor analysis rotation was used, and when the Cronbach's
a was 0.6 or higher, it was considered that the internal
consistency between the questions was reliable. In addition,
the five factors obtained related between constituent factors
through Pearson's correlation analysis. Multiple regression
analysis can be assessed the effect of job factors on job
satisfaction and job turnover intention. In multiple
regression analysis, since the R2 value tends to enhance as
the number of independent variables increases, we accepted
the recommendation of previous studies that it
recommended to judge the model fit with the adjusted R2.
After hierarchical cluster analysis to classify the DISC
behavior type of the survey target, the final cluster was
classified using K-means cluster analysis. Multiple
regression analysis revealed for each of the four types to
determine whether the DISC behavior type had a
moderating effect in the job element affecting job
satisfaction and turnover intention.

4. Research Results and Discussion

4.1. General Characteristics of Survey Subjects

In Table 1, by frequency analysis of the general
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characteristics of the survey subjects, there were 192 7 years or more to less 34 14.4
women (81.4%) and 44 men (18.6%). The age range was than 11 years )
148 people (62.7%) in their 20s, unmarried 187 people 11 years or more 39 16.5
(79.2%), the final education was 84 high school graduates Fixed salary 104 4.1
(35.6%), and 106 people (44.9%) in Gyeonggi at work. The Wage incentive 74 ~
rank is 76 interns (32.2%), the beauty career is 89 (37.7%), type P —— - a5
the form of salary is incentive (capacity level) 74 (31.4%), Xed saaly T incentive -
service period is 1-3 years 84 (35.6%), the workplace Less than 1 year 82 347
location was the highest with 108 people (45.8%) in 1ye%§; g‘o';:g less 84 35.6
apartments or shopping malls, and the number of regular 3 years or m):)re > loss
0 Workin
workers was 11 or more (118 people, 50%). periodg than 7 years 45 19.1
. _ . 7 years or more to less
Table 1: General Characteristics of Survey Subjects than 11 years 14 5.9
(N=236)
— Percent 11 years or more 11 4.7
Division Type Frequency (%) Downtown 95 40.3
Female 192 814 Apartment or mall 108 45.8
Gender Work - -
Male 44 18.6 location Residential area 23 9.7
Twenty 148 62.7 Department store or
10 4.2
Thirty 54 229 hypermarket
Age Forty 27 11.4 2t03 people 28 11.9
Over fifty 7 3.0 Eull-time 4 to 7 people 43 18.2
Single 187 79.2 worker 8-10 people 47 19.9
Marriage Married 40 16.9 11 or more 118 50
Other 3.8 Sum 236 100
Less than high school 0.4 . . o
High school graduation ” 35.6 4.2. Measurement of Validation and Reliability
Enrolled in or graduated -
. from a junior college 83 35.2 4.2.1. Reliability
Education : :
U”'Versg'g;ﬁ?f:”ce or 55 23.3 Reliability verification refers to finding out whether
orad ool there is a possibility to obtain the same measurement value
ra “";‘\tighsgr ootor 13 5.5 if measurements repeated for the same concept. In general,
seoul % 1 Cronbach's alpha coefficient is used as a reliability
eou : verification method, but if it is more than 0.6, it is
Working Gyeonggi 106 44.9 determined that there is a reliability. Looking at the
area Gangwon 18 7.6 Cronbach Alpha by research variable as indicated in Table 2,
Other 22 9.3 among the three job factors, work environment was 0.870,
Intern (Assistant) 76 322 human relations were 0.810, and the compensation system
Junior designer 18 76 was _0.894. Job satisfaction was 0.887 and _turnover
- intention was 0.858. The Cronbach alpha value is 0.8 or
Designer 71 30.1 . .. X
higher, so it is reliable.
Rank )
Middle managers (Team 33 14.0
Leader, Vice manager) Table 2: Reliability Verification
Administrator(Manager, 38 16.1 o Number of Cronbach
Salon manager) ' I questions alpha
Less than 1 year 31 13.1 Working environment 8 0.870
Job - -
1 year or more to less 80 377 factor Relationships 8 0.810
Career than 3 years ' Compensation system 5 0.894
3 years or more to less Job satisfaction 7 0.887
than 7 years 43 18.2
y Job change 7 0.858
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4.2.2. Validity and Reliability of Job Factors

Table 3 is the result of factor analysis to evaluate the
validity of the job factor question. Since the Bartlett test
value is ¥*>=1889.686 (p=.000), there is enough correlation
between the variables to form a factor, and the KMO value
is 0.884 as a result of checking the sample fit of KMO.
After excluding four items, such as relationship with boss,
relationship with owner, respect of boss and colleagues,

Table 3: Factor Analysis by Job Factor

reaching wage target', which showed low factor loading
value, the factor loading amount was all 0.5 or more and the
intrinsic value was 1.0 or more. It analyzed that 62.024% of
the total variance explained and validity secured. The
analyzed factor 1 was named ‘working environment', factor
2 was named 'human relations', and factor 3 was named
‘compensation system'.

Division Factor 1 Factor 2 Factor 3
| think the management of fringe benefits is appropriate. .780 .399
| think the workload is adequate. 779
| think the holiday and vacation system is appropriate. 741
The current salary is satisfactory when compared to the same 687
Factor1 position in another workplace. :
Working environment Satisfied with the working environment (facilities, traffic lines). .5633 .320
Satisfied with the working hours. .716
Satisfied with the dining environment (menu, time, place). .585
| think the number of people working is adequate. .551
I am happy with my relationship with my colleagues. .735
I am happy with the relationship with the customer. .643
Factor 2 Work cooperation between employees is well established. 772
Relationships
When you need help, there is someone to help you. .670
Communication is smooth 737
An evaluation system based on individual performance is
A 317 .781
systematically operated.
Factor 3 Opportunities for promotion are provided fairly. 821
Compensation system There are opportunities for systematic education and training for 833
promotion. )
Various performance compensation systems have established. .825
Total variance explanation 62.024

Note: KMO=0.884 Bartlett’s test x*>=1889.686(p=.000)

4.2.3. Analysis of Job Satisfaction and Turnover

Intention Factor

The results of factor analysis to gather the validity of the
job satisfaction and turnover intention questions showed in
Table 4. In a result of Bartlett's unit matrix check, the
correlation between variables was sufficient as y>=1376.030
(p=.000), and the KMO value was 0.868, confirming that
the validity was secured. The factor loadings were all 0.5 or
more, except for the three factors such as 'l feel like | lose
when | quit my job, job change intention, and job turnover
intention due to conflict with customers', which showed a
low factor loading value as a result of factor analysis. This
divided by two factors, which were 1.0 or higher,
accounting for 64.907% of the total variance. The derived
factor 1 named 'job satisfaction' and the factor 2 named
‘turnover intention'.

Table 4: Factor Analysis by Job Satisfaction Turnover
Intention

Division Factor 1 | Factor 2
I am generally happy with 698 317
my work.
| think the future of hair 709
beauty is bright. '
| feel a sense of
Fa\;:;ct))r 1 | accomplishment in my work. | 843
satisfaction | like my work more than
794
others.
| find work rewarding. .838 .320
| can proudly tell others
; .768
about my job.
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| have tried to get a job at
another job at my current
job.

.817

I'm seriously thinking about

quitting my current job. -327

.818

Factor 2

Job change | would do it if | get scouted

at another job 854

| want to quit my job
because of a relationship
conflict.

.568

| have thought about
changing jobs because of
my working conditions.

.808

64.907

Total variance explanation

Note: KMO=0.868 Bartlett’s test x>=1376.030(p=.000)

4.2.4. Analysis of Correlation between Constituent

Concepts

Pearson correlation analysis checked to explore the
relationship between the two variables in order to
understand the relative influence of the working
environment, human relations, compensation system, job
satisfaction, and turnover intention. In a result of assessing
the correlation between constituent concepts using the mean
value, the highest positive correlation was shown in human
relations and job satisfaction with r=0.619 (p= 0.000).
Turnover intention and compensation system had the lowest
negative correlation with r=0.367(p=0.000). Since there is a
correlation between each component, there is no problem in
testing the hypothesis using these measures. The results of
the correlation analysis showed in Table 5.

Table 5: Results of Correlation Analysis between Constituent Concepts

Division Working environment | Relationships | Compensation system | Job satisfaction | Job change
Working environment 1
Relationships 487" 1
Compensation system 543" 453" 1
Job satisfaction 548" 619" 506" 1
Job change -.532" -.418" -.367" 4717 1

Note: *p < .05, **p < .01

4.3. Hypothesis Tests

4.3.1. The Effect of Work Factors on Job Satisfaction

Table 6 shows the results of multiple regression in SPSS
on the effect of job factors on job satisfaction. With
R2=.485, it has 48.5% explanatory power for the effect of
job factors on job satisfaction, but applying the adjusted R2
value can be seen as R2=.478, and the final explanatory
power is 47.8%. In terms of the influence of independent
variables, working environment (t=4.317, p<.001), human
relations (t=7.440, p<.001), and compensation system
(t=3.178, p<.01) variables all have significant significance

Table 6: The Effect of Job Factors on Job Satisfaction

in job satisfaction. It was looked to have a positive (+)
effect. Looking at the influence of each variable on job
satisfaction, it was found that human relations (p=.415),
working environment (=.245), and compensation system
(B=.185) were in order. The relationship between job
factors to consider and job satisfaction was similar in
previous studies by Kim and Jang (2016). In Choi and Song
(2018)'s research, the higher the satisfaction with the job
content factor, overall organization factor, and work
environment factor, the higher the job satisfaction was. In
the study of Mushtaq et al. (2014), it was also found that
fairness of working conditions, welfare environment, and
working hours had a positive (+) effect on job satisfaction.

. Unstandardized Coefficient Standardized Coefficient
Independent variables t-value p-value
B SE Beta
Constant 1.057 .199 5.300 .000
Working environment .217 .052 .245 4.137 .000
Relationships 446 .060 415 7.440 .000
Compensation system 141 .044 .185 3.178 .002

Note: R?=.485, Adjusted R*=.478, F=72.779(df1=3, df2=232), p=.000, Dependent variable: Job satisfaction

43.2. The Effect of Job Factors on Turnover
Intention
Table 7 presents the results of multiple regression

analysis on the effect of job factors on job turnover
intention. With R2=.319, it has 31.9% explanatory power
for the effect of job factors on turnover intention, but when
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the adjusted R2 value is applied, R2=.310 and final
explanatory power can be seen as 31.0%.

Looking at the influence of independent variables, it
was found that working environment (t=-5.943, p<.001)
and human relations (t=-3.016, p<.01) had a direct negative
(-) effect on turnover intention. The reward system (t=-.893,
p>.01) appeared, and statistical significance was not
secured. Looking at the results of the preceding study, Cho
and Kang (2017) stated that the higher the satisfaction with
the relationship, job content, and promotion of the
hairdresser's boss, the lower the turnover intention. Kim
and Park (2014) stated that the work environment factor has
a statistically negative (-) effect on turnover intention. The
influence of the work environment and human relations on
turnover intention was similar to the result of this study, but
the compensation system partially showed difference.

Table 7: The Effect of Job Factors on Turnover Intention

Table 8: DISC Behavior Type of Survey Subject

Division Frequency(N) | Percent (%)
D type 35 14.8
Type of I type 65 275
DIsC S type 97 41.1
C type 39 16.5
Sum 236 100.0

Standardized
Independent Regression Standardized t- p-
variable Coefficient Coefficient value | value
B S.E.
Constant 5.246 | 0.307 17.079 .000
Working
environment -479 | .081 -.405 -5.943 | .000
Relationships | -.279 | .092 -.194 -3.016 | .003
Compensation
system -.061 | .068 -.060 -.893 .373

R?=.319, Adjusted R?=.310, F=36.147(df,=3, df,=232), p=.000
4.3.3. Analysis of DISC Behavior Type

In order to subdivide the DISC behavior type group to
investigate, the optimal number of clusters identified
through hierarchical cluster analysis, and the final cluster
was classified using K-means cluster analysis. As a result,
of the total 236 respondents, S-type was the most common
with 41.1% (97), I-type 27.5% (65), C-type 16.5% (39), D-
type 14.8% (35). Appeared. Table 8 presented the analysis
results.

4.3.4. Moderating Effect of DISC Behavior Types on the
Relationship

Table 9 presents the results of multiple regression analysis
to find out whether the DISC behavior type has a
moderating effect on the relationship between job factors
and job satisfaction. Type D showed significance in the
reward system (t=2.467, p<.05) and human relationships
(t=3.072, p<.05), and type | only showed significance in
human relationships (t=3.308, p<.01). S type showed
significance in working environment (t=4.587, p<.001),
compensation system (t=3.100, p<.01), and human relations
(t=2.848, p<.01).

The significance of type C was confirmed only in human
relationships (t=4.447, p<.001). When applying the
adjusted R2 value, the explanatory power of variables in the
multiple regression for each DISC personality type was the
highest in the C type (50.8%) and the lowest in the | type
(30.2%). Type D affected by the compensation system and
human relationships in job satisfaction.

It can be said that type I affected by human relations, type
S is affected by work environment, compensation system,
and human relations, and type C is influenced by human
relations. Occupational groups are different, but the results
of analysis of the relationship between sub-factors of job
satisfaction such as human relations, work environment,
pay and promotion, and DISC behavior patterns in the
study of Ingsih et al. (2020) on childcare teachers are
similar.

Table 9: Moderation Effect of DISC Behavior Type on Job Satisfaction (Dependent variable : Job satisfaction)

Standardized .
Type of DISC Independent variable Regression Coefficient Stc?;gz?leﬁd t-value p-value
B S.E.
Constant 1.239 .652 1.899 0.67
D type Working environment -.052 .146 -.061 -.355 725
Relationships 577 .188 493 3.072 .004
Compensation system .258 .105 .373 2.467 .019
R’=.449, Adjusted R?=.395, F=8.404(df,=3, df,=31), p=.000

| type Constant 1.681 425 3.958 .000
Working environment .156 .102 .185 1.530 131
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Relationships 446 135 444 3.308 .002
Compensation system .030 .096 .043 .315 754
R?=.334, Adjusted R*=.302, F=10.216(df;=3, df,=35), p=.000
Constant 1.116 .269 4.145 .000
Working environment 341 .074 407 4.587 .000
S type Relationships .235 .083 .235 2.848 .005
Compensation system .196 .063 .258 3.100 .003
R®=.535, Adjusted R*=.520, F=35.614(df,=3, df,=35), p=.000
Constant .735 .544 1.351 .185
Working environment .206 .118 .287 1.749 .089
€ bpe Relationships .665 .150 .568 4.447 .000
Compensation system .009 .100 .014 .087 .932

R’=.547, Adjusted R’=.508, F=14.080(df,=3, df,=35), p=.000

4.3.5. Moderating Effect of DISC Behavior Types on

the Relationship

Table 10 indicates the results of multiple regression
analysis to find out whether the DISC behavior type has a
moderating effect on the relationship between job factors
and turnover intention. There were no statistically

significant variables for type D, type | in the working
environment (t=-2.311, p<.05), type S in the working
environment (t=-5.235, p<.001), and type C in the working
environment  (t=-5.235, p<.001). Significance was
confirmed in the working environment (t=-3.082, p<.01)
and human relations (t=-2.133, p<.05).

Table 10: Moderation Effect of DISC Behavior Type on Job Satisfaction (Dependent variable : Job change)

Type of DISC Independent variable Standar:zed Regression (:Sc.):ﬁment Séa:)ng(ﬁrc?éznetd t-value | p-value

Constant 5.138 .874 5.878 .000

Working environment -.250 .196 -.244 -1.276 212

D ype Relationships -.370 .251 -.263 -1.471 151
Compensation system -.166 .140 -.199 -1.183 .246

R°=.317, Adjusted R®=.251, F=4.800(df,=3, df,=31), p=.007

Constant 4.798 731 6.563 .000

Working environment -.406 .176 -.312 -2.311 .024

ype Relationships -.182 .232 -.118 -.782 437
Compensation system -.047 .166 -.043 -.286 776

R°=.164, Adjusted R®=.123, F=3.991(df,=3, df,=61), p=.012

Constant 5.317 .393 13.523 .000

Working environment -.568 .109 -.511 -5.235 .000

S type Relationships -.146 121 -.110 -1.212 .229
Compensation system -.147 .092 -.146 -1.592 115

R?=.438, Adjusted R?=.420, F=24.143(df,=3, df,=93), p=.000

Constant 6.204 1.059 5.861 .000

Working environment -.706 .229 -.579 -3.082 .004

Clype Relationships -.621 291 -.313 -2.133 .040
Compensation system 191 194 .189 .985 .332

R?=.404, Adjusted R*=.353, F=7.902(df,=3, df,=35), p=.000



88 Customer Satisfaction Management and Service Quality According tothe DISC Behavior Type

When applying the adjusted R2 value, the explanatory
power of the regression model by DISC personality type
was the highest at 42.0% for the S type and the lowest at
12.3% for the D type.

In other words, the effect of job factors on turnover
intention by DISC type did not show any significant effect
on type D. It can be said that type | affected by human
relations, type S is influenced by work environment,
compensation system, and human relations, and type C is
influenced by work environment and human affairs.

4.3.6. Summary of Hypothesis Test Results

Technology in all industries has great potential to
improve service delivery, but it also changes the role of
frontline service personnel. Customer’s assessment of
service quality is a critical information for service providers
whose aim is to improve business performance, strengthen
core competencies and position themselves more
strategically in the market place (Jain & Gupta 2004).

This study aimed to demonstrate basic data for efficient
improvement in the hair salon industry in the management
of human resources based on this analysis of the effect of
the DISC behavior patterns of hair salon workers on job
satisfaction and turnover intention.

In this study, we found that the working environment,
human relations, and compensation system derived as job
factors had a direct effect on job satisfaction, and among
job factors, working environment and human relations had
a significant influence on turnover intention. In addition,
when classified according to the four classification criteria
of the DISC behavior type, S-type was the most common
with 41.1% and I-type 27.5%, followed by C-type 16.5%
and D-type 14.8%. S-types are indecisive because they
follow the opinions of others well for harmony and are
passive in change and challenge, they try to share even the
smallest parts in the way of communication, and their
behavior tends to be a bit slow. Type | is relationship-
oriented, prioritizes communication and enjoyment in work,
values flexibility and creativity, and tends to show a lot of
interest in others. In this study, the reason that S and | type
appeared a lot is to be that in the position of the study

subjects, interns were 32.2% and hair designers were 30.1%.

Therefore, in a result of the separation criteria of the DISC
behavior type, hair salon workers tend to practice a lot of
interest and expression in relationships with others as a
person-oriented type.

In all four DISC behavior types, human relations among
job factors showed a moderating effect on job satisfaction.
This can interpret as having different causes for each DISC
behavior type, but feeling common difficulties in relation to
human relations. The nature of the hair salon's work is
interdependent and should be on collaboration, because the

preferred work method, communication method, and
important orientation are different for each DISC behavior
type.

Among the DISC behavioral types, I, S and C showed a
moderating effect in the working environment, and D-type
did not appeared, which can attribute to D-type's awareness
of the environment. Task-oriented type D accepts obstacles
as targets for overcoming if the goal is clear, so it
interpreted that factors such as working hours, workload,
holidays, salary, working environment, meal environment,
and number of workers do not affect turnover intention.
However, for type I, S, and C type workers, the working
environment considered as the key factors in the decision to
turnover. In order to secure and maintain excellent human
resources, managers considered to need to make constant
efforts to balance all elements of the work environment.
The study limitations represent that the sample number of
subjects was 236 and the age group was mainly in their 20s,
so there is a limit to generalization. Therefore, a more
comprehensive study required in the future. This study
expected to use as basic data for improving work
environment and efficient human management in the hair
beauty industry.
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