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Workers in the customer service industry including hair and beauty industry workers and department store employees are recently dealing

with an increasing need for the supply of excessive services by companies as well as unreasonable demands from consumers. As such,

service industry workers who deal with customers are going through not only physical but also verbal and emotional abuse. This study

discusses the influences of violence experiences of hair and beauty industry workers on their resilience, an ability to recover, associated

with individual characteristics. For such purpose, a total of 247 structured questionnaires obtained from a face-to-face survey of male and

female hair and beauty industry workers in their 20s, 30s, 40s and 50s from Gangbuk and Gangnam District of Seoul Metropolitan City

on the influences of experiences of violence from customers on resilience were analyzed. The purpose of this study is to test the

influences of violence experiences of hair and beauty industry workers on resilience in association with their general characteristics, and

thus analysis of collected data was performed by frequency analysis, testing of reliability with Cronbach’s alpha, descriptive statistics, t-

test, correlation analysis and multiple regression analysis in SPSS 21.0. The results of this study on violence experiences of hair and

beauty industry workers associated with general characteristics suggested that, with respect to age, people in their 20s and 30s had a

higher level of internal violence experiences than those in their 40s. As to marital status, married people were found to have a higher

level of violence experiences than unmarried people. Married people also showed a higher level of resilience associated with general

characteristics than unmarried people, which seems the consequence of differences in their ability to communicate with customers and

cope with their work based on their career. Therefore, this study implies that there is a need for the utilization of various educational

programs which can help hair and beauty industry workers develop their ability to recover by themselves, as well as protection from their

work environment and improvements in their relationships with superiors or colleagues in the workplace due to the nature of hair and

beauty industry.
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I. Introduction

An increasing number of service industry workers including

workers in the hair and beauty industry and department store

employees are recently facing severe verbal and physical

abuse as well as unreasonable demands from customers due

to company policies of excessive customer services (Lim,

2014). This phenomenon is in line with the fact that there

currently are around 6 million emotional labor workers whose

mental health is being threatened at work (Kim, 2014).

Similarly, widespread experiences of violence reached a

serious level in medical institutions where nurses, who have
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been through mostly physical and verbal abuse, account for

95.5% of the victims (Wu et al., 2018). 

It was found that service industry workers who have an

experience of violence go through negative feelings such as

anger, anxiety and depression, along with changes in their

interpersonal relationships and physical and mental side

effects including nervousness (Wu et al., 2018).

Besides, verbal abuse was defined as a behavior which

gives an unpleasant feeling to the listeners or psychologically

suppresses the listeners using negative words and actions with

offensive words of an accusatory or aggressive tone (Lee et

al., 2017). It was found that verbal abuse causes incurable

chronic stress which leads to physical and mental exhaustion.

Verbal abuse not only threatens an individual’s physical

and emotional stability and interferes with task management

in the workplace, but also decreases the efficiency of human

resources within an organization and therefore has a bad

influence on organizational productivity (Lee et al., 2017). As

such, since verbal abuse is a factor that threatens an

individual’s health and interferes with organizational efficiency

and business productivity, there is a need for an attempt to

deal with an experience of violence inside and outside the

workplace.

Besides, the nature of hair and beauty industry which

features the beauty of technology and art being combined

requires professional human services for customers. In

particular, since there is a need for the achievement of

customer satisfaction with techniques which suit customer

tastes in an ultimate emotional space, failure to satisfy

customers with direct face-to-face services can even cause

stress due to individual characteristics. Therefore, workers in

the hair and beauty industry are more likely to be exposed to

verbal and emotional abuse, and consequently their mental

health and physical stress is currently emerging as a serious

problem (Lee, 2018). Regarding the factors related to the

status of violence experience among wage workers in the

workplace in Korea, personal characteristics were classified

into gender, age and education level for the understanding of

workplace violence experience (Hong, 2019). However, few

studies on emotional and verbal abuse have been conducted

in the area of hair and beauty, while there are a number of

studies on the issue in many other areas.

In conclusion, hair and beauty industry workers need an

ability to deal with such situations by controlling their emotions

and recover by themselves. In this regard, the purpose of this

study is to understand the effects of emotions that hair and

beauty industry workers experience in the course of physical

and mental recovery after external and internal verbal abuse

on resilience and further use the results of this study as the

basis for the improvement of hair and beauty industry

workers’ mental health and physical relaxation.

Ⅱ. Theoretical Background

1. Definition of Violence 

In today’s society, people are becoming more aggressive

and showing violent behaviors more frequently in inter-

personal relationships than ever with an increase in the degree

of frustration and control over individuals along with drastic

social changes (Kang & Park, 2015). In the case of workplace

violence in particular, an individual who experienced violence

from colleagues or superiors needs to continue working with

the assailants, which brings the issue of infringement of not

only human rights but also workers' rights (Kim, 2002). In

accordance with the factors related to the status of violence

experience among wage workers in the workplace in Korea, a

large proportion of young and middle-aged male workers

experienced physical violence, and most of the middle-aged

female workers experienced sexual harassment, with gender

and age, among personal characteristics, being the major

causes of differences (Hong, 2019).

People who faced verbal abuse which occurs without just

cause or in unexpected situations at work go through a series

of emotions including embarrassment, shame, anger, shock

and astonishment. Repeated exposure to such circumstances

makes people have feelings such as inferiority, humiliation

and hatred and has a bad influence on their mental health in

the long term (Bae, 2012). Besides, constant exposure to

verbal abuse may interfere with an individual's work

performance and even damage a self-concept. Types of

violence involve verbal abuse (28.7%), physical violence

(6.3%), sexual violence (3.6%) and so forth (Lee & Shin,

2013). It was found that verbal abuse accounted for 90.6%,

which was biggest part, of violence experienced by nurses in

medical institutions (Kwon et al., 2007). Such experiences of

verbal abuse repressively control a victim's emotions and lead

to groundless feelings of humiliation and frustration (Nam et

al., 2005). In addition, violence experiences of nurses include

two types, horizontal violence from colleagues of same
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positions and vertical violence from superiors or doctors

using negative words (Cho, 2012). After effects of verbal

abuse include emotional turmoil, shrinking interpersonal

relationships along with communication breakdowns, loss of

an individual's self-esteem, restriction of communication and

so forth. As such, it was found that workplace violence could

result in not only physical and mental damage but also

employee turnover (Kim, 2018). It was also found that most

of the people who have experienced violence not only feel

anger, sadness, disappointment and fear and thus are afraid of

facing customers but also lose interest in their work (Arnetz

& Arnetz, 2001; Carroll, 1999).

In this study, the scales used in Kim (2018) and Nam et al.

(2005), customer- and workplace-related elements, were

revised and supplemented to classify external and internal

violence and give modified definitions. 

2. Resilience

Resilience has been deemed to be associated with an

individual’s developmental strengths and positive attitudes

for resilient responses to changes and environments upon

relative changes in situations (Masten, 2001; Do, 2009).

Resilience is an ability to successfully overcome individual

hardships by keeping a positive mindset which is a protective

factor exposed against hardships to reduce negative effects

and cope flexibly with conditions (Jeong, 2017). The term

resilience was first used to describe materials with elastic

properties (Olsson et al., 2003) but is being widely used to

explain the characteristics of those not affected physically or

mentally by whatever hardships they face. At the initial stage

of research on resilience, it was used as the major concept for

describing the way adolescents in difficult situations cope

with and get over such situations (Garmezy, 1991). Afterwards,

many researchers began using the term resilience in research

on stress responses and derived results about new situations

to be handled (Do, 2008; Olsson et al., 2003).

Won (2011) demonstrated that factors needed to raise the

level of psychological well-being help university students

prepare for their complicated lives through social support and

develop a positive mindset into subjective well-being. Kim

(2015) demonstrated the possibility that solving problems by

controlling life stress has a positive influence on mental

health and quality of life. Besides, it was found that people

with higher hopes were more likely to construct coping

strategies to overcome stressful situations. Such a personal

tendency makes people demonstrate their flexibility to cope

with difficult situations flexibly with positive attitudes.

In this context, the scales used in Jang (2018) and Jeong

(2017), which apply an individual’s ability to adapt to and

Table 1. Measurement scales 

Factor Item
Number of 
questions

Scale Reference

Violence 

experience
Violence 

experience

External violence
(Customer-
related area)

Swear words in anger, crude language and words that 
hurt feelings, threatening words with threats, sarcastic 
language about physical appearance, demeaning 

language about academic or personal background, 
crude language or offensive words to superiors, 
colleagues or junior colleagues.

6

5

-point 
Likert 
scale

Kim (2018) and Nam 
et al. (2005), revised 

and supplemented

Internal violence
(Workplace-
related area)

Emotionally abusive words, words that hurt feelings 
and crude language, disparaging remarks about 

occupation, oppressive words (disrespectful words 
about position or authority), words evoking sexual 
humiliation, sarcastic language about physical 

appearance, disrespectful words about ability, words 
creating a warlike atmosphere, from superiors.

8

Resilience
Motivation to achieve goals, independent job performance, recovery from 

hardships by oneself, quick adaptation to new changes, effort to enjoy 

overcoming hardships.

5

5

-point 
Likert 
scale

Hong et al. (2019), 
Jang (2018), Kim 
(2017) and Jeong 

(2017), revised and 
supplemented

General 
characteris-tics

Gender, age, marital status, educational attainment and income. 5

24 in total
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overcome hardships in a positive way, were revised and

supplemented to classify the components of hair and beauty

industry workers’ recovery from stress into motivation to

achieve their goals, independent job performance capability,

ability to overcome hardships by themselves and so forth, and

give modified definitions. 

Ⅲ. Materials and Methods

1. Research Hypothesis

H1. There are differences in violence experiences associated

with the general characteristics of hair and beauty industry

workers.

H2. There are differences in resilience associated with the

general characteristics of hair and beauty industry workers.

H3. Violence experiences of hair and beauty industry

workers have an influence on resilience.

2. Research Subject and Data Collection

The subjects were selected among male and female hair

and beauty industry workers in their 20s, 30s, 40s from

Gangbuk and Gangnam District of Seoul Metropolitan City.

A total of 247 questionnaires, excluding 53 with insincere

responses out of 300, obtained from a survey conducted from

August 1 to September 30, 2020 including sample subjects

who gave voluntary consent were finally analyzed.

3. Measurement scales

The measurement scales consist of 24 questions in total

including 12 about violence experiences and 5 about resilience

of an individual to cope with violence, revised and supple-

mented in this study based on previous studies, and 5 about

general characteristics, based on the 5-point Likert scale.

4. Data Analysis 

Analysis of collected data was performed using SPSS 21.0

according to the following process: Firstly, frequency analysis

was performed to understand the general characteristics of

research subjects, and secondly, Cronbach's alpha was

calculated to measure the reliability of violence experiences

and resilience. In addition, descriptive statistics analysis was

performed to calculate the mean and standard deviation of

violence experiences and resilience, and statistically significant

differences in violence experiences resilience caused by the

general characteristics of the subjects were estimated by

conducting t-test, one-way ANOVA and Scheffe's multiple

comparison procedure with a significance level of 0.05.

Besides, correlation analysis was performed to determine the

Table 2. General characteristics of research subjects (N=247)

Factor Frequency (N) Percentage (%)

Gender
Male 72 29.1

Female 175 70.9

Age

20s 72 29.1

30s 126 51.0

40s 49 19.8

Marital status
Married 111 44.9

Unmarried 136 55.1

Educational attainment

High school graduates 72 29.1

Vocational college graduates 82 33.2

College graduates 63 25.5

People who have postgraduate degrees 30 12.1

Monthly income

Under 1.5-2 million KRW 62 25.1

Under 2-3 million KRW 86 34.8

Under 3-4 million KRW 84 34.0

4 million KRW or more 15 6.1

Total 247 100.0
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relationship between violence experiences and resilience, and

multiple regression analysis was performed to understand the

influence of violence experiences on resilience.

IV. Results and Discussion

1. General Characteristics of Research Subjects

The general characteristics of research subjects are shown

in <Table 2>.

With respect to gender, ‘males’ and ‘females’ accounted

for 29.1% and 70.9% of the entire subjects, respectively. As

to age, people in their ‘30s’ accounted for 51.0% of the entire

subjects, followed by those in their ‘20s’ and ‘40s’ or more

accounting for 29.1% and 19.8%, respectively. As to marital

status, ‘married’ and ‘unmarried’ people accounted for 44.9%

and 55.1%, respectively. As to educational attainment,

‘vocational college graduates’ accounted for 33.2%, followed

by ‘high school graduates’, ‘college graduates’ and ‘people

who have postgraduate degrees’ accounting for 29.1%,

25.5%, and 12.1%, respectively. As to monthly income,

people with monthly income of ‘under 2-3 million KRW’

accounted for 34.8%, followed by those with monthly income

of ‘under 3-4 million KRW’, ‘under 1.5-2 million KRW’ and

‘4 million KRW or more’ aaccounting for 34.0%, 25.1%, and

6.1%, respectively.

2. Reliability Test of Measurement Scales

Reliability, one of the measurement scales used in this

study, was analyzed with Cronbach‘s alpha, and the results of

the analysis are shown in the following <Table 3>.

The reliability of violence experiences and resilience

showed a high level, with Cronbach’s alpha of 0.682 and

0.994, respectively, considering Cronbach‘s alpha of 0.6 or

over indicates an acceptable level of reliability. 

3. Violence Experiences and Resilience

The mean and standard deviation of violence experiences

and resilience are shown in <Table 4>.

The grand mean of the factor violence experiences was

4.06, where the sub-factor external violence had a higher

mean value of 4.14 than internal violence with a value of

3.95, while the grand mean of the factor resilience was 3.56.

4. Hypothesis Testing

H1. Differences in violence experiences associated with the

general characteristics of hair and beauty industry workers.

The results of testing for differences in violence experiences

associated with the general characteristics of the research

subjects are shown in <Table 5>.

There were statistically significant differences in violence

experiences associated with age and marital status, but no

significant differences associated with gender, educational

attainment and monthly income of the subjects at a

significance level of 0.05. With respect to age, people in their

40s (M=3.89) were found to have the lowest level of violence

Table 3. Reliability test (N=247)

Factor Sub-factor Number of questions Cronbach's 

Violence 

experiences

External violence 6 .647

Internal violence 8 .633

Violence experiences 14 .682

Resilience 5 .994

Table 4. Mean and standard deviation of violence experiences and resilience  (N=247)

Factor N Min. Max. Mean Stand

Violence 
experiences

External violence 247 2.67 5.00 3.95 .53

Internal violence 247 2.13 5.00 4.14 .45

Violence experiences 247 2.36 4.93 4.06 .38

Resilience 247 2.00 5.00 3.56 .86



The Effects of Marital Status of Hair and Beauty Industry Workers on Strategies to Cope with Violence and Resilience 741

experiences (F=6.236, p<.01), followed by those in their 20s

(M=4.10) and 30s (M=4.10). As to marital status, married

people (M=4.15) were found to have a higher level of

violence experiences than unmarried people (M=3.99)

(t=3.208, p<.01). Such results indicate that work continuity

based on a long career leads to a high level of violence

experience considering the job characteristics in the hair and

beauty industry. Besides, the higher level of violence

experiences of younger people may be the consequence of

their insufficient performance regarding techniques and

communication skills.

Lee et al. (2018) found contradictory results from this study

regarding educational attainment, while results about general

violence experiences associated with age and marital status

supported the results of this study. Besides, Jeong (2016)

found that 72.5% and 14% of nurses in the emergency room

respectively had experienced external violence from patients

or carers and internal violence from doctors and superiors.

Jeong (2017) found that nurses who showed low job

performance due to lack of their professional knowledge and

techniques had a high level of experiences of verbal abuse

from their superiors or colleagues. Thus, since work experi-

ences are necessary in the hair and beauty industry, younger

people who have insufficient professional knowledge and

techniques are likely to have a higher level of verbal and

psychological violence experiences in the workplace com-

pared to older people.

H2. Differences in resilience associated with the general

characteristics of hair and beauty industry workers.

The results of testing for differences in resilience associated

with the general characteristics of the research subjects are

shown in <Table 6>.

There were statistically significant differences in violence

experiences associated with marital status, but no significant

differences associated with gender, age, educational attain-

ment and monthly income of the subjects (at a significance

level of 0.05). With respect to marital status, married people

(M=3.69) were found to have a higher level of resilience than

unmarried people (M=3.46) (t=2.157, p<.05). Such results

indicate that the reason married people can recover more

quickly than unmarried one by long experience in work and a

wide mind of understanding through experiencing various

problems around. Jang (2018) demonstrated that a high level

of resilience is shown by people with clear goals and strong

wills who can manage stressful situations wisely and those

with higher positions who have an ability to manage their

stress effectively. Besides, Kim (2020) suggested that

resilience to depression and stress increases with high life

satisfaction and good relationships with friends. Hong (2018)

and Jang (2018) found that high levels of emotional self-

awareness, emotional self-control, interpersonal relationships,

environments and so forth lead to high resilience.

Table 5. Differences in violence experiences associated with the general characteristics of hair and beauty industry workers (N=247)

Factor N Mean
Standard 
deviation

t/F p Scheffe

Gender
Male 72 4.09 .40

.822 .412 -
Female 175 4.05 .37

Age

20s (a) 72 4.10 .33

6.236** .002 b,a>c30s (b) 126 4.10 .38

40s or over (c) 49 3.89 .40

Marital Status
Married 111 4.15 .32

3.208** .002 -
Unmarried 136 3.99 .41

Educational 
attainment

High school graduates 72 4.09 .30

.576 .631 -
Vocational college graduates 82 4.03 .27

College graduates 63 4.09 .50

People who have postgraduate degrees 30 4.01 .50

Monthly 
income

Under 2 million KRW 62 4.03 .46

2.512 .083 -Under 2-3 million KRW 86 4.13 .32

3 million KRW or more 99 4.02 .37

**p<.01
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5. A correlation between violence experiences and

resilience

The results of testing for a correlation between violence

experiences and resilience are shown in <Table 7>.

It was found that resilience had positive correlations with

internal violence (r=.365, p<.001) and external violence

(r=.355, p<.001).

H3. Violence experiences would have an influence on

resilience.

The results of regression analysis on the influence of

violence experiences on resilience are shown in <Table 8>.

The coefficient of determination (R2) suggested that 21% of

variance was explained by a regression model, which indicated

a statistically significant correlation (F=32.400, p<.001). With

Table 7. Correlation between violence experiences and resilience (N=247)

Factor
Violence experiences

Resilience
External violence Internal violence Sum

Violence 
experiences

External violence 1

Internal violence .235*** 1

Violence experiences .753*** .817*** 1

Resilience .355*** .365*** .458*** 1

* p<.05, ** p<.01, *** p<.001

Table 8. Influence of violence experiences on resilience (N=247)

Factor
Dependent variable : Resilience

B Standard error  t t VIF

Constant -.625 .526 -1.189 .236

Violence 
experiences

External violence .464 .095 .285 4.862*** .000 1.058

Internal violence .568 .111 .298 5.096*** .000 1.058

R2 = .210, adj R2= .203, F=32.400***

***p<.001

Table 6. Differences in resilience associated with the general characteristics of hair and beauty industry workers (N=247)

Factor N Mean
Standard 
deviation

t/F p Scheffe

Gender
Male 72 3.56 .85

-.019 .985 -
Female 175 3.56 .86

Age

20s (a) 72 3.64 .91

.651 .522 -30s (b) 126 3.56 .82

40s or over (c) 49 3.46 .87

Marital Status
Married 111 3.46 .81

2.157* .032 -
Unmarried 136 3.69 .88

Educational 
attainment

High school graduates 72 3.54 .79

1.441 .231 -
Vocational college graduates 82 3.45 .91

College graduates 63 3.74 .82

People who have postgraduate degrees 30 3.55 .92

Monthly income

Under 2 million KRW 62 3.51 .96

1.433 .241 -Under 2-3 million KRW 86 3.69 .81

3 million KRW or more 99 3.49 .82

* p<.05
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respect to each independent variable, experiences of internal

violence (=.298, p<.001) and external violence (=.285,

p<.001) were found to have a statistically significant influence

on resilience. Therefore, it was found that the higher the level

of internal and external violence experiences, the higher the

level of resilience. 

V. Conclusion

The purpose of this study is to test resilience of hair and

beauty industry workers who experienced violence in as-

sociation with differences in demographic characteristics,

which suggested the following results.

First, testing for differences in violence experiences

associated with general characteristics found that people in

their 40s had the lowest level of internal violence experi-

ences, followed by those in their 20s and 30s. In terms of age,

it was suggested that people in their 20s are likely to go

through stress and psychological violence caused by their

superiors or colleagues in the workplace due to their short

experience in work, while those in their 30s and 40s are

exposed to psychological violence depending on the intensity

of their face-to-face customer services. In terms of marital

status, a higher level of violence experiences of married

people than unmarried people can be deemed the consequence

of longer time of violence experiences accumulated during

their longer career along with the possibility of additional

violence experiences related to domestic and other circum-

stances.

Second, testing for differences in resilience associated with

general characteristics found that married people showed a

higher level of resilience than unmarried people. This result

may be associated with the characteristics of hair and beauty

industry where long work experience and skilled techniques

are necessary. Therefore, an individual’s ability to communi-

cate skillfully with customers and handle their work seems to

be the result of long work experience.

In this context, the results of this study demonstrate that

hair and beauty industry workers need to be protected from

their work environment based on the formation of proper

relationships in relation to their job autonomy considering the

nature of their work. Besides, an informal atmosphere and

positive communication are necessary between those workers

and their superiors or colleagues at the workplace. Therefore,

there is a need for the development of programs for the

recovery of hair and beauty industry workers’ physical and

mental health caused by many kinds of hard work and

services for customer satisfaction and the activation of

educational programs as well as technical training courses in

hair salons and beauty academies.

There was a limit in generalizing a distribution ratio among

the subjects of this study due to regional restrictions in the

subjects and their component ratio. Therefore, the scope of

research needs to be extended in terms of environment in

further work for a more detailed study.
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