
This report looks at the following areas:

•• The impact of COVID-19 on consumer behavior and the salon and spa
services market

•• Accelerated focus on value-seeking behavior and price sensitivity
•• Evolving beauty trends stemming from the pandemic
•• How social media content influences discovery and streamlines the path to

purchase

The pandemic disrupted how, where and when consumers receive salon and
spa services. The impacts of the crisis will be long-lasting, as some consumers
have grown more comfortable doing things on their own or have realized they
don’t need as many services. Future growth will have to include a new
approach to how and where services are conducted, including virtual
consultations, at-home visits, and implementing social commerce capabilities.
Further, emphasizing wellbeing and self-care and offering flexible pricing
options will help motivate consumers to continue to seek services.
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“The pandemic caused an
immediate disruption to salons
and spas and caused a
change in consumers’ needs
and routines within the
category. This change in
needs and behavior will
continue moving forward as
some consumers have grown
more comfortable doing
things on their own or
receiving fewer treatments.”
– Alexis DeSalva Kahler,
Senior Analyst, Retail and
eCommerce
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• Health and safety protocols enforced during lockdown have
long-lasting effects on how consumers seek services

• Consumers are re-evaluating their spending amidst high
unemployment and low confidence
Figure 6: Consumer confidence and unemployment,
2000-March 2021

• Lifestyle changes created emerging interests among
younger generations

• Technology will play an increasingly important role in
consumers’ omni-channel lives

• Sustainability is a growing concern that must be
acknowledged

• Digital options can help maintain engagement in and out of
the salon/spa

• Salons and spas re-think their messaging and use DIY kits to
connect with consumers

• Evolve social media to provide on-demand, shoppable
content
Figure 7: Base Salon Chicago beach waves how-to video,
April 2020

• Bring the salon to consumers’ homes via tech and at-home
kits
Figure 8: Olive & June salon-at-home manicure kits, March
2021

• Offer flexible payment options to protect visit frequency
• Implement sustainable options to appeal to conscious

consumers
Figure 9: Fox & Jane Salon clean products, April 2021

• Encourage self-care and embrace the functional wellness
benefits
Figure 10: Chillhouse self-care Sunday, February 2021

• Businesses shift the narrative amidst the pandemic
Figure 11: Monthly digital marketing and paid social spending,
select salon & spa companies, January 2019-April 2021
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• L.A.-based nail salon promotes DIY kits to fuel at-home
growth during the pandemic
Figure 12: Olive & June educates followers on at-home nails
via IGTV, January 2021

• Salons share customer feedback to promote safety
protocols
Figure 13: Fox & Jane salon customer review, January 2021

• Prioritizing self-care and wellness to encourage visits
Figure 14: Chillhouse self-care motivation, March and April
2021

• Amazon puts tech at the focus of its in-person salon
Figure 15: Amazon launches UK-based hair salon

• Consumers are shifting out of salons/spas and turning to
DIY

• The pandemic caused a shift in priorities and decreased
frequency

• Consumers prefer flexibility, quality and more options to
receive services

• Peers and social media are influential for discovery
• Consumers are willing to spend on affordable luxury

• Analyst perspective: the future of the market includes an
omnichannel approach

• Professional service is highly sought, but DIY is on the rise
Figure 16: Destinations – NET, March 2021

• Younger consumers are exploring all options
Figure 17: Destinations – NET, by age, March 2021

• Multicultural consumers are seeking at-home service
Figure 18: Destinations – NET, by race and Hispanic origin,
March 2021

• Analyst perspective: embracing self-care will keep
consumers engaged

• Haircare remains a top priority, but the pandemic continues
to disrupt service
Figure 19: Types of services – NET, March 2021
Figure 20: Frequency of services, March 2021

• Women are de-prioritizing haircuts in favor of other services

COMPETITIVE STRATEGIES

THE CONSUMER – KEY TAKEAWAYS

DESTINATIONS

TYPES AND FREQUENCIES OF SERVICES
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Figure 21: Types and frequencies of services, by gender,
March 2021

• Pandemic fatigue motivates younger generations to try
additional services
Figure 22: Types of services, by generation, March 2021

• Black consumers engage in head-to-toe treatments
Figure 23: Types of services, by race, March 2021
Figure 24: Frequency of select services, by race, March 2021

• Analyst perspective: flexibility and added reassurances will
help salons combat the pandemic’s longer-term impact

• The pandemic has caused longer-lasting impact to how
consumers seek and receive services
Figure 25: Changes because of COVID-19, March 2021

• Parents are replacing services with products
Figure 26: Changes because of COVID-19, by parental status,
March 2021
Figure 27: Chris Lane Salon highlights childcare services, April
2021

• Potential risk of losing Black consumers
Figure 28: Changes because of COVID-19, by race, March
2021

• Analyst perspective: flexibility, sustainability and new
experiences will encourage salon visits

• Preferences for service: safety in familiarity
Figure 29: Preferences for service, by gender and age,
March 2021

• Preferences for sustainability: increasing focus on eco-
friendly offerings
Figure 30: Preferences for sustainability, by gender and age,
March 2021

• Preferences for price: consumers see similar value in
affordability and quality
Figure 31: Preferences for price, by select demographics,
March 2021

• Preferences for purchasing: most prefer to prioritize the
service and purchase products later
Figure 32: Preferences for purchasing, by gender and age,
March 2021

CHANGES BECAUSE OF COVID-19

PREFERENCES FOR RECEIVING SERVICES
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• Analyst perspective: social media will continue to be an
influential resource

• The influence of others has the most reach
Figure 33: Sources of influence – NET, March 2021

• Women turn to familiar sources
Figure 34: Sources of influence – NET, by gender, March 2021
Figure 35: Fox & Jane Salon “before and after” post, February
2020

• Social media preferences vary by generation
Figure 36: Sources of influence – NET, by generation, March
2021

• Analyst perspective: price sensitivity may pose a bigger
threat as consumers grow comfortable with in-home
treatment

• Consumers willing to spend more on specialized services
they receive less often
Figure 37: Price sensitivity – Select services, March 2021

• Most women are willing to spend on nail services (to an
extent)
Figure 38: Price sensitivity – Nail service, by gender and age,
March 2021

• Hispanic consumers are value-seekers
Figure 39: Price sensitivity, by Hispanic origin, March 2021

• Data sources
• Sales data
• Consumer survey data
• Consumer qualitative research
• Mintel Trend Drivers
• Abbreviations and terms
• Abbreviations

Figure 40: Types of services by destinations, March 2021

SOURCES OF INFLUENCE

PRICE SENSITIVITY

APPENDIX – DATA SOURCES AND ABBREVIATIONS

APPENDIX – THE CONSUMER
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About Mintel
Mintel is the expert in what consumers want
and why. As the world’s leading market
intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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