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Research Report Contributing to the Advancement of Dermatological Science
Challenges in Customer Retention Strategies in Japan

The symptoms of skin troubles are signs that the skin is indicating there
is a problem. For example, redness, dryness, itching, and acne are
reactions of the skin to external stimuli or internal problems. Through
these symptoms, the skin sends a message of “pay attention.” It is
important to identify and address the root causes rather than just
surface issues.

However, many skincare companies explain these issues as follows:

e Redness: A sign of an allergic reaction or inflammation. Thus,
use products with anti—inflammatory ingredients.

e Dryness: A sign of a lack of moisture or oil. Therefore, use
moisturizers or oils to hydrate.

e Itching: Often caused by irritation, allergies, or dryness. Thus,
choose products for sensitive skin.

e Acne: A sign that pores are clogged with sebum, leading to
bacterial growth and inflammation. Therefore, use antibacterial
products to control bacterial proliferation.

This explanation may seem straightforward, but it is merely a palliative
treatment for symptoms. While it may work for consumers who prioritize
immediate results and appearance improvement, companies need to
provide scientifically grounded and accurate information for consumers
who do not want to repeatedly experience the same symptoms.

Scientific Explanation
To explain “the symptoms of skin troubles” accurately and concisely
based on scientific evidence, it can be described as follows:

e Redness: The skin barrier is damaged, allowing foreign
substances to penetrate and causing inflammation or allergic
reactions. Therefore, repair the skin barrier to prevent the
invasion of foreign substances.

e Dryness: The skin barrier is damaged, causing moisture to
evaporate. Therefore, repair the skin barrier to prevent moisture
loss.

e Itching: The skin barrier is damaged, leading to skin irritation or
being caused by allergies or dryness. Therefore, repair the skin
barrier to prevent foreign substance invasion and moisture
evaporation.

e Acne: The skin barrier is damaged, causing hyperkeratosis that
clogs pores, leading to bacterial growth and inflammation.
Therefore, repair the skin barrier to alleviate hyperkeratosis and
smooth the excretion of sebum.

Japanese skincare companies tend to choose simple and easy—to—
understand explanations for consumers. This is because consumers
prioritize immediate results and appearance improvement, and the
percentage of those seeking in—depth scientific explanations is low. As a
result, companies prioritize consumer satisfaction and brand image
enhancement over detailed scientific explanations. However, while this
strategy may bring short—term economic benefits, it does not lead to
long—term customer retention and may actually have negative effects on
business in the long run. This is a challenge in the strategies of skincare
companies in the Japanese skincare market, where health—conscious
consumers are increasing.



