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2 Conveying Friendliness

® purchase Intention

* Willingness to Return

% Intention to Recommend a Store to Others
® perception of Overall Service Quality
" Higher Customer Satisfaction

® Sales Transactions

® Emotional Contagion

0 Emotional Labor

1 Catching

2subconscious Levels

13 Conscious Levels

% Facial Expressions

1% vocalizations

16 Converge Emotionally

7 s0cial Comparison

18 primitive Emotional Contagion
% Two-Step Mimicry Process

2 Nonverbal Cues

21 A Self-Regulatory Process

22 Ekman
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