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3- Pre-purchase
4- Awareness
5- Attitude

6- Awareness
7- Attitude
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4- Facial expression

5- Body language

6- Tone of voice

7- Emotional display behaviors
8- Social interaction fasilitate

Syg0 ;0 505 Cusmo dad 4S5 (ool 8l bbadl gl
JUS! 8 j5 i)la 1) 055 B pan g w5 Olo s
oley o oS 1y P Slula! Gloa Gl 390 (o )0
ol g suleion | Sy s Wlos S S 5 3550 4120
g wSbos Fgo 03 Olapes JUESl 59, 2 Dol 4 Al
Syt £3050 ol A Cowd |y catind 08 (ulus]
Aile )3 oo

JUisl a8 azil o sy3 Sligdins o 0,550, 5 o dgm
it b Slulas 1 1) sasS cdl o« alas gloass
oauS Jaie 9,8 a5 cul Jl> o ol o5l e o5
ol 4 cimmo wlulus! 5 SV ] 050 50 wlals
sl 0035, Tl 595 4y 595 Allas 1l 5 sl 03,55
L oolyor «ctin Sloyod 4 by ledbl cags o
eiman 5 ol o Jl oz b 05 e lules
555 o Slayz b ol jad 1) 593 g3 Slulusl ol 3l
dilai o Jitio oy 005, 3,8 4
.(Soderland&Rosengren,2007)

JUSl el atlgion (hie g St Slupd 4z S
ol bl wss ) Koo ol 4 e g e olulesd
ol sl s s oas Gl Wlge ales
€35 15 anl syse cdlae ol oad bl lallas
Obytde & Cond Sofe apad gl ol ol
obaslabest bl @ syt Joles sae 225 Il
Candl Pl a5 6,50 dlue yuoen Sleols las
e g et A (S DD 4 Jiled aBb s Syl
By &5 porhe (nl 4wl e g Cute I LD
L a8 wiS o cil,s |y egdge 5 ply woaisS il s
L1 ol S oo G5O il ol o 55 o5lis ponlie
Saled g (a3 sl sl
.(Soderland&Rosengren,2004)

(oo p ol T sl 5 (e sloatiS) il 0 )
el 0asS Cdl o 4 2lad gleanes il (ouiiw
W osiw 3 cwlex!l IS Cdl> 0590 0 1) Sledlbl

1- Evoking
2- Infusion
3- Assessment



\

o5l b i (53 3 (e 5 Sute (2lid SlaaliS pulanl 26 o)

g ookl g 8, oly 0gou ‘l.QOT s ope S,

ua"‘"L"‘"'" LgLfL” )...nb -Y

Sy90 £5050 Oyg0 0 1) Blad Sledbl ol Sl
u.:‘ el 00 9y 4 9, QT l) b).‘) aS »)}u:u;a LS“UL‘M
i - afee Al - .o e
(Pham,2004) 55 o saal " clu]

L oad axlge sl U wlad oo SaS 0l 3l a4y 506 )
3 s QT B30 2l 4,08 a5 sldluw 5 g4040
Esd90 Q—l Sy00 50 Ailely g WK SS vg5 Slulus
(Forgas&George,2001) auil anils g o oglad
U Sl clulus! alal, oS cl S8 4 apY andl
L5¢blf ML’LSN Gaaod w U5L@3 é)s.a &94994 9 AW
(Pham,2004) a.sb

Sl ololuat( plid slbass 4 by el jo
OMJB aS el ‘S“:Lw:-‘ )‘ ‘jb)) O .loy).a ol
L G (cagtde oo g (ol slopite b Gillae
Pld GbalS @ by Jao g0 5l (Al O)50
I I S
@S oS &b ol Gl sl (pl 5l o e
g oo § 5ol i 5l Gy g Siee Alig
S oBalS axxlie 4 baslidus y Db o0 oy
| o.\io)f 6)51&4} U g 43|)l sLss)SLM.A Jul)T
Lulg, o150 4 g sl O¥olae g, SeS 4 Joo oyl
R emir 350 e oozly oo i lejes
gl 6 08 (yadS D pS oo

9- Affect emotional infusion
10- Evoking emotions

ply caisS il o Hbj)l as wijls sasie ilS 4 S le
oa.:;;a)é Sloles| b o..\.:;l.w)é a)_é wL...o‘ LsLa:C,Jl? )"
(Harker&keltner,2001)

w4y ply can 3 clulus! o8l o & le o
Anledn pandl g pas 9 S50 (23

o] izl -

) uol."> u’_cLo.ol GLQM}“ 5 ‘Swl.».».’>| sl s
5o ol acib oo ol g Jlasl bB calizes o 81 L
oble Slolua! 30 cov (G sloixl Ol
(Pugh,2001) & .5 o 51,8 1,0 o

SbaiiS 4 bg e wedlio jo | cwlasl (ol ) Jli!
ol oasS il s a8 wilay e el ol & 1y Lo alass
Slolus! ;30 cod oo olie 4 Wlgh oo Dlads g4
gh @ly ply oiin 03

2,8 a5 oS ey aS ol Gl e Ciads (o
s d o sl il S ply canS dl s
oo S ol (nl g 3,505 o 3 el oaii i
(Hess et al,1998) wlei oo Jis oousS cdlyyo o |,
el ol 552 90 s ol s lssl S el
. 0 f. .
JUES sl oy 90 o 5l el by 5 @sS by
ol sl as Sy g 0gd oo oolain] Glulus! 4 18
g b g ESe SO el oo osliiul bl sleul (sl
Oy 23 99 o eS|y OldS sl las o
Sl Cenl Slds aely S Ak fKe e
Iy poye om bLijl asje Ve lagd Wli)l5 eds
25 Orpe @ OlFee d) Sske ol e ) biS
&S 5,k e bl sl sl & jle @gSl" 0,5 (s
S5y Loels sgr 4 ols mdy Il ey els
|) J‘).9| 6\)L~J 9 p.c w.u‘y‘_;c Lo ML’LSA alols 9 o)l....})

1- Emotional contagion
2- Facial expression

3- Edward T. Hall

4- Silent language

5- Spoken language

6- Gestures

7- Grimaces

8- Posture
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The Survey Emotional Impact of Positive and Negative Word of Mouth
on Potential Customers

s P. Ghafari Ashtiani, Ph.D.
Z. Mahram

Abstract

This study examines how receiving negative and positive word of mouth from satisfied and
dissatisfied customers influences the potential customers.

Word of mouth is one of the most important of interpersonal relationships that play excellent role in
marketing process. There are many literature in word of mouth field but neglected the role of
emotional variables that help to word of mouth transmission in researches. The sample includes the
potential customers travel agency. In order to collect the field data two questionnaires developed and
distributed among the research sample.

Questionnaires data were analyzed by the structural equation models (SEM) in Amos soft ware.
Results of research represent that emotional variables play the important roles in word of mouth
transmission particular in positive word of mouth.

Keywords:
Positive and negative word of mouth, Emotional contagion, Affect infusion, Assessment of emotions,
Attitude
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