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(o)l sale) A1) il unadl Jici Y4
S Y alead) Ll () S
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duiaal) Al all & Juadl

(s Bale) A AY3 AS)0al deadll sasa i Jisi ) Y4=a2y3+b

a+tal.a2 = Kl 3V o,

ALl NV alaall DAY ol stV z3gal aladiuly a5 (8,a1,82) e S olual
A s g y4=—.671 + 11.193 y1: . 3sY) dlaladd) o domns S Jsaad)l Pha (e

o)yl sale) Ay Agigdall Calalsall (s

z sl cdlalaa Jiay (7)ad) Jgaad)

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) -.671 113 -5.956| .000
yl 1.193 .033 9411 36.318| .000

DY ud il Y3=—.514+1.145y1 ¢ Gl dlladdl e Joans JE) Jsoall JUS (e s

A el Aeadll sasa Agiiall Calalgall G

g isall cdlalas Jiay (8)ad; Jsaad

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) -.514 131 -3.911 .000
yl 1.145 .038 916 29.885 .000

a. Dependent Variable: y3
O Al i Allg Y4=.117+.962y3 20 dslaadl Je Jass Ul Jaall A e

el Bale) Ags A8 y0al) Aeaall 5apa
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z sl cdlalaa Jiay (9)ad) Jgaad)

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 117 .087 1.350 179
y3 962 .025 947 38.855 .000

a. Dependent Variable: y4

1.193 + (1.145)(.962)= <1 51 Gl aakies Al Y axall DA (0
2.29449 =
bl it Ml 5 T gl aai @ ded e S Y g 40l
1y el Bale) Aig Addal) Cibalgal) cp Al A8Mall o ASjaal) dardll Baga i o
P F W . ]
g Aidal) e ciblgal) G dg,all Adal) o Agjaall dandl) Saga 0 dayl)l) Ludajdl) —
sl Bale)

ey DA e @l (L ¥ alaal) Glon) slaall didas ciglud JUS (e Gaca dll SLES1 5 Caguss

A 35l

2 bl Jalat ¥ alas z3sai (8) ) JSE

Y3\A
Y4/ Y2

Baldl dlae) (e Haaall

(Riaa)) ye Calalsall) Joid) puid) B y2 ipass
(350l Zaxdl 5asa) Tl aiall Jisi Y3
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(el sale) Ay) il il Jic Y4

LA Y aledd) Ll () S

(s)a sale) A 8 Addall ye Calalwll 5T Jug) Y4=ay2 +b

(Al deadll asa 3 Agiall e Cabalsed) S Jisi ) Y3=aly2+b

(s sale) 4 8 ASjaal) deadl 525 T i) Y4=a2y3+b

a+al.a2 =< 3V o<

A5 Y alaal) 7 ARy Jasadl jlasi¥l z 3l aladiuly as8i ((@,a1,82) e S Claals

O A i lly Y4=6.202+1.071y2: JsY) daleall o Joans S Jsaall DA
celpall sale) Ay dddall ye Calalsal)

z sl cdlalaa Jiay (10)pd) Jgandl

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 6.202 183 33.855| .000
y2 -1.071 .059 -.812 -18.258( .000

a. Dependent Variable: y4
ADR) sy All Y3= 5.986 —.995y2 :aulll dbaledll o Jians S Jsaall P e

AS0al Aandl) s3gag Agiial) e Calalsall o

z sl cdlalaa Jiay (11)pd) Jgand)

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 5.986 .199 30.070| .000
y2 -.995 .064 -.766| -15.606| .000

a. Dependent Variable: y3
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Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 117 .087 1.350| .179
y3 962 .025 947 38.855( .000

a. Dependent Variable: y4
~1.071 + (=.995)(:962)=ASU Y il adaiast 48Ul ¥ anall DA (g
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il gal) Rl dibiagl) CileLan) -1

duilaay) dadlaal)

oiall b Aal) Sl ia &S

Frequency | Percent | Valid Percent | Cumulative Percent
Valid <3 174 100.0 100.0 100.0
5l i e Al e g
Frequency | Percent [ Valid Percent | Cumulative Percent
Valid dau e Ji 54 31.0 31.0 31.0
il g 0= 51| 29.3 29.3 60.3
Cilgis © (pa S 69 39.7 39.7 100.0
Total 174 100.0 100.0
Agpenl A Can Tigadl 3 s
N Valid 174
Missing 0
Minimum 20.00
Maximum 50.00
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il Canin Bl 3 s

Cribsl) Al Adia ol cile baal) —a

Frequency | Percent

Valid Percent

Cumulative Percent

Valid 96| 55.2
K3 78 44.8
Total 1741 100.0

55.2

44.8

100.0

55.2

100.0

Appendl A58 G el Slajie 155 () ) Jsaad)

N Valid
Missing

Minimum

Maximum

174

20.00

60.00

Yde)id) sale) duig¥] Addal) cibalgal) s Jasead) (el plaaiV) mili —&

Correlations

y4 yl
Pearson y4 1.000 941
Correlation yl .941 1.000
Sig. (1-tailed)  y4 .000
yl .000
N y4 174 174
yl 174 174
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Variables Entered/Removed”

Model Variables Variables
Entered Removed Method
dimension( 1 y1? .| Enter
a. All requested variables entered.
b. Dependent Variable: y4(s) il sale) 4y)
Model Summary®
Model Adjusted
R Std. Error of the
R R Square Square Estimate
dimension( 1 .941° .885 .884 .55309
a. Predictors: (Constant), y1 (dsall Calalgall)
b. Dependent Variable: y4assall Callsall )
ANOVA®
Model Sum of Mean
Squares df Square F Sig.
1 Regression| 403.491 11403.491| 1318.995 .000?
Residual 52.616 172 .306
Total 456.107 173

a. Predictors: (Constant), y1 (dssall callgall )

b. Dependent Variable: y4( iiéall Calalsal)

Y4e)pid) 3ale) Auig¥2 d88al) pé Ciblgal) (pn Jasenl) (ol JaaiV) milii —&

Coefficients®

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) -.671 113 -5.956 .000
yl 1.193 .033 941 36.318 .000

a. Dependent Variable: y4(s|,all sale) 4y
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Correlations

y4 y2
Pearson y4 1.000 -.812
Correlation y2 -.812 1.000
Sig. (1-tailed) v 000
y2 .000
y4 174 174
" y2 174 174
Variables Entered/Removed”
Model Variables Entered | Variables Removed | Method
dimension 1 |y2? .| Enter

0

a. All requested variables entered.

b. Dependent Variable: y4(s) i) sale) 1)

Model Summary®

Model R Adjusted R
R Square Square Std. Error of the Estimate
dimension 1].812° .660 .658 95002
0
a. Predictors: (Constant), y2(igsall ye Callsall)
b. Dependent Variable: y4(s1 3l sale) 4y
ANOVA®
Model Sum of Mean
Squares df Square F Sig.
1 Regression 300.871 1| 300.871 333.361 .000°
Residual 155.236 172 .903
Total 456.107 173

a. Predictors: (Constant), y2(dsssll ye callgall)
b. Dependent Variable: y4(s) il sale) 4y)
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Coefficients®

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) -.671 113 -5.956| .000
yl 1.193 .033 941 36.318| .000
Coefficients®
Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) -.514 131 -3.911 .000
yl 1.145 .038 916 29.885 000
a. Dependent Variable: y3
Coefficients®
Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 117 .087 1.350 179
y3 962 .025 947 38.855 .000

a. Dependent Variable: y4
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Coefficients®

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 6.202 183 33.855| .000
y2 -1.071 .059 -.812| -18.258| .000
a. Dependent Variable: y4
Coefficients®
Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 5.986 .199 30.070| .000
y2 -.995 .064 -.766| -15.606| .000
a. Dependent Variable: y3
Coefficients®
Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 117 .087 1.350( .179
y3 962 .025 9471 38.855| .000

a. Dependent Variable: y4
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The Effect Of Emotional Labor Of front-line Staff On
Repurchase Intention
"Field Study"

Research Abstract

In this research, we extend emotional labor theories to the customer domain by
developing and testing a theoretical model of the effects of emotional labor of
front-line staff in service sector(restaurant) in repurchase intention, then we test
this relationship with mediator variable(perceived service quality).we designed
dyadic survey data from 200 service interactions in restaurant sector between
front-line staff and customers. This study show that the front-line staff’
emotional labor strategies of deep and surface acting differentially influence in
repurchase intention, Where we found that the front-line staff' deep acting
exerts a significant positive effect in repurchase intention & we found that there
is a significant positive effect of the mediator variable (perceived service quality
) on the relationship between deep acting and repurchase intention. we find that
the front-line staff' surface acting exerts a significant negative effect on
repurchase intention & this effect is weak, we found that there is a significant
positive effect of the mediator variable (perceived service quality ) on the
relationship between surface acting and repurchase intention, where the
perceived service quality reduce the negative effect of surface acting in
repurchase intention, fowled this result, the researcher suggest That the manger
of restaurant must subjection the frontline staff to psychology training programs
in order to focus on the deep acting and reduce of surface acting, also managers
must subjection the new frontline staff to psychology testing to know their
ability to shows the deep acting, we notice that the effect of surface acting is
weak in repurchase intention, we suggest that the manger must exploitation this
effect to depends on surface acting within interaction between frontline staff and
customer if the frontline staff have no ability to show deep acting, and the
researcher suggest that the manger must focused on component perceived service
quality(physical service environment ,the images of service organization,
responsibility, tangibility---),where we found positive effect of perceived service
quality on relationship between emotional labor and repurchase intention.

Keywords:

Emotional Labor, Deep Acting, Surface Acting, Perceived Service Quality.
Repurchaselntention.
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