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Abstract: Displayed emotions refer to the act of expressing organizationally
desired emotions during service transactions. Past research
indicated that recruitment, socialization, and reward system would
affect employee displayed emotions. This study extends past
research by proposing that customer pre-purchase intentions would
influence employees’ emotional displays. This study also examines
the relationship between store atmosphere and employee displayed
emotions. 300 shoe store sales clerks in Taipei areas and 300
customers who were served by one of those sales clerks
participated in this study. Data was collected mainly by means of
the observation method. Results suggested that sales clerks
displayed more positive emotions toward customers who
behaviorally exhibited higher pre-purchase intentions. The study
also found that sales clerks displayed more positive emotions when

the store atmosphere was more positive.
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