Rikkyo Psychological Research J% i
1999, Vol. 42, 93-102 S

H—EXERSEICEITEIRXATIIL
— BCERGICHE TR ILDA —!

AIHARE UR—=%°

Smiling behavior in the service industry employees: An analysis of
smiling behavior in self-promotion
Kazumi Yamaguchi (Rikkyo University)

The purpose of this study was to investigate smiling behavior in self-promotion tactics of self-
presentation and to examine the relationships between “felt smile”, personality, liking, compe-
tence, health and work experience. Twenty female employees of the service industry were ob-
served and rated based on verbal and nonverbal behaviors used with a customer. They were
asked to fill out a questionnaire. The results indicated that when they displayed self-
promotion tactics on the service scene, they expressed smiling behavior and maintained eye
contact. When they failed to display such behavior, they showed apologetic smiling behavior
and forced laughter. In the customer’s judgments on smiling behavior, “felt smile” assessment
was affected by both attractiveness and work experience of target, but not by personality of

target. These results are discussed.
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