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Service organizations demand their service employees to display the emotional rule. As a result, service employees need to regulate
their emotions during their work, by applying different strategies of emotional labor (deep acting and surface- acting). Most of the
research focused on the effects of emotional labor on service employees’ well-being.

Purpose - to examine the impact of emotional labor carried out by service employees on customers and in specific to explore customers'
ability to detect emotional labor when it happens. Our second objective is to examine whether employee's physical gestures perceived as
more authentic (deep acting) whether emotional/verbal gestures (e.g., compliments) perceived less authentic (surface acting). Method-
This field study encompasses 40 dyads of customer- service employee. We observed physical and emotional gestures carried out by
service employees as well as emotional labor strategies as reported by service employees and finally as identified by the customer. The
dependent variable was buying behavior which measured by money spent in the store and number of items customer bought. Findings:
deep acting and physical gestures found to be related and each was found to be related to buying behavior. Surface acting found to be
negatively related to buying and to physical gestures. Contribution - see below in the discussion section.
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