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The objective of this research is to find out the effect of service provider nonverbal attributes
on customer evaluation in service recovery stage.

Results showed that first, the better kinesics of service provider, the more satisfaction in service recovery
stage. Second, the better service providers have physical appearance, the more revisit intention. But both
the kinesics and physical appearance have not an effect on recommendation intention.

This paper discussed theoretical and practical focusing on nonverbal attributes of service providers.
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[Table 1] Feasibility Study
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