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Abstract This paper seeks to prepare companies and service practitioners for their customers'
anticipated rapid behavioral changes in the post-COVID-19 era by studying the relational influence of
service workers' communication characteristics on rapport formation and relationship quality with
customers. An industry-wise survey was conducted on customers using personal services over the
previous year. According to the study's preliminary results, the verbal characteristics of service workers
had a significant effect on the formation of rapport with customers. This result supports the previous
studies on the topic. While proxemics and physical appearance were rejected as influencers, kinesics
were observed to significantly influence the formation of rapport. It is believed to be so because
customers who have been affected by the pandemic regard proxemics and physical appearance as
must-be quality elements. The results of this study highlight the importance of kinesics and the need
for education in the post-COVID-19 era to prepare for various problems that may cause communication
imbalances. Verbal communication and kinesics training should be offered at the corporate level to
improve the communication skills of service workers, thereby building their rapport with customers and
improving the quality of long-term relationships.
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Table 1. Subject Characteristics Verbal Communication4 790
Bigen-value 2.468 | 2.265 | 2.195 | 1.858
Contents Num. Freq.08) explained variance(%) | 22.438 | 20.588 | 19.955 | 16.888
Gender Male 161 50.3 variance criterion(%) 22.438 | 43.026 | 62.981 | 79.869
Female 159 49.7 Cronbach Alpha 863 | 823 | .854 | .828
20-29 8 244 KMO=.944, Bartlett's X2=2342.965, df=55
Age 30-39 80 2%40
— = o 2 d7olx 4He wpase SEgy, aew &
hotel/airline services 78 24.4 .é'\_lﬁf'\_q_]_ /}lﬂoﬂ EH?—J‘— %&HZﬂ' —8‘?‘]‘%% Q/\]—éﬂ— Z_:Fq—
medical services 47 14.7 Table 39 o] #AY Q(Eigen_value:a-ZSS’
Industry beauty services 82 25.6 36145%)‘8: E—tf; 47H—0’] :‘—'&Ej 'Ej)cj' :]_E]"’ a’f—li—_alké
wholesale services 30 9.4 (Eigen—Value23.094 34 379Cy) 57H_,] c;l-—-
financial services 63 19.7 o] WalslA LEEL AL sHolst 27} Q19 OU:] Al
i T o ot 2542 A4 7eAE SR Rem el
housewife 32 10.0 =9l
Occt;patio white-collar 215 67.2
business owner 3 72 Table 3. Exploratory Factor and Reliability Analysis
othors 3 o4 (Mediator and Dependent variable)
Factor Loadings
Name of Variable . 5
3.5 FEM_I!E! RE—E—*_"‘ E_cl IA_IE'E Quality of Relationships3 .881
= ﬁ?_o %%]‘ﬂ‘{l\‘?l ﬂoi/'_ﬂ -—L:%‘*é, H]ﬂoi;ﬂ »_L:%‘*é](ﬂ Quality of Relationships4 .839
Ael, Sz, AAA @)l et FHA alEA Quality of Relationships2 783
S AAFH gjq. Table 29]- Z___]—]:]— /‘k_]_;‘q]z—} 9,]‘?‘%9,] 73,5,1 Quality of Relationshipsl .688
AN, AARIel 371, BRIl 37, AolH ARLAR] Rappor Formaton! 52
ﬁ‘% 27H9] 3_,‘:-}_% % tom ?-/\éli] U:] Eigen—Value Rapport Formation2 .820
2ol 1.858(16.888%)°14 it} 2.468(22.438%)% 7] nen fomaon =
_";q% Z‘J’}O]’—_ Ao L]-E]—WE]- :]_Fﬁl ‘9‘01 &]ZHX] Rapport Formation3 .669
7]%7—(] 11 0. 4 Cronbach Alpha 7]—,—1] O] 0.6 %z_ Eigen-value 3.253 3.094
A7|= AL 3Ist &= 99t explained variance(%) 36.145 34.379
variance criterion(%) 36.145 70.524
Table 2. Exploratory Factor and Reliability Analysis Cronbach Alpha 873 876
(independent variable) KMO=.917, Bartlett's X2=1674.641, df=36
Name of Variable Factor Loadings =
1 2 3 4 3.6 2IH QOIFM I At
Physical Appearance? | 750 B ool £4wso] W ATt 5 e
st | e
P— o8 of tisto] QI TAAY 2 B4 HSE2 flsto] gl
Kinesics2 .702 ;q _g_o]_r/k% = Q/\] ot é‘ﬂ— Table 49]— 7}]—4— 2] ?:}E%]Q,]
Kinesics3 .585 ]_H‘-‘_‘-L]’ H]Jl_ EH CFIZ]‘Tﬂ' 0.968, GFI+= 91401111
Proxemics2 .838 HE A3 AFE0] 7|EAE £22]AT|= AL SIS
Proxemics3 .624 ‘7‘7]' (/)V]\r;')ip". :lﬂ _g}o]z-] 3—1_51‘53' 7:1_14. :ll_l_y_t—ﬂ =
Proxemics.l ' 609 Aol gt 71Zw](C. R. : critical ratio)®] Z7]1& Atf
Verbal Communication3 .850 7ro] 1.96o1A} 71208 S|4} A} & AS Table 40]
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Table 4. Confirmatory Factor Analysis

3.7 7HEEN
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