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Abstract

The purpose of this study is to investigate how interpersonal self-consciousness moderates the relationship
between employee emotional competence and the rapport that will lead to personal and organization loyalty
in high contact services. Target industry to validate the proposed model is the beauty salon industry. The
sample consists of 333 customers. Data was collected through structured questionnaires from the male
and female customers of the beauty salons in the Pakistan. The study used SPSS to analyze the data. To
explain the basic information, correlation and consistency of the data, correlation matrix, cross tabulations,
descriptive and reliability analysis were used. To test and prove the hypotheses, several linear regression
models were used. Employee Emotional Competence (EEC) has a direct and positive relation with personal
loyalty and company loyalty. Moreover, during service encounter rapport strengthens the relation between
emotionally competent employee and the customer. Emotionally competent employees should be able to
recognize the level of interpersonal self-consciousness of the customers. The results suggest that in beauty
salon industry, loyalty of customer to the service employee contributes to make the customer loyal to the
company (salon). The study is novel in the context of a developing market to educate managers on the role
of employee emotional competence in presence of interpersonal self-consciousness.

Keywords: Employee emotional competence (EEC), Interpersonal self-consciousness, Rapport, Loyalty,
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1. INTRODUCTION

Pakistan has been plagued by terror attacks and sectarian violence for the past two
decades. The current government came into power on the promise of ‘change,’ and it is
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