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Effects of the slip of the tongue on the impression of salesclerks and purchases
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Abstract

This study examines how slips of the tongue by salesclerks affect impressions of salesclerks
and consumer willingness. It also examines the effect of an apology following a slip of the
tongue. For this experiment, there were 2 time of order/recommendation situations and 2
apology / no apology situations. The reception of the fast food restaurants targeted were
simulated. Five kinds of image were prepared for the purposes of the experiment and the
salesclerks' attractiveness to consumers and the willingness of consumers measured as
dependent variables. The salesclerks' attractiveness to consumers and the willingness of
consumers to purchase decreased when there was a slip of the tongue. A 2-way ANOVA did
not indicate a significant interaction between order/recommendation situations and 2 apology

/ no apology situations. Some practical implications of these findings are discussed.
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