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Abstract 

The present study was designed to evaluate the eflw6s of 
ethnicity and appearance on customer service in randomly 
seIected stores in large shopping maUs. Africrm-American, 

ic-American, and Caucasian confederates dressed in 
either business or casual attire recorded the latency to serve in 
a varieQ of single-entrance stores. The results indicated that 
race, sex, and type of attire were significant factors in 
determining how long the pekznrfd c ~ o w  h d  to wwait for 
service. Suggestions for more ejffective custwer service w e  

Physical attractiveness can be important in the 
formation of first impressions by salesclerks. For example, 
clothing or attire worn by a person influences one's perceptions 

wearer's socioeconomic status (Heitmeyer & 
. Goldsmith, 1990). Pcdditimlly, there is evidence sales pemonnel 
initially categorize customers on the basis of easily observable 
characteristics such as clothing, ethnicity, a d o r  gender (Taylq 
Fiske, Etcoff, & Reuderman, 1978). 

Because potential customers are categorized on the 
h characteristics, the process of stereotyping (Kaplan, 
& Zanna, 1992) clearly is at work in such instances. 

fortunately, stereotyping frequently leads to prejudice when 
are judged on the basis of their group membership(s). 
in turn, frequently manifests itself in b&viors that 

adversely affect members of the targeted gr~up; such behaviors 
are classified as discrimination. Discrimination may occur in a 
variety of forms ranging from subtle to blatant, For example, 
tamism (hiring individuals only to satisfy guidelines); 
(Summers, 1991) reflects subtle discrimination, whereas, the 
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salesclerk, the stopwatch was activated. If an unoccupied 
salesclerk was not available upon entering the store, timing did 
not begin until a clerk was available and eye contact had been 
made. When a salesclerk approached the confederate and offered 
help, timing was stopped. An offer of assistance was defined as 
consisting of comments such as "May I help you?" "Is there 
something in particular you are looking for?," or "If I can be of 
assistance, or show you something, please let me know." If the 
salesclerk tesponded, "I will be right with you," the confederate 
did not stop timing. The latency to serve data was reported to a 
data recorder positioned in the mall walkways outside the stores. 

Results 

A preliminary analysis compared the latency to serve 
data (sec) between the two shopping malls. As the results of this 
analysis failed to yield a significant difference, i(334) = 1.3 1 , B  
> .05, the malls were considered equivalent and this factor was 
not evaluated in subsequent analyses. 

A four-factor analysis of variance (ANOVA) 
incorporating gender (male-female), ethnicity (African 
American-Hispanic-Caucasian), type of amire (business-casual), 
and type of store (masculine-feminine-gender neutral) was used 
to analyze the latency to serve data. This analysis yielded 
significance for ethnicity, E(2,468) = 85.44, g < .001, type of 
attire, E(I, 468) = 33.18, g < .001, gender x attire, F (1,468) = 
24.05, Q < .OOl, and gemder x ethnicity x attire, E(2,468) = 5.95, 
g = .003, effects. The mean latencies to serve for the conditions 
represented in the significant triple interaction are shown in 
Figure 1. 
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Figures 1 & 2. Mean latency to service (seconds) as a function 
of gender (M = male confederate, F = female confederate), and 
ethnicity - business attire (top panel), casual attire (bottom 
panel). 



33 Emporia State Research Studies 34 

The Newman-Keuls procedure was used to probe the 
significant gender x ethnicity x attire interaction. The results of 
these contrasts indicated regardless of type of attire the 
Caucasian man and Caucasian woman, were waited on 
significantly faster (e < . D l )  all other groups, except the 
Hispanic man wearing business attire. The latency to serve the 
Caucasian man, the Caucasian woman, and the Hispanic man 
wearing business clothing did not differ reliably. Additional 
significant comparisons indicated the Afibn-American woman 
wearing either business or casual clothing, the African-American 

casual clothing. Finally, the African-American man dressed in Schurr 61: OmmeJ 1985). It is cle 

contrasts were not statistically reliable. , .. . 
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