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""The impact of frontline employee's competencies on
purchasing behavior through customer satisfaction

-A field study on fast food restaurants in Amman city-

By: Doaa Fathi Ahmad Alosta

Supervision: Dr. Sameer Mousa Al-Jabaly

Abstract

The aim of this study is to identify "The impact of frontline employee's com-
petencies on purchasing behavior through customer satisfaction™

-A field study on fast food restaurants in Amman city-, In this study, (393)
respondents from different restaurants customer’s (KFC, McDonald’s,
Pizza Hut, Popeyes, Burger King).

The researcher relied on the questionnaire designed for the study to gather
data, and the researcher has followed and used the descriptive analytical

method, and she used the SPSS V.20, and AMOS program.

The study results revealed that there is an impact of frontline employee's
competencies (Way of dealing, teamwork, personal communication skills,
speed of service delivery, empathy) on purchasing behavior through cus-
tomer satisfaction.
In light of the findings of the study, the researcher made a number of rec-
ommendations, the most important of which are:

e Training front-line staff in fast-food restaurants to treat all customers

fairly and without discrimination.

e The employee in the front lines must share their experiences with
colleagues in the work.

e Training front-line staff in fast-food restaurants to mastering the art

of dialogue with customers.



e The staff of the front-line of fast-food restaurants should be in-
formed the customers about the exact time of delivery of their ser-
vice.

e Training front-line staff in fast food restaurants to understand the
customer's psychological state.

e The managers of fast food restaurants should be understand the sen-
sitivity of raising the price of meals, and to maintain appropriate
prices for the level of income of the Jordanian citizen.

Keywords: frontline employee's competencies, purchasing behavior, cus-

tomer satisfaction.
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