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Objective: The present study was conducted with the aim of investigating the effect of queue
staff competencies on customer satisfaction with the role of moderator of situation.
Methodology: The community of this research is the customers of Hypermy store in Mashhad.
The sampling of this research is using the Cochran formula and YAe customers, and the data
was collected through the standard questionnaire of Palacios et al. (Y +Y+). In order to check
the validity, confirmatory factor analysis was used, and the validity of all variables was
confirmed, and Cronbach's alpha was also used to measure reliability, and Cronbach's alpha
of all variables was at an acceptable level. It was obtained. Data analysis was done by structural
equation modeling method and using smart pls software.

Conclusion: The results of this research show that the competence of interaction and the
competence of the queue staff have an effect on the satisfaction of the customers of the store.
Asking for advice and help from employees moderates the effect of task competence on
customer satisfaction, but asking for advice and help from queue employees does not moderate
the effect of interaction competence on customer satisfaction. In addition, store crowding
moderates the effect of queue staff's task competence on customer satisfaction, but store
crowding did not play a moderating role in relation to the effect of queue staff's interaction
competence on customer satisfaction. Store managers should provide customer satisfaction
from Hypermy store by training capable employees in providing information and customer-
oriented behavior in the store.
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