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drivers of consumer trust. Five themes emerged from the data to describe how
consumers perceived authenticity in service providers, namely, through providers’
1) seeking understanding, 2) service-related actions, 3) emotions displayed, 4)
personal disclosure, and 5) moral actions.

Third, this dissertation tests in five experiments how personal and brand perceived
authenticity affect consumer outcomes of human branded services. Personal and
brand authenticity are found to separately positively impact consumer perceptions
of service providers. These effects are mediated by perceptions of the provider
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