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RESEARCH ON 

" A CRITICAL SUCCESS FACTOR OF EMOTIONAL INTELLIGENCE AND QUALITY SERVICES EFFECTS OF EGYPT BANK: MEDIATED BY MANAGERS' POWER".  



QUESTIONNAIRE BOOKLET







Dear Respondent,

I am a PhD candidate (Management) at Universiti Sultan Zainal Abidin (UniSZA) Kuala Terengganu, Malaysia. Currently, I am conducting a study titled " A CRITICAL SUCCESS FACTOR OF EMOTIONAL INTELLIGENCE AND QUALITY SERVICES EFFECTS OF EGYPT BANK: MEDIATED BY MANAGERS' POWER".  The purpose of this study is to examine the quality of service offered by Egyptian banks while concentrating on the Emotional intelligence aspect of quality of service when mediating the manager’s power factor.
I would like to request your cooperation to answer this questionnaire. Any information obtained will be kept strictly confidential and only be used for academic purposes. Your cooperation is highly appreciated.
This questionnaire contains questions about emotional intelligence, service quality, manager’s power, and bank performance.  
Thank you in advance for agreeing to participate in this study.  If you have any questions, please do not hesitate to contact my honorable supervisor,  Associate Professor Dr………………, or myself …………….. (Ph.D. Candidate).



	Name:………………….                                                                                   
Supervisor   
Associate Professor Dr. Abdul Aziz bin Abdullah
Faculty of Business and Management   
University Sultan Zainal Abidin  
Terengganu, Malaysia                                                                                   
                      .....................................@gmail.com                                                                
	Name: ……………..
Ph.D. Candidate
Faculty of Business and Management
University Sultan Zainal Abidin
Terengganu, Malaysia
.......................@gmail.com
Phone # ……………….




                                                          

                                                                                       

A: Demographic Characteristics 
Please tick (✔) the appropriate choice

1- Gender:   Male                 Female  

2- Age: 25 - 29 years old                                        30 - 39 years old
                      40  - 49 years old                                    50 years old and over

3- Years of Experience:  5 years & less                          5-10 years
        11-15 years                       16 -20 years                       21 years & above   
















Please indicate your degree of agreement or disagreement with the following statements, so please sign () for the choice that reflects your opinion by choosing one of the five alternatives.
	The following set of statements measures Emotional intelligence and its effect on the Quality of Service When mediating managers’ power in Egyptian banks. Please mark according to your level of agreement.



	Section A: Emotional Intelligence 


	5
	4
	3
	2
	1
	I. Self-Awareness
	Item No

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	
	

	
	
	
	
	
	I am able to identify my feelings
	ASAI1

	
	
	
	
	
	I have learned a lot about myself through my
feeling and emotions.
	ASAI2

	
	
	
	
	
	I understand the reasons for my 'moods'.
	ASAI3

	
	
	
	
	
	I am clearly able to see how my feelings impact
my performance.
	ASAI4

	
	
	
	
	 
	My values and goals are very clear in my mind.
	ASAI5

	
	
	
	
	
	I am aware of my strengths and weaknesses
	ASAI6

	
	
	
	
	
	I frequently seek feedback on my behavior/
Performance.
	ASAI7

	
	
	
	
	
	I have full confidence in myself and in my decisions.
	ASAI8

	
	
	
	
	
	I take initiative to meet people in social situations.
	ASAI9

	
	
	
	
	
	When I contribute to group discussions I believe
My contributions are as valuable as those of others.
	ASAI10
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	II. Self - Regulation

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	I can achieve what I want through my
determination.
	ASRII1

	
	
	
	
	
	I don't easily give up even if I received setbacks.
	ASRII2

	
	
	
	
	
	When I have a problem that creates undue
tension, I try to relax and gain a feeling of
tranquility so that I can re-evaluate things.
	ASRII3

	
	
	
	
	
	When I face a problem, I focus on what I can do to solve it.
	ASRII4

	
	
	
	
	
	I can adjust very quickly to new challenges,
Problems, and information.
	ASRII5

	
	
	
	
	
	I am sensitive to the development in the
environment and capture the opportunity there.
	ASRII6

	
	
	
	
	
	I am able to anticipate changes, and I plan in advance to encash the opportunities.
	ASRII7

	
	
	
	
	
	I am able to handle multiple demands and rapid changes.
	ASRII8

	
	
	
	
	
	I can frequently anticipate solutions to my problems
	ASRII9

	
	
	
	
	
	I seek out fresh ideas from a wide variety of sources
	ASRII10

	

	5
	4
	3
	2
	1
	III. Motivation

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	I constantly try to improve my performance
	AMIII1

	
	
	
	
	
	I set challenging goals for myself and strive to achieve them.
	AMIII2

	
	
	
	
	
	I work hard for a “ better” future reward rather than accept a lesser reward now.
	AMIII3

	
	
	
	
	
	I constantly scan the environment to seize any new opportunity.
	AMIII4

	
	
	
	
	
	I prefer to proact.
	AMIII5

	
	
	
	
	
	I mobilize others through unusual, enterprising efforts.
	AMIII6

	
	
	
	
	
	I take initiative to start a dialogue for a new adventure.
	AMIII7

	
	
	
	
	
	I prefer to be an idea leader.
	AMIII8

	
	
	
	
	
	I believe in performance rather than just following the rules.
	AMIII9

	
	
	
	
	
	Under pressure, I am confident I will find the way.
	AMIII10
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	1
	IV. Empathy

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	People don’t have to tell me what they feel I can sense it.
	AEIV1

	
	
	
	
	
	I can sense the pulse of others and state unspoken feelings.
	AEIV2

	
	
	
	
	
	I listen to the feelings of people while they are talking.
	AEIV3

	
	
	
	
	
	I can sense the feelings of people when I walk into a room.
	AEIV4

	
	
	
	
	
	I anticipate people’s need and try to satisfy them
	AEIV5

	
	
	
	
	
	I seek information about people’s need and then provide service accordingly
	AEIV6

	
	
	
	
	
	I try to meet the expectations of people
	AEIV7

	
	
	
	
	
	I take initiative in taking to people in order to serve them better
	AEIV8

	
	
	
	
	
	I am very comfortable in working with people of different background.
	AEIV9

	
	
	
	
	
	I am able to influence the opinion of important people
	AEIV10

	5
	4
	3
	2
	1
	V. Social Skills

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	I am able to convince people.
	ASSV1

	
	
	
	
	
	I present myself in such a way that people get impressed.
	ASSV2

	
	
	
	
	
	I keep my knowledge base updated and influence people through that.
	ASSV3

	
	
	
	
	
	I am able to read the needs of the hour and influence people through my initiative.
	ASSV4

	
	
	
	
	
	I am a good communicator.
	ASSV5

	
	
	
	
	
	I am able to put across my message effectively.
	ASSV6

	
	
	
	
	
	I am able to arouse enthusiasm in people.
	ASSV7

	
	
	
	
	
	I emerge as a natural leader during unstructured situations. 
	ASSV8

	
	
	
	
	
	I recognize the need for change and work for removing the barriers.
	ASSV9

	
	
	
	
	
	I build team identity and promote commitment among team members.
	ASSV10








	Section B: Sources of Power

	5
	4
	3
	2
	1
	I. Expert power (EX)
	Item No

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	
	

	

	
	
	
	
	
	I trust my manager’s judgment.
	BEXI1

	
	
	
	
	
	 My manager’s expertise makes him/her more likely to be right
	BEXI2

	
	
	
	
	
	My manager has a lot of experience and usually knows best.
	BEXI4

	
	
	
	
	
	My manager’s knowledge usually makes him/her right.
	BEXI5

	
	
	
	
	
	I don't know as much about what should be done in different situations as my manager does.
	BEXI6

	
	
	
	
	
	My manager is intelligent.  

	BEXI7
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	II. Reward power (RE)

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	If I do not comply with my manager, I will not be rewarded.
	BREII1

	
	
	
	
	
	The only reason for doing as my manager suggests is to obtain good things in return.
	BREII2

	
	
	
	
	
	I want to do as my manager suggests only because of the good things he/she will give me for complying
	BREII3

	
	
	
	
	
	If I do not do as my manager suggests I will not receive good things from him/her.
	BREII4

	
	
	
	
	
	My manager has the ability to reward me (in some manner) if I do as he/she suggests.
	BREII5

	
	
	
	
	
	I am dependent on my manager’s willingness to grant me good things. 
  
	BREII6

	5
	4
	3
	2
	1
	III. Referent power (RF)

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	In general, my manager's opinions and values are similar to mine.
	BRFIII1

	
	
	
	
	
	Being similar to my manager is good.
	BRFIII2

	
	
	
	
	
	I want to be similar to my manager.
	BRFIII3

	
	
	
	
	
	I would like to act similar to the way my manager would act in different situations.
	BRFIII4

	
	
	
	
	
	I like the personal qualities of my manager.
	BRFIII5

	
	
	
	
	
	My manager is not the type of person I enjoy working with. 
	BRFIII6

	5
	4
	3
	2
	1
	IV. Coercive power (CO)

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	

	
	
	
	
	
	My manager can harm me in some manner if I do not do as he/she suggests.
	BCOIV1

	
	
	
	
	
	If I do not do as my manager suggests, he/she will punish me
	BCOIV2

	
	
	
	
	
	Something bad will happen to me if I don't do as my manager requests and he/she finds out
	BCOIV3

	
	
	
	
	
	I had better do as my manager suggests in order to prevent something bad from happening to me
	BCOIV4

	
	
	
	
	
	My manager might do something which is unpleasant to those who do not do as he/she suggests.
	BCOIV5
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	V. Legitimate power (LE)

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	I am obligated to do as my manager suggests.
	BLEV1

	
	
	
	
	
	My manager is justified in expecting cooperation from me in work-related matters. 
	BLEV2

	
	
	
	
	
	My manager’s position entitles him/her to expect the support of his/her policies from me.
	BLEV3

	
	
	
	
	
	My manager’s position does not give him/her the authority to change the procedures of my work
	BLEV4

	
	
	
	
	
	Because of my manager's position he/she has the right to influence my behavior.
	BLEV5

	
	
	
	
	
	It is my duty to comply with my manager
	BLEV6









	Section C: Quality of Service


	5
	4
	3
	2
	1
	I. Service Tangibility
	Item No

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	
	

	
	
	
	
	
	The bank should have up-to-date office equipment.     
	CSTI1

	
	
	
	
	
	The bank facilities should appeal attractive.     
	CSTI2

	
	
	
	
	
	Practitioners in the bank should possess the professional qualifications necessary for service delivery.
	CSTI3

	
	
	
	
	
	Practitioners in the bank should neatly appear at all times.     
	CSTI4

	
	
	
	
	
	Practitioners in the bank should be affiliated with other professional bodies in built environments.
	CSTI5

	
	
	
	
	
	The appearance of the physical facilities of banks should be in keeping with the type of services provided.
	CSTI6

	
	

	5
	4
	3
	2
	1
	II. Service Reliability

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	Practitioners in the bank should always render services at the appointed time    
	CSRII1

	
	
	
	
	
	Practitioners in the bank should keep their records accurately.
	CSRII2

	
	
	
	
	
	Practitioners in the bank should be sympathetic and reassuring when customers have problems.
	CSRII3

	
	
	
	
	
	Practitioners in the bank should provide dependable service.    
	CSRII4

	
	
	
	
	
	Practitioners in the bank should keep promises to do something at a certain time.
	CSRII5

	
	
	
	
	
	Banks should ensure a satisfactory office size and location 

	CSRII6

	

	5
	4
	3
	2
	1
	III. Service Responsiveness

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	Practitioners in the bank should inform customers of the scheduled date of the transaction in service delivery.
	CSRIII1

	
	
	
	
	
	Practitioners in the bank should inform customers of the terms and conditions of transactions.
	CSRIII2

	
	
	
	
	
	Practitioners in the bank should show a willingness to help customers. 
	CSRIII3

	
	
	
	
	
	Practitioners in the bank should ensure frequent communication with customers.

	CSRIII4

	
	
	
	
	
	Practitioners in the bank should respond to customer requests promptly 
	CSRIII5

	

	5
	4
	3
	2
	1
	IV. Service Assurance

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	Practitioners' behavior in the bank should give customers confidence in the transaction. 
	CSAIV1

	
	
	
	
	
	Practitioners in the bank should ensure a safe transaction in service delivery.  
	CSAIV2

	
	
	
	
	
	Practitioners in the bank should be consistently courteous in transactions.      
	CSAIV3

	
	
	
	
	
	Practitioners in the bank should be knowledgeable about assuring quality responses to customers in service delivery. 
	CSAIV4

	
	
	
	
	
	Practitioners in the bank should maintain excellent integrity in service delivery. 
	CSAIV5

	
	
	
	
	
	Practitioners in the bank should be polite
	CSAIV6

	
	
	
	
	
	Practitioners should get adequate support from the bank to do their jobs well.
	CSAIV7

	
	

	5
	4
	3
	2
	1
	V. Service Empathy

	Strongly
Agree
	Agree
	Natural

	Disagree
	Strongly Disagree
	

	
	
	
	
	
	Practitioners in the bank should provide personal attention to customers.    
	CSEV1

	
	
	
	
	
	The bank’s operating hours should be convenient for customers    
	CSEV2

	
	
	
	
	
	Practitioners in the bank should ensure that customers' best interest is considered first in service delivery.
	CSEV3

	
	
	
	
	
	Practitioners in the bank should be able to discern customers' specific needs in transactions.
	CSEV4

	
	
	
	
	
	Practitioners in the bank should update customers on information about matters 
of significant concern to them. 
	CSEV5




SECTION F:  OPEN-ENDED QUESTIONS

F1) Please provide ANY comments regarding this study, A CRITICAL SUCCESS FACTOR OF EMOTIONAL INTELLIGENCE AND QUALITY SERVICES EFFECTS OF EGYPT BANK: MEDIATED BY MANAGERS' POWER".  
………………………………………………………………………………………………….
………………………………………………………………………………………………….
………………………………………………………………………………………………….
………………………………………………………………………………………………….
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
F2) Please provide any comments regarding any aspect that appears to be LACKING in this study, " A CRITICAL SUCCESS FACTOR OF EMOTIONAL INTELLIGENCE AND QUALITY SERVICES EFFECTS OF EGYPT BANK: MEDIATED BY MANAGERS' POWER".  

…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………





Gratitude:

We appreciate you for sparing your time to fill out the survey. Your involvement means a lot to us and we highly value it. The information you shared is significant to our analysis and will enable us to make improvements in our bank’s performance.
Once again, we are very grateful for your contribution.
Sincerely
Name:……………..
PhD Candidate
UniSZA, Malaysia
Cell # ………………….
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