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Section A :
A: Demographic Characteristics

Please tick (&) the appropriate choice

1- Gender: Male:] Femﬂlc:]

2- Age: 20 - 30 years old C ) 31 - 39 years old C
40 - 49 years old S 50 years old and over [:
3- Years of Experience: 5 years & less [ 5-10 years )

11-20 yvears ) 21 years & abo[ ]

Section B:

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 in Egyptian banks. Please mark according to your level of agreement.
Section A: Quality of Service
Item No 1 = 3 4 5
= |2 | = =z
I. Service Tangibility 2 E’ E | B £ | & g
3E |3 |2 |8 |8&
ASTIL The bank has modern equipment.
ASTI2 The bank has appealing facilities.
1 = 3 4 5
SZ | 2| = =z
II. Service Reliability g5 |2 = q°§ & 2
SE(S |53 |2&
g = 2 = =
ASRITL | The bank provides a timely service.
ASRII2 | The bank maintains error-free records.
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Section A:

A: Demographic Characteristics

Please tick (#) the appropriate choice

1- Gender: Male:] Ff:mﬂle[:]

2- Age: 20 - 30 years old :] 31 - 39 years old
40 - 49 years old [:] 50 years old and over [:]
3- Years of Experience: 5years & less [ ) 5-10 years C )

11-20 years [ ] 21 years & abo[ ]

Section B:

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 in Egyptian banks. Please mark according to your level of agreement.
Section A: Quality of Service

Item No 1 2 3 -} 5
22\ 2| = 4
I.  Service Tangibility 23 |E |2 |8 &2
a8 5 | a9 g =2 =
S
RS R |E|°|°%
ASTII The bank has modern equipment.
ASTI2 The bank has appealing facilities.
1 i = 4 3
=~ N = - =4
IL Service Reliability €3 £ |5 |&|&2
58 |9 |2 %48
< == < =S =
ASRIIl | The bank provides a timely service.
ASRII2Z | The bank maintains error-free records.
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1 2 13| 4 5
, , 2|28zl |p?
III. Service Responsiveness a3 2|k | 2
=8 |5 |E |3 |38
g5 8| B |°|°%
ASRII | The service provider informs clients when the
services will be performed.
ASRII2 | The service provider informs clients of the terms
and conditions of banking transactions.
1 2 13| 4 5
ge 8|z z
IV. Service Assurance z E z & q;: q;: E
2|5 5|3 |3&
258 |2 |° %
ASAIVI | The behaviors of service providers built the
confidence of the client.
ASAIVZ | Clients feel safe in dealing with the service
provider.
1 21314 5
l L | Z 4
V. Service Empathy EE E né q;; (g E
s = Ll =
| = = a3 &
258 |2 |° %%
ASEV1 The employees give customers personal attention.
ASEV2 The bank has provided convenient operating
hours.
Section B: Emotional Intelligence
Item 1 203 4 5
No wn G
: | 2 4
I. Self-Awareness gg ,.E 5 UE QE E
= R =5 = o g =
25 g 2| ° |°F
BSAI lam able to identify my feelings.
BSAI2 I understand the reasons for my 'moods'.
1 20 4 5
LS| 2 4
IL Self - Regulation g £ o§ 0?, 5
BE|F (2| % |BE
g= |8 | B =
BSRIII I can achieve what I want through my own
determination.
BSRII2 I do not easily give up even if I received
setbacks.
IIL. Motivation | IR 5
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E!& E Z 2
SE|E & &S
cE BB % |3&
e 4]
e |§ R <
BMII | [ constantly try to improve my performance.
BMIIZ | [work hard fora * better” future.
1 |23 4 5
wn Z )
. - ' -
IV. Empathy HHHERG
5Eie 8§ |58
e 4]
3% |8 E 3
BEIVI' | People do have to tell me what they feel I can
sense it.
BEIV2 | [ listen to the feelings of people while they are
falking.

e

V. Social Skills

22I18V

ABuons

CER g |

Asuonsg

daa3esKq |t

eameN |wo
22a3V

BSSVI | Tam able to convince people.
BSSV2 | [ present myself in such a way that people get
impressed.

SECTION C: OPEN-ENDED QUESTIONS

C1) Please provide ANY other comments regarding this study.
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