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ABSTRACT

The objectives of this research were (1) to study the relationships of
emotional intelligence and job characteristic to service quality of commercial bank
employees in Amphoe Mueang, Chiang Mai Province, and (2) to study the
predictability of service quality from emotional intelligence and job characteristic of
commercial bank employees in Amphoe Mueang, Chiang Mai Province.

A correlational research design was used. The sample in this research
included 390 commercial bank employees in Amphoe Mueang, Chiang Mai Province.
The research instruments consisted of a general demographic questionnaire, emotional
intelligence scale, job diagnostic survey, and service quality questionnaire. Data were
analyzed by using descriptive statistics, Pearson’s product moment correlation
coefficient, and multiple regression analysis.

The results of this research were as follows:

1. Emotional intelligence and job characteristic had a significant positive
relationship with service quality of commercial bank employees in Amphoe Mueang,
Chiang Mai Province at the .01 level.

2. Skill variety, task identity, task significance, autonomy, and feedback
from job itself had a significant positive relationship with service quality of
commercial bank employees in Amphoe Mueang, Chiang Mai Province at the .01
level.

3. Emotional intelligence, skill variety, task significance, autonomy, and
feedback from job itself jointly predicted service quality of commercial bank
employees in Amphoe Mueang, Chiang Mai Province at the .01 level.



