Sl (bt ot o0 & s o (i g 5SS i
G| (ol i ] 39 : Sl | L bt G i |
Iy (§ byt
Impact of The emotional Intelligence of
Frontline Employees on Word of Mouth:

Mediating Customer Satisfaction' Applied to
the commercial Banks in Egypt"

‘éw ‘;AE.\' J:\.AAJ‘:\!\Q /|
SJJ“;"“ Azala -SJleﬂ\ @S,i «L\AL.\
anazmy5@yahoo.com

S amt) g gali [ 2 Laallae s calls [
o bl Jles ) 5 )a) M) G goil) i
5y guaiall daala -5 jladl) 4418 8 gealall drala -3 jlaill 4418
tamerashry@mans.edu.eg taasad46@gmail.com

Sf.o\.d.\ dyled) Slulyldl dlse
Fesdd) IS daals — 5 jlal) 4308
S 5l - e AN aad | alad) alaal)
https://csj.journals.ekb.eg : dlaall byl




S Gaalal) cpdlh gall Slaa gl clSA AT sl ali [ 3 g dmad coalls [ 0] g adii dsaallae [

rudlall

& gl asala) cpdl gall han o) LSO sland Gy ABMad) pyan ) Al jal) o2 cdaa
dalSll g |, (CuAY) o clBlall 3 lal G AY) iy il Bl il &)y A el
&)l Al 30 il &) Alaa gl slSA Jdal) Y1 Gl aa Jraad) Ly g 48 ghaial)
s S by A ABghaial) AalSll g Jrand) Lia) o (CrAY) pa clBlall 503 o AY)
Jrard) L) s 5 i 48 ghalal) Al o pdlual) jf (Al sl)

SPSS (pibaay) cpaaali yll o cl i) g culMal) oda JLEa) B ¢ gialdll Aaic) g
dallal) il gil) 2ae &y Ul paad Olati) daild azasai a3y, WARP PLSy 23
gl elSA Sl o Aulag) 4y gine ABMe 359 ) A Al Clagig B lain) (T4Y)
s Mady A aga g Jread) L)y 48 ghial) Akl y 4 jladl) o il cuala¥) (il gall
3529 a9 Jrandl L) o (GeoAY) gea clBblal) 508} bl 518l cldl) @i jaf) Sl gl
LA 1)) Lgasan Alan gl oM Mo @ AT Lad Jrandl Ly Ao G AY) &) 3 aad i
da AT aga 59,48 ghaial) dalSl o (0 AY) ae clBall 303 cp AYY &) ) il B )
Bghial) Aalsl) o (Jrand) aa clBall 5180 Al 500 i) dlijal) lan gl olSd)
O AY) 3 a1 g g i) 138 (5 o Ly Jperd) L a5

48 ghaial) AalSl) | Jaanl) La ), gl slsdl); dalidall cilalsl)

AY oYY g AUD el (1Y) aamd) - (V) alaall 8 _yaalaall A jlail) ciluad Jal) Alya

(ary)



S Gaalal) cpdlh gall Slaa gl clSA AT sl ali [ 3 g dmad coalls [ 0] g adii dsaallae [

Abstract

This study examines the relationship between the emotional
intelligence of front-line employees of commercial banks dimensions (self-
awareness, self-management, other awareness and relationships
management) , word of mouth and customer satisfaction. It also, examines
emotional intelligence (self-awareness, self-management, others awareness
and relationship management) direct impact on customer satisfaction and
word of mouth, then demonstrating the indirect impact of emotional
intelligence on the word of mouth mediating customer satisfaction.

In examining these relationships and influences, the researchers relied
upon SPSS 23 and WARP PLS 7, and a questionnaire was designed to
collect data. The valid forms were (396).

Results showed that emotional intelligence dimensions (self-
awareness,  self-management, other awareness and relationship
management) had correlation with customer satisfaction and word of mouth.
Emotional intelligence dimensions (self-awareness, self-management and
relationship management) impacted customer satisfaction, while the absence
of an impact of other awareness dimension on customer satisfaction. All
dimensions of emotional intelligence (self-awareness, self-management,
other awareness and relationship management) affected word of mouth .
Also, emotional intelligence dimensions (self-awareness, self-management
and relationship management) impacts word of mouth mediating customer
satisfaction, while this effect was not present for other awareness.

Keywords :Emotional Intelligence, Customer Satisfaction, Word Of
Mouth.
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