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Personality Types of Spiritual Intelligence, Adversity Quotient,
Job Burnout, and Service Quality among Call Center Frontline

Employees at a Telecommunication Company

Pailin Songsiri

Faculty of liberal Arts, Thammasat University

Abstract

The objective of this research is to study the relationship between personality types of
spiritual Intelligence, adversity quotient, job burnout and service quality. Samples of this study are
derived from 240 employees at a call center frontline at a telecommunications company. Research
instruments are: (1) personality types of spiritual Intelligence questionnaire (2) adversity quotient
guestionnaire (3) job burnout questionnaire and (4) service quality questionnaire. Statistical analysis
are relying on mean, percentage, standard deviation, Pearson’s product moment correlation coefficient
and stepwise multiple regression analysis. The study the following findings: all six personality types of
spiritual Intelligence correlates positively and significantly overall and each dimension of adversity
quotient. The overall, and each dimension of adversity quotient, correlate negatively and significantly
with the overall and each dimension of job burnout. All six personality types of spiritual Intelligence
correlate negatively and significantly with the overall and each dimension of job burnout. All six
personality types of spiritual Intelligence correlate positively and significantly with the overall and each
dimension of service quality. The overall and each dimension of adversity quotient correlate positively
and significantly with the overall and each dimension of service quality. The overall and each dimension
of job burnout correlate negatively and significantly with the overall and each dimension of service
quality. Stepwise multiple regression analysis revealed that the dimensions of adversity quotient
regarding origin and ownership, control, endurance, reach and personality types of spiritual intelligence
such as being investigative and realistic are the significant predictors of service quality with a

predictability of 92.3%

Keywords: personality types of spiritual intelligence, adversity quotient, job burnout, service quality
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2. nguiineIves

2.1 nOEHuAInMNITIIRINBIRI UL

UARNMWLINIUINEa0TEE (Zohar & Marshall, 2001, pp. 130-134) & 6 AN
9%t 1) uuuBaszifouuuuLNw (Conventional Personality) 2) uuuTausIay (Social
Personality) 3) LUUTaU&1573 (Investigative Personality) 4) LLuu%aux‘lﬂuﬁmj (Artistic
Personality) 5) wuuianNase (Realistic Personality) 6) wuuna lanaiie (Enterprising

Personality)
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2.2 ngufjinindanisalasia
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VIAWLAY (Reduce Personal Accomplishment)
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AMLNIWNITLUINTT (ServiceQuality) AWUBIAAVDIWITITIIUIULAZATE
(Parasuraman et al., 1990, pp. 175-186) 5w ﬂwdf: 1) U%ﬂ’]iﬁllﬂugﬂﬁii&l (Tangibles)
2) anuindadausslnalald (Reliability) 3) MInauaUaIdagnd (Responsiveness)
4) n'lssl,ﬁﬂ's'ml,%aﬁﬁ@iagnﬁ’] (Assurance) 5) ﬂ'ﬁfﬁ?’nl,l,a:nmagnﬁ’] (Empathy)
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3.2 NT2UURIAANITIVEY

Hivulddnsunada noufuazuisoiifisatasuazianinuadunsey

uwaAaNIITNUEAINIeIRUIzNaLTaIILLSUAZAENNAFIUNNIITL AININT 1
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AT 1 LFAINTOLWUIAG INNTIRE

qﬂﬁnmwmnﬁ%maﬁa‘%m (Personality Types of
spiritual Intelligence)
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3.4 \a5asdanlAlunisfnen
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ToYAA AN BULEIULYAAN YTZNBUEIY LWA 818 TZAUMTAN FDIUATN UAZBIEI
a = Q a o v v lg/ a a
2) uwuuReUMWYARNMWITIUIAgTor $1uau 81 Ta aTTumuLwIAaNng ]
MNIneasHza9 lraNsuazaNIUTa (Zohar & Marshall, 2001) lasdaianudatuwyinny
€ @ o v U J a a
960 3) LUURBUMNLTNIHRIANTPUETIA 1% 42 T8 FINIRMUUKIAATEI WaR 3
faaand (Stoltz, 1997) lasfiinanuiTanuyinny .963 4) uLUFaLMNANNAILaWINY
Tun139197% 31898 22 28 FIuUawartSouLSHININIUWITLVDILNRLATUAL LI ARY
(Maslach & Jackson, 1981) landiena11uiTadiutyinny .911 5) WUUFOUNINA NN
MIVIMT 319724 38 To LuuuuFa U NALY LAz LIS 89NN UITLVDIASUAIANT
(Kang & James, 2004) lasdenanuidanuyinny 961
a I'53
3.5 NM3IATzHTaya
Usznanatayalaslilsunsuduiagdneadalunfienevdaya asdt
1) ToysqmansuzdIuyans adanls da dranud uazdousz 2) anvmzvasdiuly
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4. 4AN13998
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ooz 45.4 dulngInmafnmazaudSygned Sevas 99.2 1a9aunfe ganindIynned
Fapaz 0.8 Mulnganuninlan sa0az 81.3 T09a9UNAHD FONWNTWRUTE T8z 16.7
UWATENIUATWARENTY Sapaz 2.0 anuday dulngfiongnuiesndt 3 4 Jeuaz 41.7
509893108 0159 UT 7 - 9 1 Fauaz 32.0 01591UT4 3 - 6 1 Jawaz 17.1 uazengn
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