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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 

questionnaire (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 

 

 

 

 

 

 

268-60_in.indd   200268-60_in.indd   200 12/29/16   12:17 PM12/29/16   12:17 PM



201

วารสารศิลปศาสตร ปที่ 16 ฉบับท่ี 2 (กรกฎาคม - ธันวาคม 2559)

JOURNAL OF LIBERAL ARTS 16, 2 (JULY - DECEMBER 2016)

1.  

  

  

 (  , 2553, . 47) 

 

(  , 2554, . 109-111)  (Zohar & Marshall, 2001) 

 (Spiritual Intelligence) 

 6  

  (  

, 2552, . 2) 

   (  , 2550, . 2) 

    

   

(Yagil, 2006, pp. 258-270) 

 

  

  

 

 

 

 

 

2.  
 2.1   

  (Zohar & Marshall, 2001, pp. 130-134)  6  

 1)  (Conventional Personality) 2)  (Social 
Personality) 3)  (Investigative Personality) 4)  (Artistic 

Personality) 5)  (Realistic Personality) 6)  (Enterprising 

Personality)  
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 2.2   

  (Adversity Quotient  AQ)  4   

CO2RE (Stoltz, 1997, pp. 6-7) 1)  (C; Control) 2) 

 (O2; Origin and Ownership) 3)  (R; Reach)      

4)  (E; Endurance)  

 2.3   
  (JobBurnout)  3  (Schaufeli & 

Enzmann, 1998, pp. 31-32)  1)  (Emotional Exhaustion)    

2)  (Depersonalization) 3) 

 (Reduce Personal Accomplishment)  
2.4                                                          

  (ServiceQuality)  

(Parasuraman et al., 1990, pp. 175-186)  5   1)  (Tangibles) 

2)  (Reliability) 3)  (Responsiveness) 

4)  (Assurance) 5)  (Empathy) 

 

 3.  

3.1  
                          

   

  

 

 

 3.2   
  

  1     
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 3.3  
   

 600   240   

 

 

 

 

H 4 

H 6 

H 5 

H 2 

H 1 

H 3 

 (Personality Types of 
spiritual Intelligence) 
1.  (Conventional) 

2.  (Social) 

3.  (Investigative) 

4.  (Artistic) 

5.  (Realistic) 

6.  (Enterprising) 

 (Adversity Quotient) 
1.  (Control)  

2.  (Origin and        

   Ownership)  

3.  (Reach)  

4.  (Endurance)  

 (Job Burnout) 
1.  (Emotional Exhaustion)   

2.  (Depersonalization)  
3.  (Reduce  
    Personal Accomplishment)  

 (Service 
Quality) 
1.     

   (Tangibles) 
2.     

   (Reliability) 

3.   

   (Responsiveness) 

4.   

   (Assurance) 

5.   

   (Empathy) 
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3.4  
  5   1) 

       

2)   81  

 (Zohar & Marshall, 2001)  

.960 3)   42     

 (Stoltz, 1997)  .963 4) 

  22   

(Maslach & Jackson, 1981)  .911 5)  

  38   

(Kang & James, 2004)  .961 

3.5  
     

1)      2)     

     3) 

 4) 

 

 

4.  
4.1  

 240   81.7  

18.3  30 - 39   54.6  30  

 45.4   99.2   

 0.8   81.3    16.7 

  2.0   3   41.7 

  7 - 9   32.0  3 - 6   17.1  

10   9.2    
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4.2  
4.2.1  

 6   

   

  

  4.04, 3.98, 3.91, 3.89, 3.82, 3.72   

0.44, 0.43, 0.47, 0.44, 0.43    

4.2.2  
 

4.08  0.51   

   

  4.17, 4.08, 4.06, 4.02   

0.60, 0.60, 0.52, 0.54  

4.2.3  
 

 1.18  0.49   

  

1.30, 1.20, 1.08   0.58, 0.54, 0.53  

4.2.4  
 

4.14  0.56   

    

 4.20, 4.16, 4.15, 4.14, 4.09  

 0.46, 0.47, 0.54, 0.54, 0.49  

4.3  
  1 
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 4.4  

 7   

    

 

 R R2 Adjust R2 b Beta t P-Value 

 0.899 0.808 0.807 .252 .336 9.102 .000** 

 

 

0.942 0.887 0.886 .205 .245 6.774 .000** 

 0.954 0.910 0.909 .213 .247 7.541 .000** 

 0.960 0.921 0.919 .149 .198 5.428 .000** 

 0.961 0.923 0.921 .102 .098 3.512 .001* 

 0.962 0.925 0.923 -.068 .067 -2.408 .017* 

    .662  7.86 .000** 

 

  7  

   

 92.3 

   = .662 +.252 
( ) +.205 (

) +.213 ( ) +.149 (

) +.102 ( ) -.068 (

) 

 

5.  

 5.1.  
  6 

 

 

  

 (Zohar & Marshall,  

2001, p. 135) 

 6  
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 5.5.  

  1   6  

 

 

  

 

  

 (Stoltz, 1997, pp. 6-7) 

  

 (Zohar & Marshall, 2000, p. 130) 

  6  

  

  2  

 

  

  

 

  

 

 (Maslach, 

Schaufeli & Leiter, 2001, pp. 397- 422) 
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 3   6  

  

     

 

 

   

 (Capacity to face and use suffering) 

 (Capacity to face and  transcend pain) 

     

 (  , 2550, . 68)  

  4  6  

 

 

 

  

 

  

  (Zohar & Marshall, 2000, pp. 138-141) 

  

  

  5 

  

(Stolz, 1997, pp. 14-28) 

  

  

  

  6  

 

 (Maslach & Jackson, 1981)  
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