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Abstract : 

This study aimed to identify the impact of emotional intelligence on improving the 

quality of customer interaction, as well as to explore the reality of emotional 

intelligence skills among employees of the Credit Populaire d'Algérie (CPA) and how 

this reflects on the quality of interaction perceived by customers. To address the 

research problem, both descriptive and analytical approaches were employed. 

Additionally, a questionnaire was designed and distributed to a study sample 

consisting of 109 individuals. The data was analyzed using the SPSS software to 

ensure accurate and reliable results. 

The study concluded that there is a statistically significant impact of emotional 

intelligence on the quality of customer interaction within the investigated bank. The 

results also revealed a positive impact of emotional intelligence dimensions (such as 

self-awareness, empathy, and social skills) on the quality of service interaction. This 

confirms that the emotional competence of the employee directly contributes to 

enhancing the methods of dealing with customers within CPA bank branches 



.Keywords: Emotional Intelligence, Quality of Interaction, Customer Satisfaction, 

CPA Bank, Emotional Skills, Service Quality. 
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لتوزيع افراد عينة الدراسة حسب متغير السن 2رسم توضيحي 

:V26 SPSS

2441.22224.8
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.  19
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2222.12122.2

9892.2
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 11 %1232 
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20272024182.941.3697

%18.3%24.8%18.3%22.0%16.5



الدراسة الميدانية و عرض ومناقشة النتائج                     : الثالثالفصل 

 

57 
 

12
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17 20 27 16 29 3.181.4152
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13 28 31 22 15 2.981.2256
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10 24 31 22 22 3.201.2531
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:V26 SPSS
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%15.6%13.8%22.9%14.7%33.0

30

.
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33
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13 17 22 26 31 3.411.3622
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(variance of Analyses)

 

   
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 : H1.
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F

Sig 

R R2BT

Sig  

42.4400.0000.5330.2840.8066.8080.000

0.6282.2020.000

V26 SPSS 

88 (T) 37515 0.000

0.05"" 

"".  (F) 427440

0.000 (R2) 072.4

 2.74%

". 

H01

.0.08

 

  Y = 1.246 + (0.682) X 

0 628

0.628
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(variance of Analyses)

 01 .

  

  : H0 

 : H1 

02 21

F

Sig 

R R2BT

Sig  

116.6920.0000.7220.5220.26100.2080.000

0.0010.0010.000

V26 SPSS

1 01: 

88 (T) 0.417 0.000

0.05"" 

"".  (F) 116.692
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01 20

F
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Sig  

020.0000.000

 

0.1220.6820.06002.0820.026
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Sig  
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01 24
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 : H1

. 

32 22

0705

T/test -2.1100.037

Anova4.8770.003

 Anova3.2520.043

Anova8.3480.000
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(0.05) 

. 

: 

0  (T=-2.110, Sig.=0.037): 

. 

8  (F=4.877, Sig.=0.003): 882888.2
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2  (F=3.252, Sig.=0.043): 86.2

. 

0  (F=8.348, Sig.=0.000):  (>5 88.2

. 

 (CPA) 

 

 

 

 CPA: 

 : . 

 : . 

 (Mayer & Salovey, Goleman). 
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 )68.0 (%  CPA

. 

882888.2)86.2 (%

. 

 (<5 (60.6%) . 

 

 (H1): 

Cherniss & Goleman Meenaprabha (2025). 

 (H2-H5): 

 H2):  (Parasuraman). 

 H3 ):  (Brady & Cronin). 

 H4): .( 

 H5): (. 

 H6 (): 

Brady . 

 

MSCEIT SERVQUAL 

. 
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. 

 

1  (Mayer & Salovey, 1997): 

. 

2  (Cherniss & Goleman, 2001): 

 (CPA) 

. 

3 20122024: 

"". 

 

0  (Parasuraman et al., 1988):  (SERVQUAL)

"" . 

8  (Brady & Cronin, 2001): 

"" 
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31 

الإضافة الميدانية للبحث  أوجه التقارب القيمة العلمية لدراسة
 الحالي

Wong & Law 
(2002) 

التركيز على زاوية  وجود علاقة طردية قوية على الأداء EI أثر
 "إدراك الزبون" للنتيجة

Miao et al. (2017) تحليل شمولي (Meta-
analysis) 

لاقة الإيجابيةتأكيد الع سجلت دراستنا ارتباطاً  
أقوى نظراً لخصوصية 

 التفاعل البنكي
Meenaprabha 

(2025) 
EI  وجودة الخدمة

 المصرفية
تطابق تام في قطاع 

 الدراسة
إثبات الفرضيات في 

السياق الثقافي والمهني 
 الجزائري

 2024-2025

Moon et al., 2024

Tritami et al., 2025

 

 

 (CPA):

.

 (Front Office).
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 ةالجمهورية الجزائرية الديموقراطية الشعبي

 وزارة التعليم العالي والبحث العلمي

 جامعة عين تموشنت بلحاج بوشعيب

 التجارية والعلوم التسيير ،كلية العلوم الاقتصادية
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