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Abstract

This study aimed to examine the relationship and impact between employee empowerment and
customer satisfaction in private companies in Jeddah. It also sought to assess the level of employee
empowerment and the level of customer satisfaction with the services provided. The study
adopted a descriptive-analytical approach, utilizing a questionnaire as the primary data collection
instrument. The sample consisted of (100) customer service employees working in private
companies.

The findings revealed a high level of administrative empowerment among customer service
employees, as well as a high level of customer satisfaction with the services provided, from the
employees’ perspective. The results also indicated a strong positive correlation between the
dimensions of employee empowerment collectively—namely delegation of authority,
participation in decision-making, teamwork, training and education, autonomy, and
motivation—and customer satisfaction.

Furthermore, the study demonstrated that the dimensions of employee empowerment collectively
have a statistically significant positive effect on customer satisfaction, highlighting the importance
of empowerment practices as an effective approach to improving service quality. The hypothesis
testing results confirmed that there is a statistically significant effect at the (0.05) level for each
dimension of employee empowerment on customer satisfaction, including delegation of authority,
participation in decision-making, teamwork, training and education, autonomy, and
motivation.

The study recommends enhancing empowerment practices in private companies by strengthening
delegation, encouraging participation in decision-making, and investing in training programs, as
these practices contribute to improving employee performance and achieving higher levels of

customer satisfaction

Keywords: Employee Empowerment; Customer Satisfaction
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