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Abstract

This study aimed to explore the impact of employee empowerment on customer
satisfaction in commercial banks in the Kingdom of Saudi Arabia, focusing on empowerment
dimensions including delegation of authority, employee participation in decision-making, and
continuous training and motivation programs. The results revealed a strong and statistically
significant positive relationship between delegation of authority and customer satisfaction,
indicating that empowering employees to make daily decisions improves customer experience
and explains 53.6% of the variance in customer satisfaction. Furthermore, employee
participation in decision-making was found to positively affect customer satisfaction, accounting
for 56% of the variance, highlighting the importance of involving employees in decision-making
to enhance service quality. Additionally, investment in continuous training and effective
employee motivation was shown to significantly contribute to improved customer satisfaction,

explaining 58.5% of the variance.
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