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Abstract

This study aimed to examine the impact of job empowerment, with its four dimensions
(delegation of authority, training and development, participation in decision-making, and
motivation), on problem-solving speed and customer satisfaction among customer service
employees in private companies in Riyadh, Saudi Arabia. The study adopted the descriptive-
analytical approach, using a questionnaire as the main data collection tool, consisting of (26)
items distributed across the two variables. The questionnaire was administered to a convenience
sample of (400) customer service employees in the banking, telecommunications, and retail
sectors, with (355) valid questionnaires retrieved for analysis. Data were processed using SPSS
software, employing several statistical techniques including means, standard deviations,
Cronbach’s alpha coefficient, Pearson correlation coefficient, and simple and multiple linear
regression analyses.

The study concluded that levels of job empowerment, problem-solving speed, and
customer satisfaction were high among the surveyed sample. Results also confirmed a
statistically significant impact at the significance level of (a0 <0.05) of the combined dimensions
of job empowerment on the dependent variable, with a coefficient of determination of (71.7%).
Training and development ranked first in terms of impact strength, followed by motivation,
delegation of authority, and participation in decision-making respectively. Based on these
findings, the study recommended adopting job empowerment as an integrated strategic
orientation, designing specialized training programs, developing a balanced incentive system,
expanding the authorities granted to frontline employees, and building effective channels for
engaging employees in decision-making processes.

Keywords: Job Empowerment, Delegation of Authority, Training and Development,
Participation in Decision-Making, Motivation, Problem-Solving Speed, Customer Satisfaction,
Riyadh City.
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