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Abstract:

his study aimed to examine the impact of employee empowerment on customer
satisfaction at the Mandarin Oriental Al Faisaliah Hotel in Riyadh. It focuses on
analyzing the level of job empowerment through its main dimensions, namely:
delegation of authority, participation in decision-making, teamwork, and training and
development, and exploring their influence on customer satisfaction regarding service
quality.

The significance of the study lies in addressing one of the most important
modern managerial concepts in the hospitality sector—employee empowerment—as
a key approach to enhancing organizational performance and improving customer
satisfaction.

The study adopted the descriptive-analytical approach, as it is the most suitable
for describing the phenomenon and analyzing the relationships between its variables.
The population consisted of customers of the Mandarin Oriental Al Faisaliah Hotel in
Riyadh. A census method was used, and (80) valid questionnaires were collected out
of (87) distributed questionnaires. Data were collected using a structured
questionnaire designed specifically to achieve the study’s objectives and were
analyzed using appropriate statistical methods.

The findings revealed that the level of employee empowerment in the hotel was
high, and customer satisfaction with the provided services was also relatively high,
reflecting the overall service quality within the hotel. Moreover, the results indicated
a statistically significant positive relationship between all dimensions of employee
empowerment and customer satisfaction. It was found that delegation of authority,
participation in decision-making, teamwork, and training and development all
positively contribute to enhancing customer satisfaction and improving the overall
guest experience.

The results also showed some variation in respondents’ perceptions, where
teamwork ranked the highest in terms of agreement, indicating a strong culture of
collaboration among employees. In contrast, delegation of authority ranked relatively
lower, suggesting a need for further enhancement of empowerment practices,

particularly in frontline decision-making. Overall, employee empowerment proved to

be a key determinant in improving service quality and responsiveness to customer
needs.

Based on these findings, the study recommends strengthening empowerment
practices within the hotel, expanding delegation of authority, increasing employee
involvement in decision-making, enhancing continuous training programs, and
reinforcing teamwork culture, in order to improve customer satisfaction and achieve
excellence in hotel performance.

Keywords: Empowerment — Employee Empowerment — Customer Satisfaction.
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