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Abstract

Study Obijectives: This study aimed to examine the relationship between
employee empowerment and customer satisfaction at Tawuniya Insurance
Company in the Eastern Region, focusing on delegation of authority, training,

motivation, and teamwork.
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Study Methodology: A descriptive-analytical approach was adopted using
a sample of 32 participants during 2026.

Study Results: The findings revealed a strong, positive, and statistically
significant relationship between employee empowerment and customer
satisfaction (R = 0.811, R* = 0.658, F = 57.7, p < .001), indicating that
employee empowerment explains 65.8% of the variance in customer
satisfaction. Significant positive relationships were also found between
customer satisfaction and delegation of authority (R = 0.593), training (R =
0.658), motivation (R = 0.807), and teamwork (R = 0.751).

Theoretical Contribution: The study contributes to the literature on
employee empowerment and customer satisfaction by providing empirical

evidence from the Saudi insurance sector.

Practical Applications: The findings support strengthening employee
empowerment through effective delegation, continuous training, appropriate
motivation systems, and teamwork to enhance customer satisfaction and

service quality.

Keywords: Employee Empowerment — Customer Satisfaction — Delegation

of Authority — Training — Motivation — Teamwork.
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32 N
16 a8 Jox>

(2026) adlial) jraal
Z..H\Jﬁ‘ L8 G
) ) Ciluia 3
A glail) A4S 55 e Sandaill o Dlaall Lia 5 (nids gall (€3 f Ailian) AW I3 4 gine 4A8le a3
Al el
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A glail) 38 5 &1 e Dlaall oY 5 5aia g (il gall (S AL an ) AV A I3 & gine ADle a6
A8 Ailaid) (el

(s el A slacil) A4S 55 i L ) g o Dlandl Lz ) Gy Al an Y1 AVAl 13 & ginae A8Dke 2a 5
A8yl dslaial)

8 5a 5 (il sall (S Baadad (e a3 28 ) Claal) Al aaY) AVAN <3 4 gine ABDle 2a 53
ASall Jala sy

aalia ) S 5 e Dlanll ae Jalxill (s gall (g 53 5k G Agilaan ) AIVAl I3 & gine Ao a3
Lol 2 glail) A 5 JAls

AS i e Derd) La y ol 5 (il gl (ppSia alaal (G Aplan Y AVl D 4 gz ABMe 2a i

Onalill A glasill
gNand) L)y Jo (padlh gall (puSal
Model Fit Measures
R? R Model
0.658 0.811 1
Note. Models estimated using sample
size of N=32
Omnibus ANOVA Test
o] F Mean df Sum of
Square Squares
<.001 | 57.7 | 8.713 1 8.7 Cmsal 1 i)
Cdld gall
0.151 30 |4.53 Residuals
Note. Type 3 sum of squares
£3aal) La; 2 254l - Model Coefficients
o] t SE Estima Predictor
te
0.511 0.666 | 0.252 | 0.168 Intercept
<.001 |7.595 | 0.123 | 0.936 Cdla gall (St 1 jurial)
g andl La Gl gal) (pusal
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Model Fit Measures
R? R Model
0.352 0.593 1

Note. Models estimated using sample
size of N=32

Omnibus ANOVA Test
p F Mean df Sum of
Square Squares
<.001 | 16.3 4.666 1 4.67 O il 1any 1 e
FSAA]
0.286 30 8.58 Residuals
Note. Type 3 sum of squares
#arl) L) 2 yiall - Model Coefficients
o] t SE Estima Predictor
te
0.101 1.69 | 0.360 0.609 Intercept
<.001 | 404 | 0177 | 0.715 | Ahalud) (i fany ] ke

£l Lia Aald) i o

60 |
MIDOCEAN




QM\U'AJLAS%JE\

Model Fit Measures

R2

R Model

0.433

0.658

Note. Models estimated using sample
size of N=32

Omnibus ANOVA Test
Mean Sum of
P F Square df Squares
<001 | 229 | 5738 1 5.74 2241 =
)
0.250 30 7.51 Residuals
Note. Type 3 sum of squares
saal) La; 2 254l - Model Coefficients
Estima .
p t te Predictor
0.001 | 3.60 | 0.249 | 0.896 Intercept
<.001 | 479 | 0.119 | 0.568 | <u il 231 piia
s aal) L&y o Al
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Model Fit Measures

RZ

R

Model

0.652

0.807

1

Note. Models estimated using sample

size of N=32

Omnibus ANOVA Test
Mean Sum of
P F Square df Squares
<.001 | 56.1 8.632 1 8.63 Jpdadl) any ] pidia
0.154 30 4.61 Residuals
Note. Type 3 sum of squares
#3anl) Loy 2 piiall - Model Coefficients
¢] t SE Estlema Predictor
0.123 | 1.59 | 0.230 | 0.365 Intercept
<.001 | 7.49 | 0.107 | 0.801 Jpdadl) any ] i
£Saall Lia datl
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Model Fit Measures

R2

R

Model

0.565

0.751

1

Note. Models estimated using sample

size of N=32

Omnibus ANOVA Test

Mean Sum of
P F Square df Squares
RELY. A RY
<.001 | 38.9 7.477 1 7.48 Jeadl
0.192 30 5.77 Residuals
Note. Type 3 sum of squares
sMaal) L) 2 il - Model Coefficients
o] t SE Estima Predictor
te
0.021 | 2.44 | 0.241 | 0.587 Intercept
<.001 | 6.24 | 0.122 | 0.762 Jard) (58 4ary 1 e
ﬁM‘ b.'AJ
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Model Fit Measures

R? R Model

0.699 0.836 1

Note. Models estimated using sample

size of N=32

Omnibus ANOVA Test
Mean Sum of
P F Square df Squares
0.38 | 0.7912 Sl ] il
2 7 0.1215 1 0.1215 il gl
0.48 | 0.5144 STty KLV [T A
0 4 0.0790 1 0.0790 Aalol
°'§’3 °'9‘f43 0.1480 | 1 | 01480 | ol 2umyq e
°'196 °'°f24 37064 | 1 | 3.70e-4 | sl 3o 1_ise
0'38 °'1§4° 00252 | 1 | 0.0252 | Sl 58 dany 1 e
0.1535 26 3.9914 Residuals
Note. Type 3 sum of squares
saal) La ) 2 aial) - Model Coefficients
t SE Esthat Predictor
0.442 0.7812 0.275 0.2150 Intercept
0.382 | 0.8895 | 2.132 | 1.8966 Gl gall (pagat q uiial)
0.480 | -0.7172 | 0.634 | -0.4548 | Adalull Loaei 1any 1 e
0.335 | -0.9820 | 0.324 | -0.3181 Cuodill Qa3 1 ta
0.961 0.0491 0.673 | 0.0330 Jpdadll 3y q pita
0.689 | -0.4050 | 0.649 | -0.2629 Jand) (58 4ary ] piie
Gl gal) (pSal sl
s anl) Ly Andiaa
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Opalill A latill 4S8 lardy cpdadi jall ¢ Saall 5 Cplelall (e Ao 14y ) 3 gand)
A gmaall A el ASLaal) Ad ) Aibaially el A glacill 4S5 rAiiSall 3 ganl)

22026 ale A Lelilasi s bl aas 5 Agilagall Al Hall 2aiil deaiadiall 5 yill dgda ) 3 gand)

i

b n e Dardl Lia 5 (i sall (€ G diluan) AV 3 4 8 40 5k 48D 2 sa 5 glitl) gl
ey (il ) €5 o () ey L «(R2=0.658) sl Jalra s «(R=0.811) Bl ;¥ Jalas
#is «(F=57.7, p<.001) dsloas] V2 13 23 saill GS L oSl Lizay 3 il (00 %65.8

.(Beta=0.936) Lla=iV) Jalza
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co Mandl Loz y 5 (paila sall (€ dlanl (s Ailcan) AV @13 430 5k clile 3 5a 5 glill @ jelal LS
«maill R=0.807 5 <2l R=0.658 5 (ddal ull (a5l R=0.593 4w Cialy &
(p<.001) 4ilas) A2 Cld lgmran 5 cJaall 381 R=0.751

Gla gl

ClalginY Alaia) s el AA5) (e agiSai Toulie cilaSioa (il sall mie dabad) gl oy jaS
3ol ¢ Dlaall
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Salull 8 ks gl Sl iy e lay) ooV e gl oSall i (2023) asge ¢ le pis @
Aaall ¢(ashaall Y 5 4 alall cladall (e de e dlage il 1) Culaall g2l elayy)
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Al Y 5
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Daa¥l e alall 5 881 Ay jall Aaal) dasg Adall 3 jallue cllall Adiaa G oY) (sl sl e
O g aal g a2l — pealldl

dpiamall olyall Ao ey Anilane Al jo candatill Y M) (32883 8 (g Y] pSadll 93 (2024) s @
B Sa 4Y 5 ald
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2022 Jsbl 2 1) F )l g sml s dxans

(i i AS 55 Alla A o o sl Sl gl e g laY) oSl 1 (2021) aniy glaall o
A sl Al S8 dxalall
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