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The role of empowering workers in improving the quality of services to achieve
customer satisfaction (A case of pioneering experiences of global institutions in
empowering workers in the service sector)
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Abstract:

This study aims to identify the contribution of empowering workers to achieving quality in
the services provided to customers in order to gain their satisfaction and loyalty, Where it was
relying on pioneering experiences of service institutions that adopted the method of

empowering workers in order to achieve the quality of services provided to customers, We have
been relying on the descriptive analytical approach as the appropriate approach in this study.

This study found that applying the method of empowering workers gives a distinct character
in the service sector, Because the worker in the service sector is in direct contact with the
customer, Consequently, if the worker has broad powers, this will positively affect his
performance, and this in turn will be reflected in the customer’s satisfaction with the services
provided.

This study recommended the necessity of activating the method of empowering workers in
service institutions, As well as improving the tangibility aspect, such as improving the
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appearance of the institution, impro&ing reception places and staff offices, and relying on
modern technology in providing service.

key words : Empowering employees, Quality of services, Empowering workers in the service
sector.
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