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Abstract

The Effect of Employee Empowerment on the Quality of Customer Service
in Sudanese Commercial Banks

This study aims at determining and describing the type and strength of the relation
between employee empowerment requirements and satisfaction in Sudanese commercial
banks, joint venture banks and foreign owned commercial banks operating in Sudan. On
the other hand the study determines and describes the type and the strength of the
relation between employee job satisfaction and the quality of customer service in
Sudanese commercial banks, joint venture banks and foreign owned commercial banks.
On the other hand the study determines and describes of the relation between employee
satisfaction and quality of service in Sudanese commercial banks and its effects on
improving the quality of customer satisfaction.

The problem of the study is how to ascertain that the actual practices pertaining to the
requirements and approach are determinants of satisfaction in Sudanese commercial
banks and their effect on improving the quality of customer service.

The researcher adopted descriptive analysis, which is suitable for this type of study, by
utilizing the available data to theoretically describe the subject of the study.
Subsequently the study resorted to collect data and tabulate it with the objective testing
the assumptions and concluding results.

The study concluded a number of important results listed below:

1. Lack of statistically significant difference on the dimension of satisfaction
depending on the type of commercial bank which explains the existence of no
relation between the type of the commercial bank and the requirements of
applying empowerment of employees.

2. Lack of statistically significant difference between the dimension of
empowerment and the type of commercial bank which results in employee
empowerment.

3. Asstrong and statistically significant relation between employee empowerment
and employee job satisfaction. Therefore as employee empowerment is fulfilled
results in an increase in employee satisfaction.

4. Existence of strong and statistically significant relation between the dimensions
of employee empowerment and employee satisfaction which leads to increased
employee satisfaction in Sudanese banks.

5. Existence of statistical relation between employee empowerment and the quality
of banking services extended to customers. Therefore we can conclude that as
the level satisfaction increase the quality of customer service will also increase
which will lead to customer satisfaction.

6. Lack of statistically significant difference between the attitudes of the studied
sample with regards to the perception of bank employees to empowerment
requirements with respect to the variable of gender is related to male employees.



The researcher attributes that to the fact that Sudanese commercial banks
depends on male employees more than female employees.

Lack of statistically significant difference between the perceptions of employee
empowerment dimensions with regards to the variables of gender, age, level of
education and employee administrative job level.

Existence of statistically significant difference between the perceptions, among
the sample of the study, of the dimension of empowerment with respect to the
variable of length of service to the advantage of those with longer years of
service. It is leaning to the advantage for those with more than 15 years of
service over those with less than 5 years of service as well as those who have
years of service extending from 5 year to 10 years.
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