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ABTRACT

Customer satisfaction philosophy emerges as one of the most important practices in
the Organization. This research highlights the mmportance of Customer satistaction
through making the customer’s interest the first priority and concern for emplovees,
As a result, long-term, mutual. and profitable relationships can be established between

all parties,

Frontline employees play an excellent role in mediating the relationship between
clients and service providers. Findings reveal that both forms of empowerment have a

positive and significant impact on customer satisfaction

It is in line this that this research explored the following objectives to identify the
level of employee empowerment. as well as to examine the relationship between
employee empowerment and customer satisfaction in banks in koralaipattu divisional

scoretariat area

Only Four dimensions of structural empowerment (communications, training,
authority delectation and knowledge and skills) have a significant positive impact on
the dependent variable this study offers new insights into the existing literature and
provides im}".nlical'i&n&; and direations for future research g
L

A sample size of about 200 was adopted from the five banks which were selected af
random. Furthermore. the data obtained were (F]Tt{]]}":/,l?d I;Singaﬁi:_l;mle percentage and
presented iJJ tables and charts, the hypadhesis which Qd;b [h}."l!;-{'hﬁ_ll\ﬂ 15 no signilicant

relationship between employee empowermpent and customers’ 4 satisfaction was
a By i

supported fi ml‘]nwing a z-fest analyses of population pmpm‘lim'@}fmrlim' conducted.

_F.

L

This implies a positive relationship between emplovees™ empowerment and
customers’ satisfaction in banks in koralaipattu divisional sr'-.‘::rrﬂ:]rif']l area. This study
offers new insights into the existing literature and provides implications and

directions {or future research.
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