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Abstract 

This study stresses and is confined to how employee empowerment affect job satisfaction and how 

employee satisfaction affects customer satisfaction. The main aim of this study is to find out the 

relationship between the employee satisfaction and customer satisfaction. It also studies whether 

employees-customer interaction attracts customers or not. The findings from regression analysis 

suggest that frontline employee’s empowerment is positively related to customer satisfaction; 

employees’ empowerment is positively related to job satisfaction; job satisfaction is positively 

related to service quality.  

Keywords: Empowerment, Service quality, Customer satisfaction, Customer loyalty & brand 

image. 

 

 

References 

Silvestro, R, & Cross, S (2000), Applying the service-profit chain in a retail environment: 

Challenging the satisfaction mirror. International Journal of Service Industry Management 

vol. 11, no. 3, pp. 244-268. 

Roth, A V & Van Der Velde, M (1991), Operations as marketing: A competitive service strategy. 

Journal of Operations Management vol. 10, no. 3, pp. 303-329.  



Bhat (2020). Asian Journal of Research in Business Economics and Management, 

Vol. 10, No.12, pp. 1-15. 

2 

 

Rucci, A J, Kirn, S P, & Quinn, R T (1998), "The Employee-Customer- Profit Chain at Sears," 

Harvard Business Review, vol. 76, pp. 2 -97. 

Roth, A V & Jackson, W E (1995), Strategic determinants of service quality and performance: 

Evidence from the banking industry. Management Science vol. 41, no. 11, pp.1720-1733.  

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). Quality continues in service, too. 

Business Horizons, 28, 44-55. 

Parasuraman, A, Zeithaml V A et al (1988), SERVQUAL: A multiple item scale for measuring 

consumer perceptions of service quality. Journal of Retailing, vol. 64, pp. 12-40.  

Zeithaml, V. A., & Berry, L. L. (2000). Service marketing: Integrating customer focus across the 

company. New York, NY: McGraw-Hill.  

Zeithaml, V. A., Wilson, A., & Bitner, M. J. (2008). Services marketing (4th ed.). New Delhi, 

India: The McGraw-Hill Companies. 

Parasuraman, A, Zeithaml, VA, & Berry, LL (1994), "Reassessment of Expectations as a 

Comparison Standard in Measuring Service Quality: Implications for Further Research." 

Journal of Marketing, vol. 58, pp. 111-24. 

Loveman, G W (1998), Employee satisfaction, customer loyalty, and financial performance: An 

empirical examination of the service profit chain in retail banking. Journal of Service 

Research vol. 1, no. 1, pp. 18-31. 

Kellogg, D L & Chase, R B (1995), constructing an empirically derived measure for customer 

contact. Management Science vol. 41, no. 11, pp. 1734-1749. 

Heskett, J. L., Jones, T. O., Loveman, G. W., Sasser, W. E., & Schlesinger, L. A. (1994). Putting 

the service-profit chain to work. Harvard Business Review, 72(2), 164–174. 

 Gronroos, C. (1981). Internal marketing—An integral part of marketing theory. In J. H. Donnelly 

& W. R. George (Eds.), Marketing of services (pp. 236–238). Chicago, IL: American 

Marketing Association. 

Henning-Thurau, T. (2004). Customer orientation of service employees: Its impact on customer 

satisfaction, commitment, and retention. International Journal of Service Industry 

Management, 15(5), 460–478. 

Berry, L. L., & Parasuraman, A. (1991). Marketing services: Competing through quality. New 

York, NY: The Free Press. 

Schneider, B. and Bowen, D.E. (1985), “Employee and customer perceptions of service in banks: 

replication and extension”, Journal of Applied Psychology, Vol. 70, pp. 423-33. Hartline, 

M., & Ferrell, O. C. (1996). The management of customer-contact service employees: An 

empirical investigation. Journal of Marketing, 60, 52–70. 



Bhat (2020). Asian Journal of Research in Business Economics and Management, 

Vol. 10, No.12, pp. 1-15. 

3 

 

 Hartline, M. D., Maxham III, J. G., & McKee, D. O. (2000). Corridors of influence in the 

dissemination of customer-orientation strategy to customer contact service employees. 

Journal of Marketing, 60(4), 35–50.  

Schlesinger, L.A. and Zornitsky, J. (1991), “Job satisfaction, service capability, and customer 

satisfaction: an examination of linkages and management implications”, Human Resource 

Planning, Vol. 14, pp. 141-50.  

Anderson, E. W., Class, F. N., & Donald, R. L. (1994). Customer satisfaction, market share, and 

profitability: Finding from Sweden. Journal of Marketing Research, 60(7), 56–68.  

Bedi, M. (2010). An integrated framework for service quality, customer satisfaction and 

behavioural responses in Indian banking industry: A comparison of public and private 

sector banks. Journal of Services Research, 10(1), 157–172.  

Brown, T. J., Mowen, J. C., Donavan, T., & Licata, J. W. (2002). The customer orientation of 

service workers: Personality trait effects on self and supervisor performance ratings. 

Journal of Marketing Research, 34, 110–119. 

Friedman R. A. & Podolny J. (1992). Differentiation of boundary spanning roles: labor negotiations 

and implications for role conflict. ‘Administrative Science Quarterly”. 37, 28–47.  

Pugh, S. Douglas (2001). Service with  a smile: Emotional Contagion in the service Encounter. 

“Academy of Marketing Journal”, 44(5),1018-27. 

Choi, B. J., & Jeon, H. (2012). The Relationship between Employee Satisfaction & Customer 

Satisfaction. Journal Of Service Marketing. 

Choi, E.-K., & Joung, H.-W. (2017). Employee job satisfaction & customer-oriented behavior: A 

study of frontline Employees in the Fast Food service industry. Journal of Human 

Resources in Hospitality & Tourism . 

Gursoy, D. (2009). Employee Satisfaction,Customer Satisfaction & financial performance .An 

empirical examination. International journal of hospitality Management. 

Lam, K. S. (2008). A Meta- Analysis of Relationships linking employees satisfaction to customer 

responses. Journal of Retailing. 

Liu, W.K., Lee , Y.s., & Hung, M. (2016). The Interrelationships among service quality, customer 

satisfaction and customer loyalty:An examination of the Fast Food industry. Journal of 

Food service business research. 

Yee, R., Yeung, A. L., & Cheng, T. E. (n.d.). The impact of Employee Satisfaction on quality & 

profitability in high contact service industries. 

Nunnally, J. C. (1978). Psychometric theory. New York, NY: McGraw-Hill. (Kostiwa & Meeks, 

2009) (He, Murrmann, & Perdue, 2010). 



Bhat (2020). Asian Journal of Research in Business Economics and Management, 

Vol. 10, No.12, pp. 1-15. 

4 

 

Hu,L.T.,& Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance structure analysis: 

conventional criteria versus new alternatives. Structural Equation Modeling: A 

Multidisciplinary Journal, 6(1), 1–55.  

Hair, J. F., Tatham, R. L., Anderson, R. E., & Black, W. (1998). Multivariate data analysis. New 

Jersey: Prentice Hall. 

Chebat, J.-c., & Kollias, P. (2000). The impact of empowerment on customer contact employees 

Roles in service organisations. Journal of service research. 

Gong, T., & Yi, Y. (2017). The effect of service quality on customer satisfaction, Loyalty,and 

Happiness in five Asian countries. Psycology & Marketing. 

He, P., Murrmann, S. K., & Perdue, R. R. (2010). An Investigation of the relationships ampng 

Employee empowerment, Employee perceived service quality and Employee job 

satisfaction in a U.S Hospitality organisation. Journal Of Foodservice Business Research. 

Karatepe, O. M., Avci, T., & Arasli, H. (2004). Effects of job standardization and job satisfaction 

on service quality:Astudy of frontline employees in Northern Cyprus. Services Marketing 

Quarterly. 

Kostiwa, I. M., & Meeks, S. (2009). The relation between psycological Empowerment,Service 

Quality, and job satisfaction among certified Nursing Assistants. Taylor and francis group. 

Lee, S., & Moghavvemi, S. (2017). Perceived overall service quality and customer satisfaction. A 

comparative analysuis between local and foreign banks in Malaysia. International Journal 

Of Bank Marketing. 

Namasivayam, K., Guchait, P., & Lei, P. (2014). The influence of leader Empowering behaviors 

and employee Psycological empowerment on customer satisfaction. International Journal 

of Contemporary Hospitality Management, 26(01), 69-84. 

Snipes, R. L., Oswald, S. L., Latour, M., & Armenakis, A. A. (2005). The effects of specific job 

satisfaction facets on customer perceptions of service quality: an employee- level analysis. 

Journal of business research. 

Ugboro, I. O., & Obeng, K. (2000). Top management leadership, employee empowerment,job 

satisfaction in TQMorganisations an empirical study. Journal of Quality Management. 

Chau, P. Y. (1997).Reexamining a model for evaluating information center success using a 

structural equation modeling approach. Decision Sciences, 28(2), 309–334. 

Byrne, B. M. (2009). Structural equation modeling with AMOS: Basic concepts, applications, and 

programming. London, UK: Routledge. 

 


