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Abstract

The purpose of this study is to explore the impact of employee empowerment on the
banking services quality (afield study on the banking sectors in Jordan), two variables are
adopted for this study, the empowerment as an independent variable(decisions taking,
teamwork ,promotion and incentives) and the quality of banking services as dependent
variable (top management commitment, training and education, customer focus) .
Questionnaire has been formed and designed by researchers to obtain information on the
study. The sample includes (95) of staff members in the commercial banks and operating
workers in the Jordan banks,different suitable descriptive and scientific statistical and the
official reports concerned eith the study. tools were used to test the questions and study
hypotheses. The findings show the following:

1. Results of the study found that banks in Jordan improved management of quality
banking services in its three dimensions.

2. The study concludes that there is significant effect of the combined dimensions of
empowerment in the quality of banking services in its three dimensions.

3. Asignificant impact for empowerment related to decisions taking on the quality of
banking services to banks in Jordan.

In light of the findings of the study concludes to the following recommendations:
1. Increase the interest by banks in Jordan on the subject of empowerment.
2 . Make more attention to the empowerment of motivations in banks of Jordan.

key words: Empowerment, Banking services quality, Jordanian commercial banks.
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