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Abstract 

Employees who are empowered feels more confident and try to give their best to their 

employers, as a result, service quality improves. Improved service quality generally results 

into higher level of customer satisfaction. This study focuses on determining impact of 

employee empowerment on customer satisfaction with reference to selected banks of south 

Gujarat. Various factors of employee empowerment were extracted with the help of 

exploratory factor analysis techniques and confirmatory factor analysis was used to verify the 

factors of a set of observed variables. Structural equation modelling techniques was used to 

know the impact of employee empowerment on customer satisfaction. With the help of 

exploratory factor analysis, researcher extracted five factors responsible for the employee 

empowerment namely, authority and participation, management support, control over jobs, 

job knowledge and reward and recognition. It is also extracted from the research that there is 

a relationship between employee empowerment and customer satisfaction. Researcher also 

found that there is a significance difference in the level of employee empowerment and 

customer satisfaction across selected public, private and co-operative banks of south Gujarat. 

This PhD thesis will help all the public, private and co-operative sectors of the banks to 

design policies related to employee empowerment. 
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