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Abstract

This study aimed at measuring the impact of employees’ empowerment on

service quality provided by Unity Trading institution in Jordan.

A descriptive and analytical methodology was used to deal with classification
of data to design and develop a questionnaire, as the study tool; in order to collect
data. The Statistical Package for Social Sciences (SPSS v.22) was used. The study
population consisted of all employees working at the Unity Trading institution in

Jordan, while the study sample was (178) of employees selected randomly.

The study found a high level of efficiency in employees’ empowerment, and
service quality in the Unity Trading institution in Jordan. The results also showed a
statistically significant impact of employees’ empowerment on service quality that
provided by the Unit est. for Trade in Jordan. Finally, the study recommended that
the employee's empowerment shall be considered as the most important factor in
improving the services offered, and avoiding monotonous work, as well as

accelerating the various types of operations.



