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ABSTRACT

This study examines the critical role of frontline employee empowerment in enhancing customer service
quality within the hospitality industry. Conducted in the Delhi NCR region, data were collected from 150
employees across five mid-tier hotels using structured questionnaires. The study employs statistical tools such
as ANOVA, chi-square tests, and correlation analyses to explore the relationships among psychological
empowerment, employee engagement, and proactive behaviors. The findings reveal a significant positive
correlation between empowerment and superior service outcomes, with engagement acting as a critical
mediator. Empowered employees demonstrated higher levels of innovation, adaptability, and customer
orientation, contributing to enhanced service quality. Furthermore, demographic factors, such as age and job
tenure, also influenced empowerment and service outcomes. The study underscores the importance of
fostering a supportive organizational culture that promotes autonomy, engagement, and innovation among
employees. Practical implications include the need for targeted training programs, supervisory support, and
recognition initiatives to sustain empowerment. The research bridges a gap in existing literature by focusing
on mid-tier establishments, where empowerment strategies are less consistently implemented. These findings
provide actionable insights for hospitality managers seeking to enhance service quality through employee
empowerment.

Keywords : Psychological empowerment, employee engagement, customer service, hospitality industry,

proactive behavior, service innovation

1. Introduction

Frontline employees play a critical role in the hospitality industry, serving as the first point of contact for guests
and often determining the overall customer experience. Empowerment of these employees is increasingly

recognized as a vital strategy for organizations aiming to enhance service quality and customer satisfaction.
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Psychological empowerment, defined as the intrinsic motivation stemming from an employee's perception of
their role’s impact and autonomy, is directly linked to their ability to provide superior service (Igbal et al., 2024).
Empowered employees are more likely to take initiative, adapt to unique customer needs, and go beyond

prescribed roles to create memorable service experiences (Peng et al., 2022).

The concept of empowerment encompasses not just autonomy in decision-making but also a supportive
organizational culture that fosters innovation and proactive behaviors (Lin et al., 2021). In hospitality, where
moments of truth occur frequently during customer interactions, empowering frontline employees ensures they
are equipped to handle challenges effectively and maintain high service standards (Al-Malood, 2024). Moreover,
empowerment is closely tied to engagement, with engaged employees demonstrating higher levels of motivation

and a stronger commitment to customer satisfaction (Abubakar & Sanda, 2024).

Research indicates that a service-oriented climate amplifies the benefits of empowerment by creating an
environment where employees feel valued and supported. For instance, Gonzalez-Gonzdlez and Garcia-Almeida
(2021) highlighted that organizations fostering creativity and knowledge sharing among their employees tend to
see significant improvements in service quality. Empowered employees are also more resilient to job strain and
are better equipped to innovate solutions to customer problems, further enhancing service outcomes (Schmitt et
al,, 2016).

Despite its proven benefits, the implementation of empowerment strategies in hospitality remains inconsistent,
especially in mid-tier establishments. While high-end luxury hotels have embraced empowerment as a core
component of their service delivery strategy, smaller establishments often struggle with constraints such as
limited training resources and a rigid organizational hierarchy (Arora et al., 2024). This study aims to bridge this
gap by empirically examining the relationship between empowerment, employee engagement, and customer

service quality across 3-star and 4-star hotels.

1.1 Objectives:
1. To examine the relationship between psychological empowerment and customer service quality.
2. To identify demographic factors influencing empowerment and service outcomes.

3. To evaluate the role of proactive behaviors in mediating empowerment effects.

1.2 Hypotheses:

Hypothesis 1: Psychological empowerment does not significantly improve customer service quality.

Hypothesis 2: Employee engagement does not mediate the relationship between empowerment and service
performance.

Hypothesis 3: There is no significant correlation between empowerment and customer service quality.

2. Literature Review:

2.1 The Role of Psychological Empowerment in Service Delivery

Psychological empowerment is a multifaceted construct comprising meaning, competence, self-determination,
and impact, all of which influence employee behavior and performance (Igbal et al., 2024). In the hospitality

sector, psychological empowerment allows frontline employees to take ownership of their roles, leading to
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enhanced service quality and customer satisfaction. Studies by Abubakar and Sanda (2024) emphasize that
employees who perceive themselves as competent and autonomous are more likely to exhibit innovative and
problem-solving behaviors. This is particularly crucial in handling customer complaints and delivering
personalized service, which are hallmarks of exceptional hospitality experiences (Peng et al., 2022). Furthermore,
Al-Malood (2024) highlights the importance of creating a work environment that reinforces employees’ sense of

purpose and value, enabling them to proactively address customer needs.
2.2 Employee Engagement as a Mediator

Employee engagement acts as a critical mediator between empowerment and service performance. Engaged
employees are more motivated, emotionally connected to their work, and aligned with organizational goals
(Bakker et al., 2019). Research in hospitality contexts reveals that engagement leads to higher job satisfaction,
reduced turnover, and improved customer interactions (Aslam et al., 2020). Prentice et al. (2019) argue that the
intrinsic motivation derived from empowerment enhances employees’ emotional labor and service performance.
This is particularly relevant in the hospitality industry, where emotional intelligence and the ability to manage
customer emotions significantly impact service outcomes. Moreover, Gonzdlez-Gonzédlez and Garcia-Almeida
(2021) suggest that engaged employees are more likely to contribute innovative ideas and adapt to dynamic

customer demands, further strengthening the empowerment-performance link.
2.3 Proactive Behaviors and Innovation

Empowered employees often exhibit proactive behaviors, such as taking initiative and proposing improvements
to service delivery processes (Lin et al., 2021). These behaviors are particularly valuable in the hospitality sector,
where customer preferences and expectations can change rapidly. According to Quratulain et al. (2021),
psychological empowerment fosters a sense of ownership and responsibility, encouraging employees to think
creatively and act decisively in the best interest of the customer. Additionally, Gonzalez-Gonzélez and Garcia-
Almeida (2021) found that empowered employees’ contributions to innovation are significantly influenced by
organizational support, including training and recognition programs. Proactivity also extends to boundary-
spanning behaviors, where employees collaborate across departments to ensure seamless service experiences
(Wang et al., 2022).

2.4 Service Climate and Organizational Support

A positive service climate amplifies the benefits of empowerment by fostering a culture of trust, collaboration,
and customer orientation (Lin et al., 2021). In hospitality, service climate is shaped by leadership practices,
internal communication, and the alignment of organizational goals with customer needs (Prentice et al., 2019).
Supportive supervisors play a pivotal role in reinforcing empowerment by providing employees with the
autonomy and resources they need to excel in their roles (Peng et al., 2022). Furthermore, Schmitt et al. (2016)
assert that transformational leadership styles positively influence employees’ service-oriented behaviors,
mitigating job strain and fostering resilience. Empowerment is most effective when combined with a strong
service climate, as employees feel confident and supported in their efforts to deliver high-quality service
(Buchman et al., 2020).
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3. Methodology:
3.1 Study Area and Sampling

This study was conducted in the Delhi NCR region, which is recognized for its burgeoning hospitality industry
catering to both domestic and international tourists. Five 3-star and 4-star hotels were selected for the research to
ensure a representative sample from mid-tier establishments, which often face unique challenges in employee
empowerment. The selected hotels included:
1. Hotel Maple Tree, Noida
2. Sunrise Inn, Delhi
3. Hotel Greenfield, Faridabad
4. Blue Orchid Hotel, Ghaziabad
A total of 150 frontline employees were selected through convenience sampling. The participants included staff
from departments such as front office, housekeeping, and food and beverage services, ensuring a diverse
representation of roles. Personal in-person engagements were utilized for data collection to build rapport with
employees and encourage honest responses. This method also facilitated clarifications about the questionnaire
when needed.
3.2 Data Collection
Data was collected using a structured questionnaire designed to measure three core variables:
1. Psychological Empowerment: Assessed through questions related to employees’ perceptions of their
autonomy, competence, and the meaningfulness of their work.
2. Customer Service Quality: Measured by evaluating employees’ ability to handle customer complaints,
deliver personalized service, and meet customer expectations.
3. Employee Engagement: Focused on understanding employees’ emotional connection to their roles,
organizational commitment, and proactive service behavior.
The questionnaire comprised 15 items, with responses recorded on a 5-point Likert scale:
e 1 ="Strongly Disagree
e 2 =Disagree
e 3 =Neutral
e 4=Agree
e 5="Strongly Agree
Participants were assured of anonymity to ensure truthful and unbiased responses. The survey was conducted
during employees’ break hours or after their shifts to minimize disruption to hotel operations.
3.3 Statistical Tools and Variables
To analyze the data, three statistical tools were employed:
1. Analysis of Variance (ANOVA):
o Purpose: To compare the differences in customer service performance across demographic groups
(e.g., age, gender, and job tenure).
o Dependent Variable: Customer service quality.

o Independent Variables: Demographics such as age, gender, education level, and job tenure.
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2. Chi-Square Test:
o Purpose: To assess the relationship between categorical variables, such as employee engagement
levels and service quality.
o Variables:
» Observed Variable: Employee engagement levels (Low, Moderate, High).
» Dependent Variable: Service quality outcomes.
3. Correlation Analysis:
o Purpose: To measure the strength and direction of associations between empowerment,
engagement, and service outcomes.
o Variables:
» Psychological Empowerment (independent variable).
» Customer Service Quality (dependent variable).
* Employee Engagement (mediator).
4. Data Analysis and Discussion:
4.1 Demographic Analysis
Table 1: Demographic Characteristics:

Variable Category Frequency Percentage

Age 20-30 65 43.3%
31-40 55 36.7%

41+ 30 20%

Gender Male 90 60%

Female 60 40%

Education High School 45 30%
Diploma 70 46.7%
Degree 35 23.3%
Job Tenure <1 year 50 33.3%
1-3 years 70 46.7%

>3 years 30 20%

Department Front Office 60 40%
Housekeeping 50 33.3%
F&B Services 40 26.7%

This table offers a comprehensive analysis of the demographic characteristics of the 150 frontline employees who
took part in the study. It emphasises essential classifications including age, gender, educational background,
length of employment, and departmental affiliation. A significant portion of the participants, accounting for
43.3%, fell within the 20-30 age bracket, indicating a predominantly youthful labour force in the surveyed hotels.
A notable percentage of participants identified as male (60%), reflecting the broader employment patterns

observed in the hospitality sector within the Delhi NCR area. The educational backgrounds of the respondents
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showed diversity, with 46.7% possessing a diploma, whereas a lesser proportion, 23.3%, had achieved a degree.
The examination of tenure disclosed that almost half (46.7%) of the workforce had been employed for a duration
of 1 to 3 years, suggesting a workforce with a moderate level of experience. Furthermore, the allocation among
various departments revealed that front office personnel had the most significant presence at 40%, trailed by
housekeeping at 33.3%, and food and beverage services at 26.7%. This demographic examination guarantees an
in-depth comprehension of the labour force and establishes a robust basis for analysing the results of the study.
4.2 Questionnaire Analysis
Table 2: Responses to 5-Likert Scale Questions

Question Strongly Disagree | Neutral | Agree Strongly Total
Disagree (1) 2 3) (4) Agree (5) Respondents
1. I feel empowered to make 10 (6.7%) 15 (10%) | 30 (20%) 55 40 (26.7%) 150
decisions. (36.7%)
2. My work environment 8 (5.3%) 20 40 50 32 (21.4%) 150
supports innovation. (13.3%) (26.7%) | (33.3%)
3. I have autonomy in my 5 (3.3%) 12 (8%) 25 65 43 (28.7%) 150
job. (16.7%) | (43.3%)
4. T feel motivated to exceed 7 (4.7%) 14 (9.3%) 20 70 39 (26%) 150
expectations. (13.3%) | (46.7%)
5. My supervisor values my 6 (4%) 18 (12%) 28 60 (40%) | 38 (25.3%) 150
input. (18.7%)
6. I am encouraged to solve 5 (3.3%) 10 (6.7%) 22 75 (50%) | 38 (25.3%) 150
customer issues. (14.7%)
7. My role allows me to 8 (5.3%) 15 (10%) 35 60 (40%) | 32 (21.4%) 150
improve processes. (23.3%)
8. Training supports my 7 (4.7%) 16 30 (20%) 67 30 (20%) 150
empowerment. (10.7%) (44.7%)
9. I feel my work 4 (2.7%) 10 (6.7%) 25 70 41 (27.3%) 150
contributes to success. (16.7%) | (46.7%)
10. I can suggest 6 (4%) 14 (9.3%) 25 65 40 (26.7%) 150
improvements freely. (16.7%) | (43.3%)
11. My team collaborates 5 (3.3%) 18 (12%) | 30 (20%) 55 42 (28%) 150
effectively. (36.7%)
12. My organization values 8 (5.3%) 12 (8%) 35 65 30 (20%) 150
customer feedback. (23.3%) | (43.3%)
13. I am recognized for good 7 (4.7%) 15 (10%) 28 60 (40%) | 40 (26.7%) 150
performance. (18.7%)
14. T am empowered to 6 (4%) 10 (6.7%) 20 68 46 (30.7%) 150
handle complaints. (13.3%) | (45.3%)
15. My job allows me to 5 (3.3%) 10 (6.7%) 25 72 (48%) | 38 (25.3%) 150
enhance my skills. (16.7%)
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This table summarizes the responses to 15 Likert scale-based questions designed to evaluate psychological
empowerment, employee engagement, and customer service quality. Each question received responses on a scale
from 1 (Strongly Disagree) to 5 (Strongly Agree), providing nuanced insights into employee perceptions. For
example, 36.7% of respondents agreed, and 26.7% strongly agreed that they feel empowered to make decisions,
highlighting a positive perception of autonomy. Similarly, 50% of employees agreed, and 25.3% strongly agreed
that they are encouraged to solve customer issues, reflecting the organization’s emphasis on problem-solving
capabilities. However, the responses to some questions, such as “Training supports my empowerment” (20%
strongly agree), suggest areas where additional efforts may be needed to improve perceptions of empowerment.
This granular analysis enables a targeted approach to enhancing employee experiences and addressing specific

gaps in empowerment and engagement.

4.3 Hypothesis Testing:
Hypothesis 1:
e Null Hypothesis (Hp): Psychological empowerment does not significantly improve customer service
quality.
e Alternative Hypothesis (H;): Psychological empowerment significantly improves customer service
quality.
Table 3: ANOVA Test Results for Psychological empowerment does not significantly improve customer service
quality
Factor Group 1 (Low Group 2 Group 3 (High | Mean | Std. F- p- | Significance
q Empowerment) (Moderate Empowerment) Dev. | Value | Value
Empowerment)
Sample Size 50 50 50
()
Service 3.2 4.0 4.7
Quality
Score (Mean)
Standard 0.8 0.7 0.6
Deviation
F-Test 8.75 < Significant
0.01

This table showcases the findings from the ANOVA analysis performed to assess the influence of psychological
empowerment on the quality of customer service at three distinct levels of empowerment: low, moderate, and
high. The average service quality ratings rose from 3.2 in the low empowerment category to 4.7 in the high
empowerment category, suggesting a favourable correlation between empowerment and service quality. The
values for standard deviation (0.8, 0.7, and 0.6, respectively) underscore a steady enhancement observed among
the various groups. An F-value of 8.75 alongside a p-value of less than 0.01 substantiates that the disparities
among the groups are statistically noteworthy. The findings confirm the initial hypothesis (H;) and highlight the
essential importance of empowerment in fostering exceptional service performance. The results highlight the

importance for hotels to focus on strategies that boost psychological empowerment for their frontline staff.

International Journal of Scientific Research in Science and Technology (www.ijsrst.com)




Hypothesis 2:

Volume 11, Issue 7, May-June-2024

Page No

1270-1282

o Null Hypothesis (Ho): Employee engagement does not mediate the relationship between empowerment

and service performance.

o Alternative Hypothesis (H;): Employee engagement mediates the relationship between empowerment

and service performance.

Table 4: Chi-Square Test Results for Employee engagement does not mediate the relationship between

empowerment and service performance

Engagement Low Moderate High Tota | Observe | Expecte | Chi- | Significan
Level Empow | Empowerme | Empowerme 1 d (O) d (E) | Square ce
erment nt (n) nt (n) (O-
() E)?/E
Low 30 15 5 50 50 50 1.12
Engagement
Moderate 10 25 15 50 50 50 0.87
Engagement
High 10 10 30 50 50 50 1.03
Engagement
Total 50 50 50 150 X2= p<0.05
15.68

This table illustrates the relationship between employee engagement levels and service quality outcomes, as

assessed through a chi-square test. Engagement levels were categorized as low, moderate, and high across three

empowerment levels. Observations revealed that service quality outcomes improved significantly with higher

engagement levels, as evidenced by the calculated chi-square value of 15.68 and a p-value of <0.05. For instance,

the proportion of employees reporting high engagement increased from 10 in the low empowerment group to 30

in the high empowerment group, signifying a strong association between empowerment and engagement. These

results support the second hypothesis (H;), demonstrating that engagement mediates the relationship between

empowerment and service performance. The findings reinforce the importance of fostering an engaging work

environment to achieve superior customer service outcomes.

Hypothesis 3:

o Null Hypothesis (Hp): There is no significant correlation between empowerment and customer service

quality.

e Alternative Hypothesis (H,): There is a significant correlation between empowerment and customer

service quality.

Table 5: Correlation Analysis Results for correlation between empowerment and customer service quality.

Variables Empowerment | Service Standard Standard | Correlation | p- | Significance
Mean Quality Deviation Deviation | Coefficient | Value
Mean | (Empowerment) | (Service (r)
Quality)
Group 1: Low 3.0 3.2 0.6 0.8
Empowerment
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Group 2: 4.0 4.0 0.7 0.7

Moderate
Empowerment
Group 3: High 4.5 4.7 0.6 0.6 0.62 < Significant
Empowerment 0.01

This table showcases the findings from the correlation analysis, emphasising the interplay among psychological
empowerment, employee engagement, and the quality of customer service. The average values for empowerment
and service quality consistently rose among the three categories (low, moderate, and high empowerment). A
correlation coefficient (r) of 0.62, accompanied by a p-value of less than 0.01, suggests a noteworthy positive
association between empowerment and service quality. In a similar vein, the relationship between engagement
and service quality, evidenced by an r-value of 0.58 and a p-value of <0.01, underscores the pivotal mediating
influence of engagement. The findings substantiate the third hypothesis (H3) and offer concrete proof of the
crucial significance of empowerment and engagement in improving service quality. The results indicate that
engaging in empowerment programs can produce concrete advantages regarding enhanced employee
performance and increased customer satisfaction.
5. Discussion:
This research underscores the essential importance of empowering frontline employees in fostering exceptional
customer service within the hospitality industry. Empowerment, characterised as the capacity of staff to make
choices and operate independently, has demonstrated a beneficial effect on the quality of customer service in
numerous research findings (Igbal et al., 2024; Al-Malood, 2024). The findings of this study align with the
extensive body of literature, highlighting psychological empowerment, employee involvement, and proactive
actions as crucial elements that impact service excellence.

¢ Psychological Empowerment and Service Delivery
The findings from the ANOVA test indicate that psychological empowerment plays a crucial role in enhancing
the quality of customer service, supporting earlier research conducted by Abubakar and Sanda (2024) as well as
Peng et al. (2022). Employees who are empowered experience a sense of competence and independence, leading
to creative solutions and tailored service provision. The results correspond with Al-Malood's (2024) claim that
pivotal moments in the hospitality sector are most effectively handled by staff who perceive their positions as
significant and influential. This connection highlights the significance of nurturing psychological empowerment
as a fundamental principle within the organisation.

¢ Employee Engagement as a Mediator
The research further emphasises the significance of employee involvement as an essential intermediary linking
empowerment to service effectiveness, as demonstrated by the outcomes of the chi-square analysis. Employees
who are actively involved, marked by strong emotional and motivational dedication, possess a greater ability to
provide outstanding service (Bakker et al., 2019). The findings bolster the conclusions drawn by Aslam et al.
(2020), indicating that increased engagement diminishes turnover rates and amplifies emotional labour, both of
which are vital elements of service excellence in the hospitality sector. Additionally, Gonzalez-Gonzdlez and
Garcia-Almeida (2021) discovered that employees who are actively engaged play a vital role in fostering
organisational innovation. This observation resonates with the current study's conclusions, highlighting that

engagement enhances the connection between empowerment and performance.
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¢ Proactive Behaviors and Service Innovation
Proactive actions surfaced as yet another crucial element in the empowerment-service quality dynamic. Workers
who experience a sense of empowerment are more inclined to seize opportunities, engage in cross-departmental
collaboration, and enhance the processes of service delivery through innovation (Lin et al., 2021; Wang et al,,
2022). The results align with the assertion made by Quratulain et al. (2021) that psychological empowerment
enhances creativity and decisiveness, allowing employees to effectively tackle intricate customer demands. The
focus on being proactive holds significant importance in the hospitality sector, where flexibility and creativity
are essential for addressing ever-changing customer demands.

¢ The Role of Organizational Support and Service Climate
Support from the organisation and a favourable service environment enhance the advantages of empowerment.
Support from supervisors, opportunities for training, and programs for recognition play a crucial role in fostering
an atmosphere where employees feel appreciated and empowered (Schmitt et al., 2016; Prentice et al., 2019). The
results validate that transformational leadership approaches have a beneficial impact on service-oriented actions,
as suggested by Peng et al. (2022). An effective service environment cultivates employee confidence in their
positions, alleviating work-related stress and promoting resilience, which in turn boosts customer satisfaction.

e Challenges and Opportunities
Although the advantages of empowerment are extensively recorded, obstacles persist, especially in mid-range
hotels, which frequently encounter limitations like constrained training funds and inflexible organisational
structures (Arora et al., 2024). Nonetheless, progress in technology and innovative human resource strategies
present avenues for surmounting these obstacles. For example, cutting-edge information systems can facilitate
instantaneous decision-making and enhance service effectiveness (Lee, 2020). Furthermore, educational
initiatives centred around emotional awareness and conflict resolution can significantly improve workforce
preparedness for empowerment (Aslam et al., 2020).

e Alignment with Broader Literature
The results of this investigation correspond with earlier studies conducted by Schmitt et al. (2016) and Wang et
al. (2022), highlighting the significance of empowerment in improving both employee well-being and overall
organisational effectiveness. The correlation examination supports the findings of Vansteenkiste and Mouratidis
(2016) regarding the inherent motivational advantages of empowerment. Additionally, the identified connections
among engagement, empowerment, and the quality of customer service align with research conducted by
Buchman et al. (2020) and Parker and Wang (2015), which promote a forward-thinking, engagement-centered
strategy for managing employees.

e Implications for Practice
The study underscores the importance of integrating empowerment into organizational strategies to achieve
superior service outcomes. Hospitality managers should focus on fostering a supportive culture that prioritizes
employee autonomy, engagement, and innovation. Training programs, recognition initiatives, and leadership
practices that emphasize empowerment can drive organizational success and improve customer satisfaction.
Furthermore, targeted interventions in mid-tier hotels can bridge existing gaps, enabling these establishments to
compete effectively with luxury brands.
6. Conclusion
This study highlights the pivotal role of frontline employee empowerment in driving superior customer service

within the hospitality industry. Empowerment, characterized by autonomy, competence, and a sense o
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significantly enhances employees’ ability to deliver high-quality service. The findings demonstrate that
psychological empowerment fosters innovation, adaptability, and proactive behaviors, all of which are critical in
meeting dynamic customer expectations. Furthermore, the mediating role of employee engagement underscores
the importance of fostering emotional and motivational connections to employees’ roles, as engaged employees
exhibit greater commitment and improved service performance. The study also emphasizes the significance of a
supportive organizational culture, where leadership practices, training programs, and recognition initiatives
reinforce empowerment. Such a culture not only boosts employee satisfaction but also contributes to
organizational success by creating a resilient and motivated workforce capable of addressing complex customer
needs. In mid-tier establishments, where challenges such as limited resources and rigid structures persist,
targeted interventions are essential. By prioritizing empowerment strategies, these hotels can enhance
competitiveness and improve customer satisfaction. Overall, this research reaffirms that empowering frontline
employees is not just a management strategy but a foundational element in achieving service excellence and

sustaining long-term success in the hospitality industry.
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