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Abstract :

Study aimed to measure the impact of employee empowerment on service
quality at Bank of external Trade of Alegria — Tebessa branch. It focused on
five key dimensions of empowerment. delegation of Authority,
communication and information sharing, team building, employee motivation,
and training — and their effect on the dependent variable, service quality. The
study adopted a descriptive-analytical approach to frame the theoretical
aspects of the variables, along with an inductive method. A structured
questionnaire was developed and distributed to a sample of 40 Bank
employees.

The collected data were analyzed using appropriate statistical techniques
via SPSS software to test the proposed hypotheses. The findings revealed a
statistically significant impact of employee empowerment on service quality
at a significance level of (o < 0.05), with empowerment accounting for 37.2%
of the variance in service quality at the Tebessa branch. Furthermore,
employee motivation and training showed a positive effect, with regression
coefficients (B) of 0.155 and 0.214 respectively. However, no significant
effect was recorded for the dimensions of delegation of Authority,

communication and information sharing, and team building.
Keyword: Empowerment, Service Quality, Branch Tebessa, SPSS
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RELIABILITY

/VARIABLES=al a2 a3 a4 ab a6 a7 a8 a9 all0 all al2 al3 al4 al5 al6 al7 als8
al9 az20

/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %

Cases Valid 40 100.0
Excluded? 0 .0

Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.909 20
tAaddl) Baga alil) el &lug < LAY
RELIABILITY

/VARIABLES=bl b2 b3 b4 b5 b6 b7 b8 b9 bl0 bll bl2 bl3 bl4d bl5 bl6 bl7 bl8
b1l9 b20

/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES

Case Processing Summary
N %

Cases Valid 40 100.0
Excluded?® 0 .0



Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.885 20

:g.n,i,&m e :05 a8y (galall

Tests of Normality

Kolmogorov-Smirnov? Shapiro-Wilk

Statistic df Sig. Statistic df Sig.
OSai gl 083 40 .200" 973 40 436
535 daadl) .101 40 .200" 971 40 .378

*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction

Normal Q-Q Plot of creldsil e

Expected Normal

1 2 3 4 3

Observed Value



Dev from Normal

Expected Normal

0z

Detrended Normal Q-Q Plot of celdsll p<a
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Detrended Normal Q-Q Plot of dexli_ixsm
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Correlations

A8 Ly Juaty)
Al omy s Claglaadl  Jeall 38 el cplalall st youll desd sas
ALldl =585 Pearson Correlation 1 426" .342" .589" .290 .300
Sig. (2-tailed) .006 031 .000 070  .060
N 40 40 40 40 40 40
| 4 Ly JuaiY) Pearson Correlation .426™ 1 .379" .327" 518"  .500"
claslal Sig. (2-tailed) .006 016 .039 .001  .001
N 40 40 40 40 40 40
Jeadl_308 <l Pearson Correlation .342" 379" 1 .232 452" .308
Sig. (2-tailed) 031 016 149 003  .053
N 40 40 40 40 40 40
okl 54s% Pearson Correlation .589™ 327" .232 1 376" 477"
Sig. (2-tailed) .000 .039 149 017  .002
N 40 40 40 40 40 40
<3l Pearson Correlation  .290 518" 452" .376" 1 574"
Sig. (2-tailed) .070 .001 .003 017 .000
N 40 40 40 40 40 40
4.aall 2, Pearson Correlation .300 .500™ .308 A7T7 574" 1
Sig. (2-tailed) .060 .001 .053 .002 .000
N 40 40 40 40 40 40

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).



(bl daa%al) Al jlasiy) (07 a8 salal)
Regression

Variables Entered/Removed?

Variables
Model  Variables Entered Removed  Method
1 ALl el Enter
, Jandl_ 358 oy
o sbaall 4 Jliey Jlaiy)
Poplaladl 3udas,
a. Dependent Variable: 525 3e3l)
b. All requested variables entered.
Zisalll adla 108 a3y (3alall
Model Summary®
Change Statistics
Adjusted R Std. Error of Sig. F Durbin-
Model R R Square Square the Estimate R Square Change F Change dfl df2  Change Watson
1 6722 .452 371 .43380 452 5.607 5 34 .001 1.942

a. Predictors: (Constant), <usill, abludl (o Jaall 38 el o glaall 48 jLias Juai¥l, Galelall uéas

b. Dependent Variable; 431l 35

Oakil) Jula 109 a8 Galall
ANOVA?
Model Sum of Squares  df Mean Square F Sig.
1 Regression 5.276 5 1.055 5.607 .001°
Residual 6.398 34 .188
Total 11.674 39

a. Dependent Variable: sl 335

a. Predictors: (Constant), cusill, Adalull (o Jaall 34 ol Gloglaall A< jLEa s Jlai¥)) Cplalall 5aéas



Jaiy) cdlalaa 110 43y Galall

Coefficients?

Standardize

Unstandardized d
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.866 428 4.355 .000
bl (= -.063 .103 -.103 -612 545 .565 1.769
Gl sladll A4S jliey Juai¥) (195 121 .255 1.604 .118 .640 1.563
deadl 5,4 <l 010 .087 .017 115 .909 .733 1.364
Olalall 5eas (155 .079 .322 1.968 .057 .604 1.656
<yl 214 101 .343 2.116 .042 .613 1.632

a. Dependent Variable: <l 335

daxdd) Bagad Bled) guilad 111 48 3alal

Residuals Statistics?

Minimum Maximum Mean Std. Deviation N
Predicted Value 2.8868 4.3264 3.7800 .36780 40
Residual -1.02941 .76323 .00000 .40503 40
Std. Predicted Value  -2.429 1.486 .000 1.000 40
Std. Residual -2.373 1.759 .000 .934 40

a. Dependent Variable: sl 535



Frequency

Histogram
Dependent Variable: sl ag

MNormal P-P Plot of Regression Standardized Residual

Expected Cum Prob

1.0

os

0.6

Regression Standardized Residual

Dependent Variable: 4.l

Mean=3.42E-13
Stel. Dev. = 0.934
N=4
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0.z
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Observed Cum Prob

0.8
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Scatterplot
Dependent Variable: 4sxil_sysa
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Regression Standardized Predicted Value
REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA COLLIN TOL CHANGE
/CRITERIA=PIN (.05) POUT (.10)

/NOORIGIN

/DEPENDENT 554> dodsll

/METHOD=STEPWISE  (ausi5 dhlwll  JLas3¥! iS,Lios olagleoll

S Gadela Il oy WSl
/SCATTERPLOT= (*ZRESID , *ZPRED)
/RESIDUALS DURBIN HISTOGRAM (ZRESID) NORMPROB (ZRESID) .

s Lo 58 Jaxl






