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Abstract

This study investigates the impact of employee empowerment on the quality of municipal

services by testing the effect of organizational commitment as a possible mediator variable.
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A questionnaire was used to collect data from the study sample, which consisted of 304
employees who occupy managerial and supervisory positions in great municipalities in
Jordan. The study revealed a positive, statistically significant effect of empowering
employees to raise the quality of municipal services. According to the study’s findings,
decision-making participation had the highest impact on service quality improvement,
followed by training, motivation, and teamwork quality; delegation came in last. Moreover,
results indicated that organizational commitment partially mediates the relationship

between employee empowerment and the quality of municipal services.

0 This is a preview of subscription content, login via an institution (2 to check access.

Access this chapter

C )

A Chapter EUR 29.95
Price includes VAT (Jordan)

Available as PDF
Read on any device
Instant download

Own it forever

v eBook EUR 160.49

v Hardcover Book EUR 199.99

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 2/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of:...

Tax calculation will be finalised at checkout

Purchases are for personal use only

Institutional subscriptions >

Similar content being viewed by others
[ =

Antecedents of The Impact of Employee How cor.pc?r.ate social
responsibility
Empowerment and Empowerment and -

- . - perceptions affect
Commitment to Service Organizational I "ositi
Quality in the Chinese... Citizenship Behavior... employees positive...
Chapter ©2014 Chapter ©2024 Article 27 August 2021

References

1. Al-Qadi, N.: The effect of empowerment strategies on the quality of health quality of
services in Assurance companies. Adm. Arab. J. 32(1), 139—-152 (2018)

Google Scholar

7. Lee, UH.R.: An empirical study of organizational justice as a mediator of the
relationships among leader member exchange, and job satisfaction, organizational
commitment and turnover intentions in the lodging industry, Unpublished Ph. D
dissertation, Virginia State University, USA (2012)

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 3/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of:...

Google Scholar

3. Mezher, M.A.: Forecasting financial markets and credit risk classification using genetic
folding algorithm. Int. J. Electron. Bank. 3(4), 283-300 (2022)

Article Google Scholar

/. Taamneh Mohammad, M., Abudoleh, J., Almaitah, M., Taamneh, A., Eneizan, B.: The
effects of organizational Support and Psychological empowerment on Organizational

citizenship behavior in the Jordainian health sector, vol.11, no. 3, pp. 78-91. (2021)

Google Scholar

5. Spreitzer, G.M.: Psychological empowerment in the workplace: dimensions,
measurement, and validation. Acad. Manag. J. 38(5), 1442—-1465 (1995)

Article Google Scholar

6. Brown, S., McHardy, J., McNabb, R., Taylor, K.: Work Performance, Worker commitment,
and loyalty. J. Econ. Manag. Strat. 20(3), 925-955 (2011)

Article Google Scholar

/. Melhem, Y.: Beyond empowering your workforce: Learning organization and employee
empowerment- the case of Irbid District Electricity Company. Int. J. Learn. Chang. 10(3),
220-241(2018)

Article Google Scholar

8. Hashemite Kingdom of Jordan. Royal Committee to Modernize Political System, (2021).
http://tahdeeth.Jo/home/News4

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 4/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of:...
0. Nakamura, T., Nakagawa, T., Yuguchi, R., Jin, Y., Hirakimoto, H.: A study on the
discriminability, effect and factors of Soshiki wo seou ishiki, new type of organizational

commitment, pp. 19—9. Osaka university, Graduate school of Economics, No (2019)

Google Scholar

10. Vu, M.H.: Employee empowerment and empowering leadership: A literature Review.
TECHNIUM 2(7), 20—28 (2020)

Article Google Scholar

11. Meyrson, G., Dewettick, B.: Effect of empowerment on employee’s performance,
Advanced Research in Economic & Management. Science 2, 40—46 (2012)

Google Scholar

12. Eshetu, M.S., Kebede, SW.: Impact of business process reengineering (bpr) on
customer satisfaction, employee empowerment and service quality. Case of commercial

Banks of Ethiopia, Master thesis, Karlstad university, (2012)

Google Scholar

13. Al-Ajrafi, F.: Administrative Empowerment and its correlation with achieving job
satisfaction. Spec. Educ. Int. J. 6(9), 152-167 (2017)

Google Scholar

14.. Abd Rahman, M.S., Al-Okaily, M., Ismail, W.N.SW., Ali, A.: Measuring success of
accounting information system: applying the DeLone and McLean model at the
organizational level. J. Theor. Appl. Inf. Technol 98(14), 2697—2706 (2020)

Google Scholar

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 5/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...

15. Aljedi, M.: The effect of Psychological Empowerment on Job satisfaction and job
Commitment in Communication sector in Jordan. Master thesis, Yarmouk University,
Jordan (2016)

Google Scholar

16. Alnawafleh, A., Al-Sartawi, A., Almarashdah, F., Al-Okaily, A.: The mediating role of
strategic planning in the impact of project management strategy on firm performance.
In: Musleh Al-Sartawi, A.M.A., Razzaque, A., Kamal, M.M. (eds) From the internet of
things to the internet of ideas: The role of artificial intelligence. EAMMIS 2022. Lecture
notes in networks and systems, vol. 557. Springer, Cham (2023)

Google Scholar

17/. Cetin, E., Askun, D.: The effect of occupational self-efficacy on work performance
through intrinsic work motivation. Manag. Res. Rev. 41(2), 186—201 (2018)

Article Google Scholar

18. Prakash, A., Mahajan, Y., Gadekar, A.: Adoption of mobile money among internal
migrant workers during the corona pandemic in India: a study focused on moderation
by mode of payments. Int. J. Electron. Bank. 3(2), 144-162 (2022)

Article Google Scholar

19, Melhem, Y.: The Antecedent of customer-contact employees’ empowerment. Empl.
Relat. 26(1), 72—93 (2004)

Article Google Scholar

2(). Taamneh, A., Alsaad, A., Elrehail, H., Lutfi, A., Sergio, R.P.: University lecturers
acceptance of moodle platform in the context of the COVID-19 pandemic. Glob. Knowl.,

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 6/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...
Mem. Commun. ahead-of-print(ahead-of-print). https://doi.org/10.1108/ GKMC-05-
2021-0087

21. Aws, AL, Ping, T.A., Al-Okaily, M.: Towards business intelligence success
measurement in an organization: a conceptual study. J. Syst. Manag. Sci. 11(2), 155-170
(2021). https://doi.org/10.33168/JSMS.2021.0210

Article Google Scholar

2. Al-Okaily, A., Ai Ping, T., Al-Okaily, M.: Evaluation of data analytics-oriented business
intelligence technology effectiveness: an enterprise-level analysis. Bus. Process.
Manag. J. (ahead-of-print). https://doi.org/10.1108/BPMJ-10-2022-0546

7273, Tram, V.: Assessing the effect of service quality, experience, value, relationship quality
on behavior in tension. J. Asian Financ. Econ. Bus., 17(3), 167-175 (2020)

Google Scholar

2/, Parasuraman, A., Zeithaml, V., Berry, L.: A SERVQUAL: A multiple-item scale for
measuring consumer perception of service quality. J. Retail. 64(1), 12—40 (1988)

Google Scholar

725. Taamneh Mohammad, M.: Challenges facing local government in Jordan and strategies
to address them. Probl., Perspect. Manag., 18(3), 402—-414 (2020)

Google Scholar

26. Abo-Alhaiaja, S.: The impact of Psychological Empowerment on Job performance and

Organizational Commitment in Information Technology Companies in Jordan.

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 7114



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of:...
Unpublished Master thesis, Business Administration, Yarmouk university, Irbid,
Jordan (2018)

Google Scholar

2'77. Almajali, D., Al-Daoud, K., Weshah, S., Shaikh, A.A.: Go cashless! mobile payment apps
acceptance in developing countries: the jordanian context perspective. Sustain. 14(20),
13524 (2022)

Article Google Scholar

28, Musleh Al-Sartawi, A.M., Hussainey, K., Razzaque, A.: The role of artificial intelligence
in sustainable finance. J. Sustain. Financ. & Invest., 1-6 (2022)

Google Scholar

29. Dorner, N.: Innovative work behavior: The roles of employee expectations and effects

on Job performance. Doctoral dissertation, Verlag Nicht Emittelbar (2012)

Google Scholar

3(). Chandrasekar, K.: Workplace Environment and its impact on organizational

performance in public sector. Int. J. Enterp. Comput. Bus. Syst. 1(1), 1-19 (2011)

Google Scholar

31. Al-Okaily, A., Al-Okaily, M., Teoh, A.P.: Evaluating ERP systems success: evidence from
Jordanian firms in the age of the digital business. VINE J. Inf. Knowl. Manag. Systems.
(ahead-of-print). https://doi.org/10.1108/VJIKMS-04-2021-0061

372. Al-Okaily, M., Al-Sartawi, A., Hannoon, A., Khalid, A.A.: Information technology

governance and online banking in Bahrain. In: Musleh Al-Sartawi A.M.A. (eds.)

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 8/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...

Artificial intelligence for sustainable finance and sustainable technology. ICGER 2021.

Lecture notes in networks and systems, vol. 423. Springer, Cham (2022)

Google Scholar

33, Ukil, M.I.: The impact of employee empowerment on employee satisfaction and service
quality: Empirical Evidence from financial enterprises in Bangladesh. Theory and
Pract. 17(2), 178-189 (2016)

Google Scholar

3/4.. Musleh Alsartawi, A., Hegazy, M.A.A., Hegazy, K.: Guest editorial: The COVID-19
pandemic: a catalyst for digital transformation. Manag. Audit. J. 37(7), 769—-774 (2022)

Article Google Scholar

35. Baron, R.M.,, Kenny, D.A.: The moderator—mediator variable distinction in social
psychological research: Conceptual, strategic, and statistical considerations. J. Pers.
Soc. Psychol. 51(6), 1173 (1986)

Article Google Scholar

36. Al-Okaily, M. (2022). Toward an integrated model for the antecedents and
consequences of AIS usage at the organizational level. EuroMed J. Bus. (No. ahead-of-
print). https://doi.org/10.1108/EMJB-05-2022-0100

37/. Donglong, Z., Taejun, C., Julie, A., Sanghun, L.: The structural relationship between
organizational justice and organizational citizenship behavior in university faculty in
China: the mediating effect of organizational commitmentAsia Pac. Educ. Rev., 21(1),
167—-179 (2020)

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 9/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...

Google Scholar

38. Taamneh, A.M., Taamneh, M., Alsaad, A., Al-Okaily, M.: Talent management and
academic context: a comparative study of public and private universities. EuroMed J.
Bus., (ahead-of-print). https://doi.org/10.1108/EMJB-08-2020-0088

390, Alzaabi, S.A., Marni, N.A.: The impact of public participation and service quality on the
performance of Abu Dhabi’s municipalities civilization. Int. Rev. Soc. Sci. 7(2), 84—99
(2019)

Google Scholar

/(). Taamneh, M.M., Mhilan, L.M., Al-Okaily, M.: The effect of organizational virtuousness
on the organizational citizenship behavior: evidence from Jordanian health sector. In:
From the internet of things to the internet of ideas: the role of artificial intelligence:

Proceedings of EAMMIS 2022, pp. 375—389. Cham: Springer International Publishing
(2022b)

Google Scholar

/]. Bany Mohammad, A., Al-Okaily, M., Al-Majali, M., Masa’deh, R.E.: Business
intelligence and analytics (BIA) usage in the banking industry sector: An application of
the TOE framework. J. Open Innov.: Technol., Mark., Complex., 8(4), 189 (2022)

Google Scholar

/). Taamneh, M., Alshboul, A., Almaaitah, M.: Transformational Leadership and its

impact on the job performance at Great Municipalities in Jordan. Acad. Strateg. Manag.
J.20(2),1-10 (2021)

Google Scholar

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 10/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...

/3. Abdissa, G., Fitwi, T.: The impact of psychological empowerment on employees’ job
satisfaction: with reference to commercial Banks of Ethiopia. Gedeo Zone, Pyrex J. Bus.
Financ. Manag 2(7), 65—80 (2016)

Google Scholar

4/, Ghannam, A., Taamneh, M.M.: The impact of organizational identification on
organizational commitment among governmental employees in Jordan. Int. Reviiew
Manag. Bus. Res 6(3), 1026—1034 (2017)

Google Scholar

/5. Rahayu, LF,, Latipun.: The strength of internal service quality on employee’s turnover
intention and job satisfaction to organizational commitment. AMCA J. Community
Dev., 1(2), 21-26 (2021). https://doi.org/10.51773/ajcd v1i2.71

/.6, Sekaran, U, Bougie, R.: Research methods for business: A skill building approach. John
wiley & sons, (2016)

Google Scholar

4], Shahin, A., Mehparvar, E., Shirouyhzad, H.: Prioritization of departments based on
service quality dimension in Isfahan Steel Company: A multiple criteria decision-
making approach. Int. J. Prod. Qual. Manag., 116—130 (2013)

Google Scholar

/8. Promsri, C.: The Influence of employees’ organizational commitment on workplace
loneliness. Soc. Sci. Hum. J. 2(4), 432—437 (2018)

Google Scholar

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 11/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...
40, Karolak, M., Razzaque, A., Al-Sartawi, A.: E-services and M-services Using [0T: An
assessment of the kingdom of Bahrain. In: Musleh Al-Sartawi A.M., Razzaque A.,
Kamal M.M. (eds.) Artificial intelligence systems and the internet of things in the
digital era. EAMIMIS 2021. Lecture notes in networks and systems, vol. 239. Springer,
Cham (2021)

Google Scholar

Author information

Authors and Affiliations

School of Business, Jadara University 733, Irbid, Jordan
Mohammad M. Taamneh, Reema Matarneh & Manaf Al-Okaily

Corresponding author
Correspondence to Manaf Al-Okaily .

Editor information

Editors and Affiliations

College of Business and Finance, Ahlia University, Manama, Bahrain
Abdalmuttaleb M. A. Musleh Al-Sartawi

Accounting and Finance, Liwa College of Technology, Abu Dhabi, United Arab Emirates
Anas Ali Al-Qudah

Department of Computerized Financial and Banking Science, Business and Economics
Faculty, Palestine Technical University—Kadoori, Tulkarm, Palestine, State of
Fadi Shihadeh

Rights and permissions

Reprints and permissions

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 12/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of:...

Copyright information

© 2024 The Author(s), under exclusive license to Springer Nature Switzerland AG

About this chapter

Cite this chapter
Taamneh, M.M., Matarneh, R., Al-Okaily, M. (2024). The Mediating Effect of the

Organizational Commitment on the Association Between Employees’ Empowerment and the
Quality of Municipal Services in Jordan. In: Musleh Al-Sartawi, A.M.A., Al-Qudah, A.A.,
Shihadeh, F. (eds) Artificial Intelligence-Augmented Digital Twins. Studies in Systems,
Decision and Control, vol 503. Springer, Cham. https://doi.org/10.1007/978-3-031-43490-
7_27

RISY [ENWY .BIBL

DOI Published Publisher Name
https://doi.org/10.1007/97 20 January 2024 Springer, Cham
8-3-031-43490-7_27

Print ISBN Online ISBN eBook Packages
978-3-031-43489-1 978-3-031-43490-7 Engineering

Engineering (RO)

Publish with us

Policies and ethics (2

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 13/14



11/13/24, 9:41 PM The Mediating Effect of the Organizational Commitment on the Association Between Employees’ Empowerment and the Quality of...

https://link.springer.com/chapter/10.1007/978-3-031-43490-7_27 14/14



