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Abstract

This research aims to measure the role of empowering of workers in
improving the quality of services in the Tax Directorate of Medea, where the
empowerment of workers was measured as an independent variable using five
dimensions: delegation of authority, training, work teams, communication,
motivation, and the dependent variable, which is the quality of services.

The research sample is represented by the employees and clients of the
Directorate, where the descriptive analytical approach was used for its relevance
to the objectives of the research. A questionnaire was distributed in Arabic to the
studied sample, and the statistical program (SPSS) version 23 was used to
analyze the questionnaire.

Findings show that all dimensions of the empowerment of workers are
applied in the Tax Directorate of Medea, but indifferent degrees, and there is an
impact of empowering workers on improving the quality of services in the Tax
Directorate of Medea.Moreover, there is no gap between employees and
customers regarding the quality of services in the Tax Directorate Accordingly,
the Taliban recommends the necessity of paying attention to the approach to
empowering workers as one of the modern approaches to management that
contribute to raising the performance of workers and achieving job satisfaction,
including achieving quality in services provided to clients.

Keywords: Empowerment of workers, quality, service, quality of services, Tax
directorate of Medea.
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Conger, J. A. and Kanungo, R. N, "The empowerment process : integrating
theory and practice”, Academy of Management Review, Vol.19, No.3, 1988.
Manmohan Joshi, Human Resource Management, First Edition, without
mentioning the publishing house, 2015.

Minhajul Islam UKIL, THE IMPACT OF EMPLOYEE EMPOWERMENT ON
EMPLOYEE SATISFACTION AND SERVICE QUALITY: EMPIRICAL
EVIDENCE FROM FINANCIAL ENTERPRIZES IN BANGLADESH, Business:
Theory and Practice, vol: 17, N: 2, 2016.

Octave Jokung_Nguéna et autres, Introduction au Managment De La
Valeur, Paris : Dunod,2001.

S. Uthanu Mallayan M. Pugach, TOTAL QUALITY MANAGEMENT, without
edition, Arasan Ganesan Polytechnic College Sivakasi, without mentioning the

year of publication.
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Cplalall &5 5all LD SPSS zalipy cilajie MG 3alall

Scale: alpha ¢psalll 52

Case Processing Summary

N %
Cases Valid 30 100,0
Excluded?® 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

71 20

Scale: alpha

Case Processing Summary

N %
Cases Valid 30 100,0
Excluded? 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in the

procedure.
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Reliability Statistics

Cronbach's
Alpha

N of ltems

,912

40

Scale: alpha «leaddi 3aga ) s2a

Case Processing Summary

N

%

Cases

Valid

Excluded?

Total

30

30

100,0

,0

100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
,896 20
Correlations
Correlations

x1 X2 X3 x4 Aalid) g g8
x1 Pearson Correlation 1 ,399" ,284 -,170 729"
Sig. (2-tailed) ,029 128 ,368 ,000
N 30 30 30 30 30
x2 Pearson Correlation ,399" 1 278 ,108 , 715
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Sig. (2-tailed) ,029 137 570 ,000
N 30 30 30 30 30
x3 Pearson Correlation ,284 ,278 1 -,029 681
Sig. (2-tailed) 128 137 ,881 ,000
N 30 30 30 30 30
x4 Pearson Correlation -,170 ,108 -,029 1 ,237
Sig. (2-tailed) ,368 570 881 207
N 30 30 30 30 30
u=:58  Pearson Correlation ,729™ ,715™ 681" ,237 1
bl
Sig. (2-tailed) ,000 ,000 ,000 207
N 30 30 30 30 30
*, Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
x5 X6 X7 x8 el
x5 Pearson Correlation 1 112 ,194 ,534" 657"
Sig. (2-tailed) 554 ,305 ,002 ,000
N 30 30 30 30 30
X6 Pearson Correlation ,112 1 ,550™ ,326 ,648™
Sig. (2-tailed) 554 ,002 ,079 ,000
N 30 30 30 30 30
X7 Pearson Correlation ,194 ,550™ 1 4417 7427
Sig. (2-tailed) ,305 ,002 ,015 ,000
N 30 30 30 30 30
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x8 Pearson Correlation ,534™ ,326 4417 1 ,830™
Sig. (2-tailed) ,002 ,079 ,015 ,000
N 30 30 30 30 30
<l Pearson Correlation 657" ,648" 7427 ,830™ 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
Correlations
x9 x10 x11 x12 Jeall 3 4
X9 Pearson Correlation 1 ,697™ ,501™ -,087 ,650™
Sig. (2-tailed) ,000 ,005 ,649 ,000
N 30 30 30 30 30
x10 Pearson Correlation 697 1 ,536™ , 102 ;761"
Sig. (2-tailed) ,000 ,002 592 ,000
N 30 30 30 30 30
x11 Pearson Correlation ,501" ,536™ 1 ,293 ,800™
Sig. (2-tailed) ,005 ,002 117 ,000
N 30 30 30 30 30
x12 Pearson Correlation -,087 , 102 ,293 1 ,595™
Sig. (2-tailed) ,649 ,592 ,117 ,001
N 30 30 30 30 30
Jell 354 Pearson Correlation ,650™ 761" ,800™ ,595™ 1
Sig. (2-tailed) ,000 ,000 ,000 ,001
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N | 30 30 30 30 30
**, Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
x13 x14 x15 x16 Juaiyl

x13 Pearson Correlation 1 ,192 ,308 -,047 527"

Sig. (2-tailed) ,310 ,008 ,805 ,003

N 30 30 30 30 30
x14 Pearson Correlation ,192 1 ,119 ,210 ,536™

Sig. (2-tailed) 310 532 266 ,002

N 30 30 30 30 30
x15 Pearson Correlation ,308 ,119 1 ,566™ ,796™

Sig. (2-tailed) ,008 532 ,001 ,000

N 30 30 30 30 30
x16 Pearson Correlation -,047 ,210 ,566™ 1 ,719™

Sig. (2-tailed) ,805 ,266 ,001 ,000

N 30 30 30 30 30
Juaiyl  Pearson Correlation 527" ,536™ ,796™ ,719™ 1

Sig. (2-tailed) ,003 ,002 ,000 ,000

N 30 30 30 30 30

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

Correlations
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Correlations

x17 x18 x19 x20 sl
x17 Pearson Correlation 1 ,693™ ,154 ,106 ,648™
Sig. (2-tailed) ,000 416 576 ,000
N 30 30 30 30 30
x18 Pearson Correlation ,693™ 1 ,248 ,341 ,750™
Sig. (2-tailed) ,000 186 ,065 ,000
N 30 30 30 30 30
x19 Pearson Correlation ,154 ,248 1 721" , 755"
Sig. (2-tailed) 416 ,186 ,000 ,000
N 30 30 30 30 30
x20 Pearson Correlation ,106 ,341 ;721" 1 ,763™
Sig. (2-tailed) 576 ,065 ,000 ,000
N 30 30 30 30 30
43l Pearson Correlation ,648" ,750™ , 755" , 763" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
yl y2 y3 y4 Lalaiey)
vyl Pearson Correlation 1 ,636™ 413" ,502™ 77"
Sig. (2-tailed) ,000 ,023 ,005 ,000
N 30 30 30 30 30
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y2 Pearson Correlation ,636™ 1 ,605™ 334 ,796™
Sig. (2-tailed) ,000 ,000 071 ,000
N 30 30 30 30 30
y3 Pearson Correlation 413" ,605™ 1 ,589" ,833"
Sig. (2-tailed) ,023 ,000 ,001 ,000
N 30 30 30 30 30
v4 Pearson Correlation ,502™ ,334 ,589™ 1 778"
Sig. (2-tailed) ,005 071 ,001 ,000
N 30 30 30 30 30
Aalaie Y Pearson Correlation 177 , 796" ,833" 778" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
Correlations
y5 y6 y7 y8 ERERM]
y5 Pearson Correlation 1 425" ,279 ,368" ,682™
Sig. (2-tailed) ,019 ,136 ,045 ,000
N 30 30 30 30 30
y6 Pearson Correlation 425" 1 ,364" ,556" , 781"
Sig. (2-tailed) ,019 ,048 ,001 ,000
N 30 30 30 30 30
y7 Pearson Correlation ,279 ,364" 1 523" ,719™
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Sig. (2-tailed) ,136 ,048 ,003 ,000
N 30 30 30 30 30
y8 Pearson Correlation ,368" ,556™ 523" 1 ,823™
Sig. (2-tailed) ,045 ,001 ,003 ,000
N 30 30 30 30 30
Ayl Pearson Correlation ,682" ,781" ,719" ,823" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
*. Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
y9 y10 yl1 y12 EEI
y9 Pearson Correlation 1 ,384" ,336 443" ,634™
Sig. (2-tailed) ,036 ,069 ,014 ,000
N 30 30 30 30 30
y10 Pearson Correlation ,384" 1 ,706™ ,550™ ,861™
Sig. (2-tailed) ,036 ,000 ,002 ,000
N 30 30 30 30 30
yll Pearson Correlation ,336 ,706™ 1 ,556" ,858™
Sig. (2-tailed) ,069 ,000 ,001 ,000
N 30 30 30 30 30
y12 Pearson Correlation 443" ,550™ ,556™ 1 ;7917
Sig. (2-tailed) 014 ,002 ,001 ,000
N 30 30 30 30 30
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L Pearson Correlation ,634" ,861™ ,858™ ,7917 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30 30
*, Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
y13 yl4 y15 y16 Calalaill
y13 Pearson Correlation 1 ,585™ 637" ,238 ,825™
Sig. (2-tailed) ,001 ,000 ,205 ,000
N 30 30 30 30 30
yl4 Pearson Correlation ,585™ 1 ,652™ ,118 ,796™
Sig. (2-tailed) ,001 ,000 534 ,000
N 30 30 30 30 30
y15 Pearson Correlation 637" ,652" 1 ,196 ,858"
Sig. (2-tailed) ,000 ,000 298 ,000
N 30 30 30 30 30
y16 Pearson Correlation ,238 ,118 ,196 1 ,493™
Sig. (2-tailed) 205 534 298 ,006
N 30 30 30 30 30
<akl=dl  Pearson Correlation ,825™ ,796™ ,858™ ,493" 1
Sig. (2-tailed) ,000 ,000 ,000 ,006
N 30 30 30 30 30

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

Correlations
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Correlations

y17 y18 y19 y20 A saldll
y17 Pearson Correlation 1 ,087 -,123 ,108 ,345
Sig. (2-tailed) 646 518 568 ,062
N 30 30 30 30 30
y18 Pearson Correlation ,087 1 ,559™ ,759™ 857"
Sig. (2-tailed) 646 ,001 ,000 ,000
N 30 30 30 30 30
y19 Pearson Correlation -,123 ,559™ 1 578" 748"
Sig. (2-tailed) 518 ,001 ,001 ,000
N 30 30 30 30 30
y20 Pearson Correlation ,108 ,759™ ,578™ 1 ,865™
Sig. (2-tailed) 568 ,000 ,001 ,000
N 30 30 30 30 30
A saldll Pearson Correlation ,345 ,857" ,748™ ,865™ 1
Sig. (2-tailed) ,062 ,000 ,000 ,000
N 30 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Correlations
t1 t2 T
t1 Pearson Correlation 1 ,780™ ,929"
Sig. (2-tailed) ,000 ,000
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N 30 30 30
t2 Pearson Correlation ,780" 1 ,956™

Sig. (2-tailed) ,000 ,000

N 30 30 30
T Pearson Correlation ,929™ ,956™ 1

Sig. (2-tailed) ,000 ,000

N 30 30 30

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

NPar Tests
One-Sample Kolmogorov-Smirnov Test
Aalidl oy o ) Janll (38 Juasy!
N 30 30 30 30
Normal Parametersa? Mean 3,0917 2,9000 3,2417 2,8083
Std. Deviation 47563 ,56324 ,46183 ,53209
Most Extreme Differences  Absolute 171 ,137 ,200 ,159
Positive ,130 , 112 ,200 ,159
Negative -171 -,137 -,150 -,114
Kolmogorov-Smirnov Z ,939 ,751 1,093 ,873
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One-Sample Kolmogorov-Smirnov Test

Aaludl (585 il deall 38 Juaiy!
N 30 30 30 30
Normal Parameters®? Mean 3,0917 2,9000 3,2417 2,8083
Std. Deviation ,47563 ,56324 ,46183 ,53209
Most Extreme Differences Absolute 171 ,137 ,200 ,159
Positive ,130 112 ,200 ,159
Negative -171 -,137 -,150 -, 114
Kolmogorov-Smirnov Z ,939 , 751 1,093 ,873
Asymp. Sig. (2-tailed) ,342 ,625 ,183 431

NPar Tests
One-Sample Kolmogorov-Smirnov Test

Sl ) [ Aedall agn ) e
N 30 30
Normal Parametersa? Mean 2,8850 2,8850
Std. Deviation ,33814 42713
Most Extreme Differences  Absolute ,182 ,166
Positive ,182 ,166
Negative -,115 -,101
Kolmogorov-Smirnov Z ,999 ,909
Asymp. Sig. (2-tailed) 272 ,380

a. Test distribution is Normal.

b. Calculated from data.

Frequencies

Descriptive Statistics
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Mean Std. Deviation N

t2 2,8850 42713 30

tafwid 3,0917 47563 30

tadrib 2,9000 ,56324 30

firak 3,2417 ,46183 30

itisal 2,8083 ,53209 30

tahfiz 2,3833 ,60790 30

Correlations
t2 tafwid tadrib firak itisal tahfiz

Pearson Correlation t2 1,000 ,196 470 ,508 522 , 738
tafwid ,196 1,000 -,029 ,367 ,089 ,090
tadrib 470 -,029 1,000 ,138 ,380 ,519
firak ,508 367 ,138 1,000 ,291 ,181
itisal ,522 ,089 ,380 ,291 1,000 475
tahfiz , 738 ,090 ,519 ,181 475 1,000

Sig. (1-tailed) t2 ,150 ,004 ,002 ,002 ,000
tafwid 150 . ,440 ,023 ,320 317
tadrib ,004 4401 . 234 ,019 ,002
firak ,002 ,023 234 | . ,059 , 170
itisal ,002 ,320 ,019 ,059 | . ,004
tahfiz ,000 317 ,002 , 170 ,004 | .

N t2 30 30 30 30 30 30
tafwid 30 30 30 30 30 30
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tadrib 30 30 30 30 30 30
firak 30 30 30 30 30 30
itisal 30 30 30 30 30 30
tahfiz 30 30 30 30 30 30
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 tahfiz, tafwid, Enter
firak, itisal,
tadrib
a. All requested variables entered.
b. Dependent Variable: t2
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8402 ,706 ,645 ,25445
a. Predictors: (Constant), tahfiz, tafwid, firak, itisal, tadrib
b. Dependent Variable: t2
ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 3,737 5 T47 11,544 ,0002
Residual 1,554 24 ,065
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Total

| 5,291

29

a. Predictors: (Constant), tahfiz, tafwid, firak, itisal, tadrib

b. Dependent Variable: t2

Coefficients?

Unstandardized Coefficients
Model B Std. Error
1 (Constant) ,403 ,456
tafwid ,004 ,108
tadrib ,059 ,100
firak 332 ,115
itisal ,090 ,105
tahfiz ,407 ,098
Coefficients?
Standardized
Coefficients Correlations
Model Beta t Sig. Zero-order Partial Part
1 (Constant) ,884 ,385
tafwid ,004 ,034 ,973 ,196 ,007 ,004
tadrib ,078 ,587 ,562 470 ,119 ,065
firak ,359 2,893 ,008 ,508 ,509 ,320
itisal ,112 ,853 ,402 522 172 ,094
tahfiz ,580 4,177 ,000 ,738 ,649 ,462
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Sanll £55all Hliiudl SPSS el cilada 1l galdll
Scale: gs 3 Ghaiia Flig s Wl

Case Processing Summary

N %
Cases Valid 30 100,0
Excluded? 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items

,876 20

Correlations

Correlations

itimadiya istijaba labaka tatof
itimadiya Pearson Correlation 1 ,465™ ,681" 674"
Sig. (2-tailed) ,010 ,000 ,000
N 30 30 30 30
istijaba Pearson Correlation ,465" 1 ,456" 470"
Sig. (2-tailed) ,010 ,011 ,009
N 30 30 30 30
labaka Pearson Correlation ,681™ 456" 1 7277
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Sig. (2-tailed) ,000 ,011 ,000
N 30 30 30 30
tatof Pearson Correlation 674 A470™ 7277 1
Sig. (2-tailed) ,000 ,009 ,000
N 30 30 30 30
malmosia  Pearson Correlation ,589™ ,261 ,335 ,381"
Sig. (2-tailed) ,001 ,163 ,070 ,038
N 30 30 30 30
T Pearson Correlation 877" ,664™ ,814™ ,841"
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 30 30 30 30
Correlations
malmosia T
itimadiya Pearson Correlation ,589™ 877"
Sig. (2-tailed) ,001 ,000
N 30 30
istijaba Pearson Correlation ,261 ,664™
Sig. (2-tailed) 163 ,000
N 30 30
labaka Pearson Correlation ,335 ,814™
Sig. (2-tailed) ,070 ,000
N 30 30
tatof Pearson Correlation ,381" ,841™
Sig. (2-tailed) ,038 ,000
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N 30 30
malmosia  Pearson Correlation 1 ,683"

Sig. (2-tailed) ,000

N 30 30
T Pearson Correlation ,683™ 1

Sig. (2-tailed) ,000

N 30 30

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

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

NPar Tests
One-Sample Kolmogorov-Smirnov Test
itimadiya istijaba labaka

N 30 30 30
Normal Parameters®? Mean 3,0583 3,0000 2,9750

Std. Deviation ,52392 ,49567 ,50579
Most Extreme Differences Absolute ,145 , 126 ,180

Positive 111 ,126 ,180

Negative -,145 -,110 -,162
Kolmogorov-Smirnov Z , 793 ,692 ,987
Asymp. Sig. (2-tailed) ,556 , 725 ,284

One-Sample Kolmogorov-Smirnov Test
tatof malmosia

N 30 30
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Normal Parametersab

Most Extreme Differences

Kolmogorov-Smirnov Z

Asymp. Sig. (2-tailed)

Mean

Std. Deviation

Absolute

Positive

Negative

2,8750

,60083

,151

,151

-,118

,827

,501

2,9583

,61617

177

,108

-177

,969

,304

a. Test distribution is Normal.

b. Calculated from data.
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