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Abstract
Some prior studies have discussed the
relationship between employee

empowerment and service quality. This
study is the first empirica study to examine
how service behavior mediates or moderates
the relationship  between  employee
empowerment and service quality in the
tourist hotel. To link the viewpoints of
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organization and customer and appropriately
reflect the true relationships among
dimensions, we measure the dimensions of
employee empowerment and service
behavior from the employees cognition
aspect, and the service quality dimension
from the customers aspect. The results
indicate that the more empowerment the
employees perceive, the better service
quality customers perceive. In addition, the
findings revea that the interaction of
employee empowerment and service
behavior couldn't predict service quality
significantly, so service behavior could not
moderate the relationship between employee
empowerment and service quality, but it
demonstrates the mediating effect for service
behavior. Implications for the managerial
practice and directions for further research
are discussed.

Key word: Tourist hotels, employee
empowerment, service Behavior
Service quality.
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