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' Abstract

This paper examines relationships among empowerment, service delivery levels, and mediated
variables. I chose the job satisfaction and commitment to the organization. The analysis of mediated
effect tested mediation using the three-step mediated regression approach(Baron & Kenny, 1986). Data
were collected by 235 full time employees. The results of regression analysis is as follows:

First, empowerment of hotel employees affects job satisfaction. Secondly, empowerment of hotel
employees affects commitments to the organization. Thirdly, empowerment of hotel employees affects
service delivery levels. The results of three-step mediated regression supported mediated effects between
service delivery levels and its antecedents. The result of the study implies that empowerment is a crucial
factor in the explanation of service delivery levels and hotel managers are able to motivate employees’

service delivery levels by paying more attentions to employees’ job satisfaction and commitment to the
organization,
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