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Abstract

This study aims to identify the aspects of front line employees in private banks in
Syria, the relationship between theses aspects and customer satisfaction, and
determine the effect of frontline employees' aspects (Social Skills, Technical
Skills, Motivation, Decision Making Authority) on customer satisfaction by field
study to private banks in Syria. Finally, propose some recommendations and
managerial implications for organizations and managers. Data has been
collected by customers belong to group of private banks in Syria (Damascus
city), we asked 314 customers to answer the questionnaire according to
convenient sample.

This study focuses on testing the following hypotheses:

- There is a positive effect of social skills of frontline employee on customer
satisfaction.

- There is a positive effect of technical skills of frontline employee on customer
satisfaction.

- There is a positive effect of motivation of frontline employee on customer
satisfaction.

- There is a positive effect of decision making authority of frontline employee on
customer satisfaction.

The results showed that there is a positive influence of all frontline employees'
aspects (Social Skills, Technical Skills, Motivation, and Decision Making
Authority) on Customer Satisfaction.



