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ABSTRACT

This study aims to analyze the impact of Islamic management on
enhancing job performance through employee empowerment at customer
happiness centers in Abu Dhabi. The study stems from the recognition of the
importance of job performance as a key factor in organizational success and a true
measure of human resource efficiency. The problem of research lies on challenges
affecting customer center performance, including: managing demand and
increasing capacity; the proliferation of unconnected digital platforms across
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different departments; inadequate employee training and development; and the
lack of customer involvement in service design, all of which contributed to slow
center performance. To investigate the problem, the researcher conducted an
exploratory study, including interviews, which confirmed these issues, attributing
them to the limited education of previous generations, the breakdown of family
ties, and parental neglect. The study aimed to: measure the impact of Islamic
management on increasing job performance and employee empowerment; and
assess the extent to which the mediating variable acts as an intermediary between
the independent and dependent variables. The study population consisted of 3,340
managers and administrative staff. A stratified sample of 346 was selected using
the Griskie and Morgan scale and the formula. The researcher developed two
scales for the study, drawing on previous literature. The first scale, for employees,
consisted of 70 statements distributed across three axes encompassing 14
dimensions. The second scale, for customers, consisted of 16 statements
distributed across four dimensions. The validity of the experts, content validity,
and internal consistency were verified, and analysis of variance was performed to
test the hypotheses. The results showed that Islamic management has a significant
and positive impact on improving job performance. It serves as the executive tool
that transforms strategic plans into effective organizational practices by attracting,
developing, and motivating talent. Furthermore, the results demonstrated that
Islamic management plays a mediating role between job performance and
employee empowerment, meaning that the impact of Islamic management on job
performance is largely mediated through employee empowerment. This
underscores the importance of integrating Islamic management with employee
empowerment development policies to ensure the sustainability of organizational
excellence. The study concluded that enhancing employee performance in
customer service centers requires an integration of flexible strategic planning and
effective talent management, enabling innovation and adaptation to environmental
changes. It recommended establishing data-driven strategic planning practices
based on future analysis and developing systematic policies for identifying and
developing competencies in line with the priorities and strategic objectives of Abu
Dhabi's customer service centers. This study contributes to enriching Arabic
administrative literature on Islamic management and employee performance in
customer service centers, and offers a practical model that can be used to develop
modern administrative practices in the public sector, thereby enhancing efficiency,
innovation, and institutional sustainability in the government work environment.
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