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Abstract 

The current study aimed to test and validate a proposed model of the impact of the administrative leadership on 
customer satisfaction. This model included an external factor which is the administrative leadership, and an 
internal factor which is the customer satisfaction. The study also aimed to determine the role of human resource 
training as a mediating factor between the administrative leadership and customer satisfaction. For achieving 
these research objectives, the study used a quantitative approach to analyzing the data through the use of the 
structural equation modeling (SEM-AMOS) to test the validity of the proposed research model. The study 
achieved several results, the most important of which was that the administrative leadership had a positive 
impact on customer satisfaction. The study also provided evidence of the positive impact of the administrative 
leadership on customer satisfaction through its positive impact on the training of human resources, which was 
used as a mediating factor. 
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1. Introduction 

In terms of successful management is the one that has a sincere desire of work to reach and maintain the success, 
change the prevailing traditional organizational culture and its development under the surrounding progress. 
Such development comes only when the organization has an administrative leadership acquainted with the 
surrounding matters and having the qualification and performance, this is due to the consumer culture and 
consciousness that had in the past and dependence on quality as the main criterion for selection and preference 
(Aiyad, 2013). Accordingly, when the administrative leadership became higher within the organization the 
probability of success became grater to reach its objectives whether organizational or personal (Al-Khudr, 2005); 
the administrative leadership comes to influence on the others on the basis of its strength sources, which owned 
by placing in the organizational structure (Hraim, 2003). 

Whereas the banking system is considered as one of the pillars underpinning the economic system of the State, 
so its development is considered as an important developmentally requirement; given the actual intense 
competition and the marketing of banking services; which leaded many Libyan banks to pursue and adopt the 
idea and the concept of quality management, but in most of these banks are still suffering from distortions, 
failure and weakness in the used technology efficient as banking systems limited efficiency, as well as the lack of 
a communications network linking banks and branches which affects the efficiency of banking operations 
performance, in addition to continuously deficiencies in the training of human resources (Ben Gadara, 2013) 
which contribute in the development of the personnel capacities, skills and attitudes (Ben Ishi, 2012); 
furthermore there is a weakness in the material and moral incentives, which leads to the inability to attract and 
maintain efficient elements, as well as the lack of customer satisfaction with the quality of service provided by 
these banks due to their dissatisfaction with the physical aspects quality of the service as well as the quality of 
dealing (Mosbah, 2007). For developing this sector eliminating the failure and distortions, a strong 
administrative leadership with high management ability (Al-Hkimi, 2012), having sincere desire to change the 
followed traditional behavior shall be exist, because any action or change for the better is to discover and 
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develop leaders known by the efficiency and performance (Mohamed & Akeel, 2010), to place the modern 
technical means and the client as its marketing strategic axe, as well as to train the human resources in the 
modern marketing concepts in order to continuously commercialize the banking service.  

Therefore, the researcher believes that there are some obstacles and problems that might hinder the marketing of 
banking services such as the types of prevailing leadership and its strength sources that depend thereon, as well 
as less awareness of the personnel training in terms of the dimensions and criteria for evaluating the service 
quality by the customer when the service provided and then the impact on customer satisfaction. 

Through the foregoing clarification of the role of the administrative leadership in the Organization, as well as the 
role of human resources training and the impact on customer satisfaction, the study problem can be formulated in 
question: 

Is there a positive relationship and impact of the administrative leadership on human resources training 
and customer satisfaction?  

Branching from the main question following the previous sub-questions: 

Is there a positive relation and impact of the administrative leadership on customer satisfaction? 

Is there a positive relation and impact of the leadership on the training of human resources? 

Is there a positive relation and the impact of human resources training on to customer satisfaction? 

Does the human resources training play a mediator role in positive relation and impact of the administrative 
leadership on customer satisfaction? 

2. Research Objectives 

To verify the real relation between the administrative leadership and customer satisfaction. 

To test the real role of the training as medial variable in the relation between the administrative leadership and 
customer satisfaction. 

To determine the relation between the administrative leadership and human resources training. 

To evaluate the relation between human resources training and customer satisfaction. 

3. Theoretical Framework 

3.1 Relation between Administrative Leadership and Customer Satisfaction 

This paragraph will concern the administrative leadership as a potential factor through its power sources as first 
apparent factor (Structural, Experience, Personality, Bonus, Coercion) as a set of rules and dimensions that 
measure the power of the administrative leadership based on the classification (French & Raven, 1959), which is 
was a pioneer in this field. The classification of leader force is came from (Legitimacy, Reference, Charisma, 
Bonus, Coercion, Experience). Furthermore, the morals in this field suggest that the most important power 
sources and the most frequent is the (Legitimate, Information, Reference, Experience) (Al-Jmili, 2004) force. 
Regarding the leadership styles, it will be reliance on the classification as per its behaviors and methods and 
manners for influencing its employees as a second apparent factor of administrative leadership. Among these 
styles (Democratic, Bureaucratic, Free), and the extent of carrying such styles and impact on the behavior of 
personnel and their motivation towards the provision of quality services achieved to customer satisfaction being 
as more leadership styles, which depended by managers in organizations (Abbas, 2012). 

3.2 Relation between Administrative Leadership and Human Resources Training 

This paragraph will concern the administrative leadership as a potential factor through its styles and power 
sources as a n apparent factors and its relation with the training of human resources as a potential factor and as a 
(dependent) variable through three apparent factors (Knowledges, Capacities, & Rrends), especially which 
worked in the front desks and had direct contact with the customers, considering that any organization desired to 
achieve the required quality levels of service and ensured its continuity in the business world depends on 
processes to improve administrative systems and development of work as well as the development and training 
of its human resources.  

3.3 Relation between Human Resources Training and Customer Satisfaction 

This paragraph will concern the human resources training as a potential factor through three apparent factors 
(Knowledges, Capacities, & Rrends), with the dimensions and criteria of service quality evaluation, which 
assesses the customer the level of service quality then affecting the degree of his satisfaction, in particular 
persons who worked front desks an having direct contact with customers, which may have an impact on the 
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6.4.1 Construct Validity and Reliability 

In this study, we performed the factor lodgings for the items related to the model of the Customer satisfaction as 
shown in the modified model (Figure 5). The results show that the loadings for these items ranged from (.67 
to .86), which were higher than 0.5 (≥ 0.5). The values of the reliability of these items also ranged from (.94 
to .94), which was greater than 0.7 (≥ 0.7). Furthermore, the values of the divergent or discriminant validity of 
these variables that constitute up the factor of the human resources training were (.62, .63, .64, .53, .60), being 
higher or greater than 0.5 (≥ 0.5).Thus, these results indicate that the items of this factor of the Customer 
satisfaction are valid and reliable as shown in Table 4. 

 

 

No Latent 

variables 

Items R estimate S. E C. R P Loading SMC AVE

RQ 

q1 

 

 

 

Reliability 

Suggestions proposed by customers shall 

be took in consideration. 

.94 1.000 - - - .80 .64 .62 

RQ 

q2 

Service shall be obtained in appropriate 

time 

.94 .989 .053 18.68 .000 .82 .67 - 

RQ 

q8 

Problems faced the customers during the 

service shall be took in consideration. 

.94 .966 .053 18.68 .000 .80 .63 - 

RQ 

q5 

Required service shall be completed when 

no customers. 

.94 .834 .051 16.29 .000 .73 .54 - 

EQ 

q7 

 

 

 

Empathy 

Customer's requirements shall be 

continuously studied. 

.94 1.000 - - - .73 .53 .63 

EQ 

q3 

Customers shall participate in social sides. .94 1.171 .071 16.32 .000 .80 .64 - 

EQ 

q9 

Short waiting periods for customers shall 

be maintained. 

.94 1.287 .074 17.25 .000 .85 .72 - 

EQ 

q11 

Customer's requirement shall be 

acquainted since first time. 

.94 1.131 .070 16.05 .000 .79 .62 - 

ReQ 

q10 

 

 

Reactive 

Quick answer for customer inquiry with 

smile. 

.94 1.000 - - - .86 .75 .64 

ReQ 

q12 

Employees shall deal with customers with 

high morals and ethics 

.94 .704 .040 17.25 .000 .73 .53 - 

ReQ 

q13 

No distinction between customers .94 .927 .047 19.60 .000 .79 .63 - 

SQ 

q14 

 

 

 

Security 

Data and information Privacy regarding 

the customers shall be respected. 

.94 1.000 - - - .71 .50 .53 

SQ 

q15 

Mistake percentage shall be reduced when 

required serviced provided. 

.94 1.090 .075 14.52 .000 .77 .60 - 

SQ 

q16 

Confidence shall be maintained when 

service provided as required by the 

customers 

.94 .940 .071 13.07 .000 .69 .47 - 

SQ 

q17 

Behaviors for acquiring confidence to 

customer in the bank shall be followed. 

.94 1.097 .078 14.07 .000 .75 .56 - 

MQ  Recent equipment shall be provided for .94 1.000 -  - .67 .45 .60 
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variables represented by the rectangular shapes and their potential factors exemplified by the oval circuits were 
high and exceeded (.50). These are usually called saturations, loadings or estimates, which, in this study, ranged 
from the highest correlation (.84) between customer satisfaction and the variable of the quality of empathy to the 
lowest one (.55) between the administrative leadership and the variable of the free pattern. In addition, Table 6 
presents the T value of each relation between the potential factors and variables that represent them. It can be 
seen that the T value was higher than (1.964) for all such identified relations, thus being statistically significant 
at (.05). Such results confirm the existing remarkable relations or correlations between the potential factors and 
their variables. 

 

Table 6. 

S. M. C Loading P C. R S. E Estimate Latent variables  Observed variables 

.35 .60 - - - 1.000 Democratic Leadership 

styles .30 .55 0.000 9.325 .222 2.070 Free 

.47 .69 - - - 1.000 Experience Power 

sources .65 .81 0.000 16.577 .103 1.700 Personality 

.58 .76 0.000 15.592 .200 3.117 Bonus 

.22 .47 - - - 1.000 Knowledge  human resources training 

.60 .77 0.000 9.510 .220 2.092 Capacities 

.56 .75 0.000 9.412 .234 2.204 trends 

.52 .72 - - - 1.000 Material  

Customer 

satisfaction 

.69 .83 0.000 16.922 .067 1.130 Reactive 

.66 .81 0.000 16.592 .086 1.429 Security 

.57 .76 0.000 15.441 .070 1.081 Credibility 

.71 .84 0.000 17.171 .047 .811 Empathy 

S.E. Standard Error, C.R.: Critical Ratio, P: Probability, SMC: Squared Multiple Correlation.  

 

7.4 Testing the Correlations among the Main Factors in the Research Model 

As shown from Figure 7 and Table 7, it is evident that all the correlations among the three main factors: 
administrative leadership, human resource training and customer satisfaction were statistically significant as their 
statistical T values were higher than (1.964) and the significance level (probability value) was less than (.05). 
The values of such correlations among the three factors ranged between (.90) and (.98). Based on the divisions of 
the proposed research model (administrative leadership, human resource training and customer satisfaction), this 
required investigating the research hypotheses or the structural research model. 

 

Table 7. 

C P C. R S. E Estimate Latent variable Correlations Latent variables 

.909 *** 10.120 .234 2.368 customer satisfaction <------> administrative leadership 

.899 *** 7.696 .277 2.133 customer satisfaction <------> human resources training 

.977 *** 7.842 .166 1.300 administrative leadership <------> human resources training 

S.E. Standard Error, C.R.: Critical Ratio, P: Probability, C: Correlation. 

 

7.5 Testing the Structural Modeling of the Research Model: Structural Model 
The structural model as shown in Figure 6 differs from the measurement model as shown in Figure 7. In the 
structural model, the independent and dependent variable as well as medial variable are determined by the 
unidirectional arrow (→), so the model is completely identical to the proposed study. Regarding the 
measurement model, the relations among the three factors represent independent relations which are reflected or 
expressed by the bidirectional arrow (↔), but without determining the independent variable, the dependent 



www.ccsen

 

variable a
structural 
Table 5 an
on the valu
equation a
& Black, 2
fit. The no
which was
proposed 
correlation
approxima
population

Based on 
determined

 

 

8. Testing 

After conf
previously
among the

8.1 The Im

The first h
customer s
that shows
value (6.7
significant
and shows
higher cus

 

Table 8. 

Latent Const

administrativ

administrativ

human resou

S.E. Standard

 

8.2 Admin

The secon
training, a
was a stati

net.org/ijbm 

and the media
model which 

nd Figure 7. Th
ue of the Chi-

and because of
2010), we agai
ormative Chi-
s higher than 
in the researc

ns among the 
ate error index
n. 

the above va
d factors and t

the Main Res

firming the eff
y discussed, w
e three main fa

mpact of Admin

hypothesis co
satisfaction. A
s the outputs o
794) was high
t since it was l
s a positive dir
stomer satisfac

truct 

ve leadership 

ve leadership 

urces training 

d Error, C.R.: Crit

istrative Leade

d hypothesis in
and given to th
istical significa

Intern

ating variable. 
is not totally d

here is a goodn
square (228.46

f the significan
in used other i
Square was (3
(.90). This re

ch model, and
variables in 

x was (.079), t

alues and indic
he collected da

search Hypoth

ficiency of the
we tested the fo
actors of the stu

nistrative Lead

onfirms that th
s shown in Fig
f the Amos pr

her than (1.96
ess than (.05).
ection which e
tion. 

Laten 

custo---> 

huma---> 

custo---> 

tical Ratio, S.R.W

ership & Hum

ndicates that th
he default theo
ant given that 

national Journal

Furthermore,
different from

ness of fit betw
66), degrees o
nce level affec
indices such as
3.745), which 
sult indicates 

d these values
the model. In

thus confirmin

ces of goodne
ata, the propos

Figure 8.

heses 

e factor loadin
following resea
udy: 

dership on Cus

here is a posi
gure (8) that ill
ogram, the firs
4), and the v
 In addition, th

emphasizes tha

nt Construct 

omer satisfaction

an resources train

omer satisfaction

W: Standardized R

man Resource T

here is a direct
retical model 
the statistical 

l of Business and

138 

 we find that
m the measurem
ween the resear
f freedom (61
ted by the sam
s the normativ
is less than (
and confirms 
 are far from

n addition, the
ng the widspea

ess of fit betw
sed research hy

. Structural mo

ngs and correla
arch hypothes

stomer Satisfac

tive and direc
lustrates the co
st research hyp

value of the s
he value of the
at the increased

Estim

.743

.725ning 

.400

Regression Weights

Training 

t impact of the
Figure 8 and o
value of (T) (

d Management

t the model fi
ment model. B
rch model and 
) and the signi

mple size when
ve Chi-Square 
(5). As shown

the existing c
m the value of 

e value of the
adness of the p

ween the resea
ypotheses wer

odel 

ations among t
es that determ

ction 

ct impact of t
onceptual mod
pothesis was st
ignificance le

e path coefficie
d attention to a

S. E mate 

.109 

.070 

.112 

s. 

e administrativ
outputs Amos 
(10.340) was h

fits the sample
Based on the m

the sample co
ificance level 
never it was m
to test the qua

n, the RSI valu
correlations am
f zero that und
e RMSEA ind
proposed mod

arch model th
e tested as foll

 

the variables a
mine the relatio

the administra
del of the study
tatistically sign

evel (.000) wa
ent or estimate
administrative 

PC. R 

.06.794 

.010.340 

.03.573 

ve leadership o
program Tabl

higher than the

Vol. 11, No. 2;

e data through
model fit indic
ollected data. B
(.000) as a sta

more than 200 (
ality of goodne
ue equal to (.
mong the vari
derlies the lac
dex or the rel
del over the ov

hat comprises 
lows : 

and their facto
ons or correla

ative leadershi
y as well as Ta
nificant since 
as also statisti
es was equal to

leadership lea

S. RP-Value 

.65000 

.81000 

.31000 

on human resou
le 8, the hypot
e stake (1.964)

2016 

h the 
ces in 
Based 
atistic 
(Hair 
ess of 
945), 
ables 
ck of 
lative 
verall 

three 

ors as 
ations 

ip on 
able 8 
the T 
ically 
o (.65) 
ads to 

R. W 

urces 
thesis 
, and 



www.ccsenet.org/ijbm International Journal of Business and Management Vol. 11, No. 2; 2016 

139 
 

the value of the significance level (.000) is significant statistically less than stake (.05), in addition to the value of 
the path coefficient or standard estimates equal to (.81) and has a positive direction which emphasizes the 
increased attention to administrative leadership leads to higher human resource training , the effect size was (.65), 
that means (65%) of human resources training due to the administrative leadership. This is significant impact the 
potential variables where it is greater than (25%). 

8.3 Human Resource Training & Customer Satisfaction 

The third hypothesis indicates that there is a positive and direct impact of human resources training on improving 
customer satisfaction, as in the previous steps to the default theoretical model and outputs of Amos program 
scheme Table 6, the hypothesis was a statistical significant given that the statistical value of (T) (3.573) was 
higher than the stake (1.964), and the value of the significance level (.000) is significant statistically less than 
stake (.05), in addition to the value of the path coefficient or standard estimates equal to (.31) and has a positive 
direction which emphasizes the increased attention to human resource training leads to higher customer 
satisfaction, in addition the total effect size on customer satisfaction (.84), this means that (84%) of customer 
satisfaction due to both the administrative leadership and human resources training. This size is considered due 
to significant impact on the potential variables. The analysis also indicated in terms of importance of the effect 
that the effect sixe of administrative leadership was (.65), most important of human resources training, which its 
effect size was (.31) and the most influential on the high level of customer satisfaction. 

8.4 The Impact of Administrative Leadership on Customer Satisfaction through Human Resource Training 

The fourth research hypothesis confirms that there is an indirect impact of the administrative leadership on 
customer satisfaction through the mediating factor of human resource training. As seen in Table 9 and Figure 8, 
the value of the indirect impact or relation is (.25), which was obtained by multiplying the value of the path 
coefficient or estimates of the relation between administrative leadership and human resource training (.81) by 
the value of the path coefficient or estimates of the relation between human resource training and customer 
satisfaction (.31). The overall impact estimated was (.90) which was resulting from the addition of the overall 
path coefficient or direct impact of the administrative leadership on customer satisfaction (.65) to the overall path 
coefficient or non-direct impact of the administrative leadership on customer satisfaction (.65 +.25). 

 

Table 9. The value of the indirect impact 

Independent Mediator Dependent Indirect Effect Total Effect 

administrative leadership human resources training customer satisfaction .25 .90 

 

9. Conclusion 

The results of statistical analysis using the SEM-AMOS for the proposed research hypotheses indicate that all 
the factors of the study have positive relations and significant impact on customer satisfaction. Such results 
corroborate those results obtained in previous studies (Abu Zeid, 2012; Pangil, 2011; Issa, 2014; Al-Otaibi, 2014; 
Lori, 2011). These results are considered as the main findings through which the researcher achieved the 
research objectives in this study. The results of the present study imply that in reality, achieving customer 
satisfaction depends on the patterns of the administrative leadership as well as the power sources for the 
administrative leadership in the bank. The interesting part of these results is that the results proved that the 
patterns of the democratic and free leadership had a positive impact on customer satisfaction as opposed to the 
bureaucratic pattern of leadership that showed a negative impact on customer satisfaction. As far as the power 
sources of the administrative leadership are concerned, customer satisfaction depends on the experience and the 
strong personality as well as the bonus as opposed to the structural power that had a negative impact on customer 
satisfaction. The current study obtained another result showing that human resource training plays an important 
role as a mediator between (1) the administrative leadership through the democratic and free patterns of 
leadership as well as the strong personality, experience and reward, and (2) customer satisfaction by developing 
their knowledge and abilities as well as their attitudes towards the dimensions and criteria used for evaluating the 
quality of services offered to customers while accessing or obtaining the service. 
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