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                                            Purpose

                                        
                         – Two studies examined the relationship between employee satisfaction and customer satisfaction in two service organizations.

                    
                


            
                
                                            Design/methodology/approach

                                        
                         – Employee satisfaction and customer satisfaction data were gathered separately and aggregated to branch or store level measures.

                    
                


            
                
                                            Findings

                                        
                         – The data indicated generally positive and statistically significant relationships between employee satisfaction and customer satisfaction. Customers reported greater service satisfaction with branches or stores whose employees indicated higher levels of work and employees' satisfaction.

                    
                


            
                
                                            Originality/value

                                        
                         – Implications for the delivery of high quality customer service are offered.
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