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The Mediating Role of Organizational Ambidexterity in the

Relationship Between High-Performance Work Systems

and Quality of Service Provided to Customers
An Applied Study on the Mobile phone companiesin "
""the Arab Republic of Egypt
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Abstract:

The research aimed to measure the mediating role of
organizational ambidexterity in the relationship between
high-performance work systems and the quality of service
provided to customers. It was applied to a stratified random
sample of people working at the main headquarters of mobile
telecommunications companies in the Arab Republic of
Egypt, consisting of (359) individuals.

The research found that the independent variable, high-
performance work systems, affects its dimensions (practices
that enhance ability - practices that enhance participation
opportunities, practices that enhance motivation) on the
quality of service by 73.6%. The research also found that
entering the organizational ambidexterity variable into the
model as a mediator improved the effect of the independent
variable (high-performance work systems) on the dependent
variable (quality of service provided) and raised the effect
rate from 89.2% to 94.3%.

Keyword: high-performance work systems, organizational
ambidexterity, Quality of Service Provided to Customers
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