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The mediating role of innovation management between managing excellence and and
maximizing customer satisfaction by applying on EgyptAir

Abstract

Recently, there have many challenges and difficulties facing EgyptAir, as one of the most
important companies in the field of air transport internationally, and it is the main company in
Egypt, due to the current transformations such as the shift from management to leadership
and leadership, in addition to the rapid changes in customer desires, and these included
Changes in the quality of services provided and levels of service performance, so that need
has shift And it became an inevitable necessity to achieve excellence, which also became a
necessary requirement, and the result of this was the emergence of what is called the conflict
of existence, which is a struggle between companies with each other, so there became a
conflict between EgyptAir and other airlines; To try to find fundamental adjustments and new
aspirations by drawing large development plans and strategies in order to be able to cope with
these new challenges and requirements. Reaching excellence is one of the important things
that help EgyptAir and its subsidiaries to change their activities And its effectiveness to the
best and the best, and to improve its services, until it reaches the position it seeks to reach,
and in order for EgyptAir to reach the stage of excellence, it was necessary to study the
introduction of new departments working to raise the efficiency of work and services
provided, such as managing innovation and excellence and the possibility of their impact on
the performance of the human element, which In turn, it strengthens the service and its level.
Therefore, the study recommends the necessity of activating innovation management that
supports organizational change and achieves excellence, including customer satisfaction. The
two departments in order to achieve customer satisfaction. This is what the field study of the
research found, through analysing the survey forms distributed to the study sample within the
various departments of EgyptAir, which numbered 150 survey forms. In order to achieve
customer satisfaction, and the existence of a management of innovation and a management of
excellence, the customer reaches the desired stage of satisfaction, and thus increases the
number of prospective customers and retains existing customers.

Keywords:Excellence , customer satisfaction, innovation, flight, creativity

16



International Journal of Tourism, Archaeology, and Hospitality (IJTAH),January,2023, VVol.3 , Issuel
) all
iy ) gl : Yy

L..\)M t_sl‘: sl PATRTN cﬁ_y\ daclaial! g paba@y) Al ‘55 Dyl il &LL.E. :\..44%\ c(2021)c4.4}45 BETEN
http://www.almadapaper.net/sub/06-405/p19.htm, 29/06/2021, 19 :30 h

A yadl) cilaadl) ool 3eliS a8 5 8 (AL A o) ilaadd) B ey e LB 0 ((2005)3) 0 2ea (il
oAl ¢ IV drall (o jlaall o yall Sl

Ohes ey sill g il sliall la (A8 pall 3l (2009) ¢ sibin 3 el 5 allda a3 e

Ay Sy o jlaal) pliia (i V1 g Al gall A 8 G ol 313 ((2005) el ada 3ol 5 Gaall 3y 58 a2
L

iall sl Ause o oY) Aaghall ol Mg Saaill Bagall 5 )N(2011)c0sa)s Lﬁ)\”%\ wadl xe i3
OV e g5

O Olas il 5l A3 dagdall (cilaadl) (3 usi ¢(2005) ¢ sanall dela la

_QJJ‘}“ Oles ¢34l Hla c‘_;_;y\ Aaadall ¢y 9 ) ClEe 3 ) c(2009)cu_9);]_9 oualoddl AAA (s g

Lia¥) gl yall ¢ LG
Allan, E. (2007), A study of Businesses in Organizational Settings, Journal of Social
Psychology p 47.

Beehr, A., & Kim, M. (2017), Self - Efficacy and Businesses Ownership Mediate the Effects
of Empowering Leadership on Both Good and Bad Employee Behaviors, Journal of

Leadership & Organizational Studies, 24(4), 466-478.

Bernhard ,F., & Driscoll (2011), Owned Businesses, Work Attitudes and Behaviors |,
journal of Organization Management, 36 (3), 345-384

Edgemont, P. (2015), A Basic business Guarantee Inevitable, journal of evolution &
technology.p.34

Evan, D. (2013), Leader Effectiveness The Globe Study, journal of leadership.p.76

Hair, J. & et.al . (2016), testing the Role of business Ownership and Feedback in  clints
Empowerment Strategies , Journal of Creating Value (2), 194-210.

Hancock, J., & et.al. (2017), When Rule Makers Become Rule Breakers: Employee Level
Pro-Social Rule Breaking, journal of Employ Responds Rights, 22, 10

Hotaru, k., & et.al. (2016), Innovation in Service Ecosystems—Breaking,  building, And
maintaining Institutionalized Rules of Resource Integration, Journal of Business
Research .p 54

O’Driscoll , p., & Pierce , J. (2006), The Psychology of Ownership .Work Environment
Structure , Organizational COMMITMENT, And Citizenship Behaviors , journal of

Group & Organization Management, 31(3), 388-416.

17



