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Service Recovery Performance as A Mediator
Variable in The Relationship Between Psychological
Empowerment and Governmental Excellence: An
applied Study on Employees of The Government
Complaints System- Beni Suef Governorate

Abstract

The research aims to test the mediating role of service recovery
performance in the relationship between psychological
empowerment and governmental excellence applied to
employees in the government complaints System — Beni-Suef
Governorate, numbered 187 individuals. The data has been
collected through survey lists, with a response rate of 93%.
Based on structural equation modeling, The Results indicate
that the research sample has a moderate to high awareness of
the dimensions of the research variables (psychological
empowerment,  service  recovery  performance, and
governmental excellence). Moreover, the research results show
the existence of a direct positive significant effect relationship
between psychological empowerment and service recovery
performance; between service recovery performance and
governmental excellence; and psychological empowerment on
governmental excellence, in addition to the indirect effect
relationship of psychological empowerment on governmental
excellence through the mediating role of service recovery
performance.

Keywords: psychological empowerment — service recovery
performance - governmental excellence - government
complaints portal .
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o Al Al Suleddl Gial pa ol L W@layia gty )Y
335) »onball el) o el by el CRMSE L clyhy (ks

(2022 (grra 2020 cdielan) 2023 ¢ cdlaa : b

s ( EFQM,2019 ) 53sall duys¥) desiall asgie pa Caalill (3ég

Lol lgiee e dblaally st e Zuwgall 5,8 4l " il e
e aedy "Sadieall Aeidall CahhYly eDleall Ciladsi jslam ol & el

2023 — @il ) 37 alaal) Ay ) il g 5 gl Aalall Alanal
835



Lt agSall jaailly il Cpatl) (o ABNall (B Jasy puiia€ Aasdl) ol praaat
Cuga Ay Ablaa - duag<al) (golcal) daghiian cplalall Ao A

sas ¢ dale diay B uelaally ufialil) G il Ysd ASYI g8 aseial)
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Ladll ALl (%10) daslima¥) (%10) LAY (%10) sl
2l (%10) ladlly il daid cllall (%10) 3l
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ol oy st Sy Aigies Anlag) ADle 2ag i de¥) (il
cCga i Adailae — duagSall (5olSall daghiiar clalall (g2l dardl)

asSal) Gaailly oundil) CpSatl) (p ABMal) calglid il 1 SN ) gaal)
o3 Gl Lyl lads (Esam M. A. Mustafa, 2012) dufs culd

& aalanill a1 8 ALl sagall 5ol clujles 28l plilall €0
el oY) daxie olay) bl gl daadie il ol dac daa)
- TP AN 2097 O D

Y sl Sluball 238 daalye Craedy chaliiall Ciildagy il b Clalall
O b Aale dhay Aaduid) (gne o milully adanl) Y1 8 ool
G il el Lawgll o) (Sirous, et al., 2015) auhs sl
55Sa A o Ayl Galai &5 38y ¢ adatl) aailly Alladl 3)3Y) G AL
Glagiy coleb oot e Glaals 4 230 & Galelall e 83520 392 (s
Oy gelatll el o il (Sall ggina la) DB 39n ) Al

A sl o adanill el b 1L Jalgal) ST

So bl el 5 ol (Seyed, et al., 2016) duhs cdagiulg
due oAbl gubi &5 My g )0¥) uall z3gal pladial adanll il
ceralall (V) adtua (olshll sang calelall e B3ae 400 e
Dailly ksl Sl G dagiee dnlad) ADle d9ay () dubl) clagg
Gl Bigas ( Shaker and Paul, 2016) 4l cuaddy . el
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el 3iat e Ay ¥) A gSal) ladaiall 538 aagi Al cbasill aal miag
AL daasSa I8 10 e d35%a A o Al Gl &5 S ¢ oasSal
S bl aal e il ) Al Gleagiy Gaall ) ve @l sl b
g eCplalall (p€ag ¢ anlpad) Japbadnll 4 Gadill 3aan 8 53l aslg
el el Al Canag ALl o sl

il ;<all 3l (Dhruba and Sunita, 2017) 4wy gl g 2
Guki & Cus Nepal o dwedl)l ciladaiall ¢ Uad & il Haall e
Lalal) Leodl) cladaiadl ulalall e 83j6e 240 LSe dne Ao dudyl)
odie DY) S (ggia o () Aaball Ciliagiy (Wsing Clidiug) dalally
ADe dgay Al Cliag WS cladaig) danda Cdlials Cabiay cilead
gl Juaia Gl Ay Lwdlill Hually il Kl Ga digiae dnlay)
oSl oy ADlall dauk (Bello, M.B, Bello, Y, O, 2017) .
& 8y cJaanll Loy dendl) 835 (e IS5 " ASuglly oetill aalals aidisl
asnd Gaadll il @bl e 38 20 e A5Se due o Auball Guks
Glagiy . 3ud JS1 B3yae 20 ) 10 (e adlg ellyg Lyassy Benin duaa
il sl sl Sl gt dulad 3D 3pa ) A
WBDle il Maall Ly audasll €l ale Ll Laeadll s3smg " A<l

Aagina e dulay
A<l Sl e US i gl 3 ( Teresa, et al., 2017) dubs Wi
Gl & 8y @adl Sleall Ly e (S juaaill — il oSl -
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SB LAY A58 A Galalall (e 83)0 T03 (e D35S A Ao Al
S il Seas ) Al cdiagiy "l B alla) 358
Laball iliag LS edlaall Ly o entil) cp€all DA (e gl ol
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oks (Muhammed Tahir. Nadeen, et al., 2018) 4ul céagialg
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LI il sag Jass ke PAA (he A0l 28 dugies ) Al

eieS aiil) €l 5 djea (Beatriz, et al, 2019) duls ciglag
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ceanll Ly cdardll mosa (0 JS G Adelall Bl , 2014)
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Gosedl) G (aanll Caila o Vsl AED (Dlaall Liny derdl) maaas
s oMeall Ly of ) dabdll Gliag LS ddishidl dadl ol
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