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Abstract:

This study examines the mediating role of corporate governance in the relationship
between strategic management and service quality at the Yemen Petroleum Company
in Sana’a, Yemen. While prior research has linked strategic management and
governance to organizational performance, less is known about how governance may
function as a mechanism linking strategic management to perceived service quality in
fragile public-sector petroleum institutions. Using a quantitative cross-sectional design,
data were collected from 244 employees through a structured questionnaire and
analyzed using SPSS 28 and SmartPLS 4.0.8.6. The results showed that strategic
management had a strong positive effect on corporate governance (3 =0.767, p < 0.001)
and a small but significant direct effect on service quality (3 = 0.084, p = 0.024).
Corporate governance strongly predicted service quality (8 = 0.876, p < 0.001) and
significantly mediated the relationship between strategic management and service
quality (B = 0.672, p < 0.001). The model explained 58.8% of the variance in corporate
governance and 88.8% of the variance in service quality. The findings indicate that
strategic management is associated with higher perceived service quality primarily
through governance mechanisms, particularly transparency, accountability, fairness,
and rule-based decision-making. However, the high empirical overlap between
corporate governance and service quality suggests that the results should be
interpreted cautiously. The study contributes by testing an integrated mediation model
in an under-researched fragile public-sector petroleum context.

Keywords: strategic management; corporate governance; service quality; mediation;
public sector; Yemen,; PLS-SEM.
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Introduction

Service quality is a central indicator of institutional effectiveness, particularly
in public-sector and state-affiliated organizations that provide essential
services to citizens and economic sectors. High-quality service delivery
depends not only on operational resources but also on the managerial and
governance systems through which decisions are made, implemented,
monitored, and evaluated. In fragile and resource-constrained contexts, weak
administrative capacity, unclear accountability, limited transparency, and
outdated organizational procedures can significantly reduce the ability of
public institutions to provide reliable and responsive services. This challenge
is particularly acute in Yemen, where prolonged conflict and institutional
instability have placed severe pressure on public organizations and service
delivery systems. The Public Administration Index issued by the United
Nations Economic and Social Commission for Western Asia ranked Yemen
149th out of 150 countries in 2023 and 2024, with a score of 23.87 out of
100, reflecting critical weaknesses in governance effectiveness, transparency,
accountability, and public-service delivery (United Nations Economic and
Social Commission for Western Asia, 2025). These conditions highlight the
urgent need for institutional reform and for managerial approaches capable of
strengthening performance, governance, and service quality.

Strategic management has become one of the most important approaches for
helping organizations respond to environmental turbulence, institutional
complexity, and performance pressures. Contemporary organizations operate
in conditions characterized by volatility, uncertainty, complexity, and
ambiguity, which challenge traditional administrative approaches and require
flexible, evidence-based, and future-oriented management systems (Hitt et al.,
2020; Bamford et al., 2024; Vickery, 2025). Strategic management enables
organizations to analyze internal and external environments, define strategic
direction, formulate priorities, implement decisions, and evaluate outcomes.
It therefore provides a systematic process through which organizations align
their resources and capabilities with environmental demands and
institutional objectives (Dess et al., 2023; Grant, 2021). In public-sector
organizations, strategic management is especially important because it helps
transform broad policy goals into operational priorities, measurable
performance indicators, and service-improvement initiatives.

However, strategic management alone may not be sufficient to improve service
quality unless it is supported by effective governance mechanisms. Strategy
provides direction, but governance provides the institutional rules,
accountability structures, transparency mechanisms, and fairness principles
needed to ensure that strategic decisions are implemented consistently.
Corporate governance is therefore increasingly viewed not merely as a
compliance requirement but as an institutional mechanism that shapes
organizational behavior, controls decision-making, protects stakeholder
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interests, and improves performance. Governance principles such as rule of
law, participation, justice and equality, transparency, and accountability are
particularly relevant in public organizations because they reduce
administrative ambiguity, limit opportunism, strengthen trust, and ensure
that services are delivered according to clear and fair procedures (UNDP, 1997,
World Bank, 1992; Jensen & Meckling, 1976). From an institutional theory
perspective, governance mechanisms also help organizations respond to
external pressures and maintain legitimacy in environments characterized by
uncertainty and weak institutional trust (DiMaggio & Powell, 1983).

Service quality represents the operational outcome of these managerial and
governance processes. The SERVQUAL model conceptualizes service quality
through reliability, tangibility, responsiveness, assurance, and empathy
(Parasuraman et al., 1988). These dimensions are relevant to organizations
that deliver public services because citizens and beneficiaries judge service
quality not only by the availability of services but also by their consistency,
timeliness, fairness, clarity, and credibility. In public-sector settings, service
quality is often closely connected to governance because transparent
procedures, accountable decision-making, and fair treatment can directly
shape how beneficiaries experience services. Nevertheless, corporate
governance and service quality remain conceptually distinct: governance
refers to the institutional rules and accountability systems that guide
organizational behavior, while service quality refers to the perceived quality of
services delivered to stakeholders.

The Yemen Petroleum Company represents an important context for
examining this relationship. As a public-sector petroleum enterprise, YPC
plays a strategic role in fuel supply, distribution, economic stability, and
service provision. Its performance has direct implications for -citizens,
businesses, and public institutions. At the same time, the company operates
in a highly challenging environment marked by economic instability,
institutional pressure, resource constraints, and public expectations for
reliable and fair service delivery. Previous evaluation reports and
administrative observations have pointed to persistent organizational
challenges, including weak institutional performance, limited strategic
direction, outdated structures, insufficient responsiveness to environmental
changes, weak human-resource development planning, limited information
systems, resistance to organizational change, and insufficient use of previous
reform initiatives. These challenges make YPC a theoretically and practically
significant case for examining how strategic management and governance
interact to influence service quality.

Although previous research has examined relationships among strategic
management, corporate governance, and organizational performance,
important contextual and conceptual gaps remain. Mohamed and Saad
(2022), for instance, examined strategic management practices, governance,
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and firm performance in the petroleum sector, while Agbenyegah et al. (2025)
investigated the relationship between corporate governance principles and
performance in state entities in a developing-country context. These studies
provide valuable evidence that strategic and governance mechanisms
contribute to organizational outcomes. However, their focus was mainly on
organizational or firm performance rather than service quality as a distinct
service-delivery outcome. Moreover, limited empirical evidence is available
from fragile public-sector petroleum institutions operating under severe
administrative, economic, and governance pressures, such as the Yemen
Petroleum Company.

This study contributes to the literature in three ways. First, it extends
strategic management and governance research into a fragile public-sector
petroleum context that remains empirically underexamined. Second, it shifts
the outcome from general organizational performance to service quality, which
is more directly relevant to public-sector service delivery. Third, it empirically
tests corporate governance as a transmission mechanism through which
strategic management is converted into perceived service quality.
Accordingly, the novelty of the present study lies in testing an integrated
mediation model in which corporate governance functions as the institutional
mechanism through which strategic management is translated into service
quality in the Yemeni public petroleum sector.

Literature Review

Theoretical Foundation of the Study

The relationship among strategic management, corporate governance, and
service quality can be understood through three complementary theoretical
perspectives: the resource-based view, institutional theory, and agency theory.
These theories help explain why strategic management may influence service
quality directly, why governance can function as a mediating mechanism, and
why governance practices are especially important in public-sector enterprises
operating in fragile institutional contexts.

The resource-based view argues that organizations achieve superior
performance when they develop, organize, and deploy valuable, rare, difficult-
to-imitate, and well-structured resources and capabilities (Barney, 1991).
From this perspective, strategic management represents a higher-order
organizational capability because it enables the organization to analyze its
environment, formulate priorities, allocate resources, implement plans, and
evaluate performance. However, strategic capabilities do not automatically
produce service quality unless they are translated into operational routines,
accountability systems, and control mechanisms. Corporate governance can
therefore be understood as an organizational capability that helps convert
strategic intent into consistent service delivery. In the context of the Yemen
Petroleum Company, strategic management may improve service quality not
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only by guiding resource allocation and operational priorities, but also by
strengthening the governance mechanisms through which these priorities are
implemented and monitored.

Institutional theory provides a second explanatory lens. Organizations do not
operate in isolation; they are shaped by regulatory expectations, social norms,
stakeholder pressures, and institutional legitimacy requirements (DiMaggio &
Powell, 1983). This is particularly relevant to public-sector and state-affiliated
enterprises, where service quality is not only a matter of operational efficiency
but also a matter of public trust, legitimacy, and accountability. In fragile
contexts such as Yemen, institutions face complex pressures arising from
political instability, economic disruption, weak administrative systems, and
public demand for reliable services. Strategic management helps
organizations respond to these pressures by defining direction, establishing
priorities, and adapting to environmental uncertainty. Governance, in turn,
institutionalizes these strategic priorities through formal rules, transparency,
accountability, fairness, and compliance systems.

Agency theory further explains the importance of governance in improving
service quality. Agency theory assumes that conflicts may arise between
principals and agents when decision-makers control resources but
stakeholders bear the consequences of poor decisions (Jensen & Meckling,
1976). Governance mechanisms reduce agency problems by -clarifying
authority, monitoring performance, increasing transparency, and holding
organizational actors accountable. In public service organizations, governance
mechanisms are particularly important because weak accountability, unclear
procedures, and information asymmetry can lead to poor service delivery,
favoritism, inefficiency, and declining stakeholder trust. Therefore, corporate
governance provides the control and accountability infrastructure through
which strategic management can influence service quality.

Together, these theoretical perspectives justify the proposed mediation model.
Strategic management provides direction and resource alignment; corporate
governance translates this direction into accountable and transparent
organizational practices; and service quality represents the operational
outcome of this strategic-governance process. This theoretical logic is
consistent with the conceptual framework of the study, which positions
Strategic Management as the independent variable, Corporate Governance as
the mediator, and Service Quality as the dependent variable.

Strategic Management

Strategic management is widely recognized as a central managerial process
through  which  organizations achieve long-term  sustainability,
competitiveness, and institutional effectiveness in dynamic environments.
Contemporary literature defines strategic management as an integrated
process that includes analyzing the internal and external environment,
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determining long-term direction, formulating strategic alternatives,
implementing strategic choices, and evaluating outcomes to ensure alignment
with organizational objectives (Alharbi, 2024; Almhairat, 2024). Unlike
traditional planning, modern strategic management is adaptive, evidence-
based, and closely connected to governance, innovation, risk management,
and performance improvement.

The importance of strategic management has increased in contemporary
organizations because they operate in environments characterized by
volatility, uncertainty, complexity, and ambiguity. Such conditions require
strategic agility, continuous environmental scanning, and the ability to
reconfigure resources in response to changing conditions (Hitt et al., 2020;
Bamford et al., 2024; Chauhan, 2024; Pitelis et al., 2024). In the petroleum
sector, these requirements are even more critical because organizations must
respond to fluctuating prices, supply disruptions, regulatory pressures,
stakeholder expectations, and geopolitical instability. For the Yemen
Petroleum Company, strategic management is particularly relevant because
the company operates within a fragile institutional and economic environment
where service continuity, transparency, and operational efficiency are
essential for public trust and institutional legitimacy.

In this study, strategic management is conceptualized through five
dimensions: strategic analysis, strategic orientation, strategy formulation,
strategy implementation, and strategic evaluation and control. These
dimensions reflect the complete strategic management cycle and are
consistent with the strategic management literature (David, 2011; Mohamed
& Saad, 2022; Holm et al., 2026; Tran, 2025). Strategic analysis refers to the
organization’s capacity to examine internal strengths and weaknesses and
external opportunities and threats. It enables the organization to diagnose its
current position, identify risks, and align resources with environmental
demands. Strategic orientation refers to the clarity of vision, mission, and
long-term direction. It provides a shared framework that guides decisions and
aligns employees with organizational priorities.

Strategy formulation concerns the development of strategic alternatives and
the selection of appropriate courses of action. It translates environmental
analysis and strategic orientation into plans, policies, and priorities. Strategy
implementation refers to the process of converting plans into action through
resource allocation, communication, coordination, leadership, and
operational execution. Strategy evaluation and control refers to monitoring
performance, comparing outcomes against objectives, identifying deviations,
and taking corrective action. This final dimension is especially important
because it links strategic management with governance through performance
monitoring, accountability, and institutional learning.

Empirical studies support the importance of strategic management for
organizational performance and service outcomes. Albadry (2016) found that
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strategic management practices influenced service quality in university
institutions, partly through organizational commitment. Zsigmond et al.
(2021) also showed that strategic management models in service-sector
organizations can improve service delivery when aligned with service-quality
dimensions. In the petroleum sector, Mohamed and Saad (2022) demonstrated
that strategic management practices significantly influenced corporate
governance and performance in Egyptian petroleum companies. Similarly,
Almaamari et al. (2025) confirmed that quality-oriented management
practices were strongly associated with performance in the Yemeni oil and gas
sector. These findings suggest that strategic management is a relevant
antecedent of both governance and service quality in the present study.
However, the literature also suggests that the relationship between strategic
management and service quality may not be purely direct. Strategic
management provides direction, but its effectiveness depends on the
organizational systems through which strategy is implemented. This point is
important for the current study because governance may act as the
mechanism that translates strategic priorities into transparent, accountable,
and fair service-delivery practices.

Corporate Governance

Corporate governance refers to the system of principles, structures, rules, and
accountability mechanisms through which organizations are directed,
controlled, and held responsible for their decisions and performance. In
modern organizational studies, governance is no longer understood narrowly
as compliance with formal regulations. Rather, it is viewed as an integrated
institutional framework that promotes transparency, accountability, fairness,
legitimacy, ethical conduct, strategic direction, and stakeholder protection
(World Bank, 1992; UNDP, 1997; Aguilera & Ruiz Castillo, 2025; Praveendas
et al., 2025; Wattoo, 2025).

In public-sector and state-affiliated enterprises, governance plays a
particularly important role because such organizations are responsible not
only for financial or operational performance but also for public value, citizen
trust, and equitable service delivery. Good governance reduces arbitrary
decision-making, limits corruption risks, clarifies responsibilities, and
strengthens the legitimacy of organizational actions. In fragile states,
governance becomes even more important because weak institutions, political
instability, fragmented authority, and limited accountability can undermine
service quality and organizational effectiveness (Alomaisi, 2023; UNDP, 2025;
World Bank, 2024).

This study conceptualizes corporate governance through five dimensions: rule
of law, justice and equality, participation, transparency, and accountability.
These dimensions are consistent with governance frameworks used by
international organizations and previous empirical studies (UNDP, 1997,
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World Bank, 1992; Talab Al-Amleh, 2025; Agbenyegah et al., 2025).
Governance systems are effective when they are linked to long-term
organizational direction and not limited to short-term compliance.

Rule of law refers to the governance of organizational decisions and operations
through formal regulations, policies, and procedures rather than personal
discretion, ensuring consistency, legal compliance, fairness, and predictability
(World Bank, 1992; World Justice Project, n.d.). Justice and equality refer to
the fair and impartial treatment of employees, customers, suppliers, and
stakeholders through the protection of rights, equal opportunities, and
avoidance of favoritism or discrimination (OECD, 2024; UNDP, 1997).
Participation reflects the involvement of employees and relevant stakeholders
in expressing views, contributing to decisions, and engaging in planning,
implementation, and evaluation, thereby strengthening commitment and
decision legitimacy (UNDP, 1997; World Bank, 1992; OECD, 2024).
Transparency refers to the openness and clarity of procedures, information
sharing, reporting, and communication, ensuring that relevant information is
accurate, timely, accessible, and understandable (World Bank, 1992; OECD,
2024). Accountability refers to the responsibility of individuals, departments,
and governing bodies for their decisions, actions, resource use, and outcomes
through clear duties, monitoring, reporting, and corrective mechanisms
(World Bank, 1992; UNDP, 1997; OECD, 2024).

Empirical research supports the relevance of governance for organizational
performance and service outcomes. Agbenyegah et al. (2025) found that
governance principles such as accountability, fairness, ethical standards, and
responsibility contribute to performance in state entities. Maibeki et al. (2022)
showed that accountability and transparency improved service delivery in
local government, while weak governance practices such as corruption and
political interference undermined service quality. Ndungu (2023) similarly
found that governance practices, including ethical standards and
organizational structures, significantly influenced service delivery in public
administration.

In the petroleum sector, Mohamed and Saad (2022) found that strategic
management practices were associated with the adoption and effectiveness of
governance principles in Egyptian petroleum companies. Mugai et al. (2023)
also highlighted the importance of governance in petroleum-sector
performance, emphasizing that governance mechanisms are sustained
through deliberate strategic and regulatory alignment. These findings suggest
that governance is not merely a control system but a strategic mechanism
through which organizational direction is converted into performance and
service outcomes.

For the Yemen Petroleum Company, governance is especially important
because the company operates in a sector that is economically strategic and
publicly sensitive. Fuel distribution, pricing, supply continuity, and service
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fairness are closely linked to citizen welfare and institutional trust. Therefore,
governance principles such as transparency, justice, accountability, and rule
compliance are expected to play a central role in improving service quality.

Service Quality

Service quality is one of the most important outcomes in service-oriented
organizations because it reflects the extent to which services meet or exceed
customer and stakeholder expectations. In public-sector and state-affiliated
enterprises, service quality is also linked to institutional legitimacy, citizen
satisfaction, public trust, and organizational reputation. Service quality is
therefore not merely an operational issue; it is a strategic and governance-
related outcome.

The most widely used framework for measuring service quality is SERVQUAL,
developed by Parasuraman et al. (1988). The model conceptualizes service
quality through five dimensions: reliability, tangibility, responsiveness,
assurance, and empathy. Despite debates about its applicability across
different service contexts, SERVQUAL remains one of the most influential and
frequently used frameworks in service-quality research. Recent studies
continue to apply and adapt SERVQUAL in healthcare, logistics, e-
government, online services, and public service organizations (Benayache &
Boulekouas, 2023; Arli et al., 2024; Alfatafta et al., 2025; Xia et al., 2025).
Reliability refers to the organization’s ability to deliver promised services
accurately and consistently. In the context of petroleum services, this may
include consistency in fuel distribution, accuracy of transactions, adherence
to announced procedures, and reliability of supply. Tangibility refers to the
physical and visible aspects of service delivery, including facilities, equipment,
service stations, communication materials, and technological infrastructure.
Responsiveness refers to the willingness and ability of employees to provide
prompt assistance, respond to complaints, and address service interruptions
efficiently. Assurance refers to employees’ competence, courtesy, credibility,
and ability to inspire trust. Empathy refers to individualized attention, respect
for customer needs, fairness in interaction, and responsiveness to beneficiary
concerns.

Service quality is influenced by both strategic and governance factors.
Strategic management affects service quality by aligning resources, priorities,
and operations toward service improvement. Governance affects service
quality by ensuring that services are delivered transparently, {fairly,
accountably, and according to clear rules. In public-sector organizations, the
distinction between governance and service quality can sometimes become
conceptually close because citizens and employees may experience fairness,
transparency, and accountability as part of service quality itself. For this
reason, the current study treats corporate governance and service quality as
conceptually distinct but related constructs. Governance refers to the rules,

www.journal-administration.com E



Journal of Research Administration Volume 9 Number 2

procedures, accountability systems, and institutional principles that guide
organizational behavior, whereas service quality refers to the perceived quality
of the services delivered through reliability, tangibility, responsiveness,
assurance, and empathy.

This distinction is important because later statistical analysis showed a strong
relationship between Corporate Governance and Service Quality. The
literature supports such a relationship, but it also suggests that careful
measurement is necessary to ensure that governance indicators measure
institutional practices and that service-quality indicators measure service
outcomes. This conceptual clarification strengthens the theoretical foundation
of the study and responds to the reviewer’s concern regarding construct
overlap.

Strategic Management and Corporate Governance

Strategic management and corporate governance are closely related because
both concern organizational direction, control, and performance. However,
they are conceptually distinct. Strategic management focuses on how the
organization analyzes its environment, sets direction, formulates strategies,
implements plans, and evaluates performance. Corporate governance focuses
on how authority is exercised, how decisions are monitored, how stakeholders
are protected, and how accountability is enforced.

The literature increasingly argues that strategic management can strengthen
governance by providing long-term direction, clarifying objectives, improving
decision quality, and embedding control mechanisms into organizational
processes. When strategy is well formulated and implemented, governance
principles become operational rather than symbolic. For example, strategic
evaluation and control systems can reinforce accountability, strategic
orientation can support governance vision, and strategy implementation can
institutionalize transparency and rule compliance.

Empirical evidence supports this relationship. Mohamed and Saad (2022)
found that the strategic management process significantly predicted corporate
governance adoption and effectiveness in Egyptian petroleum companies.
Their findings suggest that environmental scanning, strategy formulation,
implementation, and evaluation contribute to stronger governance
mechanisms. Mugai et al. (2023) also emphasized that governance
mechanisms in petroleum companies are activated and sustained through
strategic actions and regulatory alignment. Beyond the petroleum sector,
Agbenyegah et al. (2025) confirmed that governance principles require
strategic embedding to influence performance in state entities. In Yemen,
Almaamari et al. (2025) showed that organizational performance in the oil and
gas sector is linked to the integration of quality-management practices with
cultural and structural governance mechanisms.
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Based on this theoretical and empirical evidence, strategic management is
expected to have a significant positive effect on corporate governance at the
Yemen Petroleum Company. Therefore, the following hypothesis is proposed:

H1: Strategic management has a statistically significant positive effect on
corporate governance at the Yemen Petroleum Company in the Capital
Municipality of Sana’a.

Strategic Management and Service Quality

Strategic management is expected to influence service quality because it aligns
organizational resources, capabilities, and operational priorities with service-
delivery objectives. Through strategic analysis, organizations identify service
gaps, customer needs, environmental threats, and operational weaknesses.
Through strategic orientation and formulation, they define service priorities
and improvement initiatives. Through implementation, they allocate
resources, coordinate employees, and translate strategies into service
practices. Through evaluation and control, they monitor service performance
and take corrective action.

Previous research supports the strategic management-service quality
relationship. Albadry (2016) found that strategic management practices
influenced service quality in university institutions, although some effects
operated through organizational commitment. This finding suggests that
strategic management may affect service quality through both direct and
indirect mechanisms. Zsigmond et al. (2021) similarly showed that strategic
management models based on SERVQUAL dimensions improved service
delivery in SMEs. In the Yemeni oil and gas sector, Almaamari et al. (2025)
found that total quality management practices, which are closely connected
to strategy implementation, explained a substantial proportion of
organizational performance.

However, the literature also indicates that the direct effect of strategic
management on service quality may vary across contexts. In complex public-
sector organizations, strategy may not directly improve service quality unless
it is supported by governance, organizational culture, employee commitment,
digital systems, or operational capabilities. Therefore, while a direct positive
relationship is expected, it may be weaker than the indirect relationship
through governance mechanisms.

Based on this discussion, the following hypothesis is proposed:

H2: Strategic management has a statistically significant positive effect on
service quality at the Yemen Petroleum Company in the Capital Municipality of
Sana’a.
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Corporate Governance and Service Quality

Corporate governance is expected to influence service quality because
governance mechanisms shape the way services are planned, delivered,
monitored, and improved. Governance principles such as rule of law,
transparency, justice, equality, participation, and accountability can improve
service quality by reducing administrative ambiguity, limiting favoritism,
strengthening employee responsibility, improving stakeholder
communication, and ensuring consistent application of service standards.
The relationship between governance and service quality is particularly
important in public-sector organizations. When governance is weak, service
delivery may suffer from delays, inconsistency, corruption, unclear
responsibilities, and lack of responsiveness. When governance is strong,
services are more likely to be reliable, transparent, fair, and accountable.
Thus, governance provides the institutional conditions necessary for service
quality.

Empirical evidence supports this relationship. Ndung’u (2023) found that
governance practices significantly improved service delivery quality in Kenyan
public administration. Maibeki et al. (2022) reported that accountability and
transparency improved service quality in Zimbabwean local government,
whereas corruption, nepotism, and political interference weakened service
outcomes. Etim et al. (2023) demonstrated that corporate governance systems
strengthened the effect of service system innovation on firm competitiveness.
Agbenyegah et al. (2025) also identified fairness as a governance principle
strongly associated with state-entity performance.

At YPC, governance is expected to affect service quality because petroleum
services require clear procedures, fair distribution, transparent
communication, accountable management, and trustworthy employee
behavior. Nevertheless, this study recognizes that governance and service
quality may be closely perceived by employees. For example, transparency and
justice may be viewed simultaneously as governance principles and as aspects
of good service delivery. Therefore, the study treats them as theoretically
distinct but empirically related constructs.

Based on this reasoning, the following hypothesis is proposed:

H3: Corporate governance has a statistically significant positive effect on
service quality at the Yemen Petroleum Company in the Capital Municipality of
Sana’a.

The Mediating Role of Corporate Governance

The mediating role of corporate governance is grounded in the idea that
strategic management improves service quality most effectively when strategic
priorities are institutionalized through governance mechanisms. Strategic
management provides direction, but governance provides the procedures,

www.journal-administration.com E



Journal of Research Administration Volume 9 Number 2

rules, oversight, transparency, accountability, and fairness needed to
implement that direction consistently. Thus, governance can function as the
mechanism through which strategic management influences service quality.
This mediation logic is supported by the resource-based view, institutional
theory, and agency theory. From the resource-based view, governance is an
organizational capability that helps deploy strategic resources effectively
(Barney, 1991). From institutional theory, governance institutionalizes
strategy into legitimate rules and procedures that respond to stakeholder and
regulatory expectations (DiMaggio & Powell, 1983). From agency theory,
governance reduces information asymmetry and opportunistic behavior,
ensuring that strategic objectives are pursued responsibly (Jensen &
Meckling, 1976).

Empirical support for this mediating logic is emerging across different
contexts. Mohamed and Saad (2022) found that corporate governance
mediated the relationship between strategic management practices and firm
performance in Egyptian petroleum companies. Sudiantini (2023) found that
good corporate governance mediated the relationship between strategic risk
management and performance management in Indonesian public-sector
entities. Gasela (2022) showed that corporate controls influenced strategy
implementation and organizational performance in South African public
entities, while Etim et al. (2023) demonstrated that governance systems
strengthened the effect of service innovation on competitiveness.

Although these studies vary in sector and dependent variable, they share an
important implication: governance mechanisms help convert strategic
direction into measurable organizational outcomes. In the present study,
service quality is treated as the key organizational outcome because YPC
operates in a public-service environment where reliable, responsive, fair, and
trustworthy service delivery is central to institutional effectiveness.

Therefore, the following hypothesis is proposed:

H4: Corporate governance mediates the relationship between strategic
management and service quality at the Yemen Petroleum Company in the
Capital Municipality of Sana’a.

Research Gap and Contribution

Despite the growing literature on strategic management, corporate
governance, and service quality, several gaps remain. First, many studies
examine the direct relationship between strategic management and
performance, or between governance and performance, but fewer studies
investigate governance as a mediating mechanism between strategic
management and service quality. Second, existing studies are concentrated in
relatively stable institutional environments, while limited empirical evidence
exists from fragile and conflict-affected contexts such as Yemen. Third,
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although the petroleum sector is strategically important for public revenue,
economic stability, and essential service delivery, few studies have examined
how strategic management and governance jointly influence service quality in
Yemeni petroleum institutions.

The present study addresses these gaps by developing and testing an
integrated mediation model in which strategic management influences service
quality both directly and indirectly through corporate governance. The study
also contributes by applying this model to the Yemen Petroleum Company, a
public-sector enterprise operating in a complex environment characterized by
institutional pressures, economic instability, and service-delivery challenges.
In addition, the study clarifies the conceptual distinction between governance
and service quality while recognizing their close practical connection in public-
sector service delivery.

Research Conceptual Framework

Based on the hypotheses' development, the study's conceptual framework is
outlined in Figure 1, which identifies the three main variables and their
dimensions.

In this model, strategic management is theorized as an organizational
capability that creates direction and resource alignment. Corporate
governance is theorized as the institutional mechanism that formalizes,
monitors, and legitimizes strategic decisions. Service quality is theorized as
the operational outcome perceived by employees. Therefore, the mediation
model assumes that strategy affects service quality mainly when it is
institutionalized through transparent, accountable, fair, and rule-based
governance mechanisms.

Mediating Variable
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Figure 1: Conceptual framework
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Methodology

Research Design

This study adopted a quantitative descriptive-analytical research design using
a cross-sectional survey approach. This design was considered appropriate
because the study aimed to examine the relationships among Strategic
Management, Corporate Governance, and Service Quality, as well as to test
the mediating role of Corporate Governance in the relationship between
Strategic Management and Service Quality. The quantitative approach
enabled the researchers to statistically assess the magnitude, direction, and
significance of the hypothesized relationships among the study variables.

Population and Sampling

The target population consisted of all employees of the Yemen Petroleum
Company across different organizational and administrative levels at the
general administration and its nine branches in various units and sectors
throughout the Republic of Yemen. The total population was 640 employees.
A stratified random sampling technique was used to ensure that employees
from different organizational levels and branches were adequately represented
in the sample.

Steven Thompson’s sample-size formula was applied at a 95% confidence level
and a 0.05 margin of error, resulting in a required sample size of 244
employees. Accordingly, 260 questionnaires were distributed to account for
possible non-response or incomplete responses. Of these, 246 questionnaires
were returned, yielding a response rate of approximately 94.6%. After data
screening, 244 questionnaires were found to be complete and valid for
statistical analysis. Table 1 presents the demographic characteristics of the
respondents.

Table 1: Respondents’ demographic characteristics

Variable Category N %
Gender Male 207 | 84.8
Female 37 15.2
Age Less than 29 years 50 20.5
30-39 years 69 28.3
40-49 years 102 | 41.8
50 years or more 23 9.4
Educational Qualification High school 71 29.1
Diploma 14 5.7
Bachelor’s degree 131 | 53.7
Master’s degree 23 9.4
Doctorate 5 2.0
Job Title Deputy Executive Director 2 0.8
General Manager 4 1.6
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Deputy General Manager 9 3.7
Department Manager 40 16.4
Deputy Department Manager 18 7.4
Section Head 88 36.1
Employee 83 34.0
Years of Experience Less than 5 years 13 5.3
5-9 years 25 10.2
10-14 years 67 27.5
15-19 years 40 16.4
20 years or more 99 40.6

Research Instrument

Data were collected using a structured questionnaire developed based on an
extensive review of the relevant literature. The questionnaire consisted of two
main sections. The first section collected demographic and organizational
information, including gender, age, educational qualification, job title, and
years of experience. The second section measured the three main study
constructs: Strategic Management, Corporate Governance, and Service
Quality.

Strategic Management was measured through five dimensions: strategic
analysis, strategic orientation, strategy formulation, strategy implementation,
and strategic evaluation and control. The items for this construct were
adapted from David (2011) and Mohamed and Saad (2022).

Corporate Governance was measured through five dimensions: rule of law,
participation, transparency, justice and equality, and accountability. The
items for this construct were adapted from Talab Al-Amleh (2025), Agbenyegah
et al. (2025), and UNDP (1997).

Service Quality was measured through five dimensions based on the
SERVQUAL framework: reliability, tangibility, responsiveness, assurance, and
empathy. The items were adapted from Parasuraman et al. (1988), Benayache
and Boulekouas (2023), and Kinderis et al. (2023).

Respondents were asked to indicate their level of agreement with each
statement using a five-point Likert scale ranging from 1 = strongly disagree to
S = strongly agree.

Validity of the Instrument

Content validity was established through expert review. Specialists in strategic
management, corporate governance, service quality, and research
methodology evaluated the questionnaire for clarity, relevance, wording, and
suitability for measuring the intended constructs. Based on their feedback,
several items were revised, reworded, or removed. The final questionnaire

included 65 items.
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Statistical validity was assessed using the PLS-SEM measurement model.
Indicator reliability was examined through outer loadings, internal
consistency reliability through Cronbach’s alpha, rho_A, and composite
reliability, and convergent validity through average variance extracted.
Discriminant validity was evaluated using the Fornell-Larcker criterion and
the Heterotrait-Monotrait (HTMT) ratio, while collinearity was assessed using
variance inflation factor values.

Data Collection Procedures

Data were collected from employees of the Yemen Petroleum Company after
obtaining the necessary administrative approval. Respondents were informed
that participation was voluntary and that the data would be used solely for
academic research. Confidentiality and anonymity were assured to encourage
honest responses and reduce response bias. Completed questionnaires were
screened for missing data, incomplete responses, and inconsistencies before
analysis.

Data Analysis

Data were analyzed using SPSS version 28 and SmartPLS version 4.0.8.6.
SPSS was used to generate descriptive statistics, including frequencies,
percentages, means, standard deviations, and relative importance index
values. SmartPLS was used to conduct partial least squares structural
equation modeling because it allows simultaneous assessment of the
measurement and structural models and is suitable for predictive and
explanatory studies involving mediation.

The analysis was conducted in two stages. First, the measurement model was
assessed for reliability and validity. Outer loadings were used to examine
indicator reliability, with values of 0.70 or higher considered satisfactory.
Cronbach’s alpha, rho_A, and composite reliability were used to assess
internal consistency reliability, with values above 0.70 indicating acceptable
reliability. Average variance extracted was used to assess convergent validity,
with values above 0.50 considered acceptable. Discriminant validity was
assessed using the Fornell-Larcker criterion and the HTMT ratio. Variance
inflation factor values were examined to assess multicollinearity.

Second, the structural model was evaluated to test the hypothesized
relationships. Explanatory power was assessed using R? and adjusted R2
values, effect size using 2, predictive relevance using Q?, and model fit using
the standardized root mean square residual. Bootstrapping was applied to test
the statistical significance of direct, indirect, and total effects. Path
coefficients, standard errors, t-values, p-values, and confidence intervals were

reported.
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Ethical Considerations

The study followed standard ethical principles for survey-based research.
Participation was voluntary, and respondents were informed of the academic
purpose of the study. No personally identifiable information was collected.
Respondents were assured that their responses would remain confidential and
would be analyzed only in aggregate form. The collected data were used solely
for the purposes of this study.

Results

Descriptive Statistics

Descriptive statistics were used to examine respondents’ perceptions of
strategic management, corporate governance, and service quality. The results
are presented in Table 2.

Table 2. Descriptive Statistics of Study Variables

Variable Mean SD RII Level
Strategic Management 3.51 0.97 70% High
Corporate Governance 3.90 0.60 78% High

Service Quality 4.13 0.58 83% High

As shown in Table 2, all three variables were rated at a high level. Service
quality recorded the highest mean score (M = 4.13, SD = 0.58, RII = 83%)),
followed by corporate governance (M = 3.90, SD = 0.60, RII = 78%) and
strategic management (M = 3.51, SD = 0.97, RII = 70%). These results indicate
that respondents perceived service quality and governance practices
positively, while strategic management, although rated high, was
comparatively less embedded.

Measurement Model Assessment

The measurement model was assessed using outer loadings, Cronbach’s
alpha, rho_A, composite reliability, and average variance extracted. The
results are presented in Table 3.
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Table 3. Measurement Model Assessment Results

Loadin Cronbach’ rho
Construct Dimension s A ~ | CR | AVE
g Alpha
Strateg.lc 0.841
Analysis
Sjcrategilc 0.893
Orientation
Strat
Strategic ra eg?’ 0.866
Formulation 0.93 | 0.75
Managemen 0.918 0.926
¢ Strategy 8 2
Implementatio | 0.883
n
Strategic
Evaluation 0.850
and Control
Rule of Law 0.873
Transparency 0.892
Corporate Justice .and 0.860 0.860 0.893 0.90 | 0.65
Governance Equality 1 2
Accountability | 0.827
Participation 0.528
Reliability 0.865
Tangibility 0.807
Service | NesPomsivenes |, gq; 0.93 | 0.74
. ] 0.912 0.915
Quality A q 5 1
ssurance an 0.843
Trust
Empathy 0.895

The results show that most dimensions achieved satisfactory outer loadings.
Strategic management loadings ranged from 0.841 to 0.893, while service
quality loadings ranged from 0.807 to 0.895. For corporate governance, four
dimensions showed acceptable loadings ranging from 0.827 to 0.892;
however, participation recorded a relatively weak loading of 0.528. This
dimension was retained because the overall reliability and convergent validity
of the corporate governance construct remained acceptable. Cronbach’s alpha
values ranged from 0.860 to 0.918, composite reliability values ranged from
0.901 to 0.938, and average variance extracted values ranged from 0.652 to
0.752, all exceeding the recommended thresholds. Therefore, the
measurement model demonstrated acceptable indicator reliability, internal
consistency reliability, and convergent validity. Nevertheless, the weak loading
of participation should be acknowledged as a measurement limitation,
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suggesting that respondents may have perceived participation-related
practices as aspects of internal communication or organizational culture
rather than formal governance mechanisms.

Discriminant Validity
Discriminant validity was first assessed using the Fornell-Larcker criterion.

The results are presented in Table 4.

Table 4. Fornell-Larcker Criterion

Strategic Corporate Service
Construct .
Management Governance Quality
Strategic 0.867
Management
Corporate 0.767 0.808
Governance
Service Quality 0.756 0.941 0.861

As shown in Table 4, the square root of average variance extracted was greater
than the corresponding inter-construct correlations for strategic management
and corporate governance. However, the correlation between corporate
governance and service quality was high, indicating a potential discriminant
validity concern that should be interpreted cautiously.

The HTMT ratio was also examined as a stricter test of discriminant validity.
The results are presented in Table 5.

Table 5. HTMT Ratio

Construct Pair HTMT Ratio | Decision

Strategic Management — Corporate Governance 0.849 Accepted
Strategic Management — Service Quality 0.814 Accepted
Corporate Governance — Service Quality 0.837 Accepted

The HTMT ratios for all construct pairs were within acceptable limits,
supporting discriminant validity. However, given the high correlation between
corporate governance and service quality in the Fornell-Larcker matrix, the
relationship between these constructs should be interpreted with caution.

Collinearity Assessment

Collinearity was assessed using variance inflation factor values. The results
are presented in Table 6.
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Table 6. Collinearity Statistics

Dimension or Path VIF Decision

Strategic Analysis 2.988 | Acceptable

Strategic Orientation 3.230 | Acceptable

Strategy Formulation 2.824 | Acceptable

Strategy Implementation 3.077 | Acceptable

Strategic Evaluation and Control 2.748 | Acceptable

Rule of Law 2.749 | Acceptable

Transparency 3.144 | Acceptable

Justice and Equality 2.529 | Acceptable

Accountability 2.123 | Acceptable

Participation 1.268 | Acceptable

Reliability 2.815 | Acceptable

Tangibility 2.069 | Acceptable

Responsiveness 3.127 | Acceptable

Assurance and Trust 2.452 | Acceptable

Empathy 3.245 | Acceptable

Strategic Management — Corporate Governance 1.000 | Acceptable

Strategic Management — Service Quality 2.429 | Acceptable
Corporate Governance — Service Quality 2.429 | Acceptable

All variance inflation factor values were below the commonly accepted
threshold of 5.00, indicating that multicollinearity was not a serious concern.

Structural Model Assessment
The explanatory power, effect sizes, and predictive relevance of the structural
model were assessed using R?, adjusted R?, 2, and Q? values. The results are
presented in Table 7.
Table 7. Explanatory Power, Effect Sizes, and Predictive Relevance

Endogenous .
Construct or | R? Adj;jted Q? 2 Interpretation
Path
Moderate to substantial
CG 0.588| 0.587 [0.349| — |explanatory power; predictive
relevance established
Substantial explanatory
SQ 0.888| 0.887 |0.652| — power; predictive relevance
established
SM — CG — — — 11.429 Large effect
SM— SQ — — — 10.026 Small effect
CQ— SQ — — — 12.812 Large effect

Note: SM = Strategic Management; CG = Corporate Governance; SQ = Service Quality.
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Strategic management explained 58.8% of the variance in corporate
governance, while strategic management and corporate governance together
explained 88.8% of the variance in service quality. The effect-size results
showed that strategic management had a large effect on corporate governance
and that corporate governance had a large effect on service quality. In
contrast, the direct effect of strategic management on service quality was
small. The Q? values for corporate governance (0.349) and service quality
(0.652) were greater than zero, confirming the model’s predictive relevance.
These findings suggest that strategic management contributes to service
quality primarily through corporate governance.

Model fit was assessed using the standardized root mean square residual. The
results are presented in Table 8.

Table 8. Model Fit

Saturate | Estimate | Recommende
Fit Index d d d Decision
Model Model Threshold

Standardize
d Root .
Mean 0.080 0.080 < 0.080 Acceptable/borderli
ne
Square
Residual

The standardized root mean square residual value was 0.080 for both the
saturated and estimated models. This value meets the recommended
threshold, indicating acceptable but borderline model fit. Accordingly, the
model fit may be considered adequate, although the findings should be
interpreted in light of the high association between corporate governance and
service quality.

Hypotheses Testing and Mediation Analysis

Bootstrapping was used to test the hypothesized direct, indirect, and total
effects. The results are presented in Table 10.

Table 10. Bootstrapping Results for Direct, Indirect, and Total Effects

Effect Path B SE t- P- Decision
Type value | value

SM — CG 0.767 | 0.031 | 24.619 | <0.001 | Supported
Direct SM— SQ 0.084 | 0.037 | 2.266 | 0.024 | Supported

CG — SQ 0.876 | 0.032 | 27.408 | <0.001 | Supported
Indirect SM — CG —» SQ | 0.672 | 0.038 | 17.524 | <0.001 | Supported

Total SM — SQ 0.756 | 0.030 | 25.221 | <0.001 | Supported
Note: SM = Strategic management; CG = Corporate Governance, SQ = Service

Quality.
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As shown in Table 10, Strategic Management had a strong positive effect on
Corporate Governance ( = 0.767, p < 0.001), supporting the first hypothesis.
Strategic Management also had a small but statistically significant direct effect
on Service Quality (B = 0.084, p = 0.024), supporting the second hypothesis.
Corporate Governance had a very strong positive effect on Service Quality ( =
0.876, p < 0.001), supporting the third hypothesis. The confidence intervals
and bias-corrected confidence intervals for all direct paths excluded zero,
confirming the statistical significance of the hypothesized relationships.
However, given the discriminant validity concern between Corporate
Governance and Service Quality, the strength of this path should be
interpreted cautiously.

The indirect effect of Strategic Management on Service Quality through
Corporate Governance was large and statistically significant (B = 0.672, p <
0.001), with a 95% confidence interval of 0.599-0.750 and a bias-corrected
95% confidence interval of 0.599-0.749. Since both confidence intervals
excluded zero, the mediating effect was supported. The total effect of Strategic
Management on Service Quality was also significant (B = 0.756, p < 0.001),
with a 95% confidence interval of 0.697-0.814 and a bias-corrected 95%
confidence interval of 0.691-0.810. Since the direct effect remained significant
but was much smaller than the indirect effect, the findings indicate partial
mediation. The variance accounted for was calculated as 0.672 / 0.756 =
88.9%, suggesting that most of the effect of Strategic Management on Service
Quality operates through Corporate Governance.

Overall, the findings indicate that Corporate Governance is the dominant
pathway linking Strategic Management to Service Quality at the Yemen
Petroleum Company. Strategic Management strongly predicts Corporate
Governance, and Corporate Governance strongly predicts Service Quality.

Discussion

The present study examined the mediating role of Corporate Governance in
the relationship between Strategic Management and Service Quality at the
Yemen Petroleum Company. The findings provide empirical support for the
proposed model. Overall, Strategic Management had a small but statistically
significant direct effect on Service Quality, a strong effect on Corporate
Governance, and a strong indirect effect on Service Quality through Corporate
Governance. These results indicate that Strategic Management contributes to
Service Quality primarily by strengthening governance mechanisms rather
than through a strong direct pathway.

The structural model revealed a small but statistically significant direct effect
of Strategic Management on Service Quality, supporting the second
hypothesis. Although this direct path is statistically reliable, its modest size
indicates that the independent contribution of Strategic Management to
Service Quality perceptions is limited when Corporate Governance is
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controlled. This nuance refines earlier work, such as Albadry (2016), where
strategic planning and implementation showed stronger direct links to service
quality in university settings. In the context of the Yemen Petroleum Company,
the high overall Service Quality rating suggests that employees already
perceive service delivery positively. However, the small direct effect implies
that further strategic improvements, without corresponding governance
reinforcement, may yield only marginal service-quality gains. Nevertheless,
the significant direct path indicates that resource allocation, workforce
alignment, and strategic innovation retain some unmediated influence on
service outcomes, consistent with the resource-based view (Barney, 1991).
The relationship between Strategic Management and Corporate Governance
was strong and highly significant, supporting the first hypothesis. This result
confirms that deliberate strategic practices, including strategic analysis,
strategic orientation, strategy formulation, strategy implementation, and
strategic evaluation and control, are powerful antecedents of governance
quality at the Yemen Petroleum Company. The magnitude of the coefficient
aligns with Mohamed and Saad (2022), who reported that the strategic
management process significantly predicted governance adoption in Egyptian
petroleum firms, and with Mugai et al. (2023), who argued that governance
mechanisms in petroleum companies are activated and sustained through
strategic actions. From an institutional theory perspective, Strategic
Management serves as the organizational mechanism that translates external
pressures and internal capabilities into legitimate, rule-based governance
structures (DiMaggio & Powell, 1983). The high Corporate Governance mean
further suggests that when strategy is clearly articulated, principles of rule of
law, transparency, accountability, justice, equality, and participation become
more embedded in daily operations, echoing Agbenyegah et al. (2025) and
Almaamari et al. (2025) on the necessity of strategic embedding of governance
in the petroleum sector.

Corporate Governance exerted a very strong direct effect on Service Quality,
supporting the third hypothesis and identifying governance as the strongest
predictor of Service Quality in the model. The high descriptive ratings for both
Corporate Governance and Service Quality suggest that employees closely
associate transparent, accountable, fair, and rule-based governance with
dependable, responsive, and trustworthy service delivery. This finding mirrors
Ndung'u (2023), where ethical standards and organizational structure were
among the strongest predictors of service delivery in Kenyan administration,
and Maibeki et al. (2022), where accountability and transparency directly
improved service quality in Zimbabwean local government. Agency theory
helps explain this relationship: robust governance minimizes information
asymmetry and managerial opportunism, thereby channeling employee
behavior toward consistent and high-quality service (Jensen & Meckling,
1976). The strong governance-service link also supports Agbenyegah et al.
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(2025), who identified fairness as a governance principle contributing strongly
to state-entity performance.

The mediation analysis confirmed the fourth hypothesis. The indirect effect of
Strategic Management on Service Quality through Corporate Governance was
large and highly significant, while the direct effect remained significant. The
total effect was also large and significant, indicating partial mediation.
Importantly, the indirect effect was substantially larger than the direct effect,
demonstrating that Corporate Governance is the predominant transmission
mechanism through which Strategic Management is positively associated with
Service Quality. This pattern extends Mohamed and Saad (2022), where
governance mediated the strategy—performance link in Egyptian petroleum
companies, and Sudiantini (2023), where good governance mediated strategic
risk management and performance in Indonesian public entities.
Theoretically, Strategic Management builds governance as an organizational
capability (Barney, 1991), which, once legitimized through institutional
norms, enables stronger service delivery. The remaining direct path, although
small, suggests that other mediators, such as organizational culture,
employee empowerment, organizational commitment, or innovation capability,
may also carry part of the strategic effect, similar to the partial mediation by
organizational commitment observed by Albadry (2016).

The model also demonstrated strong explanatory and predictive power.
Strategic Management explained 58.8% of the variance in Corporate
Governance, while Strategic Management and Corporate Governance together
explained 88.8% of the variance in Service Quality. The predictive relevance
values for Corporate Governance and Service Quality were greater than zero,
indicating that the model has predictive relevance for both endogenous
constructs.

Overall, the findings suggest that Strategic Management has its greatest
service-quality impact when it is translated into governance systems
characterized by transparency, accountability, justice, equality, rule of law,
and participation. For the Yemen Petroleum Company, improving Service
Quality requires more than planning and strategic formulation. It requires
governance mechanisms that make strategic priorities operational,
enforceable, transparent, and fair.

Conclusion

This study examined the mediating role of Corporate Governance in the
relationship between Strategic Management and Service Quality at the Yemen
Petroleum Company in the Capital Municipality of Sana’a. The findings
demonstrate that Strategic Management significantly enhances Service
Quality through two complementary routes: a small but significant direct
effect and a much larger indirect effect through Corporate Governance.
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The results reveal a pattern of partial mediation in which Corporate
Governance acts as the primary transmission mechanism, translating
strategic intent into improved service delivery while a residual direct strategic
influence remains. Corporate Governance emerged as the strongest predictor
of Service Quality, suggesting that transparency, accountability, rule of law,
justice, equality, and participation are not merely compliance requirements
but operational mechanisms that can support better service delivery.
Descriptive findings indicate that the Yemen Petroleum Company enjoys high
levels of perceived Service Quality and Corporate Governance, while Strategic
Management practices are comparatively less embedded. This points to a clear
opportunity: by strengthening strategic analysis, strategic orientation,
strategy formulation, strategy implementation, and strategic evaluation and
control, the company can reinforce its governance architecture and improve
service performance.

Recommendations

In light of the findings, the study recommends that the Yemen Petroleum
Company and similar public-sector petroleum enterprises integrate Strategic
Management and Corporate Governance into a single coherent institutional
improvement system. Strategy formulation should systematically embed
governance principles, including transparency, accountability, justice,
equality, participation, and rule of law, as essential design criteria.
Governance systems should also be translated into actionable and measurable
service-quality standards.

First, the company should strengthen the institutionalization of Strategic
Management. Although Strategic Management was rated at a high level, it had
the lowest mean among the three study variables. This suggests that strategic
practices need deeper embedding across departments and branches. The
company should improve strategic analysis, clarify strategic orientation,
strengthen strategy formulation, ensure disciplined implementation, and
establish continuous evaluation and control mechanisms.

Second, the company should use Corporate Governance as the main
mechanism for improving Service Quality. Governance principles should be
converted into practical service standards. Transparency should be reflected
in clear information-sharing procedures; accountability should be reflected in
responsibility assignment and performance monitoring; rule of law should be
reflected in consistent application of regulations; justice and equality should
be reflected in fair treatment of employees and stakeholders; and participation
should be reflected in meaningful consultation and involvement in decision-
making.

Third, the company should develop service-quality dashboards linked to
strategic and governance indicators. These dashboards should include
measures of service reliability, tangibility, responsiveness, assurance and
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trust, and empathy, alongside governance indicators such as transparency,
complaint-handling, procedural fairness, accountability, rule compliance, and
participation.

Finally, the company should invest in capacity-building programs for
managers and employees on the practical integration of strategy, governance,
and service quality. Training should focus on translating strategic plans into
transparent, accountable, fair, and service-oriented practices.

Limitations

Despite its contributions, this study has several limitations. First, the study
used a cross-sectional design, which limits the ability to draw causal
conclusions. Although the structural model supports the hypothesized
relationships, the findings should be interpreted as associations rather than
definitive causal effects. Longitudinal research is needed to examine how
strategic management reforms influence governance and service quality over
time.

Second, the study relied on self-reported questionnaire data collected from
employees. This approach is useful for assessing internal perceptions of
Strategic Management, Corporate Governance, and Service Quality, but it may
increase the risk of common method bias and social desirability bias.
Employees may evaluate governance and service quality positively due to
organizational loyalty, fear of criticism, or shared perceptions within the same
institutional environment.

Third, Participation showed a relatively weak loading on the Corporate
Governance construct. Although the overall reliability and convergent validity
of Corporate Governance remained acceptable, this dimension should be
reviewed in future studies. Its wording, conceptual relevance, or placement
within the governance construct may need refinement.

Fourth, the study focused only on the Yemen Petroleum Company. While this
organization is highly relevant because of its public-service role and strategic
importance, the findings may not be fully generalizable to all public or private
organizations in Yemen or other countries. Replication in other sectors is
necessary.

Fifth, the study examined Corporate Governance as the only mediator between
Strategic Management and Service Quality. Other mechanisms, such as
organizational culture, employee empowerment, organizational commitment,
innovation capability, digital transformation, and organizational agility, may
also explain how Strategic Management affects Service Quality.

Funding

This research received no specific grant from any funding agency in the public,
commercial, or not-for-profit sectors. It is entirely self-funded by the authors.

Conflicts of Interest
www.journal-administration.com E



Journal of Research Administration Volume 9 Number 2

The authors declare that there are no conflicts of interest regarding the publication
of this manuscript.

Ethical Considerations

This study was conducted in accordance with the ethical principles of the Declaration
of Helsinki. The research design, survey instruments, and data collection protocols
were formally reviewed, and the study was approved by the ethics committee of
Sana'a University (Reg. No. 5, dated 18/11/2024). Written informed consent was
obtained from all participants before data collection commenced. All participant data
were fully anonymized and analyzed in the aggregate.

Data Availability

The data that support the findings of this study are available from the authors upon
reasonable request.

Use of Artificial Intelligence

The authors declare that artificial intelligence (Al) tools were used solely as language
assistance tools to improve the clarity, grammar, and readability of the manuscript.
These tools were not used to generate, analyze, or interpret the research data or draw
any scientific conclusions. All research design, data collection, statistical analysis,
interpretation of results, and manuscript writing were conducted by the authors. The
authors take full responsibility for the content and integrity of this manuscript.

References:

e Agbenyegah, A. T., Dlamini, B. I, & Nyalungu, J. D. (2025). Relationships
between corporate governance principles and performance in state
entities of a developing country. International Journal of Business
Ecosystem & Strategy, 7(4), 57-65.

e Aguilera, R. V., & Ruiz Castillo, M. (2025). Toward an updated corporate
governance framework: Fundamentals, disruptions, and future
research. BRQ Business Research Quarterly, 28(2), 336-348.

e Albadry, O. (2016). Strategic management and its impact on university’s
service quality: The role of organisational commitment [Doctoral thesis,
University of Plymouth/.

o Alfatafta, M., Alsubahi, N., Alfatafta, H., Alshawabka, A., McGarry, A.,
Ahmad, A., & Molics, B. (2025). Assessing service quality and its impact
on patient experience and satisfaction in prosthetics and orthotics: a
SERVQUAL-based  cross-sectional study. BMC Health  Services
Research, 25(1), 985.

e Alharbi, I. B. (2024). Strategic management: A comprehensive review
paper. International Journal of Professional Business Review, 9(3),
e04373.

e Almaamari, Q. A., Al-Mekhlafi, A. B. A., Kanwal, N., & Dawwas, M. I
(2025). Organizational culture role in linking TQM practices to
performance in the Yemen oil and gas sector. Cogent Business &

Management, 12(1), 2492842.
www.journal-administration.com



Journal of Research Administration Volume 9 Number 2

e Almhairat, A. (2024). Exploring the theoretical framework and core
dimensions of strategic management. Business and Administrative
Studies, 1(2), 1-8. www.academicau.com.

e Alomaisi, N. H. (2023). Governance Challenges in the State of Yemen:
Political, Social, and Economic Considerations. Cuvillier Verlag.

e Arli, D., van Esch, P., & Weaven, S. (2024). The impact of SERVQUAL on
consumers’ satisfaction, loyalty, and intention to use online food delivery
services. Journal of Promotion Management, 30(7), 1159-1188.

e Bamford, C. E., Hoffman, A. N., Wheelen, T. L., & Hunger, J. D. (2024).
Strategic Management and Business Policy: Globalization, Innovation
and Sustainability (16 ed.). Pearson.

e Barney, J. (1991). Firm resources and sustained competitive
advantage. Journal of Management, 17(1), 99-120.

e Benayache, A., & Boulekouas, Z. (2023). Evaluation of Service Quality
using the" servperf’ Model in SONALGAZ Company-Tamanrasset
Unit. Journal of Human and Society Sciences, 12(4), 189-221.
asjp.cerist.dz.

e Chauhan, D. (2024). Strategic management in the age of disruption:
Navigating uncertainty and embracing innovation. Journal of Advanced
Management Studies, 1(2), 7-12.

e David, F. R. (2011). Strategic management: Concepts and cases (13" ed.).
Prentice Hall.

e Dess, G. G.,, McNamara, G., Eisner, A. B., & Sauerwald, S. (2023).
Strategic management: Creating competitive advantages (11%" ed.).
McGraw-Hill Education.

e DiMaggio, P. J., & Powell, W. W. (1983). The iron cage revisited:
Institutional isomorphism and collective rationality in organizational
fields. American sociological review, 48(2), 147-160.

e FEtim, A. E., Igwe, A. A., Al-Faryan, M. A. S., & Udoh, B. E. (2023). Service
system innovation and firm competitiveness in an emerging market: The
role of corporate governance system. Cogent Business &
Management, 10(2), 2220202.

e Gasela, M. M. (2022). Unmasking the influence of corporate controls on
organisational performance during strategy implementation: A case of
eight South African public entities. Africa’s Public Service Delivery and
Performance Review, 10(1), a561.

e Grant, R. M. (2021). Contemporary strategy analysis (11t ed.). Wiley.

e Hitt, M. A., Ireland, R. D., & Hoskisson, R. E. (2020). Strategic
Management: Concepts and Cases: Competitiveness and Globalization
(13t* ed.). Cengage Learning.

www.journal-administration.com E



Journal of Research Administration Volume 9 Number 2

e Holm, C. G., Kringelum, L., & Anand, A. (2026). Creating effective strategy
implementation: a systematic review of managerial and organizational
levers. Review of Managerial Science, 20(2), 673-705.

e Jensen, M. C., & Meckling, W. H. (1976). Theory of the firm: Managerial
behavior, agency costs and ownership structure. Journal of Financial
Economics, 3(4), 305-360.

e Kinderis, R., Danieliené, J., & Jonuskiené, E. (2023). Assessment of
customer service quality of the gas station network in
Lithuania. Economics and Education, 8(1), 6-16.

e Maibeki, O., Chatiza, K., Chisango, S., & Chisiri, B. (2022). Corporate
governance and the quality of service delivery in local authorities: Case
of Masvingo Municipality. International Journal of Research and
Innovation in Social Science, 6(6), 482-499.

e Mohamed, Z. E., & Saad, M. (2022). The impact of digital transformation
and corporate governance in the relationship of strategic management
practices and the firm’s performance: The case of the Egyptian petroleum
sector. Journal of Business and Management Sciences, 10(4), 192-2009.
pubs.sciepub.com.

e Mugai, I. W., Cheluget, J., & Ngala, M. (2023). Government regulations'’
moderating influence on the link between local petroleum companies'
organizational performance and corporate governance in Kenya.
International Journal of Research Publication and Reviews, 4(11), 854-
864. ijrpr.com.

e Ndung’u, K. (2023). Corporate Governance and Service Delivery in
National Government Administration: A Case of Kirinyaga County,
Kenya [Master thesis, Kenyatta University]. ir-library.ku.ac.ke.

e Organization for Economic Co-operation and Development. (2024). OECD
Guidelines on corporate governance of state-owned enterprises. OECD
Publishing.

e Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service
quality. Journal of Retailing, 64(1), 12-40.

e Pitelis, C. N., Teece, D. J., & Yang, H. (2024). Dynamic capabilities and
MNE global strategy: A systematic literature review-based novel
conceptual framework. Journal of management studies, 61(7), 3295-
3326.

e Praveendas, K., Sehgal, G., Padwal, U. M., Shah, D., Tewari, D., & Rana,
S. (2025). Corporate governance and ethical management practices:
Building trust in modern enterprises. Advances in Consumer
Research, 2(4), 5388-5396.

e Sudiantini, D. (2023). Impact of management information system quality
and strategic risk management on performance management mediated

www.journal-administration.com



Journal of Research Administration Volume 9 Number 2

by good corporate governance at chief of village. Insight Journal, 10 (1),
15-24. ir.uitm.edu.my.

e Talab Al-Amleh, B. M. (2025). The impact of implementing governance
principles on organizational citizenship behavior in the Palestinian
Ministry of Health [Master's thesis, Al-Quds Open University].
DSpace. dspace.qou.edu.

e Thompson, S. K. (2012). Sampling (3rd ed.). Wiley.

e Tran, D. K. (2025). Strategic management: A literature review and future
research orientations. Edelweiss Applied Science and Technology, 9(9),
784-805.

e UNDP (United Nations Development Programme). (1997). Governance for
sustainable human development: a UNDP policy document. UNDP.
digitallibrary.un.org.

e UNDP (United Nations Development Programme). (2025). UNDP Yemen:
Strengthening institutional and economic resilience in Yemen project —
IMPACT. yemen.un.org

e United Nations Economic and Social Commission for Western Asia.
(2025). Index Simulator for Policymakers in the Arab Region (ISPAR).
ispar.unescwa.org.

o Vickery, J. (2025). Visualizing volatility, uncertainty, complexity, and
ambiguity (VUCA) [Doctoral dissertation, Cranfield University]. Cranfield
University DSpace. dspace.lib.cranfield.ac.uk.

e Wattoo, A. (2025). Corporate Governance and Legal
Compliance. International Journal of Law and Policy, 3(12), 27-48.

e World Bank. (1992). Governance and development. World Bank.
documents.worldbank.org.

e World Bank. (2024, October 31). Yemen faces mounting economic
challenges as conflict continues, regional tensions escalate. World Bank
Group. wwuw.worldbank.org.

o World Justice Project. (n.d.) What is the rule of law?
worldjusticeproject.org.

e Xia, Y., Li, B.,, Yang, J., Guo, W., Sun, J., Zeng, X., & Zheng, J. (2025).
Sustainable service quality assessment of Chinese healthcare e-
government: A multi-criteria decision framework based on SERVQUAL
model and entropy-weight TOPSIS method. Frontiers in digital health, 7,
1611979.

e Zsigmond, T., Machovd, R., & Zsigmondova, A. (2021). Strategic
management from the perspective of SMEs operating in service
sector. Quality Innovation Prosperity, 25(2), 37-53.

www.journal-administration.com



	Methodology
	Research Design
	Population and Sampling
	Research Instrument
	Validity of the Instrument
	Data Collection Procedures
	Data Analysis
	Ethical Considerations
	Results
	Descriptive Statistics
	Discriminant Validity
	Collinearity Assessment

	References:

