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Abstract:

The purpose of this research is to study the relationship between high-
performance work systems practices (practices that enhance ability, practices that
enhance motivation, practices that enhance opportunities for participation) and the
quality of service provided to customers (service reliability, service tangibility,
responsiveness to customers, safety/trust, and empathy with customers) in mobile
telecommunications companies in the Arab republic of Egypt.

The research population was represented in the employees at the
headquarters of mobile phone companies (Orange, Vodafone, Etisalat, We) in
Greater Cairo of a total (5394 employees). Based on the implementation of the
equation to determine the size of the stratified random sample, the size of the
research sample reached (359 employees).

The results of the research showed that there is a strong positive correlation
between the independent variable, high-performance work systems practices, with
its dimensions and the dependent variable, the quality of service provided to
customers, with its dimensions at mobile telecommunications companies in Egypt.
The research also found that there is a strong significant effect of the independent
variable, high-performance work systems practices, in its dimensions, on the
dependent variable, the quality of service provided to customers, in its dimensions.

Keywords: high-performance work systems practices, quality of service provided.
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