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Objective: This study aimed to examine the effect of support service process quality on corporate
sustainability, with emphasis on the mediating role of strategic management at the NGL3100
Dehloran Refinery Complex.

Methodology: This applied study employed a descriptive-correlational, survey-based design. The
statistical population consisted of 50 senior managers, department heads, and specialists working
at the NGL3100 Dehloran Refinery Complex in 1404, all of whom were included through a census
sampling approach because of the limited population size. Data were collected using a 42-item
questionnaire developed from standardized instruments. Support service process quality, strategic
management, and corporate sustainability were measured through dimensions related to
service/process quality, organizational innovation, and the economic, social, and environmental
dimensions of sustainability, respectively. Following assessment of instrument validity and
reliability, data were analyzed using SPSS version 22 and LISREL version 8.8. Structural equation
modeling was applied to test the hypothesized relationships, while the Sobel test and variance
accounted for (VAF) index were used to assess mediation.

Findings: Structural model results indicated that support service process quality had a significant
positive effect on corporate sustainability (=0.69, t=14.28) and strategic management (3=0.76,
t=16.43). Strategic management also exerted a significant positive effect on corporate sustainability
(B=0.84, t=17.91). The Sobel test confirmed a significant indirect effect of support service process
quality on corporate sustainability through strategic management (z=6.77, p<0.001). The VAF
value was 0.4805, indicating that 48.05% of the total effect was transmitted through strategic
management and confirming partial mediation. Model-fit indices demonstrated acceptable fit
(CMIN/DF=1.753, RMSEA=0.055, GFI=0.98, IFI=0.96).

Conclusion: Improving support service process quality can enhance corporate sustainability both
directly and indirectly through strategic management. Accordingly, reliable, integrated, and
responsive support processes, combined with process, technological, and managerial innovations,
can facilitate the simultaneous achievement of economic, social, and environmental sustainability
objectives in refinery complexes.

Keywords: Support Service Process Quality, Corporate Sustainability, Strategic Management,
Sustainable Development, Refining Industry, Structural Equation Modeling.
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EXTENDED ABSTRACT
Introduction

Corporate sustainability has evolved from a peripheral concern into a strategic requirement for
organizations operating in complex and resource-intensive industries. Contemporary organizations are
increasingly expected to achieve economic objectives while simultaneously addressing their social
responsibilities and minimizing adverse environmental consequences. This requirement is particularly
important in the oil and gas industry, where production continuity, operational efficiency, occupational
safety, environmental protection, and responsible resource utilization are closely interconnected.
Sustainability in such organizations therefore cannot be reduced to financial performance alone; rather, it
reflects the organization’s ability to balance economic, social, and environmental objectives within its
operational and strategic decision-making processes. Previous studies have emphasized that corporate
sustainability becomes more effective when sustainability considerations are incorporated into strategic
resource allocation, organizational processes, corporate social responsibility, and managerial decision-
making (Garcia-Ortega et al., 2024; Kaur & Singh, 2024).

The importance of sustainability is even greater in the Iranian oil and gas industry because
organizations in this sector operate under technological, economic, environmental, and institutional
constraints. Economic sanctions may restrict access to advanced technologies, capital, equipment, spare
parts, and international supply networks, thereby increasing the importance of internal organizational
capabilities and efficient resource utilization (Dezhpasand et al., 2025). In addition, the strategic
management of equipment obsolescence, maintenance systems, and operational downtime is critical in
the oil and gas industry because equipment failure can result in substantial economic losses, production
interruptions, and safety risks (Kolo, 2025). Under such conditions, strengthening internal support
processes becomes an important mechanism for maintaining operational continuity and improving
organizational sustainability.

Support service processes—including maintenance, procurement, human resources, information
technology, financial services, health, safety and environment activities, and technical support—provide
the infrastructure required for the effective performance of core organizational operations. Although these
functions do not directly generate the final product, their quality determines the reliability, responsiveness,
coordination, and efficiency of operational units. Evidence from service and organizational contexts
suggests that high-quality support systems can improve organizational outcomes by strengthening
information flows, enhancing interactions, increasing trust, and providing employees and decision-makers
with the resources required for effective performance (Jiao et al., 2024; Shi & Wang, 2023). Similarly,
support policies can generate outcomes extending beyond the immediate support function and influence
broader organizational efficiency (Madani et al., 2024). Advances in digital technologies have further
increased the strategic importance of support services. Artificial intelligence-based support solutions, for
instance, can improve responsiveness, accessibility, and service experience, although their effectiveness
remains dependent on the quality of interaction and implementation (Ekechi, 2024; Glos & Karwot, 2025).
Technology-supported analysis of service interactions can also provide useful information for identifying
deficiencies and improving managerial responses (Ozen & Ozgul Katlav, 2023).
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Nevertheless, the availability of high-quality support processes may not automatically produce
sustainable organizational outcomes. A mechanism is required to transform internal operational
capabilities into strategic actions, technological improvements, and organizational innovation. Strategic
management can perform this function by enabling organizations to identify environmental changes,
allocate resources, develop innovative solutions, redesign processes, and coordinate operational activities
with long-term objectives. The transformation of strategic management systems in the digital era
demonstrates that combining information, technology, and managerial mechanisms can support
innovation and competitive advantage (Pasaribu et al., 2025). Likewise, digital business information
systems can strengthen strategic decision-making by improving managers’ access to relevant information
(Diantoro et al., 2024). Enterprise risk management in the energy sector similarly supports strategic
decision-making by systematically integrating information concerning risks, opportunities, and
organizational vulnerabilities (Mupa et al., 2024), while analytical frameworks for strategic resource
allocation demonstrate the importance of reliable information and systematic analysis in managerial
decision-making (Farounbi, 2025).

From a resource-oriented perspective, organizations create sustainable value not merely by
possessing resources but by effectively deploying, integrating, and renewing them. Strategic resource
utilization requires a balance between exploiting existing capabilities and exploring new opportunities
(Kwon & Lee, 2024). Strategic renewal likewise allows organizations to reconfigure their resources,
knowledge, and organizational capabilities in response to changing environmental requirements and
sustainability pressures (Kollabi & Sharaei, 2023). In this respect, strategic management may serve as a
transformative mechanism through which the reliability and efficiency generated by support service
processes are converted into process innovation, technological innovation, and managerial improvement.

The relationship between strategic management and sustainability has also received increasing
attention. Sustainability-oriented strategic systems can integrate economic, operational, social, and
environmental indicators into organizational performance evaluation (Fernandez-Gonzalez et al., 2023).
Strategic orientation can further enhance the contribution of managerial techniques to corporate
sustainability (Sabzalipour et al., 2023). Similarly, strategic knowledge management and corporate social
responsibility can mediate the relationship between organizational intangible resources and sustainable
organizational performance (Zaragoza-Saez et al., 2023). Supply-chain and outsourcing decisions may also
create shared value when corporate social responsibility is integrated into strategic management (Taghipour
et al., 2022). Human resources constitute another component of this process, as professional development
can enhance the quality of sustainability-related decision-making and organizational outcomes (Al Frijat
et al., 2025), while appropriate leadership practices may strengthen cooperation, organizational learning,
and performance in gas-sector organizations (Shafiei et al., 2025).

Despite this growing body of knowledge, limited empirical attention has been devoted to the
mechanism through which the quality of support service processes contributes to corporate sustainability
in refinery settings, particularly through strategic management. Examining this relationship is important
because weaknesses in maintenance, procurement, information systems, human resources, or HSE may
propagate throughout highly integrated processing operations. Accordingly, this study aimed to
investigate the effect of support service process quality on corporate sustainability while examining the
mediating role of strategic management at the NGL3100 Dehloran Refinery Complex.



Methods and Materials

This study was applied in terms of purpose and employed a descriptive-correlational, survey-based
research design. The statistical population consisted of all senior managers, department heads, and
specialists working at the NGL3100 Dehloran Refinery Complex in 1404, totaling 50 individuals. Given
the limited population size, a census sampling method was employed; therefore, all 50 eligible members
of the population were included in the study.

Data were collected using a 42-item questionnaire developed on the basis of standardized
measurement instruments. Support service process quality was assessed through dimensions including
reliability and responsiveness, competence and expertise, interdepartmental coordination, standardization
and integration, and continuous improvement and error reduction. Strategic management was assessed
through dimensions reflecting innovation in processes, technology, managerial systems, and operational
methods. Corporate sustainability was conceptualized according to its economic, social, and
environmental dimensions. Responses were recorded on a five-point Likert scale.

The validity and reliability of the measurement instrument were examined prior to hypothesis
testing. The normality of the data was assessed using the Kolmogorov—Smirnov test. Sampling adequacy
for factor analysis was evaluated using the Kaiser—Meyer—OlKkin index and Bartlett’s test of sphericity.
Structural equation modeling was subsequently used to evaluate the proposed relationships among support
service process quality, strategic management, and corporate sustainability. Model fit was assessed using
multiple goodness-of-fit indices. The mediating role of strategic management was evaluated using the
Sobel test and the variance accounted for (VAF) index. Statistical analyses were conducted using SPSS
version 22 and LISREL version 8.8.

Findings

The normality assessment indicated that the distributions of support service process quality,
corporate sustainability, and strategic management were suitable for subsequent parametric analyses. The
Kaiser—Meyer—Olkin statistic was 0.883, and Bartlett’s test of sphericity was statistically significant,
indicating that the correlation structure of the data was appropriate for factor analysis and structural
modeling.

The structural equation modeling results supported all hypothesized direct relationships. Support
service process quality had a positive and statistically significant effect on corporate sustainability, with a
standardized path coefficient of 0.69 and a t-value of 14.28. This result indicated that improvements in
the reliability, responsiveness, coordination, standardization, integration, and continuous improvement of
support processes were associated with higher levels of economic, social, and environmental
sustainability.

Support service process quality also had a positive and statistically significant effect on strategic
management. The standardized path coefficient for this relationship was 0.76, with a t-value of 16.43.
Thus, higher-quality support processes were associated with stronger strategic management capabilities,
including the capacity to introduce improvements in processes, technologies, managerial systems, and
operational methods.

Strategic management demonstrated the strongest direct relationship in the structural model. Its
effect on corporate sustainability was positive and significant, with a standardized path coefficient of 0.84
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and a t-value of 17.91. This finding indicated that stronger strategic management capabilities were
substantially associated with enhanced corporate sustainability at the refinery complex.

The mediation analysis further demonstrated that strategic management significantly mediated the
relationship between support service process quality and corporate sustainability. The Sobel test produced
a z-value of 6.77, confirming the statistical significance of the indirect effect. The VAF index was 0.4805,
indicating that 48.05% of the total effect of support service process quality on corporate sustainability was
transmitted through strategic management. Because both the direct and indirect effects remained
significant, strategic management was identified as a partial mediator. The structural model also
demonstrated an acceptable overall fit, with CMIN/DF=1.753, RMSEA=0.055, GF1=0.98, and 1FI=0.96.

Discussion and Conclusion

The findings demonstrate that the quality of support service processes constitutes an important
organizational capability for achieving corporate sustainability in refinery operations. The significant
direct effect of support service process quality on corporate sustainability suggests that reliable and
coordinated support activities generate benefits beyond their immediate administrative or technical
functions. Effective maintenance can reduce equipment failure and production interruption; responsive
procurement can improve the availability of critical materials and spare parts; integrated information
systems can facilitate more timely decision-making; competent human resource systems can support
workforce development; and effective HSE processes can reduce occupational and environmental risks.
Together, these mechanisms can contribute directly to economic efficiency, employee and community
welfare, and improved environmental performance.

The significant effect of support service process quality on strategic management further indicates
that organizational transformation is partly dependent on the stability and effectiveness of internal support
infrastructure. Managers are less able to focus on innovation and long-term strategic priorities when
substantial organizational resources must continually be devoted to correcting support-process failures,
addressing delays, or managing operational crises. By contrast, reliable support processes reduce
uncertainty and release managerial and technical capacity that can be redirected toward innovation,
process redesign, digitalization, predictive maintenance, and other strategic initiatives. Support quality
should therefore be understood as an enabling platform for strategic management rather than merely as an
operational efficiency variable.

The strong positive effect of strategic management on corporate sustainability indicates that
sustainability outcomes depend substantially on the organization’s ability to transform available resources
and operational capabilities into coordinated strategic initiatives. In a refinery context, strategic
management may facilitate the adoption of advanced monitoring systems, predictive maintenance,
integrated management information systems, energy-efficiency initiatives, improved safety procedures,
and innovative operational practices. These changes can simultaneously reduce costs, strengthen
production continuity, improve occupational safety, and mitigate adverse environmental consequences.
The comparatively large path coefficient for this relationship suggests that strategic management is a
central mechanism in converting organizational capabilities into sustainable outcomes.

The mediation analysis provides the most important contribution of the study. The finding that
strategic management accounted for 48.05% of the total relationship between support service process
quality and corporate sustainability demonstrates that nearly half of the contribution of support quality to



sustainability operates through a strategic transformation mechanism. In other words, support service
process quality contributes to sustainability not only because efficient support functions directly reduce
errors, costs, waste, and operational risks, but also because they strengthen the organization’s capacity to
implement strategic and innovative responses. The presence of partial rather than full mediation further
indicates that both pathways are important: high-quality support processes generate immediate
sustainability benefits while simultaneously creating conditions for strategic management to produce
additional long-term improvements.

Overall, the findings support an integrated view of corporate sustainability in which operational
infrastructure and strategic capabilities operate as complementary elements. Support service processes
provide the organizational stability, information, resources, and coordination required for effective
operations, whereas strategic management converts these capabilities into purposeful innovation and
organizational transformation. Corporate sustainability therefore emerges not from isolated sustainability
initiatives but from a chain of interconnected organizational capabilities extending from internal support
quality to strategic action and ultimately to economic, social, and environmental performance.

The study concludes that improving corporate sustainability at the NGL3100 Dehloran Refinery
Complex requires simultaneous attention to the quality of support service processes and the development
of strategic management capabilities. Investments in reliability, responsiveness, interdepartmental
coordination, standardization, integration, and continuous improvement within support units should be
accompanied by mechanisms that convert these improvements into technological, process, managerial,
and operational innovation. Such an integrated approach can enhance the refinery’s ability to improve
productivity, reduce costs and operational interruptions, strengthen employee safety and organizational
responsibility, optimize resource consumption, and reduce environmental impacts. Consequently, support
services should not be regarded merely as auxiliary cost centers but as strategic organizational capabilities
that, when effectively managed, can become important drivers of comprehensive and sustainable
corporate performance.
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