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ABSTRACT

Objective: To determine the relationship between strategic planning, transformational
leadership, and service quality in a health network in Chanchamayo, Peru, in 2025.
Method: Quantitative, applied, non-experimental, cross-sectional, descriptive-
correlational study with a census sample of 127 workers. A structured questionnaire with
a five-point Likert scale was administered, and hypotheses were tested with Spearman’s
rank correlation coefficient. Results: Strategic planning showed a very strong positive
relationship with service quality (Rho = 0.828; p = 0.003), and transformational leadership
a strong positive relationship (Rho = 0.719; p = 0.003). The managerial dimension (Rho
= 0.615) and innovation (Rho = 0.762) showed the strongest associations within each
variable. Conclusions: Service quality could be strengthened through an integrated
approach that promotes managerial planning, innovation, motivation, and
transformational leadership, providing evidence to support managerial decision-making in
public health institutions.

Descriptors: Strategic planning; leadership; quality of health care; health services; public
health administration. (Source: DeCS).

RESUMEN

Objetivo: Determinar la relacién entre la planificacion estratégica, el liderazgo
transformacional y la calidad del servicio en una red de salud de Chanchamayo, Peru, en
2025. Método: Estudio cuantitativo, aplicado, no experimental, transversal y descriptivo-
correlacional, con una muestra censal de 127 trabajadores. Se aplicd un cuestionario
estructurado con escala de Likert de cinco puntos y las hipétesis se contrastaron con el
coeficiente de Spearman. Resultados: La planificacion estratégica mostré una relacion
positiva muy fuerte con la calidad del servicio (Rho = 0,828; p = 0,003) y el liderazgo
transformacional, una relacién positiva fuerte (Rho = 0,719; p = 0,003). La dimensién
gerencial (Rho = 0,615) y la innovacién (Rho = 0,762) presentaron las asociaciones mas
altas en cada variable. Conclusiones: La calidad del servicio podria fortalecerse con un
enfoque integrado que promueva la planificacion gerencial, la innovacion, la motivaciéon
y el liderazgo transformacional en las instituciones publicas de salud.

Descriptores: Planificacion estratégica; liderazgo; calidad de la atencién de salud;
servicios de salud; administracion en salud publica. (Fuente: DeCS).
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INTRODUCTION

Strategic planning has become an essential component of public sector management
because it enables institutions to align organizational objectives with social needs,
improve resource allocation, strengthen decision-making, and promote transparency.
Beyond the formulation of institutional objectives, effective strategic planning requires
organizations to anticipate risks, adapt to changes in their environment, and translate
strategic priorities into concrete actions '. In parallel, transformational leadership has
gained relevance as a management approach capable of motivating employees,
promoting innovation, and facilitating organizational transformation. However, its
application in developing countries remains limited, particularly in public institutions
characterized by technological constraints and distinctive governance structures 2.

This study contributes to Sustainable Development Goal 12 (SDG 12): Responsible
Consumption and Production, particularly Target 12.6, which promotes the adoption of
sustainable practices and the incorporation of sustainability information into institutional
processes. From this perspective, strengthening strategic planning and transformational
leadership may contribute to the efficient and responsible management of public
resources, reduce waste, promote transparency, and foster organizational cultures
oriented toward continuous improvement. In healthcare institutions, these practices may
also support more sustainable management processes and contribute to improving the
quality of services provided to the population.

At the international level, evidence reveals challenges associated with planning,
leadership, management, and service delivery. In Italy, limited awareness of individual
planning processes may constrain strategic decision-making 3. In Brazil, strategic
planning requires effective interaction among authorities, technical personnel, and the
community, since weak relational processes may hinder implementation 4. In Canada,
high workloads and occupational stress affect physicians' well-being, while weaknesses

in management and monitoring limit the assessment of implemented measures °. In
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Indonesia, insufficient training, limited compliance with safety regulations, and inadequate
use of protective equipment increase occupational risks, highlighting the relevance of
transformational leadership 6. Likewise, in United States police agencies, employee
turnover affects organizational stability, although the effects of transformational leadership
vary across supervisors ’. In Ecuador, delays, delivery errors, and communication
problems in last-mile logistics negatively affect user experience and confidence in
collaborative delivery services 8.

In Peru, institutional weaknesses related to strategic planning, management control, and
organizational performance have also been reported. Several public institutions face
difficulties in the formulation of strategic plans because of unclear methodologies,
insufficient technical knowledge, and limited managerial capabilities, resulting in
unrealistic or poorly implemented plans °. Furthermore, weak management control
mechanisms may restrict the monitoring of objectives, timely decision-making, and
continuous improvement in public institutions '°. Regional governments in southern Peru
also face difficulties in managing administrative, financial, and social risks, with limitations
in decision-making, transparency, resource execution, and leadership ''. These
conditions demonstrate the need to strengthen strategic management and leadership
practices within public organizations.

At the local level, a Health Network in Chanchamayo faces deficiencies in service quality
associated with weaknesses in strategic planning and management control. The problem
is reflected in insufficient alignment between institutional objectives and implemented
actions, together with limited development of transformational leadership and weaknesses
in monitoring organizational performance. These conditions may contribute to lower user
satisfaction, employee demotivation, and reduced confidence in healthcare services. In
addition, the limited presence of leaders capable of motivating personnel and promoting
continuous improvement, combined with insufficient evidence-based decision-making,

may restrict the institution's long-term development. Therefore, the study addressed the
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following research question: What is the relationship between strategic planning,
transformational leadership, and service quality in a Health Network in Chanchamayo in
20257

Strategic planning

Strategic planning was supported by the Rational Design Theory proposed by Ansoff in
1965. According to Puyt et al. 12, this theory considers strategic planning as a rational and
structured process in which organizations analyze their environment, establish clear
objectives, and formulate strategies consistent with their internal capabilities. The
approach assumes that strategic decisions are deliberate and based on systematic
analysis, allowing organizations to anticipate changes and improve their efficiency and
long-term competitiveness.

Strategic planning is understood as a continuous, participatory, and flexible process
through which organizations analyze their environment, define objectives, and allocate
resources to guide future actions 3. It also involves managing contexts in which different
actors share power, articulate interests, mobilize resources, and influence organizational
decisions # '*. From a prospective perspective, strategic planning integrates territorial
information, institutional goals, and political decisions to guide development and
strengthen decision-making in changing environments '3,

Strategic planning comprises four dimensions according to Ferreira and Abreu 4. The
sociopolitical dimension refers to the influence of internal and external actors, interests,
and power relations on organizational decision-making. The technical-health dimension
encompasses operational and technical aspects related to the quality, coverage, and
efficiency of healthcare services. The managerial dimension concerns the ability of
managers to lead, organize resources, and implement plans effectively. Finally, the

intersubjective or relational dimension involves communication, participation, and
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relationships among organizational members, promoting cooperation and consensus in

planning.

Transformational leadership

Transformational leadership was grounded in the theory developed by Burns in 1978 and
expanded by Bass in 1985. According to Sanchez-Garcia et al. ¢, transformational
leadership focuses on the leader's ability to motivate and transform followers by promoting
shared values, commitment, and a common vision. Thus, leadership goes beyond
achieving organizational objectives by fostering the development of individuals and
encouraging collective growth and organizational change.

Transformational leadership is understood as a leadership style that inspires and
motivates individuals to pursue shared and more ambitious goals, while promoting
creativity, personal development, and organizational commitment 7. It influences
followers through individualized consideration, inspirational motivation, and intellectual
stimulation, encouraging them to transcend individual interests in favor of collective
objectives '8 19, Consequently, this leadership style promotes innovation, intrinsic
motivation, and improved organizational performance by aligning individual development
with institutional goals 20,

Transformational leadership comprises three dimensions according to Benavidez et al. 7.
Motivation refers to the leader's ability to encourage followers' commitment and effort
toward common goals. Innovation involves fostering new ideas and creativity to address
challenges and improve organizational processes. Inspiration refers to communicating a
clear and attractive vision that emotionally engages the team and promotes a shared

sense of purpose and collective enthusiasm.
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Service quality

Service quality was based on the Expectation-Confirmation Theory, proposed by Oliver in
1980. According to Jimenez et al. 2!, this theory explains that users evaluate service
quality by comparing their prior expectations with their perceptions of the service received.
Satisfaction occurs when the perceived service meets or exceeds expectations, whereas
dissatisfaction arises when performance falls below them. This approach therefore
provides a basis for understanding users' evaluations of service experiences.

Service quality is understood as an organization's ability to consistently provide
experiences that meet or exceed users' expectations through reliable, timely, and
personalized services 2'. It is also a dynamic process that adapts to users' changing needs
and perceptions and encompasses both the services provided and the processes that
support them 22, In healthcare, service quality involves meeting expected standards
through technical efficiency, human-centered care, accessibility, responsiveness, and
empathy toward patients' needs 2. Likewise, it involves consistency between what is
promised and what is delivered, ensuring efficient, reliable, timely, and continuous care
24_

Service quality comprises four dimensions according to Jimenez et al. 2'. Reliability refers
to the ability to provide the promised service accurately and consistently. Responsiveness
concerns the willingness and promptness of personnel in assisting users. Assurance
relates to the competence, courtesy, and credibility demonstrated by personnel. Finally,
empathy involves providing personalized and understanding attention adapted to the

individual needs of each user.

Integrative theoretical framework

Strategic planning, transformational leadership, and service quality are interconnected
elements in the management of healthcare organizations. Strategic planning provides
direction by defining objectives, organizing resources, and guiding institutional actions
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according to the needs of the environment. From the rational design perspective, planning
requires analyzing conditions, establishing priorities, and aligning organizational
capabilities with the objectives to be achieved '2. However, the formulation of strategies
alone does not ensure their effective implementation, since organizational results also
depend on the ability of leaders to guide and motivate personnel.

In this context, transformational leadership complements strategic planning by promoting
commitment, shared vision, innovation, and the development of organizational members.
Leaders who motivate, inspire, and encourage new ways of addressing institutional
challenges can facilitate the implementation of planned actions and strengthen the
involvement of personnel in achieving organizational objectives 6. Thus, strategic
planning establishes the direction of the organization, while transformational leadership
contributes to mobilizing the people and resources required to put that direction into
practice.

The relationship between these management elements is particularly relevant to service
quality. In healthcare settings, quality depends not only on technical aspects but also on
reliability, responsiveness, assurance, and empathy in the care provided to users. From
the perspective of expectation confirmation theory, users evaluate the service by
comparing their prior expectations with their perceptions of the service received 2'.
Therefore, adequate planning and effective leadership can contribute to creating
organizational conditions that favor more timely, reliable, and user-oriented services.
Accordingly, the integrated framework assumes that strategic planning and
transformational leadership constitute complementary management factors that may be
associated with service quality. Strategic planning provides institutional direction and
organizes resources, while transformational leadership facilitates the commitment and
participation of personnel in implementing institutional objectives. Together, these
elements may contribute to improving service processes and the experience of users.

This relationship is particularly relevant in public healthcare organizations, where the
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quality of services depends on both the effectiveness of internal management and the
capacity to respond to users' needs.

The study was justified theoretically by contributing to the understanding of service quality
through the joint analysis of strategic planning and transformational leadership, while its
practical relevance was related to generating evidence that could support managerial
decision-making and institutional improvement in health services. Accordingly, the general
objective was to determine the relationship between strategic planning, transformational
leadership, and service quality in a Health Network in Chanchamayo in 2025. Based on
this objective, the general hypothesis stated that strategic planning and transformational
leadership were significantly related to service quality in the Health Network in

Chanchamayo in 2025.

METHOD

The study was classified as applied research because it was oriented toward addressing
a practical problem through the application of theoretical and scientific knowledge. lts
purpose was to analyze the relationship between strategic planning, transformational
leadership, and service quality in a Health Network in Chanchamayo, providing evidence
that could support decision-making and the improvement of healthcare management.

A quantitative approach was adopted because it allowed the study variables to be
measured objectively and their relationships to be analyzed through statistical procedures.
Data were collected using standardized instruments, which made it possible to obtain
measurable information and subsequently test the hypotheses formulated in the study 2°.
The study followed a non-experimental, cross-sectional design, since the variables were
observed in their natural context without manipulation. Data were collected at a single
point in time, allowing the existing relationship between strategic planning,
transformational leadership, and service quality to be examined without intervening in the

institutional conditions of the participants 26. The scope was descriptive-correlational
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because the levels of the study variables were described and their relationships were
subsequently analyzed, without establishing causal relationships 2°.

The unit of analysis consisted of professional, technical, and administrative workers of a
Health Network in Chanchamayo during 2025. The inclusion criteria comprised workers
with an active employment relationship who performed operational or administrative
functions related to healthcare services and voluntarily agreed to participate. Workers
holding senior management positions, including directors, deputy directors, office heads,
and other officials, were excluded because their decision-making responsibilities could
influence their perceptions of strategic planning, transformational leadership, and service
quality.

The population consisted of 144 workers, of whom 17 were excluded according to the
established criteria, resulting in an effective population of 127 participants. Given the
manageable size of the population, a census sampling approach was used, and the
sample comprised all 127 workers who met the inclusion criteria.

Data were collected through a survey, which enabled the standardized and systematic
collection of information regarding participants' perceptions of the study variables 2°. A
structured questionnaire was used as the data collection instrument. Strategic planning
comprised 12 items distributed across the sociopolitical, technical-health, managerial, and
intersubjective or relational dimensions, with three items for each dimension.
Transformational leadership comprised nine items distributed across the motivation,
innovation, and inspiration dimensions, with three items for each. Service quality
comprised 12 items distributed across the reliability, responsiveness, assurance, and
empathy dimensions, also with three items for each dimension. All items were assessed
using a five-point Likert scale.

Content validity was established through expert judgment, who assessed the relevance,
clarity, and coherence of the items in relation to the variables and indicators. Instrument

reliability was assessed through a pilot test, and internal consistency was determined
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using Cronbach's alpha coefficient. A coefficient of 0.70 or higher was considered
acceptable, indicating adequate internal consistency of the questionnaire.

For data processing, the completed questionnaires were first organized in a database
using Microsoft Excel and subsequently processed using SPSS version 27. Descriptive
analysis was performed using frequencies and percentages to summarize the behavior of
the study variables. Inferential analysis was then conducted to test the research
hypotheses and determine the statistical significance of the relationships between
strategic planning, transformational leadership, and service quality.

Ethical considerations were based on the Code of Ethics of César Vallejo University.
Informed consent was obtained from all participants after explaining the purpose of the
study and the voluntary nature of their participation. Confidentiality and anonymity were
maintained throughout the research process, and the principles of beneficence and non-
maleficence were respected. In addition, integrity, transparency, and academic
responsibility were maintained during data collection, processing, analysis, and

presentation of the findings.

RESULTS

The results obtained from the study are presented below based on the established
research objectives. First, the distribution and behavior of the study variables were
examined through descriptive and inferential statistical analysis. Subsequently, the
relationships between strategic planning, transformational leadership, and service quality,
as well as the relationships between their respective dimensions, were determined using

the statistical procedures established in the methodology.
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Table 1.
Normality test of the study variables.

Kolmogorov-Smirnov

Variables Statistic df Sig.
Strategic planning 0.162 127 0.000
Transformational leadership 0.174 127 0.000
Service quality 0.183 127 0.000

Source: Data obtained from SPSS version 27 based on the survey administered to
workers of a Health Network in Chanchamayo.

Table 1 presents the normality test for strategic planning, transformational leadership, and
service quality, based on 127 workers from a Health Network in Chanchamayo. Since the
sample comprised more than 50 participants, the Kolmogorov-Smirnov test was applied.
The three variables obtained significance values of 0.000 (p < 0.001), which were below
the established significance level of 0.05. Therefore, the assumption of normality was
rejected, indicating that the data did not follow a normal distribution. Consequently, the
non-parametric Spearman's rank correlation coefficient (Rho) was used to test the
research hypotheses.

The general objective was to determine the relationship between strategic planning,
transformational leadership, and service quality in a Health Network in Chanchamayo in
2025. Accordingly, the general hypothesis proposed a significant relationship among
these variables. A significance level of 0.05 was established as the decision criterion;
therefore, a p-value below 0.05 led to the rejection of the null hypothesis and acceptance

of the alternative hypothesis.
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Table 2.
Spearman’s correlation of the study variables.
Variables Spearman’s Rho Service quality
Correlation coefficient 0.828
Strategic planning Sig. (two-tailed) 0.003
N 127
Correlation coefficient 0.719
Transformational leadership Sig. (two-tailed) 0.003
N 127

Source: Data obtained from SPSS version 27 based on the survey administered to
workers of a Health Network in Chanchamayo.

Table 2 shows the Spearman correlation results for the study variables. Strategic planning
presented a positive and very strong relationship with service quality (Rho = 0.828; p =
0.003). Likewise, transformational leadership showed a positive and strong relationship
with service quality (Rho = 0.719; p = 0.003). Since both p-values were below 0.05, the
null hypotheses were rejected. Thus, strategic planning and transformational leadership
were significantly related to service quality in the Health Network in Chanchamayo in
2025.

The first specific objective was to describe the levels of strategic planning,
transformational leadership, and service quality among workers of a Health Network in

Chanchamayo in 2025. The results are presented in Figure 1.
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Figure 1. Levels of strategic planning, transformational leadership, and service quality.
Source: Data obtained using SPSS version 27 based on the survey administered to
workers of a Health Network in Chanchamayo.

Figure 1 presents the levels of strategic planning, transformational leadership, and service
quality among the 127 workers surveyed. Strategic planning was mainly rated as fair
(35.4%), followed by bad (33.9%) and good (30.7%). Transformational leadership showed
a higher proportion at the bad level (35.4%), while the fair and good levels accounted for
32.3% each. Regarding service quality, 37.8% of the workers reported a bad level, 35.4%
a fair level, and 26.8% a good level. Overall, the results showed that the three variables
were concentrated mainly at the bad and fair levels.

The second specific objective was to determine the relationship between the dimensions

of strategic planning and service quality in a Health Network in Chanchamayo in 2025.
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Accordingly, the first specific hypothesis proposed that the dimensions of strategic

planning were significantly related to service quality in the institution under study.

Table 3.
Spearman’s correlation between the dimensions of strategic planning and service quality.
Dimensions of strategic planning Spearman’s Rho Service quality
Correlation coefficient 0.537
Sociopolitical Sig. (two-tailed) 0.003
N 127
Correlation coefficient 0.464
Technical-health Sig. (two-tailed) 0.003
N 127
Correlation coefficient 0.615
Managerial Sig. (two-tailed) 0.002
N 127
Correlation coefficient 0.531
Intersubjective or relational Sig. (two-tailed) 0.003
N 127

Source: Data obtained from SPSS version 27 based on the survey administered to
workers of a Health Network in Chanchamayo.

Table 3 shows positive and statistically significant relationships between all dimensions of
strategic planning and service quality. The sociopolitical dimension presented a positive
and moderate relationship (Rho = 0.537; p = 0.003). Similarly, the technical-health
dimension showed a positive and moderate relationship (Rho = 0.464; p = 0.003). The
managerial dimension obtained the highest correlation coefficient (Rho = 0.615; p =
0.002), indicating a positive and moderate relationship with service quality. Finally, the
intersubjective or relational dimension also showed a positive and moderate relationship
(Rho = 0.531; p = 0.003). Since all significance values were below 0.05, the null
hypotheses were rejected, confirming that the dimensions of strategic planning were

significantly related to service quality in the Health Network in Chanchamayo in 2025.
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The third specific objective was to determine the relationship between the dimensions of
transformational leadership and service quality in a Health Network in Chanchamayo in
2025. Accordingly, the specific hypothesis proposed that the dimensions of

transformational leadership were significantly related to service quality.

Table 4.
Spearman’s correlation between the dimensions of transformational leadership and
service quality.

Dimensions of transformational

leadership Spearman’s Rho Service quality
Correlation coefficient 0.637
Motivation Sig. (two-tailed) 0.001
N 127
Correlation coefficient 0.762
Innovation Sig. (two-tailed) 0.000
N 127
Correlation coefficient 0.700
Inspiration Sig. (two-tailed) 0.001
N 127

Source: Data obtained from SPSS version 27 based on the survey administered to
workers of a Health Network in Chanchamayo.

Table 4 shows positive and statistically significant relationships between all dimensions of
transformational leadership and service quality. Motivation presented a positive and
moderate relationship with service quality (Rho = 0.637; p = 0.001). Innovation showed a
positive and strong relationship (Rho = 0.762; p < 0.001), representing the highest
correlation among the dimensions analyzed. Likewise, inspiration presented a positive
and strong relationship with service quality (Rho = 0.700; p = 0.001). Since all significance
values were below 0.05, the null hypotheses were rejected, confirming that motivation,
innovation, and inspiration were significantly related to service quality in the Health

Network in Chanchamayo in 2025.
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The fourth specific objective was to design a strategic proposal aimed at strengthening
service quality based on the findings regarding strategic planning and transformational

leadership in a Health Network in Chanchamayo in 2025.

@ Planificacion estratégica y calidad del servicio: / X
Rho = 0.828; p = 0.003 @ Planificacion estratégica REGULAR 354 %

@ Liderazgo transformacional y calidad del servicio:
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Figure 2. Strategic proposal to strengthen service quality in a Health Network in
Chanchamayo.

Source: Prepared by the authors based on the findings of the study.

As shown in Figure 2, a strategic proposal was designed based on the findings to
strengthen service quality through improvements in strategic planning and
transformational leadership. The proposal prioritized managerial capacity and innovation,
as these dimensions showed the strongest relationships with service quality, with Rho

values of 0.615 (p = 0.002) and 0.762 (p < 0.001), respectively. It also incorporated actions
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aimed at strengthening staff motivation, inspiration, institutional coordination, and
continuous monitoring of service quality. The proposal was structured around six
intervention areas: managerial capacity, innovation, motivation, inspiration, institutional
coordination, and service quality monitoring, with an implementation period of six months
and an estimated budget of S/ 4,800.00.

DISCUSSION

The results showed a positive and very strong relationship between strategic planning and
service quality (Rho = 0.828; p = 0.003), as well as a positive and strong relationship
between transformational leadership and service quality (Rho = 0.719; p = 0.003). These
findings were consistent with Orellana et al. 2/, who reported positive relationships
between strategic planning and managerial competencies with organizational
sustainability, and with Morales et al. 28, who found that transformational leadership
contributed to organizational adaptation and performance. Likewise, Salvatierra et al. %
identified organizational and resource limitations that affected the implementation of
quality assurance processes in health services. Taken together, these findings suggest
that service quality is associated not only with the existence of planning mechanisms but
also with the capacity of leaders to guide personnel and organizational processes toward
common objectives. In the context analyzed, the strength of the associations obtained
indicates that improvements in strategic planning and transformational leadership could
be relevant for strengthening service quality.

The descriptive findings showed that strategic planning was predominantly classified as
fair (35.4%), while transformational leadership and service quality were mainly classified
as bad (35.4% and 37.8%, respectively). These results were consistent with Ferreira and
Abreu 4, who identified limitations in work management and health communication despite
strengths in participatory management, suggesting that the presence of planning

mechanisms does not necessarily guarantee their effective implementation. In contrast,
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Huangal-Scheineder et al. 30 highlighted the positive contribution of transformational
leadership to organizational performance, collaboration, and institutional culture, whereas
Chujandama et al. 3! emphasized the importance of service quality and empathy in users'
perceptions. The differences may be associated with the characteristics of the institutions
and populations studied; however, the predominance of fair and bad levels in the present
study indicates the need to strengthen planning, leadership, and service delivery practices
within the Health Network.

The findings demonstrated positive and significant relationships between all dimensions
of strategic planning and service quality, namely sociopolitical (Rho = 0.537; p = 0.003),
technical-health (Rho = 0.464; p = 0.003), managerial (Rho = 0.615; p = 0.002), and
intersubjective or relational (Rho = 0.531; p = 0.003), with the managerial dimension
presenting the strongest association. These findings were consistent with Aguirre-
Camarena %2, who emphasized the contribution of strategic and prospective planning to
decision-making, innovation, and organizational resilience, while Andrade et al. 33
highlighted the importance of integrating different organizational components within
institutional planning. The results also suggest that planning should extend beyond the
formulation of objectives and incorporate managerial coordination, technical processes,
interaction among organizational actors, and consideration of the institutional
environment. Thus, the stronger association observed for the managerial dimension may
indicate that the organization of resources, decisions, and institutional activities plays a
particularly relevant role in the quality of health services.

The results showed positive and significant relationships between the dimensions of
transformational leadership and service quality, with motivation presenting a moderate
relationship (Rho = 0.637; p = 0.001), while innovation (Rho = 0.762; p < 0.001) and
inspiration (Rho = 0.700; p
showing the highest coefficient. These findings were consistent with Aarons et al. 34, who

0.001) presented strong relationships, with innovation

reported improvements in transformational leadership and organizational change

254



Revista Arbitrada Interdisciplinaria de Ciencias de la Salud. SALUD Y VIDA
Volumen 10. Nimero 20. Afio 10. Julio-Diciembre. 2026
Hecho el deposito de Ley: FA2016000010
ISSN: 2610-8038
FUNDACION KOINONIA (F.K).

Santa Ana de Coro, Venezuela.

Sigsfrido Alfredo Calderén-Quispe; Alonso Artemio Calderon-Quispe; Letticia De Jestus Calderon-Garcia; Fiorela Angela Calderon-Cuadrado

following an intervention in health organizations, and with De La Rada et al. 3%, who
identified an important relationship between transformational leadership, organizational
culture, and employee performance. Similarly, Payne et al. ® emphasized the relevance
of leadership practices in strengthening organizational processes, although they noted
that transformational leadership remained insufficiently developed in some contexts.
Therefore, the results suggest that leadership practices focused on innovation, inspiration,
and personnel motivation may contribute to strengthening service quality, particularly
when they are oriented toward organizational improvement and shared institutional
objectives.

Based on the findings, a strategic proposal was designed to strengthen service quality by
prioritizing managerial capacity and innovation, which presented the strongest
relationships with service quality, together with actions related to motivation, inspiration,
institutional coordination, and monitoring. This approach was consistent with Segovia-
Meza et al. 3, who proposed a participatory change-management model in health
establishments based on identifying needs, implementing actions, and using feedback for
continuous adjustment, while Oviedo et al. 37 highlighted the relevance of systematic
institutional monitoring for strategic decision-making and alignment with organizational
priorities. In addition, Moreno-Menéndez et al. 3 emphasized the relationship between
organizational commitment and administrative management in public services, supporting
the inclusion of personnel participation and motivation in improvement strategies.
Therefore, the proposal responds directly to the main weaknesses identified in the study
and provides an integrated approach to strengthen management and leadership as

mechanisms for improving service quality.

CONCLUSIONS
The study concluded that strategic planning and transformational leadership constituted

complementary organizational factors associated with service quality in the Health

255



Revista Arbitrada Interdisciplinaria de Ciencias de la Salud. SALUD Y VIDA
Volumen 10. Nimero 20. Afio 10. Julio-Diciembre. 2026
Hecho el deposito de Ley: FA2016000010
ISSN: 2610-8038
FUNDACION KOINONIA (F.K).

Santa Ana de Coro, Venezuela.

Sigsfrido Alfredo Calderén-Quispe; Alonso Artemio Calderon-Quispe; Letticia De Jestus Calderon-Garcia; Fiorela Angela Calderon-Cuadrado

Network of Chanchamayo. From a theoretical perspective, the findings expanded the
understanding of service quality by showing that its analysis was not limited to the
characteristics of service delivery, but also involved organizational processes related to
planning, managerial coordination, leadership, and personnel mobilization. Thus, the
study integrated strategic planning and transformational leadership into a common
framework for understanding service quality in a public health context.

The study also concluded that managerial capacity and innovation represented relevant
dimensions for understanding the relationship between organizational management and
service quality. This finding contributed to the theoretical discussion by suggesting that
strategic planning was more than a formal administrative process and that
transformational leadership involved more than motivating personnel, as both could
function as mechanisms for organizational improvement. Consequently, the study
provided contextual evidence from a Peruvian health network that supported a more
integrated perspective of service quality, in which strategic decision-making, innovation,
leadership practices, and organizational coordination were interconnected.

It is recommended that the management of the Health Network strengthen strategic
planning and transformational leadership through continuous managerial coordination,
innovation, personnel motivation, and institutional communication, with emphasis on
actions that contribute to improving service quality. Particular attention should be given to
managerial capacity and innovation, given their relevance within the organizational
relationships identified in the study.

Future research should examine the relationship between strategic planning,
transformational leadership, and service quality in other health institutions and regions of
Peru, considering broader samples and longitudinal designs. This would allow the stability
of these relationships to be assessed over time and would contribute to expanding the

theoretical evidence on the organizational factors associated with health service quality.
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