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Abstract

This study aims to identify the role and impact of service quality, non-material
benefits and perceived image in relationship quality with members in Gaza Chamber of
Commerce and Industry. Additionally, it aims to identify if there are any significant
differences between the averages of respondents responses about the role of the service
quality, non-material benefits and perceived image in relationship quality with members
attributed to the demographic variables.

The researcher used a descriptive analytical approach to test the hypotheses along
with the statistical approach using a questionnaire as a main tool for the primary data
collection. The questionnaire was distributed to a simple random of Gaza chamber
members; the sample size consists of (177) members who paid the membership fees for
the year of 2015.

Findings of the study show that there is statistically significant relationship between
service quality, non-materials benefits and perceived image in Gaza chamber of
commerce and relationship quality (Trust, Satisfaction). It also shows that relationship
quality is low significantly; the level of Satisfaction is 52.46% whereas the level of trust
Is 55.72%. In addition to, there is no impact of difference between the means of answers
of the members with respect to role of quality dimensions, perceived image and Non-
material benefits as (independents variable) on relationship quality as (dependent
variable). The study also shows the impact of the independent variables on the dependent
variable.

The study most important recommendations are to advise the administration of Gaza
Chamber to emphasis on the importance of perceived image to maintain the economic
position among business associations. It also advise to increase the non-material benefits
received by existing members to motivate them to continuity of membership. In addition,
the study recommends for the need of improving service quality in order to be able to
attract new and former members. The Study emphasizes on increasing the employees
awareness toward importance of relationship quality with members and improve their
skills.

Finally, the study recommends for promoting the members' positive role through
encourage participation of the members in the chamber's decision-making , polices and
activities of the chamber as well as paying attention to small businesses.
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105 Noel & Lucket (2014) 4wl -1
""The benefits, satisfaction, and perceived value of small business membership
in a chamber of commerce"
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""Measuring service quality in higher education "'the case of Serbia"
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"Incentives, organizational identification, and relationship quality among
members of fine arts museums"*
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176 | 278.090 |  gsanal

0450 |0ggp| 1276 | 3 | 3829 | clejediin T 53 i
1.447 | 173 | 250.321 | cile sanall Jak

176 | 254.150 | g sanal

1.316 | 3 | 3.949 | clegendl oy

0.989 | 173 | 171.082 | cile gendl) Jal BYOUIIA

176 | 175.031 g sanall

(A& L=yl ) Cpudioll

0.266 |1.331

2.66 (5515 0.05 A3 simas 173 3" Apm Gayo tic Alganll F dad

(5-820) & Zoliic¥) 2d Honad Lygunall F dad ) (5.24) Jsanll e 2Dy
La ¢ 0.05 oo Jaal 25 0.001 Lllaia¥) dasll ol (2.66) ddsaall F 208 (g LI
Baga dlad Lsd Jon Ahall Gl gaaal) Alatind (8 Adlas) AN I3 B asas Lo Ju
S el ¢ LacY) ae A0 535a 3 Asalll e adlialls 4y dl) 5 gl Cileasl
(=0.05) ANa ssime 2 jsaall 128 ]
sl e adlid) Hyaal dysndll F i ad o (5.24) Jsaa ela) LS
0.021 ddlaa¥) il oy ¢(2.66) idpaal) F il ) S a5 (3.341)
Joa i) Cllain) (8 3508 3y (e Jag Laa € 0.05 e sl (a5
a Al saga 8 Ausaldll e adlially Al 5ysally leadll Baga aladd g
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) A Gsie e Augald) e adliall jsae A giad il o Laact)
(a=0.05
5rgally cilasdd) Saga el 0 B Alad) afdl o)) clhagia m Bb 2 Y —5.2
BLA £o A @irg Oaiianal) ¢ LacY) aa ABMal) Baga B Agalall & adlially Aa )l
=005 AN ggima dic galady)

Ol Jalan L) ahast w43 (5.25) Jsaall e Gpf A ale 44
laaall 33 alagl s 8 Al alydl o) llagie oy Gyl LiaY alaY!
O sal) ¢ laeV) pe A Dl 505 b A wsaldll e adliall Aalll 5y5ally
Fiod o ,elid Joaall 3 4l mililly ¢ gal iyl bl gs 3 ) (55
s Adpaall F i e J31 250,176 g5lass Aadine slaal) asend L sundll
ST 250.839 slas jslad) apend AdlaaY) Al of LaS ¢ 3.05 (g5l
5% (o Al Ayl el il ugie Gas B0 s pre (e o Les 0.05 o
e Al sas a3 A ugaldd) 5 adlially Al s ally ciler all 335 a sl
(@ =0.05) N2 ssiue de alaby) BLED g5 ) gim i) ¢ liacy!

@ LaiBy) Ll i (389 Auhall cipiial ( One Way ANOVA) salal) oulidl) :(5.25) a8 Jgaa

Il | Aad | bugia | A3 | gsera
Adiay)| P | clagall | dpall | cilagsal
0.280 | 2 | 0.559 | cilesaadl o
0.721 | 174 |125.381 | cile senall Jals Agugalal) 22
176 |125.940 |  gsendl

7747 | 2 | 15494 | clesand o
1.413 | 174 | 245.786 | Slesend) Jals dgaldiey) )

176 |261.280 g sanall

0741 |0.300| 0407 | 2 | 0813 | _ .
1.356 | 174 | 235.051 | —erd o AL o
176 | 236.765 | Slesesall ol

0.549 |0.602| 0634 | 2 | 1.267 | clejend o
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176 [184.315|  gsandl

Caldl) Jaa sl

0.679 |0.388

0.005 |5.484
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Layl| " F | clagadl | dgal) | claggal)
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1.247 | 174 | 217.057 | Gle saadl Jala cilalail) o
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1.726 | 174 | 300.286 | cile sanall Jala dugalall & adliall
176 [300.390 |  gsenal

0.591 10528 0.495 2 0.989 | cileganadll (ym
0.937 | 174 [163.119 | clesanall Jaly|  clasdd) 5352 dladf asen
176 | 164.109 & sanall

0.927 l0.076] 0112 | 2 | 0.223 | clesead o
1.465 | 174 | 254.938 | cle sanall Jala Ll
176 |255.161|  gsenal
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176 [175.031 g sanall

Q,jl.:iﬂ\ Jaa J ‘9;45\
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0.978 |0.022

0.970 |0.030
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& ARl 3l Q‘\)ﬁa}a
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Baga aladl g0 Jom Auhall i nal) Blaind & Adlian] NS <D 358 aeas Lo Jy
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Gmh Cpaianall e LaeY) ae Al 5agn 8 Ausgalall e adlially 433 ) gaally cilarsl)
(@=0.05) AV ssiwe die Heaall 128 )
5raally clasddl Saga slagl jga B L) aPdl o) clawgio On Bad 2 Y 5.3
Glgiu ) @i Cpdiiaal) placy) e A Baga B Lugalall & adlially 40
=005 AV ggima dic bl b 5al

Oalall Jlas Hlaal alads wl a3 (5.26) Jsis e i Aale 4iay
laaall 3 alagl s 8 Al alydl o) e gie oy Gyl LiaY alaY!
o sal) ¢ laeV) ae Al 505 b A ugaldll e adliall Aalll 55 ually
Ficad of els Jorall 8 Gl ilolly ¢ Jalodal b 5dd) clyion () (552
s Alsanll Fiad e O3 25 0.393 (g5l dndine jslaall asend dysandl)
ST 25 0.676 sluss slad) ppend A dlaa¥) Al of LS ¢ 3.05 sl
05% (o Al Al o)) e igie i B8 A5 pre (o Ja Las 0.05 o
e Al sas a3 A ugaldd) 5 adlially Al 5)s ally chler all 335 sl
) Ao gsiwe aie Ll dsy ol cliw Y g et ) sLiacdl
(a=0.05

Bpal) Clgiu (385 Al cyial (One Way ANOVA) alal) cplill :(5.26) ad) Jsaa

Ldl) | dad | hugia | 40 - gana
“ . < Caldl) Jaaa Jsaad)
Llaayl| " F' | clapadl | dgal) | clagal
0637 | 045y | 0326 2 0.652 | ilegenall Cpu
0.720 | 174 | 125.288 | cile sesdll Jala Lo galall a2
176 | 125.940 & sanall
0012 | 453 | 6477 2 12.953 | cilesandll oy
1.427 | 174 | 248.327 | cilesandll Jila Lalaicy) a)
176 | 261.280 & sanall
0.843 | 0.171 | 0.232 2 0464 | o ¢
) O . ,
1.358 | 174 | 236.301 . Llaiay) a)
176 | 236.765 | lesexall Jah
0.483 1 0.731| 0,768 2 1.535 | e seadl oy )
Ol 2
1.050 | 174 | 182.780 | cilesanall Jila
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176 | 184.315 & sanall
0.779 | 0.250 | 0318 2 0.636 | cilesendl G
1.271 | 174 | 221.159 | cileganall Jala cilalail) o
176 | 221.795 & sanall
0564 | 0574 | 1071 2 2141 | Slesend) G
1.864 | 174 | 324.296 | ilesenall Jals (AR 3 §)guall) dyjlasl dadlal)
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o585 | 0538 | 0924 2 1.847 | Slesandll oy
1.716 | 174 | 298.543 | cilesanall Jala Lgaldll 48 adlial
176 | 300.390 & sanall
0520 | 0.56 | 0614 2 1.228 | Gleganall oy
0.936 | 174 | 162.881 | lesenall Jaly|  culasid) asa dladl pres
176 | 164.109 & sanall
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1.460 | 174 | 254.037 | cilesanall Jals Ll
176 | 255.161 & saaall
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1.596 | 174 | 277.622 | cilesanall Jals 4l
176 | 278.090 & sanall
0798 | 0.226 | 0330 2 0.660 | lesandll e DMl 335m pi5e
1.457 | 174 | 253.491 | cilesandll Jal '
48l L)l ) Cpadiod)
176 | 254150 | gsanal (A&l Lafl) oo
0676 | 0393 0.393 2 0.786 Sile sanall u
1.001 | 174 | 174.245 | Sileganal) Jals BY POV IV
176 | 175.031 & sanall

3.05 (55t 0.05 V2 (gsinas "174 2" Gy dap tic Agaall F 20g

(4.538) & Lnlic¥) axh jsaal ysundll F 3ad of (5.26) Jsandl (pe JaadUg
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G35 il ¢ LY ae A0 Ba5n 8 dusgalall e adlialls A3l ) sualls cileadl
(¢=0.05) Vo ssime die Hendl 12 )
5rgally clasddl Saga slagl jea B L) aPdl o)) clawgia Gn Bad 25 Y 5.4
Glgiu ) @ir Cmdiiaal) placY) e A Baga B Augalall 8 adlially 40
a =005 AY3 goiuwa dic 48al Cluiiy)

ool Jlas Hlaal sl 4l (5-27) dsrall s (i A sle 44y

laaall 3 alagl ysa 8 Al alydl o) e gie oy Gyl LiaY alaY!
Ol ¢ laeY) ae A Dl 505 b A usaldll e adlially Aalll 35 ally
Faad of sedi Joaall 3 Al mililly ¢ Sl b 5l clsia () (53n
s Aalsanll Fiad e OB 250959 (g5l dacine jslaall asend dysandl)
ST as 0.414 gils jslad) apend A dlaaY) dadll o LaS ¢ 2,66 g5l
5% (b Aial) Ayl el il ugie Gas B30 s pre (e o Las 0.05 o
e Al 505 a3 A usald) 5 adlially Al e ally ilaa Al saga Sl
a@=005) AN (siwe die LLa 8 5mdd clyia A i il ¢ Liacy!

(

Gluil¥) clgin 3dg Auhall cipiial (One Way ANOVA) ala) oulil) :(5.27) o Jgsa

- -

Aol | dad | bugle | dapr | psae
iyl P | clapall | Lall | clagyal
0.832 3 2496 | GOleganall opu

bl daa 254l

0.324 |1.166 )
0.714 | 173 | 123.444 | Slegend) Jals Augalall a2}
176 |125.940 |  gsendl
0.003 6.661 | 3 | 19.982 | cilesendl oy
H175T 305 | 173 | 241.298 e sendll Jaly Falaisy) )

176 |261.280 g sanall

0.303 |1.223 1.639 3 4917 - .
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1.048 | 173 | 181.315 | cile saadll Jals
176 |184.315|  gsendll

L)

2.028 | 3 | 6.085 | lesand) o
1.247 | 173 | 215.710 | cle senall Jals cibalal) 1)
176 [221.795|  gsendl

0.185 |1.627

0395 | 3 | 1.185 | cileend o
1.880 | 173 |325.252 | cileseadl) Jals |(Aa ) 5 guall) 4y latl) Lol
176 [326.437 |  gsendl

0.889 |0.210

0.451 |0.884| 1512 | 3 | 4535 | clesend o
1.710 | 173 | 295.855 | cile sanall Jala Lgalall 4 dial)
176 [300.390 |  gsead

0.200 |1.530| 1414 | 3 | 4241 | Zlesendl o
0.924 | 173 | 150.868 | ciesend Jals|  cilasill Sas sbasl soen

176 |164.109|  gsenal

0.250 3 0.749 | Clesendl oo

0.917 |0.170
1471 | 173 | 254.412 | clesend Jals i
176 [ 255.161|  gsenal
0.868 |0.241| 0-386 | 3 | 1157 | clesend o
1.601 | 173 | 276.933 | cilesandl Jals -
176 |278.000|  gsend
0.905 |0.187| 0274 | 3 | 0.823 | clesend o

ALl 3o ea ol g
1.464 | 173 |253.327 | clegena Jals| & e

176 | 254.150 g sanall

(A& Layll) Cpsiiasd]

0.414 |0.950] 0-954 | 3 | 2862 | clesendl o
0.995 | 173 | 172.160 | cie sesall J2s i o

176 | 175.031 g sanall

2.66 55 0.05 ANV sinas 173 (3" A dayn tie Adgaall F e

(4.775) o dolae¥) 2d jsaal Lygunadl F dad o (5.27) dsaall o LoDl
e ¢ 0.05 o Jaal 25 0.003 Lleia¥) dasll ol (2.66) ddsaal) F 2ad (g LS
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G35 Opafinnal) ¢ liac V) ae A8 Baga A Ausalall e adlially Apadl) 5 gealls cilerdl)

5rgally cilaadl) saga sagd g0 b Al aPdl o] Clhaugia G Bad 2255 ¥-5.5
Jeaeil) £93 A (@irn Cmtaitianal) o LacY) aa Al Baga A Augalal) & adliallg Al
a =005 AN g5 dic ABaY B

Ol Jalan HLadl alads w4 30(5.28) Jsaal) (e Gain A ale di i
larall 33 alayl jea 8 A all alydl o) e gie oy Gyl HLEAY salaY!
Oniiusal) ¢ Lime Yl ae A8l 55 8 A wsaldl e adlally A adl 55 all
O O s (5.28) ady Jorn (8 Auall iy ¢ bl (b deaadll g9 () (5hnn
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ol slaall pgand A JlaaV) i@l o LS ¢ 2.66 (g5l —lls Algaal)
shl e wigia (o Gad g pre e Joy Las 0.05 e ST 25 0.348
= Al e adliadly Aaadll 5ysally leaall asa dlaal ysn 3 Al o4
Gisa i B b Jeamal g9 ) (iry Ol ¢ Lime ) ae A8all 3a5a
(a=0.05) A

Jeaeidll £ o5 (3h9 Al cfpiial (One Way ANOVA) cala¥) ol :(5.28) aby Jsan

Aol | daf | hagie | 4o | goens
Ldlaay)| " P | el | dgal) | clagal
1.343 | 3 | 4.030 | clegeadl oy
0.705 | 173 | 121.910 | cile seadll Jals Lo galall a2
176 | 125.940 § sanall

8.087 | 3 | 24.261 | Glesendll o
1.370 | 173 | 237.019 | cile sanall Jala Laliey)

176 | 261.280 |  gseadl

1281 | 3 | 3.844
0.417 |0.952 el -
1346 | 173 | 232.920 | 0 ¥ i)
176 | 236.765 | el Jab

Q,jl-.lﬂ\ Iaa J ‘9:.45\

0.130 [1.906

0.001 [5.903
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adlaia¥)| " F' | clagall | Agad) | clagyal) ? sl

1.398 3 4.193 Sile sanall pu

0.262 |1.342
1.041 | 173 | 180.122 | cile ganall Jals )
176 | 184.315 |  gsenal
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0.262 | 1.3a4| 1084 | 3 | 5052 | Zlesend g

1.253 | 173 | 216.744 | e geadll Jals ilalatl] ax)
176 | 221.795  sanal
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0.280 |1.287 T H A lazl) el

1.846 | 173 |319.310 | cileseadll Jal e
(Aa ) 3, gual)
176 | 326.437  sanal

1839 | 3 . e ganall
0.360 |1.079 2516 | Slesendl gdlial

1.704 | 173 | 294.874 | Gle saaall Jala .
A galall &
176 | 300.390 g sanall

1.653 | 3 | 4.958 | cilegendl p

0.150 |1.796
0.920 | 173 | 159.151 | cilesanall Jala|  cilasal) 5aga dladf guan
176 | 164.109 § yanall
0746 loago| 0601 | 3 | 1802 | clesend) o
1.465 | 173 | 253.359 | cile sanall Jala Lea
176 | 255.161 § yanall
. . ale |
0.620 |0.504| 0% | 3 2.836 el O

1.591 | 173 | 275.254 | Cle gaadll Jala 4l
176 | 278.090 g sanall

54 1. e gaadll
0.772 | 0374 2>4¢ | 3 638 | lesead a o Al 3353 e
1.460 | 173 | 252.513 | cilegandll Jals

176 | 254.150 | g sendll

(Al L)) ) pianal)

1.097 | 3 | 3.292 | clegendl o
0.993 | 173 | 171.739 | cileseadd) Jala BYFOUIIN
176 | 175.031 |  gsenal

0.348 |1.105

2.65 (55 0.05 ANV (ssinas 173 (3" A danyn tie Adgaall F e
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saga bl 50 Jsa Auhall (i smnal) Alatia) 3 Aglian) ANS @3 G508 a5as o Jy
G35 Opafinnal) ¢ liac V) ae A8 Baga A Ausalall e adlially dadl) 5 gealls colerdl)

Bigally ciladdl) Baga lad j99 B Ll 28 £))] cilbaugia o 398 25 Y -5.6
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Glaaall saga aladl Hsa (3 Aall alydl o)) ilausia G oyl lsal galal)
Oriiasal) ¢ Lizme Yl ae A8 55 8 Awsaldll e adlially Al 5y5ally
el Jsaall 8 el il ¢ saalsl) Al 82850 5l e 2re ) (gha
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A Baga 8 Ausaldl e adlially Al bysally cileaall Baga alagl Hpo 8
aie saaldl Al 83l sl e are Y g it s LiaeY) as
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Al 5yl clpe e (389 Auhll cfyiial (One Way ANOVA) salal) cplal) :(5.29) ad) Jsaa
Baalgll L) b

Aadl) | Aed | hwsia | dyr | peens
Alaay)| TP | clapall | dall | clagsal
2312 | 2 | 4623 | Glesend o
0.697 | 174 | 121.317 | cilesenall Jals Agalal) a2}
176 | 125940 |  gsenal

1431 | 2 | 2.863 | clesenall cp
1.485 | 174 | 258.417 | e sandl Jals igalacy)

176 | 261280 |  gsenal

0.746 |0.294 | 0.398 2 0.796 e ganall pu

1356 | 174 | 235.968 | . ey w0
176 | 236.765 | leseaal) b

O..gl..lﬂ\ BT JM‘
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1.055 | 174 | 183.553 | cile gendl Jals L) 2
176 | 184.315 |  gsendd
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176 | 255161 |  gsendd
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1562 | 174 | 271.871 | cilependll Jals )
176 | 278.090 |  gsendd
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1429 | 174 | 248.672 | ciegendll Jals
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176 | 254150 | gsendd
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(=0.05) ANV ssine vic duwgalall 223 Hona )
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sl sl Hlaal ) e & dhall Aue Slaws paibad Jilaty Juaill Gl
OsSE o) Alla b aadiin o Y ol el gyl e culilll Ja ddjedd (1-sample K-S)
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clangiall (3ol A paad sala¥) alal) Jalat alasind sy (A8l 5258) sl
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