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Abstract

This study aims to identify the role of the Organizational Commitment (OC) in
improving the Quality of Services (QOS) provided by the employees of the Civil
Sector at Interior and National Security Ministry in the Gaza Strip . Where the
study sought to measure the level of (OC) of employees at administrative,
middle and executive level and to measure the degree of (QOS) provided to
citizens from employees perspective, in addition the study clarified the effect of
the demographical characteristics on both (OC) and (QOS). The study data was
collected through a questionnaire composed of three parts , (personal
information, OC, QOS) and from (42) items, which was distributed to (200) of
the service providers in the ministry. It has been possible to collect (177) valid
guestionnaires for analysis, where the percentage of the total response of

distributed questionnaires (88.5%).

The following are the most important results :

1- There is a statistically significant positive correlation between organizational
commitment and improvement of the quality of service, which confirms the
existence of a positive effect for the commitment to develop the quality of
services that provided to customers.

2- Large degree of organizational commitment found in the employees where
the percentage was 73.84 %, because of their interest in the future of the
ministry, and that the goals of the ministry is a part of their goals.

3- Great level of Quality of Service provided by the ministry to its citizens for
77.89 %, and reflect on the state of high satisfaction reported by employees.

The study recommended the following:

1- Attention to enter the theory of organizational commitment in the ministry
to promote loyalty among employees, because its significant effect on the
level of quality of services and because need for high availability and
continuous affiliation among its members.

2- Conciliation between the goals and objectives of the ministry with that’s
belong to the workers, through involving them in development the future
plans for the ministry and by increasing their participation in decision-
making.

3- Selection the most tune Staff in the values and objectives of the ministry
through included organizational commitment clearly in Employment tests.

4- Need to re-structure the designs of buildings and facilities of the Ministry
and to the suit the requirements of providing better quality services to the
citizens in terms of re-equipping and designing the waiting rooms and
increasing the number of waiting windows.
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