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Abstract
The study aims to identify the re-engineering of the administrative operations and its

role in improving the quality of services in the Governorates of Gaza. Based on the
nature of the study and its goals the researcher used the descriptive analytical approach
and used the questionnaire as a key tool to collect data. The researcher relied on the
stratified random sample. As the research community included 868 employees of Rafah
and Khanyunis governorates municipalities in the other side the sample included (266)
employees in the targeted municipalities. A sample was designed and distributed to the
sample of employees. Another sample was distributed to a random sample included

(296)of the visitors and beneficiaries from the services of these municipalities.

The study concluded a set of results including the following:

— The results showed that the use and application of re-engineering of the
administrative operations in the municipalities of Khanyunis and Rafah
governorates was moderate as the ratio amounted to (64.84%).

— The results showed that the quality of services in the municipalities of Khanyunis
and Rafah governorates including its five dimensions was high with a relative
weight (73.02%).

— There is a statistically significant relationship at (a < 0.05) level between the re-
engineering of the administrative operations and the improvement of the quality of
services in the governorates of Rafah and Khanyunis.

— There is a statistically significant impact on the elements of re-engineering of
administrative processes and it has been explained by a 56.1% of change in the
improvement of the quality of services according to variance.

— The relative weight for the services axis upon the view of beneficiaries was
moderate as a ratio amounted to (57.98 % )
The study made a set of recommendations the most important of which are:

— The supreme administration of the municipalities of Khanyunis and Rafah
governorates should carry out continued review of the administrative engineering
and work to enhance the spirit of creativity and innovation among their
employees.

— Work to create a communication system among the administrative levels to reduce
routine and facilitate and simplify the procedures.

— The employees must be accurate and avoid mistakes in the work transactions.

— Giving care to the citizen on visiting the municipality and make him feel that he is
Known to its staf.
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