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Study Abstract

This study aimed at measuring the level of the quality of the students' services in the
Palestinian Universities in the view of the students through answering the main
question of the study which is: What is the level of the quality of the students’ services
in the Palestinian Universities in the governorates of Gaza.

The researcher built up a proposed strategy to improve the quality of the students'
services in the Palestinian Universities through answering the fourth question which
IS: what is the proposed strategy to improve the quality of the students' services in the
Palestinian Universities?

To answer the questions of the study the researchers used the descriptive analytical
approach because it suits the topic of the study. The study sample consisted of (568)
male and female students. They were selected through the stratified random approach
from the students of the fourth level in the three universities (Islamic — Azhar - Agsa)
in the academic year 2014- 2015.

To achieve the goals of the study the researcher designed a questionnaire as the study
tool. It consisted of (59) paragraphs and was distributed to (5) dimensions to accord
with the quality of the actual service performance. The questionnaire was presented to
(12) arbitrators. The credibility and reliability of the questionnaire were proved
through applying it to an explanatory sample consisting of (40) male and female
students before applying them to the sample of the study. The researcher used the
statistical package program for social studies (SPSS) to analyze the responses of the
sample members.

From the responses of the sample members the researcher concluded several results
the most important of which are:

1- The level of the quality of the students' services in the Palestinian Universities
was medium as the relative weight of the five dimensions was (53.84%).

A- The results showed that the reliability dimension came first with a medium
relative weight of (58.87%).

B- The results showed that the response dimension came second with a medium
relative weight (57.51%).

C- The results showed that the social sympathy dimension came third with a
medium relative weight (52.97%).

D- The results showed that concrete material elements dimension came fourth
with a low relative weight (51.38%).

E- The results showed that the dependability dimension came fifth with a relative
weight (50.59%).

2- There were no statistically significant differences at the significance level
(0<0.05) between the averages of the estimations of the sample members for
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the level of students' services quality in the Palestinian Universities in the
governorates of Gaza attributed to gender variable (male, female) except the
first dimension (concrete material elements) as there were differences in favor
of males.

3- There were no statistically significant differences at (0<0.05) level between
the averages of the estimations of the sample members of the level of the
students' services quality in the Palestinian Universities in the governorates of
Gaza attributed to the specialization variable (Applied Sciences — Human
Sciences) except the first dimension (concrete material elements) as there were
differences in favor of the applied sciences.

4- There are statistically significant differences at (0<0.05) level between the
estimations of the sample members of the students' services quality in the
Palestinian Universities attributed to the university variable (Islamic — Agsa —
Azhar) in favor the Islamic University, then Azhar University and then Aqgsa
University.

In the light of the study results the researcher concluded several
recommendations including:

1- The administrations of the Palestinian Universities should adopt the students'
services quality as a strategy for competition and distinction and the
promotion and improvement of the quality of these services should be given
priority especially in terms of the dimensions (Social Sympathy, the concrete
material elements and dependability).

2- Raising the awareness of the students and introducing them to the students'
services, their fields and their importance to benefit from these services as
many of students graduate from the university without knowing the services
which they were supposed to benefit from.

3- Applying the incentive system for the staff in the Palestinian Universities to
encourage them to apply the quality concept while providing the service.
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