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The reality of the quality of services provided by the Palestinian
Standards Institution and its role in increasing satisfaction in the
Palestinian industrial sector.

Prepared by: Amani Nasser Jasser saleh.

Supervised by: Dr. Ahmed Herzallah.

Abstract :

The study aimed to determine the reality of the quality of services provided
by the Palestinian Standards Institution and its role in increasing satisfaction
in the Palestinian industrial sector. In order to achieve the objectives of the
study, the researcher used the descriptive approach as it corresponds to the
reality of the study. The first axis included the reality of the quality of the
services provided by Palestinian Standards Institution and included four axes,
namely: (trust, responsiveness, accuracy/reliability, and ease of access). (0.94)
and for the satisfaction increase axis (0.96). The study population consisted of
all (130) quality management officers in Palestinian factories in the West
Bank. This study was conducted on them and the researcher used the
comprehensive interview method and the final sample of the study consisted
of (107) quality officers. Several statistical methods were used to analyze and
test the hypotheses using the statistical analysis program (SPSS).

The study concluded that the overall level of quality management in the
Palestinian Standards Institution from the perspective of quality management
officers in Palestinian factories in the West Bank is high with an overall
arithmetic mean (3.99) and a high level of appreciation. High with overall
arithmetic mean of (3.87) and with a high degree of appreciation, as it was
found that there were no significant differences at the level of statistical
significance (at 5% significance level) in the respondents' opinions about the
reality of service quality and the axis of satisfaction increase in the Palestinian
industrial sector due to the demographuic variables (gender, years of
experience of the quality director, governance) in all aspects of the study, and
as for the labor sector variable, it was found that there were no differences in
the axis of service quality. It was found that there were significant differences
at the level of statistical significance (at 5% significance level) in the
responses of the respondents on the axis of the reality of service quality and
the axis of increasing satisfaction in the Palestinian industrial sector due to the
variable of the number of employees in the factory. Factories employing less
than 10 people and between factories employing between (10-20 people) and
respondents working in factories employing less than 10 people with the
highest arithmetic mean (4.31). . Also, in the area of increasing satisfaction,
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there were differences between the responses of respondents working in
factories where the number of employees is between (20 people - less than 30
people) and between factories where more than 30 people are employed, and
the differences were in favor of respondents working in factories where the
number of employees is between (20 people - less than 30 people), with the
highest arithmetic mean (4.11). It was also found that there were significant
differences at the level of statistical significance (at 5% significance level) in
the responses of the respondents on the axis of increasing satisfaction in the
Palestinian industrial sector due to the variable of the labor sector. These
differences existed between the responses of sample members working in the
chemical industry and the food industry. The differences are in favor of the
sample members working in the chemical industry with the highest arithmetic
mean (3.37).

Based on the results, the study made a series of recommendations, especially
strengthening the construction of a distinctive training strategy in the
institution, developing the information, skills, and abilities of employees and
administrative managers in the institution, as well as their thinking style, in
order to provide them with distinctive behavioral skills that promote
beneficiary satisfaction, development of a procedure that is related to the
custumers satisfaction. The establishment of a complaint department and the
implementation of an effective complaint-handling system in the organization
that meets the needs of service beneficiaries ensure that complaints and
suggestions are received and processed as soon as possible to achieve a high
level of satisfaction in the industrial companies and meet their needs. And
interest in providing administrative and technical skills of human resources
with experience and competence capable of providing services of high quality
and grade to industrial facilities, as well as providing various incentives to
promote the process of recruiting and attracting human resources from
government agencies.

Keywords: quality management, service quality, satisfaction enhancement,
Palestinian Standards Institution.
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olaial Pla (e Lgladd 3a0a (ssime Gauad (8 Apphaddl) Guplally Cldcalsall dssga )50
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- ,Laay)

s paie Glhaugie Gn Gadll AV 4gaal @byladll (Scheffe) lasl =5 :(19.4) Jsas
claadl) Baga adls jsae (35 5Ll Clalal)

18300k | JH—1a8200m | 0ed-10 ¢ | M8 10 o B

g It SLALAIL (plalal) 235 _yiia
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LAY 13 il sy oLl (20.4)

e e Glhagie G 33l ANl 402l el (Scheffe) lasl =it :(20.4) Jsas
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Jadaala )
M:M\ swa | fan | s ‘,m-wé L Ol jdaa sl
dgilaa) F Gl yad) [ A ad) | Gilag yal)
1.083 154 2 309 cilegaral) G
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pae Gpf Cus "Aldladll atial (giad Laapll Saiad jsse Jsay Gileaddl 3aga aBly Heme Jsa
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