
 

14410202



 

 

 

 

 

14410202



 

 

 

 

21111111

 

322222

 
 

 

14412222

 



 



 

 أ‌

 

 



 

 ب‌



 

 ج‌

 

 أ‌ ..................................................................................................................................................... 

 ب‌ ...................................................................................................................................... 

 ج‌ ................................................................................................................................

 ز‌ .................................................................................................................................... 

 ك‌ ...................................................................................................................................... 

 ل‌ .................................................................................................................................... 

 س‌ ........................................................................................................................... 

 ع‌ ...................................................................................................................................

Abstract ........................................................................................................................................ ص‌ 

  ............................................................................................. 1 

  .......................................................................................................................................... 1 

 ............................................................................................................................. 4 

 ......................................................................................................................... 5 

 .............................................................................................................................. 5 

‌ ......................................................................................................................... 5 

‌ ......................................................................................................................... 5 

 ............................................................................................................................ 6 

 .............................................................................................................................. 6 

 ........................................................................................................................ 7 

 .............................................................................................................................. 8 



 

 د‌

 ............................................................................................................................... 9 

1.01‌ ....................................................................................................................... 11 

  ................................................................ 11 

 ............................................................................................... 11 

 .................................................................................................................................................. 11 

 ................................................................................................. 11 

 ........................................................................................... 11 

 ................................................................................................. 11 

 ................................................................................................ 15 

 .............................................................................................. 17 

 .................................................................................................... 11 

 ........................................................................................................................ 11 

 ............................................................................................................................. 15 

 ...................................................................................................... 16 

 ............................................................................................................... 17 

 ......................................................................................................... 18 

 ........................................................................................................ 18 

 ........................................................................................................ 19 

 ................................................................................................................................................. 19 

 ......................................................................................................... 11 

 ...................................................................................... 11 

The European Excellence Model .......... 11 



 

 ه‌

 ............................................................................. 41 

 .............................................................................................. 41 

 .................................................................................................................. 45 

 ................................................................................................................. 49 

 ............................................................................................. 51 

  .......................................................................................... 51 

101  ............................................................................................................................. 51 

103  ........................................................................................................................... 51 

  .............................................................................................................................. 54 

 ................................................................................................ 54 

5.3  ....................................................................... 56 

 ................................................................................................................... 57 

 ........................................................................................................................... 57 

301  ....................................................................................................................... 58 

  ...................................................................................................... 59 

 .................................................................................................................................................. 59 

 ................................................................................................................... 59 

 ................................................................................................................... 61 

 ........................................................................................................... 76 

  



 

 و‌

  ..................................................................................... 116 

5.1  ...................................................................................................................... 116 

  ................................................................................................................................. 117 

 ................................................................................................................................ 119 

 ............................................................................................................................................ 115 

 



 

 ز‌

 

 .......................................................................................... 14 

1.1 ........................... 55 

1.1 .................................................................... 58 

 .............................................................................................................................................. 61 

 ....................................................................................................... 61 

............................................................................................................................... 61 

 ................................................................................................................................... 64 

 ................................................................................................................................... 66 

 .............................................................................................................................................. 67 

 ...................................................................................................................................... 68 

 ...................................................................................................... 69 



 

 ح‌

....................................................................................................................... 71 

 .................................................................................................................... 71 

 .................................................................................................................................. 74 

 ........................................................................................................... 76 

 ............................................................ 76 

 ........................................................................ 76 

 ................... 79 

 ..... 79 

 .............................. 81 

 ........... 81 

 ........................... 85 

 ........ 85 



 

 ط‌

 ......................................... 88 

 ..................... 88 

 .......................... 91 

.......... 91 

 ................................................................................................................................................ 91 

 ............................................................................................................................................... 94 

 .................................................................................................................................. 95 

 ................................................................................................................................ 97 

 ................................................................................................................................... 99 



 

 ي‌

 ....................................................................................................................... 111 

 ..................................................................................................................... 111 

 ................................................................................................................ 114 



 

 ك‌

 

 ................................................................................................................................. 18 

 .................................... 11 

 ...................................................................... 11 

 ..................................................................................... 11 

 ............................................................................. 14 

 .................................................................................... 18 

 .......................................................................... 19 

 ............................................................................... 19 



 

 ل‌

1 ..................................................... 115 

 ........................................................................................................................ 116 

 ................................................................... 111 



 

 س‌

‌

European 

Foundation for Quality 

)Management (EFQM

‌



 

 ع‌

α≥



 

 ف‌



 

 ص‌

The role of human resources management in achieving institutional 

excellence in accordance with the standards of the European Foundation 

for Excellence (EFQM) model: from the viewpoint of workers in the 

Palestinian police Prepared By: Alaa’ Yasin

Supervisor: Dr0 Afif hamad 

 

Abstract 

This study aims to investigate the role of human resources management in achieving 

institutional excellence according to model standards (EFQM) in the Palestinian Police 

Corporation. Where it deals with the functions of human resource management and 

representation in human resource planning, training, motivation, and recruitment. The 

study addresses the dimensions of organizational excellence according to the EFQM model 

of leadership, partnership and resources, operations, policies and strategies, human 

resources to achieve the goals of this study. The study used the descriptive analytical 

approach, and the questionnaire as a tool to collect, analyze data and discuss the study 

questions. The questionnaire consisted of (68) paragraphs, distributed on (9) axes, applied 

to the study community. 

The necessary statistical operations were performed by extracting numbers and 

percentages, arithmetic mean and standard deviations for each of the questionnaire 

paragraphs, Pearson correlation coefficient, Cronbach Alpha stability equation, and one 

way ANOVA analysis, Mann-Whitney test, and Kruskal-Wallis test, using statistical 

packages (SPSS). 

The study population consisted of all members of the Palestinian Police Service in the 

Ramallah and Al-Bireh Governorate (44), and the survey sample was applied to the study 

community, The survey sample was applied to the study population, and (40) items valid 

for statistical analysis, ie (90.9%), were recovered from the research sample. 

The results showed that the level of human resources management in the Palestinian police 

from an employee’s point of view is moderate, with the polarization in the Palestinian 

police apparatus having the highest arithmetic average, followed by the field of training, 

then the field of human resources planning, then the field of incentives in the last place. 



 

 ق‌

Moreover, the results showed that the degree of application of institutional excellence 

programs EFQM in the Palestinian police from the point of view of employees with an 

average degree, and the field of partnership and resources got the highest arithmetic 

average, followed by the field of leadership, then the field of operations, then the field of 

policy and strategy, and the field of human resources. 

Furthuremore, the results showed that there was a direct relationship with statistically 

significant at the level of significance (α ≥ 0.05) between the impact of human resource 

management practices on achieving institutional excellence according to the EFQM model 

of the Palestinian Police Authority. 

The study came up with a set of recommendations, the most important states that the 

implementation of human resource plans in the Palestinian police apparatus are innovative 

and contribute to the development of human resource performance, and planning human 

resources in the Palestinian police. That can be implemented by some mechanisms 

included having human resources opinion’s and collect information from employees in the 

Palestinian police force about work plans, through opinion polls and questionnaires for 

continuous improvements in the apparatus. Moreover, in a manner that supports their 

current and future needs. In addition to that, the need for attention Leadership in the 

Palestinian Police Service by strengthening the culture of excellence among employees of 

the Authority. 
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Regression analysis

Model Summary 

Mode

l 

R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .802
a

 .644 .635 .48910 

2 .837
b

 .701 .685 .45406 

a. Predictors: (Constant), التدريب 

b. Predictors: (Constant), الحوافز ,التدريب 

ANOVA
a

 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 16.435 1 16.435 68.704 .000
b

 

Residual 9.090 38 .239   

Total 25.525 39    

2 Regression 17.897 2 8.949 43.403 .000
c

 

Residual 7.628 37 .206   

Total 25.525 39    

a. Dependent Variable: القيادة 

b. Predictors: (Constant), التدريب 

c. Predictors: (Constant), الحوافز ,التدريب 
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Excluded Variables
a
 

      

Model Beta 

In 

t Sig. Partial 

Correlation 

Collinearity Statistics 

Toleran

ce 

VIF Minimum 

Tolerance 

 للموارد التخطيط 1

 البشرية

.327
b
 2.168 .037 .336 .376 2.662 .376 

217. الاستقطاب
b
 1.374 .178 .220 .366 2.729 .366 

337. الحوافز
b
 2.663 .011 .401 .504 1.984 .504 

 للموارد التخطيط 2

 البشرية

.216
c
 1.398 .171 .227 .329 3.039 .329 

041. الاستقطاب
c
 .240 .812 .040 .286 3.497 .286 

a. Dependent Variable: القيادة 

b. Predictors in the Model: (Constant), التدريب 

c. Predictors in the Model: (Constant), الحوافز ,التدريب 

Collinearity Diagnostics
a
 

Mode

l 

Dimension Eigenvalue Condition 

Index 

Variance Proportions 

(Constant) الحوافز التدريب 

1 1 1.981 1.000 .01 .01  

2 .019 10.139 .99 .99  

2 1 2.949 1.000 .00 .00 .00 

2 .038 8.807 .51 .00 .49 

3 .013 15.181 .49 1.00 .51 

a. Dependent Variable: القيادة 
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Model Summary 

Mode

l 

R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .859
a
 .738 .731 .41542 

2 .888
b
 .789 .777 .37808 

a. Predictors: (Constant), البشرية للموارد التخطيط 

b. Predictors: (Constant), الحوافز ,البشرية للموارد التخطيط 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 18.458 1 18.458 106.954 .000
b
 

Residual 6.558 38 .173   

Total 25.016 39    

2 Regression 19.727 2 9.863 68.999 .000
c
 

Residual 5.289 37 .143   

Total 25.016 39    

a. Dependent Variable: والاستراتيجية السياسات 

b. Predictors: (Constant), البشرية للموارد التخطيط 

c. Predictors: (Constant), الحوافز ,البشرية للموارد التخطيط 
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Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardiz

ed 

Coefficient

s 

t Sig. Collinearity 

Statistics 

B Std. Error Beta Toleran

ce 

VIF 

1 (Constant) .153 .331  .462 .647   

 للموارد التخطيط

 البشرية

.941 .091 .859 10.34

2 

.000 1.000 1.000 

2 (Constant) .149 .301  .495 .624   

 للموارد التخطيط

 البشرية

.692 .117 .632 5.891 .000 .496 2.015 

 2.015 496. 005. 2.979 320. 091. 272. الحوافز

a. Dependent Variable: والاستراتيجية السياسات 

Excluded Variables
a
 

Model Beta In t Sig. Partial 

Correlation 

Collinearity Statistics 

Tolerance VIF Minimum 

Tolerance 

الاستقطا 1

 ب

.039
b
 .227 .822 .037 .241 4.144 .241 

287. التدريب
b
 2.227 .032 .344 .376 2.662 .376 

320. الحوافز
b
 2.979 .005 .440 .496 2.015 .496 

الاستقطا 2

 ب

-.183
c
 -1.087 .284 -.178 .200 5.009 .200 

186. التدريب
c
 1.440 .159 .233 .334 2.992 .329 

a. Dependent Variable: والاستراتيجية السياسات 

b. Predictors in the Model: (Constant), البشرية للموارد التخطيط 

c. Predictors in the Model: (Constant), الحوافز ,البشرية للموارد التخطيط 

Collinearity Diagnostics
a
 

Mode

l 

Dimension Eigenvalue Condition 

Index 

Variance Proportions 

(Constant) للموارد التخطيط 

 البشرية

 الحوافز

1 1 1.980 1.000 .01 .01  

2 .020 9.983 .99 .99  

2 1 2.949 1.000 .00 .00 .00 

2 .038 8.804 .53 .00 .47 

3 .013 15.070 .46 1.00 .52 

a. Dependent Variable: والاستراتيجية السياسات 
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Adjusted R Square

ASGAR, 2015
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Model Summary 

Mode

l 

R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .813
a
 .661 .652 .53727 

2 .876
b
 .768 .755 .45045 

a. Predictors: (Constant), التدريب 

b. Predictors: (Constant), الحوافز ,التدريب 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 21.386 1 21.386 74.087 .000
b
 

Residual 10.969 38 .289   

Total 32.355 39    

2 Regression 24.848 2 12.424 61.231 .000
c
 

Residual 7.507 37 .203   

Total 32.355 39    

a. Dependent Variable: البشرية الموارد 

b. Predictors: (Constant), التدريب 

c. Predictors: (Constant), الحوافز ,التدريب 
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Coefficients
a
 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) -.190 .435  -.437 .665   

 1.000 1.000 000. 8.607 813. 115. 991. التدريب

2 (Constant) -.184 .365  -.506 .616   

 1.984 504. 000. 4.379 488. 136. 595. التدريب

 1.984 504. 000. 4.131 461. 108. 447. الحوافز

a. Dependent Variable: البشرية الموارد 

Excluded Variables
a
 

Model Beta 

In 

t Sig. Partial 

Correlation 

Collinearity Statistics 

Toleran

ce 

VIF Minimum 

Tolerance 

 للموارد التخطيط 1

 البشرية

.410
b
 2.909 .006 .431 .376 2.662 .376 

339. الاستقطاب
b
 2.294 .028 .353 .366 2.729 .366 

461. الحوافز
b
 4.131 .000 .562 .504 1.984 .504 

 للموارد التخطيط 2

 البشرية

.253
c
 1.899 .066 .302 .329 3.039 .329 

110. الاستقطاب
c
 .741 .464 .123 .286 3.497 .286 

a. Dependent Variable: البشرية الموارد 

b. Predictors in the Model: (Constant), التدريب 

c. Predictors in the Model: (Constant), الحوافز ,التدريب 

Collinearity Diagnostics
a
 

Mode

l 

Dimension Eigenvalue Condition 

Index 

Variance Proportions 

(Constant) الحوافز التدريب 

1 1 1.981 1.000 .01 .01  

2 .019 10.139 .99 .99  

2 1 2.949 1.000 .00 .00 .00 

2 .038 8.807 .51 .00 .49 

3 .013 15.181 .49 1.00 .51 

a. Dependent Variable: البشرية الموارد 
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Model Summary 

Mode

l 

R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .805
a
 .648 .639 .46245 

2 .841
b
 .707 .691 .42770 

a. Predictors: (Constant), البشرية للموارد التخطيط 

b. Predictors: (Constant), التدريب ,البشرية للموارد التخطيط 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 14.950 1 14.950 69.905 .000
b
 

Residual 8.127 38 .214   

Total 23.077 39    

2 Regression 16.309 2 8.154 44.576 .000
c
 

Residual 6.768 37 .183   

Total 23.077 39    

a. Dependent Variable: والموارد الشراكة 

b. Predictors: (Constant), البشرية للموارد التخطيط 

c. Predictors: (Constant), التدريب ,البشرية للموارد التخطيط 
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Coefficients
a

 

Model Unstandardized 

Coefficients 

Standardiz

ed 

Coefficients 

t Sig. Collinearity 

Statistics 

B Std. Error Beta Toleran

ce 

VIF 

1 (Constant) .683 .369  1.852 .072   

 للموارد التخطيط

 البشرية

.847 .101 .805 8.361 .000 1.000 1.000 

2 (Constant) .347 .362  .958 .344   

 للموارد التخطيط

 البشرية

.518 .153 .492 3.388 .002 .376 2.662 

 2.662 376. 010. 2.725 396. 150. 407. التدريب

a. Dependent Variable: والموارد الشراكة 

Excluded Variables
a

 

Model Beta In t Sig. Partial 

Correlation 

Collinearity Statistics 

Tolerance VIF Minimum 

Tolerance 

الاستقطا 1

 ب

.058
b

 .295 .770 .048 .241 4.144 .241 

396. التدريب
b

 2.725 .010 .409 .376 2.662 .376 

295. الحوافز
b

 2.271 .029 .350 .496 2.015 .496 

الاستقطا 2

 ب

-.136
c

 -.694 .492 -.115 .210 4.752 .210 

203. الحوافز
c

 1.540 .132 .249 .441 2.265 .329 

a. Dependent Variable: والموارد الشراكة 

b. Predictors in the Model: (Constant), البشرية للموارد التخطيط 

c. Predictors in the Model: (Constant), التدريب ,البشرية للموارد التخطيط 

Collinearity Diagnostics
a
 

Mode

l 

Dimension Eigenvalue Condition 

Index 

Variance Proportions 

(Constant) للموارد التخطيط 

 البشرية

 التدريب

1 1 1.980 1.000 .01 .01  

2 .020 9.983 .99 .99  

2 1 2.968 1.000 .00 .00 .00 

2 .023 11.268 .99 .11 .09 

3 .008 19.109 .00 .89 .90 

a. Dependent Variable: والموارد الشراكة 
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Model Summary 

Mode

l 

R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .899
a
 .809 .804 .37934 

2 .920
b
 .847 .838 .34411 

a. Predictors: (Constant), البشرية للموارد التخطيط 

b. Predictors: (Constant), الحوافز ,البشرية للموارد التخطيط 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 23.099 1 23.099 160.519 .000
b
 

Residual 5.468 38 .144   

Total 28.567 39    

2 Regression 24.186 2 12.093 102.123 .000
c
 

Residual 4.381 37 .118   

Total 28.567 39    

a. Dependent Variable: العمليات 

b. Predictors: (Constant), البشرية للموارد التخطيط 

c. Predictors: (Constant), الحوافز ,البشرية للموارد التخطيط 
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Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Toleranc

e 

VIF 

1 (Constant) -.208 .302  -.689 .495   

 للموارد التخطيط

 البشرية

1.052 .083 .899 12.670 .000 1.000 1.000 

2 (Constant) -.212 .274  -.773 .445   

 للموارد التخطيط

 البشرية

.822 .107 .703 7.689 .000 .496 2.015 

 2.015 496. 004. 3.030 277. 083. 252. الحوافز

a. Dependent Variable: العمليات 

Excluded Variables
a
 

Model Beta In t Sig. Partial 

Correlation 

Collinearity Statistics 

Tolerance VIF Minimum 

Tolerance 

066. الاستقطاب 1
b
 .454 .652 .074 .241 4.144 .241 

233. التدريب
b
 2.100 .043 .326 .376 2.662 .376 

277. الحوافز
b
 3.030 .004 .446 .496 2.015 .496 

119.- الاستقطاب 2
c
 -.825 .415 -.136 .200 5.009 .200 

143. التدريب
c
 1.295 .204 .211 .334 2.992 .329 

a. Dependent Variable: العمليات 

b. Predictors in the Model: (Constant), البشرية للموارد التخطيط 

c. Predictors in the Model: (Constant), الحوافز ,البشرية للموارد التخطيط 

Collinearity Diagnostics
a
 

Mode

l 

Dimension Eigenvalue Condition 

Index 

Variance Proportions 

(Constant) للموارد التخطيط 

 البشرية

 الحوافز

1 1 1.980 1.000 .01 .01  

2 .020 9.983 .99 .99  

2 1 2.949 1.000 .00 .00 .00 

2 .038 8.804 .53 .00 .47 

3 .013 15.070 .46 1.00 .52 

a. Dependent Variable: العمليات 
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(ASGAR, 2015)(Mwaniki & Gathenya, 2015)(Khabare & 

Mirkamali. Et, 2014)
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