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Business Process reengineering in the general directorate of Palestinian
civil defense
Proposed model for fire and rescue department

Prepared by: Jumana Azmi Mahmoud Dababsi
Supervisor: Dr. Sulail sultan

Abstract

Main problem of this study can be summarized in the length of time it takes to complete to
get the jon done incompleting some administrative and operational processes of the
Palestinian civil defense, which in turn impact the response time and satisfaction of the
public; as a result the main objective of this study is to identify the actual reality of
administrative processes within the Directorate General of Civil Defense, and then offer
recommendations to improve the performance of the organization and prepare to draw
future plans and operations that achieve the desired objective through providing a proposed
module for applying Business Process Re-engineering method which used to improve the
provided services to beneficiaries and increase its efficiency.

The researcher depends on Mixed Methods Designs/ Strategy which combines the
quantitative tools through the use of the questionnaire and qualitative tools through the use
of the interview and focus groups. She used descriptive approach to analyze the
information that will be collected by questionnaire, which was built to collect information
from the public in the diagnosis stage to know their satisfaction with the services provided
to them by Palestinian Civil Defense firefighters. She used the historical method in the
research which collects facts and information on the subject of research through
educational and literary references, and previous studies on the subject in addition to some
other places where she referred to the website.

Constructive approach was also used by offering a practical module and tools for the
Business Process Reengineering in Fire and Rescue Department of the General Directorate
of the Palestinian Civil Defense. Constructive approach is considered as one of the most
effective approaches of experimental research, which is normally used for the construction
of new cognitive structures, or standardized evidence, or the development of curricula and
methods that have not been addressed by previous studies.

The researcher concluded the following results:

1. The organizational structure is acceptable as a first stage and serves the needs of the
institution in principle, but there is a weakness in the networking and coordination, and
there is an overlap in the functions of some departments and units.

2. There was a weakness in the efficiency and effectiveness, there is leakage of the
competencies of the organization and there is a relative lack of specialized capacity
building programs because of the lack of adequate budget for training.

3. Administrative style is centrally and suffers from bureaucracy and there is no vision or
clear objectives.



4. There is a shortage of some important equipment such as Ventilation fans, hydraulic
Cutters, Air Compressors, wireless communication, most important of which was white
board.

5. There is a distinct lack of proper planning with some local partners such as the
Palestinian meteorology, traffic police and some other community institutions such as
Aregj.

6. There are some drawbacks to the work of the defense and failure of its members for
performing their job well, which was reflected in the lack of readiness in terms of dress,
not to link themselves with ropes at the entrance to the fire scene

7. The absence of proper documentation for all steps to implement the operational
processes as well as the absence of an immediate assessment of what is being done to show
the failures.

The researcher recommended the following:

1. Restructuring of the Palestinian Civil Defense on proper administrative foundations and
standards to ensure access to a fair functional degree especially the supreme ones, for the
privileges and incentives they have to develop and push to raise the level of functionality.
2. The allocation of the budget for training of civil defense crews to increase efficiency and
effectiveness in some respects and to prevent leakage of employees outside the institution.
3. Review the organizational structure of Fire and Rescue Department periodically to avoid
duplication and excessive red tape and repeated control so that we move away from the
central patterns in the administration and authorize more powers for workers in various
administrative levels and so applying the concept of Business Process Reengineering.
4. Caution on providing some basic equipment such as Ventilation fans, hydraulic Cutters,
Air Compressors, wireless communication, most important of which was white board.
5. Implementation of the memorandam of understanding and protocols signed with
strategic partners such as traffic police, the Palestinian Meteorological Department and
some community institutions such as Areej in order to obtain a continuous update of the
data civil defense.

6. Increase the keenness of workers to comply with regulations and labor laws during the
tasks and duties assigned to them to perform, and by following the procedures and systems
of work.

7. Reliance on information technology and automation needed for the adoption of
documentation of all process steps and make an immediate assessment of what is being
done to show the failures.

8. Application of the proposed model on Buisness Re-engineering Process, as it will help
to reduce response time and in turn will raise the efficiency of the performance of civil
defense crews and increase the percentage of public satisfaction who are recipient of the
different services provided by Palestinian Civil Defense.
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