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The quality of service provided by the Palestinian Ministry of
Interior based on the European distinction standards

Prepared by: Hakim Tawfiq Abdel Aziz Sehwalil
Supervisor: Dr. Abdel Wahab Sabagh

Abstract

The study was conductetbetween February, 201land March, 2012, aimingat
investigatingthe quality of servicgprovided bythe Palestinian Ministrgf Interior based

onthe European distinction standartts importance stems from the fact tltas the first

study atthe Palestinian Ministry of Intar. The outputof the study shouldontribute in

the establishment oén institutional model capable on employing and organizing the
relationship between the European distinction standards and the quality of services. To
achieve the goals of the study,gaestionnaire was designed including the European
distinction standards and the quality of service in the Ministry of Interior. The
qguestionnaire was distributed to the employees of the Directorates of the Palestinian
Ministry of Interior in the central aa (Ramallah, Al Bireh, Al i Ram, Abu Dees,
Salfeet, Jericho). The researched sample consisted of 85 members by using the
comprehensivesurvey method. The study adopted the descriptive methodosgl the

data vasanalyzedand presented by statisticabgrams of social sciences (SPSS).

The most important general resulis the fact thatthe ministry lacks a system for
rewarding the distinctive performance of the employd&8s); there isveakness of using

the feedback by the employees of thmistry (56%) and this led to weakness of using
and stimulating the available skills and efficiencies towards distinction and providing
opportunities of job progress of the employees. Positively, the process of simplifying the
procedures contributed to restrictreaucracy and shortening time, effordarost of the
provided servicesBut for the most important results of the leadership standard, the study
indicates that there is consistency between the objectives bfitigtry and its vision and
massage(70%), but there is a weakness in the strategic plan because the higher
administration (the leadership) sets the plans without involving all the employees.

Regarding the individualstandards, the results of the study indicate thamthistry has a

job descrption for each jol(65%) but there is a weakness at thaistry in adopting a
rewarding system for the distinctive performance of the employees. For the knowledge
standard the results indicate that there is a documentation system and archives (manual and
electronic) for keeping various types of documents. But there is an apparent weakness in
the ministry in using the feedback from the employees. In the operations standard, the
results of the study indicate that the simplifying process will lead to rtebtrieaucracy

and shortening time, effort and costs of the provided services. But there is delay in
responding the inquiries of the citize(®/%) But for the quality of service, the results
indicate that theministry is committed to execute and acconiplibe transactions within

the determined times, and the wadrkime of theministry is suitable for all citizens but

there is a real problem in the size of the halls of the service recipients and their
inconsistency with the number of the citizens. In addj the general appearance of the
ministry is not appropriate for the nature and quality of the provided services on the other



hand , the study concluded a number of recommendations the most important of which are
the following : it is necessary to adop clear framework of the approach of the
institutional values and culture of thmainistry; it is necessary to adopt and apply a
promotion and appointments system with transparency, and to activate the stimulation
system to encourage the innovators antirdisve employees in their performances; it is
necessary to encourage information exchange between the leadership and various
executive levels in theinistry to rise up transparency; aitds also needed to adopt and
apply an effective system for evatiom of the employees performance in thmistry and

link its results to théraining plans.
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