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Abstract

Evaluation of the level of postal services quality and its relation

of client’s satisfaction (Palestinian post as a sample)

This study aimed to introduce the evaluation level of services by Palestinian
post offices using the following criteria (functional quality, technical quality,
dealing with complaints) and their relation to client’s satisfaction.

The study used descriptive method in order to achieve its aims. The study
society consists of those who benefit from the services of Palestinian postal
offices. The study aimed only “individuals”. 270 questionnaires were
distributed among clients of three main post offices in the following
governorates: (Ramallah, Hebron, Nablus) using the regular random sample.
The study concluded in several results, the most important results are the
following: the overall quality level of postal services in Palestine was medium
in the three aspects (functional quality, technical quality, dealing with
complaints). Customers’ satisfaction level about Palestinian post services was
also medium; and there was a statistical positive relation between the overall
services quality level in Palestinian post offices and customer (the recipient of
the service) satisfaction. Moreover, there was no statistical relation between
the level of dealing with complaints in Palestinian post offices and customer’s
satisfaction. Results also showed that services quality level contributes in
raising the level of satisfaction of customers of Palestinian post. In addition,
they showed a differences in the answers of study sample for their satisfaction
levels about postal services according to the variable of user’s post office, and
the difference was to the side of Ramallah post office.

The most important recommendations of the study: International work in
order to motivate the independence of Palestinian post from the Israeli
control. To design an active website for Palestinian post that fulfil the needs
of customers. Also, to have a sufficient promotion strategy and a clear system
to introduce the service especially for a system to receive and deal with
complaints. Finally, to develop an electronic system to introduce the services
sufficiently and adopting training programs for employees to develop their
efficiency, and giving the same and equal attention for all post offices.
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