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Abstract

The study aimed to identify the role of the performance appraisal of human
resources in improving the quality of services provided by the municipalities of
Gaza Strip "north governorate™. the Municipality of Jabalya, Beit Lahiya, Beit
Hanoun, and the Municipality of Um al-Nasser. The study population consisted
of all workers in the four municipalities, totaling ( 683 ) male and female
employees , and the sample of the study was: all supervisory positions and
Employees in those municipalities and their number was (141), and the number
of suitable questionnaires returned for analysis was (118) with ratio of (83.7%).

The researcher designed a questionnaire as a study tool consisting of (68)
items, and used descriptive analytical method and statistical analysis software
(SPSS)

The most important results of the study:

-The total score of a questionnaire about the reality of evaluating the
performance of human resources in the municipalities of Gaza Strip "northern
Governorate” had a relative weight (65.93 %). While the total score of the
questionnaire about the quality of the services provided by those municipalities
had the relative weight (73.79 % ).

-Human resources performance appraisal affects the improvement of services
quality provided by the municipalities of the northern Gaza Strip, As the value
of linear regression (R2 = 0.198) and indicated value (F = 28.65), and
demonstrates the presence of a statistically significant effect of the independent
variables in the dependent variable.

-Manage the results of performance appraisal are weak and not in the required
form, because staff do not be informed of the evaluation results of their
performance, and not utilized in the development of training programs to early
improve performance, as well as not taken advantage of the views of municipal
customers to evaluate the performance of employees.

- The current study differed with previous studies in the dimension of attention
(empathy), where it took first place in this study, unlike previous studies, which
take the last place.

- Self municipalities revenue of services provided do not have enough
operating expenses, which reflected negatively on the quality of some of the
services provided by the municipalities.

- Municipalities interested in the problems of citizens and answer their
questions , but the speed of response is relative to.

The study concluded many of recommendations and most important are:

- It should be an ongoing governmental support for municipalities , especially
in the current bad conditions of Gaza Strip inhabitants.

- The municipalities should re- consider the performance appraisal models, and
how to manage the results and feedback .

-The municipalities should use of management by objectives in the process of
evaluating the performance of employees (performance appraisal).

- It should be an early accountability for the results of a performance appraisal
of employees.
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