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Abstract

The study aimed to recognize the effect of knowledge management processes in improving
the quality level of offered services in the Ministry of Interior and National Security — the military
division in Gaza Strip. The study population was formed of the workers in the ministry whose
number estimated at (17654 )employees in Gaza Strip, and the study sample involved (376)
employees, and in order to achieve the aims of the study, the questionnaire was designed and
distributed as main instrument edited by the researcher and presented to a group of specialists to
revise for the study purpose. Therefore, (348) questionnaires were retrieved as (92.50%) percent. The
researcher depended on the descriptive analytical method that the aims of the study could be
achieved through, and the (spss) program was used in order to enter, process and check the data.
Some of the most important results the study has come to:

The rate of applying the knowledge management processes in the Ministry of Interior and National
Security - the military division in Gaza Strip was an average rate with 66.83% relative weight, and it
came up in the first rank among the dimensions after storage with (69.84%) relative weight, and after
applying knowledge with (64.87%) relative weight.

The level of services quality in the Ministry of Interior and National Security - the military division
was an average rate with 63.05% relative weight, and it came in the first rank after safety with
(64.21%) among the dimensions, however, after the response in the last rank with (61.52%) relative
weight.

The knowledge management processes and their dimensions ( applying knowledge, storing
knowledge, distributing knowledge) affect on services quality and explain 63.3% of contrast in the
dependent variable (services quality) and the rest 36.7% due to other factors, whereas there was no
effect for knowledge acquisition dimension.

The study has come to many recommendations, some of which are:

Working on increasing the workers' awareness in the Ministry of the importance of knowledge
management and its effect at improving the service quality and working on these important concepts
to improve the general performance and the reputation of the Ministry among the beneficiaries.
Encouraging workers to generate creative and bright ideas in their field of employment by giving
more space for freedom of expression and knowledge, also by participation in making decisions and
experimentation as a base to learn and acquire knowledge.

Redesigning the structure of the work place and taking care of the shape and the appearance of
buildings as appropriate with the nature of offered services for beneficiaries and looking into internal

facilities and to reconsider it in order to accelerate the service to the receiver.
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