-

2
:olginll Jand Al AL adie olinl a3 gall Ui
56 glad bl 2 Gladd) Saga Cpmend b W09 Abjaal] 5l

Wi 4l Y1 i Lo oLy cmlall ogn 25 o e Al o3 e cdaidl L ofy
al sl P Ji ol il Ji dap Jul J8 e adts ol lgia gha <..,5“ Ji ¢ JSS ALyl o2a Qlﬁ ‘)

il L s s,
Somg ¥ s Al ol LA Grin b L Slahall Adpedly $1 Rpapds] oy i LS

DECLARATION
The work provided in this thesis, unless otherwise referenced, is the
researcher's own work, and has not been submitted elsewhere for any other.

degree or qualification.

| also acknowledged the right of the Management and Politics Academy for
Postgraduate Studies to the copyright of this thesis and that its publication is

admissible only through a formal, written consent by the Academy.

Student's name: daaly e deasaila reuilhal) PO
1439 aulill galea 20
Date: 2018-03-07 : e
-

Signature: M e el
-



o LA Llall Slaalyad) ali
Ll bl yld ol 5,1 Y1 B ST

& R3990 4yl 5,la)
Oyd gl Giliadd (& ko dd| 529

Ty oudgld el o dgilase A

Knowledge management and its role in

improving the quality of services in the municipalities of Gaza Strip
" Field study on the municipalities of Khan Younis and Rafah"

:tald) sas)

daaly e teaa ajla

J5sl) Gala
aa g sl (el

5)1g BALAN (awads LB ptiualal) A o Jganl) cililiaial YlaSind Al o3a cuath
22018 — 21439

Ol - 558



el Slwhal dwluudlg 8)lapl dantsi
Management & Politics Academy For Postgraduate Studies

ataill juuo

siealall o gkl Ao asal) A

G e Uladl cluhall Aulidly 5yay) AaaplSh anls) o) dd8lse e oLy
Uaadd A iaaldl dan Jail (daly e s ajla [Eald) dagyhl e aSa Al

:Le.“—,..'a}a) &g\.\jb 5.\@\
336 glhd Clialy A Ciladdl) 3aga Cpend B W 939 43 mal) 5)0)"

22018/02/17 3ilsall 21439 gl salea 01 ol asll o Al 4280 2nys
e ASally AagykY) e aSall Lial Cadial (Blua jde Al deL)

Llals Ladlia sl Al A aaa .2

L*Jli Ladlia (4G ) J_Jq_bq.al_u i

Y Bl Laads 8 ialad) A Saldl sie Lalll syl Agladl aay
dlagy ddss Aasd A Aale iy Oly 4ic U agily ) sl Anass LSl Agual) 038 Aaia 3) Adalll

ce3BsN 3y

© 970 8 2821838 (OO gl are Jloo E)ul = 6jc — pialo |I|I

f ’ (,'_) 4 | www.mpa.edu.ps &
. © 970 8 2844470
info@mpa.edu.ps @ 970 8 2861245 1421m  2070/84 ooy Ql—aclnlljigs



s 0 L W4

J\w\’.mur\dd\;&;\,%

§ (.SA\ (.,\53\ il
(32 15,2)



=[ claa ]
39

okl wed! 1 gaal

calall ale¥ly wladl 3yl Jf
oluog dele dil o dazme Bt oo ySI Ll g
Gelly oulll 2T 1 e medy Loling (o Lmi o Lajles o oo )

ol sllaadl e Joa ¥ (g1 gl I e alls Taboi 5 35 7 Luae Sl 4 ]

AL G2 95 oo ST Ciammiy Gy Jol o e 9 L) Boybo ) (iads s
ploa ualog.. puubgeplusg...aylSy @il . Ggs| Bldl § Slad s Jorey goin JI
Morg dazmag plusmg Glasf #136¥ Glil o@Sois § Balaudly rgun J3lastl i (4 J

Gcar a1 odilgg oo ildly Gosl sl 3 e SlesySI1 Glgsl ]
- Omall L gludly G o3 Jal Jf
SYLg Jlgsls ilecs polesi J]
Otlaudd el )
Jeiral| il pdall 328 )

ﬁ.Li.” b élﬁ.\.;aij émgj Q.D'Lwi dI



—_— )

“, &
):MJ

%;ﬁfﬂfﬁ‘:&,%
o Lo satn cxlan bl il Gl& ol 8 3ally Al o5 ciagiy el ol 1o
: 32 Lol ey auls
W15 58 o i KU K o o S o Kol L T 2y b e sl il Yt
Ol cosiilSh g pra oSl gl G tolug adde Al (oo Jsusl) s ((12:5L0)4 doa
Al gy G amyg o g5l sl ols) ) Tesadll AT 15 s 4l deeald 4y 438K La Tsaan
Oo st Lo cpdll Bl Sl addiey oS8 e pai] cdaalsiall bl 238 alaY
Sl e padly Yy malll o oosanl Loy el Gjae 3 ] agillac
s e llsy o GhiYL Jlai oA cdda gl anla ol [Juald)) jgial) ) il
L i) adiy cJaall 138 3las) 3 0Kl 51 oald)ly asaall (IS, cadlal Caly aglaly o
celiall e lie ) ol galall Candl Bypnaly (palusall 52l 4
:s8lial) Aad gpne Jald] SBLY Sy oS5 alaey a3l LS

(s Wil O 3al) a ) dana /)5Sl salass . 1

(Lols L), s sl o el /)5Sl alan .2
g ol S e Legli ¢ il Al o A gl Logliats e el
J<s cp ) dials Laill Hlae bl 5oy ApaalSY Glajelly HSal dyjan il LSy
Lspal) paaln) dasa [ gSAl) AuaadlSY) aty SAL Gadly A3yl Ayl Ledlsha
Aahall 313Y 6 (e I osed Ll cpaeSadll bl il Sl Jyjay adil LS
sl Lo cpal) ciball) ilage My mdyy sl ks oluy) salull Ul Jgease Sl
Al Dl At & e luey J sl a0
1e dgana [Jualall HaSally g paal) laaa Jlad [Jualdl) HaSall eyl Sl aasl WS
aal) 138 sl LYl mail) e Joled Lo e Jaldl) cran )
Al e ad apSll dgasd Kalls alany Oy cJandl Tagr ity o Jas S ) Jld (lalia,
e Ayl ¢ o

daaly daaa ajla [l



Aol pal) duaMA

) glad ol & cleadll sasa st b laysay Al Byla) ) oyl dulall o34 cdda
(il aadl) el Gl andiu) 08 Ligat) s U Calaally duball Al e Gl
Al s Guisila aly Alse (e Al adine 0655 clill) aand 101S ALAWY) Cuaadinlg
g Jallll peasll bl alasial iy Agaly adhd) Cilas Gsleny Glase (234) sasxe
dowiy JSlaay) Jidadl) Gl dallia Dlau) (193) slajis) & 3y caainad) JalS e 25l

L) Jilail (SPSS) ilaay!) Jilaill el axiuals ecubaldl el (p ¢(%82.5) dylaiiad

torbt L g i) (e dogana ) Auhal) ciliags adg

Cuissld il 8 (G s il el ) dadine A peall 51y (gsie G gl coeld] -
(%65.31) camsill g5 oy Cum Aansgia S i)

AplacY) duwedl) balaly miys Guissls il 8 cleadd) sasa & duhall ol cojelsl —
(%69.11) aly st (pysr Andiipe ilS (A salall cailgad) (LY il calaledl)

Gleadll 33ga pwaty Adpaall 51 G (00 < 0.05) ssie die Aflias) AYY G2 ADe 2a g —
s pusnla Sl 4

Basa Gaend Al 3yl sl (0 < 0.05) Griwe die Aplas) AN @l 1 sy -
C_atd\ ):u:ml\ Lﬁ U:\Lt.ﬂ\ g._mu % (%58) t_l)lsg Lo _)-UASJ) ccd_)} u».[,:u\; ‘;1..@3.1 Lﬁ calaadldl
(lersl) 5352)

s gar] Gluagill ¢ Ao gana dufjall cradhy

G lele oy ehill UGl Gen g Al gl 5l dald s Glasiul -
bl Jas 48 yeall 3503 Gkt Al ghane  Jsi dacadia

Badie Bylaas JIS Gpedy el Lepidased dpulie SISy Jilon Sbaldl Bla) el —
Ay by e agaaii Gl e elldy

S DA e gailasall APl Lalally dysinally Gl cDeilly Glojliall aran b5 —
cladd e ageal Lo Jumdl iy ALl JiS5 alls cabaldll Ual

da s ommaball saelue 8 laldl (ks e ool 31Dl daxin s dyysdll Alaia) e Joall -~

LC g @ML, aelSLie



Abstract

This study aims at identifying the knowledge management and its role in
improving the quality of services in the municipalities of Gaza Strip. Based on
the nature of the study and the objectives it seeks to achieve, the researcher used
the descriptive analytical approach and the questionnaire was used as a major
tool of data collection .The population of the study consists of (234) staff of the
municipalities of Rafah and Khan Younis who work in supervisory and
administrative jobs, The method of complete census has been used by
distributing the questionnaire among the whole society (193) valid questionnaires
have been received for statistical analysis with response rate of (82.5%) in these
municipalities,.( SPSS) programme has been used to analyze the data.
The study has reached a set of conclusions, including the following:-
1- The result showed that the level of knowledge management combined (
generation — storage — distribution — application ) in the municipalities of Rafah
and Khan Younis were medium, where the relative weight is (65.3%).
2- The results of the study showed that the quality of services in the
municipalities of Rafah and Khan Younis with its five dimension was high with
the relative weight (69.11%).

3- There is a statistically significant relation at the level of (a < 0.05) between
knowledge management and improving the quality of services in the
municipalities of Rafah and Khan Younis.

4- There is a statistically significant impact at the level of (a0 < 0.05) of the
dimensions of knowledge management in improving the quality of services of the
municipalities of Rafah and Khan Younis As they have explained (58%) of the
variance in the dependent variable (quality of services).

The study provides a set of recommendation, the most important of which
are:

1- Develop a knowledge management unit that can be positioned within the
organizational structure and supervised by specialized teams, who will be
responsible for implementing knowledge management within the municipalities.
2- Municipalities administration should provide incentives and rewards for its

outstanding employees, who provide unique ideas and knowledge to encourage
them to continue to do so.

3- Providing all necessary financial, moral, and material resources for the
employees through the senior management of the municipalities, which ensures
that they provide their best services.

4- Working on the immediate response and constant readiness of municipal
employees to help beneficiaries to solve their problems as soon as possible.
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