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Abstract

The study aimed to identify the Citizen's attitudes toward the services provided by
Hebron municipality: problems and ways of development, and the study used the
descriptive analytical approach, where the researcher built a questionnaire consisting
of (36) paragraphs, divided into (3) axes representing the components of the attitudes
of citizens towards the service provided. The study was conducted on a sample
consisting of (288) male and female citizens (service recipients) who visited the
public services center in the Hebron municipality, they were chosen by random and
intentional method, and the results showed that citizens ’attitudes towards the services
provided at the public services center in the Hebron municipality are high, It was also
found that the highest score was the degree of the cognitive component, which is high,
followed by the degree of the behavioral component, which is high, and finally the
degree of the emotional component, which is medium.

It was also found that the highest degree was the citizens ’evaluation of the
electricity service, which is high, followed by the municipality’s certification service
of all kinds, which is medium, followed by the water service with a medium degree,
followed by the waste collection service with a medium degree, followed by the
building licensing and sanitation service with a medium degree, and finally the paving
and maintenance service with a low degree.

The study found that there are no statistically significant differences in the
averages of citizens' attitudes towards the services provided at the Public Services
Center in the Hebron Municipality attributable to variables: (gender, age, educational
qualification, profession, type of service recipient, the period of receiving services
from the municipality, the presence of an electricity subscription in the name
Personal, the presence of a water subscription in the personal name, the presence of
personal relationships or acquaintances in the municipality, the average monthly
consumption of electricity, the average monthly water consumption).

While the study found that there are statistically significant differences in the
averages of citizens towards the services provided in the public services center in the
municipality of Hebron due to the variable visiting the public services center in all
fields of study except for the field of cognitive component, where the differences were
in favor of citizens who visit the public services center every week for citizens who

visit the public service center when they need a service only.



In the light of the results of the study, the researcher recommended a set of
recommendations, the most important of which are: Enabling sufficient means that
will hear the problems of the citizen analyze them and address them through easy and
effective methods. Actively working on updating citizens data continuously, as the
accuracy of the data problem is one of the main problems that cause citizens
"dissatisfaction, through networking and linking data with the Property Tax
Department and the Ministry of Interior and the Chamber of Commerce and Industry,
and the need to work to update electronic systems in a way that makes the system the
primary driver of work And that the work is not dependent on a specific employee,
through the mechanisms of late request notifications and performance evaluation
systems, and increase the rate of field work, invest in the customer services center's
employees through training and motivation programs, also the necessity of enabling
the ideas of monthly meetings for employees and departments and supporting the
procedure's follow up programs .

Key words: Citizen Attitudes, Public Service, Hebron Municipality, Cognitive
component, behavioral component, emotional component.
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Jsaally cind) puiiad L Al 2l 3 jsgendl cilesd She b dediall cilandl
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0.67 250 38 gpe -
0.39 267 5 | elio/ i titell 0554
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0.54 2.49 134 sla el 10
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