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""Citizens' confidence and its relationship to the quality of services
provided in the municipalities of Palestine - Hebron municipality

-model™
Prepared by: Mohammad Ahmad Al-Harbawi
Supervisor: Dr. Hussein Abd-elkader

Abstract

The study aimed to identify the relationship of citizens' confidence in
the quality of services provided in the municipalities of Palestine - the
study has focused on Hebron municipality by studying the level of citizens'
trust in the services of the Hebron municipality, and the level of quality of
services provided by the municipality. The relationship between enhancing
citizens' confidence and the quality of services was also studied. The study
also aimed to identify the methods used by the municipality to enhance
citizens' confidence in its services, and to identify the factors that affect

citizens' confidence in the municipal services.

To achieve these goals, the researcher used the descriptive analytical
method for its relevance to the subject of the study, where the study
community consisted of all citizens who receive services from the
municipality of Hebron. The questionnaire was valid for analysis by the

SPSS statistical analysis program.

The study concluded several results, the most important of which are:
The efficiency of the municipality’s workers in completing work and
providing services is insufficient. It maintains the confidentiality of

citizens' information at a high level, in addition to a strong positive



relationship between enhancing citizens' confidence and the quality of
services provided by the municipality. The study also concluded with
several recommendations, including: supporting the administration to
improve and develop the services provided, through direct contact with
citizens and responding to their suggestions and paying more attention to
citizens’ complaints and following them up, and responding to them
quickly and effectively, in addition to training the workers and developing
their skills, especially workers in service centers and the need for workers

to respond to citizens’ inquiries transparently.

Key Words: Enhancing confidence, The quality of services, Relationship,
Trust.
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