Bt — A daalall
SN PN NON JRY I SO\ B
A L i) 4 LIS
30 5NV A J gaal andd

sl il ] p dunig S 5o wialiga 423
dullall o0 2l &0 2l bagas WRkideg byb illailand

Eald) das)
&Y 3a5e daal dasa

i)
Al &) ae ol /gl JEay)

Al Jsual A ptialall daps o Jguand) clithial Yiagind Al ods ciath
Bt Apadla) daalad) — Al A4S (ha dygu st B)) Qanads

22012 [ 21433



e,

i - gl Il Gonlall

The Islamic University - Gaza

1150 : (o fa <Rl bdd| bt i Babos
B5lt vz
Ref ....... 2012/07/31....ipl
By A L

-

gl Lo oSal Al 05 e 5 5a Ladla) daalally Wal) il ol salee 468 5e e 2Ly
pd [ WA JS 3 55 el L o I LB Sage aaaf aaaa /Sl

oo sumgay A g5 )= A ) ) gual

- .

B amuw Gilealal) @@JJSSM 3y iuds g da
WLM FONES| 53 6 \43'&)\93

el 2012/07/31 G sall a1433 Gl 12 DR g i 0 Alad) L200) 2myy

10e A 5Kl g A g pRY) o oSal) diad Cunaial cpuaill ray Blia Ciuaill 5 deulil

Lt 5 U e Sl &) se olile Lo
L) Ladli, C3a) S chaln .3

g 55 3940 59 Joual acd/ Lo S 3 sl da s il i Dl Cuaf Al glad) 2y

Addagy Al Al B Aale iy ¢ g 4delh gl ) (o g dsa gl Ledtd Aol 0da dadd J) Aally
“(:’;’ﬁ\é,:nb

Llad) il ) &sas

(\,_\(’ b}

Vo))
Jalad) A58 Lal

PO. Box 108, Rimal, Gazo, Polestine fox. +970 (8) 286 0800 s 1., +970 (8) 286 0700 Jlaol

cals sbaauld 532 Loyl 108 .o 0
public@iugoza.edu.ps  www.iugaza.edu.ps



(28-25) ¥ — 4k 35



5.“;'

@ ol (e Dl Cilas ) agr S ALY Gile 3 allal alls 5
Lsing liege Wiall g

) aaly e lhe ) Jial da QI ally iled Jpmae iy Wliay b 4 Liay G
) Ldaiag layee 8

S8l s

DsShe Bl 0585 o i nds Ledaly aag)

ALS) b selel Gphll age e )

csle B A e S5 Slaly SlBaal UK )

- oanllally e lagdlly gaaally cpaill 79 )

j

Jedlad HUan) JUa yal ... Jiall g (g2a

Ealy)

&Y daal daaa

- + o+ o+ o+ o+



Il i

diny (e o Dladly $ally (s cpdlall o &l oae e Gl J5 o) deal)
amaas Al Jog agle ) loa dese e Walyus 43l ) ) Lelay s Tpdines Lala il
s e U ci):ﬂsmexuj

o) 2my i (40 1) " Add K35 R Kb a5 1 e ) Sl Yl
padl of iyl Gl 4yl Juailly Bl cbajlails Gagsill e il aasl 1 il
s el oy L) daalall aels Gl a oty allasw il s Sl
Lo dlls dipyll 48 aae (Agall dli) e glde jgisal) 30y il o iyl Jualdl)
o " talug ade i) Lo ilacad) Cusa ST ) Gl G seads 43l 4Ll
) OLuls £(982 11828 cusall 12002 e mnns) " 35 ¢ 20 8 B 5 Ll e
Loy ol 2Lbly amgis ole n o 4a8 Lo e 4ty oy sVl Laall 3 osilos 40 3is o
Wl (535 Jalaill 35 (e die 4laiS) Clgla

Bl pme eeeeeeeeeeennn sSall Al Al (geme ) QIS Jpage Sl
o3 Ailie Jol Leghimil ¢ Jalall 258UAl) Linl guinc voneennee 5Sally ¢ oalal) sl
i aeale e ALyl o3a slily el & Sl aaysaly Al

Jas o) ally clged bl sl AN ally Y sl il S angly LS
pball Jingils celeally slaaly e

& Sy den (e osedd Ll GuaSaall Balidl ) ¥y Sl axil o iy LS

34 Sladl (b aale o Rigaas Aapeal (a8l Bystia (J sl e IS g AlinY) aas

8 andy sl gumadl Gldaa Jlal M) (agie (adly cam i e Jeal

et ) aling ) Galld len e pl e oA goiagitd) el deslay JleeYl
celyad)

Ol ccagialy clgla il s cpalgiall Jeall 138 8 JLSI 23 Y uils sl

Loy conny d JLSHb (lhadl Gay g (pad ¢ sl ) Gl lin IS Oy i) (pad £



duilydd| gadile
iBdle 53 cilliblaay Ayishuddl) claalal) 8 Auig IV 3yl aada gl Ao
dlall danBal) dandl) Bagay

Y 305 deal dasa 1allll

Sl dl ne e A Gl

Lhulill Glaalall 8 dgs SN sy Cadag dayy ) Capedll Auhall coa
sl iasl) gl bl Chilag a8y Adlall desial) daddll saga Lo s 36 culsilaa
ool Al slans ol alasiuly aalll Bl Al Calaal Gaianly cduhall & g sal 4Dl
A R deny e 33 lldlag el Glealall 3 A SN 30Y) Cadig da
culagill (g Hhy) Calagll) cVlaw (5) Ao ey 8 (47) (e s g cLlall 3ylaY)
(52) o sSe e o i (M Ciulagill i) cadagll ¢ ) Cala gl gyl
Cilaalally Llell 3131 331 e 128 (58) &) Ashall psine Joal (10 (%89.6) Az <fajd
& Dbl Gavial) daxll sasa Aayy el Dlinds o madY) a3 AdlLY)) duladal
388 (27) (o s 8y Al GlIS Al jli dgay (e 33 illadlae Apianddl]l Clealad)
Ola¥ly AL claiay! caldieY) dusald) dpld) Culall) cVlae (5) e ey
Al Wl (487) e L8e die e itk SERVPERF (ilie cos ocabaledll
Lol UK Al e Dty W (10950) AU 4uhall adine Jual (e (%5) dasiyg
2012/20171 yal) alall o oamdY) ¢ a1 A1) Lpishandall laalally

] O gl Bas ) Auhal) clags B

8 s SN 5y Cadag Al KU el lad) Jassial) o dhall il cayedal L1
A3dlge Aa)ys (%73.80) il duhall slal c¥lae 8 33 lsblay Ayl Cilealal)
dayd ((%79.07) Jall Cadagll dayy : JEIK il e clVlaa) Cuils Cua 08
@il Calagill days ((%73.11) @Y bl dag ((%78.69) Y Caukagil
(%63.14) Il Cada gl daps «(%68.70)

o8 layy Glasgie G (0.05 > a) AV (ssiwe die dilaa) AV Gl Gg58 s Y L2
33 Cillabla dpiaulil) Cilealall & A 5K 5ylay) Calag sl Llall 3yaY) ol
Geadl) Cilgis il g3



o0 Glany Glawgic G (0.05 > a) AV (gsiue die Aflas) AV DI (958 aagl .
sy llilaey dyhulill Cilealall 8 g iKY 5ylaY) Cadags danal Lled) 3131 o)
Al Asalal) wllal (aadY) ) GArdlaY) deslall el (g

8 Aallall Ladiall daxal) sasa Aapal KU il lad) Jassgiall of Ahyall il el
Aadlge dayds (%62.3) &l duhall 3l c¥lae b s bl Aidandill Cilealal)
Gailsall ((%66.7) gle¥ls Al 1 JEK gl e el laall coilgs Cua ilan sie
(%60.5) bl (%63.4)  dplhe¥)  (%66.3)  dwseldl ol
((%55.3) 4 kanY)

o Glanyy Gllasgie G (0.05 > a) Ao (g5 die Afilias] AVY 1Y 3558 a8 Y .
83 ollailagy Lidaidl) Cilaalall 8 Adlall dadial) Zaddl 5a5a daal L5l LIS 4k
(5 ¢ SY) gall il (g3 e laal) 028 Jsa

o Glay Gllasgie G (0.05 > a) Ao (s die Aflias] AVY 1Y (3558 a8 Y .
53¢ ollailagy Lidaidl) Cilaalall 8 Adlall dadial) Zaddll 5a5a daal L5l LIS 4k
el il (e (abalall (gle¥ls A cdpalaie) cilae Joa i Agas e
55 (0.05 = ) ANV (g5t die Alian) AV b (398 2y (@bl (JsV) (ol
(Alaia¥) cdsalall alall cailsall) ¥l dsa el «ds¥) (bl (sinall uial
bl b)) aalsise Al Al o) llal @l g

o0 Gilay Glasgie G (0.05 > o) AV (g5iee die Aflas] AV DI (958 aagl .
e Gladlaa 4ndaulall Glaalsd) 8 Zollall dediall dadddl 325 An)al Ap Al LIS Al
dralall wllal (Y] Al all)) Aedlal)l il xS cVl eda U
Aadlay)

lagia Gn (0.05 > @) A2 (s die dilas) ANa D duage didalii)) ADle 2a .
Al et Aaadl) Baga dajag g SSIV) 3ylaY) Caula g dasyal Auall aldl paE culago
86 Gladlaa Apidaldl) Gilaaladl & 4l S



gilua st abl e OlS Al mili e gl

LAy FSIV) 350 el Cala il sas dagill ) didasddl) Clealad) o2 3)5 o
Agidandal] Cilaalall & g SV 51y Cada il AU il i e Jaal)
Sy Cadaghy pueaidall o)pally dlinay) cleall dudanddl)l Glaalall pueiid o
(sl clpalaadl (mmy cl) 4 AL agies DA e Glldg gy S
clysal ey el gl cchaigalls

Ba e ddlle dapa Gledldl 3asn Ghgiue @Al Liphulil) Glealall o2 35 0
v i) ()50 daadl) 3a5m aladf A8S, ALY

aiing) Aol eolKae Jal dgyadl Al Jo dndalddll Glalall gajad
Al pe Calalailly ¢ slaill 23lall dlaxin 1

Ale Bagany dgs KNI bl Gaal alatiul cileadl) aas e 585l



Abstract

The Degree of Employing Electronic Administration in Palestinian
Universities, in Gaza Governorates and its Relationship with The
Service Quality Provided to Students

Researcher : Mohamed A. O. EI-Agha
Supervised by : Professor : Alyan A. S. El-Holy

This thesis study aimed to Identify the degree of employing electronic
administration in Palestinian universities, in Gaza Governorates and its relationship
with the service quality Provided to students, the researcher used the descriptive
analytical approach for its relevance to the topic of study, and to achieve study goals
the researcher used two tools : a questionnaire to measure the degree of employing
electronic administration in Palestinian universities, in Gaza Governorates form the
senior administration point of view, which consisted of (47) items distributed to (5)
domains, (administration employment, human employment, technical employment,
security employment, financial employment) and a sample of (52) members, with a
percentage of (89.6 %) of the original society that consisted of (58) members of the
senior administration in Palestinian universities (Islamic University, Alazhar
University, Alagsa University) were chosen to apply the first tool . The second
questionnaire was to measure the degree of service quality provided to students in
Palestinian universities, in Gaza Governorates form the students of education schools
point of view, this questionnaire consist of (27) items distributed to (5) domains,
(physical aspects, dependability, response, Safety and security, empathy), according
to SERVPERF scale, and a sample of (487) students, with a percentage of (5 %) of
the original society that consisted of (10950) students of the education schools in
Palestinian universities (Islamic University, Alazhar University, Alagsa University),
were chosen to apply the second tool .

The findings of this study showed that:

1. The results showed that the overall Moving Average Linear Weighted of the
degree of employing electronic administration in Palestinian universities, in Gaza
Governorates, in the study tool domains, was (73.80%) with large approval
degree, and the domains were as follows : The degree of technical employment
(79.09%), the degree of security employment (78.69%), the degree of
administration employment (73.11%), the degree of human employment
(68.70%), the degree of financial employment (63.14%) .

2. There are no statistically significant differences at level (o <0.05 ) between the
means estimates of the sample to the degree of employing electronic
administration in Palestinian universities, in Gaza Governorates, form the senior
administration point of view, due to the variable of service years.

3. There are statistically significant differences at level (o <0.05 ) between the means
estimates of the sample to the degree of employing electronic administration in
Palestinian universities, in Gaza Governorates, form the senior administration
point of view, due to the variable of university (Islamic University, Alazhar
University, Alagsa University) in favor of Islamic University .

4. The results showed that the overall Moving Average Linear Weighted of the
degree of service quality provided to students in Palestinian universities, in Gaza



Governorates, in the study tool domains, was (62.3%) with medium approval
degree, and the domains were as follows : Safety and security (66.7%), physical
aspects (66.3%), dependability (63.4%), empathy (60.5%), response (55.3%) .

5. There are no statistically significant differences at level (o <0.05 ) between the

means estimates of the sample the degree of service quality provided to students
in Palestinian universities, in Gaza Governorates, form the students of education
schools point of view, due to the variable of gender (Male , Female).

There are no statistically significant differences at level (a <0.05 ) between the

means estimates of the sample the degree of service quality provided to students
in Palestinian universities, in Gaza Governorates, form the students of education
schools point of view, about the domains (Dependability, Safety and security
,Empathy ) due to the variable of study level, and there are statistically significant
differences at level (0.05> o) due to the variable of study level (First , Forth),
about the domains (physical aspects , response) in favor of forth level student
sample .

7. There are statistically significant differences at level (a <0.05 ) between the means

estimates of the sample the degree of service quality provided to students in
Palestinian universities, in Gaza Governorates, form the students of education
schools point of view, due to the variable of university (Islamic University,
Alazhar University, Alagsa University) in favor of Islamic University .

There is statistically significant a correlation at level (a <0.05 ) between the means
estimates of the sample the degree of employing the electronic administration and
the degree of service quality provided to students in Palestinian universities, in
Gaza Governorates .

Accordingly, the study has recommended the following :

Palestinian universities should move towards full employment of electronic
administration .

Working to Provide the necessary budgets to employ electronic administration, in
Palestinian universities .

Palestinian universities have to use the advisory bodies and experts to employ the
electronic administration, by inviting them to participate in giving some lectures,
seminars, conferences, or organizing some COurses.

Palestinian universities have to work to achieve the service quality levels with a
high degree of attention to all dimensions of service quality without exception .
Palestinian universities have to keen to immediate response, to solve the different
problems of students, continuous cooperation, and sympathy with students.

Focusing on providing services by using the latest electronic technologies and
with high quality .
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