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ABSTRACT

Measuring the Quality of Traffic Department Administration’s Service, Winner of The King
Abdullah Il Award for Excellence in Government Performance and Transparency, from the

perspective of the Employees and the Beneficiaries of the Service

Prepared by
Mohammad Mahmoud Al-Qatarneh

Supervisor
Prof. Mohammad AL- Nuiami

This study aimed to measuring the quality of Traffic Department Administration’s
Service, Winner of the King Abdullah Il Award for Excellence in Government Performance
and Transparency, from the perspective of the employees and the beneficiaries of the
service. In order to achieve the objectives of the study, the researcher designed two
questionnaire, first, consisting of (38) paragraphs to gather the primary information from
employee working in Traffic Department Administration study sample which consisted of
(200) individuals. The Second questionnaire , consists of (24) Paragraphs to gather the
primary information from beneficiaries from Traffic Department Administration services
study sample which consisted of (200) individuals. The statistical package for social
sciences (SPSS) was used to analyze and examine the hypotheses. The researcher used
anumber of statistical methods to achieve study objectives, such as Chi2. The main

conclusions of the study were:



1. A relationship statistically significant correlation between the standards of King Abdullah
Il Award for Excellence and the dimensions of service quality in the management of traffic

at the central level of significance (a0 <0.05)

2. There are matching the views of the workers in the management of traffic central and
beneficiaries of services between the application of standards of King Abdullah 1| Award for
Excellence and the dimensions of the quality of service at the level of significance (o <
0.05)

3. There are matching in the views of the workers in the management of traffic central and
beneficiaries of services between the standard of leadership and dimension the reliability at
the level of significance (ot <0.05)

4. There are matching in the views of the workers in the management of traffic central and
beneficiaries of services between individuals and the standard dimension sympathy at the
level of significance (a<0.05)

5. There are matching in the views of the workers in the management of traffic central and
beneficiaries of services between the standard processes and dimensions of
responsiveness and tangibility jointly at the level of significance (o <0.05)

6. There are matching in the views of the workers in the management of traffic central and
beneficiaries of services between the standard of knowledge and dimension security at the
level of significance (o< 0.05)

The Study recommended to consolidate the strengths with regard to the award
criteria, King Abdullah |l Award for Excellence and the dimensions of the quality of service
of all, and to provide all the requirements necessary to achieve these standards and

dimensions efficiently in all areas of work.
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