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The relationship between Communication Skills and the Quality of

Service: A Case Study of the Palestinian Al-Karama Crossing

Abstract

The study aimed lo identily the relationshp between communication skills (verbal and non-
verbal) and the quality of services provided to citizens at A/-Karama crossmg. The study employed
lhe descriptive analyitical approach;, and the stuay population consisted of workers at the Palestinian
Karama crossig with admmistrative posiions (180 male and female employees). /f used the
guestionnare as a tool for collecting data liom the stuay sample. (108) questronnarres were
retrieved for analysis and study, with a recovery rate of (88.3%,). The structural modeling program
Smart PLS V3.3 was used fo burld the main mode! of the study and les? its fiypotheses. The study
revealed several resulls, the most sggnificant of which is the existence of a sjgnificant association
between efléctive communication skills and the guality of services ofléred at A/-Karama Crossing.
Furthermore, communication sk1/ls account for 82. 2% of the varzation i service quality al Karama
Crossmg. The stuay presented varrous recommendations as a conclusion. The mos? crucral of
wihirch, at the level of crossing management, Is lo concentrate more on developing verbal and non-
verbal commumnication skills among employees ar all levels afier confirming the impact of these
skills on the gquality of services provided o crtizens. Additionally, working to enliance the role
of modern technology i reducing work pressure, especially i times of crowdmg, and using e
most gppropriate metliods, especrally for the elderly and patrents during these times. Moreover; the
study made a broad reconunendation about the need for fiture research on a range of topies relaled
1o the relationshp between différent variables and service quality, as well as low fo assess s

relatronshp fiom botl the perspectives of service reciprents and stafz.

Keywords: Comumunication Skills, Quality of Service, Karama Crossing.
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Awhyl Zd 903
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14
LBA e ciled) ‘
Foalaey)
s galal)
Llaiay)
ok
cibalasl a

(Adlad) cladal) Ao Jalais) cald) das) @ jaaall) duhall zigai 11 J<&

:auuljall auagio

by el aagl) mgidl alasia) S gl lasly duhall Gl gdan A,
Modeling Equation Structural i<l ¥ aleall dadei Caglad aladial &5 3l 13
Lyl Akl e Ziladd Smart PLS asiiall Jlasy) dulaill iy aladiud DA o
Oafiaally Aa)SH yina 8 d0)ly) Caillagy Cplaladl (o dushall paina (5S35 L Ll @ Lidlg
Glaowgall S cedlilally Jaill GlSys Al cagaally pleall Lua o) sl bl
Aikagag lilase (180) aal pdase iy (pdly o omall b Aelall dposSal D2 BgasSal
leans il Adlpde e JLEA) &5 imal) B3] U G Loy Uaag s o o clilull Gy lldy
(108) ¢layiud &3 ¢(2012 ,Thompson) gaiw dales e lalael diay 535 (122)
st (85 (88.5%) gl i) dpas IS5 duahal) A e dilailly duadpall AL Slilan)
OmSan Glo lpamse DA e 80U il 3aal) (e @il & L Auhll el dualia
Jlaall lgie S elaiily Wiz boa Ladlueg e8laY) iy dasdle (o B alaia) (53 (ga
A Cuiag (Al
)l Gl}d Jalas

bl z3sail i g 5 ) Ayl yiilaye DA e daball z3sa Qa5
fob L g ¢ Sl dgail) (Julat L iy A1) A0 Als sl
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Measurement Model Assessment uLall 7 igaill s

Convergent Wl Gaall e JS Gebd DA o bl 2350l Jod a8 S
:4u)ya 512Y Discriminant Validity (sylall saally Validity

Convergent Validity dujall 518 & Gaall

Factor Loading zisaill culyadl audall (uld DA (e zisalll Gaa aull & Cus
AVE zasual) cplall daugiag Composite Reliability <Syall il Jalea <l
Gsiall 585 (0.5) e ol cul€ Luhall z3gai b puas auds G ) @bl g
cada g ccaglhaall Gluaall Wan W1 opijed Cads club o(Hair, et al., 2010) Jsssal)
) S g sana sl (AVE (Ll Lacosio b dliie daess ) Jpansll Sl (mas
Whal Ly oamsadl Ll 5lats ol At a5 (10.7%) iy Gty s (7) Lebia
Gaad 2 ¢llyyg L (Baglou, et al., 2017) duhl slal <y (e (20%) Llad Gadall s
Hair, et) (0.7) Jelsa)l goend Syal) il lina i cijslads (0.5) oo ST Ayl
.(al.,2021

Discriminant Validity du)all 7 3gail (hlaill (gaal)

«Cross Loadings skl cilxaiilly Fornell- Larcker Criterion jluas aladia) o
_eaiall Glydigall bl )) (g2 Fornell — Larcker s i . (ghlall 3aall o (g2aill
O WS gl culy Cross Loading jlaal eha) & 4de .(Hair, et al., 2017)
: Jall (1) Jsaall i Cross Loading dalaliial)l cileadil) 4 gbas
Source:) dull cfial dakliial) clauiill Cross Loading jLad) gilii 11 Jgaa

(Smart Pls Analysis

Ahlge | e @blga Jalad)

AN | Lgeldd) | Alany) | Galaball | dalacl!
18 s galal NE N A 3l s

0.542 | 0.355 0.437 0.402 0.459 | 0.503 0.745 Al
0.7 0.383 0.594 0.526 0.59 0.696 0.822 A10
0.454 | 0.438 0.396 0.209 0.409 | 0.427 0.651 Al12

0.531 0.305 0.38 0.34 0.345 | 0.391 0.649 A3
0.42 0.223 0.363 0.376 0.421 0.54 0.716 A4
0.554 | 0.327 0.568 0.623 0.524 | 0.592 0.691 A5
0.425 0.19 0.309 0.37 0.475 | 0.427 0.701 A7
0.36 0.285 0.487 0.248 0.46 0.554 0.782 A8
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O | dswgaldd | Alsaad) | cabball | dslaey) “hles | o Shlea | delel
sl | oA | L
0.407 0.269 0.432 0.249 0.433 0.488 0.695 A9
0.495 | 0.248 | 0.456 | 0.617 | 0.498 | 0.624 | 0.49 B2
0.562 | 0.422 | 0.5 0.4 0.495 | 0.709 | 0.557 B3
0.639 | 0.455 | 0.652 | 0.619 | 0.648 | 0.81 | 0.557 B4
0.584 | 0.478 | 0.663 | 0.753 | 0.66 | 0.819 | 0.54 B5
0.634 0.5 0.671 0.493 0.611 0.832 0.67 B6
0.415 0.509 0.662 0.409 0.575 0.698 0.407 B7
0.577 | 0.525 | 0.704 | 0.55 | 0.709 | 0.831 0.627 BS
0.585 | 0.574 | 0.697 | 0.716 | 0.791 | 0.839 | 0.597 B9
0.617 | 0.55 | 0.716 | 0.703 | 0.849 | 0.732 | 0.577 cl
0.49 0.502 0.574 0.598 0.762 0.615 0.346 Cc2
0.391 0.45 0.536 0.573 0.763 0.597 0.384 C3
0.455 0.376 0.502 0.622 0.676 0.574 0.363 C4
0.476 | 0.569 | 0.464 | 0.262 | 0.624 | 0.456 | 0.549 Cs
0.584 | 0.627 | 0.615 | 0.405 | 0.733 | 0.581 | 0.599 c6
0.528 0.495 0.672 0.852 0.698 0.668 0.471 D1
0.443 | 0.353 | 0.553 | 0.827 | 0.602 | 0.562 0.387 D2
0.534 0.465 0.654 0.846 0.686 0.678 0.512 D3
0.284 | 0.152 | 0.292 | 0.636 | 0.372 | 0.288 | 0.188 D4
0.587 | 0.336 | 0.553 | 0.828 | 0.542 | 0.564 0.362 D5
0.591 | 0.393 | 0.644 | 0.747 | 0.561 | 0.633 | 0.483 D6
0.448 0.456 0.708 0.515 0.564 0.562 0.369 El
0.486 0.537 0.775 0.483 0.582 0.632 0.509 E2
0.459 0.672 0.779 0.522 0.608 0.594 0.431 E3
0.607 0.494 0.763 0.646 0.586 0.679 0.566 E4
0.512 | 0.629 | 0.736 | 0.378 | 0.515 | 0.571 | 0.543 E5
0.485 0.352 0.663 0.652 0.55 0.551 0.346 E6
0.303 0.412 0.635 0.522 0.546 0.525 0.354 E7
0.429 0.73 0.6 0.439 0.491 0.459 0.241 F2
0.507 0.707 0.432 0.476 0.58 0.415 0.226 F3
0.279 | 0.67 | 0.472 | 0.17 | 0.406 | 0.359 | 0.259 F5
0.553 | 0.735 | 0.554 | 0.359 | 0.531 | 0.498 | 0.494 F6
0.402 | 0.775 | 0.491 | 0.264 | 0.497 | 0.439 | 0.31 F7
0.758 0.535 0.604 0.548 0.456 0.602 0.507 Gl
0.64 | 0.517 | 0.353 | 0.319 | 0.451 | 0.362 | 0.31 G2
0.649 0.382 0.396 0.245 0.427 0.419 0.49 G3
0.811 | 0.473 | 0.526 | 0.455 | 0.55 | 0.64 0.6 G4
0.698 | 0.325 | 0.359 | 0.475 | 0.474 | 0.442 | 0.344 G5
0.844 | 0.449 | 0.556 | 0.605 | 0.616 | 0.683 | 0.643 G6
0.798 0.498 0.569 0.602 0.592 0.586 0.6 G7
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Jlae b eV oo Lglads ol higall gaen Gl and (iladl (1) Jgaall DI Gy

sy @bl Gaall @is 8 Aubl z3sw G Jsal (e by ] daiiall alsal

Fornell- jlus. Ao alae) @rlall Gaall sl 5 WS .Cross Loading jlas e
th Lad HLEAY) s i cpw (2) a8 Jsaslly Larcker

Fornell —Larcker (source: jLaa 38y gplaill §aall jLod) il :2 Jgan
(Smart Pls Analysis

Ahdl clylge [ Akl e cililga | Anwgalal) | Calalail) | dalacy) | L) | ol

0.746 ol

0.813 | 0.657 Alaiay)

0.81 | 0.778 | 0.688 Aalaiey)

0.793 | 0.744 | 0.731 | 0.638 Calalal)

0.724 10.482 | 0.696 | 0.707 | 0.61 G galall

0.724 0.429 | 0.525 | 0.641 | 0.621 | 0.683 | ihdl e cil)lga

0.774 0.719 0.604 | 0.738 | 0.738 | 0.725 | 0.73 Aalaal cilylga

L)lhe dusd pa g Dol A el apal jaxie IS Ol aad ailad) Jaadl G

(el il G Lad il pusiall o JAIS 353 p2e Jin La st AT clpiially
@rlally ) Gaall Gis 8 zisall Jh Jal (Sa i Le DA (e - iie IS
A 8 Al e slae¥) oS Jullg
duljall dixc p1jgi

Bl l<E pand) B Gun e ¢ sSA (1 (76.9%) s e Al die il
5l L ((65.7%) agiss il Cun LY (oo 40 e BT = Gle 25) Ayl
DSV Ztl) IS 0 calel) Ayl Ca g L BT (2.8%) @lsy (S ale 55) Ayl
sl Jase Cslans (e Fas ClSE La (66.7%) Aoy ¢ pusygllSll da s oo Cplialall
Lad ¢(90.7%) agionst cials pumall b Aine Cillag Gl o) L(23.1%) 090 Leg
cilS 3 cAglaal) Al Cun (10 1(9.3%) LSue ol Al Caillagy (slens (g Fad iy
i by Cus (Jilh @lgin 5) B3 Clgin gl Gal Auall die B S Al
s by (€1 L 51) 58 Glsie agadl (el J) dacall culS Lud (36.1%)
Al die e (18.5%)
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iyl dnljall Slusgs JLisl ailii

:Structural Model Assessment AUl zigaill juads

dflian] AN I3 ADle agag sl U iH, T Gl Aalpall dpa i Sladl DA e
‘:L:\MJAAX\) TN u:\)shmﬂ dadaal) el Bagx (g ‘w\ )le.A]\ 65 U:\Lx\:d\ A
oo b 2y Jally gl Al 2 3satll i 5 o(cidabelly ¢ Y1 cdnlae Y] dilaia)
1 A (3) a8y Jsandl & il cuiy WS ) Ut of das

(A 7 35all 538 (385 Acalyall Afyl) il LGRS il 13 Jgan

T Statistics Original
P Values ALl Aol
(IO/STDEV]) | Sample (O)
0.000 9.074 0.752 Laxa) saga <= Jualsilly Jlat¥) Ciljlge | HI1

Ob Jsdl oSa ¢ AL Zasaill oa il DA ey cdadall Al Al jLady
cAadine (bl yes (ddalll) daalgilly Jua¥l cilylga (Sgie o Lol dBle ol
Bl dad cal Com AalSN uee b Gl desially Waolal @ilesall s3ea g
¢(1.96) AalL) Adganl) Lgiasd (e el cul€'t dad Gl s G (0.907) Gopriall G
ALl ANV Aed caaly Gua (0.05) aciall AV (ggise (e JiT Ailan) Lo cuilSy
e Jall (2) J<al & sallally R-Square dad PIa (g -das8y diage a9 (0.000)
(82.2%) disusi Lo skt (Ladll) g cudadlll) Jualilly Jbai¥) hlge GL sl (S
o iz Lo sa9 AbSN e (8 (jileall dadiall Glendl) Baga (& Jdealad) cplill e
Geend (6l Eagan Gl (0 (82.2%) e (Aakadlll e g cddaalll) Jualgilly Jlai¥ ilylge
il R? jpuit Jlanal g dniipe e 05 ca35n)) e Dl

(Smart-Pls galip JM3 (o Galil) : juaal) AU 7 agaill iy R-Square dab :2 (<&

)
0.839
adlaicVl
s \ /@
s e 0183 0879 wablail
[]
0.986 0.907 0.909
042 Shes 07 Elawyl
Jlasul
Jeslsills Sas
Aol dpwgalall
olell
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ducpall duuljall Sloo JLisI ailii
(4) Jsaal) & minge 58 LS cucp lumd bae ) (o) dont )l G pdl) i o
il Ayl A il D jal) ilucajil) L) il Gl cAuapall g dgail Sall ol il
:%Jf [UXS
g IS 3gas (4) sond) b @bl el G (1-HTT Lol daia s —
e Cun cdadiall Lasall 83sa g Adadlll e Jealsilly JLai¥) cihlea o s
On b)Y &l us (Chin, 1998) (0.33-0.19) ¢ sl 13] ddsia R 48
LY cul€y cAdganll t dad Lol gyl Loguenall t o il (0.14) popuiiall
(0.05) Jssal) ANV (s5isa gslass
Fadzall dardll Baga alaad ( dadadlll e Jlat¥) clylga o bl ) dad DA e —
2-HIT lbaaydl) ic L oy (cablally claia) o) e 6 A
e L) Cllga g 58l Criall G Ll Y1 a8 Gl S5-H11 ,3-H11
Bl 03gl Aiguenall b2 iy Lo sag ADle dgag o Al e culS Akl
ANV (ggine e el cilS @i, (1.96) Ldsaal) t dad e S culS Al
oo deyinall S-HIT 3-HI1 2-HI1 ciluajll (=) & ks «(0.05)
e Al il Jgally Luhall gV Lt il
Dl 59 i (Gl Joaall P g A-HIT A il dacajdl) LodY dam -
claadll Bass alaad sl dolae¥) aa ug Ldaalll e JlaY) Glga o Al
Lot o ST Ligendl t deid i€y (0.128) cpopiall (g Jaliy V) dad caaly Gam
(0.047) lgnasd cualy Gun Jostall AN (giane (ga ST gl cilS Lo Algaall t
Oaiall G A ADle i Lo g8
ol cyelal 3 ¢ Y (4) Jsaad) b @bl ey «0-HTT Lol Lol das —
Ity ljlga o AV 3 ADLe dsag (it Cum (O—HTT due il doza i) daia
Logenall t o CilS Cun cdadal) Laxal) 535a Al a1 Lonsgalal) g Adaalll e
sl J5 a5 (0.047) ilasy) Lo il ¢(1.96) ddsanl) Lgiad (a e
DA (b ¢8)5Sall A il daia (5 8 T-HTT daejdll G jdll Hlod) Pl (e —
Al Juady) ahlge G Ao Ay Tl agag a3l (4) Jsaall 4 <l
(1.96) ddyadl lgiad (o el t da iS5 (0.633) 4iad Cualy cdarall 52ng
A AN a5 (0.000) caly Al A8l dblas) ANA PIA e sedas Le s
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~H11,10-H11 ,9-H11 ,8-H11 ,7-H11 Zue il cilucaydl Hlas) DA e —
Soms cnd a6y A il Gl dll dana (e il @ @ (12-H1T 11
i) (L) deadll Basa dladd e IS (g Akadlll JLai¥l cilylga G dDle
Jeslilly JLat) iblgn e L) IS 8 ¢(dapalally cablerll dple !
o slel B sg] Agundll t ok asan il (Y1 Ul e lgs Auladll
85 (0.000) b gl dileaay) YA guan iy (1.96) ddsaal lgiad
9-H 1 8-H 1 ,7-H 1 Gl ol Js & iy g bleas) AN
12-H 1 ,11-H 1 ,10-H 1

gsalll Uy ) At ) Lnda il Lol b ) L8N il 14 Jgan

bl Al
= Vil T Statistics (|O/ Original — Al
STDEV]) Sample (O)
0.050 1.961 0.14 Aaddl) Bags <— Lobadl ye 1-H11
0.0546 1.9264 0.1196 oWy <— bl e 2-HI11
0.0513 1.9533 0.1273 Llaaay) <— bl e 3-HI11
0.048 1.9746 0.1282 Lolaey) <— 4dadl e 4-H11
0.051 1.9512 0.1227 cablaal) <= dladl e 5-H11
0.047 1.9902 0.1114 Fowgalall <= Abil e 6-H11
0.000 5.9669 0.6333 Aaaal) Baga <— dukadl 7-H11
0.000 5.3925 0.5409 ol < ks 8-HI1
0.000 5.5643 0.5761 Llaaay) <— dba 9-H11
0.000 5.53 0.5799 Golacy) <— dubail 10-H11
0.000 5.2546 0.5551 cibalail) <— 2l 11-H11
0.000 6.0257 0.5043 T galall <= Al 12-H11
bl

tlgaal lalivi) Basy dulyall s i

LD e (B cplalal) gl dealsilly JLat¥) hle (o dpayhas dusf ABe ol —
OsSliey Gslelall il LS by ¢ junall jae oy ilsall dadal) daadd) 535 g
5asa bigis Gaend e ol T LIS Jealgilly JlatV) cihlge o el cibigics
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SV (2019) (gslas dubys Lgal) coald L e Gl (3ilsig ¢ punall (8 dadial) daral
2l WS el 835 g Ll lasind) G dugies ADle 25mg iy
El e daball ad) Cuald Lo Pl ezl 13a (2018) (samay 8341 Al
e lgie dunglgall Lalig Jealgilly Jlat¥) Jilus! i€ 5350 @llia & cuiy
Jealsilly JLai¥) (g5inn 0 3B 35a5 ST ) (2018) e dadys Liadly ¢ Jand)
cstlagll o3V Baga Gy (olaY)

Bass (g Dyite (S Audaall) Jlat¥) chlga G Auayhag dug ADle s ole J<i -
WBle a6 )e.md&.u Wiy e ) laalasly Gy alal) Lhaea dasial) sl
3 (2005) 3l Audys ) raals. Lo qn g G 130 il (555505 Fush Ll
Bles Laa @Y Ja¥) dideld e il dealsilly JLai¥) ciblga ST G gl
Akl hlga a5 g Ly Gl

A Ay aads e JS8 Al ye Jualsilly Jai) Cilga G c3jiie IS —
e e de b ‘L:.u‘)-l Vgl e (A9 Ly dasidll lendll asa C_:L_;
L 4 Gela Lo ae Al o3 (mleiiy ccibalelly cdilanal (LYY tsagall
e Jealsilly o L) & cblgall aal G cajglil 3 (Kapur, Radhika (2020
Akl e claal) e lape s calalelly 2y 2lly Laall

Glogill
o L Ayl aags il ilalinal e Talae)

Jealgilly Jlai¥) g doati e ] IS S Aahall wil e BalinaY) -
sda il (e gaail) 5 of dan Slldg cagibigie A8SH Cplalall (o2l Aadlll yu g Adaal)
 Cnidalgall danzall caleadld) saga Ao iyl

b e capdill plaall dee (B ol Lagle€all Ho0 judat e Jaall 8y9 jum —
ally ) HLST Lala Adle ASY) Gyl pladindg alasl) i) 8 dals sl
LlE) eia Pla

U:WL‘}AH <l yad C{U ggeall & Juay) _)i):ﬂ s el 5yl f— O Bygpa —
e dualsilly agale il Cuibalpall o Jgod pgilends dubaes

Chlge GsSlay adl) (il gall dualing Jaall danla pa 263l Lay (il gall g sale] —
Dsgenll e daletl) G ginss ) Caillaglly Jaalgilly Jla)
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Ol Jie ddd)l alsadl Glajlee DA ala pain€ JlaV) g 21 -
e pealen gshaii 5 seand) go dualsill agia Caglhaall Guilasall punilly LYl
) ae dealsil) e 113e

38 A Aalel BaasSal) Szl A8S o Lgibuagiy duball o2 gl Gubs —
il (Ao Lgibuagi s duhall w5 &k Gl as (Sl ¢ Gaibalsall Lgilers
bl asSal)
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2ol30ll dojls
Al gaball Yl
ot sl Lpall Gall) & loall )lgw daatil - iRe gralin Dol L(2015) (g cBras 5o
Lysas (3l daals cByodia yue 8530 dagylal gy (pualalil
Belall aghs depus il At b (o) Lntlicd Cislags 51 (2017) Lobud c5aly o
GOl dnalall Bsiie e piweale Al 86 3 b)) bl Caall Al (s
U:\L.uﬂﬂ By
Jb 8 dnia a3 tUgysS ey corally dealsilly Juai¥) L(2021) dens ¢ g
&LM\ calaadldl Baga (wnd ‘f QLQ}LLA\ \:\;}S}.\Sﬂ (-.\Jil.u\ 99 (2019) JLA.G séjl.'\_.\]
Local Y] daalal) ypiin p yiwale Aluy (MTN& Syriatel) Y laiy) @lS)s
Lgeall Ayl 4)sgandl ds)suddl
Alall it (placds & 5ol Gl sae +(2021) ibacddl] clasdU (5al Sleal)
0w 202 s 11 Aol Cra il 2021-1997 ddadladl) Cosa
https: //www.pcbs.gov.ps/Portals/_Rainbow/Documents/%D8%A7%D9
81%D8%B8%D8%AT7%D8%%85%D8%AD%D8%A7%D9%84%D9%
html.2010-8A%2097%AA%20%D8%B9%D8%B1%D8%A8%D9
tolee (2 L) (el glals slai@y) Glle & Juat¥) hlga ((2015) Cpes cain
csilly pdall aalsdl Hla
Aoy tASHN Ag SN dasSall Ul 3 daeganll dardll 52gn 1(2017) & ¢illalas
.467-451 (12)7 cdalanidy) (65 Ass e 2\.4}5;
casilly el ey sapaldl) (Jladl) JLa¥) 08 .(2015) Jme csres
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164-145 :3 il cluwsal ol
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slia Jh plee L Aaal) Glebiidl i sagall 1(2002) <3l ¢ Ll ((gala <o)l
sl Lyl

Jens Agidacddl) selaall cS5d (e Aediall hladdll 53ga (S5ise -(2018) duasil cligall
UM cd_..ﬂ;j\ daals Bygdia p& ‘)_.\:\MALA M\M‘) ‘LQ‘):I}L:I

casilly il Aol jen Ascda 132 (Jlail) @llga (2018) slle (lias,
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