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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 ammed fo identily the relationshp between communication skills (verbal and non-
verbal) and the quality of services provided to citizens at A/-Karama crossig. The study employed
lhe descriptive analyitical approacl, and the stuay population consisted of workers at the Palestinian
Karama crossig with admmisizative posions (180 male and female employees). /f used the
questionnare as a ool for collecting data fiom the stuay sample. (108) questionnarres were
retrieved for analysis and study, with a recovery rate of (88.3%,). The structural modeling program
Smart PLS V3.3 was used to burld the main model of the study and lest 11s fiypotheses. The study
revealed several resulls, the most sqgnificant of which is the existence of a spgnificant associaton
between effectrive communication skills and the guality of services oflered ar A/-Karama Crossig:
Furthermore, communrcation ski/ls account for 82. 2% of the varzation i service quality al Karama
Crossmg. The study presented varrous recommendations as a conclusion. The most 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 guality of services provided fo citizens. Additronally;, working to enlkance the role
of modern technology i reducing work pressure, especially i times of crowdmg, and using e
most appropriate mellods, especrally for the elderly and patrents during these times. Moreover; the
study made a broad recomimendation about the need for fiture researcl on a range of topics relaled
lo the relationshp between difierent variables and service guality; as well as lhow to assess (s

relatronshp from both the perspectives of service reciprents and stafl:

Keywords: Conumunication Skills, Quality of Service, Karama Crossing:
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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
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