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Abstract

Business process engineering is considered as one of the most important
recent Administrative method logiest world wide. It is meant to recognize
the administrative processes to function within an electronic environment.
For the importance of this new concept this study has been conducted
about Hebron Municipality.

The study comprises Heads of departments, Heads of sections and senior,
engineers, accountants and administrators.

The study aims to getting acquainted with the reflections of reengineering
on the institutional success aspects of Hebron Municipality, and
clarifiying the influence of reenginnering on drafting the organizational
chart of Hebron Municipality, Information Technology capacities, the
efficiency of Administrative processes in the municipality, the study
tackles as well the influence of reengineering on the expectations of
citizens getting use of municipality various services.

The study has adopted the descriptive methodology, in order to achieve
the targets. a questionnaire has been done to collect date officially. The
questionnaire consists of seven parts, the first one a among which is
concerned with several information about the subjects and the
independent study variables.

As for the 2™ part, it concerns the field of study which is drafting an
organizational chart, while the 3™ part questions the IT Capacities at
Hebron Municipality. The 4" part covers the efficiency of Administrative
processes and performance. However the 5™ part questions the
application of comprehensive quality control at the Municipality, while
the 6™ part questions the application of reengineering on the employees.
Finally, the 7" and last part covers the subscribers expectations.

In order to collect data from the sample, specific questionnaire was
designed as main study instrument; reliability and validity of the study
instrument have been proved. 150 questionnaires have been distributed on
subject employees, 144 of which have been filled out, which is rounded
96% of subjects. 5 questionnaires have been discarded, consequently the
final number of questionnaire considered is 137 questionnaire.

The Researcher has also adopted Secondary resources of records and
reports available at the Municipality, as well as previous studies and
thesis’s that covered the subject of this study.

The study has been presented to competent quantified arbitrators in order
to confirm

All date have been statistically processed using the (SPSS) program,
where figures, arithmetic averages ,standard deviations, and percentages
of subjects answers. Also T-Test, one way annova, and tukey Test have



been conducted to measure the dimensional and variances in case of
functional differences.

The study has conduced to some conclusions, most import among which
is the following:-

The organizational chart of Hebron Municipality needs restructuring,
Hebron Municipality Administrative processes and performance need to
be more efficiently, Hebron Municipality is interested in IT systems, and
Hebron Municipality slightly applies the comprehensive quality control
standards

The most important recomendations of the study are: Positively
consideration for investing in IT though its high costs is needed, Setting
ambitious plans for capacity building especially to those who prove a
capability to cope with new modules adopted after the reengineering,
Creating a specialized department for Business Processes reengineering
according to the organizational chart, Selecting a qualified team work
specialized in reengineering to conduct a comprehensive and integrated
analysis of all processes adopted at the municipality, and Draw the
attention of the administration at the Hebron Municipality to the necessity
of communicating with the Palestinian, Arab, and foreign universities, as
well as different research centers to get acquainted with all new
methodologies and research in the field of customer services.
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. S &l gha g Ay YY)
0.59 2.68 40 Ligay &b gl 1)
0.55 2.72 25 ETRRS
0.62 3.14 41 51 Jiae
0.47 3.00 31 Lalaall Jlaa o
_ _ Adalad) 33 g 5040
0.50 3.01 40 Aiigag du88 gl
0.55 2.97 25 ETgrS
0.59 2.89 41 5IY) Jiae
0.51 2.99 31 Teaadl) Jlaa S g (Bl ey
e Ay Aliga o
0.49 2.87 40 Aiigag duid gl REX]
0.48 2.87 25 ETS
0.87 3.47 41 5IY) Jiae
0.80 3.73 31 Loulaal) Jlaa
. S Ol gal) ilad g5
0.85 3.42 40 Ayigay 4ui8 5l
0.87 3.41 25 ETRS
0.50 3.11 41 By Jlae
0.35 3.15 31 Llaall Jlaa s
_ i _ 4,3.\55\ 44)43\
0.38 3.06 40 Ligay 4d gl
0.45 3.09 25 ETRYS
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(P<0.05)

(one way analysis of variance) 117-4
ANy Aol Lo gia £ 5aa Sla Culdl) ylaa Jadl)
Libany) | Lyl ilay all clagall | dal :
0.964 1.928 2
0.048 3.111
0.310 41.532 134
- 43.460 136
0.709 1.419 2
0.091 2.438
0.291 38.991 134
- 40.409 136
0.133 0.266 2
0.729 0.317
0.419 56.156 134
- 56.422 136
1.848 3.696 2
0.001 6.854
0.270 36.133 134
- 39.829 136
0.005 5.522 1.394 2.788 )
252. 33.831 | 134
36.619 136
3.305 6.611 2
0.010 4.738
0.698 93.493 134
- 100.104 | 136
1.076 2.151 2
0.002 6.328 0.170 22.781 134
- 24.932 136
(P<0.05)
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(tukey test)

.(18-4)
(tukey test) :18-4
0.36848* | 0.43155*-
0.06306-
0.55014* 0.49176*-
0.05839-
0.43083-* | 0.22222-*
0.20860-
0.72977*- | 0.70714*-
0.02263
0.41918*- | 0.34710*-
0.07209
)
(
(19-4)

100




:19-4

0.45 3.30 14
0.50 2.87 28
0.58 2.93 95
0.43 3.72 14
0.45 3.60 28
0.57 3.43 95
0.56 2.82 14
0.62 2.78 28
0.66 2.70 95
0.46 3.52 14
0.46 3.03 28
0.54 297 95
0.35 3.25 14
0.47 3.02 28
0.53 2.82 95
0.67 4.15 14
0.83 3.45 28
0.85 3.42 95
0.23 3.46 14
0.38 3.11 28
0.43 3.04 95
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(P<0.05)

(one way analysis of variance) :20-4
AN i dad b gia Esana | clap Ol jaa !
gilaay) | Ay gaal) oy gall Glagpall | A all das
0320 1180 0.375 1.126 3 e ganall Cy
. . " - Jsd H’“‘j
0.318 42333 | 133 | closanall Ja g
43.460 | 136 £ saal)
0362 o7 0.319 0.957 3 e ganall G
. . " < L 5l 5i<S Qbﬁ
0.297 39.452 | 133 | cile ganall Jak e sl
40.409 | 136 £ saal)
0.277 0.830 3 e ganall G L elh o £l
0577 | 0.662 Aaelag selis
0.418 55.593 | 133 | clegenall Jila | AU Cllal
1Y) <l ¢t
56.422 | 136 £ 3axa) P Slasiasas
0866 0,244 0.073 0.218 3 e ganall Cp
. . . - 3agaldl 504)
0.298 39.611 | 133 | <o sanall Jal AL
39.829 | 136 £ saal)
0.450 0.886 0.239 0.718 3 il ganall (i Gakal 2l
- : e g
0.270 35901 | 133 | <losanall Jal Loy i sa
36.619 | 136 £ saxall ALY
1.350 4.050 3 e ganall Cp
0.138 1.869 i )
0.722 96.055 | 133 | e sanall Jal | (uilgal) cilab g
100.104 | 136 £ saal)
0.127 0.382 3 e ganall G
0.559 0.691 0.185 24550 | 133 | cile geaall JAl 4l da )
24932 | 136 £ saal)
(P<0.05)
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(21-4)

il Gail g o Ay ey Auigh Bale ) cilulSad) A jal 4y jlaal) cldl iyl g Anbual) cillaa giall g Sl :21-4 Jgan
B ) il g pacial 5 35 Cplh gall SIS Aga 5 (s Jalid) Al snusal)

ol QA [ abeal) Jau giall 23l 3l i i Jlaal)
0.53 3.03 44 & i 5 (e JB)
0.66 2.77 24 &l giw (9-5) g : 5
0.51 3.01 34 L (14-10) Bl
0.57 2.94 35 BREEPTS
0.52 3.61 44 & i 5 Oy JB)
0.50 3.46 24 <l gl (9-5) L od 9i<5 ol ya8
0.53 3.47 34 L (14-10) e slasl
0.60 3.40 35 Sl 15
0.67 2.81 44 gl 5 e JB)
0.72 2.58 24 < g (9-5) Aoy elis
_ Ay cilleal)
0.52 2.74 34 4w (14-10) s 1Y) Gl ghna g
0.65 2.71 35 ssbdiu1s
0.54 3.07 44 e
0.59 2.97 24 &) gi (9-5
_ 09 ALald) 33 gad) 51
0.53 3.02 34 L (14-10)
0.53 3.07 35 Ssl 415
0.53 2.88 44 &) g 5 Gy B
0.40 2.80 24 ) i (9-5) 8 aigd) G 0B
— Gl B sa e
0.48 3.02 34 L (14-10) REX]
0.61 2.89 35 A4l 15
0.78 3.30 44 <l gl 5 e B
0.87 3.38 24 <) si (9-5) )
— Ol gal) Cilad
0.99 3.68 34 L (14-10)
0.75 3.66 35 S 15
0.41 3.12 44 i 5 e S8
0.51 2.99 24 < si (9-5
_ #0-9) a8l da
0.40 3.15 34 L (14-10)
0.41 3.11 35 Ssb 415
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(22-4)

:(22-4)

(P<0.05)

n

VSR SR - N
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105




(3.10)

(P<0.05)

(P<0.05)
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4. James A. Obrien (1999) Management Information System, Managing
Information Technology in the Internet worker Enterprize, 4™ Ed, New
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1980/4/23 :
+970 2 2292 820 : -
+970 599 256 052: hazem@hepco-pal.com:

2003-1999

- :2002/12 - 8
- :2004/1/28-24

= :2004-2/26-1/16

- :2004/5

- :2004/7-6

- :2005/8

- :2005/8

- :2006/8-6

- : -2006/1
= :2005/12-1
- :2004/12-1

( ) Excel ( YWord ( )
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(3)

1 1880
1880
.( 1890-1880) -1
.( 1895-1890) -2
.( 1900-1895) -3
.(1912-1900) -4
.(1920-1912) -5
- ( 1935 - 1920) -6
-3 -2 -1
-5 -4
( 1936/5/28 — 1935/5/18) °
-3 -2 -1
-4
( 1938/8/4 — 1936/10/21) °
A.T.O. LEES
. 1938/9/9
1940/10/20 1938/10/8 °
-3 -2 -1
-4
. 2000 1999-1994 !
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(1194272725 — 1940/20/28) o

-3 -2 -1

-5 -4

(1948/4/25 — 1942/2/26) .

-3 -2 -1

-6 -5 -4

(11952/3/3 — 1948/5/31) .

-3 -2 - -1

-6 -5 -4

-7

(11955/10/1 — 1952/3/12) .

-3 -2 -1

-6 -5 -4

-7

( 1959/1/16 — 1955/10/3) .

-3 -2 -1

-6 -5 -4

-9 -8 -7
1956/1/16

. 1956/12/15
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. 1958/715

1958/5/19
( 1962/6/15 — 1959/9/16) .
-3 -2 -1
-6 -5 -4
-9 -8 -7
-11 -10
1960/1/18
1963/2/28 — 1962/7/3 .
-3 -2 -1
-6 -5 -4
1962/12/16
1964/11/1 - 1963/9/11 .
-3 -2 -1
-6 -5 -4
-9 -8 -7
1964/8/15 1963/11/23

1964/10/1
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1967/4/12 — 1964/11/4

1967

1965/12/1
-2
-2
(
-2
-5
-8
1972
-2
-5
-8
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-4
-1
-4
1966/4/20
1969/6/1
-1
-4
-7
-10
[
1974/5/13
1975/8/25
.1976/4/12



1980/5/1 — 1976/4/28

-3 -2

-6 -5

-9 -8
1980

.1983/7/6 — 1980/5/1
1980/4/1
1983/7/6

.1986/9/30 — 1983/7/7 (

1994/4/1 — 1986/10/1
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