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Abstract

The study aimed to identify the situation of social accountability (SA) and its four pillars
(participation, transparency, monitoring, response) in the Palestinian local authorities (PLA)
and its impact on improving the services quality (SQ) provided by these authorities to
citizens. Quality of services (timeliness, security, empathy). these indicators adopted by (4we
_shkes) model which consist of five indicators for measuring the quality of public services in
Palestine (PPSQM), and also agrees with Dahleez, who adopted other indicators based on
the (SERVPERF) model. (Dahleez, 2018)

The researcher used the exploratory, descriptive, correlational approach, and two tools were
used to collect data, the first was a focus group and targeted workers from 11 local
authorities from Hebron governorate. the second was questionnaire targeted the community.

the important results of this study, there is a deficiency in the implement of SA and its four
pillars in the PLA, and there is a necessary to raise awareness among local decision-makers
and workers in PLA, and citizens, about the concept of SA. also, there is a relationship
between the implantation of SA and the SQ provided by the SA, which shows the
dissatisfaction of citizens about SQ.



the recommendation to all parties, especially civil society organizations, to do more effort to
enhance the implementation of (SA) mechanisms and tools, and to use all available tools
(workshops, social media, success stories,...) to educate the community about the
importance of Their participation in the SA as a right for them and a right for organizations
over them. Their participation pushes towards development and modernization, especially in
services. The PLA should institutionalize the pillars of SA in their organizational structure and
daily work to reach the actual implementation of them, for their effect in improving the SQ
provided by those authorities to reach community satisfaction about the SQ.
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