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Abstract

This study aimed to examine the impact of the organizational commitment on the perceived service quality
in major Palestinian municipalities and test the moderating role of job satisfaction in this relationship. The
study adopted a quantitative correlational approach using a cross-sectional design. The study population
consisted of all employees holding supervisory positions in the major Palestinian municipalities included
in the study, totaling 372 employees. A total of 245 questionnaires were distributed using simple random
sampling, of which 200 valid questionnaires were returned and included in the analysis, yielding a response
rate of 81.6%. The findings revealed high levels of organizational commitment and perceived service
guality, whereas job satisfaction was at a moderate level. The results also demonstrated a strong, positive,
and statistically significant effect of the organizational commitment on the perceived service quality. At the
overall level, the organizational commitment explained 49.3% of the variance in the perceived service
guality. At the dimensional level, the affective commitment had the strongest effect, followed by the
normative commitment and then the continuance commitment. Furthermore, the findings revealed a partial
moderating effect of job satisfaction on the relationship between the dimensions of organizational
commitment and the perceived service quality. The interaction effects of the job satisfaction with both
normative commitment and the continuance commitment were statistically significant, whereas the
interaction effect between the affective commitment and the job satisfaction was not statistically significant.
The study recommended strengthening the various dimensions of the organizational commitment within
the Palestinian municipalities, improving employees’ job satisfaction, and providing a supportive work
environment that contributes to enhancing the quality of services delivered to citizens. It also recommended
strengthening incentive systems and professional development to support service performance and its
sustainability.

Keywords: organizational commitment, job satisfaction, perceived service quality, Palestinian municipalities.
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