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Abstract

This study aimed to reveal the impact of organizational behavior in its various dimensions
on achieving internal service quality in the Syrian Arab Red Crescent Organization -
Quneitra branch. Given the importance of the worker as a human capital that can be
invested and developed to achieve the goals of the organization, which calls for attention
to the behavior of workers, the fact that this sector is concerned with human capital
through which services are provided to the client in the first place.

To achieve the aim of the study, the theoretical frameworks for both organizational
behavior and the quality of internal service were reviewed in two independent chapters,
and then the field study was addressed in the last chapter of the study. The researcher
used the descriptive and analytical method. Data from the sample members, which
amounted to (157) public and working, from the Syrian Arab Red Crescent Organization -
Quneitra branch. The statistical package program (SPSS) was used to analyze the
guestionnaire data and test the study hypotheses.

The study concluded with a set of results, the most important of which are: The existence
of a positive and direct relationship between the independent variable (organizational
behavior) and the dependent variable (internal service quality. It was also found through
the results of the descriptive analysis that the average of the respondents “answers to both
axes was low.

Based on the results of the study, the researcher recommended several recommendations,
the most important of which are: the need to pay attention to a qualitative change in the
organizational behavior of individuals and to benefit from their energy and potential and
develop it to achieve a service of a high level of quality and the need to spread awareness
of its importance by emphasizing the provision of service with the required speed and
accuracy in addition to the need to conduct a study On the impact of organizational
behavior on the quality of internal service using dimensions not covered in the current
study.

Keyword: organizational behavior, internal service quality.
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