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The Role of Corporate Communication in Managing
Institutional Reputation: A Field Study on a Sample of
Customers of the Saudi Telecom Company (STC) in
the Kingdom of Saudi Arabia

Inaam Salem Qaboos
Aljawhara Saud Alhameed
Waad Wasel Almutrafi

Abstract

Public relations have multiple and influential roles in the
progress and development of the organization. Corporate
communication is one of the modern concepts that undertakes the
task of internal and external communication with stakeholders,
whether through traditional or modern digital methods. One of the
important concepts that the organization works to manage digitally
is the institutional reputation of the organization by interacting with
the public to establish an image. A positive mentality about the
organization among its audience, and many other tasks that digital
reputation management contributes to.

The current study aims to know the roles and mechanisms
for digital reputation management represented by managing
Etihad Mobily Etisalat Company’s website, its emails, the
company’s website, its pages on social networks, and its
electronic applications on smart phones, and to shed light on the
role of institutional communication in enhancing reputation. The
digital reputation of Etihad Mobily Etisalat Company, so the
problem of the study was to identify the fundamental role played
by institutional communication on the electronic applications of
Etihad Mobily Etisalat Company in enhancing the digital reputation
of Etihad Etisalat Mobily Company.

The current study followed a quantitative approach, using an
electronic questionnaire to collect information from the study
sample, which numbered 400 questionnaires from customers of
Etihad Etisalat Mobily Company, whose ages ranged from 13 to
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50 years and above. The study resulted in several results, the
most important of which are: that Etihad Etisalat Mobily Company
manages corporate communication is good, which resulted in
customer satisfaction and resulted in generating a positive
reputation for the company and its future success. It is also
working to strengthen its digital presence through social media
platforms and work to manage a good digital reputation, whether
in providing the goods or services it provides to gain the approval
and satisfaction of its audience. While trying to focus on the
customer’s desires and hearing his voice, the methods it has
adopted have varied, led by the official website and then social
media networks. The results also indicate that the company cares
about its digital presence and considers its website to be the
official voice expressing its vision, ideas and activities in order to
enhance its digital reputation.

Keywords: Corporate Communication — Electronic Reputation —
Etihad Etisalat Company (Mobily) — Kingdom of Saudi Arabia.
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