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Abstract
The current study aimed to identify the manner in which the operating banks in
Palestine employ the Facebook platform in managing their digital reputation.
Thus, throughout analyzing the content of the Facebook pages of the banks
representing the study sample; based on the RepTrak model for measuring
reputation. In addition to the theory of dialogue communication in the period
between 01/07/2022 until the date of 31/12/2022.The study was applied to the
publications of a sample of local banks; represented by Bank of Palestine.
Moreover, a sample of foreign banks; represented by Bank of Jordan. Besides
a sample of Islamic banks; which is the Palestinian Islamic Bank concerning
Facebook.
The significance of this study is presented in it’s being one of the few studies
that deals with the issue of digital reputation in the Palestinian banking sector
from the perspective of public relations and communication.
The researcher used the analytical descriptive approach, both quantitative and
qualitative, and relied on content analysis of the pages of banks operating in
Palestine, representing the study sample, as a study tool for the sample of 300
publications.
It was selected by following the systematic sample method from the study
population to reach the results in order to answer the study questions.
The study concluded with a set of results, most remarkably, that the banks
operating in Palestine manage their digital RepTrak reputation on Facebook
with a very good estimate. Whereby they employ the RepTrak model to measure
the reputation in the content of their publications on Facebook; whilst the
leadership and quality of services and products dimensions are leading the
highest percentages in its digital reputation on Facebook.
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The theory of dialogue communication is applied with superior of the technical
aspects; which include ease of use of the site and maintaining visitors compared
to the dialogue aspects that include interactive dialogue circles and repeat site
Visits.

The results showed that the banks operating in Palestine relied in presenting the
content of their publications on Facebook on the multi-media used such as text,
Images, videos, hash tags and links. Moreover, the aim of their publications on
Facebook is media and news, followed by marketing and promotion of products
and services, and the employment of communication strategies focused on one
direction more than strategies with two-way communication.

On the other hand, topics related to banking services and products, especially
electronic services, payment services and digital transformation, were actually
repeated in most of the publications of banks operating in Palestine on
Facebook.

In the light of the results of the study, the researcher recommended a set of
academic and practical recommendations, particularly: the need for banks
operating in Palestine to adopt a strategic plan with clear goals and objectives
to evaluate, implement and measure reputation in general and digital reputation
in specific. Moreover, to conduct studies related to reputation from the
viewpoint of the public and customers of banks operating in Palestine, either in
reality or through the virtual world and social networks. On the other hand, the
need to increase interest and take advantage of the features provided by social
media platforms, which are dialogue and interaction by paying attention to
responses and feedback to answer their inquiries and questions in an organized

manner.
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