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Abstract

This study aimed to identify how employing supervisory authorities on the
Palestinian financial sector to the Facebook platform to manage their digital
reputation, based on the RepTrak reputation management model and dialogic
communication theory. Through analysis of the contents and forms of posts,
the study highlights its importance in testing the RepTrak model and dialogic
communication theory in the Palestinian case, which differs from the global
context. Additionally, it is one of few studies that examined the economic
sector in Palestine, making it a useful reference for practical and professional
benefit in the development, planning and recruitment of public relations
activities in the supervisory authorities, to enhance their digital reputation.

This study belongs to the field of analytical descriptive studies and adopts a
mixed methods approach (quantitative and qualitative), and the researcher
used content analysis as a tool to answer the study's questions and achieve
its objectives based on a study sample comprising 214 posts, which were
selected using the regular random sampling method from the study
community of the supervisory authorities’ pages in the Palestinian financial
sector on Facebook during the time period spanning from July 01, 2022, to
December 31, 2022.

The study summarized to a set of results, most notably that supervisory
authorities are interested in applying and utilizing RepTrak indicators in 57%
of the study sample posts, focusing on indicators related to services,
products, citizenship, and leadership. Besides, the five principles of dialogic
communication were employed in 43% of the study sample posts, which
focused on the principle of maintaining page visitors and the ease of using
the page interface.

The results showed that the supervisory authorities were keen on
highlighting the essential standards that constitute their identity, culture,
guide and facilitate their work within vivid foundations and strategies.
Moreover, they focused on highlighting their visual identity and defining
elements clearly across their Facebook pages, which enhances their digital
reputation in front of their audience.

The results also showed the diversity and difference in communication
strategies adopted by the supervisory authorities, contributing to shaping
their digital reputation, most notably the propaganda and media strategy and
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the facilitation strategy. The primary goal of supervisory authorities’ posts
were to raise awareness and provide guidance.

The results showed that supervisory authorities’ posts mainly relied on
logical grooming through using different persuasion methods. Interactive
elements and media focused primarily on links, tags, and images.

As the study recommended the necessity of conducting studies and research
on the digital reputation and the importance of enhancing and managing it
for financial organizations, banking and non-banking sectors, given the
scarcity of studies in this field, in addition to conducting comparative studies
between institutional reputation and digital reputation through social media
platforms for the supervisory authorities in the Palestinian financial sector or
other banking sectors to observe the consistency between the two
reputations.
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