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Abstract:

The study mainly aimed to identify the importance of the role of the Public
Relations Management at Bank of Palestine from both the perspective of the bank and
the customer, by focusing on the role of public relations management at the bank in
improving the bank's reputation and image of mind, attracting new customers through
Department of Public Relations programs and activities and identifying means of
communication used for this purpose in addition knowing its role in supporting the
bank's relationship with the institutions of local society, the study will also address the
role played by public relations officer in the public communication (internal and

external) of the bank.

The researcher used the descriptive and analytical approach in the study, and
study population consisted of two categories: the first is a public procedure (Bank staff)
and represented in the (branch manager, director of public relations, marketing
manager, an employee of a public relations), while the second category is external
audience represented by (individuals, companies and institutions, associations, in
addition to other categories), the study depended on questionnaire data collection with
the distribution of (53) to identify the category of staff, and (64) were distributed to

identify the specialists customer class related to the subject matter.

The study concluded that there is agree on the importance of the role played by
public relations department at Bank of Palestine by the two categories (staff and
customers), but according to varying positive degrees for each category. The results
showed that the highest level of importance (from the employee's point of vies) was the
role of the public relations management in improving the mental image and reputation
of the bank, followed by its role in attracting new customers, followed by the use of
effective communication with the public, then the importance of efficient and effective
public relations officers in contacting with the public, then its role in strengthening
relations with the institutions of society civil, followed by their role in the preparation
and implementation of different programs and activities for the staff and this represents

the least level of importance.

As for the customer class, the results show that the highest level of importance
from their point of view represented in the use of means of effective communication by
the bank with the public, followed by their role in improving the mental image and
reputation of the bank, followed by their role in attracting new customers, followed by
efficient and effective public relations officer in dealing with the public which is least

level of importance.

The survey has a number of recommendations including: increasing interest in
means of communication with the public (internal and external), and informing the
public with the new services offered by the Bank constantly , improving relations with
various civil society institutions in order to use its benefit in services in the field of
research and future studies, a doubting mechanisms to receive complaints and
suggestions of staff and to identify the difficulties they face, holding specialized training

courses for staff of public relations to raise the level of professional competence.
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