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Abstract

The study aimed to reveal the extent of the effectiveness of using public relations at An-
Najah National University Hospital for Facebook in enhancing reputation management

from the viewpoint of its external audience.

To achieve this goal, the researcher used a descriptive analytical approach through a
questionnaire and interviews. While the study population consists of the Facebook
hospital page followers (the external audience), and the questionnaire targeted an
available sample, which consisted of (286) individuals, while the interview was
conducted with the public relations staff in the hospital. The study was built on the
theory of dialogue communication and the balanced two-way communication model.
The study reveals that the nature of the use of public relations for the Facebook platform
contributes to enhancing the reputation and achieving the goals of An-Najah National
Hospital. The results of the study showed that public relations at An-Najah National
Hospital present the contents of the Facebook site to the site visitors in an organized and
logical manner. In general, it can be said that the Facebook page of An-Najah National
Hospital is easy to use which preserve the reputation of the institution and its
management in the event that the hospital is exposed to a crisis, or a rumor touched on it
on social media, as the results showed that the public relations department in the
hospital promotes the use of communication methods and means, Facebook site
encourages visitors to repeat the visit and contains useful and comprehensive
information about the hospital, which enhances the reputation and its management,

especially Facebook.

Keywords: public relations, reputation management, An-Najah National Hospital,

Facebook, the external audience.



