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Abstract

This study aimed to identify The Role of Public Relations in Customer Relationship
Management and Their Impact a Competitive Advantage of Jawwal Company From The
Perspective Of Internal and External Audience. The descriptive-analytical approach was
employed, and the study relied on the questionnaire and interview as research tools. The
sample of the study for the first research tool (questionnaire) consisted of (400)
individuals from the external public, represented by Jawwal customers in the West Bank.
The sample of the study for the interview tool consisted of (3) employees from the Public

Relations Department in Jawwal Company in Ramallah Governorate.

The results indicated that The Role of Public Relations in Customer Relationship
Management and Their Impact a Competitive Advantage of Jawwal Company From The
Perspective Of Internal and External Audience was significant. There was a statistically
significant relationship at the significance level (0<0.05) between customer relationship
management and achieving competitive advantage at Jawwal Company from the
perspective of internal and external publics. There were no statistically significant
differences at the significance level (a< 0.05) in the responses of the respondents
regarding the role of public relations in customer relationship management and its impact
on the competitive advantage of Jawwal Company attributed to the variables (educational
qualification, nature of work, residence), while there were differences attributed to the
gender variable.

The researcher recommended several recommendations, the most prominent of which

are: strengthening the company's interaction with customers by developing strategies

through social media and other digital channels, asking questions, conducting surveys,

interacting with comments and inquiries, improving the customer experience by

providing excellent customer service and a range of offers and services that meet their
b



needs effectively, and adopting modern technologies such as data analysis and artificial
intelligence to better understand customer needs and provide tailored services that meet

those needs.

Keywords: Public relations; customer relationship management; competitive advantage,

Jawwal Company; internal and external publics



