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Abstract

The study aimed to identify the use of public relations for the social
networking site Facebook in improving the mental image of service
institutions, "Nablus municipality as a model, and the researcher used
several tools in the study, where the questionnaire tool was used and the
study population was the Palestinian public, while the interview tool was
also The study population in it is from the municipality employees
concerned with the public relations and social media department in it As
for the third study tool, the content analysis tool was carried out by
analyzing the content of all publications of the Nablus municipality page on
Facebook for a full year during the time period between 1/1/2019 -
1/1/2020. The researcher used the descriptive approach based on survey

studies. Both quantitative and qualitative.

The study came out with several results, the most prominent of which is:
The role of public relations in Nablus municipality in improving its mental
image among the public is average, and it is evident from the results that
the effect of Facebook use on the mental image of Nablus municipality is
average, and there are no statistically significant differences at the

significance level (0.05 o) in Respondents' responses about the level of

B



public relations use of the social networking site (Facebook) in improving
the mental image of service institutions due to the gender variable. The
most prominent strategies used to improve the municipality's image on
Facebook are direct contact with the public through the Facebook page and

periodic meetings with media institutions and journalists.

At the end of the study, the researcher recommended several
recommendations, most notably: Building a long-term strategy for the
nature of the work of the Public Relations Department through social
media. And the necessity for the public relations employee to have
sufficient experience about the nature of the municipality's work and its
services to fully perform his duty when responding to citizens' inquiries
and complaints. And the allocation of a budget that corresponds to the
large services provided by the public relations department in the

municipality.



