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Interactive dialogic communication strategies for
service organizations through their websites and their
impact on the reputation of the organizations

Abstract:

The study sought to identify interactive dialogic communication
strategies of service organizations via the Internet, and their role in
managing their digital reputation. This study belongs to the descriptive
research that relied on the survey method by applying a content analysis
sheet to a sample of communication materials published on the page of
some service organizations, which were (Telecom Egypt Company,
National Bank, Misr Insurance Company), as well as an analysis of the
principles of dialogic communication through their websites, in
addition to conducting several in-depth interviews with public relations
officials in service institutions. The study concluded with some
important results as follows:

-The high rate of public relations practitioners in the study sample using
electronic applications for reputation management in service institutions,
the first of which was the website and the Facebook page.

-The study’s sample of public relations practitioners confirmed that
there are a number of methods for managing the reputation of
institutions, including following up on users’ opinions, answering
their inquiries, solving the problems they face on a regular basis,
making periodic follow-ups with users, taking their opinions into
account, and developing the communication strategies used on a
regular basis and in a way that is appropriate to their needs. The way
the public deals with the institution, publishing new news on digital
communication channels on an ongoing basis, paying attention to
social activities and paying attention to social responsibility towards
society by sponsoring some charitable events and activities that aim
for the public good.

-All the organizations under study were interested in providing useful
information to the public through their websites about the
organization’s field of work, its history, its vision, the mission or
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profession for which it works, in addition to the awards and
appreciations that the organization obtained, in addition to the
interest of all sites in providing information about its administrative
structure and its leaders, and some information about some financial
aspects, which creates credibility among the public towards it and
supports its reputation in society.

- Indicators of dialogic communication appeared across the websites of
all the organizations under study, such as the ease of using the site
and navigating it, in addition to the ability to easily search and obtain
information through the site map, and answer inquiries and
questions. It can be said that this result supports the principle of
“communication” as one of the principles. Dialogue theory, where
websites included links that allow the public to express their opinion
regarding these organizations.

- The increasing role of the websites of the organizations under study
in achieving important indicators of dialogical communication,
including opinion polls and questionnaires on customer satisfaction,
in addition to the complaints and suggestions section.

Keywords: dialogic communication - digital reputation management -
interactive communication strategies
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