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Using social media platforms to manage the digital reputation of Saudi
financial institutions with their customers (Arab Bank as a model)
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Abstract:

The study aimed to identify the extent to which social media platforms
are utilized in managing the digital reputation of Saudi financial institutions,
using the Arab National Bank of Saudi Arabia as a case study. The study
falls under the category of descriptive research and adopted the media survey
method to explore how public relations practitioners use social media
platforms in managing the digital reputation of the Arab National Bank
among its customers. The study sample consisted of a purposive sample of
200 individuals, all of whom are customers of the Arab National Bank who
follow the bank's accounts on social media platforms. The study relied on a
questionnaire tool to collect data for analysis and to derive conclusions.

The study reached a number of findings, the most important of which
include: It was found that the Saudi audience in the study sample is highly
satisfied with the activities offered by the bank through its account on the X
platform, ranking first with a percentage of 55%. The motivations for the
Saudi audience’s use of the Arab National Bank’s account on X included
several factors, the most prominent of which was "encouragement to engage
with the account”, with a percentage weight of 18.5%. In second place was
the motive "incentive to try the offered services" at 18.3%, followed by "ease
of use of the platform” in third place at 18.1%. The motive "to learn about
the bank’s latest news" ranked fourth.

The respondents’ answers indicated a high level of interaction with tweets
and content on the Arab National Bank’s account on the X platform, with
"liking posts” ranking first, recording a mean score of 4.09. This was
followed by "participation in polls”, which came in second with a mean of
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4.04. In third place was "messaging via direct messages™ with a mean of
4.01, followed by "commenting on posts" in fourth place with a mean of
3.95. "Sharing some tweets" ranked fifth and last, with a mean of 3.93. These
results reflect an increase in customer trust and credibility toward the Arab
National Bank’s posts on X, confirming the effectiveness of utilizing social
media in managing the digital reputation of the institution under study.

Keywords: Social media platforms, digital reputation, financial
institutions, Saudi Arabia, Arab Bank.
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