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Abstract

The study aimed at identifying the role of Public relation’ management
in forming mental image among Jerusalem Water Undertaking (JWU)
subscribers by finding out the reality of practices and programs achieved by
this management, and to clarify the formulated mental image among
subscribers, in addition to recognize the impact of JWU activities and programs
in enhancing the mental image of the subscribers. To achieve the study
objectives, analytical and descriptive methods were applied, where a
questionnaire was designed, and consisted of two fields, the JWU activities and
programs formulated the first field, while mental image came the second one,
the questionnaire was distributed among random sample consisted of (353)
male and female subscribers at JWU in Ramallah and Berieh cities, simple-
linear regression was applied. and validity and reliability were tested and
proved.

The study found that there was a high degree of practices and programs
that public relations” management of JWU achieved in Ramallah and Berieh
cities with (70.8%) of acceptance, with the following order (development of
call center, media communication, subscribers’ satisfaction, visits and
communication with municipalities), the study also found that there was a high

degree of the formulated mental image fields among subscribers in Ramallah



and Berieh cities with (73.4%) of acceptance, with at the following order
(cognitive, behavioral, emotional and perceptual) dimensions, and there was a
statistical impact of public relations” management practices and programs
(development of call center, media communication, visits and communication
with municipalities) in forming mental image for total degree and all of its
fields from subscribers’ point of view, and there was a statistical differences
between mean score of subscribers’ answers at JWU toward the reality of
public relations’ management practices and programs due to their (age, visits
and communication with municipalities, education, nature of the area, type of
service).

The study recommended subscribers of JWU to follow-up public
relations’ management programs and activities of JWU, and focus on its
publications in its website, it also recommended JWU employees to develop its
programs and activities, and to increase its visits to municipalities which proved
its impact on enhancing mental image among sucscribers, in addition to activate

co-operation between stakeholders.

Keywords: public relationships, mental imagery, JWU subscribers.
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	- تعزيز التزام المشتركين بتسديد الفواتير والالتزامات المترتبة عليهم: تشكل الإيرادات التي يتم الحصول عليها من مبيعات المياه للمشتركين حوالي 88% من إجمالي الإيرادات السنوية النقدية للمصلحة، وهو ما يعني أن عدم التزام المشتركين بتسديد فواتير المياه المترت...
	- ترشيد استهلاك المياه: يمثل توفير المياه للمشتركين النشاط الرئيسي الذي تقوم به المصلحة وهو ما يعني ضرورة وجود توفير كميات مياه مناسبة تمكن المصلحة من تلبية الطلب المتزايد على المياه الذي ارتفع بشكل كبير خلال السنوات الماضية، ويعود السبب في ذلك للزياد...
	- معالجة الاستهلاك غير المشروع: يتسبب الفاقد من المياه بمشاكل فنية ومالية للمصلحة، ويتسبب أيضاً في تخفيض كميات المياه المتاحة التي يمكن للمصلحة أن تقوم بتوزيعها للمشتركين مع الأخذ بعين الاعتبار ندرة المصادر المائية التي لا تمكن المصلحة من تلبية الطلب ...
	- تعزيز العلاقة القائمة بين المصلحة والمشتركين: ويرتكز ذلك على تحسين نوعية الخدمة المقدمة للمشتركين وآليات التواصل معهم، خاصة فيما يتعلق بالاستماع إلى اقتراحاتهم ومتابعة الشكاوى التي يقدمها المشتركين في هذا المجال المتعلق بالعناية بالمشتركين.
	ثانيا:ً تعزيز العلاقة مع المؤسسات والأطراف ذات العلاقة

