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Abstract:

This study aims to reveal the impact of comprehensive communication in
enhancing trust between citizens and public service institutions, taking the
Algeria Telecom Corporation as a field model for research and analysis. The
study sought to explore the contribution of comprehensive communication in
improving the mental image of the institution and its ability to build strong
relationships with citizens and gain their trust. The study revolved around the
following main question: To what extent does comprehensive communication
contribute to enhancing trust between citizens and the Algeria Telecom
Corporation in Tiaret?

To answer this question, the study relied on the descriptive analytical
approach through the use of the research tool represented by the questionnaire in
its electronic form, which was distributed to a simple random sample of Algeria
Telecom customers, estimated at 100 Algerian Telecom customers, and it led to
many results, most notably:

» Comprehensive communication has an essential role in enhancing trust
between customers and the organization, as it contributes to diversifying
communication channels and coordinating messages to improve the mental
image of customers

* The study's findings show that Algeria Telecom often uses digital platforms
solely for informational purposes.

* Customers prefer interactive digital means, which reflects the public’s
preference for digital communication rather than physical presence in the
organization.

* The results of the study show that customers’ confidence in Algeria Telecom is
not only built on speed in response, but also depends on the effectiveness of the
response, and therefore it is considered the most prominent factor in building
bridges of trust between citizens and the institution.

 Gaps in coordination between communication channels and weak interaction
across social networks reduce customer confidence.

* The digital audience assesses an organization's presence based on how engaged
it is and its ability to listen to their complaints and respond to their queries.

Keywords: comprehensive communication, public service institutions,
enhancing trust, Algeria Telecom Corporation
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