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Abstract

The study aimed to identify the communication strategies used within
telecommunications companies (Vodafone, Etisalat) and their relationship to
customer citizenship behaviors towards these companies. The study used the
survey method and relied on the content analysis tool to collect data from the study
sample. The study was applied to a sample of (435) posts from the official pages of
Etisalat and Vodafone on the official Facebook website, during 3 months (June,
July, August) 2024.

The study reached results, the most important of which are: the high level of use of
communication strategies among the companies in the study sample, and the
results of the study showed the existence of many patterns of positive voluntary
behaviors carried out by the customer towards the companies in the study sample
"customer citizenship behaviors", and the strategy of "persuasion and explanation,
one of the dimensions of communication strategies, came in first place among the
communication strategies used in the publications of the companies in the study
sample, The dialogue strategy came in second place, while the (positive spoken
word) came in first place among the dimensions of customer citizenship behaviors
towards Etisalat and Vodafone, while the dimension of company support and
showing belonging came in second place, followed by the dimension of feedback,
recommendation, showing belonging, cooperation and tolerance, defense and
advocacy), which indicates the keenness of the companies in the study sample and
their interest in enhancing these dimensions among customers, which is positively
reflected in their performance.
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