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Study Summary:

This study aimed to identify the use of artificial intelligence applications in the preparation
of public relations programs in service institutions through a field study conducted at
Ooredoo Company — M'Sila Branch. The study was based on the following main research
problem: To what extent do artificial intelligence applications influence the preparation of
public relations programs in Algerian service institutions, and how is this reflected in the

quality of the services provided? The importance of this study stems from the growing



reliance on artificial intelligence technologies in various communication and service
activities, and the opportunities they provide for improving institutional performance and

enhancing relationships with the public.

The study adopted the descriptive-analytical approach due to its suitability to the nature of
the research topic. It was also based on Everett Rogers' Diffusion of Innovations Theory as
a theoretical framework explaining the adoption of modern technologies by institutions. Data
were collected through a questionnaire distributed to a simple random sample consisting of
99 users of mobile phone services in the province of M'Sila, in addition to an interview
conducted with the Executive Marketing Director of Ooredoo at the level of the Eastern
Regional Division of Algeria. The collected data were statistically processed using the SPSS

software.

The results of the study revealed that Ooredoo is clearly moving toward integrating artificial
intelligence applications into its communication and service activities, particularly through
chatbots, data analytics, and digital programs designed to serve customers. The findings also
indicated that the majority of respondents hold positive perceptions toward the use of
artificial intelligence and believe that it contributes to improving service quality, accelerating
responses to customer needs, and enhancing institutional communication. Furthermore, the
interview results confirmed that the company seeks to expand the use of intelligent
technologies in its communication and promotional programs in order to strengthen its
competitiveness and increase customer satisfaction. The study also concluded that the use of
artificial intelligence has contributed to the transition from traditional communication
patterns to smart digital communication, which has positively affected service quality and

the company's corporate image among its audiences.

Keywords:
Avrtificial Intelligence, Public Relations, Service Institutions, Institutional Communication,

Service Quality, Ooredoo Algeria, Digital Transformation.
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L Everett M. Rogers, Diffusion of Innovations, 3rd ed. (New York: Free Press, 1983), 5.
2 Rogers, Diffusion of Innovations, 163-175.
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® Rogers, Diffusion of Innovations, 247-250.

® Rogers, Diffusion of Innovations, 15-17.
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7
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali | 29 38.2 38.2 38.2
d | v 47 61.8 61.8 100.0
Tota
| 76 100.0 | 100.0
8
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Freque |Percen| Valid | Cumulati
ncy t Percent |ve Percent
th :Uj 9 31.0 31.0 31.0
iy o 13 44.8 44.8 75.9
idas g2e 7 241 24.1 100.0
Total 29 100.0 | 100.0
9
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali | 66 86.8 86.8 86.8
d N 10 13.2 13.2 100.0
Tota
| 76 100.0 | 100.0
10
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali | 52 68.4 68.4 68.4
d |Lfy 24 31.6 31.6 100.0
Tota
| 76 100.0 | 100.0
11
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Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali| 14 18.4 18.4 18.4
d M 49 64.5 64.5 82.9
P
13 17.1 17.1 100.0
Sl
Tota
| 76 100.0 | 100.0
12 ,
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali | 52 68.4 68.4 68.4
d -
24 31.6 31.6 100.0
L
Total, 76 100.0 = 100.0
13
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali V) @l olids
75 48.4 48.4 48.4
d (Chabots)
Lse)) UL WL oli by
= 10 6.5 6.5 54.8
(Data Analytics)
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S dpo gl dadail lidas

(Recommendation 25 16.1 16.1 71.0
Systems)
g g.U\ Grgend) Olagbes
Smart 5L )
( F 20 12.9 12.9 83.9
Messaging /| Marketing
Automation)
AU s dlal lides
(AI Customer a5 25 16.1 16.1 100.0
Service Systems)
Total 155 100.0 100.0
14
Freque |Percen| Valid Cumulati
ncy t Percent |ve Percent
Vali|  a¥ s ol 1.
46 60.5 60.5 60.5
d (Chabots)
oLl W wlads 2.
= 9 11.8 11.8 72 .4
(Data Analytics)ausz)
EWPRR bl sl 3.
A S
7 9.2 9.2 81.6
(Recommendation
Systems)
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SY Gged) links 4,
(Smart S 10 132 132 947
Messaging /| Marketing
Automation)
Lo Lol wlads 5.
(AI Customer sl 5L 4 5.3 5.3 100.0
Service Systems)
Total 76 100.0 | 100.0
15 ,
Freque Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali| 49 64.5 64.5 64.5
d -
25 32.9 32.9 97.4
L
N 2 2.6 2.6 100.0
Total, 76 100.0 | 100.0
16
Freque Percen| Valid | Cumulati
ncy t Percent | ve Percent
Vali | 62 81.6 81.6 81.6
d |l
. 14 18.4 18.4 100.0
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Total, 76 100.0 | 100.0
17
Freque |Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali| 46 60.5 60.5 60.5
d |l
24 31.6 31.6 92.1
Lo
N 6 7.9 7.9 100.0
Total, 76 100.0 | 100.0
18
Freque |Percen| Valid | Cumulati
ncy t Percent |ve Percent
Vali | 53 69.7 69.7 69.7
d -
21 27.6 27.6 97 .4
L
N 2 2.6 2.6 100.0
Total, 76 100.0 | 100.0
15+ crosstabulation 6 .
15 .
oL di Y Total
6 3w  Count | 20 16 1 37
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% of
26.3% | 21.1% | 1.3% | 48.7%
Total
54~ | Count 15 4 0 19
% of
19.7% | 5.3% | 0.0% | 25.0%
Total
by Count 7 3 0 10
% of
9.2% | 3.9%  0.0% | 13.2%
Total
i | Count 7 2 1 10
% of
92% | 2.6%  1.3% | 13.2%
Total
Total Count 49 25 2 76
% of 100.0
64.5% | 32.9% | 2.6%
Total %
8 _» crosstabuiation 12 .
8~
I Gage | dme | dawse | Total
12 o Count 6 10 4 20
% of
20.7% 34.5% | 13.8%  69.0%
Total
Count 3 3 3 9
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) % of
10.3% | 10.3% | 10.3% | 31.0%
Le Total
Total Count 9 13 7 29
% of 100.0
31.0%  44.8% | 24.1%
Total %
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