deadald) LiLadt SJ\A['%Q,GL&?W Sl gl | SISl A bl
" (o8 g8 AS yd e Al Al o
*aaa el JL8)
*omas ol e dawd
*Joe daal Ay A sl )
Ladlal)
Gl 3ia |ssUes Management Lazaill s o) g sua sas isall alaia) iy
Jsad Ergan ) Jlaadl 13 5 Aaall il ) dxad e K555 pdall ¢ (e
falal) Ll 1l alaia¥) ) ealadl dspndl Ul 5513l alaiaY) (pa peaal s
s deli &by )i aa liely "Stakeholders” liad) cle ganey clabaiall iy
S (5 sinnall e gy 5 clgidlad o i cllalaiall g b jaise ks ClBdle
sl Jgha

AWV il g 5l g 5 8 el e L) 5 1) dleny pfialil) Alaia) 2l 3) 8
e i Loy ladaiall Yl s ale (51 0585 (8 Jise s sne dale s ey
032 pbalad () ALYl giran s LilSa s kil 5 ) pua (o 5 jpkad 5 (g el
Glinea 5 Auigal)l CUE Leia s cActivist Groups (e ddadill juleall Gle sana
A slaey bl agilada®i JOA (10 agaans 5 Al Alea Clmen 5 cellgiunall (3 58a Alea
iU ALl DA e @llig cagilial st clabiiall dalall dubudl e 3l
Civil (sl glaanll i calaicy) dxblidl Jie Symbolic Activities 4
wJs Jie Organizing Activities fwehill aii¥) 4 <Disobedience
a8 Jie Legalistic Activities dssiall dai¥l ol ccl sl die 5 Cle siladll
AV (e a5 cCpma 0588 lanal e Lpm pill liggl) ol Ailial o gl

bl Ay drans e i i

el il 5l ¢ al) dgaa dpade Y1 gadl 5 il 5l and —yiale Lialy*
el il 5l ¢ anl) dgaa dpade Y1 gadl 5 bl and — yiale Lialy*
3alal daala — e Y1 A e Y5 dalall CHER andy e Lusa Jiud®

1781



O il g qualad| (Fgull) alall ORI
(Audl g JalSlY Gl ylawo 1 S| AN 19 08 W1 AN )

Llaail i gl ¢Llail) 5 1) dleny lalaiall alaia) 2133) (3) 5! gLl aa g
b Aala g i T Caal g dgae Jalaii ) Claaiaal) Lzl dlal)
Gy o cdah Linal) A g0 35 )il Ll a5 Y ) dpuial) 30aete Ciladaiall
Jaad A Jsal) IS B lgale S8 0f Sy (il 5 A 5 el Lilail) 43S, laia V) \gle
O 85l L e (8 ciladaiall o2 (o oty L 58 5 4lS llall (3lai e L
Lo Alaleiall Jgall s 8 alall (o 0 saial g o) AS ) diusld 5 A6 5 08

AR ) gl sl a5 cladaiall e paleal) Cilad 55 aeliaty
gaa Lladll 5ol alaayl aln Jeoclld € ai cladaiall delaaly
ladaiall Adlaty) caluliad) g calye sl i)

de yu Cun (e JlaiVl akai 8 A8l dglagY) < il aa elld o320 N8
Global information <lesleall oaltall Gaxill" LBlad oLl 5 il glaall JUaml
gy -am oo - malead) e Cle saaall (azy a8 4DMA (e 215 M flow”
labaiall mlliad Tyagiss 8 S|

30V o G diadaidl Auadl i) 5oy Geca Ll 3 ) caloai) asi g
abaiall el b dgaiiy ki dulaa) A0S o a8 dadatall daalill dpagl jinY)
donil yi sk s ddmaaal @l )58 HASY Ll s ¢l il e saldiuYly
Gl o aaing Jlad oo PR e da g phaall dpadl) daplal a5 dailic Jae
Algd) Llaill pe bl 8 Jail) 5y il e sdlaie) (e ST A 505 0l
Aadaiall dagl yinY) cYlary) ddaall G 380 ) Glaa) Ll 3 o) dglee i LS
Lo Aaladl Al ddad

olad Aay e )58 3RS il duadle daph ld e Y 51y cilS 13

oo daliall Glegladl & aall padilly gl Wagun cag oyl Ay alie g
Nia A gyl Fcadl) e Aol Aoy e (mil) e Lbail) 513) (8 ¢ sl
3 saaeie jobias (e lgie Cila sleall paend (e (S Lay Ly alaia V) ol 5 5l
3y 8 Lgra bl S Lty ol ) jall Al 5 eLgidilie 5 oLl Alainall il il ¢ g3
| g lae We — dabaiall b CVLAY) o o gnall Jaaty €lld 85 Aaulia 4 )
Aabiiall ) sgenl) Jof aeaig o8l i Al Lladll 5 s dlee -dalall B

1782



O il g qualad| (Fgull) alall ORI
(Audl g JalSlY Gl ylawo 1 S| AN 19 08 W1 AN )

Aabaially Hl il pia dglee (b Aaladl CEBall ) gas e &)l O Sy LIS (3a g
Ll jeanti V agid siued "Jlail 38 bl o) 5 G iiulS Jeal) 3 jae ul s
e Lpuaill bl ol LAl Qi / aie Caagiad ) ALY il 2w b

CAli@iial) Jeall ciliagi) yin) yy ghaty Auea gl Lai) 5 cdadaiall 2380 5 Aaas

) el e Y il s ) seda s el )l VL) L o) iS5 ) sl (631 il
e s Uaai el Jil o)l 538 aibiadd ccile Y1 s Lliadl) Cil il 4y
Aa G llagl s Ul cila Y15 Wlail) el e e i Cum oY) o2 A
AtV a5 (il gall 48 Lua 5 ¢ lia s anii b Lgale )l s3aa laic |
(a1 5 Lladll VLAY Guld 5 o) 55 OV e laia¥) Jual il il 5 Conpal 130
caladl (51015 lbadl) ilaial w158l g ) b Yol Joall 5 lladaiall il g
e g gl b sgeall Lebia iy ilaghaall iy Jual sill dia jp Jiad Cua
38 Ll W) e il gl 02 dpaal (g a2 ) o s agrae Jeliiay yaiuey 1 GilE J3A
Lo Lgie iy Dl el y 4818 e o Al 4o 3V 5 dpaill g dabiiall 400
o 1Y 1A Ll g da 31 83 (p 2y 33 LSl 5 talall (6 1) g Caagiiasall ) sand) olyial
o adelsy ik 538y e laia¥) Jual ll Qi 5 5 58 5 Sl 5 cladaiall &l )
b 3 5 Lliadl) il of ddlaiyl 3 seall

Jual sl Jilas 5 e \ginin cila g i)y jma gl s 4S8 z3lail) elli pa g
& el Jual sill S e Lyl Ledlee W a1 i) Al 510y elaiaY)
A8l L Al cland) Canaay ddlaiall 5 5 2 Y1 4 5Y)

Abstract

The study aimed to describe the nature of the issue raised by
Vodafone's customers in social networks which related to the problems
they suffer in the services provided by the company, and to identify the
strategy used by the Vodafone company in managing this issue through
social networks, including monitoring the indicators that preceded the
raising of this issue, the methods which used in monitoring these
indicators, the type of indicators monitored, the stage at which the
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company intervened to manage this issue, communication messages
related to the management of this issue on social networks.

Therefore, this descriptive study sought to identify how companies,
especially those working in the telecommunications sector, including
Vodafone Egypt, employ social networks in managing this issue during
the fourth quarter of 2020, and relied on the model of crisis
communications through social media, by applying to an available sample
of (100) customers of Vodafone Egypt, using the questionnaire tool
distributed electronically, as an in-depth interview with public relations
and communications officials of the company in question, The results of
the study revealed that there is a limited controversy among the company's
customers due to the poor some services provided by the company as a
result of the increase in the number of customers from the frequencies
allocated to the company and accordingly the company seeks to build new
towers to avoid the weakness of the network and the slow ness of internet
service and addressed it as a media issue raised through social media
platforms among a limited number of customers, which the Consumer
Protection Authority stated that (51) thousand complaints, this percentage
does not exceed (0.1275) of the volume of its customers, which exceeds
(40) million subscribers, as reached The results to the importance of
environmental monitoring that made the company intervene early before
the worsening of the issue and turn into a crisis, and relied on various
media, especially interactive means through social networks, as the
company was interested in its communication messages to respond to
customer complaints and questions via social media, also included
providing the entrance of the persuasive message by presenting evidence
of the reasons for the network outage at successive intervals and that the
public should help them in helping them build towers to strengthen the
network, while providing solutions to improve the network Services as
soon as possible to achieve their satisfaction, and the company has used
many communication strategies, including preventive at the stage of the
impending and potential case, including treatment strategies at the current
issue stage when the media intervened.
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