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Summary of the study

The planning and implementation of public relations programs are of utmost
Importance for maintaining public trust in institutions and improving their
image in the minds of the public. Thus, the study aimed to address the following
problem: What is the role of public relations programs in shaping the mental
image of the Sidi Lakhder Department among its audience? To answer this
guestion, a survey methodology was employed, selecting the appropriate
research community, which was the external audience of Sidi Lakhder
Department—individuals who have interacted or previously interacted with the
institution. A questionnaire was used to collect information from the research
sample, which was then analyzed to derive generalizable results. The theoretical
aspect of the study included a first section on public relations, a second section
on public relations programs, and a third section on mental image. The chapters
were divided into subtopics, along with an applied aspect that provided an
introduction to the institution, its services, communication channels, and the
public relations programs it employs. Additionally, the analysis of questionnaire

data was conducted, and the results were summarized as follows:

e The main services provided by the Sidi Lakhder Department
include housing benefits, issuance and retrieval of identity
documents, and utilization of commercial premises.

e Communication between the institution and its audience is
carried out through various means, with direct communication
being the primary method, followed by social media and
telephone communication as secondary and tertiary methods.

e Public relations programs include citizen reception and listening
to their concerns every Monday, which is the most attended
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program by the public for this reason. It is followed by open-
door sessions as the second most attended program, field trips
by department officials, and other programs.

52.63% of those who attended the public relations programs and
activities conducted by the institution reported an increase in
their trust. This is a positive indication that continued
implementation of these programs will lead to an improvement
in public trust in the institution.

According to respondents, the reasons for this trust are
improved reception and treatment, as well as direct contact with
the senior official to address concerns.

Public relations programs enhance communication between the
institution and the public, demonstrating the institution's interest
in addressing citizens' concerns.

The most useful media channels identified by the public are
social media platforms and publications.

The institution faces bureaucracy and occasional delays in
completing tasks, but respondents also perceive that it
sometimes understands its audience.

61.11% of the public, the majority, have an acceptable level of
trust in the Sidi Lakhder Department, and most of them believe
that people around them also have an acceptable level of trust in
the department.

79.16% believe that their trust in the Sidi Lakhder Department is

similar to the trust of people around them. This indicates that
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people are influenced by those around them, such as the
community, friends, and family, in forming their trust and

perceptions of the institution..
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