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Abstract

The study aims to highlight the current situation of Public Relations department at Palestine
Medical Complex in Ramallah city, and also to examine the strategies adopted at Public
Relations department with regards to dealing with crises resulting from medical mistakes
which occur at the complex.

The researcher adopted the analytical description approach in the study; as she used open
in-depth interviews and content analysis tools, And content analysis to determine the
analysis of the media framework and the extent to which the procedures correspond to the
Pearson and Mitrov model,and the four strategies within the Roller model (media,
persuasion, consensus building, dialogue). The study was conducted on the population of
Ministry of Health, as well as a sample consisting of Public Relation departments at the
Ministry of Health and Palestine Medical Complex.

It has been indicated that the role of Public Relations department at the complex with
regards to following-up medical mistakes is very limited; as Public Relations department
has no influence or role with regards to addressing the consequences of any crisis which
may result from the occurrence of any medical mistake in case the crisis occurs at the
complex; as Public Relations department coordinates with competent authorities (police
and/or governorate) to control the problem.

The study revealed that the strategies adopted by PR department at the complex and the
Ministry are limited to intervention during crises, or dealing with media or families of
victims. They are also limited to control the conflict through coordination and
communication with official authorities (Ramallah and Al-Bireh governorate and/or
security service).

The study recommended adopting clear policies and strategies by the Ministry of Health
concerning communication with the public; particularly with regards to medical mistakes. It
is also necessary to authorize PR departments at the Ministry of Health and Palestine
Medical Complex to plan for public outreach as well as implementing the placed plans; and
providing these departments with the qualified human staff as well as financial
requirements for the purpose of performing their tasks.
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