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The Impact of Applying Social Digital Promotion Tools on Service
Quality Enhancement A Case Study in the General Directorate of

Passports and Civil Status Department, Royal Oman Police
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Abstract

This study examines the impact of social digital promotion tools

on service quality in the Passports and Civil Status Department of the
Royal Oman Police (ROP). Using a descriptive-analytical approach, data
were collected via an electronic questionnaire administered to a random
sample of 125 customers during September-November 2024. The study
investigated four major platforms: Instagram, X (formerly Twitter),
Facebook, and WhatsApp. Results indicate a statistically significant
positive relationship between social digital promotion tool adoption
and service quality enhancement (r = 0.624, R* = 0.389). WhatsApp
demonstrated the highest overall impact (M = 4.34), followed by platform
X (M = 4.24), Instagram (M = 4.08), and Facebook (M = 3.54). Overall
service quality was rated very high (M = 4.41, SD = 0.56). The study
recommends developing a comprehensive digital promotion strategy,
investing in technological infrastructure, and building employee digital

.capabilities

Keywords: Social digital promotion, service quality, Royal Oman

Police, Instagram, platform X, Facebook, WhatsApp
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KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .836
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