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Abstract

This study aimed to Identify the role of digital public “relations
strategies in countering rumors spread through social media
platforms, through a field study conducted on Yemeni

telecommunications companies.

It also sought it examined the effectiveness of these strategies
in limiting the spread of rumors and their impact on the

corporate image and public trust

In addition, the study sought to Identify the most prominent
digital tools and means adopted by public relations
departments in dealing with rumors and to analyze the level of

audience interaction with them.

The study belonged to descriptive research and adopted the
descriptive survey methodology, which was appropriate to the
nature of the study, A questionnaire was used as the main data

collection tool.

The study population consisted of customers of Yemeni
telecommunications companies, and a random sample of
(160) respondents was ’elected, and it was conducted during
the period from November 1, 2025, to January 31, 2026.

The study reached a set of results, the ‘most important of
which were as follows:
* The field study reveals that digital social networks, led by

Instagram and Facebook, have become the primary

information incubators and the leading source for the flow of
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rumors within the Yemeni environment

Statistical analysis shows that public interest in rumors is
organically and intensely concentrated around issues of
service quality and price hikes.

The study uncovers a critical strategic paradox: the majority of
respondents tend to believe circulating rumors despite some
referring to official accounts for verification. This suggests the
public consults official sources seeking "confirmation of the
problem" rather than its denial, highlighting a trust gap
caused by ambiguity and a lack of proactive, real-time data to
fillthe public's knowledge vacuum.

Results prove a low level of general satisfaction regarding
the speed of telecom companies’ response to digital
rumors. “Speed” recorded the lowest rating on the scale,
indicating a failure to implement a “Golden Hour” response
strategy. This allows rumors to crystallize into firm
convictions that are difficult to refute even when conclusive

evidence is later provided

The results point to a severe deficiency in advance planning
for information crisis management within Yemeni telecom
companies. The public perceives a state of improvisation,

where responses serve as "momentary reactions" to absorb

anger rather than being based on preemptive strategies and
pre-prepared scenarios to control the narrative from the

outset.
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Field analysis shows that Public Relations departments still
rely on a "One-Way Media Model"—limiting themselves to
broadcasting text statements without engaging in interactive
"Dialogic Communication." This explains the low satisfaction
with positive engagement, widening the gap and depriving
companies of the chance to convert frustrated subscribers
into brand advocates.

The study reveals a fundamental shift in the Yemeni public’s
preference toward visual content. Linguistic complexity and
"dry" official messaging have lowered comprehension levels,
necessitating a transition from traditional text to producing
explanatory videos and infographics that speak to the youth in
their modern digital language.

Results show a decline in the effectiveness of sponsored
digital ads for correcting misinformation during crises. This
reflects a "psychological aversion" toward paid content, with
respondents preferring transparent organic responses and
direct communication as stronger evidence of honesty and
social responsibility.

Linking theory with field data, the study proves that success in
countering rumors depends on shifting from "Delayed
Defense" to "Digital Proactivity." Building a reservoir of

"Constant Transparency" during stable times is the only

fortress that prevents rumors from escalating into devastating

reputational crises during times of turmoil.
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In light of the results, the study recommended strengthening
the role of digital public relation’s departments in Yemeni
telecommunications companies, developing clear
communication plans for rumor management, continuously
updating digital content, and intensifying interaction with the
public in a way that contributes to protecting institutional

reputation and increasing trust in the digital environment.
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