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Introduction  

Communication is a process of significant interaction within individuals; more precisely, it 

is the procedure by which meanings are recognized, and understandings are achieved. As a 

result, people are caught up in a never-ending cycle of communication. The hotel industry, as 

one of the most popular industries that solely relies on communication, now more than ever 

requires effective communication procedures to succeed in the competitive market. From 

customer relations to the efficiency of the communication between staff members can have an 

influence on many areas of the hotel, such as having a positive brand image, productive customer 

relations leading to customer loyalty, which will positively impact the business’s success. Thus, 

in today's communication-heavy world, the only way to alleviate the communication burden and 

establish effective relationships with both internal and external publics is to organize public 

relations activities. A well-planned PR strategy is a powerful instrument for each hotel. 

Essentially, public relations is the heartbeat of each hotel as it serves for several purposes. 

The procedure of understanding the purpose of the business and its relationships within society is 

known as public relations. Public relations (PR) is a planned activity that aims to influence 

people's perceptions and opinions, causing them to change their behavior and, as a result, to 

build mutual understanding and trust. In order to change people's perceptions, public relations 

professionals usually talk to customers to find out what they think about a particular business and 

what piques their interest. The engagement between a business and its publics is the foundation 

of PR procedure. These engagements are all about asking customers what they think about the 

hotel, what can be improved, and what their expectations are. The hotel can understand and fill 

gaps by knowing the answers to these questions. 
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Aside from establishing effective communication with the public, the job of public 

relations is to raise hotel awareness by building the brand and communicating with the target 

market. By focusing on the main characteristics of the business and presenting them to society, 

public relations can help generate customer recognition. Examples of features include what 

distinguishes the hotel from others, why customers should be particularly interested in your 

hotel, and what services the hotel provides that are unique to it. With the answers to these 

questions, an accurate PR strategy will be developed, identifying the target audiences and 

determining the critical media outlets to be used to raise awareness. An effective public relations 

strategy generates customer interest after raising awareness. Hotels that use public relations 

strategies should cultivate relationships with journalists in order to secure media placements 

while also utilizing social media platforms to connect with customers directly. Video blogging 

on social media is the most popular way to keep customers up to date on the latest hotel news. 

Public relations is all about developing a brand's image and managing its reputation. The 

road is not easy because it takes a lot of communication between an organization and its 

audiences to influence them and build trust. In today's competitive market, the hotel's reputation 

is its most valuable asset. Public relations procedures aid in the development and maintenance of 

a credible reputation for each hotel by creating media, press releases, and being active on social 

media, all of which shape public opinion and perception of the hotel. As content creation is the 

most important aspect of making a PR strategy work, social media is one of the most common 

tools for sharing content. Creating effective and engaging content will help to improve the 

brand's image and attract new customers. The key to success in public relations is to be creative 

with your messaging. 
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Public relations is an important tool for the successful development of any hotel because it 

involves not only the dissemination of information but also the formation of meaningful and 

targeted interpretation. This project is critical for hotels operating in Yerevan and throughout 

Armenia for two main reasons. Firstly, no such research has been conducted for hotels in 

Armenia to understand the gaps in this field and fill them, which will also benefit the Armenian 

economy. Furthermore, this project will help hotels understand the best public relations strategies 

to use when dealing with customer relations and providing good customer service, resulting in an 

improved customer experience and a better brand image for the hotel. Furthermore, the project 

will allow hotels to revise their public relations strategies in light of the research findings. Before 

understanding the significance of public relations procedures, it is necessary to comprehend the 

public relations challenges that hotels face when operating in the Armenian market. 

Overall, the hotel industry, as one of the competitive sectors of the twenty-first century that 

is constantly growing and developing, now more than ever requires public relations practice in 

order to succeed, as hotels strive to maintain a connection with their publics. Hotels should focus 

on increasing customer satisfaction, which can be accomplished through public relations 

activities, in order to gain an advantage. Satisfied guests, particularly in the hotel industry, 

increase the hotel's competitiveness, ensuring success. As a result, a skilled public relations 

practitioner will try to make an impression on customers, which will benefit the hotels in the 

long run. 

I chose two international hotels at random for this project, Hyatt Place Yerevan and 

Ramada by Wyndham Yerevan, as well as one local hotel, Hotel National Yerevan, and one 

local-based but later owned by Italians, Grand Hotel Yerevan. Later, I conducted interviews with 

the representatives in charge of each hotel's public relations activities, which allowed me to 
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become acquainted with the public relations strategies used by the hotels to satisfy their guests. 

Furthermore, I carefully examined customer reviews on the websites Booking.com, 

Tripadvisor.com, Agoda.com, and Expedia.com to determine what customers think of the hotels' 

performance and whether the hotels pay attention to their customer reviews. Also, the reviews 

part will help the hotel management teams to uncover their guests' perspectives on hotels' 

communication process through which they will be able to understand whether their public 

relations activities could lead to maintaining positive and favorable relations between the guests 

and the hotel staff. The next step was to examine each hotel's Instagram pages to determine 

whether the hotel's teams use social media to promote their hotels. In addition, I examined the 

engagements of the photos posted on each page to see if the hotels express gratitude by 

responding to the comments under the photos. Finally, it is up to the reader to determine which 

hotel is better at using public relations strategies to effectively communicate with their 

customers. 

Literature Review 

My review of the existing literature on public relations will be organized around three main 

categories: the definition of public relations, public relations activities in hotels, the role of 

public relations in enhancing customer satisfaction. The first category allows for the 

identification of various public relations descriptions, which aid in viewing public relations from 

various perspectives and understanding that public relations can be used for a variety of 

purposes. The second category reveals various public relations activities that enable hotels to 

succeed in the competitive market. And the final category is about how different hotels use 

public relations to increase their customers’ satisfaction. 

A. Definition of Public Relations 
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Many scholars have attempted to define public relations, and each one has come up with a 

different definition. The most common definition of public relations is that it develops and 

maintains relationships between an organization and its publics. 

Abdallah gives many descriptions of public relations, one of which is Daft’s definition of 

public relations. Daft describes PR as a means of controlling environmental resources through 

inter-organizational linkages (Abdallah, 2019). Abdallah also mentions Jethwaney and Sarkar’s 

view on PR. They define PR as a deliberate, planned, and sustained effort to establish and 

maintain mutual understanding between an organization and its publics (Abdallah, 2019, p. 111). 

Also, the responsibility of public relations is to handle problems with internal and external 

publics (p.111). 

Amaireh from the Madaba Institute of Mosaic Art and Restoration explores how Jordanian 

hotels succeed due to the use of public relations. Amaireh analyzed lots of scholarly articles that 

give the concept and definition of public relations. Among many definitions, he also mentions 

the definition of public relations provided by the Chartered Institute of Public Relations, which 

helps him draw his own definition. The Chartered Institute of Public Relations describes the 

efforts of PR to be intended to establish a mutual understanding continuous between the 

organization and its audiences (Amaireh, 2014, p. 2). Due to public relations, employees 

maintain healthy relationships with each other as well as with their guests. The author concludes 

that the organizations' management plans public relations to reach a mutual understanding and 

healthy relationships between the organization and their audiences; moreover, its primary goal is 

to achieve the business's purposes (Amaireh, 2014, p. 2). Thus, public relations are the most 

powerful tool that helps Jordanian hotels have advantages over the other hotels in increasing the 

satisfaction among customers.  
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In the book named Public relations cases, the authors define public relations as an 

interactive form of communication between the targeted audience and the organization (Hayes, 

Hendrix, & Kumar, 2013, p. 3).  Authors also mention the definition by Public Relations Society 

of America, which is “Public relations helps our complex, pluralistic society to reach decisions 

and function more effectively by contributing to mutual understanding among groups and 

institutions” (Hayes, Hendrix, & Kumar, 2013, p. 4).  Also, the authors discuss different aspects 

of public relations such as media relations, community relations, relations with particular 

publics, etc. The public relations process is a method for solving problems that have four stages: 

research, objectives, programming, and evaluation (Hayes, Hendrix, Kumar, 2013, p. 3). These 

phases should be taken into consideration and properly developed to make a better 

communication campaign with the public, media, and shareholders. 

The article by Bruning and Ledingham is generally about the practice of public relations 

and its importance. The professors’ perspective is totally different from other as they view public 

relations in the scope of relationship management (Bruning, S. & Ledingham, 2000). Public 

relations are viewed as the management function that establishes and maintains mutually 

beneficial relationships between an organization and the publics on whom its success or failure 

depends (Bruning & Ledingham, 2000). Such a perspective means that public relations 

concentrate on managing a business’s relationship with its target publics with the help of four 

management processes such as analysis, planning, implementation, and evaluation. This article 

clearly defines what is a relationship between the hotel management and guest. Moreover, a 

person or a company's goals lie around relationships, and public relations as a means of 

communication are used to maintain good relationships, which will help achieve those goals. 

Thus, in the framework of relationship management, public relations balance the benefits of an 
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organization and its public through the management of organization-public relations (Bruning, S. 

& Ledingham, 2000). 

In the book called Public relations: Concepts, practice and critique, the author highlights 

the importance of firstly understanding the role of public relations, and only after that, 

understand the issues and publics related to it. L'Etang believes that public relations entail the 

analysis of organizational actions that may impact relationships or reputation and considers 

public relation to be a two-way communication which involves the communication and exchange 

of ideas to facilitate change (L'Etang, 2017, p. 18). The author also emphasizes that public 

relations are sometimes called reputation management. Still, in order to gain that positive 

reputation, PR practitioners should focus on communication with the public and also think about 

how to impact public opinion (L'Etang, 2017, p. 50).  

The article written by Dominici and Guzzo is a case study from Sicily, which generally is 

about maintaining relationships with existing customers rather than attracting new ones. So, the 

success of a hotel is in the implementation of effective policies that will satisfy the existing 

customers. In order to achieve customer satisfaction, it is significant to recognize the customers' 

needs and to be able to fulfill them. Service quality and customer satisfaction are key factors in 

the battle to obtain competitive advantage and customer retention (Dominici & Guzzo, 2010). 

Due to the use of public relations the hotels can reach customer satisfaction. 

B. Public Relations activities in hotels 

In the development of small hotels, Milohnić highlights the importance of public relations. 

Milohnić separates relations with media, a field of public relations, to be one of the most critical 

factors in small hotels' future. As the author mentions, media creates and shapes public opinion 

as well as conveys information about the hotels to their potential customers (Milohnić, 2006). 
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The author concludes that the management of small hotels should take into consideration the 

significance of public relations and include it in their communication strategy. After this step, the 

hotel industry entrepreneurs should consider media to be a promotional channel for their hotels 

and have a compelling message that will attract customers (Milohnić, 2006). Abdallah also 

highlights the importance of media relations. The author mentions that "media relations activity 

is probably the most visible part of public relations that an organization carries out because it 

deals directly with external media” (Abdallah, 2019). 

Abdallah and Saad discuss the efficiency of public relations in the five-star and four-star 

hotels in Cairo. The authors also mention several PR activities that every hotel should use. The 

activities are sponsorship, special events, lobbying, crisis management, and corporate social 

responsibility. Sponsorship is essential for the organization's image, which will help to keep a 

link with the community and maintain a positive brand image and reputation. Public relations 

activities also involve organizing special events such as press conferences and seminars that aim 

to grab the public's attention. As for lobbying, Wood describes it as "any attempt to influence the 

governmental institutions' decisions" (Abdallah & Saad, 2019, p.117). PR's role in crisis 

communication is to organize activities that can deal with various stages of the company's 

downs. Finally, corporate social responsibility (CSR) is a department that is related to 

community relations. Also, the authors mention that it is necessary to note that besides solving 

issues with the external public, one of the PR department's responsibilities is to handle the issues 

to the external public (Abdallah & Saad, 2019).  

As for the Seattle Sheraton Hotel and Towers, the hotel's success lies in applying PR 

activities such as donating to non-profit organizations, organizing special events, offering their 

hotel for national meetings, etc. The highlight is also put on co-sponsorship; mainly, in order to 
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maximize the PR in donating in non-profit organizations, it is essential to work with media 

(Richmond, 2011). 

C. The Role of Public Relations in Enhancing Customer Satisfaction 

One of the most considerable challenges that hotel managers nowadays face is acquiring 

and maintaining customer satisfaction. The quality of service and customer satisfaction are the 

primary factors of a prosperous business (Dominici & Guzzo, 2010). In order to gain customer 

satisfaction, the hotel management team should have a good and steady guest relationship. The 

guest relationship is a powerful asset of the organization, and customer satisfaction is the starting 

point to determine the organization's goals (Dominici & Guzzo, 2010, p. 3). As the authors 

mention, the cost of attracting new customers is higher than the cost of retaining the existing 

ones (Dominici & Guzzo, 2010, p.3). This statement means that existing customers already know 

the effectiveness of the communication process in that particular hotel, but in order to attract new 

ones, more efforts should be used. Thus, managers should focus on maintaining existing 

customers by executing effective strategies of customer satisfaction and loyalty (Dominici & 

Guzzo, 2010, p.3). The relationship between the managers and customers is a job of a PR 

department; thus, through effective use of PR methods and policies, the management team can 

keep its customers. 

 Milohnić talks about how the success of small hotels in Croatia is dependent on public 

relations. The research consists of two parts, and the purpose was to understand the 

implementation of public relations as an effective policy for small hotels. The research shows 

how the use of public relations will increase the competitiveness of small hotels in Croatia. She 

highlights that the competitive advantages lie in uniting and enforcing skills to create value for 

the guest, which will result in gaining customer satisfaction (Milohnić, 2006, p. 232). In order to 
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attain a competitive advantage, undoubtedly hotel managers should use proper public relations 

tactics; only after the use of public relations the competitive advantage can be achieved, which 

will help reach customer satisfaction (Milohnić, 2006, p. 242). 

Richmond discusses that the success of the Seattle Sheraton Hotel and Towers of having a 

high number of satisfied customers lies in the public relations department's efforts. Moreover, the 

time and effort that hotels allocate to public relations can profoundly influence decisions of 

meeting planners and major associations (Richmond, 2011). The case study of the Sheraton hotel 

is an interesting one as it thoroughly describes the purpose and outcomes of each step done by 

the PR team of the hotel such as donating, organizing social event, etc. The author mentions one 

example of obtaining customers and gaining their royalty. The hotel's public relations team 

planned to offer the board of directors of the Seattle Symphony to do their major luncheon in the 

Sheraton and provide the conductor and his wife one of the best rooms (Richmond, 2011). The 

plan was successfully accomplished, and the symphony did their luncheon in the Sheraton; 

moreover, they continued to use the hotel for their business by maintaining a mutually beneficial 

relationship. As a result, the hotel obtained new customers and gained their satisfaction, which 

proves the conductor and his wife's ongoing business meetings in the Sheraton hotel (Richmond, 

2011, p. 358). It can be concluded from this case that only a satisfied customer can choose the 

same hotel several times. The author concludes by saying that "By putting the public in PR, the 

public speaks for you and your property and results in profits through PR (Richmond, 2011, p. 

362).  

The research by Amaireh in Jordanian 5-star hotels shows that the public relations team 

knows the value of the individual. With the expansion of the hotel industry's competitiveness, 

only the opinion of a satisfied guest can decide the place of a hotel in that industry. As the author 
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mentions, the primary purpose of public relations is to achieve the goals of the organization 

(Amaireh, 2014). This main objective is depended on the level of satisfaction of a customer. The 

effective use of public relations can shape a positive opinion of a customer and provide a 

favorable place for the hotel in the competitive market (Amaireh, 2014, p.8). 

As for the 5-star and 4-star hotels in Cairo, Abdallah confirms that public relations are an 

inseparable part of the success of the hotels. He highlights that public relations should be used as 

a marketing tool to keep the current customers and attract new ones (Abdallah, 2019). He 

continues by mentioning that it is significant for the hotel to have a positive image and customer 

satisfaction as they are interconnected, which can be achieved through the use of effective public 

relations procedures. So, PR affects customer satisfaction which in its turn impacts the brand 

image.  

By summing up the literature review, it can be concluded that public relations' main 

purpose is to achieve the goal of a business by confirming a continuous understanding and 

mutually beneficial relationships between an organization and its publics. As for public relations 

activities, most of the authors consider the media to be a public-opinion shaper. The authors 

mention that most hotel managers think media is the most popular promotional channel for their 

hotels as it sends information about the hotels to their potential customers. And finally, the role 

of public relations activities in enhancing customer satisfaction is to unite and enforce skills to 

achieve customer satisfaction. The authors note that public relations activities are to get an 

advantage that will help to reach customer satisfaction. 

Taking into account the previously mentioned researches, my research will add to that 

researches and discuss the public relations and hotel industry in the Armenian market. I found 

this topic necessary for two main reasons. Firstly, there is no single research about PR and 



 14 

customer relations in the hotel industry for the hotel operating in Armenia. I believe that the 

research findings will help the hotels operating both in Yerevan and around Armenia found gaps 

in their activities and fill them in order to attract more guests. The second reason is that the hotel 

industry has suffered the most as a result of COVID-19, and I believe that by investigating this 

field, both the government and the hotels would be able to find new ways to attract customers. 

Furthermore, because public relations is an important technique in dealing with customer 

relations, it is critical to understand other hotels' experiences. As a result, the literature review 

will assist hotels in understanding how hotels in various parts of the world deal with their 

customers through the use of public relations tactics. As a result, the hotel management teams 

will be able to observe the research findings and see the results of their efforts. 

Research Question and Methodology 

The primary research question of this capstone project is "What Public Relations 

Challenges Two Local and Two International Hotels in Armenia are Facing” The purpose of this 

topic is to learn about the public relations challenges that the Hotel National Yerevan, Hyatt 

Place Yerevan, Ramada by Wyndham Yerevan, and Grand Hotel Yerevan face during operating 

in the Armenian market. Furthermore, it is necessary to understand the various ways to deal with 

public relations and customer service, particularly what public relations methods hotels use to 

properly communicate with their publics, understand their needs and wants, and satisfy them. 

And the second research question is “Which Hotel is Better in Establishing Good Customer 

Relations?” In order to find out the answer to the second research question, I have looked for the 

customer reviews on Booking.com, Tripadvisor.am, Expedia.com and Agoda.com websites. 

These are the most popular platforms for customers to express their concerns or gratitude. In 
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addition, the reviews show how hotel management teams respond to their customers. There are 

many different points of view about the PR activities of hotels, which will be discussed later. 

For this scholarly research, I have used the qualitative method which included face to face 

interviews with the PR representatives of each hotel. In comparison to the researches mentioned 

in the literature review, none of the four hotels had a separate PR department and there were no 

separate PR representatives and PR was fallen under the marketing department. My research 

includes customer relations, a department of public relations that provides for handling 

relationships with the consumers to influence their behavior and opinion with the help of 

strategic attitudes. Such strategic attitudes include being accessible to all the guests all the time, 

communicating with them by regularly asking for their opinion and feedback, and being in touch 

with them by email. Other than customer relations, my survey will also investigate another 

department of public relations, which is called marketing communications, which includes 

advertising, branding, and other activities to raise brand awareness and gain a positive image.  

Firstly, I have asked the representatives to generally talk about the PR procedures they 

implement to satisfy their guests. After getting some information about their activities, I started 

to ask them specific questions. I asked whether they find media releases to be a helpful tool in 

customer relations. Afterward, they were asked whether they think social media is one of the 

main tools in communicating with the guests and raising awareness of their brand. Also, whether 

the representatives use media relations to keep guests aware of new deals. Then, I asked them 

what procedures they do to have effective customer relations. Due to interviews, I was able to 

compare the different approaches the four hotels implement to satisfy their guests.  

Finally, I looked for hotel Instagram profiles as well as engagements under the posted 

photos. I primarily chose Instagram for a number of reasons. For begin, one of the primary 
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reasons for choosing Instagram over other social media platforms is that Instagram is 

undoubtedly growing faster, and its higher engagement rate allows businesses to achieve greater 

success by building stronger relationships with individuals. In addition, because the websites 

solely focus on visual content, Instagram provides a different user experience than the other 

websites. Another reason is that businesses can reach a large number of people on Instagram by 

using hashtags. By using the appropriate hashtags, you can ensure that your content is seen by 

the right people. Furthermore, by creating targeted ads, it is guaranteed that the ads will reach a 

larger number of potential customers. Furthermore, Instagram stories are a great way to reach a 

larger audience, which aids in business promotion. Overall, Instagram is regarded as the best 

social media platform for connecting with the target audience; it is also the most popular website 

that appeals to the younger generation. Having a visual feed reflects the uniqueness of the 

business. 

Research Findings and Analysis 

a. History of the Hotels 

• Hotel National Yerevan 

Hotel National Yerevan is an Armenian local hotel that opened its doors with a warm heart 

and great passion in 2012. The hotel is located in one of the best-rated areas in Yerevan, 

Amiryan street, a five-minute walk from the Republic Square of Yerevan city, which is known 

for its Dancing and Singing Fountains, the History Museum of Armenia and the National Art 

Gallery. Because the hotel is located in the heart of Yerevan, there are numerous cafes nearby, 

and guests can easily find something to eat that suits their tastes. There will also be no 

transportation issues because the Republic Square Metro Station is only a five-minute walk from 

the hotel, and the nearest bus station is only 21 meters away. The hotel offers a variety of 



 17 

services for its guests, such as an indoor heated swimming pool, massage, spa, sauna, hammam, 

a fitness center, as well as 24-hour room service (Hotelnational.am, n.d.). The hotel also has a 

separate “Cigar Bar” where the guest can enjoy a premium class whiskey and brandy with a 

cigar. As for the business meetings and friendly conversations, the hotel offers the “Rose” bar 

with a modern and simultaneously relaxing interior. And finally, people appreciating the high 

gastronomy will adore the menu of restaurant called “National.”  

• Hyatt Place Yerevan 

Hyatt is a worldwide known hospitality company that has more than 950 hotels across the 

world. One of the Hyatt branded hotels was opened in Armenia, Yerevan in 2013. Hyatt Place 

Yerevan is located in the heart of Yerevan, just off the Republic Square of Yerevan city. The 

National Art Gallery and the History Museum of Armenia are only around a five-minute walk 

from the hotel. The Northern Avenue and the Opera are a 10-15-minute walk away for guests 

staying at the Hyatt Place Yerevan. The Hyatt Place Yerevan always guides guests about nearby 

attractions such as local shopping and dining in Vernissage and Abovyan Street. Tourists will be 

amazed by the Armenian hospitality by enjoying a bottle of wine while listening to jazz music 

and surrounded by pink stones (Hyatt.com, n.d.). A worth-mentioning point for Hyatt Place 

Yerevan is that the hotel is pet-friendly. The hotel demonstrates a range of services such as a 

fitness center and 24/7 dining, that aim to provide an enjoyable stay for guests.  

• Ramada Hotel & Suites by Wyndham Yerevan 

Ramada is the most well-known American multinational hotel chain owned by Wyndham 

Hotels and Resorts, which opened a hotel in Yerevan in 2019. Ramada by Wyndham Yerevan is 

a relatively new hotel in comparison to the other mentioned three hotels. The hotel is located on 

Buzand Street, one of Yerevan's most famous and central areas, about 150 meters from the 
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Republic Square. The hotel is located in the city center which means guests have easy access to 

entertainment such as shopping, dining, visiting the Ballet Theater. Also, guests can easily 

discover the History Museum of Armenia, Cascade and the Blue Mosque. Guests staying at the 

hotel Ramada Hotel & Suites by Wyndham Yerevan enjoy the relaxing facilities of the hotel, 

such as the sauna, Turkish bath and fitness center. There is no need to worry about the pets as the 

hotel is pet-friendly and the guests merely need to pay an additional fee for the pet. 

• Grand Hotel Yerevan - Small Luxury Hotels of the World 

Grand Hotel Yerevan is the very first hotel of Yerevan that was founded in 1928 and was 

initially named Yerevan. The hotel was designed by Nikoghayos Buniatyan, who was the chief 

architect of Yerevan at that time. The four-storey hotel was the highest skyscraper of Yerevan. 

By being the first hotel in Yerevan, it is very rich in history. Starting from the history, in 1998, 

the Italian company called Renco bought the hotel and renovated it, and in 2000 the hotel again 

opened its doors with great enthusiasm. In 2004, the hotel became a member of the international 

Golden Tulip hotel chain. In 2013, Hotel Yerevan was included in the high-class Royal Tulip 

club and was renamed Grand Hotel Yerevan. In 2017, the hotel left the Golden Tulip hotel chain 

and became a member of SLH (Small Luxury Hotels of the World) (Karapetyan & Haroyan, 

2015). Grand Hotel Yerevan is located on one of the central streets of Yerevan, Abovyan street, 

and is surrounded by several cafes, Moscow Cinema, and Artists' Union of Armenia. The 

Republic Square is a five-minute walk from the hotel. The hotel offers several relaxing facilities 

to its guests, such as a spa with a hot tub and access to a rooftop pool with a panoramic view of 

Charles Aznavour Square. 

b. Interview with the PR Representatives of the Hotels about their PR practices 

• Hotel National Yerevan 
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I interviewed Lilit Torossian, the Director of Sales and Marketing at the Hotel National 

Yerevan. I asked Lilit to tell me about the public relations activities she and her team engage in 

to ensure that their guests are satisfied. Lilit emphasized that they value each guest and strive to 

provide the best stay possible for them. She started by talking about their corporate clients and 

told me that they give special regard to them, which includes organizing special events for them, 

sending cakes to their offices as a sign of thankfulness.  

As for the guests staying at the hotel, Lilit mentioned that they usually cheer their guests by 

leaving Armenian dried fruit in their rooms, highlighting the idea of being a local hotel. 

Moreover, they leave notes such as “Have a nice stay” or “Have a nice day” as a sign of 

appreciation which will cheer the guests. Another way to please the guests is to leave a fruit 

basket or a piece of cake in their rooms along with a thank you note. Lilit stated that they try to 

attract new clients by being active on social media on a regular basis. One of the most important 

resources for promoting a hotel is social media. The Hotel National Yerevan has an official 

website, as well as Facebook and Instagram accounts where new specials and discounts are 

posted. Aside from the most recent offers, the management team posts photos from each corner 

of the hotel, such as the hotel's view, breakfast, lobby, and so on. Also, Lilit mentioned that they 

give special attention to guest reviews so that guests know that their voice is heard and the 

communication between the hotel management and the guest is not failed. 

• Hyatt Place Yerevan	

I spoke with Lizet Gritsenko, the hotel's Human Resources Manager, about the hotel's 

public relations practices at Hyatt Place Yerevan. Lizet informed me that Hyatt Place Yerevan is 

the city's second hotel that is not a franchise and belongs to an international hotel chain. Being an 

international hotel means that it is managed by the head office of Hyatt Hotels, and the director 
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of the hotel is assigned by the brand. As a result, there are several standards that every Hyatt 

hotel chain should obey, and they do not have the right to change them according to a particular 

country. However, Lizet told me that they try to please each guest by a bit of going out of 

standards. Because of these stated standards, most often, guests leave the hotel with 

disappointment and frustration. For example, there is no room service in Hyatt hotels, and each 

guest can order everything they want and pick it up from the lobby; however, room service is 

available to guests in Yerevan. Lizet emphasized that their motto is "Not saying no," so they 

attempted to change some standards to reflect Armenian culture. 

Lizet Gritsenko mentioned that their hotel puts a highlight on human relationships. So, in 

order to establish effective relationships with clients and build trust, each worker of the hotel is a 

multitasker that can help clients in every situation. For example, a reception worker is also a 

housekeeper and can help guests with housekeeping issues. In addition, while performing the 

check-in, the worker initiates a conversation with the guests to learn about their expectations 

from their stay, preferences, and so on. The hotel does not provide spa services and does not 

have a pool; however, they have contracts with several spa and pool centers that they provide to 

each guest who requests them. 

Concerning the Hyatt Yerevan Hotel's public relations procedures, the Human Resources 

Manager informed me that two days before each guest's arrival, their team discusses their guests' 

preferences such as food, pillows, and so on. For example, they had a guest who drank blood 

orange juice every morning, so the team had to purchase blood orange juice specifically for that 

guest in order to meet his needs. On birthdays, they also like to surprise the guests by leaving 

birthday cakes in their rooms. There is also a loyalty program for guests that grants them 

benefits. A person can become a member of the Hyatt Loyalty Program by staying in Hyatt 
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hotels around the world and collecting points. These points can be redeemed for a free plane 

ticket or a free late checkout. 

As mentioned in the beginning, there are fixed standards that the hotel should follow, and 

most often, the reputation of the hotel is destroyed because of those standards. Frequently, the 

complaints about the hotel are presented in the reviews. For instance, there is a standard that the 

hygiene products such as a comb, a razor are not offered in the bathroom, and guests should ask 

for it, and the workers will give it to them. Such standards put the guests in an awkward situation 

which frustrates them. Another example of a standard is that the team should leave a fruit basket 

or a cheese plate only in the rooms of VIP guests. A VIP guest is considered a person who is a 

member of a delegation or has stayed at least seven days in the hotel.  

As for the reviews, it is the most painful issue of the Hyatt Place Yerevan because 

sometimes guests can lie too, according to Lizet. There are several situations that the hotel team 

is not the one to blame. For example, a guest who has stayed at the hotel for about a month wrote 

a review complaining that the breakfast was the same. Lizet informed me that they would be 

unable to serve different breakfasts for one month. Another example was a recent case in which a 

guest with a headache requested a pill, and the hotel staff did not have the authority to provide 

him with medication because he might be allergic to it. Instead of giving the guest medicine, the 

staff offered to call an ambulance, but he declined. As a result, the guest left a negative review, 

claiming that the hotel staff is unhelpful. 

• Ramada Hotel & Suites by Wyndham Yerevan 

In Ramada Hotel & Suites by Wyndham Yerevan, I interviewed the Room Division 

Manager Katia, who is also responsible for communicating with the guests. The first thing Katia 

mentioned about their hotel that pleases the guests is that their hotel is pet friendly which attracts 
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lots of clients. Before the guests’ arrival, their hotel staff, just like the Hyatt Place, discusses the 

preferences of their guests in order to provide the best stay for them. If the guest’s check-in is at 

night, Katia herself checks the sterilization of the room, whether it is accurately tidied up, turns 

on the lights and the air conditioner so that the room will be fresh and the guest will not be 

scared of the dark. Right after Katia leaves the room, a “Count on us” sticker is fixed on the 

door, which is a new thing in the COVID situation. By having the sticker fixed on the door of the 

room, the guest can be sure no one was in their room before their arrival. 

In order to avoid a conflicting situation with the guests and bad reviews, guests are given a 

paper containing all the information about their stay at the hotel, such as when and where the 

breakfast will be served. Katia said that they had a case when a guest complained about the dirty 

bed, and they showed him that there is written in the paper that the beds are changed every two 

days. Also, the guests have an opportunity to gather points and have a blue or gold card by 

staying at Ramada hotels around the world. The hotel team likes to please those guests by 

leaving fruit baskets in their rooms or cake when there is a birthday or anniversary or letting 

them have a late checkout without additional payment.  

Katia highlights that their hotel ensures client confidentiality. They had a case when a 

foreigner called to the reception and asked whether an X person is staying there. And they 

immediately called an X person to ask whether they would like anyone to know about their stay 

or not. Another feature that will please guests is that if a person books a Ramada hotel anywhere 

in the world, there is no need to provide passport information for check-in because the system 

will automatically save the information about the guest. The check-in process becomes more 

accessible and faster in this case. Also, those guests staying at Ramada hotels more than once can 

choose the room they want to stay in. 
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• Grand Hotel Yerevan - Small Luxury Hotels of the World 

I had an interview with Ani Shahbazyan, who is the Marketing and Event Manager at 

Grand Hotel Yerevan. Ani told me that their priority is to satisfy the guests by entertaining them. 

As Grand Hotel Yerevan is rich in history and many famous people have stayed there, the hotel 

management team decided to rename some of the rooms by famous people who have stayed at 

that particular room. For example, in 2018, they named a room after the famous Armenian writer 

Yeghishe Charents, whose wedding took place at the hotel's buffet and where he wrote one of his 

final collections of poems, "The Book of the Way." As a result, each guest who stays in the room 

after Charents has the opportunity to learn about its history. The hotel management team planned 

to open a room named after Armenian writer Hrachya Qochar in 2019, and a room named after 

Charles Aznavour in 2020. Nonetheless, it was delayed due to COVID and the Artsakh War, so 

they hope to complete that plan by the end of 2021. 

Another way to entertain the guests is to introduce them to Armenian culture. For instance, 

in February, they had cooperated with Megerian Carpet Armenia. They had a demonstration of 

several Armenian carpets in their beautiful winter park which is the lobby of the hotel. Another 

priority of the hotel is that it is the oldest one and half of the staff work at the hotel for at least 14 

years. The guests who frequently stay at the hotel are surprised to see the same people working at 

the hotel for such a long time. 

Grand Hotel Yerevan likes to please its guests by leaving a piece of specially made 

chocolate containing dried fruit in their rooms. The chocolate is exceptional as it is made by their 

chef. Along with the chocolate, they also put a note such as “Have a nice day from the bar 

supervisor” or “Good night from the marketing manager.” The hotel staff wants guests to know 

that each hotel member is concerned about them by posting such messages. The hotel also has a 
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Michelin-starred chef who created a special menu combining Italian and Armenian cuisine. For 

instance, the hotel offers Armenian noodles called Arishta with smoked salmon and vodka. Such 

mixes satisfy each guests’ taste buds and make their buffet exceptional.  

c. Reviews about the hotels 

This section will discuss the customer reviews about the effectiveness of procedures of the 

hotel staff in the hotels on websites such as Tripadvisor.com, Booking.com, Agoda.com and 

Expedia.com. There were both positive and negative reviews towards the hotels which are 

singled out bellow. 

• Hotel National Yerevan 

In Hotel National Yerevan, Lilit Torossian, Sales Manager at Hotel National, was the one who 

responded to the reviews.  

Starting with the positive reviews, guests were pleased with the staff's politeness, 

describing them as professional and friendly. One of the guests remarked that the staff spoke 

perfect English and was extremely welcoming, considerate, and cooperative. Another guest 

mentioned that he had never had a better experience like in the Hotel National, by emphasizing 

that the staff was super helpful and pleasant. Some guests also singled out Nare, Nelly, Noura, 

and the gentlemen who kept smiling as they opened the door for their professionalism and 

helpfulness. The other guest stated that the Hotel National is truly international in terms of 

maintaining high standards and meeting the needs of its guests. Another guest from the USA 

mentioned that Areg working at the front desk was extremely polite and spoke excellent English. 

Overall, most of the guests were satisfied with their stays at the hotel and thanked the staff for 

doing their bests. 
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Along with the positive reviews, there were several negative reviews about the hotel's staff. 

One of the guests wrote a review on Tripadvisor.com saying that the staff's politeness is a zero 

out of ten because they cannot speak correctly and there is no unity among the staff members. 

She mentioned that they booked a hotel and paid in advance, but they had to leave after a few 

hours due to security man concerns. After the Francophonie events, the guest came to the hotel, 

but the security man, who strangely at that time was working instead of a reception man, did not 

let her go to her room as she had a Francophonie member's badge. After a 15-minute scandal, the 

security man clarified the issue. During the scandal, the manager did not even appear to be 

resolving the issue. The staff was clueless and uninterested. This review was not responded to by 

the hotel. Another negative review was on Booking.com, where the customer accused one of the 

staff members of robbery, specifically the member who was caught digging through the guest's 

wallet. As an admission of guilt, the administration and staff provided brandy, a fruit basket, and 

late checkout, which the guests had requested in advance. When the guests refused to accept 

such an apology, the staff threatened to call the police and blame the guest for lying. In turn, the 

hotel staff responded that the guests were lying and that their only goal was to obtain 

compensation, as they had hinted several times. One of the guests complained on the website 

Expedia.com that the staff was impolite because there were no greetings when the guest entered 

the hotel because some of the staff members were on their phones. 

• Hyatt Place Yerevan 

The Hyatt Place Yerevan received positive feedback for its extremely friendly and 

professional staff. One of the guests mentioned that he had stayed at the hotel for fourteen days 

and had no complaints, only compliments for the excellent and welcoming staff. Another person 

highlighted the professionalism of the reception staff by mentioning that they did almost 
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everything to please the hotel guests and tried to make their stays as comfortable and pleasant as 

possible. One guest from the United States wrote that the hotel staff is exceptional; additionally, 

the team responded quickly to all requests and communicated with the guests from the beginning 

of the booking process until they checked in. In addition, the guests praised the staff's diligence 

and care under COVID conditions. One of the Greek guests observed that all of the staff 

members are extremely friendly and accommodating. He emphasized that the hotel's chauffeur 

Varo was an excellent tour guide who was well prepared and had excellent driving skills, which 

is a must when planning a tour of the city. The most recent review was in 2021, and it noted that 

the staff was so lovely, helpful, and caring, particularly Bedig, Arman, and Hasmik, who were 

excellent interlocutors; additionally, the guest highly recommended staying at the hotel. 

In terms of negative feedback, guests complained about the staff's unprofessionalism and 

unfriendliness. One of the guests mentioned that the staff does not speak English or Russian. One 

guest wrote on Expedia.com that, despite the fact that the service was excellent and the staff was 

professional, he made a payment in advance when reserving a room, but the front desk lady 

notified him that there was no payment record. As a result, the guest was required to pay for the 

second time. One of the guests complained that the receptionist asked him why he was leaving 

the hotel, and he listed several reasons, including bad Wi-Fi, a heater problem, and so on. Instead 

of apologizing, the lady stated that it is the guest's opinion, which the guest referred to as an 

unprofessional response. In the most recent review in 2021, the guest complained about the 

receptionist who told him to wear a mask, but he only wore it around his mouth. Another guest 

from Israel complained that the service was a disaster and that the employees were careless, and 

that the management was incompetent. 

• Ramada Hotel & Suites by Wyndham Yerevan 
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Talking about the positive reviews for Ramada Hotel, guests were praising the hotel 

personnel for being polite and ready to help. The key point is that there were several guests that 

especially singled out Talar Keshishian for her outstanding service, helpfulness, and 

professionalism, who was extra helpful in planning journeys. Talar made the guests' stay much 

more pleasant and maintained a personal touch throughout the trips. Another guest remarked that 

the staff was always cheerful and thanked everyone on the team, especially Mary, Talouz, and 

Katia, who worked the afternoon shift. Guests also appreciated how courteous, hospitable, and 

supportive the staff was. One of the guests even mentioned that the hotel staff arranged airport 

pick-up and drop-off for him. Furthermore, guests commented on the team's command of the 

English language. 

Concerning the negative reviews on Tripadvisor.com, one guest sent several emails to the 

hotel requesting a quote for his stay, but no one responded. As a result, the guest booked another 

hotel, which responded to him within a few hours. The Ramada team responded that they 

double-checked the emails and found no emails on the quotation, and that it could be a technical 

issue. Another review criticized the customer service, stating that although the staff was 

extremely polite and friendly, unfortunately, they did not know anything. Another issue was that 

the spa was not working. Also, the guest requested iron, and after forty minutes, they brought the 

iron table, and after ten minutes, a person from the reception called and inquired as to what room 

they desired. The Ramada did not respond to this review. Another negative review stated that the 

guest's cloth mysteriously disappeared; however, the staff returned it. The hotel did not respond 

to this review. 

• Grand Hotel Yerevan 
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Ani Shahbazyan, Guest Relations Manager, was in charge of responding to guest reviews. 

The most recent review on the Tripadvisor.com website was in 2020, and it was about thanking 

people at the reception desk for accommodating the guests' request for an English-speaking 

driver. Several guests also thanked PR manager Syuzi for going above and beyond to make the 

guests feel safe and relaxed; she was also great at recommending exciting places to visit, such as 

museums, restaurants, and concerts. The majority of the reviews mentioned the beautifully 

decorated hotel and the well-trained and polite staff. One of the guests wrote that the hotel 

enticed him with exceptional customer service, as each staff member was eager to meet each 

guest's needs. The staff could not have been more efficient, friendly, or fluent in English. In 

addition, the team did everything possible to provide a safe environment for the guests in the 

event of a coronavirus outbreak. One of the guests mentioned that even though some facilities 

were closed due to the coronavirus, the staff did everything they could to accommodate the 

guest. They were also very caring and paid attention to every little detail. One of the guests 

mentioned that the doorman, receptionists, and all personnel greeted him with a five-star smile, 

which is unusual in hotels. The professionalism of the spa workers was also highlighted by the 

guests. 

In 2018 on the Tripadvisor.com website, a guest complained about the reception lady's 

terrible behavior during the arrival. The guest thought that the lady did not know how to discuss 

things with new guests and how to satisfy them. Several guests complained that the staff was not 

the same as before and the front desk staff was rude. Another guest mentioned that the service 

was terrible and the staff was not polite as it was expected from a luxury hotel. The guest wrote 

that no one greeted him when he arrived at the hotel, and he had to wait until the staff stopped 

talking with each other. Another guest commented that he didn't understand why the hotel was so 
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highly rated because the management was awful and didn't care about the guests. The other guest 

wrote derogatory remarks about the staff after they woke him up at 8 a.m. to check the minibar. 

d. Comparison between the hotels 

This section will compare the public relations practices of two local hotels, then two 

international hotels, and finally international hotels to local hotels. 

• Comparing Two Local Hotels 

To begin with the similarities, both representatives stated that they value each guest's 

opinion and that their priority is to satisfy them and provide the best stay possible for the guests. 

Another similarity is that both hotels like to cheer up their guests by leaving Armenian dried fruit 

or chocolate containing dried fruit in their rooms with a positive and complimentary note. The 

chocolates at the Grand Hotel are exceptional because they are handcrafted by the hotel's chef. 

The hotel management teams want to express their gratitude to their guests and make them feel 

valued. In addition, if guests have special occasions such as birthdays or anniversaries, the hotels 

surprise them with a piece of cake. 

In terms of differences, the Grand Hotel was the first hotel in Yerevan and thus has a rich 

historical legacy, as opposed to the Hotel National, which opened in 2012. Grand Hotel uses its 

history to attract new customers by opening rooms after famous people who stayed in that room. 

The hotel's unique feature is that it employs employees who have been with the company for 

more than 12 years, which astounds every guest. In addition, the hotel enjoys collaborating with 

organizations that represent Armenian culture, such as Megerian Carpet, because displaying new 

items each time attracts customers. Furthermore, in order to attract customers, the hotel 

management updates the kitchen. The hotel has a chef who has created a one-of-a-kind menu of 



 30 

Italian and Armenian cuisine. Hotel National, on the other hand, prefers to attract new customers 

by being active on social media, posting new deals and photos of the hotel. 

• Comparing Two International Hotels 

In terms of similarities, both hotels allow pets, which is a benefit that attracts customers. 

Both hotels have loyalty programs that allow customers to collect points and redeem them for 

various benefits such as late checkout, more comfortable rooms, and so on. Both Ramada and 

Hyatt have management teams that discuss their guests' preferences prior to their arrival so that 

the teams know what kind of unique approaches to use. Also, there is no such thing as a "no" for 

guests, which means that everything should be done to meet their needs. 

In terms of distinctions, Hyatt Place is an international hotel chain that should adhere to 

standards that most often irritate guests. Ramada, on the other hand, is a franchise and can adjust 

some standards to fit in the Armenian market. The Ramada hotel staff provides an additional 

informational paper with detailed information about when the beds are changed, when breakfast 

begins and ends, and so on. These informational papers also aid in avoiding potentially 

conflicting situations. The Hyatt Place does not provide such informational paper by explaining 

that they explain everything during check-in, so there is no need to provide additional paper. The 

Hyatt Place team emphasizes that every employee is a multitasker. In terms of treating guests 

well, Ramada Hotel only leaves a fruit basket in the rooms of guests who are members of a 

loyalty program and have some points collected. Hyatt Place, on the other hand, only leaves 

cheese plates or fruit baskets in the rooms of VIP guests, such as delegation members or guests 

staying for more than seven days. 

• Comparing Two International Hotels to Two Local Hotels  
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By comparing two local and two international hotels with each other, there are several 

things that are similar in the PR procedures. All four hotels try to make everything possible for 

the sake of their guests, even during the COVID situation. There is not a word called “no” for the 

guests, and the guests should have all the possible conveniences to satisfy guests’ needs. Each 

guest's review is heard, and any errors are corrected. On special occasions, such as birthdays or 

anniversaries, hotels surprise their guests with a cake. 

As hotels’ staff recognize the value of media relations, they employ virtual branding 

techniques to attract more customers. The hotels are active on social media websites, where they 

post new offers and information about the services they provide. Based on the content of the 

hotels' Instagram pages, it is clear that their media relations strategies are completely different. 

All three hotels except Hotel National Yerevan use hashtags on Instagram, which allows the 

hotels to target the audience they search for and discover new audiences. 

In comparison to the other three hotels, Hotel National's Instagram page was the most 

inactive even though their representative mentioned that they value media relations. The most 

recent picture was posted on April 23, asking for a daytime front desk agent (see Figure 1). The 

previous post was on March 8, congratulating women. The photos are posted on a monthly basis 

and depict events such as birthdays that took place in the Hotel National's restaurant. 

Unfortunately, there was nothing else about the hotels' rooms or the services they provide that 

would pique the interest of a potential tourist. Looking at the engagements under the posted 

photos, there was hardly any comment by the viewer. I found only some comments under photos 

posted in 2019; however, there were no replies. There was only one reply from the hotel to the 

comment when one person wrote them to check their “direct” messages. Even looking at the BIO 
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section of the page, the hotel does not include any eye-catching information, only a phone 

number, and an email address. 

 

Figure 1: Hotel National’s Instagram Feed 

The most active and engaging Instagram profile was Hyatt Place’s page (see Figure 2). 

Firstly, the BIO section is the catchiest one among the four hotels as the viewer’s attention and 

makes him scroll down for photos. The hotel posts “stories,” which include photos from the 

kitchen or photos from the rooms which expire after 24 hours. Aside from the "stories," they also 

post photos about the hotel and Armenia on a daily basis, which helps them maintain an active 
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page. Another engaging feature is that the hotel posts interviews with staff members in which 

they are asked about their most memorable Hyatt experience. As for the engagements under the 

posts, there were not much comments. People did, however, put emoji under videos of interviews 

with staff members, to which the Hyatt time did not respond but did put “likes” as a sign of 

appreciation. Overall, their profile is very interesting and engaging, as they have posts about the 

hotel’s facilities, interviews with staff members, daily posts, and Instagram “stories.”  

 

Figure 2: Hyatt Place Yerevan’s Instagram Feed 
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After Hotel National, Ramada Yerevan is the second most inactive on social media. Their 

most recent photo was shared on Easter (see Figure 3). However, their posts focus on their 

outdoor rooftop restaurant, and the content about their hotel rooms is scarce. It would be 

preferable to include some photos of their hotel as well. There was rarely comments under the 

photos, in 2020, there were no comments under the photos, but there were some emojis, to which 

the hotel did not respond. However, there was one comment made on the 2021 photo, which the 

hotel marked with a "like." The BIO, on the other hand, is brief and to the point, conveying the 

main message. 
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Figure 3: Ramada Yerevan’s Instagram Feed 

As Grand Hotel Yerevan highlights their unique restaurant, their Instagram page is filled 

with images of the dishes served at the restaurant (see Figure 4). Unfortunately, there are only a 

few pictures of their hotel facilities and services, such as the spa, rooms, and interesting hotel 

corners, such as their winter park, which is also appreciated by the guests. However, their BIO 
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section contains the most important information about them, which is the date they were 

founded. Because the hotel does not post on a daily basis, the page is somewhat inactive. Their 

posts are approximately four or five days apart. Given that their feed is primarily about food and 

beverages, it is understandable that there will be few comments. However, there was a photo of 

the hotel's exterior on which one person, most likely a former customer, wrote "Best place ever," 

to which the hotel responded with a heart emoji. There were also comments such as "missing 

your delicious food" and "looking forward to your delicious cocktails," to which the hotel team 

responded with an emoji and "looking forward to welcoming you," respectively. It is clear that 

the hotel wants its potential customers to believe that each guest's comment is read and 

appreciated by the staff, creating the impression that the hotel staff cares. 
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Figure 4: Grand Hotel Yerevan’s Instagram Feed 

In terms of guest relations, all three hotels, with the exception of the Hotel National, are 

pet-friendly, which is a plus for the hotels. The Grand Hotel does not charge guests for pets, 

unlike the Hyatt Place and Ramada. The huge advantage the international hotels have over the 

local ones is that the guests can become a member of the loyalty program and collect points all 

over the world. Those accumulated points can be changed to get a free ticket, a late checkout, a 

better room, etc. To cheer up their guests. Hotel National and Grand Hotel treat each guest by 

leaving chocolates with notes or fruit baskets in their rooms, whereas in the case of Ramada, they 
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leave a fruit basket for the guests who are a member of the loyalty program, and the Hyatt place 

gives it only to VIP guests. 

Only Grand Hotel representative emphasized that they try to have engaging and new events 

in the hotel by using their history to attract guests, such as having demonstrations of some 

Armenian culture pieces in the winter park by collaborating with museums. In contrast, the three 

hotels do not hold such events and instead rely solely on social media platforms to attract 

customers. Moreover, only Grand Hotel invited a special chef from Italy, having Michelin Star to 

compose a special menu for the hotel. While Hotel National is a local hotel that tries to act 

according to international standards, the international hotels try to adjust those international 

standards to fit in the Armenian market which is a clear tension. As for the Grand Hotel Yerevan, 

it was a local hotel that was later bought by Italians, and the hotel management team still tries to 

act like a semi-local one, not fully international, with events dedicated to the Armenian culture. 

Recommendations 

I believe that some suggestions would help hotels improve their image by implementing 

several PR procedures. One procedure that should be applied is to be active on social media 

platforms because it is the first thing customers look at before reading reviews. Being active on 

social media websites and posting information about the hotel will help potential customers have 

a perception of the hotel. Also, customers should see that the hotel responds to the engagements 

under the posted photos, which will give them the impression that their voices are being heard. 

The second most important thing is to always respond to guest reviews and make changes as 

needed. Another suggestion is to organize engaging and exciting events, such as the Grand Hotel 

Yerevan, whether it is an illustration of an Armenian cultural piece or anything else interesting 

so that the guest’s stay will not be monotonous. Also, one piece of advice to local hotels is to 
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avoid attempting to use international standards in order to succeed in the Armenian hotel market 

as the research shows that international hotels are trying to alter those standards to fit in the 

market. 

In addition, when reviewing the PR procedures used by the hotels mentioned in the 

literature review, one of the most important components of PR activities was corporate social 

responsibility, which is connected to community relations. Except for the Grand Hotel Yerevan, I 

think the remaining three hotels do not engage in community outreach. One of the 

recommendations, in my opinion, would be to review their CSR and take actions such as 

participating in or organizing charities that will attract socially conscious investors as well as 

engage guests. 

Limitations and Avenues for Future Research  

I chose only four hotels in Yerevan: one local, one local-based hotel later purchased by 

Italians, and two international branded hotels, one of which is a franchise. I had no idea about the 

hotels' histories when I chose them. Due to time constraints, I was unable to include hotels 

located throughout Armenia, so I concentrated on hotels located in Yerevan. I just picked hotels 

at random by looking at Yerevan hotels, especially those in the city center, and looking at their 

ratings. As a result, my research and findings are limited to four hotels locating in Yerevan. 

To fully explore and expand this field, I would like future researchers to conduct additional 

research on the public relations challenges that hotels face not only in Yerevan but throughout 

Armenia. In addition, one of the most popular ways to build a hotel's image is through social 

media platforms. It would be more effective to include a study of how the hotel's social media 

presence affects its brand image. 
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