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ATTITUDE OF HOTELS TO RELATIONSHIP MARKETING IN THE
CASE OF BATUMI HOSPITALITY MARKET
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ABSTRACT

Relationship marketing is a form of marketing that at-
tracts customers, retamns them and enhances their satisfaction.
Historically; tourism and hospitality marketers have put more
emphasis on attracting new customers, but in the last few dec-
ades, the idea of nurturing the mdividual relationship with
current and past customers has received greater atfention.
Most marketers now accept that 1t 1s less expensive to attract
repeat customers that to create new ones and this is basic con-
cept belind relationship marketing. The key outcome of all
relationship marketing efiorts is to make ndividual custom-
ers feel unique and to make them believe that the organization
has singled them out for special attention.

Improvement 1n technology and innovation in loyalty
programs have made it much easier to deliver on the prom-
1se of greater probability form reduce customer attraction. In
order to build relationships with customers there are a num-
ber of steps that companies need to follow: In world practise
lhospitality companies use retention strategies to encourage
relationship marketing.

The purpose of the article is to analyse the attitude of ho-
tels to relationship marketing in the case of Batumi fhospr-
tality market. Different types of hotels represent in Batumi
hospitality market International fhotel chains, such as the
Sheraton, the Hilton, and the Radisson could make Batumi
city popular and atfractive destination among infernational
tourists. These international brands generally use loyalty pro-
grams lo refain and satisty their customers. The research work
involved Georgian hotel brands to find out and analyse therr

relationship marketing strategres and loyalty program [0o/s.
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