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ABSTRACT

The objectives of this qualitative study were to investigate (1) public-relations (PR)
procedures of five-star hotels in Phuket after the December 26, 2004, tsunami; and (2) the difficulties
encountered.

Six samples were purposively selected from among PR administrators of five-star
hotels. The samples were interviewed in accordance with guidelines for in-depth interviews. An
analytical-descriptive approach was used for data analysis.

Findings reveal (1) four stages of PR procedures adopted by the hotels after the
tsunami. First was the information-seeking stage. Information was collected through Internet
questionnaires asking guests’ opinions and by studying sales reports, guest-complaint letters, minutes
of administrator meetings and PR plans of the Tourism Authority of Thailand (TAT). Second was
the planning stage. Objectives, target groups, activities, media, budgets and plans based on hotels’
main policies were established. Third was the action and communication stage. Hotels worked with
the TAT and industry alliances to reach target groups, mainly through mass media. Fourth was the
evaluation stage. Target groups’ perceptions were assessed through questionnaires. Also assessed
were the level of mass-media cooperation, the quality and quantity of published news items and sales
revenue. These hotels did not establish formal crisis-handling committees, instead relying on
administrators to direct PR departments and set up information-distribution centers. Hotel staff
participated in related activities, and aid was donated to victims; and (2) Problems with PR
procedures included hotels’ unwillingness to disclose data; irrelevant answers or no response at all to
guest inquiries from abroad in the immediate aftermath; wasteful spending on international media;
failure to disclose high room rates; sudden suspension of PR in foreign countries; and changes in PR
master plans to reflect market mechanisms and conditions.
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