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Abstract

This master's thesis investigates the role of digital communication in fostering consumer
trust towards Georgian companies. In today's rapidly evolving digital world, where information
spreads at lightning speed and communication channels are diverse, trust is becoming a crucial
factor for business success. This research aims to understand and explain this dynamic within the

Georgian context.

To gather data, the study employed a triangulation method, encompassing quantitative
research and two qualitative approaches: in-depth interviews and content analysis. This
methodology allowed for the collection of robust empirical data, providing insights into broad

consumer perceptions, company practices, and expert opinions.

Key findings reveal that: the digital space is the primary source of information about
Georgian companies; consumer feedback, transparency, and quick responsiveness are paramount
in building trust; fast and high-quality communication is a priority for consumers; effective crisis
communication management remains a challenge for Georgian companies; and online media is
perceived as a significantly more trustworthy source of information about companies than

traditional media.

The conclusion emphasizes that digital communication is a critical factor determining trust
and reputation for Georgian companies. Recommendations include increasing transparency,
fostering active and high-quality online communication, creating reliable content, implementing

effective crisis communication strategies, and fully utilizing digital channels. These findings will



contribute to the development of more effective public relations practices and the establishment

of long-term consumer trust for Georgian businesses.

Keywords: Digital communication, trust, public relations, traditional media, digital media,

social media, Georgian companies.
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