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Abstract
This study aims to analyze the role of integration between public relations and digital marketing in building

customers’ mental image, through an applied analytical study conducted on a sample of 152 customers from
several tourism companies operating in Baghdad. The study is based on the assumption that the effectiveness
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of institutional communication in the contemporary digital environment no longer relies on a single
communication function; rather, it requires a systematic integration between public relations—as a function
concerned with relationship building, trust enhancement, and mutual understanding—and digital marketing as
a strategic tool for interactive communication and managing mental impressions across digital channels <The
study adopts three main variables: the independent variable is public relations, measured through its dimensions
of trust, commitment, satisfaction, and control mutuality; the mediating/explanatory variable is digital
marketing, measured through its dimensions of digital content, digital interaction, social media presence, two-
way digital communication, and digital relationship building; while the dependent variable is the mental image,
measured through its cognitive, affective, and behavioral dimensions. The theoretical framework of the study
is grounded in contemporary mental image models, particularly the three-dimensional model (cognitive—
affective—behavioral), which explains how audience perception shifts from knowledge and information to
feelings and impressions, and ultimately to future intentions and behaviors «<The study employs the descriptive—
analytical approach. Data were collected through a questionnaire designed on the basis of validated scientific
measurement scales and analyzed using appropriate descriptive and inferential statistical techniques. The results
indicate that the level of public relations and digital marketing practices in the surveyed tourism companies was
good and generally positive, with the dimension of control mutuality ranking highest among public relations
dimensions, and two-way digital communication ranking highest among digital marketing dimensions. The
findings also show that customers’ mental image was at a good level, with a clear prominence of the affective
dimension as the most influential factor in shaping overall impressions <Furthermore, the statistical analysis
reveals the existence of significant correlation and impact relationships between both public relations and digital
marketing and the mental image. In addition, a strong and statistically significant effect of the integration
between public relations and digital marketing on enhancing customers’ mental image was identified, as this
integration explained a substantial proportion of the variance in the dependent variable. This confirms that
coordination between communication, relational, and digital marketing efforts represents a decisive factor in
improving customer perceptions and reinforcing their positive behaviors <In light of these findings, the study
recommends that tourism companies adopt an integrated communication approach that aligns public relations
and digital marketing functions, with particular emphasis on strengthening two-way communication,
developing interactive digital content, and shifting from a short-term promotional focus toward building long-
term digital relationships with customers. The study also recommends increasing attention to the emotional
aspects of digital communication, given their pivotal role in consolidating a positive mental image, enhancing
customer loyalty, and supporting the competitive sustainability of tourism companies in a highly competitive
environment.Keywords: Public Relations, Digital Marketing, Mental Image Building, Tourism Companies
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