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The article presents the peculiarities of business activities of enterprises
operating in the Republic of Armenia (RA) offering heritage- and cultural-based
experiential tourism (HCBET) products and services. The article proposes the
content of an integrated Business Canvas Model for enterprises engaged in similar
activities. The integrated business canvas is based on the study of the cases of the
enterprises selected within the framework of the research, according to the
following key factors: Thematic areas, Activities/services, Marketing approach,
Financing methods, Key success factors and challenges, and Potential for future
development. Enterprises, operating in this field, are considered key cells of this
kind of tourism development in the RA. Those enterprises are considered social
organisms, which, if properly managed and provided with appropriate support, can
become the basis for the long-term development of this kind of tourism in the RA.
Therefore, it is necessary to systematically present the system of tourism services
and products of enterprises included in the HCBET and the generalized model of
business activity. It is important to emphasize that HCBET in the RA mainly
includes hotel and restaurant businesses that mainly offer experiences based on
Armenian intangible cultural heritage.
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Introduction. In recent decades, the experience economy has become an
object of scientific research and a key factor in the development of the modern
economy. As Pine and Gilmore rightly note: “Though experiences happen in the
minds of people, the experience economy is about business activities” [1]. The latter
is experiencing rapid development in the field of tourism, as the most practical field
of application of this concept. The Republic of Armenia (RA) tourism sector was not
left out of that process. Now Heritage- and Culture-based Experiential Tourism
(HCBET) is considered a rapidly developing new approach to tourism in the RA, the
success of which is based on both the rich cultural heritage of the RA and
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investments and existing experiential tourism enterprises [2, 3]. It can be said that
the existing enterprises involved in HCBET are considered social organisms, which,
if properly managed and provided with appropriate support, can become the basis
for the long-term development of this kind of tourism in the RA. Therefore, it is
necessary to systematically present the system of tourism services and products of
enterprises included in the HCBET and the generalized model of business activity,
which can be useful both in the RA and in other countries, for other
individuals/enterprises initiating similar activities. In this regard, the following aim
for this research has been set: to introduce the peculiarities of business activities of
the enterprises included in the RA HCBET and to suggest a generalized model of
doing business in this field.

Research Methodology and Database. The main methodological approaches
used in the article are inductive (with a type of non-full induction), the use of primary
and secondary data based on the case studies of particular enterprises (Tab. 1), which
have been studied in the framework of the following topics: Thematic areas,
Activities/services, Marketing approach, Financing methods, Key success factors
and challenges and Potential for future development. Based on these approaches,
research methods of analysis and synthesis, classification, sociological surveys, and
modeling were used.

Table 1

The list of the studied and surveyed enterprises (as the best practices) involved in the RA HCBET
in the framework of this research [4]

No Name of Enterprise Product related to HCBET Location, RA
1. | Hotel Yeghevnut Hand cream making with Syuplk Region,
beeswax master class Goris Town
2. | Guest House Legend Smbatab_erd Fortress hiking and Vayots dzor 'Reglon,
gata baking master class. Artabuynk village
3. | Guest House Iris Tanapoor cooking master class Lori Region, Alaverdi Town
4 Guest House “Under Gatamking experience in tonir Vayots Dzor Region,
" | the Walnut Tree” g exp Eghegnadzor Town
5 Guest House Chanakh dish and sweet Shirak Region,
" | Chalet-Gyumri pokhindz making master class Gyumri Town
6 Noosh Guest House Klulik and Nooshello Avragatsotn Region,
" | and Restaurant making experience Ashnak village
7 | Restaurant Ar Areni V|t|c_ulture, tolma, and fish Vayo_ts _Dzor Region,
cooking master class Areni village
8. | Restaurant LOBY Tolmamakln_g with bean Syu_nlk Reg_lon,
leaves experience Verishen village
Traditional loshmaking and barbecue| Tavush Region,
9. | Restaurant Aghavnatun | . - . . .
in a special tonir experience Aghavnavank village
10. | Mosh workshop and shop Creation o_f your own folk art Vayots Dzor Region,
doll experience Eghegnadzor Town
11. | Art Center Arhestanots Pottery master class and making Vayo_ts _Dzor Region,
clay souvenirs Areni village
12. | Sisian Ceramics Pottery class and batik scarf making | Syunik Region, Sisian Town

Syunik Region,

Shinuhayr village

14. | Mayilyan Woodcarving | Woodcarving master class Tavush Region, ljevan Town
15. | Buduart Copper jewellery-making master class| Tavush Region, Dilijan Town

13. | Wool-to-Carpet Making Armenian carpets
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Research Results and Discussion.

Thematic Areas. The enterprises included in the HCBET in the RA mainly
belong to the following types of tourism industry enterprises: a) overnight enterprises:
hotels, guest houses; b) catering enterprises: restaurants. It should be noted that these
enterprises were either created based on experiences (as the main product of these
enterprises), or these existing enterprises added experiences based on intangible
heritage values in their current main offers. At the same time, individuals (as
individual entrepreneurs) are also engaged in entrepreneurial activities within
the framework of HCBET. They present their cultural skills (painting, statuary,
engraving, etc.) as an experience and offer them to tourists. Thematic festivals (wine,
tolma, barbecue, gata, etc.) are also considered as special experiences.

The experiences presented by the types of above-mentioned business activities
are based on Armenian cuisine, crafts, and art, which are presented to tourists mainly
in the form of master classes, storytelling, and study tours.

Activities/Services. The services of the enterprises included in the HCBET in
the RA can be classified into two groups: a) services that are specific to the enterprise
and are not directly related to experiences, such as providing overnight stay, food
serving/delivery; b) services based on cultural values and provided to tourists in the
form of experiences, such as master classes, and hiking tours.

In other words, the services of the enterprises are not diverse, and the main
service, for the vast majority of cases, is the master class, which expresses the cycle
of creating the value of the given intangible cultural heritage. Therefore, it can be
said that HCBET services are practical and life-specific educational services.

Marketing Approach. The enterprises included in the HCBET in the RA use
both digital and non-digital marketing tools/methods. In particular, among the digital
marketing tools for these enterprises are social sites/social media marketing (SMM,
Instagram, Facebook), booking systems in the field of tourism (Booking.com, Trip-
Advisor), search engines (Google Maps), Google My Business, blogging. Some enter-
prises also have their own website. Non-digital marketing tools include participating
in various events or organizing events themselves, publishing articles in the print media,
word-of-mouth marketing, and collaborating with other tourism industry enterprises.

Financing Methods. The enterprises included in the HCBET in the RA ensure
their financial stability mainly with the help of the following: Revenue from the sale
of offered services, Resale, Business loans, International and National Grant
programs, Personal investments, and Support from friends/relatives.

Key Success Factors and Challenges. The key success factors of the
enterprises included in the HCBET in the RA are very diverse. Still, as a result of
their systematization and classification, the following key factors can be
distinguished (Tab. 2).

According to Tab. 2, the “hard” factors for the success of the enterprises are
much more diverse and had a basic influence on the enterprises but at the same time
“soft” factors, according to the owners, helped them to overcome the main
challenges faced during the business activity. It should be noted that these businesses
have faced certain challenges, the key ones of which are lack of previous experience,
dissemination of information and awareness raising, unfair market competition, poor
infrastructure, stereotypes on their experience-based services/products by locals, and
concertation only on incoming tourists.
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Table 2

Key success factors of enterprises involved in the RA HCBET

“Hard” factors

“Soft” factors

The chosen right idea

Teamwork

A clear formulation of dreams and goals

Collaboration and considering competitors as
partners

Choosing a favorable geographical location

Personal qualities (optimism, positive attitude
towards the future, initiative, diligence, ability to
be creative and innovative, courage, devotion,
compassion, ability to be open to new
thoughts/ideas, ability to reject stereotypes,
flexibility, ability to react quickly to changes,
long-term thinking, willingness to share own
values, striving to constantly learn and constantly
improve, smile, hospitality)

Availability of professional skills and knowledge

Target market selection

The uniqueness of the services/products

Providing feedback to customers

Being a family-based business

Activities based on local resources (natural,
cultural, human) and values

Ecological cleanliness of the activity(es)

Taking into account the risks and challenges
before and during the activity

Potential for Future Development. The future development factors of the
enterprises included in the HCBET in the RA are very diverse and can be classified
into three main dimensions: Social-Economic, Marketing, and Geographical (Tab. 3).

Table 3

Future development dimensions of enterprises involved in the RA HCBET

Social-Economic

Marketing

Geographical

The use of Armenian intangible
cultural heritage, which is not
yet used but has great potential
in terms of creating experiences

markets

Strengthening cooperation in
both local and international

Diversification of activities (new
experiences, services) and spatial
decentralization (spreading their
activities in other communities
of the RA in the form of opening
guest houses, restaurants, etc.)

Carrying out charitable

activities

tourists)

Diversification of the target
market (not only incoming but
also creating offers for domestic

Development of organizational
innovations in experience offers
(“movable experiences”)

Acquisition of devices and
equipment that contribute to the
development of their experiences

strategies

Developing new marketing

Development of educational
skills and upbringing activities
needed to create cultural
experiences for local youth

rebranding

Implementation of enterprise

The use of alternative energy
sources
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According to Tab. 3, the main development dimensions are mainly Socio-
Economic and Marketing, which have been seen as the basic ones for the enterprises
of business activities. At the same time, Geographical dimensions are seen as the
strategic ones because they provide to enter new markets and newly enter the markets.

Based on the above-presented analysis, it is possible to compile the content of
an integrated Business Canvas Model (Tab. 4) of enterprises currently engaged in
HCBET of the RA, which can be a guide for both individuals and enterprises already
wishing to engage in such activities in the future. It can be said that this Canvas
Model is an integrated methodological guide expressing reality. Of course, the
examples presented under each point should simply be taken into account, but when
creating own one, they should be supplemented with new approaches, innovative
solutions, and existing requirements under the spirit of times.

Table 4

The integrated Business Canvas Model of the enterprises included in the RA HCBET

Cost structure Revenue streams
« Salary « Sale of basic services and experiences
« Taxes * Resale
« Technical support « Sale of additional services

« Amortization

« Dissemination of information and marketing

« Acquisition of raw materials for creating
experiences

Conclusion. HCBET in the RA mainly includes hotel and restaurant
businesses, which mainly offer experiences based on Armenian intangible cultural
heritage. It can be concluded that the main peculiarities of the business activities of
HCBET enterprises in the framework of experiential tourism are: not diverse
services, narrow scale of financial resources, combination of classical and modern
marketing approaches, person-based and logically planned key success factors, and
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territorial diversification and sustainable-based and innovative future development
directions.
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I'. I1. AJIEKCAHAH, C. P. CYBAPSH

OCOBEHHOCTH BU3HEC-AEATEJIbBHOCTH TTPEJIIPUATUN
OIIBITHOI'O TYPU3MA HA OCHOBE KVYJIbTYPHOI'O HACIJIEAUA
B PECIIYBJIMKE APMEHUA

Pesome

B cratpe npeacTaBneHs 0COOEHHOCTH MPEAITIPUHAMATENHCKOM AeSITETFHOCTH
neicTByronux B PA mpennpuaruii, mpeanaraonux mpoayKThl U YCIYTH OTBITHOTO
Typu3Ma Ha ocHOBe KyabTypHoro Hacieaus (OTOKH), a rakxe npeasnoxeHo conep-
YKaHWe MHTErPUPOBaHHOI Ou3Hec-mMonenu KaHBa AJis mpeinpusTHiA, 3aHUMAIOIIX-
C4 aHAJIOTUYHOM JiesITeNIbHOCTHIO. [locieHee OCHOBAaHO Ha U3YUYEHUH KEWCOB Mpe/i-
OpUSATHHA, OTOOpPaHHBIX B paMKax HCCIEAOBAaHUS MO CJICAYIOUIMM KIIOYEBBIM
(dakTopaM: cdepa OEATEIBHOCTH, YCIYT'H, MAPKETHHIOBBIA IMOAXOA, MCTOUYHHKH
(uHaHCUPOBaHUS, KITIOUYEBbIC (PAKTOPHI ycreXa U MpoOIeMbl, TOTSHIIUAI st Oy1y-
urero pazurus. [Ipennpusitust, paboTtaromiue B 9TOH cdepe, CHUTAIOTCS KITFOUEBBIMH
AueiikaMu paszBuTHA 3Toro Typusma B PA. CymecTByromue NOpeanpusThs,
yuactBytomue B chepe OTOKH, cuurtarorcs COLMANbHBIM OPraHU3MOM W TIPH
MPAaBUJIBHOM YIPABICHUH U OOECHEUEHUH COOTBETCTBYIOLIEH MOAAEPIKKH MOTYT
CTaTh OCHOBOW JIONTOCPOYHOro pas3Butusi 3Toro Typusma B PA. Ilostomy
HEO0XOIMMO CHCTEMHO MPEJICTABUTh CUCTEMY TYPUCTHYECKHUX YCIYT U MPOLYKLIUH
OPEANPUITAH U 000O0IIEHHYIO MOJCTh UX MPEAIPUHAMATEIBLCKON JESITEbHOCTH.
Baxno mnomuepkayth, uto OTOKH B PA B oOCHOBHOM BKIIO4YaeT B ce0s
TOCTUHUYHBIA M PECTOPAaHHBIN OM3HEC, KOTOPBIH IpeAIaraeT ONbIT, OCHOBAHHBII Ha
HeMaTepUaIbHOM KYJIbTYPHOM Haciaeluu ApMeHHUH.
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