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Digital transformation in the tourism industrys has profoundly altered
consumer behavior patterns, giving rise toya new concept known as the
“digital customer journey.” In this journiey,%customer /decision-making,
experience, and loyalty are shaped through interactions wﬁh various digital
platforms. The aim of this study is to conducta strdetured review of the
scientific literature on customer journey mapping in the digital tourism
industry, with a focus on multichannel interaCtions (websites, apps, social
media, etc.) across three key stagesmpre-trip, during-trip, and post-trip. To
achieve this, a comprehensive article search was conducted in databases
including Scopus, Web of Science, ScienceDirect, and Emerald, based on the
eight-step systematic réview framewark by Boland et al. (2013). After
applying inclusion and exclusion criteria, 21 academic articles published
between 2010 and 2024 were identified’and analyzed. The findings indicate
that most studies have focuséd on the pre-trip stage, particularly on social
media and mobile applications, while the post-trip phase and the role of
customer feedback hawe received less attention. Moreover, only a small
fraction of the studies addressed the full customer journey in an integrated
manner, withythe literature predominantly shaped by fragmented, single-
stage perspectives. This review highlights the need for more comprehensive
models, that capture the full cycle of customer decision-making from a
multichannel interaction perspective. It is also recommended that future
researeh integrates data-driven approaches (such as clickstream analysis and
data®mining) with psychological conceptual frameworks to gain deeper
insights into tourists’ motivations and preferences in digital environments.
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Extended Abstract
Introduction

In recent decades, the tourism industry has
been profoundly transformed by digital
technologies. Tools like social media, apps,
virtual reality, and artificial intelligence have
changed the decision-making processes of
tourists and the structure of their travel
experiences. Tourism has shifted from a linear
process to a multi-stage, multi-channel
experience, encompassing interactions before,
during, and after the trip. Young tourists,
particularly from China, heavily rely on
platforms like TikTok for destination
selection. Virtual technologies are moving
towards experience-centric and emotionally
engaging interactions in tourism.
Additionally, self-driving tourists’ behaviors
and concepts like psychological ownership
and knowledge sharing play significant roles.
These changes have led to the introduction of
"customer journey mapping” into tourism
studies. This study aims to amalyze jthe
customer journey structure across, three main
stages and, by identifying researeht gaps,
seeks to propose an_integrated model for
analyzing customermexperience. in digital
tourism. S
\

Methodology:

This study, with_an applied purpose and
qualitative approach, utilizes systematic
content analysis t, examine customer journey
models in digital [tourism. To structure and
analyze sources accurately, the eight-step
framework for systematic review proposed by
Boland et al. was used. The stages of this
framework include planning the review,
searching for sources, screening, quality
assessment, and data analysis. To enhance
accuracy, a documented research protocol was
designed to ensure transparency and reduce
bias.

Relevant academic papers were sourced from
reputable databases like Scopus, Web of
Science, and others, covering the period from

2000 to 2025, with a particular focus on
articles published after 2017. The studies
were categorized into four groups: 1) Field
and

Results

This study classifies customer journey models
in digital tourism into four levels: empirical
studies, analytical methods, specific theories,
and foundational assumptions. Most research
has focused on the first two,levels, namely
field data eollectionfand the application of
analytical methods, while the development of
specific  theories “amd exploration of
foundational “assumptions have received less
attention. This_distrbution indicates that the
existing body of knowledge in digital tourism
is more focused on analyzing real data and
using quantitative tools, with significant room
for improvement in theoretical development
and conceptual model building.

The first/level includes empirical studies that

4 focus on analyzing real data about tourist

behavior in the digital context. The second
level involves advanced analytical methods,
such as machine learning and big data
analysis, to understand tourist behavior. The
third level presents specific theories, such as
the impact of psychological and social factors
on tourists' decision-making in the digital
world.  The  fourth level  addresses
foundational assumptions, where studies
contribute  to  expanding  theoretical
frameworks in this area.

Ultimately, the study shows that the existing
literature in digital tourism is predominantly
focused on data analysis and quantitative
methods, with a need for further theoretical
research and the development of more
comprehensive models to better explain the
customer journey in the digital era.

Discussion and Conclusion

This study, using the "Paradigm Funnel”
approach, analyzed the development trends of
customer journey models in digital tourism.
The findings indicate that existing research
has primarily focused on empirical and
analytical aspects, while theoretical studies
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and conceptual modeling remain limited. This

gap in the literature may negatively impact

the depth and sustainability of the current

knowledge. Empirical research has mainly

examined user behavior and interactions with

online platforms, while analytical studies

have employed advanced techniques such as

data mining and machine learning. On the

other hand, attention to psychological and

social dimensions in the decision-making of

digital tourists is minimal, and the connection

between behavioral data and psychological

theories has not yet been fully established.

One of the most significant gaps in this field

is the lack of localized models for analyzing )
customer journeys in developing countries, as

most models are based on data from Western

markets. Additionally, the impact of emerging \
technologies, such as artificial intelligence
and augmented reality, on different stages of
the journey has received limited attention.
This study emphasizes the need for the
development of integrated models that
combine behavioral data with theoretical
concepts and psychological dimensions.
Furthermore, digital governance policies and
inequalities in access to tourism teghnologies
should be more thoroughly examined nify
future research.
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