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Abstract : This exploratory research is designed to inform the design of a Customer Journey Map for the vacation rental
platform, Airbnb. Through the collection of exploratory survey data regarding consumer experience with the brand, the key
customer touchpoints during each consumption stage were identified. The paper maps a customer journey and corresponding
concrete efforts to enhance the customer experience with the brand at each important touchpoint. Some proposed strategic
initiatives and service innovation strategies for each touchpoint are proposed. Further research, in collaboration with Airbnb
management, hosts and guests, is required to propose more expansive recommendations for enhancing the Airbnb customer
experience at each of these touchpoints.

Keywords : Airbnb, customer experience, customer journey map, service touchpoints

Conference Title : ICCPMA 2025 : International Conference on Consumer Psychology, Marketing and Advertising
Conference Location : Istanbul, Tiirkiye

Conference Dates : April 24-25, 2025

Open Science Index, Social and Business Sciences Vol:19, No:04, 2025 publications.waset.org/abstracts/190148.pdf

International Scholarly and Scientific Research & Innovation 19(04) 2025 1 ISNI:0000000091950263


https://publications.waset.org/abstracts/190148.pdf

