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Abstract

With the growth of digital technologies iShay, i try, digital
customer experience has become one of the keyadi i he\success of
digital services. The aim of this research is tow affecting the
digital customer experience in the tourism conte i meta-synthesis
method of selected domestic and international stQgieS.” This research is

Is approach. To carry
out the meta-synthesis hody, 870 artic downloaded from the
indexing databases of fakeigh'stu in the pe 2015 to 2025 and domestic
studies from 2018 to , and 7 articles were included in the final
analysis. The fi categories in customers’ digital
erformance, digital interaction and
n and unique experiences, emerging

ttractiveness, customer emotions and
onomic considerations and accessibility.
the tourism industry is a multidimensional and
on shaped by the interaction of technology, human
economic value. A deep understanding of these
dimensions can help toufism service designers optimize customer experiences
according to changi needs, expectation levels, and behavioral
characteristics of digital/tsers.

psychological
Customer digit
interdisciplinary
factors, emotions, al
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1. Introduction
The digital revolution, as a central element of the Fourth Industrial
Revolution, has transformed global economic and social systems.
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Advancements in smart and immersive technologies have reshaped
communication, information access, and service consumption across
many sectors, including tourism (Ndhlovu et al., 2024; Buhalis et al.,
2019). In tourism, digital tools such as virtual and augmented reality
enhance planning and decision-making by allowing customers to
explore destinations and services virtually (Tom Dieck & Hang, 2022).
Despite these opportunities, challenges such as\data security concerns,
technical complexity, and high implementation cOsts continue to affect
the quality of digital customer experience (Batat, 202&; Shrestha et al.,
2022). As digital interactions becomevincreasingly centigl to tourism
services, understanding the key factors t erexperience
has become an important research priori
The purpose of this study is to identi size the main
determinants of digital e tourism industry.
The findings aim to pro
technologies influence cwsto
businesses in improving servi
2. Literature R@vi

percep
lity an

and to support tourism
ompetitiveness.

nts (Heinonen & Lipkin, 2023; Becker &
Jaakkola, 202 ensions include cognition, emotion, social
interaction, and behavior, influenced by physical, digital, or hybrid
touchpoints (Batat, 4). Industry 4.0 technologies such as Al and
robotics are reshap traditional human-centered frameworks,
affecting pre-travel ve travel, and post-travel experiences (Veloso
& Gomez-Suarez, 2023; Tsetse et al., 2024).

2.2. Impact of Digital Technologies

Digital technologies—including VR/AR, Al, 10T, big data, chatbots,
and online platforms—enhance personalization, decision-making, and
interaction while supporting smart and sustainable tourism (Tom Dieck
& Hang, 2022; Gretzel, 2015). Al and big data enable personalized
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recommendations and behavior prediction, while VR/AR and service
robots provide immersive, contactless experiences, improving
satisfaction, efficiency, and loyalty (Sarkar et al., 2023; Doborjeh et al.,
2022).

2.3. Review of Previous Studies

Studies show that customer experience is dynamic, shaped by
cognitive, emotional, and behavioral factors, and can influence
satisfaction, loyalty, and revisit intention (Adhikari & Bhattacharya,
2016). Experience can be seen as part of the preduct or as a result of

model explains how environmental technologies
affect internal states and behavior, crea art, digital,
and virtual tourism experiences (Jani & Ha tal., 2022)
3. Methodology

This study used a qualitative systematic revie eta-synthesis to
identify key factors shapi ekmeXperi in digital tourism
services (Sandelowski et a alitative studies from
domestic (Maglran, N@or d international databases
(Scopus, Web %Sci‘ce, Sc irect, Emerald, 2015-2025) were
collected. A )

An initial search\/ith such as “Experience & Digital
Tourism, i nd “VR AND Tourism” yielded 870

articles. Afte
methodologic
final selection o
Data were analyze
existing customer exp
4. Findings
A total of 870 artiCles were initially identified, and after removing
duplicates and screening for relevance and quality, 200 studies were
included in the analysis. Key data extracted from each study included
authors, year, methodology, and factors affecting customer experience
in digital tourism.

Through qualitative content analysis and coding, the factors were
grouped into six main categories:

icates and screening for relevance and
articles were fully reviewed, resulting in a
for analysis.

using qualitative content analysis, guided by
ience theories to identify patterns and insights.
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1. Digital System Design and Performance — ease of use,
reliability, security, and technological flexibility.

2. Digital Interaction and Human Communication — customer
support, social and emotional engagement, and social influence.

3. Personalization and Unique Experience — tailored services,
immersive and multisensory experiences, and high-quality
content.

4. Emerging Technologies and Innovation

augmented/virtual

psychological comfort, and emoti
6. Economic Considerations and

i gy, personalization,
tourists eriences.

mer experience in tourism is

experience in tourism, hi
interaction, and well-being, sh
5. Discussion and Cofelusi
The study sh i

multidimensional,'Shaped b jons between humans, technology,
content, ions were identified: system design
and perfor eliability, security), digital interaction

and human c i (online support, social engagement),
i content and multisensory experiences),
ies (AR, VR, Al), customer emotions and well-
alty, comfort), and economic considerations
(value perception, pri€ihg, accessibility). These dimensions highlight
that technology, co ed with human interaction and personalization,
enhances engagement, trust, and loyalty.

From a managerial perspective, tourism managers should treat digital
experience as dynamic and integrated. Emphasizing usability, security,
personalization, and human support strengthens customer trust and
satisfaction, while AR, VR, and Al create immersive, engaging
experiences. Transparent pricing and accessible services enhance

emerging technolo
being (satisfaction,
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perceived value. The model provides a framework for understanding

and improving digital customer experience, which should be tested
empirically across cultures and industries in future research.
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