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Experience Economy and Digital Marketing Strategles: Their
Impact on Hotel Competitiveness through Customer Engagement
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Cunsumeers & inures ngly demanding memorabke stays, i just reguler hotel nooms , sl s
acovely competmg for hospimliy in West 10 Alhough different sinnegaes have bees
enscted, & gap in the lineratore eists regarding oustomdrEngagement as a mediaiing vanoble
beiwten sralega; codivoes and Bode| gEmperitivensa, This paper inm B amlves the imps
of sapes ke coomnmy shpiepies and dipits] maiketling dracpies oo the compeliveiss of
hinch dirccily aml wslaccily thowsh cosiomgr cagnpenied, The populaion of resaich
inclodes 3230 three- 1o Gvesiar hotels locaral in Wea lavn, We subenie o odal eosiial sl
ol of arownd 57600, hassd oo sslimiies of 13 paesls por bobel per naath cich yesr
We melected B0 pepadenss Uraig Shovie's Toemale with & 5% meegin of oice el o
il e s wropien echnigoe. Dats were analysed chauph the SEM-PLS methed, The sesuls
demraane thal both epproaches improve bate] compeneneness thath dinectly sad imlirectly
sl the smeng mediing effeo of custmer engagemen, defined os pariad medisckn). These
resulis cormobonie te vitad o of expereniial and diginl srigEgles o drvisg o customer
centric mindseihat alges witha bnel’s competeive advanioge, This study providestheordical
cortnbutions to the hospetaliey masagement literature md practscal implicaticns For kbl
munapers in Wesl lava o ephance coanpetitiveness through expenenoe-anenied and digitl
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1. Intraduction

The sectim ol Wosan 16 oee of the commabmars 1 ol sl emione eeomss: arinathe
therefoee, the hospitality mdusiry in Indonesia; both boeadly ad nofionalfy, shoidd be o lorge
Fouttirr o thae sy, cspeciafly in magr Toumes) detiratoss Bhe West Java. In the congtes
ol 1l proswing dyesionism af cormgeailive Tiwees 3 dic beegsal iy mfusicy, o Boans el
12 offer quality serdce thit oomes with added vebee , Segingeding therme [5@s from rivass. In
this poeesl. ane appoach & grosing in mponanoe— the opplcaion of the euvperienoe
sconamy i3 marketawg simiogy that inkes the cusiomer experience o wolber lovel, crostamg
memires = feelings). Pae & Ceilmare 42001% impeduced this onmeepd, explaining e
DoTEETeTs [k linger by peocucts or sereces buresperiences ingend.

"Wigat Peva, ps one of the prowinces wih the most iouresn contribubons ged visits in Indoesia,
presengs wrmme sitmetie kensm seciors, gither i mssbure eoliure, or cefinary. Tomm s m
Hitedurgd. Biphr, Cirebon. sl Pengindanin are the most popul e tiver o megens, whetterhey
e dimmesie or foreign st The boapitaliy mdesry in West Kiva his grown in pesponse
t this pnprecedentedy large rember of toaris visits, Based oo Saietes [ndoeness (BPS)
e, e nuniber of se-mied el s incicasal -il_e.ll'lll._lr 1 the provises pvier et ped
five years. with the most apnificant imcrease ino deghar, Setarfand S-str botels. This
phennmenon is clenrdy demonstraied in Table 1. where these is on increase in the nomber of
slar-ralod Padeh o DA in DOTE e 305 0 0235, with a ke incrcase fun 3-2ar 0 5-515
vt bels, Pacverthedees, M averige ponsr v copurrey rele (DR 5 2020 bl below the aptamad
liemt, @ e A1 -55% panpe, dllosmoiog thae booel oompefitvoness in the egion awais
impravemest, eepocially from the viewposni of marketing sml csdomer osperence. This
o s samibarly apparcnl in e OF G e Tabke | which Someoed st o deimedic Soop
I 24000 e foethe pandemse and on Ecrmpleie rebaund by X023 The scemnio fanher compeis
the need for inmovetive marketing approsciies foossg oo cxperenoe ceointion aad the s ol
digitil technalogy

Tubde 1. Developmemm of Smar-Raed Hoels ol Boom Cccupuncy Biaks (TR in Wes lava
[l S (b2

Fartul Averiage Hoom
Yenur ISy 2-Sar MStear 4-Siar  S-Slar Mowels  Dcoupancy Rabe (%)
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Digimdizaion b emerssd & ane of e deermnl (acoes irnsioeming e (e ol ozl
murketing with the advemt of pcboology and the development of socid media pladorms.
Digitd markelieg mothods—via social meda, onling reservabtion sites, visual ‘costent, and
digial cewosner revews-—have already beoame il chanbels 1 stsblsh commnicetan
with provgects amd improve hoe| bramd vikibility. Dt moarketing hax been shown o be
s way 10 Build swarke] meach sl coois gustemias” lovally (Challey & Smih, 31T
Sodorma e al. 20200 Bul when the cupersenis promisal by o hotel dosa) weakci what the
puess expecied iom interacting wids dipinl media, then dwai gop beiween promotion sl che
realing ol what a peeal setusd v experindes San Jum asuung aied bebe holebers,

Custosrel eRZupement @ this cosdesd acts os an impomam medleeng varoble the Maks
impformented marketing siceepies il cmbormers”  porosptions of hold  conpedilivemness
CuR Do e et o ol just the reflection of customers " interest in hoeed services bar alsn




shiws thielr level of Mvalny, advocoey. and sotive paricipation o shaplag the ovemnll braed
immgy, For exmple, Bres@ie of ol (300 1) and Fallpbesk ot ol (3004 highlight the signifizan
Impact of Teormer sngidemant i & medicor i Esprving performancs (e wrvice orsnned
firms. However, there are nosirong sbadies that look at the real-word situations in emerging
Denris! sqaels wWilh melllions of Tl weoma, TRe ose B0 Indingsin, b coerie] e kkes ina
vcamplels ey belwedn e expersio: coimny. diu:lnl nekeling . < uslomer crgape niait, aisd
hmel competitivenes

Bl exicting reozapcty hes Sookid o either how well digital marksting works Leang et al
(R0 Miang & Ceeteel, 20000 or ke eapenenminl Sancgics Meoaholer of &, (X150 wank on
their omsn, without edghring bow e copersmiiol siralegios cim wirk logets witk digicd
murketing srstegics i enhanes cuslimer engag . Furr ek phusized the sz of
ol modia s fnresing costomer perception of hoels, and Foe & Cilmone (200 1) and Walls
el all 1M 1) highbphted the signiticonce of experisces & o value differentizar in boep sy
semyloes Adcitionaly, the lliennane. regardog the oombinigin of siapegies for o in
hinel mansgement remoie o, wih lew sonlles keadfving botel competitivemnss as the
affecizd varisbie {Harnegoon o o, 2002; Sigole 2019). Comequenly. this paper reveals a
thearetical sd pracesdly relevam tiche that must be filled 10 comprehend the rew drivers ol
modernaday marketing in a fastchenging kospitaliy indwsry, especisly i oumism maorkets
thm are incegsngly peomomphic and onented towand s expenidnces.

Thersf. Mee sligly socks 0 cxaming e effegt of fhe capemenin commimy wmd dipiial
imurketing strategies on hovel competileness with oustomer segREement &b o medlabeg
wanabk, The findings of this ®edy have ndl anly ennched the eaisting Bemiume of service
mudeting and teurism b oalse hove practical smplicainm o hicperabry ey
praciitisners in develiping mone halistic, offsciive, arddighel puketing sengepies. This study
has sciomtific menit becawse (1) # provides o comprehgmsive comceplusl maodel inbeprning
expermtiol sl digital merkeas Smemions aml (200 contibutes oile baly of knowlkalge
nhoap pesomeer cngagentent i a modatimg role in the efecivensse of martkeing semeegics for
errtaang i ok conmpelavg i

2. Literature Beview

Experiepcr Evannmy Sradegy on Hobel Coanpelsiveneses

A mide Feldinl sinaegy in the current e o ounsm . has besn e eXpeTEne ennKuTy
sireregy. (Pine & didmore, 0010 heve sxplame] thin Fomes il ane able joocreate memoesbde
puperencey aleng fomr disperissores —omicn moeme . cdmat oo, esheiscs. and escapism—wad]
have wi éndiging comipailive alvoabge Especially ui ai ovieralumial sl cmipehilive
mumket. unique, immersive expenences one oomekderoble vaise-adds dor puests within the
osspitality g, Cushimesy ilizanion of ¢aperices-heesd services ke boeea Toond 6 okl
Tewalty d0 & hged sl strengihen s el image (0N e al,, 7007 Walls of &, , 2001k

Previces studics highBight cthe alvanmges tha hotels dhat mplement aspeces of the evpersnce
ey ik Cheir oper slion and wervmeds enperienon over Thers with @ mwes Tinelions) o
CAR er al., 2006 Kiler & Cabkar, N0k, In che ever-svolvimg landacape of the ghobal ieurism
indusiry, hoiels kave shifed their i zm from coommodation peoviskm bo oeating. lasting
enpeiEnies thal veld enticnal capits]l B cusimsers. Thenslers, we propose the Tollowing
Iy pocksesis b Ohi seedy . which i groanded ig this evies

M The gapemcige comoiny SIRRICEY e o poeadive sl sioifican dTeer on e
compEll Ve s




Digital Maorketing Soravegy on Holel Compatitiveness

SWOTh e il e logiaeil oF Dnlie il o Gechmehegy smal The clinpd I aosimer Bobaiviog
the dipnal marl@ing siralegy becones an essemtial pn of esbarcing the boed's
vampoelitvene s . Socml media, search engines, websiles. and-o-mad marketing—pan of the
eplere of digital macketaeg-—give el anline oonwenens direcd and seaseeble seoes
hmiels, crabling roager rond posrioning. direct booking growth, sed long ferm relofionships
with guests {Mumermmwaty ot 2l 302z Kapoor & Kapoor, 3120 : Smgh et al. 20240 Oprimaring
digital placfivems, sach ay resporsg welbedles ond oonlies: ooking Sy, Imresass
CORvErsSm raics and cagomer byyahy LépesCamero ot ol (2023, and soclsl medio offers
persnnald inboretons that onnich the costonwr perenes (AricFet o, XE4) Moromwor, Sigak
CIO0E] further Bagblapined how Custoates dAn ma e geimes Chenugls digial siraiegaes ssild B
iy improve the gualiny of e decislon-making pocess bl also help belser competil yeres,

Biorgover. il by boen fownd morecent stedies theal digital sirafegios oun be comadered s
ndvanend selviingts for te peodustes of (afammann within the Fame of the sompany ‘s
prociet Bife cycle that odd & new &mension to the offering of promotion. According
Avpirwlboita ol A, COT bedels that actively o ke cTToets W pdkagd digital clignnd s Thicagh These
pmforms wesd 0 experence § beaer rale of cccopancy & well as long-18m repeal busdness,
The hospitsiny industry finds digital maketing os one ofthe key elemenis o creale sustsmable
compelitve advaniage in the owrclonging sorkl of plohal rivalry, In the reveew, ihe
hypmhesis b poopoeed:

Hz: Digmad marketing sirivey has 3 positive and g ficant effect om o] compeitivenos,

Experience Economy Strotegy on Customer Ergangement

This macedl hey Wocwsed woes cm kel @l offered ew e deop and - meniceshlc
enpeimnoes that rrained them o mlain thesr enpisticnad segagcment aiml loyehy umler (he
umbrella of the Expenence Eoonomy srakegy. As Paoe & Gillmore {2000 1) ook, consumer
el G nvolid Hings Bk cisdiiiiedd serviiis o B slingd a visinmenl, sl ¢rius sl
DOmRec s e ressl in memerabde moemenss. Acconding 4o Yan o el (04, realowiri
experenoos conld alss be mealized to drive oustomer mgmgement. in which cetmmers wene
having chuer relacbege Wil btnds and Being repeiivg in e ulizaiion.

This simiegy = padicelaiy peniarent m o hospiality eoniest, as hotels that win @ creatag
momirabds expericroes o o be mone effeciive of engoging repeal guesi= and reinforcing
leag-term Dies {Apagstd & Sigele, 20290, In addition oo proveleg s cmmasbidion ealitics,
haiils create axpericsces that add value for ciskomers whio view dhesr services | Accanding oo
peeareh By 1, Blomar of al, (20250 the deapor the osperiends, The pasaler th imgxict (i
CHGOMEDS dinrndes (what they wall sev, feel. or do. whch in tum Erks back o ecrensed
satislacmon or ergegement—what b porcelvad of ihe ool experierce). Addiionmy,
instanzes of positive oestomer evperiences picalle sl pood recomme nektivo g
Eraind liyaine. both of whech infloence the baiel’s populanry ond alim-compertiveness. This,
the Tllowing hypothesis. is formuolaed:

Hy T Expericegs Ecomsiy slralepy hiss & poilive il sgnilican el of cusiimcT
SR,

Ihigiral Murketing Stralepy an Cisine ¢ Engags el

Dlginad marketing amuegy coasss of ullizing wechnobogy amd dighal plaiforms o fosier beiper
mbitimships with cusiomers, awess pew muwkets . il improse ombomer intersclion asd
engupament. DNgial moikeing chamnels, acluding socal meds, seach engines, aml anel
marketing, enshle compumes o engage with consumers more direcily than ever before and




mezune the officecy of these commaunications (Fahimah & Minpsih, 30225 Reasarch by Leung
ol gl (R4 showe that hotelions who petively smploy techniques assoc@ied with digital
murkering cu Frake proacive e ol thee nuchpelans 1o esissh mone pennne iz and
responsive cosbomer elabenshipe. which coniribeies 4o el levels of grassmoots
enpapeoenl,  Moreaver, accomling (e Felin & Rembalos (2023, &Sl ssukeling o
characterzied by the alblay 1o persniie prosednn s scconkig W cesboessr pclesses,
whech hedps enbance customer engnpement and fopalty inwards the brand.

Digitd mmarketmg sirsicpics can oobae cosoneT o latioes @S The leegpilaling secior by
cprvening miKe (nensive twesway communication. assing o de speed of respoise
cudamar needs, and improving bl mope, Based onoooaiedy by Usomi & Danea (30010
lit=li wesinng digil plafomi, molading scidl medie and iimeractive webvaies. i able o
evelip mare connecisd expenences anl persinalies their savices, salling in grester
cwsrmer engagement. O this bsis, wo propoae the Tofiowing hypothesis

M Diginad marketing stratey has a poshive and sigd lcant eifec an coskemer angagemen,

Cistmner Enpagemsssd i Hobel O om e iiveness

Cusomeyr engupement s & key conimibutor o hotel competitivensss. groaler Cosbimmeer
engnpemerd can ksad o grester emotinnal stischment o the hotel sl greaior cesbomer loyvaly,
Ehalifn o al. (2022 Coemd (e Bgh cushimer Sngidement Can Ccallss CHSIHNETs 1 e
mue micascly with ihe b, keadhng b perceplicns of higher sorvice qualily and mane
ratislying capericns, Iphesias € al, comhacial this reseanch, This relatimehip als sugpese
Hinil diiliagave i gagne el walli ciis Doviss resiill: m ki G w, e Jeading b e
loynlty. which in tum can help a hoted bolster s competitive positoning in 0 morket thot =
inereamatgly saburaied PAReklE & Canpaoe, 20220, Fomheeaiee, Klod & Le ¢20720 highlight
the signiflcance of constuoise oHsume (Iesceon & @ ads in not only malmaining
esbome r databasrs but alse prwiding mone ropeal visits and corsmwr recommrendaions oo
tha hotel,

In the comest of the hospitality mdieary . cosomer mgagement cam be viewed @ enhamcimg
gl commiperalivenesss Ticigh Beine Deaokd sepetalion o s econubic  (usi{shcr
exfemenoes. Acchnling oo s stiedy by Hong < e, (0], inels that sre succesaally olie w
build emational enpagemems with customers peneralily find higher safisfaction kevek and am
e resstnil in a compelithe merkeiphee, Rewach, aich a0 thal G Baciailia er al
(0240, sugeests chal cusomer engigemenl (am kercon modaliny of e cusnmwer o)
mlaitionships, in ithe form of disgei cusiomer oegapement ithrosgh sociad meda o loyaliy
s, stremgthens the cestcemer-hotl wlaionship, which @n be lowmiped o improve tho
ponipeliiveness of the hotel. Hassd i (hese resahs, we poeralie  the lallimvieg by pothesds

H= Clshivmet gl ks 4 pomilive angd < pealmaant eNE an ol ] Sompetilivensss

Mledinting Effect of Codomer Engogement

En el carstrey’ enpagirieil iscomisiderel d sipm el ediaang varabie for msafking
srapegles and Cusbomer experienoe eflects powird brand competidve alvanmge, especiafiy in
tho hospitality industry contost, Cestormer angapenend, o8 Manosaihi of al, (021, forme o
crszal pat of cashideeg endering relatinmleps wiih corames, faeilmnsd by favomble
wiews ol fhe marketing: appeaact and brand experience. According o Ghonim et al £2062d0, m
ENPOnEno cooaomy singegy offers an emotimal expenionce for cusineme s, sllowing for an
incress m he conijhey s cngageraen with iy comsumens ultimaely achicvisng & grester kvel
ol cuglomer lnyalty and competativens: for the company. Harpano & Adshoushan (h005)




fenber support s when ey sole e memonobl sxpariences comribue o amelonl
enpapemer, kading o strnger oy sed repeal purchase decisoes

Convereely, the imliree impact of dgited marketing strategiss on competisveness thrmsgh
catomer engegoment o g mediator s sk been eapiored - Lemg ot al, (200 slso mention
it digital steategies Belp holeh eegage with asdamers in & moe inlemeivg . Bio-woy
oo Ao Wy with persomalieed content. whichs creates higher eognpement. Aocoding
1o & study comdocted by Japeem et al i H125). active digiml svecactions create o meaningful and
it e crperiones will the Beand thal eorlhes i cratonal Bond, Aceonlasg i Kajrm
(3028 the key hok between dighed markedng eiffectveness mid brand competitlve success is
cudomer sngagemment. Taking these findings ininc aesount. the followmg hypothesss an

Hi: Cosiomer engazemem meidises ihe effect of dhe exponence sconimmy sirsteey on heotel
ponpelilfeis s
Ha: Cusomer engegement medines e effed of digeal maketing sorstegy om0 hoiel
Ol s

Consldering the lneraiire reveewed, the concepiusl Fremework of this meseanch (s proposed,
vrpanizeg the vursibles beoing amalvend in o sysiomaiis aed comprehansive way, This
theaictzal Bnmeanik sl b impotant thetees asd peeviols dales comscl by Sjplain
hovw eepere nce economy stnvkegy and digetal marketing simiegy el o costormer engigement,
which kelps honels cmmpete better. Maoreoser. cusiomer enpagoment medistes the customer-
orignlgd steade e adeptad by il Gms e impioee e sompetitive ness, whinl i el abied
1 the framewark. This approoch allons the stody o bath fes che direct linkoges terween
sanahkis aikl ko explore tha powstial modiatees (i mey Tomber stinpBen or clanfy
pattways of nfluemce A ool o s fmewnrk that gves acheory Tr nndedyeg iypioihes
tests as well 2s guidanos in whkes of decs analysis, Figune | befos presemis the coacepuel
Frmewark

Exparisncs
B amariy
Siraiegy
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Engagemen
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Figure 1. Concepiusl Framesork

3. Resenrch Method

Thie snedy alms o ijusiapvely explone the efecial the experisice scomemy along with the
digital prarbating armegies an hoel competlisveness himsph cusicmier engigomen by




emphiyeg SEM-PLS. The restarch bocus s 3w 5 aarn wansm howels in West Jova. Thes
appeosach aligns with the studees by Haor et al. GO aned Sarsedt el al. {2022, whech
recamerend weng SERPLS to onakyre omplacated caoseand-offect relatonships betweon
hidden factors im manketing and consumer behavior,

iy achopting, puests whi heve staed at 3 e S-ster hotels i West Jiva in the past wear o tho
unit of analysis for this sudy. eepondeniz were scleated who {11 mode ol least one siay
(b vs o leisure) in either m holel or resort and 1 21 meomeed the botel s dgrial mearketing
sirabegies ovor varces plalbooms el modia, websites, persosalized o-maik], Wi chose this
uiin of anigysss hecmise el guests play o centml role inevslasieg e (sihand perspeolie
ol service strmtegy and markeing {Lermon & Vertoel, 206},

The imnit of ohservation & a 2 e Sstar heael in West fava chan sctively applies the prociples
ol the experence economy and digind marketing. The stendards Tor selecoion were- (1)
implemanizng unique concepis such os themed mams or immersne loml culbee prograsms
dedscated ertiredy i guests Fine & Calmaore 1200 1) and | 2) wemg dipral marketing pladonms,
dyriamically. wech as Ircagram. TikTaok. bonking, and mobile appe Chaffey & Smith (XX
Focwsing an the uniis of obeezrvigion when desipning the escarch ohjects 35 glso cniscal fop
empirsally mpoeseming ihe sudind pheromenon,

The wiudy pepilotion consests of 20 thies- oo frve-oar haotels eated nothe West Fava fegion,
bzl on the West Java Tourkem £80kce {2028 Estimuning thel each hasz| hoeas an avensge al
L5 goeas peér montds, dhene wifl be o estimaed anml popakidon of 57000 bole] peeas, Due
i & darnvely large ppatatca, this sudy milizes Shovin's Somuls with s 3% marg s of emor
1 (e u samiple siee; che sample soe soquired {8 represemarive of 30 pespondents Sugiyonn,
21y

A moltistage campling approach is emploved in this stody. The fing stape invalves the
purposive sedection of 40 hozls acmss major cties in West Jaova 2 g, Bandeeg, Fogor, and
Cipriek, ensurmg goographical diverscy and roprosenintios of key toerism hubs. Inthe second
Hige, cnlime questsceraires sre disiriboied o 10 puesi= por sebected boiel. simphed froem the
hotels® loynity progmen daaboeess ising o convenienss sopiing rechniqoe. Thes tvo-phise
desin nor ooty enhances loglsical feasibilay bur sl cosees adsgmine reprsenalion B
Al Tened sepmen s (Seknin & Bosge, 20060,

This stkly usesthe SEM-PLS mathod for & fow reasons: (L L cun DoeadBe cofmpHes maodkels with
hidden Juciors, {21 b works well with dat that isn't eemally disribosed, and (31 25 sulable
For different sample siees (Hair ot a2 20205 The mscarch vanobles comprse superizno
cconomy (iype ond personabmtion of themod room) dpml marketing (socmal medin
pamnEipatian mte and chathol mapensiversos b, cusiomer engpemeni (user-generated contem
ined repeat booking miention b, amd ho@hcompetitivenes |ocompncy mie and ADRM Y. Kumar
& Keinade, 2006; Bilztham, 20000, The distribution of respondents cun be ssen in Takde 2
bedan:
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Dk el ket 1 done deough ks calee guesinnnan: Ull'q_.i Sopimie Leken scrle as well oe
e rnindlary diila froesy digdal marketing netrcs and hatdl pesfominnee epons. The dme will be
enamined by checking i€ the measures aee elsd PAVE 20150, o they ane religbds [coenposie
refailnliy = 07, wal by kooking an roeodiscknn effects asing 300 smadler semphes (Her et al.
21y The generafrhility of this sy is lmived ond refiers only 1o 5= oo %esiar bols o Wed
Juva sl piuencal recall bias Toom resposdents {Podsaladt el al.. 20031,

4. Resubts and Discusson

Massriptive Ay

This smdy's respoadents’ charsciedshes, emegraphics, and ofker peoinenl Bdenes —
including, for inslance, gender, ape, aducntionel Bevel, s el mies [Fagiency—wene
develipad, [ impanant o expiain what kind ol sample was wed to describe espondents o
ider W penvals B coapie hersive pressatmiion of espandenis’ proliles, 35 well & fhings tha
can affect the nesulis and isterpretacon of e Gno obiaieed, This dhiliy sl helps sy
the type of apandent, privwidng i resghls ivda consumer prefenemees and kehondor relaled B
puporsenogs in West Liiva, Table 3 helow shows the resulis of the anghysis of the respondends’
haraterelic:,

Tahle 3. Deniographic Clamce mlic of Bependenls

_Uharucser s alegary Friqucing Prrcentage 1% b
Giender Mk P 53
Femafe &0 45
Age 14-24 years 130 3
25-34 yepr 150 3715
354 yewrs Hil 2
43 yeurs inc abave i i23
Educaiona Level High Schaoed™ colicnm = It
Bachelors Degres Zi0 M
P gradanic Degree bl n
Sty Froquency 1=3 timis per year 10 air
44 limes per yoar X 1]
Mnre iham 6 rimes (] M

Sapruz: Koscwrch Daia

The sample i HHI resperaents, wikh o slighily betier qqostn for males {55% ) them femalm
FRRES, A Bang iggoedty 43759 of U revponckent: Be withen The g proasg of 25-3 siaes




nnd- 3 pawert ore 18-24 vears, rellecting o vosng aser base: On dw edocotional From., W
pereent hiokd a bachelor's degree aod 21 percent have postgrodeate qualifications, represeming
o highly aducwied zample. As for frequency of dmy in hotele, 405 sty [-3 times per yeer.
while the mest of the mspondents are divided bermeen 4-6 times {309 ) and maone than & times
d vear (3], These detmls melocy the balanced representation of frequent and oecazsional
guests, | eeondinee with the sheky's aim ardetemime customer crgigement in hespitality.

Menmmremsend Modol

The measnmemirt mnde] musespmaont in the SEM-PLE methad iries o ooniinm thai iho
Latiend comsdriie b e s by Cheir specifidindicons in s ne i amd ooemee! mimnir. Th
procedures enmils comdecting on omlysl of comvergent valldily vis Avemge Yeranee
Extractad (AVE), wiich shoiilil be graster tham 03 os further discussed (0 s sty Habe e
al. (2021} with reterence 1o compusite rellsbiley (CR] and Cranbech's Alphe, for which 2
mineraam  valse of 07 5 moommendal (Fomell, ©. & Lorcker, 2006}, Punbermore,
disenmamam validity = wsied i enume thae the ampirically diffesst coredraces kod w
diziinguishnble consiruces using the Fomeld Loecker onitorsom oead the Heterfsirait- Moot
Eatin 1HTM TS, with che recomemendsiaon cha the FITMT vilee mes remaan krwer than (040
iHemseler et al; 20150, Al this sope, these s @8 vl for buildng o =ofid, mswonty
mesaurement baear fir the sructonl meode | bier on. The measmrement modd cvalunson mebs
are shoren in o masagement i Figuro 2 bolews

3

i E &

Picture 2. Mesmremeni Mol
Spiwice Iild Procesadag wil RS 20, 2025

Crovergent Validigy

Convergenl valisly is a pert of construct vy that books at b well defTe e messares that
should be redated actmlly s related and bow acouraiely ihese moasures reflct ihe hiadden
wariahle thes an: meant (0 assesa Wookest convergent valsdity nsing three crdeniaz ooier Ioading,
Average Yarisnee Bxircied (AVE), md Composnie Relinbility {CR b, Comvengen wadidity i
porpeadered adequaie when the ouler oading is = 007, the AVE 8 2 05, and the TR p =07
Tiwesar imapaly Tt the lanom varinbli besoxpiinoed a high propomion of warimes inies indicies




[Hair gral - 2028 Forme i, 17, & Larcker, 2165, Table 42 The resuhs of the comvergent validiy
walidelion res,

Experience BEoonomy Sraegss (X1 s U2 ol
Digited Murkeling Siedegices (X7 84 LR b
Cusnumer Engegement (A} ALY 16 [LLAL sl
el Cumprapeeiili ¥ eame s 111 {92 (L' Q.55

S, Thald Frisxsddag eah BnanfLs 86 3012

Bigere 2 und Table 4 show tht all the (deos in thls gy meet dhe regnined dandamds for valdiy
and reliahilicy when using the SEM-PLS method. The cules Inafing yvalues of sl ndbcanes for
each wden are abovee U0, misssing they stroagly represann thesr relaed underiveag concepe. Adl
it incioanods® nules lisading values Goreach oofiGep ane gredes than 0070, which mears tey
acourately reflect the associmed |otent cosaruct. The sister boading valoes of all indicotors for
cach consrect, which @e gremer than (070, sugpest they represem their respective laieem
constmuct censidermably. Cronbach's Alpha and Composie Relizbality for the four coesmices —
expenence econormy stiraleges (X1, diginl warketing siraiegies (1) GEstomer engagement
iMi., aml botel competitivensss (Y F—are a8 ahave DHE ikbeaing that the daia = very
oomeasent { Haretal 20200 npddiion. the Composite Bclinbadity {rho_c) vafmes al s presem
oueeikot sl thal confirm the eeledilite of the constuc= of ihis model, Thos, this
mesaumyment el con boosnsidersd salid and reliahle for the pealysiz ol te liowing
elructural aodel

Discriminant Valdity

Discriminan validicy: A one of the Erponm asessments of 4 measunement mwded, dus  pan
i pad fo devemre whethir pich consines was dictee ) oot mode o whether it measuned
different constricts, Diecremaran validicy in SEM-PLS defieses the degree in which a oot
can be distincily diffreniamicd mm oiher cbserved constructs | Heiret o, 30211, Discrimamam
walidity is usually checked wong the Fornell-Larcker crilenon , whach says that the sjpuare rool
of the Avermgr Varmnce Exwecied (AVED for ome comsruct swuld be higher dhan s
comelkations with ather congmics, The nuoome of e bost indicabes that the AYE value of
cach consires m the shady B greaior than ils comekstions with ihe ather monsimigie: thes, il is
o |kl that decreminanl valsdity haxhoon pstablistad. Tabfe 5 below shows the nosulis of
tha v iminsst valiling fesr,

Talde 5. [Hacremmant Villdiey

Custime Ml-i]wﬁlq E"‘&:;:"’ Hedrl
Enpaprissnd Sirnleges  Strafepivs i i v ness
(M X2} %1 ¥
Custnmer Engagesem $4) 025
Digited Marketing Somegies (X2) 0897 0810
E::.'r:rlm:'e Economy  Strotepgies BAHT it 0% {1 R0%
el !
Mt l L'EEIIU'HI‘.'H!'I:'I 0922 113t 155 ] IZ_I_

Bapree: Iaa Preesdng wih SmasfLs 40, 2015




Tabde % shows that the e for Qiscrimissng validicy mdecares the squase maral ANVE Sor @ach
porstruc, baed along the diagonal, i= greater thin the comelation berween the construce, i the
ather dingomal. For instance. the AYE of the Cosiomer Ergnpement constroct iz (5925 which
is higher then its correlation wich Dapml Maorketing Sretegies (0.397), Expenience Econommy
stratepies (1LKET ), and Histel Competkivenss (92 For exanapie, the AYVE of the Cagomer
Engagoment constrect i= 01925, whach is higher tham it= commelotion with Digial BMarkeing
Serwiegies (0 897 )_Experionce Foonomy strvogies (TLEETh and Flmel Competstiveness 10922},
For instaneg. the AVE of the Cestomer Ergagement comstruct is 0925 which was higher the
ite correlation copflickmt: with Digital Merketing Stratepes (0A97), dmlgges ol Expirienco
Ecvnmy (DRET), oo Hotel Compatitivenes 19220, The wiher e constnc, fike hudel
compeliiveness , olwsshira @ similar penem, with a0 AYE of 0055, igherthan (s cometarion
with sy tiher coesmuces. These resalts suggest that 1t i possible po emplegnly sparese cach
ol the corszuces in ihe proposal model fiom one onocher, (fiBing the Fomell-Larcker
criterion for decrimimint vl idicy.

Strociorad Moded

Cince fthe memarement niske | is adeguaie i ienos of i validity and relisbality. we procesd o
test the st meadel to investigaie the relatorships berween the bicne corstrucs in the
sfudy. The: SEM-PLA (Sireciuml Equation SodeBmg—Panial Least Squanes) tessing bk i
differem facions; such as how well the model meiches - the dam (RY the soromgeth of the
mEtionships (path copfficeme), and key sbabislics (-stadistics, p-valees, offed doe 1575 and
predictive mlevasey (0F1h, Bis hased an the misdels varabled prediviive poser al
aignilicainee, SEM-PLS & often choesn in mansgomenl ind Bisinee wesdanch becaise il oo
sk well with complcand oo s whose da does men Salliosy b nncmal disrecon ad o hes
then: are smed sample slacs oompaned w the number of model paramecers (Her el al.. 2821;
Fenseler i al., AkL5).

Coefficient of Determinntion | B2

The gosciness of i 5 @0 es=nial mdicator for imuiu_gl.ﬁ: strncturad mwsdel: 1 el cates the
wanznce af an endngenous vasiah ke explamed by the exogemoos varishles of ike madel (R,
B# values o froen b i |, widh farger boing betier for prodiction. The interpretition aif B* with
reepesl 0 thas dudy follows tho specified guideline by Maireral, {021 ), which saied B? val ses
ol OAT stng, D33 modersle, and 1.1% weuk, Thos, the B! vl we of nn endogernos coriinec
indicates bove well the axogenous constmcts explam 2= Sammaticn, Tabie 6 i 0 sammany of the
el Tient of derenminstion (R7) es resuhe

Tiahile & Coeffichznt iof Dete rendeation { B
Besijunre  Heuguare sl jusied

Cuswimer Engagesnent {h] (RHI3 eld
Hipe | Competiivensss {7 ) 1k Y35E 1598

Sawree: Pl Prgsng stk SmendLS 40, 51133

Agvording b Table &, 1he Cozfficient of Detzrminaton (871 shanx that experience aconnmy
sirabegics and digiml marketing simiegies opether aooount foo &1 5% of the changes m
cugmmer ergugement (B = 0.K15L In companizm, ihe B vilee for el oaspetitiveness &
(A58, meaning thal %3 3% of the clanges m hote] competitiveness cn be exvplained by the
conmrbied edTecis of expereni: svamoeny sleepies, digiml m.:'luﬂi.fg wledle s, il Duslotuer
eagageaesl. ln comrast, the B? value for the endagenoe vormhle hoted compentivensss =
1HA13E, indar ety thes W5 RS of the vanunce of hotel ommpetitivensss con b eaplained vit the
cambaed efliact ol eLpenence coatoany strmegies, dighsl markabng sraegies snd cotamer




engnpeae. Such values o considencd srng Halr et ad. (20210, implying thar e st ural
model i this study displays an npresave kevel of predictive power concerming the comeciim
betwean vanabie zlements.

Paib Cuedficni

Path coefficient analyss = wed in sinstoml equabsm madeling with parial loast squaees
(SEM-FLE} 10 sipdy bovw sironaly smad in when direction hidden veriobles in #he model ae
meinied 40 qach other, The valoes of thesy path couffickents indicate how much an exepenoes
warnhk uffits an endigenons vanishde direcy or indirectly through 3 medmting varishic. &
high coeflionl [higher than ani) besakposs prondos s evidenoe e a nelaliopahip
hetwesn Che oesiructs. We conducl e significunce 1eting 1hrough ssAmIppng wih 3
suificiently barge sumber of subsampes, say SI0For shave, iy ersune aabicy of the ecineees
UF e vaduee fs wtonee 1|90 Cslpnilieomce bevel DURY), then we say that che relotionship berwecn
wanubles is stansnically senifican (Har eval - 20210, Table ¥ pronides che full paihicoe iFicaem
mesilix.

Tabie 7. Path Coedficien

Original  Sample “I'“"‘""m T statistics P
smmiple (0N mean (8} JSTEHEY values

BSTNEY]
Experionoe Boonomy  Stnmegics
(E1) == Howl Compedtiveness D43 A% 0] 5.3 LRLCE
A el N
Digal Marketing Soategics (X1

ri 261 Ak 774 Nk} RS LR Ls]
e Hotel Competitiveness (Y} .l
Experisnee BEoonomy Siniegies
(X1 o Cmanoer Engagemen 0347 [ 1102 .31 LR Lk

vy
Diigiel Merketing Soaegles (X2)
<z Cusimer En gogensem (M)
Cuehmer Engigenear (M) =

Mgl Ceavipetilny et ¥ 0306 0.306 0% 6.328 000
Taere; a3 Frocesaag wah Soarsl 5 50, s

0564 581 0 LRLE RIRLEE

For the strucrared moded, alf relationsdsps between variobbes we sostically significen with
pvilues less dhan 05, s shown in the pach coefficient@@obs in Table 7. X1 Experence
econamy siraicgies (X 1k The first independent variable his a positive and agnificam «ffec
on hiiel competiliveness CY ) wilh 2 cosfficient value of 01.45] @ o tambss of 538 The
secind Facur alfecteg bode | compettivensss 471 15 gl marketing simieges (02, which
carmes o cocficient of 026] [i-sisstic = 2.185). Furthermare, the ooificsents of 1347 1 =
A305) Tor both X1 and X2 bave a pesitive impact on susiomer engagomen ©N8p, 0,566 1 =
ET03k On the other bared cuslomer enpaeemant (M) = nfep medistor of hotel competitivans s
with & cosffickent of 0,H5 and o t-sateste of 6,56, Thase fodimgs vwrify thal thoogh e
ey il e TR of cosdomer o perienaos and digiral steakegies all gaths in themodel posilividy
Lokl es Lo fhe impeaveme il of Tefc] commpetilivens s,

Predicive Relevance (2t

The hlindivlding methnd in SEM-PLS gives & soone cal bl prediotive nekevance (08 thm
checks hnw welll the mode| predicis its depesderd vimahles (Hair et al.. 202000 A QF wlue
nhowe 2em indicmes that the moded i pocd st predicomeg both the main ostcome vomahles omd
the meliztor. A OF vahme greater than ero demooes the satisfactiory predisctive relesance of the




imodel with regard oo bisth the msl & endigenous vanables and the medleor. The gady nllizes
0P g oo assesament ol the pedwiive rdevance of cnfogenous comstnics (oustomer
engnpenerd, el competlitvenssswith mepect b ENogEmolR S ANEIPECTS {EXPEnenoe Beonammy
gtz gies, digiml marketrg strategies ) in accumulate the evidence based om this snady. A high
¥ valwe indicates thal the model does mod oaly fit bl s also capable of corectly pradicling.
thus enforcing the cxigmal valafey of the masdel. In the fllowing table | Tabke =i, the resalis
of prediciive mevance (07 ane shewn,

Tahin B, Preciotive Relevance (0R)
Salh ShE0F | =-S5EES0)

Experience Economy StraiegmeiXi) 1600000 554 503 A5
Drigited Marketing Siravegies (X2 IS0lANE 553 17 {5dd
Cusnotier Engageeem () 1I0lRIKE) Fdk TS [ R e )
Hated Cimipadilivenass 15 | 00N 350 57K 0. 71HE

Spines Dl Provecding oim 5 manPLs 40, N5

The Mindfakling seeihod {shows i Tidle B shows that sl the constnacsis hove OF walees over
6, which means they ame considensd 1o have ousellent predictive ol evance (el al . 20T
Specificully, the U0 vnlees are Expencoe Esonamy Soratepios (X 1= 005 L Dhgial Makeung
Surmiegies |X2) o 034, Cusinmer Engegement (3b = (L0667, and Hinel Cnmpeitivenss ()
& 1.7, In pamicular, the 0F valie of Bgpenence Eomnomy Siraegaes (0] = L05]1, Digial
Markering Siicgies (X1 = D60, Cosoerer Ergagemes 7M1 = 0067, and Hmel
Competiivencss (Y1 = (M0, These values further support gl die model bas & high
predictive abidity on hoth endogeaoos vanables ond modaros, As g resuk. this moded does
ouilime inerrelotiens among venabbes ded kax o mbust ability o relably forecast recponden
conduit.

Tesiimg Modialion Fifixis

The SEM-TPLS mwihod, which checks Tor medmiion offesis, looks i hew the mediptson
waniahk helps comedd fhe inckpondent vanable 1o the dependem variable. We esocex the
SEM.PLY peoceders by examistieg 1he el affects ahd opecila ialineer ofleers (Hair o ol
213, The firs analyes s done vio wotal elfecs, whene we explore e lmpa of the
independaa varabie on the dependent varsible, biuh dincily sod Indirecdy thioagh the
mediaur, The secomd keved of resting is dane through ssseseng the particuler mudieeo eifects
of mdareot adlieer of the eoogenocs v oble om e ondogenous v o via the medimar. When
the specific indimol pabhways are sigmbcont ond the asocioled divece poth becomes
insignificam. we conclode full mediation. IF eirher is significand bui not the other, @ indicaies
partil mediation (Fairchild & MacKammon, 70090, Such an omicome enmichkes the medition
mechamisn of the capsil paihway beiween varisbles in the reserch model . Tables 9 anc 160
bokiw show the resulis of dae mediition effocts test.




TIE %, Tinnd EdTects =
Original Sample Stosdard T statistics B

sampe  mean  devedion msmmuu_
Lol N RTINEY i

Experience Eramny Staisgen | X1 =

Hceel Coempetiti veness (Y) LU LR L B3 DM
Digitel Markeiing  Sintepies {52} =

Hhooel Competitiveness () 434 A50 (09K 420 v
et v Sraepes (HLL= e paae  poas 1A% (NI

Cosomar Engagomani {8 )

Digiad Markeimg  Sindegios (X]} = 5 1

Cugtir Eng T (B L5K] (R 5703 1FIKKI
Chichpnier FEagigemeil {Mi -= Hakd

G Y3 S RN D4E i {FIHHI
Sakrce Thili Priscsssdag wah Soaeils 00, X015

En Toml Ellzces Tuhle W, we e i ihe relanonship betwesn voansbles is signiticam ar s 9%
cordidemce ovel {po 1DI6). This means thil de 1mal elects of e Exponencs Eoomoany
Srrwiegy (X1 om Hoel Competidveness (Y pol D337 (0s 3345, p o= (0HHD) and e Digital
Merkening Smmegy (XX o0 Howel Compesidveness %) of (1234 {1 = 4.421; p = OUHHN e
sgnificam. Moreever, Tustomer Engagement ¢84) hias o meoningiul impact on Boeel
Competitivenzss { V) 1B = DAz ¢ = 45735 pis (0000, sed both X1 aed X2 adso had o
euhstanmal effect on Cuostomaer Engagement () (W0 527, pe 3 505 p= 0001 and B =) S66;
L= 570k p = D000 respectivelyh. Marsaver, the cusiomer u'r’lmf;ntn 51 variable also has
i raglicant infMesnge . (m okl compelimvensss (Y ) sl el 0= 6,395, g = hIKET:, Ths
e el coskiiey engnpenwsn mipht iy s node m e srstepics X1 aml X2 6Tes bkl
cormpetibvene s (8], anel thiewall s comfirmed by ks ing oo iadiese? el

Tahbe W, Spevific ladiceet Eftects _

Originnl Sumple Standurd 1 sntistics
sampbe  mean  deviation IS THEY
Wh M) (STDEVS It

i
viliies

Experienoe Economy Sirmegies (K1) o

Cusiomer Engngemens {M) > Hoed QL0 2 0005 L 4
Counpotitivenmss Y )

Dignad Markeimg Smmegics (X2) =

Customer  Engnpemest (M1 -> Hael 0073 07 00 4 536 LELLR

Competiti veress (Y )
Sapres: Duin Fnezwase wih Snoedl & 20, X 1%

This conclusion 1= suppamed by the Specific Frdfiroct Effects ressits in Table [, ohich show
thm Customer Enpagement | Mp sipnifigamly influences bow Experiznce Economy Strategies
LK1 afect Hmel Cronpetitireness 1) with o coefGoientof 006 (=2 768 p=00NNy ol
infligrces lww Dhgitnl Marketing Sieptegies {33 ol Huel Compatigiveosss (Y F with &
wael Ticient of €173 (k5400 p=HEE, Sinee the dirsct el Teors froma X1 e Y s o X2
N gere sk ampooiant Case Tulde 50 040 and 01.2615 g = IUAS R v Can ay that the medistion
rake of dasee varlables s parfial. Sance e deect patis oo (he vacisbles X1 Y e foa the
wanahks X2 10 Y are alse dgnificun (see Tohle 32 0431 md 02010 p o< 003, the medl o
role that the variabkes play can be clessidlzsd os panls meilioon.




Dilscusbon

The infleence of Experieace Exonomy Strategies on Hobel Competitiveness

The fimdings of tes ressanch reveal dwl the experience sconomy varisbies henve a divect and
significam effect oa dbe competitiveness of the hobel, especinlly for the epedly developing
hospitality secior of Wiest Jana, Incbeurism-imersinve areas like Bandeeg. Bogor, and Cirebon,
Frercn competilion means holek con no borger oy om dhe besce akome, Tounsts increasingly
desire W eagape micre desply sad sessenber more thameuphly deer sy Erpersnee Senes
miritaes, including perssaulized services, theme -hased e rmnmenis. el engapgement,
and unkjue actviles, canoamplity the compeiove edee of bodels. Déreon guaste—-Tine &
Gillmore (200 1F =ake. i throsgh emensmeenl, odic s, esthenics, ond e apem,
memirabd: expenences are creoled, whech sirengilien the emotonal bend and increqse the
likelihood of repeit visits.

The efficacy of sch draiegaes 1« home ool by empirical evidence, According 0 Walk et al
PR G, espereniia] valse enbances custmner saiis faction s fovalty. whike Ali et al, c3006)
Fooed thai emigue amd per=omlized euperences mbiece Sfcmnbmion amd retain cudomers,
A indicaied o sudy in Indomosia, sdveniune -based trarism Bolar & Zabker 120000 i= also
ingroaingly =oeghl after by ievssiers wheo wash o feel smomctional sommection ond be cogaged
in their travels. Thus the capericnce eooaemy sirafepies repoid o shefling coesumer
eipecmmions and drive koulty . hrand idensty, eod susamable ol performencs. So 0 pors
Wiesl Java hivicls medigger nnly as 4 place wo sy bk as de stireiion budders thet of fer & lmaing
ELperenin

T imNwerice of Digival Markaring Soraegies on Hopel Cesapeditivemses.

Rapil growih s Jigial wamsm e kal o oas inegrsied coieemmer Behavies shifl and
nereasad eapeolalion f sevive qiisly, whiclhaic Bl cotmzed =i ks i the eEcive
usETEnLalion -|.||'|1|u_i||'|| murke ey sl can be uesd, sspecally i W Java's lespamaliny
eecton. e of the key apfecsches b gaosath onliine has best aneihinss 1 diginal makening,
wihich. wizen wed effecrively, ks hinets m povids cenein anid messrabie meins 0 reich
wiiler, mwode chowen ke Numimewsy 2 ol (215 Ploces such e Banding |, ssocsined
with shopping and celinary pourisim. serve i enile ground for s vecions o prosper. This,
soctal meda, readily avmlabde and eemccive wehsies, onling revloes, osd de-guided
publicaty campaigns <an improv e brand peeogrition and atmo local and etemetonal tounss
tLeung o al,, 362d; Kapoor & Kapoor, HI215

Plosvgr | digital marklisg chanegivs erethle higsd 1o targdn cvmmiunicie, aovelenne the
booking prosdss, wud eiBsile ceal-nes itceaclions wilh giccsl, leaBing W figm]
eatinCactian wied lowaly (Singh 1 al, 004, Ressarch bas proven Char Toeds wail draiegiss
inghabng het fd libimed W0 Che dsege of siilimiiolad Beoking daleos, peisdsiliaid cmsl
marktmg, sul mephasive codamer svics threagh digital plathosms sechieve higher
edvireiren. wiles and eabaneed cilsionier retenla [Leisig et ol 2124 Al e o, 20248 In
the coestesxr al Wesr Jova's dveamic hispitedity secter, hotel with detsled aeneges can s
themisstves mpt and juickdy react o ek seeds. protaming their king-rem viahiliey o
highly cornpetiive makeiplace

The imflwermce of Expreriemce Eqpmoeny Sirafegies on Customsor Engogesesd

Frindipks: of the expricme: mommny sdopiald by popatar feris) deslimedions mm Wesl Bave,
Rk as Lembang, Pangomlaran, sl Cirehon, hive muekad mew gmds in the Tosplasy
imusiry tlat have mads ciskiner sogagemenl masisinply smalive aml nkracive, These
s poksiss Eigue expeicnien i e el of aaluee, collures, uel hisimesd properlies,




wiich makes e pefect for great aays (tha are w0 he remenbered. Pae & GGlimiore (20E1)
irgunl that the ecnmemic vahe: of service indusiries i imereessmgiy found in their abdity
deliver experiences thal are enteraining. educations, escapist. ond sesthetc. Im this @@n,
hoiels whiose guests expenimnoe deeply personnlized and cnctionnlly bonded expericnces tend
tix have bapher levels of cusiomer satsfaction amd loyalty (Yn enal, 2023; Agapin & Sipaka.
224y

The exporivner seoromy i3 s kry differomtiseor in the erowded macket, s many iorists an
shiffing fram siundard expermnces to mon persmslized and memrable intforactions dureg
their ravels. Prior sedies sugges! thal enuscesl engapemeni—an asdensnding-prodecing
process by which hemase wmosphercs. cultere, and subaiies re immdaed, des odjised
thmegh cesinmized service—can evole grong helsngoml imensms over tme, sich s
inEving chonodss g0 revisit and lorge prevaling word-of-mvosth besediis {1, Kumer e al.
2028p. Darz 1 say thal for hotels in West Java that want 10 baild conspetigveness amd o stromg
refationship with guests, meorporating experential coanponents in their service degign is not
only stralegic but also o reoessity

The imflmenee of Tigital Marketing Siravegies on Cesomer Engageneni

The newl for effociive dighial morketing striegks ws catilyss for customer engapement in (ko
hospilality mdusiry i= prining IGction, epecially m dmamic ares xech s Wt Liva, With
rapidiy evolving imemes usage md the riss of social media changing the behavion of oday's
tourists hodels thar raly an allineg dighsl coment ineractve web papes. and gset-frandly
biking engines woubl be sble w inge @ emotivnal relagkindep and Tailioe real e
It rme tow with ther custinmen., S ondiig W virmo s stide s the e of degiral merkebeg wali
likie zociad medhs compaigns. miluencers, peronalized omail marketing, o, mmproves
enarer invalvement and recall value of o brand comakderably (Leung o al, 20242 Fehisnah
& Mingsih, 20225, Asan the case of some nell-kpown towri=m cities, such os Eandung, Bogor,
and Ciarui, digiial engagement assisis hidefs in conpecting with poleniml corsumers m
dommestic and internaioos] markets and GciSaing repem visiis thnugh regular sl inforc tive
intenkciEm (Felix & Rermbalan, 01235,

Minpzaver the capacity for S isl saiketing 10 ereae denimnal oon ot tosas 16 & ey e tr
buildimg loyulty In g compaiive accemmadason market. Keal-tme digzal imescion @
experenced ol tie wlbvidnl kevel md has s heenhighlighted o insler costomesr £Lpersenoe
by alloowing immediale servioe, edback. aml persona ysoon (Umemi & Derma, 20215 Even
s, the body of lieraure (nvesogaing ibe mpact of RIS of cinssmer axperince remis
melatvely lmsed. Digial pladonss can belp hel mvesigae dais smlytics i maolyee
cagomer preferences and adopl their snvegies o mammin relvamce iaiihe marketplace
Leung et al . W24), Thus, im the face of increasingly fierce competition. te implementation
of degaal marketing as a core siratepy o extablish siroegz, inlerciive. and emoiomal damcoe s
with poteniil omtomers is bereficialand o mus! fior the susminability ond competienes ol
hoiehs in West kv,

The imfleence of Cusdumer Fagagement oo Fledod Comgeefibvene s

This - serging cusummer pamicipation level has hecome one of the feoors of hoel
competiveness , where West Rave, with s roasrst-supponieg, citkes of Bemdung and Bogor,
his the bdghest mnl comimmus customer raffec. Custiimer engege ment - measuned ilnagh
engnpemen in the kKiyvalty progrom, ondine eviews, repeat bookings, ond sociad medio
enmpzmen—drestically infleences the image of o hoted bnmd and e yolue thin consumers
minibote 40 i | Khalifooetal , X075 Almesdn & Campaos. 2028, Theredone, we brand posgotters.




nlso known i proissers, G enthesies i cosomers who ooively commbuletn organic prowth
by imircduping o hedel oo the & pral space. Kbl & Le £2022), their feedbock alao provides
wnilnahle redghis oo coppor senace customimdion and iz vsed fo momease pues satsfaction .

In competitive hospitality markets, hotels that ackeve susiamable gh evels of cmtomer
pngigenom i more nimbke @ acing on merket demand and are betior suiked 1o bobd
vadomar stickiness, Ascording do Horgs of al, (20235, strong engagemmi keads do kovaliy amd
vortribuies o the mlsively Feh switching cosi. which toseres 1hat cormpetilors cunnot e
custome s awary @l will, o sdditon, mgmped cextomers frequently seript value with service
revaders, which positively s by Innovmions in guest experence uml service excellence,
Such hehavior Biads 0 icressd gues weienica anil soashishes oo endinng cmpeiaive
dvantage chrough personaliaed, cmsonidly evocaive, ard Remimmb ke eTvios ergugemes
Thas, suruning and mmsging cusiomer sgugemen & imperasve, niM & cholee, Tor el
pompelitven s

The influence «f Experience Ecomemy Siroleges on Botel Comrpetigivemess through
Cus boamer Enggerse ol

The resul af this study can b explamed by ihe Fact tht an oxperance oconony simikgy has
groat petontiad b improve boinl ompotitiveness in Wost los throegh the mediaton ol
codamer anpgagomem. This striegy allows heiels to proseed on ermaotional comection,
rewanding puests with mare chan a pleees 1o sty —personolized glimpees inie ihe iocal caliure
suUmoinding mesnhetk emvironmens, a6d engaging and satemaining mperactm hereeen & himel
nnd guess, Pine & Crilmore {2000 1) argue e experiences aie the protigonists of velee in
wdnv's service soamomy (0 Lenphorical value proposhionl for consumers. emiolonal
s aroe arad memery -based eogapement ore central, In fomn s desinstons: than kave plenty
of ratural ped oaftaml heritage, like those m West Jova, the mbeprmtion of meemangful
exponcne itsedl becomes o stralegy inwin guest kboyalty ond keep them coming back egnin,

Henoe. cwtomer cngagemen is @ magoroonnecting link between memoable expericnces am
susizApable competiive whamiage. Happy cusiomer ifso demd 1o be mom prissisve in
commemicaang pusitve word of mouth, engapre | costewting servier, aml providing
Peedback oo Cailinoods sefvele smpaioveriem (Manosathi @ al, 20215, Witk the diginal
realm. it means pubishing and resunding anline reviews and recnmmendutions thar noarslly
entance 4 hel's visibilay and repreion. I facl, high level of ergapeinens pramale o sense
o emetkoral conmectinn, which has been shivsn 1o (mgocl CusiaeT Teicniion and branmd
lpualiy £Gihoalms et al.. H24) Ax cieomers engege with the brand, clevating the gusa
enpemenie emfoeces emotiond tes and ploces cosomer engegement ks o sirategic bndge
inwards converting experiences mba measnmhle competitive advenmpes.

The influence of Hgiiel Murketing Strategies om Hotel Compeldlivenes thromgh
Costommer Engapes sl

In Wist Jarn, botele should e able vo oraeedfonm through improving casiomer engagomonl as
digital puekenng becomes swee percinheed and comrabed Tod cachh ciRner, M kg
competition, Travelers, brih Incal and ghsbal, exisssnvely stilize the swilt growt of socis
medis ond depaul pligoms, which presenl emlgue chanacls Tor direor engegement ol
ELperbene cusimimiziiog. The hotels thet holiscsly Dne grae inenctve content, decs <driven
digiml prospotions, and respotsive commumaion accoss dighal chassels are perceired m
build moee smidicant emotional conmectiors wich peests (Marvano & Alshooshan, X125
Leung et al.. 2241, These digfal, froni-of-the.lme toschpoiets utimately add value bo. the




Tl service us well 4= enable thetimely e hpo cngagentent ond relevanl feadback looap
thint cim sbape puest safi=faction and kovaly.

This pcave panticipatecan acts [ke brand odwocacy, prmoning-ir organecally. Cusinmers wha
are enwi kmal by connecied with and (el valued by a company are mone likely o beoime brand
mmhassadors b dissenemaling postiive expenences throeeh online revicss, socinl media
o, arkl recommendstions o peers, whach i 3 vital type of camed media for hospaiafiny
businczess (Japwin et al, 0250, Such infersciions s msngibke s sswels tha reinfoge
the hosel s hrand equity end competiiive positioning in & mom markel in a cowaded proevine
Iike Wiest Javk, With s crnphiss, ool TRuU- Wiy C0measse sion sl relitceship babding, digisl
muirketing smmegles ure associmed with higher oenversion mes and coatinued ousoomer
lovyinlty s the b (Mapacin, 2003 ). 50, digaal cogogement-—when done well— becomes
jus & marketng 1l bin akaea eritical kver Tor devekiping siswinible competllve aivamages.

5. Conclusion and Sugpestion

This resenrch emiperically exansses the eole of costomer engigement i medianag the infleence
o pxperiees eponceny amieges sd digind mikeieg siraieges on iecressg hinel
compelitvensss = Wesa Javi. This siudy coanecs what we alresly kniow abool iwurism ol
hospilality mamapemess with Kleas from orgaserisoral reknionship merkerag {RM) and
(inds ways o impmyve compelive advantige i the hinel industiry o the regoa.

The pessolis imdipghe 1h hotels py West - Javs That spply oxperenes goimamy conpis of
e nliaid sevicn, o eoaee oy o meed, o driodicnal ol o favea highar cianéy
ol compelilive kforoitmien, In an mcrsasingly sonkal Boepanlily morkel, thess Tagd
ealer o g proswing menber of Duimds kekiee fin nenioable and auhensdic soperiences,
eslablsdimegy thewe vy o okl ku]l.'n-..‘il.buus:r eredione bonding builds soch memealyis
expermcey, which we-ol gt signilEmo: b coliones reldilion sel bramd slwocsey.

S ey, ey sre digimlly mecksting arsepies, sapecully dusee rhal e oc i medis,
Insian messagerg, ond dets=dnven peronafiigiom thal slgnificently improve cusdomer
engigene . indirecily supportieg comspatitivensss. Ax o ressh, the worl daof dEzital marketes
dogs pot et directfy on pecformancs indcators et coniribules 10 enriching and minforcing
the mtrncteon wrih the guesis sa that bniels can gevelop long-lom mlhonshps wath them,
FAranil presess: Pirsnalieed sormpignd, Mwo-wsy igilad commareealaom, sl feomipstion
endipira s sk, onling vealiline. and conkenl epgaliom, ading 10 batlor bowend penespion and
TEATu S [T

En salddson, cuslimnes engapenionl crmcrges &soa sgnificanl geduing vumalde in e link
Betwesd caperience slbe pets il codspetimiveness @ the e secree. When goesis Sipencnes
ematinnally rach ond imerctive sisgs, they ane 1] s maoee Ly do plieee thelr vy in
the bowaly progrem, D deres. maone Hiel y o kesve s Drvamhie review, and X0 doves mcee ikely
1 engage in prsboive word-ofmouth abin the hosel, This vigilince ks a Sired impactan hosy
ngile the hiniel qun be at renctimg vo markei behaviors, amil i bas o clear bearg on the foag-
term viabily of the botel. The aciml (el data omil Ocksber 2023 undimpin the delivery of
the aforementionesd miggration. which tescribes cmbemer enpapoment as pol just wm ostcome
Bl & comeepEsl ol Joemshle admialian whils oS Ning compedilive fossiianng

Morcover. this spdy  Ehonsicales ®ial  sthough S mekading cin il
compelitivencss @ gl exkd, indinegd inlenelicn wilds pessie—gkrivad fom 3
s of |!|:_|iII|| neirkeimg—beupght ihe greales value. When bruiklegy haz been
azhieved —sreeenres betier dean die hrand 11sel—The coroer experenes bicane s 5 peet of
the gusest enperence for Dty aid Adevssder, o o breds and costomers el powerhad,




witche hroegh tee sdoption of dighsd aretsghes, adils velue & guest eperences, wd the
cowoner becomes an ective participant, neming ephemersd stavs o lestng ol
relationships. Being chosely mmgaped with the prodsst mcreases emationnl ranlvement that
leeds W greater brand bovalty and customer retenton, In addition, hotels com provide more
rebevant aml enpazmg expericnces with persinaived conten, real-lime recomene ndalions. an
targeied prommactinne, These digital bouchpeinis boost cmbmmer siisfactim as well as grow
ward-al-month promotion and incrsese online preseneo.

Theso himdmge immply Pl berdel monsgermanis in West Java shoukl Toos oo desigeeg
erpenenie-nsed e2eviess inacconkinee with e aree's engee culues and el berimges,
Mlerketing aretinns misl. therefore. go beynod visibilicg and promisions and imao o where
puests enn fuve imeracuve, perssaslized, and emotiomily reoaan experiemoes. Faune. ooel
sirabegles, thersdore, must have two lood coating Lsing experieoces tha esishiah twse
emitioml comectionsand exploiing the dgseal worlds w0 ampdify amd mainin cha ez wes
limk: . 3ni o rapidly changieg toarizm warld, this ic the bey for hotele ta reasmin competitive and
puarmtes supcess for the Inng temm.
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