THE OVERVIEW OF B2B CUSTOMER JOURNEY AND KEY TOUCHPOINTS: AN INDONESIA HOTEL
EQUIPMENT SUPPLIER

CASE

Ferdinandus Constantio Aritonang, Bayu Sutikno, S.E.,M.S.M., Ph.D.

UNIVERSITAS ) . . . . . . .
GADJAH MADA Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

BIBLIOGRAPHY

Aichner, T., & Gruber, B. (2017). Managing Customer Touchpoints and Customer
Satisfaction in B2B Mass Customization: A Case Study. International
Journal of Industrial Engineering and Management (IJIEM), 8(3), 131-140.
www.iim.ftn.uns.ac.rs/ijiem_journal.php

Badan Pusat Statistik. (2023). Official Statistics News, Growth of Tourism in
Indonesia September 2023. In Statistics Indonesia.
https://www.bps.go.id/en/pressrelease/2023/11/01/2047/the-tourism-
industry-continues-to-recover--as-shown-by-the-52-76-percent-rise-in-
international-visitor-arrivals-in-september-2023-over-the-same-month-last-
year.html

Barwitz, N., & Maas, P. (2018). Understanding the Omnichannel Customer
Journey: Determinants of Interaction Choice. Journal of Interactive
Marketing, 43, 116—133. https://doi.org/10.1016/j.intmar.2018.02.001

Bezla. (2021). An analysis of the Hotel Industry with Porter’s Five Forces. Bezla.
https://bezla.com/insights/f/an-analysis-of-the-hotel-industry-with-
porter%E2%80%99s-five-forces?blogcategory=Hotel+Marketing

Durodola, O. D., Ayedun, C. A., & Onipede, L. S. (2012). Assessment of the
Traits of Facilities Management Key Drivers in South-Western Nigerian
Hotels. Journal of Management and Sustainability, 2(2).
https://doi.org/10.5539/jms.v2n2p163

Grewal, R., Lilien, G. L., Bharadwaj, S., Jindal, P., Kayande, U., Lusch, R. F.,
Mantrala, M., Palmatier, R. W., Rindfleisch, A., Scheer, L. K., Spekman, R.,
& Sridhar, S. (2015). Business-to-Business Buying: Challenges and
Opportunities. Customer Needs and Solutions, 2(3), 193-208.
https://doi.org/10.1007/s40547-015-0040-5

Hanlon, A. (2024, January 24). STP marketing: The Segmentation, Targeting,
Positioning model. Smartinsights.Com.
https://www.smartinsights.com/digital-marketing-strategy/customer-
segmentation-targeting/segmentation-targeting-and-positioning/

Homburg, C., & Tischer, M. (2023). Customer journey management capability in
business-to-business markets: Its bright and dark sides and overall impact on
firm performance. Journal of the Academy of Marketing Science, 51(5),
1046—1074. https://doi.org/10.1007/s11747-023-00923-9

Jitpakdee, P., Khurana, P., & Pota, S. (2017). Hotel Procurement, Considerations,
and Implication and Recommendation for Hoteliers and Spirits Suppliers.
APHEIT JOURNAL, 83-95.

Ketola, G. (2023). Digitalizing B2B customer journeys-a case study on industry-
leading solution supplier firms.

Koch, C., & Hartmann, M. (2023). Importance of the perceived quality of
touchpoints for customer journey analysis — evidence from the B2B sector.
Electronic Commerce Research, 23(3), 1515—-1538.
https://doi.org/10.1007/s10660-022-09654-5

82



THE OVERVIEW OF B2B CUSTOMER JOURNEY AND KEY TOUCHPOINTS: AN INDONESIA HOTEL
EQUIPMENT SUPPLIER

CASE

Ferdinandus Constantio Aritonang, Bayu Sutikno, S.E.,M.S.M., Ph.D.

Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Kothari, T., Hu, C., & Roehl, W. S. (2005). e-Procurement: An emerging tool for
the hotel supply chain management. International Journal of Hospitality
Management, 24(3), 369-389. https://doi.org/10.1016/j.ijhm.2004.09.004

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer experience
throughout the customer journey. Journal of Marketing, 80(6), 69—96.
https://doi.org/10.1509/jm.15.0420

Ludwig, T., Wang, X., Kotthaus, C., Harhues, S., & Pipek, V. (2017). User
Narratives in Experience Design for a B2B Customer Journey Mapping.
Lecture Notes in Informatics (LNI), Proceedings - Series of the Gesellschaft
Fur Informatik (GI), 193-201. https://doi.org/10.18420/muc2017-mci-0108

Lundin, L., & Kindstrom, D. (2023). Digitalizing customer journeys in B2B
markets. Journal of Business Research, 157.
https://doi.org/10.1016/j.jbusres.2022.113639

Lundin, L., & Kindstrom, D. (2024). Managing digitalized touchpoints in B2B
customer journeys. Industrial Marketing Management, 121, 88-99.
https://doi.org/10.1016/j.indmarman.2024.07.004

Marvasti, N. B., Huhtala, J. P., Yousefi, Z. R., Vaniala, 1., Upreti, B., Malo, P.,
Kaski, S., & Tikkanen, H. (2021). Is this company a lead customer?
Estimating stages of B2B buying journey. Industrial Marketing
Management, 97, 126—133. https://doi.org/10.1016/j.indmarman.2021.06.003

Morales-Contreras, M. F., Bilbao-Calabuig, P., Meneses-Falcon, C., & Labajo-
Gonzalez, V. (2019). Evaluating sustainable purchasing processes in the
hotel industry. Sustainability (Switzerland), 11(16).
https://doi.org/10.3390/sul1164262

Odeny, J., Maingi, S., & Kurauka, J. (2020). The role of procurement procedures
in environmental management: A case study of classified hotels in Mombasa
County, Kenya. Menadzment u Hotelijerstvu i Turizmu, 8§(1), 11-23.
https://doi.org/10.5937/menhottur2001011a

Pantouvakis, A., & Gerou, A. (2022). The Theoretical and Practical Evolution of
Customer Journey and Its Significance in Services Sustainability.
Sustainability (Switzerland), 14(15). https://doi.org/10.3390/su14159610

Porter, M. E. (1980). Competitive Strategy: Techniques for Analyzing Industries
and Competitors.

Purmonen, A., Jaakkola, E., & Terho, H. (2023). B2B customer journeys:
Conceptualization and an integrative framework. Industrial Marketing
Management, 113, 74-87. https://doi.org/10.1016/j.indmarman.2023.05.020

Rashid, Md. H. A. (2023, April 19). The Procurement Process in the Hotel
Industry | limbd.org. https://limbd.org/the-procurement-process-in-the-hotel-
industry/

Roelen-Blasberg, T. (2024, September 17).

Understanding Hotel Organizational Structures: Hierarchy and Roles.
MARA-Solutions. https://www.mara-solutions.com/post/hotel-organization

Savills Indonesia Research & Consultancy. (2023). Indonesia Hospitality: Asian

Cities — 2H 2023. https://www.savills.co.id/

83



THE OVERVIEW OF B2B CUSTOMER JOURNEY AND KEY TOUCHPOINTS: AN INDONESIA HOTEL
EQUIPMENT SUPPLIER

CASE

Ferdinandus Constantio Aritonang, Bayu Sutikno, S.E.,M.S.M., Ph.D.

UNIVERSITAS ) . . . . . . .
GADJAH MADA Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/

Tardi, C. (n.d.). Value Chain: Definition, Model, Analysis, and Example.
Investopedia.Com. Retrieved June 10, 2025, from
https://www.investopedia.com/terms/v/valuechain.asp

Tavitiyaman, P., Qiu Zhang, H., & qu, H. (2012). The effect of competitive
strategies and organizational structure on hotel performance. International
Journal of Contemporary Hospitality Management, 24(1), 140—159.
https://doi.org/10.1108/09596111211197845

Tavitiyaman, P., Qu, H., & Zhang, H. Q. (2011). The impact of industry force
factors on resource competitive strategies and hotel performance.
International Journal of Hospitality Management, 30(3), 648—657.
https://doi.org/10.1016/5.ijhm.2010.11.010

Terpoorten, C., Klein, J. F., & Merfeld, K. (2024). Understanding B2B customer
journeys for complex digital services: The case of cloud computing.
Industrial Marketing Management, 119, 178—192.
https://doi.org/10.1016/j.indmarman.2024.04.011

Ugmak, F., & Arslan, C. (2012). The Impact of Competition Conditions on New
Market Entrants in Istanbul Hotel Industry: An Analyse by Using Five
Forces of Competitive Position Model of M.Porter. Procedia - Social and
Behavioral Sciences, 58, 1037-1046.
https://doi.org/10.1016/j.sbspro.2012.09.1084

Uyar, H. (2021). PURCHASING TECHNOLOGIES IN ACCOMMODATION
BUSINESSES AND E-PROCUREMENT. In Y. Akay (Ed.), Administrative
and Economic Science Research, Theory (pp. 131-151). Livre de Lyon.

Voorhees, C. M., Fombelle, P. W., Gregoire, Y., Bone, S., Gustafsson, A., Sousa,
R., & Walkowiak, T. (2017). Service encounters, experiences and the
customer journey: Defining the field and a call to expand our lens. Journal of
Business Research, 79, 269-280.
https://doi.org/10.1016/j.jbusres.2017.04.014

World Travel and Tourism Council. (2024, June 28). Indonesia’s Booming Travel
& Tourism to Support More Than 12.5 Million Jobs. World Travel
& Tourism Council. https://wttc.org/news/indonesias-booming-travel-and-
tourism-to-support-more-than-12-5-million-jobs

84



