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DIGITALES ARBEITEN IM HOTEL 
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Accommodation Value Chain 

Marketing
Shopping

Distribution
Booking

Supplier
Stay/Experience

Online/Electronic
• Supplier website/Loyalty program
• Search engine
• Metasearch
• Direct Advertising (Email, Messaging via 

App or SMS)
• Review Sites
• OTA Sites
• Tour Operator Sites
• Peer-To-Peer Sites
• Destination Mgmt Organization
• Social Media
• Travel Management Company

Offline
• Advertising (TV, Print, Radio, Outdoor, 

Exhibitions, Trade, etc.)
• Activities (Tours, Event tickets,

Watersports, etc.)
• Travel Insurance
• Car rentals, Air tickets

•Ancillary/Add-on Sales

• Supplier IBE 1)

• OTA IBE (Booking.com, Expedia, etc.)
• TO IBE (Tui, Club Med, etc.)

• DMO/TMO IBE

• Peer
Markets

• Corporate Booking Tool
Negotiated rates via GDSs (Amadeus, Sabre, 
Worldspan) or supplier online-direct

• Travel Agency or in-plant corporate travel 
agency

• Tour Operator
• Supplier Direct (Email, Phone, Walk-in, 

Website contact form, Fax) 

• Airbnb, Vrbo,
Booking.com, etc. 

• Bedbank 2) (hotelbeds, transhotel)

Customer
Journey

Leisure

Business

Groups

Short-
term 

Rentals
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Source: HotelTechReport. Note: This segmentation was adapted by h2c although the lines are blurring in some cases.  


