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Abstract

Introduction

In today's economy, companies and consumers interact more than ever
(Cambra-fierro et al., 2018), and companies are increasingly involving
customers in their innovation processes to develop new products and
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services (Mutterlein et al., 2022). Due to intense competition in the
market, hospitality and tourism service providers are forced to involve
customers in the value-creation process to provide personalized
experiences (Lei et al., 2019). One way to engage customers in the
value-creation process is co-creation (Neuhofer, 2016). While co-
creation is explored in other fields, such as strategy, management, and
marketing, its application has special significance in tourism and
hospitality due to its inherent nature as a provider of potential active
services (Chathoth et al., 2016). Given the significant role of service
experience in creating value in tourism and hospitality services, more
recent research has been conducted that examines the importance of
co-creation in this field (Rihova et al., 2018; Wu et al., 2018).
Researchers have shown that even innovative inventions cannot
always meet customer needs, resulting in market failures. In order to
ensure that customer needs are met and such failures are prevented,
companies seek market-oriented approaches to develop new products
and services (Kristensson et al., 2008). One market-oriented approach
that can prevent this failure is co-creation (Neuhofer, 2016).

Various research findings show a clear gap between customer
expectations and perceptions of the services provided in the country's
hotels.  Attracting, retaining, and satisfying customers of
accommodation centers and hotels is paramount (Fayz et al., 2010).
Kazemi's study (2016) shows that separating guests from the
organization's core has disrupted the communication between the
organization and customers, making it challenging to meet their
expectations. One approach that can address these issues in the
hospitality industry is co-creation, which is the joint creation of value
by the customer and the company. Generally, studies that have
presented frameworks for implementing co-creation have primarily
focused on case-specific frameworks and models. These studies have
not clearly stated or have only partially provided the necessary
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activities at the process level for customer participation and co-
creation. There has been little emphasis on understanding how co-
creation activities are implemented, and the gap is in the absence of a
framework that shows the necessary implementation activities for co-
creation. Therefore, this research aims to present a framework that
illustrates the co-creation implementation process.

Literature review

Co-creation, introduced by Prahalad and Ramaswamy (2004), is
defined as 'the activity of creating systems, products and services
through collaboration with customers, managers, employees and other
stakeholders of the company' (Ramaswamy & Gouillart, 2010). Co-
creation is customizing a received service or product with high
customer collaboration and participation, aiming for innovation
(Chathoth et al., 2013). Wu et al. (2017) argue that a positive customer
experience depends on the customer's active participation in
production. Based on this definition, co-creation is a process through
which organizations acquire the specific competencies and knowledge
of customers in a way that benefits these customers (Harkison, 2018).
Co-creation refers to value-creating activities undertaken by both the
customer and the organization, resulting in products or services that
ultimately lead to a more pleasant consumption experience for the
consumer (Xie et al., as cited in Rahmati & Radfar, 2019). Co-creation
is defined in various contexts but still depends on the customer's
perception of value. The phrase 'the customer is always a co-producer
of value' emphasizes that the customer acts as an active partner in the
value creation process, and their perspectives and needs directly
influence the final product or service. The paradigm shift in marketing
towards service-dominant logic has been a focus of researchers in the
marketing literature.
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By reviewing the relevant literature, Neuhofer et al. (2012) presented
a framework in which technology is considered a source of co-creation
innovation and improves the tourist experience. Information and
communication technology has significantly changed the nature of the
tourism experience with support. This framework has significantly
contributed to the co-creation literature in the tourism industry by
introducing three key elements. It has developed the co-creation
process in three stages: pre-trip, during-trip, and post-trip. Moreover,
the existence of mobile technologies has expanded the customer
experience to two levels: online experience and physical experience.
In this framework, the tourist is the central element in the experience,
and the tourist interacts with tourism companies, friends, and family
on social media, and other tourists, which leads to the dynamism of
the co-creation space.

Three common elements are found in definitions of co-creation:
customer, company, and interaction. At least two parties (customer
and company) must be involved in co-creation. Secondly, interactions
between key individuals are the most critical aspect highlighted in the
definitions. Without interaction and collaboration between the
company and the customer, co-creation cannot occur. This necessity
of interaction and collaboration also emphasizes the active role of the
customer in engaging with the company. The more the customer
strives to participate in the organization's activities, the more the
interaction process between the customer and the company moves
towards personalization and co-creation is created."”

Methodology

"In the first part, a qualitative meta-synthesis approach was used to
identify the necessary operational activities for implementing co-
creation. Meta-synthesis is a technique for reviewing and synthesizing
the findings of qualitative studies. Studies conducted using
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quantitative methods excluded from the meta-synthesis process. In the
second part, focus group interviews conducted to localize the co-
creation process in the hospitality industry. The seven-step method
introduced by Crowe et al. (2017) was used in the meta-synthesis
process: step one, formulating the research question; step two,
systematically reviewing the literature; step three, searching for and
selecting suitable articles; step four, extracting results; step five,
analyzing and synthesizing findings; step six, quality control; and step
seven, presenting findings. Therefore, the main question in the first
part of the research: "What is the model of operational activities
required to implement co-creation in the hospitality industry? The
search was on a systematic review of previous co-creation studies. The
existing literature has considered "co-production™ as a synonym for
"co-creation” (Voorberg et al., 2015). The search formula is as
follows: “Co-creation” or “Co-creation implementation,” “Co-
creation process,” and “co-creation activities.” Semantically similar

2 ¢

terms, such as: “co-creation,” “co-production,” “high participation,”
and “collaboration.” As a result of searching and reviewing various
databases and search engines using the aforementioned keywords,
1500 articles were found from reputable academic indexing databases
such as Emerald, ScienceDirect, Emerald, ProQuest, Sage, Springer,
Wiley, and Google Scholar. In the first part, to conduct the meta-
synthesis method, 1,500 articles were reviewed and downloaded
systematically from scientific research indexing databases covering
the period from 2004 to 2022, ultimately resulting in 87 articles for
final analysis. In the second part, a focus group was established to
localize the executive activities necessary for co-creation in the hotel

industry, involving experts in the field.
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Finding

The research aims to identify the stages of co-creation implementation
in the hospitality industry and the key activities in each stage, depicted
in Figure 2 as two stages and their key activities. The first stage
involves examining strategic co-creation activities: strategic analysis
and co-creation strategy formulation. In this stage, the feasibility and
strategy of co-creation activities are defined. The strategic analysis
has two dimensions: optimal modeling and feasibility assessment.
The second and third stages depict the operational activities of co-
creation, consisting of support and primary operations, thus providing
a more tangible and practical view of the co-creation process in the
hospitality industry. Co-creation support operations include process
management, resource management, knowledge management, social
customer relationship management, collaborative research, and more.
Resource management in co-creation refers to integrating customer
and company resources (Campos et al., 2015). "Primary co-creation
operations are a critical factor among co-creation process activities.
Customer knowledge management plays a significant role in the value
chain process; it is like headlights [1] that illuminate the path in a
highly competitive environment (Rust et al., 2010)."

The final stage of the co-creation process in the hospitality industry
involves evaluation and development activities, which have two
dimensions: continuous improvement and control. Continuous
improvement is a management philosophy based on "continuous
improvement in performance, cost, and quality.” It seeks to empower
employees, increase employee satisfaction, facilitate success, and
ultimately lead to job pride (Aquilani et al., 2016). Continuous
improvement has two dimensions: behavior reinforcement and change
management.
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Conclusion

Given that the hospitality industry welcomes guests from various
countries and that a satisfying guest experience is key to hotel success,
guests demand personalized services in which they participate
actively. Therefore, co-creation is more feasible in developed
societies and those seeking customer experiences. On the other hand,
in some cultures that are reluctant to incur costs for service provision,
implementing co-creation faces obstacles. In general, the demand for
experience drives the increase in co-creation. The development of a
co-creation strategy, including co-creation strategy and objectives,
governance, and alignment, falls under the category of strategic co-
creation activities. Evidence regarding alignment indicates that there
is a fundamental difference in terms of strategic fit between successful
and unsuccessful hotels. Successful hotels have a higher strategic fit
than unsuccessful ones (Cabiddu et al., 2013).

As Janmian and colleagues (2016) state, the primary focus of strategy
is choosing how to co-create value with stakeholders and end users;
hotels must select a specific approach for engaging tourists and guests
in the co-creation process that is understandable and implementable
for all hotel staff, especially those with more customer contact.
Customers’ participation in businesses has expanded from physical to
online, reflecting technological advancements that tourism
organizations, particularly hotels, can leverage to connect with
customers. Hotel customers are a valuable source of innovation;
however, hotels must integrate customer and company resources to
create value for both the customer and the company. Customer
relationship management has become a strategic necessity in tourism
and hospitality because it can be used to compete, differentiate, and
increase customer value (Debnath et al., 2016). Key characteristics of
customer relationship management extracted from a synthesis of
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studies include establishing timely and appropriate customer
communications, recording all customer interactions with the
company through various channels, managing dialogues by the
company, communicating with customers to improve dialogues, and
maintaining long-term relationships and interactions with customers.
Since the customer is at the center of co-creation, communication is
important, and hotel managers must strive to maintain relationships
and interactions with customers to implement co-creation.

Keywords: Co-creation and Innovation, Strategic Activities, Main
and Support Activities, Evaluation and Development Activities,
Hospitality
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2. Co-creation
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