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Abstract

Digital communication platforms have positioned themselves in the field of tourism as a tool with
great potential for customer acquisition. This has led to the role of digital communication platforms,
such as websites, social networks, blogs, messaging applications, wikis, etc., becoming more
important in the customer engagement process. In this respect, the literature offers insights into the
nature of customer engagement and how brands engage customers in digital contexts. However,
digital communication platforms as central objects of customer engagement require further
exploration. The central aim of this paper is to explore the factors underlying digital communication
platforms that facilitate customer engagement. To this end, a literature review has been used. The
results provide a descriptive overview of the extent to which the scientific literature has addressed
the concept of customer engagement as applied to digital communication platforms, and identifies
those factors that capture the attention of customers.
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