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The customer journey map as an Approach for
achieving sustainable competitive advantage in

Egyptian Travel agencies

Abstract
Customer Journey Maps (CJMs) are one of the strategic

management tools that provide tourism companies with a
perfect visualization of the services from the perspective of
customers, this study aimed to identify customer journey
maps (CJMs). In addition, the requirements for their
application in Egyptian travel agencies, in addition to,
determining the relationship between customers journey
maps (CJMs) approach, and achieving sustainable
competitive advantage in Egyptian travel agencies. The
study also aimed to present a proposed framework to
enhance sustainable competitive advantage based on
customer journey maps.

The study found that the good application of (CJMs)
approach in travel agencies helps to face the pain points
effectively. It eliminates the phenomenon of working inside

silos. In addition to enhancing positive interactions and
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raising the level of joint creativity between the customers,
employees and corporate management. The study also
found a strong correlation between using of CJMs and
enhancing of sustainable competitive advantage, as they
ensure continuity, difficulty of imitation, value creation, and
these dimensions together constitute a sustainable
competitive advantage.

Keywords: customer journey, sustainable competitive
advantage, touch points, innovation, customer journey
map, Vvalue creation, tourism companies, and travel

agencies.
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