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Abstract

Background  The contemporary museum serves as a space that offers a convergent experience for
visitors and artworks, transcending mere social and cultural education. The significance of viewing
experiences is steadily increasing. In this context, Generation Z, emerging as the primary consumers of
culture, actively seeks ways to explore and appreciate museums. As museums embrace digital technology,
expanding the realm of sensory experiences, we propose a digital transformation(DX) museum service
strategy through a multimodal blueprint.

Methods The research was conducted based on a double-diamond process that repeats divergence
and convergence. Literature research and user research were conducted to find four service opportunities
using two types of personas and experience mapping. Afterwards, user-centered ideas were derived
through a co-creation workshop, and seven service concepts were verified through a verification stage.
By converting these results into concrete proposals using personas and prototypes, we presented a DX
Museum service strategy visually.

Results Through this process, two types of personas, namely the ‘interrelationship type’ and
the ‘self-fulfilling type’, along with corresponding service strategies, were ultimately proposed. For the
‘interrelationship type’, convenient and easy exploration of the museum is facilitated without prior
knowledge through a visually-centered customized recommendation function provided at the initial
stages of viewing. As for the ‘self-fulfilling type’, artworks are deeply engaged with through music
playback during viewing, and vibrant experiences can be revisited through an augmented reality(AR)
souvenir service post-viewing. Additionally, it is possible to improve the viewer experience by applying a
multimodal interaction system to improve accessibility and provide a sufficient sense of immersion and
differentiated experience.

Conclusions  The academic implications of this study suggest the importance of enhancing existing
research by proposing a customer-centered service strategy utilizing museum viewing as an experiential
element and advocating for an exhibition strategy that immerses and expands experiences in line with
the DX paradigm. Furthermore, the structure of the multimodal system is verified through case analysis,
and a novel service blueprint is proposed to introduce a new framework applicable to future research
endeavors. From a practical standpoint, it was affirmed that museums can tailor services according to
purpose and target audience through the proposed DX service strategy, reflecting the characteristics of
the two personas via cluster analysis. Moreover, practical implementation is feasible by specifying services
from a design perspective.
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Table 1 Research process
Desk Research: O|2% H{Z 1%
B F3 54 XEol
HE|ZEO JHEX o[aH X! DX HhE HE 7|&E Al 24
ZHITH S Ifo} 9 s G151 CHAIR} M

4
Discover: AL X} XA}
=5 AHEAL B2 MA| M| LIXQt HQIZQIE Hh7d
s i inity—di
NEo Ethnography - In-depth Interview - Affinity—-diagram
==
4
Define: i3] 2X| Ho| X MH|A JH WSt ==
=25 H2ALL 9| SHAI HX|ZQIE 2 MOT &2
ar=
Azs Persona Customer Journey Map
4
Ideate: 12 A% oto|C|0] =&
=5 opo|fjo] aH L ZE I = &
HHE .
AEo Co-creation Workshop - Desk Research
==
b
Deliver: 1124 Z4% OIO|C|0] 23S X A|AR AH|
=5 oro|jof A& MHIA 2HE 2 A3 DREE A4S
Online Survey .
dHE Cluster analysis Concept Brief . User Interview
e R Persona-based Scenario -
EE Factor analysis Expert Interview
Prototype
t-test
b

HE|ZE 7|8 MH|A FARE Het

g < PRk ol W AN Astel Wi 59 A4 s SR
v 2a]%

o
EA(Falk et al., 1998)= A4, AS]H, =24

lo
N
HN
o
il

~
®
3l
i)
o
Y
>
ol

weke of wE - Aol o] ke ATAES el BuAL
g Ile) 4o48S Bo) “E44e e otal experience)’ s Hm o714 HEH ofm A=
A AT SRR AR o R} 2 A4H FBolA FaT a9lo AgArhEilean, 1994). whebd
SRR A0 FAH9 ABL ofshshs WO R Hslo SThKim, 2009). olo] £ ¢ uFE o]
DX A2 $9& 913 ABAT B4 Adste] B AY SHS worstedet. B AR 4 FHAA

2 AIRAFE AR 2, DX Hhede] ¥ 9
% =3

At
ox
o
=
o
@
[S5)
o
my
O =
Jo
op
o
o)
Ach
ox,
iy
ri
ox
N
k1
oX
rz
'}
oX

A4, A, 7M1 87HA = AP o
A 0]
AT

www.aodr.org 151



Table 2 Characteristics of DX museum visiting experience
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Sahba et al., 2023) 52 & A= 4= 9lctTable 4].

Table 4 Multimodal User Experience
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Table 5 Case study of digital technology in Museum
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Figure 2 Persona mapping
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Table 8 Variables of Persona Mapping
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Table 14 Experience expectation list collected through literature review
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Tl HE MY 0.032 -0.011 0.233 -0.04 0.4 0.132 -0.012 0.004
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Table 19 Concept Brief
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Table 20 Persona 1 Scenario
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Table 21 Persona 1 Prototype
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Table 23 Persona 2 Prototype
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Table 24 User Validation Summary
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