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ABSTRACT

Asidefromeducatingthepublic,museumsareadaptingtothechangingworldastheyhavebecome
oneofthepopularsitesforculturalheritagetourism.Thus,fromtouristsandeducationalactivities,
theygenerateanincreaseinthenumberofvisitorseveryyear.Withtheemergenceofinteractive
technology,itenablesmuseumstoproducebettervisitingexperienceespeciallywhentechnology
abletofacilitatethevisitor-exhibitioninteractivityindiverseways.Thispaperinvestigatesvisitors’
satisfactionandfindingsdemonstrateadetailedinsightonhowtheinteractivetechnologyinmuseum
approach shapes the visiting experience. Basically, this study will show the process of creating
repeatvisitationfromtheeffectsof technologyuse in themuseums. Interactiveexhibitionswith
technologyusearerequiredinenhancingvisitorsatisfaction.Aconceptualframeworkisdeveloped
toprovideguidelineandknowledgeinunderstandingtheroleofinteractivetechnologytosecure
visitorsatisfactionandrepeatvisitationparticularlyinthecontextofBruneiDarussalam.
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1. INTRoDUCTIoN

Technologyhasbecomeanintegralpartoftheeverydaylife.Withitsimmensepresenceinthisworld,
itisnotpossibletoneglectthetrendoftechnologyintegrationespeciallywhenitoffersplentifulof
benefitstoothers.Technologyisnowpopularlybeingadaptedinmostorganizations,particularlyin
education-tourismsectorwhereitmatcheswiththemainfunctionoftechnologythatistoencourage
interaction. Assimilating technology produces diverse learning experience which in turn made
thelearningprocesstobeenjoyableandacceptedbymostofitsusers(Budhwar,2017).Infusing
technologyissignificantlyapplicabletomuseums.Nowadays,havinginteractiveexhibitionsisan
importantaspecttomuseumprofessionalswherebyitalignswiththeirmissionsintryingtoconvey
themuseumcontents as effectiveaspossible.Despitemost researchers’ emphasison theuseof
multimediatobeonlyapplicableinsciencemuseums,historymuseumsarenoexceptiontothistrend
(Adam,ZhengandWoodcock,2005).Modernmuseumsarenowadoptingdigitaltechnologiessuch
asvirtualrealityandtouchscreenassopeoplecancomprehendbetterandobtainmoreknowledge
abouttheobjectspresented(Ahlamo,2013).AsreportedbyO’Mahony(2013)manypeoplesuggested

Thisarticle,publishedasanOpenAccessarticleonJanuary11,2021inthegoldOpenAccessjournal,InternationalJournalofTourismand
HospitalityManagementintheDigitalAge(convertedtogoldOpenAccessJanuary1,2021),isdistributedunderthetermsoftheCreative
CommonsAttributionLicense(http://creativecommons.org/licenses/by/4.0/)whichpermitsunrestricteduse,distribution,andproductionin

anymedium,providedtheauthoroftheoriginalworkandoriginalpublicationsourceareproperlycredited.



International Journal of Tourism and Hospitality Management in the Digital Age
Volume 5 • Issue 1 • January-June 2021

2

museumstostartemployingtechnologyuseinordertogrowandgainmorevisitors.Thus,thisnew
conceptofmuseumisincreasinglyfavoredparticularlyamongtheyoungergeneration.

Apparently,technologyhelpsmuseumtosustaininthelongrun.Withtechnologybeing
themaincharacterthatdrivestheevolutionofthisworld,itenablesmuseumstokeepupacross
thegenerations.By implementing technology, itmaypositivelyaffectmuseumexperience,
forinstance,theartifactspresentationwouldbecomemoreattractiveandexpressive(Popand
Borza,2016).However,dependingon theartifactsalonewouldnotbesufficient to satisfy
visitors as the objects are only exhibited as evidence (Thomas, 1999). To have interactive
multimediawillcertainlyenhancevisitingexperience.Exhibitionswouldbemoreenjoyable
and engaging and learning the museum contents would become efficient. When museum
professionalsunderstandtheirvisitors’individualdesires,museumswouldscoremuchbetter
asitguidesthemtodeviseapropertechnologybeforeapplyingit.Atthesametime,technology
usewillcontributetothecreationofimmersiveenvironmentwhereitfostersemotionsand
meaningfulinteractionofvisitorsbylettingthemtodeeplyexperiencethemuseumcollections
(Vaz, Fernandes and Veiga, 2018). As a result, visitors become more satisfied with their
visiting experience and thus, lead to future revisit. Museums in Brunei are still practicing
traditionalapproach inexhibitingartifactsandconnectingwith thevisitors.Local tourists,
inparticularhavebeencomplainingontheoutdatedmuseumcontentsmakingthemtolose
interesttoevenrevisitagain.Ontheotherhand,internationaltouristsclaimedthemuseumsto
besatisfactorybutnotentirelyrewarding.Thus,thereisaneedtoexplorethevisitors’opinions
ontheeffectivenessoffusingtechnologyintothemuseumapproachonvisitors’satisfaction
andtheirrevisitintention.ThisisespeciallyimportantasmuseumsinBruneihavebecoming
themainattractionamongthetourists’activities.AstherearenostudyinBruneicontexthave
yetbeendoneinassessingfeedbacksonthecurrentmuseumapproach,thispaperemergesto
servethispurposetoexplorehowthetechnologicalimpactonthemuseums.Byunderstanding
bothperspectivesofmuseumcuratorsandvisitors,thispaperwillprovideanoverviewofhow
thecurrentmuseuminitiativesshapedthevisitingexperienceandthusgeneratetovisitors’
satisfactionandrepeatvisitation.

2. LITERATURE REVIEw

2.1. Technology Use in Museum
Certainly,museumsservethepublicasculturalandeducationalinstitutionofthenation,however,when
itcomestovalueorknowledgetransmission,itbecomesratherineffective.AsmentionedbyHellgren
(2015),thenotionofmuseuminpreservingandpresentingartifactsisnolongerinterestthevisitors
especiallyintoday’sworld.Aspeoplenowadayscravetoattainstimulatingexperiencesandattemptto
gainmeaningfulconnections,museumsareencouragedtoaltertheirtraditionalmethodofengagement
andtraditionalapproachindesigningtheexhibitionsbyimplementinginteractivetechnologies.With
theaidoftechnology,itenablesmuseumstoenhancetheprocessofvisitor-exhibitinteractivitythat
subsequently, increase the visitors’ experiences and their degree of satisfaction (Stogner, 2011).
LehnandHeath(2005)agreedtothestatementtowhichtechnologyissurelyessentialinconverting
themuseumenvironmentforthesakeofimprovingthemuseumexperienceandatthesametime,
turningvisitorsfrompassivetoactive.AsdeclaredbyStogner(2009),interactivetechnologiesactas
enablerthattransformsthemuseumsfromperforming“expert-centric”to“visitor-centric”services.
Amongmanyofthepastliteratures,technologyhasbecomethemainfocusintryingtoaccommodate
andimprovetheservicesinmuseums.Afterreviewingthoroughly,severalfindingshaveshownthat
mediatechnologyisindeedusefulinescalatingthelearningexperienceofvisitorsandsomehave
failedtoproveso.
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2.2. Technology Use in Museum Experience
Reviewingfromthepastliteratures,therewerecomparativelygreatnumberoftechnologiesusedin
museumsasanenablertoengagewiththevisitorssuchasthroughwebsites,immersive-narrative
driven storytelling, audiovisual tours, interactive kiosks, multi-touch tables and social media
networks.However,usingtechnologyastoenhancetheprocessofengagementdoesnotassureits
good impression onvisitor’s satisfaction. This statement is demonstrated whenLehn andHeath
(2005)reportedthatcellphone-audiotours,intheircasethePersonalDigitalAssistant(PDA),was
notincomplementwiththeaudience’svisit.Designedwithfeaturesofaudio-commentwhichwas
availableonlyinasinglestreamdiscouragevisitorstointeractandhavediscussionsingroups.Instead
ofmakingPDAaspublicsharingaudionarrativetypeoftour,itonlyallowsoneuserperPDAfor
onetripintheexhibitionandthus,blockingtheaccessibilityoftheartworkwhichweremeantto
beexploredandsharedwithvisitorsbutendeduphavingthetouralone.Moreover,theyconclude
thatinteractivedisplay,video,distractstheattentionofvisitorsfromactuallyviewingtheartwork.
Therefore,thestudyconfirmedtheinteractivetechnologyreducetheexposureofthemasterpiecein
themuseumsandcausesvisitorstobemorepassivethansupposedlyactive.Clearly,therewaslack
ofinteractionbetweentheobjectsandvisitorsduetotheuseoftechnology.Thisfindingissupported
bySparacino(2004)asvisitorsalsocomplainedaboutinteractivekioskswhichwerelocatedatnon-
strategicplacesandwebsitesthatwerehighlytimeconsuming.

Fromgoodpointsofview,havingtechnologyactuallyhelpvisitorstobetterengagewiththe
artifacts andartworkand therefore, ensuringmuseums toachieve successfulvalue transmission.
As proposed by Stogner (2011) the immersive narrative will positively affect the visitors as it
encouragesthemtoparticipateintotheexhibitionsmorewillingly.Incomplementtothemulti-sensory
environment,museumsareabletoprovidevisitorswithrichlearningexperienceandatthesame
time,transformingvisitorsfrompassivetoactiveandfinally,tointeractive.Whencreatingimmersive
environments,Knise(2017)impliedmuseumsshouldemployaugmentedreality(AR)andvirtual
reality(VR)becausebothhelpfacilitatesociallearningwithinthemuseumspaces.ClevelandMuseum
ofArtisnostrangertoaugmentedrealityasthemuseumisthecreatorofafamousARappscalled
ArtLens2.0.Itsfeaturesallowvisitorstocustomizetheirvisitdurationandpreferencesbyscanning
onlytheselectedartworkwhichintriguetheirinterest.Throughthisinitiative,engagementwithinthe
museumhasbecomemoreenchanting(Ding,2017).Ontheotherhand,websiteisanothermethodin
approachingpotentialvisitorsbycreatingavirtualpresenceofthemuseumasdiscussedbyStogner
(2009),itmotivatesvisitorstoengageandparticipatenotonlyinthephysicalworldbutalsovirtually.
Byestablishingonlinemuseumexhibitiontouranduploadingitscollectionsandcontents,itenables
knowledgetransmissiontooccurwithintheonlinevisitorsintheonlinespace.

2.3. Technology Use in Exhibit Design
Everyenvironmentofmuseumsisdesignedaccordingtotheirmissionandobjectives.According
toPekarik(2002)theplanningofexhibition-makinghastomatchwiththemuseums’offeringsand
what they require inorder tomake themuseums tooperate smoothly. Itwas reported that there
arefourmodelsinexhibition-makingandeachofthemrepresentsdifferentfunctionformuseums
of different concepts and settings. These models include exhibition-making as artifact display,
communicatorofideas,visitoractivityandexhibitionasenvironment.Itwasfurtherexplainedthat
manymuseumsareimplementingmorethanoneoftheseapproachesandtheyareknownasthehybrid
exhibitions.Byadoptingmultipletypesofexhibitions,itallowsvisitorstoexploretheirspacefrom
manyotherdifferentperspectives.However,notconsideringthevisitor’spreferencesmayresultin
anegativeresponsefromthevisitorsespeciallywhenhybridexhibitionsdonotcomplementeach
otherorwhenthevisitors’expectationsarenotmatchwiththeselectedexhibitionapproach.This
concernwasstatedbyReino,MitscheandFrew(2007)intheirstudyclaimingthatvisitorsargued
themultisensoryprovisionshouldhavenotbeenimplementedinanalreadyimmersivemuseumbut
rathermoreappreciatedintraditionalartmuseums.Inthiscasetheartmuseumshaveshouldhave



International Journal of Tourism and Hospitality Management in the Digital Age
Volume 5 • Issue 1 • January-June 2021

4

fusedthedesignofexhibition-makingasartifactdisplayandvisitoractivitytoenhancevisitor-exhibit
interactivityandfostertheirlearningoutcomes.

On the other hand, considering problems such as the limited museum space and poor
presentationofartifactsencouragedmuseumtoutilizethesophisticatedtechnologieslikevirtual
realityandaugmentedreality.ThisstatementwasagreedbyKnise(2017)andLepouraset.al
(2001)thattransformingmuseumspaceintovirtualenvironmenthaspositivelyenhancedthe
valuetransmissionbetweenvisitorsandtheobjectscomparedtothetraditionalapproachofoffline
face-to-face interaction. Moreover, to protect the vulnerable objects from unwanted actions,
LiarokapisandWhite(2005)recommendedtheexhibitionspacestobethemedasAugmented
Reality (AR) exhibitions supplying digital information into the real physical environment.
Nevertheless,thechallengeinthiscaseismainlyfocusedonmaintainingtheinfrastructureas
thecostofmaintenanceisrelativelyexpensive.Inordertocreatebondbetweentheexhibitions
andthevisitors,Phillips(2011)suggestedmakingvisitorsasoneofthecharactersofthestories
insteadofonlyasreaderorviewer.Itwasrecommendedtodesigntheexhibitionsasimmersive
andifpossible,createdintocertainthemesasawaytoallowknowledgetransmissionandat
the same time, for learning experience to be joyful. From this, Hellgren (2015) highlighted
exhibitionwithemphatically-designedapproachestablishadeeperconnectionwiththevisitors,
thusproducingsatisfiedvisitorsandincreasethechanceforrevisitintention.Therefore,designing
museumspaceisanotherimportantaspectthatmustbelookedthroughasitenablesmuseum
managementtobecreativeandinnovativeinprovidingbettercustomerservices.

3. RESEARCH METHoDoLoGy

Inrelationtothispaper,anexploratoryresearchcasestudydesignwasadoptedforinvestigating
thetechnologyuseinBruneimuseums.Thisprovidesopportunitiesforthisresearchstudyto
workeffectivelyespeciallywiththeaidoftheoriesandtheoreticalmodelsfromtheprevious
literatures.Withexploratorydesignbeingunstructuredinnature,inthiscontextofinvestigating
visitors’satisfaction,assessingpeople’sopinionswouldmattertothegovernment(museums)
becauseithelpsinmakingfuturedevelopmentalplans.Giventhatresearchaimtoexamine
theviewpointsfromthemuseumcuratorsandvisitors,itisappropriatetoconductqualitative
interviewswiththeminordertogainthelegitimateresultsbasedontheareathatresearcher
is investigating.Through interviews, itwidens theopportunity for the researcher toobtain
interviewees’beliefsandperspectiveswhichareknowntobevalidinansweringtheresearch
questions.Notonlydoes itclarify theresearchquestions,newthemesarealsoexpected to
emergefromtheinterviewsthus,revealingmoredifferentinsightsofthestudy.Inaddition,
insteadofhavingunstructured,semi-structuredallowsmoreflexibilityinattainingalternative
answerswheneverintervieweesfail togivethedesiredresults.Thestudywasconductedin
reference to three local museums of Brunei Darussalam located in Brunei-Muara district
particularlyinreferencetoRoyalRegaliaMuseum,MalayTechnologyMuseumandBrunei
MaritimeMuseum.Thesemuseumswereselectedbecauseoftheyarehomogenousinnature
(Patton,2014)wheretechnologicalimplementationiscertainlynotnewapproach,however,
theuseof‘interactivetechnology’is.Thesemuseumsareknowntobemostpopularlyvisited
onesamongothersrevealingthemselvestobecloselypartofthetourist’sdestinationandgo-
toplaceforlocalsespeciallyforeducationalvisits.Asthedataishighlyqualitative,thematic
analysis is utilized for data analysis. Similarly, like any other qualitative analysis, after
transcribingtheinterviewsprocessandcodeswereidentifiedandthemesemergedbasedon
senseunderstandingofthetranscription(Salkind,2012).
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4. FINDINGS AND DISCUSSIoNS

4.1. Interview Findings – Museum Curators
Toattainthevalidity,threeprofessionalswerechosenandinterviewedbasedonthethreemuseums
wherebyCuratorofEthnographywasselectedtobeinterviewedonbehalfofMalayTechnology
Museum(MTM),ActingCuratorofArchaeologyasarepresentativeofBruneiMaritimeMuseum
(BMM)andCuratorofExhibitionforRoyalRegaliaMuseum(RMM).Adetailedthematicanalysis
wasperformedinordertoextractrelevantinformationthatareseenasredundantasmentionedbythe
threecurators.Thesesayingsarethenformedintocodesandarecategorizedintothemesaccording
totheirsimilarityintermsofconceptsorpatterns.Themainthemesare“Museumexperiencewith
technology”and“Museumapproach”asshowninthetableshownbelow;

4.1.1. Museum Experience With Technology
Thethemespecificallydiscoveredtheeffectsoftechnologyonmuseumconceptsandtheirissuesin
bringingtechnologyatmuseums.Italsodiscussesthemuseumexperiencethroughonlinepresence
andtheuseofinteractivetechnologywhichwereknowntobemoreobject-centric.
4.1.1.1. Museum Concepts
Whendesigninganexhibitionbasedontheirconcepts,themuseumcuratorsapplyhybridexhibition
designwhichemphasizeonartifactdisplayandenvironment.Thiseliminatesthenotionofhaving

Table 1. Themes and sub-themes from museum curators



International Journal of Tourism and Hospitality Management in the Digital Age
Volume 5 • Issue 1 • January-June 2021

6

visitoractivityandideascommunicatorincreatingtheatmosphereoftheexhibitions.Asthetechnology
providedinthemuseumservesonlytoprovideexplanationsandpresentintangiblecollectionsthus,
theydonotenhancevisitor-exhibitioninteractivityexceptthroughlearningexperience.Withartifacts
andtheenvironment,itwasstatedtobealreadysufficienttofacilitatevaluetransmissionbetweenthe
museumcollectionsandvisitors.Therefore,advancedtechnologyuseinmuseumisnotnecessarily
requiredtoheightenthevisitor’sexperience.Theimportanceofartifactsishighlightedbythecurators:

When audio-visuals and animations are abundantly used in the museums, the artifacts will subsequently 
be disregarded…with technology, it makes the exhibition becomes boring and eventually disappoint 
the visitors because the purpose of them coming to museums is to see actual artifacts instead of 
technology display like touch screen. (Curator of Exhibition)

4.1.1.2. Issues in Implementing Technology
Obviously,havingtechnologywouldnotbeeasierespeciallywhenitcomestomaintenance.When
amuseumishavingatechnologybreakdown,itaffectsthemuseumexperienceforinstance,having
flickeringlightingwoulddefinitelydistractsvisitors’attention.Thisleadstoadegradationofthe
visitingqualityasittakesawaythechancesofvisitorstoviewthemuseumcollectionsinamore
engagingwayasmentionedbyActingcuratorofArchaeology,oneofthevisitors’regularcomments
isthecomplaintonthefrequentbreakdownoftheminitheaterwhichinthiscaserequiresconstant
maintenancetomakesurethevisitorsaresatisfiedwiththeirvisit.Samegoestothetouchscreens
atMTMwherebytheCuratorofEthnographyasserted:

Technology requires much effort like the touchscreen must be connected to internet in order to 
operate. If there was an internet problem, the touchscreen would be left untouched… when in fact 
every information of the museum collections was there. (Curator of Ethnography)

Apartfromtechnologyfailure,anotherconcernisbudgetingandtheavailabilityoftherequired
technology.Indeed,itisexpensivetopurchaseanytechnologythatisonthecurrentmarketespecially
whenithasmorefeaturesandmoreadvancedincarryingoutspecificerrandsrequiredbyauser.This
againisemphasisedbythetwocuratorsofEthnographyandArchaeologythateverydecisionmade
incorporatingtechnologytoexhibitionrequiresacheckontheitempriceandtheneedtosearchfor
propertechnologyforacertainprojectexecution.
4.1.1.3. Virtual Presence
Virtualengagementhasbecomeanimportantfactorifonedecidestostayrelevantandbeamong
thediscussedtopicsintoday’sworld.Itisessentialtobeconstantlyinteractivewiththecustomers
asitispartofbrandingandatthesametime,buildingcustomerloyalty.However,itisunfortunate
formuseumstohaveweakvirtualpresencedespitethefactthattheyhaveestablishedwebsiteand
socialmedianetworkthatarebothcapableatattractingpotentialvisitors.Whenthecuratorswere
questionedontheavailabilityofinteractiveplatform,theymentionedthetwobutaccordingtoCurator
ofEthnography,botharesaidtobe,“very outdated and are only used to share announcements on the 
opening of new exhibitions instead of actually showing the inside.”Inaddition,theActingcuratorof
ArchaeologyandCuratorofEthnographyexpressedtheiropinionsthattheabsenceofpersonalwebsite
andsocialmedianetworkforeachmuseumfurtherlowerstheopportunityforthemtopubliclymarket
theirmuseumofferings.Hence,theweakvirtualpresencecontributestopoormarketingstrategy.
4.1.1.4. Object-Centric
Alignwiththeirmissioninpresentingthevalueofmuseumcollectionsatitsbestthroughartifacts
andenvironment,itwasclearthattheirmuseumapproachthroughtechnologyisnotentirelyvisitor-



International Journal of Tourism and Hospitality Management in the Digital Age
Volume 5 • Issue 1 • January-June 2021

7

centeredbutmoretowardsobjects-centric.Theprofessionalsweredemandedtoanswerwhichamong
theinteractivetechnologythatthemuseumownandthediscussionswere:

We do not have a mobile application or museum portable device or multi-sensory technology, but 
we do have interactive kiosks that is the touch screen. (Curator of Ethnography)

Thisunderstandablyshowedthatthetechnologyprovidedinthemuseumsaremostlyusedto
describetheobjectsandcannotbecustomizedfollowingthevisitors’preferences.Forinstance,the
useoftouchscreenisonlythereforcaptionsanddescriptionsofmuseumcollectionsbutnotfor
interactiveactivitiessuchasengagingexhibitiongamesorquiz.

4.1.2. Museum Approach
The following theme explores their initiatives in increasing revisit intention and improving the
qualityofmuseumexperience.Thissectionwillalsoelaborateonthefindingsontheuseofcertain
technologyforcertainpurposeswhichwerediscoveredtobebasedonthedifferenttypesofvisitors
andthetypesofmuseumcollections.
4.1.2.1. Types of Museum Collections
Itwasobserved that technologyuse isonlyapplicable todisplay intangiblemuseumcollections
whereastangiblecollectionsareoftenexpressedthroughtheexhibitionofartifacts.Sincethemuseums
prioritizeartifactsdisplaymorethanvisitoractivity,itseemsmuseumstohavelessimplementation
ofinteractivetechnologyasartifactsisknowntobethebestmethodofpresentingtheirvaluesinan
understandablemanner:

Museums in Brunei rarely utilize audio-visual guide because we have already exhibited the actual 
collections for visitors to see. But if we do, we use videos in RMM to showcase the actual surrounding 
of events such as during the Coronation Ceremony of His Majesty. (Curator of Exhibition)

4.1.2.2. Types of Visitors
Aimingtoeducatethepublicthoughmuseumcollections,Bruneimuseumshavesuccessfullyincreased
visitors’learningexperience.Withthecurrentconditionofwhatthemuseumsoffer,notmuchof
avarietytypeofvisitorsareattractedbutrathermanagedtogetspecificaudience’sattentionssuch
astheresearchers.Thus,explainedtheuseofcertaintechnologyforcertaintypesofvisitorsonly:

We have tablet application and in them are education pack made for the students but it is not engaging. 
Overall, I hope what the current displays have for them is to learn but in the aspect of engagement 
for now has not yet been touched. Since there are two types of visitors, one who wants to learn and 
willing to read and another is the one who come for experience and be interactive with mobile phones, 
so we are thinking to look at the second type of visitors where we would like to engage with them 
instead. (Acting curator of Archaeology)

Inmakingvisitorstobeactive,temporaryexhibitionisoneofthewaystohavethemexperience
actualsituationasstatedbytheCuratorofEthnography:

Sometimes we receive comments saying visitors wanting to see more traditional culture-related 
artifacts so recently we held a temporary exhibition on traditional games where we exhibit the artifacts 
and materials and at the same time, we provide something for them to play around. Surprisingly we 
get a lot of participants, the kids enjoy playing the games and the attendants really like event so we 
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managed to be interactive but that is only through temporary exhibition and not the permanent ones. 
(Curator of Ethnography)

4.1.2.3. Future Improvement
Asthemuseumsservetheirpurposemainlytowardslearningexperienceandlessonengagement
andemotionalconnectiontherefore,themuseumcuratorsclaimedtoimprovethevisitingexperience
bytryingtobeengagedwiththosevisitorswhowanttolearnthroughinteractivetechnology.When
askedwhichaspectsofmuseumexperiencetheywantedtoexplore,engagementemergedasthemost
answeredfollowedbylearningexperienceandemotionalconnection:

First, update the technology… and then souvenir shop because it reminds people of the memories 
when visiting the museum or the country and then workshop especially for student where we gather 
them around and explain about the Kampong Ayer. (Curator of Ethnography)

4.1.2.4. Revisit Intention
Asdeclaredbythecurators, togetvisitorscomingbacktomuseumsagainisthroughtemporary
exhibitionwheredifferent themeexhibitionsare frequentlyheld to attract thepublic’s attention.
Anotheristhroughinvitationstowhichembassy,studentsandgovernmentofficersareofferedto
visitthemuseums.Collaboratingwithothercompaniesisalsoamongthemethods:

We need to have temporary exhibition within every six months. Invitation is one of the ways for us to 
get people such as students or government employees to revisit the museums...So, temporary exhibition, 
in particular, able to get us 100-200 visitors…for every of the event, we would call embassy to the 
launching event so people of a certain embassy would come and come again for the next exhibition. 
Another method is to collaborate with people who have their own artifacts and invite them so that 
they can showcase through a much better exposure with us. (Curator of Ethnography)

We actually had temporary exhibitions and painting last time. Currently, we are planning on opening 
up a new exhibition, we plan to have a few agencies involved, so hopefully these agencies will bring 
back visitors…for example, we have BSM and hopefully BSM will contribute in making our visitors 
to come to them which is here… Another way to attract people is to have activities with the students 
where they ask questions and know more about the archaeology and the maritime history. Last time, 
we had a visit from Seri Mulia Sarjana School where the activity was done here. The kids really 
enjoyed their time and we hope that they will bring their family along when they wanted to come to 
this museum again. (Acting curator of Archaeology)

4.2. Interviews Findings - Visitors
Fivetypesofvisitorswereselectedtoparticipateintheinterviewandeveryoneofthemwaschosen
basedonthecharacteristicstheresearcherneedswherein-depthunderstandingandanalysisofthe
opinionswerethemainaim.Theyconsistofaresearcher,amuseumlover,alocaltourist,atourist
guideandamuseumattendant.Fourthemeswereformedtowhichallofthemgivesresponsestowards
objectivesofstudyingvisitors’feedbackonthecurrentmuseumsettings,identifyingthefactorsto
revisitintentionanddiscoveringwhichoftheinteractivetechnologysatisfythevisitors.Thethemes
are“Visitingexperience”,“Technologyuseinmuseum”and“Visitors’recommendations”explained
asfollows:
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4.2.1. Visiting Experiences
Whenexaminingthequalityofvisitingexperiences,itisbesttolookathowengagingthemuseum
collectionsaretothedifferenttypesofvisitors,theoverallmuseumexperiencesandthesatisfaction
towardstheexhibitiondesign.
4.2.1.1. Types of Visitors
Accordingtorespondents,thereisalackofcarefortouristsandfuturegenerationsespeciallychildren
whereby the museum collections are less likely engaging to them. Through the presentation of
museumcollections,itservesonlytopassivevisitorsandthosewhoareinterestedinlearningabout
them.Despitehowinformativethecollectionswouldbe,thevaluetransmissiontowardstouristsand
childrenareineffectiveduetoreasonssuchaslanguagebarrierandthelackofprofoundstorytelling.
Ascomplainedbythreerespondentsthat:

Although the museums have adequate learning resources but for kids, it may not be effective. When 
they go to museums, they are most likely to just look at the artifacts and stroll around the exhibitions 
without having to read or understand the meaning of the collections. (Respondent 1)

Incontrasttothis,respondent5whoisaresearcherhimselfprofessedtheinformationprovided
isalreadyadequateforhimdespitewhattheotherrespondentshavesaid.Heexplainedthat,“the 
museum collections are presented well, it successfully made me enjoy my visit… It’s easy for me to 
understand all of the collections without being explained thoroughly.”Thismaysuggestthathehas
alreadyknownforwhatevercollectionsaredisplayedatthemuseumsbecauseofhispre-understanding.

Table 2. Themes and sub-themes from visitors



International Journal of Tourism and Hospitality Management in the Digital Age
Volume 5 • Issue 1 • January-June 2021

10

4.2.1.2. Museum Experience
In terms of emotional connection and meaningful experience, they are usually developed when
visitorsestablishedtheirattachmentandsenseofbelongingtothatcollections.Uponanalyzingthe
responses,mostofthemclaimedtohavesuchexperienceonlywhentheycanrelatetothemuseum
collectionsforinstance,therecentGoldenJubileeevent,theyview‘UsunganDiRaja’withemotions
andofimportance.Itwasalsopointedoutbyrespondent1thatitdependsonthemuseumofferings
towhichRRMandMTMprovidemuchrelevantcollectionscomparetoBMMwheretheartifacts
datedatleastacenturyold.Thiswasfurtherconfirmedbyotherrespondentsstatingthat:

There are certain collections that made me reminiscence to my past like the video on Brunei 
Independence Day at the RMM, it made me feel as I was there witnessing the event and the process 
of Sago-making at MTM also brings me back to memories where we used to make Sago using our 
feet…so certainly I will share these stories to others about this. (Respondent 2)

However,whenitcomestodiscussingonthelearningexperience,theyexpresseditasinadequate
particularlyforchildrenandthetourists.Thisisduetothelackofvisitor-exhibitioninteractivity.In
anotherresponse,respondent4showedadisappointmentthroughthisaspectbecausetheinformation
providedismostlysomethingthatthepublicalreadyknow.Furthermore,withthelongcaptionsand
limitedcontents,itonlydegradesthevisitors’satisfactionevenmore.
4.2.1.3. Exhibition Design
Clearly,museumsinBruneiarefocusingmoretowardsartifactsdisplayandtheirenvironmentbutas
opposedtothis,respondentsarguedtheexhibitionsshouldbeinteractivewherevisitoractivitiesare
practical.Twooftherespondentsclaimedthatartifactsandenvironmentareconsideredasenoughinan
exhibitiondesignbutstillmentionedtheneedtohavevisitoractivities.Thisindicatesthateventhough
artifactsandtheenvironmenthaveinfluencedthevisitors,buttheylackinengagement.Moreover,
bothagreedthattechnologyusedoesaffectthevisitingexperiencebutonlyforacertainpurpose.
Respondent2,ontheotherhand,complainedonthemisleadingtitleofMTMasitwasthoughtthere
werevisitoractivitiessimilartotheOGDCduetothenameof“Technology”init.Nevertheless,
accordingtotherespondent,thereshouldbevisitoractivitiesinthemuseumssuchashavinggames
forchildren,likefindingartifactsinapileofsand.Samegoestorespondent5wherehesaid:

Need activity like in South Korea, the tourist are given the opportunity to wear traditional clothes 
and walk around the traditional houses while wearing that clothes, so maybe in MTM we can do 
something similar like this, they can take selfies or even let them enter the houses…so those activities 
would help to let the visitors really experience the life of the exhibition. (Respondent 5)

4.2.2. Technology Use in Museum
Relevantthemesdiscussedasfollows:
4.2.2.1. Benefits of Implementing Technology
Alloftheparticipantsapprovedthattechnologypresentsmuseumcollectionsinamuchunderstandable
manner.Throughaudio-visual, itmakes thecollections tobe seenas information-richandmore
expressive in the sense that it gives real-life experiences. In addition, respondent 5 said, “The 
technology provided makes it all easier for me to understand all of the collections better and it is 
very helpful to make us visitors to experience all of those history.”Thisideaofconvenienceand
easeofusecouldattractthemtohaveinterestswiththeexhibitionespeciallyfortech-savvypeople,
asstatedbyrespondent3.Respondent1and4alsoassertedthattechnologyproducesactivevisitors
insteadofmakingthemtostrollattheexhibitionquietly.
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4.2.2.2. Misemployment of Technology
Inspiteallofthedecencytechnologycreatesforthevisitors,itwasunfortunatethattechnologyusein
themuseumsaremisemployed.Oneofthemajorproblemsisthatitfrequentlyrequiresmaintenance
astheyareoftenoutofservice:

We used to have sound effects of birds chirping and waves swashing. But sadly, the sound effects are 
currently not working so we always need regular maintenance. (Respondent 1)

Tworespondentsalsoexpressedtheirdisappointmentaboutthestatusoftechnologywherebyat
timestheymaynotbeworkingorleftswitchedoffattheexhibition.Moreover,respondent4criticized
theinformationatthetouchscreenissimilartotheonesbeingdisplayed.Thismakesvisitorsless
interestedinusingthetouchscreen.Inanotherresponse,respondent5averred“It might be difficult 
for some of the older generation, so a guide person might be helpful.”Itmeansusingthetouchscreen
maynotbeeasyforelderlyespeciallywheninstructionwasnotgiven.Nopersonalizedusabilityis
anotherconcernwherebytouristsfromabroadmaynotunderstandwhatthecollectionsrepresent.
AlthoughEnglishlanguageisannouncedtobeauniversallanguagebutnotallpracticeEnglishor
letalonetoevenunderstandit.Hence,thevaluetransmissiontotouristsisweak.Whenaskedwhat
lacksinthemuseums,respondent3answered:

A lot especially detailed information for the exhibits, and if possible, at least in different languages too 
because tourists in Brunei is increasing and mainly from Korea and China but because of language 
barrier and less information shared on the information board (or tablet), tourist guides are the ones 
who explains in detail about the museum collections. (Respondent 3)

4.2.3. Visitors’ Recommendations
This themediscusses thesuggestionsfromvisitorsonwhatfactors thatdrive themtorevisit the
museumsandwhichinteractivetechnologyispreferredtoimprovetheirvisitexperienceaswellas
theirrecommendationsonhowmarketingofmuseumsshouldhavebeenimplemented.
4.2.3.1. Revisit Intention
Mostrespondentsmentionednewexhibitionsandmuseumcollectionstobethemaincontributor
to revisit intention inwhich threeof themagreedonhaving temporaryexhibition tomake them
comeagain.Meanwhile,respondent2and5announcedtheirintentiontorevisitmuseumonlyfor
educationalpurposeonly.
4.2.3.2. Preferable Technology
Therespondentsclaimedwantingtohavetechnologywithpersonalizedusabilitywherethereare
optionsforthemtocustomizedtheirmuseumvisit.Thisstatementwashighlightedbyrespondent1
and3wherebothwantedtoensureeffectivelearningtransmission.Onanothernote,theremaining
respondentsdemandedimmersivetechnologywhereitincreasesvisitors’experiencesbyproviding
themanimmersiveandareal-lifeexperienceeventthatareadequateenoughtocreateemotional
connectionandmeaningfulexperience.Simultaneously,respondent2statedtheneedofintegrating
technologywithenjoymentandcreativityofvisitorstoenhancetheirexperienceevenmore:

It would be great for museums to implement 4D technology…to show how the actual events look 
like, for example, we could present Brunei’s Perang Saudara through this where we could have the 
sound of bombing and shaking chairs or surroundings as if we were there during the war. Surely, 
the museums will receive much greater attention and makes the visit more fun… it encourages the 
visitors to revisit museums again. (Respondent 2)
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4.2.3.3. Marketing
Respondent4pointedouttheimportanceinstrategiclocationaspartofthemuseum’smarketing,
itwasmentionedthat,“(we) need temporary exhibition at Bandar, not at MTM. Because people do 
not know there is usually temporary exhibition at MTM… it’s too far and lack in marketing.”Strong
virtualpresenceisanothersuggestiontofastentheprocessofbrandingandtoestablishcustomer
loyalty.Asrespondent2said:

The museums should have been updating their websites and social media especially when today’s 
interaction is mostly in the online world. The use of hashtag would have been very useful because through 
this hashtag, it directs people to view whatever that is exposed about the museums. (Respondent 2)

5. CoNCLUSIoN AND RECoMMENDATIoN

Theprevioussectionhasshownthediscussiononhowmuseumapproachintermsoftechnology
use,museumexperienceandexhibitiondesignaffectvisitors’satisfaction-revisitintention.Quality
interactionwasprovedtobemoderatelysatisfyingasopposedtoitsgeneralusability.Whenitcomes
tomuseumexperience,meaningfulexperienceandlearningoutcomeswerereportedtocomplement
withthevisitors.Itwasalsolearnedthatvisitors’emotionalconnectionwasmainlytriggeredby
introspectiveexperienceinsteadofobjectexperiencewhilemeaningfulinteractionstatedotherwise.
Asforexhibitiondesign,mostvisitorsagreedtowardsthehybridexhibitiondesignwhichcompose
ofartifactsdisplayandemphasisonenvironment.However,visitorssuggestedonadoptingvisitor
activitywhendesigningmuseumconceptsastoeliminatethetraditionalmuseumapproachandto
encouragevisitor-exhibitioninteractivity.Thestudyalsorevealedoverallvisitors’satisfactiontobe
averagetowhichvisitorswereclearlyunimpressedwiththecurrentmuseumcollections.Clearly,
themoresatisfiedtheyare,themorelikelytheywillrepeatvisitation.Inthiscase,exhibitiondesign,
artifactspresentationandvisitingexperiencewerediscoveredtohavesignificantfactorsforvisitor
satisfactionandrevisitintention.

Basedontheconsolidationoffindingsandemergenceofthemeswiththesynthesisofliterature,
aconceptualframeworkofIT–V’s(seeFigure1)isdeveloped(I–Interactive;T–Technology;V’s

Figure 1. Conceptual framework of IT – V’s
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–VisitorSatisfaction)thatwillserveasrecommendationandguidelinetothemuseumsmanagement
toimprovetheirfacilitiesandservicehencetoincreasevisitorsatisfactionandrevisitintention.

By implementing interactive technology in museums, value transmission between visitors
andmuseumcollectionsbecomesmoreeffectiveandengaging.This,inturn,satisfiesvisitorsand
eventuallygeneratestorepeatvisitation.Basedonthisframeworkabove,itprovidesanoverview
andsenseofunderstandingonhoweachofthemuseumexperienceandapproachaffectsthevisiting
experience.Thefindingshaveproventhatintegratingtechnologyintomuseuminitiativesthatbased
onvisitors’needthanmuseumcuratorsissignificantlyeffectivetoenhancevisitorsatisfaction.For
instance,theemphasisonartifactsdisplayandenvironmentindesigningexhibitionhavesignificantly
influencedtheaspectsofvisitingexperienceintermsoflearningoutcomesandmeaningfulexperience.
However,thisstrategyalsoweakensthepresentationofmuseumcollectionsasvisitorsconfessedthe
engagementofcollectiblesasinefficientandtherefore,suggestingthemuseumstoconsiderinteractive
exhibitionstoincreasethevisitor-exhibitinteractivity.

Theframeworktranslatesacompilationofvisitors’perceptionongoodmuseumsettingsthat
encouragevisitors’satisfactionandrevisitintention.Evidently,employingmultimediainmuseums
hasalsoshowntobeproductiveinaccommodatingvisitors’needs.Inthiscase,personalizationwas
seentobeanimportantfeaturetoanextentthatthevisitorsannouncedmobileapplicationasone
oftheirmostpreferredtechnology.Virtualrealityandmultisensorytechnologywerealsorequired
byvisitorsastheydemandedtoexperiencetechnologythatoffersimmersiveenvironmentandboth
enjoymentandcreativity.Thisreflects tovisitors’ recommendations thatprefer tobeexposed in
interactiveexhibitions.Artifactsandtheirpresentation,ontheotherhand,havetobeintriguingand
worthyenoughtostimulatevisitors’motivationinrevisitintention.Anothercontributortowardsrepeat
visitationisthroughcreativeeducationalactivities.Museumsareoftenseenaseducationalinstitution
whenitcomestoprovidingfactualandcontextualinformationregardingthemuseumcollectibles.
Thus,theirsatisfactiontowardstheinformativecollectionstriggersvisitorstoconductfuturevisit.

Inconclusion,ithasshowedtheperspectivesfrombothmuseummanagementandvisitorsto
bedissimilaranddifferentofview.Whilemuseuminitiativesaremanagedtosatisfythevisitors’
expectations,theyperceivedthemuseumperformanceaslackingandinsufficient.Giventothisgap,
byrecommendingtheframeworkabove(Figure1),museumsshouldbeabletoadjusttheirtraditional
approachinpresentingandpreservingcollectionstobeingavisitor-centeredinstitutionwherelearning
museumcontentsshouldbeaccessibletoalltypesofvisitors.
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