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Customer Experience Value Factors of Lvshun Museum

TONG Yu-quan, YANG Jiao, ZHAO Zi-yue
(Dalian Maritime University, Dalian 116026, China)

ABSTRACT: The work aims to improve the path choice of museum customer experience value, enrich the theoretical
thinking on museum customer experience and provide reference for competent department to improve management level
of museum. The research information was obtained by literature study and questionnaire survey. The tourist satisfaction of
Lvshun Museum in Dalian was explored with the support of SPSS20.0 and IPA analysis. According to the characteristics
of Lvshun Museum, from the perspective of experience tourism, a museum experience tourist satisfaction evaluation
model composed of five factors (different experience, participatory experience, full process experience, spiritual experi-
ence and intelligent experience), covering 28 specific measurement indicators was constructed to analyze the statistical
characteristics of the importance and satisfaction and describe the IPA quadrant distribution and its role in the analysis.
According to the design requirements of experience tourism, museums should attach great importance to the intelligent
experience of tourists, improve the level of whole process experience to the maximum extent, and provide detailed ser-
vices according to individual differences, to increase the museum's interaction with visitors and the community.
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Tab.1 Customer experience value subjects of Lvshun Museum
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Fig.2 Importance-satisfaction statistics of
experience factors for Lvshun Museum
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Tab.3 Importance and satisfaction of experience factors in Lvshun Museum (N=284)
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