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ABSTRACT

In the context of rapid cultural tourism development and digital transformation, museums have
evolved beyond mere exhibition spaces to become dynamic environments for experience, edu-
cation, and interaction. Effective experience design not only fosters active visitor engagement but
also facilitates deeper connections with exhibited content, thereby enhancing both emotional and
cognitive value. However, despite Vietnam's extensive museum system, many institutions have
yet to fully capitalize on experiential elements to attract visitors. Traditional, low-interaction dis-
plays with limited technological integration may diminish appeal, particularly among younger au-
diences. Consequently, investigating experience design solutions in museums is essential to en-
hancing their value in the digital era. This study employs bibliometric analysis to evaluate the body
of research on museum experience design, utilizing data from Scopus and Web of Science (1998-
2025). By incorporating the visualization tool VOSviewer, the study identifies key research trends,
influential authors and institutions, as well as collaborative networks within the field. The research
aims to clarify: (1) the primary research trends; (2) the most influential authors, institutions, and
countries; (3) collaborative models among researchers; (4) the evolution of keywords related to the
topic; and (5) research gaps and future development directions. In addition to mapping the current
academic landscape, the study highlights the growing application of immersive technologies such
as virtual and augmented reality in enhancing visitor engagement. Furthermore, it emphasizes
the importance of interdisciplinary approaches and international collaboration in fostering innova-
tion and inclusivity in museum experience design. These insights are crucial not only for advancing
scholarly understanding but also for supporting museums in delivering meaningful, engaging, and

sustainable experiences to diverse audiences in the digital age.
Key words: museum, experience, visitor, Bibliometric, VOSviewer

INTRODUCTION

In the context of cultural tourism development and
digital transformation, museums have evolved be-
yond their traditional role as mere exhibition spaces
to become dynamic environments for experience, ed-
ucation, and interaction. Many museums worldwide
are innovating their approaches to visitor engagement
by integrating modern technologies such as virtual
reality (VR), augmented reality (AR), mobile appli-
cations, and interactive experience design to attract

and retain visitors 3.

Experience design in muse-
ums plays a critical role in fostering co-creation, en-
hancing knowledge exchange, and facilitating unique,
memorable visits. Encouraging active visitor engage-
ment transforms them from passive observers into
participants, enriching their emotional and cognitive
outcomes?. Furthermore, museum experience design
promotes engagement and connection with concepts,

history, and nature”.

By addressing visitors’ psy-
chological and behavioral needs, museums can estab-

lish deeper connections between audiences and con-

tent, fostering more immersive and memorable ex-
periences. The integration of diverse interactive and
multisensory approaches can further deepen visitors’
engagement with exhibitions, surpassing traditional
display methods®. However, a comprehensive under-
standing of the impact of museum experiences on vis-
itors’ responses remains limited”. Existing literature
underscores the significance of design elements such
as spatial organization, interactivity, and immersive
experiences; nevertheless, further empirical research
is required to bridge these gaps. In Vietnam, despite
its extensive museum system rich in historical and
cultural content, many institutions still lack engaging
experiential elements. Traditional display methods,
limited interactivity, and the absence of technological
applications may lead to visitor disengagement, par-
ticularly among younger audiences. Therefore, inves-
tigating and proposing experience design solutions
for museum visitors is an urgent necessity to enhance
the role and value of museums in the modern era. A

comprehensive and systematic literature review is es-
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sential to consolidate existing knowledge, identify re-
search gaps, and guide future studies.

To address this need, the present study employs bib-
liometric analysis - a quantitative analytical method
first introduced by Alan Richard Pritchard® - to sys-
tematically assess the impact, characteristics, and de-
velopmental trends in academic literature. Specif-
ically, the integration of bibliometric analysis with
data visualization techniques using VOSviewer en-
ables the construction of an objective, data-driven
knowledge map, thereby facilitating the identification
of key research foci and prominent academic trends.
This method also highlights the emergence of spe-
cific keywords that reflect research priorities within
the field”. Effective visualization plays a crucial role
in research strategy planning, aiding in the identifica-
tion of unexplored areas and potential research direc-
tions 17.

This study applies bibliometric analysis to examine
scholarly publications retrieved from the Scopus and
Web of Science databases covering the period from
January 1, 1998, to February 14, 2025. To the best
of the author’s knowledge, no prior studies have em-
ployed bibliometric analysis to comprehensively as-
sess research on experience design for museum visi-
tors. Accordingly, this review aims to address the fol-
lowing key research questions:

1. What are the emerging themes and trends in re-
search on museum visitor experience design?

2. Which authors, institutions, and countries have
significantly influenced this field?

3. What networks and collaborative models exist
among researchers in museum visitor experience de-
sign?

4. How has the development of research-related key-
words evolved over time?

5. What research gaps and future opportunities re-
main in this field?

METHODOLOGY

Overview of the bibliometric method

Bibliometrics, also referred to as bibliometric anal-
ysis, statistical bibliography analysis, or scientomet-
ric measurement, encompasses various perspectives
and methodological approaches. The term “biblio-
metrics” was introduced by Alan Richard in 1969 and
is defined as “the application of mathematical and sta-
tistical methods to the study of books and other infor-
mation carriers”. At times, the term “statistical bibli-
ography analysis” is used interchangeably!!. Biblio-
metrics serves multiple purposes, including examin-
ing the historical development of specific research do-
mains 12 and investigating the collaborative structures

within and across disciplines '*. This method is com-
monly employed in statistical analyses from multiple
dimensions, such as quantifying, describing, and pre-
dicting written communication processes by analyz-
ing statistical characteristics of publications, includ-
ing authorship and keywords. The focus of biblio-
metric measurement is not on the physical attributes
of documents but rather on statistical patterns across
various variables, such as: Authorship characteris-
tics; Origins of publications, including organizations,
countries, and languages; Sources of dissemination,
such as journals, publishers, and publication types;
Content analysis, including textual components, the-
matic classifications, and subject categories; Cita-
tion patterns, encompassing in-text citations, cita-
tions received, and co-citations, which have been ex-
tensively studied for practical applications. As noted
by Hallinger and Kovacevi¢ (2019): “The insights de-
rived from this methodology are highly beneficial for
scholars in identifying research directions” 4. In the
context of this study, bibliometric analysis serves as an
invaluable tool for researchers to assess the scientific
structure of academic literature, identify the most in-
fluential scholarly works, and construct a comprehen-
sive research landscape while mitigating biases and
subjective interpretations '°.

The American Library Association (ALA) defines bib-
liometrics as “the application of statistical methods in
the structural analysis of scientific documents to elu-
cidate the historical evolution of subject areas and the
patterns of authorship, publication, and usage of sci-
entific literature” 1°. Furthermore, Ana and Manuel
(2021) define bibliometrics as “the application of sta-
tistical techniques to analyze publication data, includ-
ing peer-reviewed journal articles, books, conference
proceedings, periodicals, reviews, reports, and other
relevant documents. It has been widely used to map
relationships between research fields through quan-

titative methods”!”.

Similarly, Luis et al. describe
bibliometric analysis as “a quantitative approach em-
ployed to examine the knowledge structure and de-
velopment of research fields based on the analysis of

related publications” '8,

Given the increasing pres-
sure on researchers to provide quantitative evidence
of their scholarly contributions, bibliometric analy-
sis is widely adopted to enhance the objectivity of re-
search synthesis. This method enables the systematic
organization of research findings and facilitates the vi-
sualization of broader research landscapes '°. Tt quan-
titatively identifies research trends by measuring the
frequency of specific keywords in publications across
reputable journals and patents. Moreover, objective
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predictive analyses based on bibliometric results al-
low for the identification of emerging research topics
in the coming years. As highlighted by Giittel and Vo-
gel (2013): “Bibliometric analysis enables researchers
to optimize data collection efforts and conduct longi-
tudinal studies by aggregating a vast number of pub-
lished articles within a defined timeframe” 2°. By an-
alyzing the core content of published works, biblio-
metric analysis provides a comprehensive research
overview and illustrates the interconnections between
research concepts. This approach fosters new research
ideas and problem formulations, supporting schol-
ars in grasping the foundational knowledge of a re-
search domain, its subfields, and interrelated disci-
plines. Consequently, research trends can be analyzed
to inform the development of future research agendas
and structural frameworks 2!.

The application of bibliometric analysis in the tourism
field has witnessed significant advancements since
2008 22, Several studies closely related to the research
topic include “MagicMap: Enhancing Indoor Navi-
gation Experience in VR Museums” 2®, “Enhancing
Cognitive Learning: The Role of Map Exhibits in Mu-

» 24 » 25
>

seum Education” “*, “Visitor Journey Mapping

and “Cultural Communication in Museums: A Per-

26 However, to

spective of the Visitor Experience”
the best of the author’s knowledge, no bibliometric
analysis has yet been conducted to systematically as-
sess research specifically on the development of visitor
experience maps in museums. Therefore, this study
aims to establish and outline a comprehensive scien-
tific knowledge framework in this domain, serving as
a foundation for further in-depth analysis to under-
stand the methodology of constructing visitor experi-
ence maps in museum contexts.

Data and research tools

Sources and process of research data collec-
tion

To conduct bibliometric analysis, the initial step in-
volves determining the most appropriate data sources
that align with the scientific scope of the research
field. Accordingly, this study focuses on examin-
ing English-language publications related to the de-
sign of visitor experiences within modern tourism
marketing strategies, sourced from the Scopus and
Web of Science (WoS) databases. These two plat-
forms serve as critical gateways to accessing global
academic databases. Numerous researchers have also
relied on Scopus and WoS for bibliometric analysis
due to their user-friendly interfaces and efficient ana-
lytical capabilities 2. The following criteria were rig-
orously applied during the data search process:

» « »

1. Keywords: “museum’, “experience’, “customer”.

2. Document Type: “Journal articles, conference pro-
ceedings, and book chapters’.
3. Language: “English”

4. Publication Period:
“14/02/2025.

The data extraction was carried out in January 2025,

From “01/01/1998” to

yielding a total of 144 publications from Scopus and
166 studies from the Web of Science database. Fol-
lowing the retrieval process, the research team un-
dertook a meticulous selection of relevant studies, fo-
cusing on publications that enhance visitor experi-
ences in the tourism sector. Non-relevant or dupli-
cate records were systematically excluded using Mi-
crosoft Excel’s search and filtering functions, supple-
mented by manual screening through a preliminary
review of the content. This approach facilitated the
calculation of frequency distributions and percent-
ages of the retrieved publications, enabling the cre-
ation of relevant charts and graphs. After filtering and
limiting the selection to book chapters, journal arti-
cles, and conference papers, the refined dataset com-
prised 91 publications from Scopus. Meanwhile, 41
relevant studies were extracted from the Web of Sci-
ence database. The final dataset, after the completion
of the screening process from both databases, com-
prised 132 studies, which were subsequently analyzed
using VOSviewer to generate and visualize bibliomet-
ric networks. In summary, following the PRISMA
data filtration model >3, this study adhered to a rig-
orous screening process, as illustrated in the diagram
in Figure 1.

Research tools

The bibliometric analysis, combined with the
VOSviewer tool” 30 facilitates a comprehensive
exploration of research trends, particularly in spe-
cialized fields such as visitor experience design in
museums. VOSviewer offers bibliometric mapping
techniques that enable the creation and visualization
of bibliometric networks while analyzing various
elements, including journals, authors, and individual
studies. These networks can be constructed based on
citations, bibliographic coupling, co-citation analysis,
or co-authorship relationships 3!. Bibliometric anal-
ysis encompasses a range of techniques, including
co-citation analysis, bibliographic coupling, co-
authorship analysis, co-word analysis, collaboration
network analysis, and co-occurrence analysis. By
integrating scientific mapping with bibliometric
analysis, researchers can visualize the theoretical
structure of a research topic, thereby identifying

research clusters within the academic literature 32
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SCREENING IDENTIFICATION

ELIGIBILITY

INCLUDED

Documents identified through
database searches (n=310)
» Scopus (n=144)

# Web of Science (1=166)

A 4

Number of documents after
removing duplicates (n=208)

L A

Number of docum ents screened
(n=208)

Number of docum ents

removed (n=102)

Full-text articles were assessed for
eligibility (n=204)

Studies entered into VOSviewer
software (n=132)
Collaboration network analysis
+ National collaboration network
+ Author collaboration network
Research hotspots
+ Co-keyword analysis
+ Keyword cluster analysis

L 4

Full text articles were
excluded for reasons

(n=72):
Only mentions the
tourism industry in
general and other
services without
mentioning
museums (n=48)
Dupli cate material
has been mentioned
in other studies
(n=24)

Figure 1: PRISMA diagram representing the bibliometric literature screening process. (Source: Research team,

2024)
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Specifically, this study employs two primary analytical
techniques: co-citation analysis and co-word analy-
sis. Co-citation analysis helps determine the number
of times an article is cited by two different articles and
examines the relationships between articles that cite
the same source. This method is instrumental in iden-
tifying influential works within a research domain,
clarifying foundational knowledge, and highlighting
key research trends. Meanwhile, co-word analysis
quantifies the frequency with which specific keywords
appear together in scholarly articles. This approach
systematically organizes key concepts and identifies
thematic clusters, enabling researchers to pinpoint re-
search gaps and establish directions for future investi-
gations 33 3426_ The output of this analysis is a network
known as a co-word map, which visually represents
the relationships among keywords >°.

Zupic and Cater propose an approach that facilitates
the processing of vast amounts of scientific knowledge
within a research field while mitigating subjectivity
and bias?’. This methodology has been applied in
tourism and marketing research and serves as an al-
ternative to qualitative methods or meta-analyses >°.
Accordingly, this study adopts the research frame-
work outlined by Zupic and Cater, which consists of
study design, data collection, analysis, data visualiza-
tion, and interpretation. The specific workflow is il-
lustrated in the diagram in Figure 2.

DATA FILTERING
AND PROCESSING

DATA VISULIZATION
AND ANALYSIS

Figure 2: Document evaluation process using the
bibliometric approach. (Source: Research team,
2024)

RESULTS

Analysis of national and institutional col-
laboration networks

The analysis of national and institutional collabora-
tion networks aims to provide a comprehensive un-
derstanding of the degree of connectivity between dif-
This ap-
proach enables researchers to identify potential part-

ferent countries and geographic regions.

ners and foster the development of new collaborative
networks.

Figure 3 below visualizes the collaboration network
among countries and institutions in research related
to visitor experience in museums. During the analy-
sis, a minimum threshold was established to identify
countries that have made significant contributions to
the collaboration network. Specifically, only coun-
tries with at least two collaborative studies were in-
cluded in the analytical model. The initial findings
identified 28 countries that met this criterion. How-
ever, after filtering out countries with low connectiv-
ity levels or insufficient data, the number of countries
and institutions within the network was reduced to 17.

unitedffpgdom
umt,lales

magrid

turkey

& Vosviewer university of granad, italy

Figure 3: 3: Collaboration network of countries and
institutions. (Source: Compiled from VOSviewer
software by research team, March 2025)

The United Kingdom and the United States are among
the most influential countries in research on visitor
experience in museums, with notable academic insti-
tutions such as the University of Greenwich playing
a significant role. Meanwhile, China has developed a
relatively independent research network with limited
collaboration with Western institutions, a pattern also
observed in South Korea and Turkey, which tend to
conduct research autonomously. Italy has made sub-
stantial contributions to this field, particularly in cul-
tural heritage studies, while Spain has also been ac-
tively involved through institutions such as Univer-
sidad de Valladolid and the University of Granada.
Overall, European countries exhibit strong collabo-
rative networks, facilitating the expansion of research
in this domain. However, global research collabora-
tion remains fragmented, with most partnerships oc-
curring within regional clusters, leading to a lack of
cross-regional academic exchange.

Notably, Vietnam does not appear in the collabora-
tion network of countries and institutions on this sub-
ject. This absence highlights the current limitations
of research on visitor experience design in museums
within Vietnam, as well as the lack of strong inter-
national partnerships in this area. In the context of
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increasing global scientific integration, strengthen-
ing international research collaboration would enable
Vietnam to access advanced methodologies, enhance
research quality, and improve practical applications in
the fields of tourism and museology *”.

Analysis of author collaboration networks

The analysis of collaboration networks in bibliomet-
ric studies reveals strong cooperation patterns among
authors, as shown in Table 1 a collection of bibliomet-
ric indicators for 10 authors with related research top-
ics, highlighting both highly concentrated research
clusters and individual scholarly efforts. This analy-
sis facilitates the identification of influential scholars,
fosters academic connections, and enhances knowl-
edge dissemination, ultimately contributing to the ad-
vancement of research in specific fields *3. There is no
universally established threshold for co-authorship
analysis. In this study, a threshold of at least two re-
lated publications was set in VOSviewer to visualize
the relationships among co-authors.

bifulco, @apcesco
meledd parta

morrison;alastair m.

sotiriad@maggs
shen@hiwei hume;fargee

ma, rinhua

blascolopez, @aria francisca thamend@ camy

ero gk, nuria
hag Besup erdogan, hagan huseyin
addis, @ichela

f, vosviewer

Figure 4: Author collaboration network (1998-
2025). (Source: Compiled from VOSviewer software
by research team, March 2025)

Based on Figure 4 generated from the VOSviewer soft-
ware, 18 authors are categorized into 11 primary clus-
ters, with one cluster exhibiting the strongest inter-
connections, reflecting a high level of research collab-
oration. However, despite the presence of multiple
author clusters, the network remains relatively frag-
mented and lacks strong interlinkages, with numer-
ous research groups operating independently without
extensive cross-cluster collaboration.

Cluster 1 (Red) represents the most prominent group
in the network, featuring authors such as Sotiriadis,
M., Shen, S., and Zhang, Y., who focus on the ap-
plication of smart technologies in tourist attractions,
including museums” *0. Cluster 2 (Light Blue) in-
cludes Blasco Lopez, Maria Francisca, and Recuero
Virto, Nuria, whose research revolves around mu-
seum sustainability ! and visitors’ willingness to pay

premium prices for museum experiences*?. Clus-
ter 3 (Dark Yellow) consists of Ma, M., and Ham-
mady, R., who specialize in applying mixed reality
(MR) technology to enhance visitor experiences in
museums’ 4. Cluster 4 (Dark Green) includes Bi-
fulco, E, and Amitrano, C.C., who focus on customer
experience design in cultural heritage contexts by in-
tegrating multidimensional aspects of both digital and
physical environments*°> and exploring how digital
communication tools can stimulate visitor engage-
ment in heritage settings *°.

Cluster 5 (Purple),

and Pulina, M., investigates visitor experiences
47

comprising Meleddu, M.,
in museums® and factors influencing visitor
satisfaction *8. Cluster 6 (Dark Blue) includes Han,
H., and Hyun, S. S., who examine the impact of
the museum environment on visitor loyalty** and
post-visit behavioral responses in art museums .
The remaining research groups demonstrate weaker
interconnections, indicating a relatively low level of
collaborative research among authors.

Co-citation analysis

Co-citation analysis enables the identification of in-
stances where a given article is cited simultaneously by
two separate publications, as well as the relationships
between articles that reference a common source.
This analytical approach facilitates the recognition of
the scientific foundation of a research topic by map-
ping citation networks among scholarly documents.
At present, there is no universally established thresh-
old for co-citation analysis. In this study, a threshold
of eight citations was set within the VOSviewer soft-
ware to visualize the relationships among co-cited au-
thors. This approach helps to identify highly influen-
tial author groups and provides a comprehensive vi-
sualization of the evolution of the research domain.
The results of the VOSviewer analysis in Figure 5 in-
dicate that 44 authors are categorized into distinct
author clusters, some of which exhibit strong inter-
connections. However, a number of independent
research groups persist, suggesting that a fully inte-
grated research network has yet to be established.
Cluster 1 (Red): This cluster comprises authors such
as Sarstedt M., Hair J.E, Pine B.J., Gilmore J.H., Thyne
M., Schmitt B., Packer J., and Prentice R. It exhibits
a high level of connectivity and focuses on customer
experience research, experiential marketing, and be-
havioral assessment models in tourism” 3! 52, Stud-
ies within this cluster frequently explore strategies
for creating unique tourism experiences and the per-

. 53
ceived value of travelers %,
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Table 1: Bibliometric indicators of the 10 authors with relevant research topics

Rank Author Organization H- Docu- Cita-
index ment tion
1 Marios Sotiriadis Ningbo University 15 44 1,203
2 Francesco Bifulco Universita degli Studi di Napoli Federico II 9 46 551
3 Heesup Han Sejong University 86 616 32,064
4 Maria Francisca Universidad Complutense de Madrid, Department of 15 34 571
Blasco Lopez Management and Marketing
5 Luisa Andreu Universitat de Valéncia 32 84 3,900
6 Nuria Recuero Universidad Complutense de Madrid 12 30 393
Virto
7 Minhua Ma Falmouth University 22 78 1559
8 Ramy Hammady Solent University 7 13 362
9 Marta Meleddu Universita degli Studi di Sassari 18 45 914
10 Margee Hume Torrens University Australia 14 44 955

(Source: Compiled from VOSviewer software by research team, March 2025)

sarsaggtm.
albaggekt schiitt b.
N pingp.. padker
" gimgge . prenice .
ponsigon £
- thygg m.
neungferb. neigy
bunalis 4. 27N ¢ parasuggman 2.
camagero ¢ SoMpac ot
' Zzeith I v.a.
&7 hooperggennille. W kotjer p.7Tthap
chggh, hume m
andggt.
falkijh L sha .
& kotiern. 3
bitogs idal
sehggea.

rentsghlec . olivgr.t

itk
J wakeljeld k.

addism.

i, solimal.

M, vosviewer

Figure 5: Co-citation analysis (1998-2025). (Source:
Compiled from VOSviewer software by research
team, March 2025)

Cluster 2 (Green): This group includes Berry L.L.,
Parasuraman A., Kotler P, Zeithaml V.A., Hume M.,
Shaw R., Bitner M.]., Brida J.G., Oliver R.L., and
Wakefield K.L. The cluster primarily investigates ser-
vice quality, consumer behavior, and tourism market-
ing. Notably, Kotler P. and Zeithaml V.A. have signif-
icantly influenced service marketing theories and cus-
tomer experience frameworks 75657 while Berry L.L.
and Parasuraman A. have contributed to the develop-
ment of service quality measurement models such as
SERVQUAL™ .

Cluster 3 (Blue): Consisting of Anton C., Chung N.,
Lee H., and Hooper-Greenhill E., this cluster special-
izes in digital technologies in tourism, digital mar-
keting, and smart tourism experiences46 60, Research
from this group frequently examines the role of tech-
nology in enhancing visitor experiences, the develop-

ment of digital tourism platforms, and the application
of virtual reality in the tourism sector.

Cluster 4 (Yellow): This cluster comprises Falk J.H.,
Addis M., Kotler N., and Solima L., with a primary fo-
cus on cultural tourism, museums, and the arts. Their
research particularly investigates how tourists interact
with cultural spaces and the influence of artistic ele-
ments on travel experiences’ 263,

Cluster 5 (Purple): Including Neuhofer B., Yin RK.,,
Rentschler R., and Miles M.P,, this group focuses on
innovation in the tourism industryM 65, This clus-
ter exhibits weaker connections with the others, sug-
gesting that research on tourism innovation remains
somewhat disconnected from core topics such as ser-
vice marketing and experience quality.

The citation mapping highlights strong interconnec-
tions among researchers in service marketing and
tourism, particularly within the clusters focused on
tourism experiences (red), service quality (green),
and tourism technology (blue). However, fragmen-
tation persists, particularly in the cluster dedicated
to tourism innovation (purple), underscoring a lack
of integration among experts in this field. This dis-
connect may stem from differences in research ap-
proaches or the specific application domains of each
author group.

Co-word analysis

Co-word analysis, or keyword co-occurrence analysis,
is a methodological approach employed to examine
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research trends and conceptual relationships by ana-
lyzing the frequency with which keywords appear to-
gether in scholarly literature. This technique provides
insights into specific research themes and enhances
the quality of literature reviews °.

For this study, data were collected from the Scopus
and Web of Science databases (February 2025), com-
prising 132 documents related to “visitor experience
design in museums” and recording a total of 849 key-
words. By setting a minimum occurrence threshold of
three, 80 keywords met the criteria and were subjected
to co-occurrence analysis using VOSviewer software.
The results are visualized as a network Figure 6, where
each node represents a keyword, the node size reflects
its occurrence frequency, the node color indicates the
cluster to which it belongs, and the thickness/number
of links represents the degree of co-occurrence. Al-
though the keyword network is extensive, it remains
relatively dispersed, indicating that “visitor experi-
ence design in museums” has yet to be comprehen-
sively explored from multiple perspectives. This find-
ing highlights several research gaps that warrant fur-
ther investigation.

Figure 6: Keyword co-occurrence map of evaluative
literature. (Source: Compiled from VOSviewer soft-
ware by research team, March 2025)

The keyword network illustrated in Figure 6, along
with the keyword strength of the ten most prominent
terms summarized in Table 2, reveals several central
keywords characterized by larger node sizes and nu-

merous connections. Notably, “museum” is a key

» o«

term connected to “customer experience”, “market-
ing”, “virtual reality”, “augmented reality”, and “digi-
tal technology”, among others, underscoring the sig-
nificance of experience design and technology appli-
cations in contemporary marketing strategies. “Cus-
tomer satisfaction” emerges with high frequency,
serving as an intermediary between keywords related

to visitor experience and service quality. Similarly,

“behavioral intentions” and “service quality” empha-
size the role of behavioral intent and service quality in
determining visitor satisfaction in museum settings.
Based on the VOSviewer analysis, the keywords are
categorized into six main clusters:

»

Red Cluster: Keywords include “museun’, “customer

» <

experience’,

» <« »

marketing”, “exhibitions”, “user experi-

» »

ence’, “virtual reality”,

» <

augmented reality”, “mixed re-
ality”, and “digital’, among others. This cluster high-
lights the role of digital technology and exhibition de-
sign in enhancing the visitor experience in museums.
The central keywords “museum” and “customer ex-
perience” reflect a focus on optimizing visitor expe-
riences through marketing, exhibitions, and user ex-
perience design. Technologies such as virtual real-
ity (VR), augmented reality (AR), and mixed reality
(MR) are employed to create immersive experiences,
allowing visitors to engage more interactively with
content” 246, Additionally, “digital” plays a support-
ive role in artifact digitization and improving visitor
access to information, thereby enhancing satisfaction
and increasing public interest °%.

Blue Cluster: Keywords include “customer satisfac-

»

tion”, “service quality”, “loyalty”, “behavioral inten-
tions”, and “perceived value”. This cluster focuses on
service quality and visitor satisfaction. “Customer sat-
isfaction” reflects interest in evaluating visitors’ post-
visit experiences, while “service quality” is a cru-
cial factor influencing satisfaction, encompassing staff
service, facilities, and accompanying amenities °.
When experiences meet or exceed expectations, vis-
itors are more likely to return (loyalty). Museum vis-
itor loyalty significantly affects behavioral intentions
and revisit rates 70, “Perceived value” refers to visitors’
assessment of their museum experience ’!.

Green Cluster: Keywords include “satisfaction”, “ex-
perience”, “cultural tourism’, “impact’, “customer
engagement’, “emotion”, “antecedents’, and “con-
sumers’. This cluster underscores the influence of cul-
tural tourism and visitor engagement. “Satisfaction”
and “experience” illustrate the relationship between
visitor satisfaction and the quality of museum expe-
riences. “Cultural tourism” highlights museums’ role
in cultural preservation and promotion, making them
attractive destinations for tourists ”>. “Customer en-
gagement” emphasizes visitor participation in mu-
seum activities 7.

Yellow Cluster: Keywords include “customer value’,
“innovation”, and “emotion”, focusing on the value
visitors derive from museums. “Customer value”
reflects how visitors assess their experience based
on exhibit content, interaction levels, and cultural

significance 7. “Innovation” underscores the role of
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Table 2: Keyword strength of the 10 most prominent keywords

Rank Cluster
1 museum 1-Red
2 customer satisfaction 3 - Blue
3 service quality 3 - Blue
4 experience 2 - Green
5 behavioral intentions 3 - Blue
6 loyalty 3 - Blue
7 marketing 1-Red
8 virtual reality 1 - Red
9 augmented reality 1-Red
10 visitors 3 - Blue

Link  Total Link Strength  Occurrences
77 194 55
51 127 26
25 55 10
38 68 11
29 57 8
24 39 6
17 19 6
22 27 7
21 27 7
32 54 8

(Source: Compiled from VOSviewer software by reasearch team, March 2025)

creativity in transforming content delivery and en-
hancing visitor experiences ’>. “Emotion” highlights
the impact of affective responses on overall experi-
ence quality 7°.

»

Purple Cluster: Keywords include “co-creation”, “mo-

» <«

tivation”,

» o«

structural equation modeling”, “human’,
“article”, and “consumer behavior” This cluster ad-
dresses visitor behavior research and the role of co-
creation in museums. “Co-creation” signifies the
trend of visitors actively participating in content cre-
ation rather than passively receiving information””.
“Structural equation modeling” is a research method
used to analyze relationships among factors influenc-
ing visitor experiences ’®. “Consumer behavior” per-
tains to visitor behavior models that help museums
understand visitor needs and expectations to refine
experience design ”°.

Light Blue Cluster: Keywords include “tourist behav-
ior”, “customer journey”, and “word-of-mouth’, re-
flecting how visitors experience, evaluate, and share
their museum visits. The customer journey extends
beyond the museum visit itself, encompassing pre-
and post-visit stages, where positive experiences con-
tribute to increased word-of-mouth recommenda-
tions. This trend highlights the importance of en-
hancing visitor satisfaction to promote favorable dis-
cussions about museums *°.

The trends of keywords from 2017 to 2022, as depicted
in Figure 7, reflect the evolution of different research
directions over distinct periods:

Purple Cluster - 2017-2018: Research in this phase fo-
cused on factors influencing visitor satisfaction (cus-
tomer satisfaction), service quality (service quality),

tourist behavior (tourist behavior), and consumption

consumplgh emotins.

benvoralintentions

aon
wism - Gustomafiggtisfaction 18

© satiagton”
g

Figure 7: 7: Keyword trends from 2017 to 2022.
(Source: Compiled from VOSviewer software by re-
search team, March 2025)

emotions (consumption emotions). This period in-
dicates an initial interest in measuring visitor satis-
faction and assessing experience quality, with studies
primarily examining the relationship between service
quality, emotions, and visitor loyalty.

Blue Cluster - 2018-2019 Research expanded to fac-
tors influencing visitor engagement and loyalty, with
growing interest in concepts such as loyalty, perceived
value, customer journey, and involvement. This trend
reflects a shift towards not only attracting visitors but
also retaining them through enhanced experiences
and brand value.

Dark Green Cluster - 2019-2020: Studies increas-
ingly focused on visitor experience (experience), mu-
seum impact (impact), and cultural tourism (cultural
tourism). Notably, the emergence of “co-creation”
emphasized the role of visitors in co-creating value
with museums. Additionally, the keyword “exhibi-
tion” highlights interest in how exhibit design influ-
ences visitor perceptions and satisfaction.
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Light Green Cluster - 2020-2021: Research during
this period concentrated on customer value (cus-
tomer value), consumer behavior (consumers), and
word-of-mouth (word-of-mouth). The use of struc-
tural equation modeling indicates a trend towards ad-
vanced data analysis to better understand factors af-
fecting visitor experiences. The inclusion of “com-
merce” reflects an interest in museums’ commercial
aspects, such as ticket sales, souvenirs, and auxiliary
services.

Yellow Cluster - 2021-2022: The most recent phase
witnessed a substantial shift towards technological
applications in museum experiences. Research fo-
cused on customer experience, virtual reality (vir-
tual reality), augmented reality (augmented reality),
Additionally,
terms such as “technologies’, “servicescape’, and “at-

and mixed reality (mixed reality).

tributes” suggest a transition from traditional re-
search to optimizing museum spaces through tech-
nology, enriching visitor experiences. This trend un-
derscores the growing need for digital transformation
in tourism and museums to align with evolving con-
sumer behavior.

Overall, the keyword network analysis demonstrates
that visitor experience design in museums is a multi-
faceted domain integrating technology, service qual-
ity, cultural tourism, and visitor behavior. The strong
interconnections between keyword clusters suggest
that museum experience design extends beyond exhi-
bition optimization, requiring a holistic approach that
incorporates technology, interaction, visitor emo-
tions, behavioral research models, and sustainable de-
velopment. This reflects modern trends in museology,
where visitor experience lies at the core of develop-
ment and innovation strategies.

DISCUSSION AND
RECOMMENDATIONS

Research on visitor experience design in museums,
based on an analysis of relevant literature, reveals
three distinct developmental phases. From 1998 to
2017, studies on museum experience design remained
relatively limited, primarily due to underdeveloped
technology and the lack of foundational theoretical
Between 2017 and 2021, research ac-
tivity increased steadily, focusing on spatial organi-

frameworks.

zation, interactivity, and immersive elements to en-
hance visitor engagement. Since 2022, the number of
academic publications has surged, driven by the inte-
gration of digital technologies, the personalization of
experiences, and an increased emphasis on emotional

connections within museum spaces. The majority

of scholarly discussions center on visitor satisfaction
and engagement, reflecting a shift from traditional ex-
hibition models toward a more holistic, experience-
centered approach.

However, the analysis also highlights the fragmented
nature of the research network, with clusters predom-
inantly concentrated in Europe, North America, and
Asia, yet exhibiting minimal interregional collabora-
tion. Notably, Vietnam remains absent from the land-
scape of national and institutional research collabo-
rations, underscoring the need for greater interna-
tional engagement in this field. While contemporary
studies emphasize interactivity, immersion, and emo-
tional impact, there is still no comprehensive theo-
retical framework to systematically and consistently
evaluate the effectiveness of museum experience de-
sign. Keyword analysis reveals the frequent occur-

» o«

rence of terms such as “virtual reality”, “augmented
reality”, and “digital museum”. However, these discus-
sions have yet to fully integrate emerging challenges,
including accessibility for diverse visitor groups and
the long-term implications of digital transformation
in museums. Despite the growing interest in enhanc-
ing visitor experiences, most existing studies remain
case-specific, lacking generalizability and a compre-
hensive theoretical synthesis.

To advance this field, strengthening international re-
search collaborations is essential to facilitate knowl-
edge exchange and the establishment of standard-
ized experience design frameworks. Interdisciplinary
studies that bridge technology, psychology, and cul-
tural studies will provide deeper insights into visi-
tor engagement mechanisms. Large-scale experimen-
tal research is needed to assess the impact of inter-
active and immersive experiences on visitor return
rates and the educational effectiveness of museums.
The development of comprehensive design princi-
ples will be crucial in ensuring accessibility for all
demographic groups, including individuals with dis-
abilities. Additionally, future studies should explore
the potential of Al-driven personalization and aug-
mented reality to further enhance visitor experiences.
Strengthening cooperation among museum profes-
sionals, technology developers, and policymakers will
foster best practices, improve resource-sharing, and
ensure the sustainability of innovative museum expe-
riences. Publishing research in specialized academic
journals will diversify perspectives and support the
long-term development of visitor experience design

within the museum context.
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CONCLUSION

Based on an analysis of scholarly literature on visitor
experience design in museums, this study provides a
comprehensive overview of the evolution of this field,
tracing its development from early, limited research to
the recent surge in studies that integrate technology
and emphasize personalized experiences. The find-
ings highlight a paradigm shift from traditional ex-
hibition models to an experience-centered approach,
underscoring the active role of visitors in shaping the
value of their museum experience.

Despite the growing interest in enhancing visitor
experiences in museums, several critical research
gaps remain. First, the research network remains
fragmented, lacking strong interregional collabora-
tion, particularly among scholars from Europe, North
America, and Asia. Second, while existing stud-
ies predominantly focus on interactivity, immersion,
and emotional impact, a comprehensive theoretical
framework for systematically measuring and evalu-
ating the effectiveness of museum experience design
has yet to be established. Finally, the application of
emerging technologies, such as artificial intelligence,
augmented reality, and mixed reality, in museum ex-
periences remain underexplored, while challenges re-
lated to accessibility for diverse visitor groups and the
long-term implications of digital transformation have
not been thoroughly examined.

To ensure the sustainable development of this field, it
is essential to strengthen international research col-
laboration to facilitate knowledge exchange and es-
tablish broadly applicable experience design mod-
els. Interdisciplinary research that integrates tech-
nology, psychology, and museology can contribute
to a deeper understanding of how to optimize visi-
tor experiences. Additionally, large-scale experimen-
tal studies are needed to assess the impact of immer-
sive experiences on visitor retention and the educa-
tional effectiveness of museum exhibitions. The de-
velopment of comprehensive design principles that
ensure accessibility for all visitor demographics will
play a crucial role in enhancing the overall quality
of museum experiences. Finally, fostering collabora-
tion among museum professionals, technology devel-
opers, and policymakers will help optimize the inte-
gration of technological advancements into museum
spaces while ensuring the long-term sustainability of

visitor experience design.
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Ban d6 trdi nghiém danh cho du khach tham quan tai bao tang: Xu
huéng nghién citu théng qua phan tich trac luong thu muc

Nguyén Quang Vi, Nguyén Nhat Anh, Lam Thi Huyén, Tran Piang Khoa, Duong Chau Ngoc, Ng6 Hong Yén

TOM TAT
Trong béi canh du lich van hoa phat trién manh mé va chuyén déi s6 dién ra nhanh chéng, bao
tang da vuat ra khoi vai tro truyén théng la khong gian trung bay don thuan, tré thanh moi trudng
nang dong phuc vu cho trai nghiém, gido duc va tuong tac. Thiét ké trai nghiém hiéu qua khéng
chi thic day su tham gia chti dong ctia khach tham quan ma con gitp ho tao dung méi lién két
sau sac hon vai ndi dung trung bay, tUr d6 gia tang ca gia tri cam xudc lan nhan thic. Tuy nhién, mac
du Viét Nam s& hitu hé théng bdo tang phong phu, nhiéu ¢o s& van chua khai thac triét dé yéu
t6 trai nghiém nhu mot cong cu thu hit khach tham quan. Cach trung bay theo 16i truyén théng,
it tuong tac va han ché tich hop cong nghé co thé lam gidm suc hap dan, dac biét déi vsi nhom
du khéch tré tudi. Do do, viec nghién cliu cac gidi phap thiét ké trdi nghiém trong bao tang la can
thiét nham nang cao gia trj clia bao tang trong thai dai sé. Nghién cdu nay st dung phuong phap
phan tich tréc luong thu muc (bibliometric) dé€ danh gia tdng quan cac cong trinh nghién cliu vé
thiét ké trai nghiém trong bao tang, dua trén di liéu ti hai co s dir liéu quéc té Scopus va Web
of Science (giai doan 1998 - 2025). Thong qua céng cu truc quan hoa VOSviewer, nghién cliu xac
dinh cac xu hudng nghién clu chii dao, cac tac gid va té chiic cé dnh hudng, cling nhu mang ludi
hop tac trong Iinh vuc nay. Muc tiéu nghién cliu nham lam ré: (1) cac xu huéng nghién ctu chinh;
(2) nhiing tac gia, té chic va qudc gia ¢ &nh hudng nhat; (3) mé hinh hap tac gitta cac nha nghién
clu; (4) su phat trién clia cac tir khéa lién quan dén chi dé; va (5) khodng tréng nghién cliu cling
dinh hudng phat trién trong tuang lai. Bén canh viéc phac hoa buc tranh hoc thuat hién tai, nghién
cliu cing lam ndi bat xu hudng gia tdng (ng dung cac cong nghé nhap vai nhu thuc té 3o (VR)
va thuc té tang cudng (AR) nham nang cao muc dé tuong tac clia khach tham quan. Béng thai,
nghién ciu nhdn manh vai tro clia cac phuong phép tiép can lién nganh va hgp tac quéc té trong
viéc thuc ddy d6i mdi séng tao va tang cudng tinh bao trum trong thiét ké trai nghiém bao tang.
) ) ) Nhimng phat hién nay khong chi co y nghia hoc thuat ma con hd trg cac bao tang trong viéc cung
Khoa Du lich, Trudng Bai hoc Khoa hoc cap trai nghiém y nghia, hap dan va bén viing cho da dang ddi tugng du khach trong thai dai s6.
X2 hai va Nudn vin - DHQG TR Ho Tirkhoa: bao tang, trai nghiem, khach th han tich tric luong th VOSVi
Chi Minh, Viét Nam : o} ghiém, khach tham quan, phan tich trac lugng thu muc, VOSviewer
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