
DOI: 10.4018/IJTHMDA.2021010101

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


Copyright©2021,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



1

Exploring the Technological Impacts:
The Case of Museums in Brunei Darussalam
Fahmi Ibrahim, Universiti Teknologi Brunei, Brunei

Nurfadhlina Mohamad Zainin, Universiti Teknologi Brunei, Brunei

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
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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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