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Museum Experience Design Based on Service Design Thinking and M ethod

WU Lin-ging, LI Yu, DONG Shi-yu
(Southwest Jiaotong University, Chengdu 610097, China)

ABSTRACT: Based on the thinking and method of service design, the principle of museum service experience is put
forward. By analyzing the needs of typical users, a personalized museum service system centered on user experience is
constructed. Based on literature research and museum experience analysis, the design principles of service design in mu-
seum experience were constructed; questionnaire surveys, user interviews, and user journey maps were used to conduct a
field survey of the Sichuan Museum to discover the service problems of the museum. By establishing a user role model,
user needs and design strategies are obtained. By combing the user experience on the instinct level, behavior level and re-
flection level, the key principles of service design in the sustainable development of the museum were summarized. In the
practice of Sichuan Museum, it discovered the problems of museum service experience, analyzed the user’s multi-level
needs, constructed a new service system of Sichuan Museum, designed an online service applet and offline personalized
experience route. Under the experience economy, user experience has become the key to public services in museums. The
thinking and methods of service design are of great significance in the sensory design, interaction design and emotional
design of museum experience, bringing unlimited opportunities for promoting personalized cultural and cultural trips.
KEY WORDS: service design; museum; user experience; personalization; service system
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Fig.1 User experience analysis of museum
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Fig.2 Analysisof questionnaire survey
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