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Summery 

Recently, the museums in Taiwan have increasingly become commercial by extending into 

business service and connecting with industries, particularly in the domain of cultural and 

creative industry. However, since the critical success factors for the museum to develop the 

cultural and creative industry have not well been identified, most of the domestic museums 

often face significant difficulty in entering such an industry. This study therefore, aims to 

explore the pertinent key success factors and clarify their relative weights for the museums to 

make inroads into the cultural and creative industry.  

The approach was conducted by taking into accounts the results from literature review and 

3-round Delphi technique to outline the initial framework of critical success factors. This was 

then followed by an analytic hierarchy process (AHP) recruiting 30 experts, with a view to 

identifying the contents of critical success factors and their relative weight. Consequently, a 

four-level hierarchical structured framework was proposed, including the general objective in 

the first level, four dimensions in the second level, 13 criteria in the third level, and 60 

sub-items of the fourth level. Furthermore, the relative weight among these factors in each level 

were identified, in which the sorting order of the factors of the second level from high to low is: 

(1) customer services; (2) learning and innovation; (3) business operations; and (4) financial 

management.  

In the third level, the order of the criteria according to the relative weights is: (1) improve 

museum staff’s cultural and creative business competencies; (2) increase customers’ satisfaction 

over service quality; (3) strengthen operations and organization of cultural and creative 

industries; (4) enhance cultural and creative marketing and management; (5) build good 
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relationships between museum and customers; (6) develop cultural and creative products; (7) 

increase customers’ satisfaction over cultural and creative products; (8) expand asset utilization 

gains of the museum; (9) strengthen museum’s cultural and creative information and technology 

facilities; (10) promote public license; (11) increase output value of museum; (12) develop new 

customers and markets; and (13) increase museum revenues. 

In each dimension, the most important criteria are: increase customers’ satisfaction over 

service quality in “customer services”, improve museum staff’s cultural and creative business 

competencies in “learning and innovation”, enhance cultural and creative management and 

marketing in business operations, and expand asset utilization gains of the museum in “financial 

management”. 

The most important sub-item in each criterion based on the overall relative weights in 

sequence are: (1) professional and full-time talents in cultural and creative industries; (2) 

professionalism and amicable attitude of staff on site; (3) set up a dedicated organization to 

promote cultural and creative industries; (4) expand marketing channels for multiple cultural 

and creative products; (5) build the mechanism of rapid feedbacks on customers’ opinions over 

cultural and creative consumption; (6) organize quality and innovative thematic exhibition; (7) 

shape a good brand and reputation; (8) expand gains on the application of museum brand; (9) 

build cultural and creative application of information management system; (10) build digital 

database for collections; (11) improve museum staff’s administrative effectiveness and 

efficiency; (12) select target markets and customers; and (13) develop innovative and diversified 

cultural and creative products. In generally, the results suggest that around these revealed 

critical success factors, recruiting and cultivating the employees specialized in cultural and 

creative industries play dominantly to the museums to develop cultural and creative industries. 

By giving the findings as mentioned above, five suggestions related to the art education, 

policy, museum administrative and management can be summarized as below. 

1. Suggestions toward the museums: (1) that the public museums in Taiwan, which are 

normally oriented to humanities, take the “The critical factors to a museum in 

development of cultural and creative industries and the hierarchical system of relative 

weights” as concluded in this thesis as the very blueprints for cultural and creative 

industries development; (2) that the museums should strengthen services to customers 

externally and, in turn, set up intimate ties with customers, boost customers’ 
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satisfaction toward cultural and creative products, develop markets of new customers 

and map out multiple varieties of services aimed at promotional education; (3) that the 

museums should aim at the higher educational & training programs oriented to their 

staff members as the supreme priority, employ professionals of cultural and creative 

industries, set up special organization toward cultural and creative affairs and further 

enhance the science and technology facilities aiming at cultural and creative 

information.  

2. Suggestions toward the universities / colleges: The author would like to suggest that the 

universities / colleges should take reference to these critical factors to cultivate 

museum-oriented professional human resources. In the curricula, the universities / 

colleges are recommended that they focus on cross- disciplinary educational programs 

and team up with museums and cultural and creative industries. 

3. Suggestions to the cultural & educational institutions in the society: The author suggests 

that the cultural and educational institutions in the society, both the public and private 

ones, should provide general curricula aiming at arts, cultures and originality and, 

meanwhile, work in concert with museums to put various sources of learning into the 

maximum possible utilization, as the multiple channels readily available for unofficial 

education.  

4. Suggestions toward the competent authority over museums and the law-making 

authority (the congress): To date, the museum act has not yet successfully passed the 

Legislative Yuan process. We suggest that both the government and the Legislative 

Yuan (the congress) continually back up this key act and support the practical 

development in the future. Only through such hands-on efforts could museums put into 

implementation thoroughly the development of cultural and creative industries.  

5. Suggestions toward the future researchers: (1) in the aspect of scope of research: the 

author would like to suggest that they should continually probe into the aspects of 

natural science or private museums of different varieties, or conduct a comparison in 

such research efforts; (2) in the aspect of research method: the author would like to 

suggest that in the future efforts, they should streamline tools to be used for research, or 

adopt other more appropriate means to probe into the key issues; (3) in the aspect of 

extended research: the author would like to suggest that in the future efforts of research, 
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they should take such as the very grounds to probe into planning, implementation of 

policies and evaluation of performance. 
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