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Abstract
Museums are one of the best places to pursue life-long learning. It is important to study museums both

in the aspects of administration and service.
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In this study, both quantitative and qualitative methods were conducted to analyze service quality and
the delivery process of the Bangkok National Museum.

In order to conduct quantitative research, 420 questionnaires were given to target samples which were
mostly drawn from local Thai visitors. For the qualitative study, in-depth interviews were conducted with
museum administrators and staff as well as local visitors and tourists.

The main research findings came to the following conclusions: 1) In an administrative perspective, the
museum followed the policy and regulations of the Fine Arts Department. In the human resource perspective,
more of the budget should be spent on training staff in the areas of knowledge and information distribution
to reach the international standard. The facilities should be improved to make it more convenient for visitors.
In addition, each step of the service process should be made clear and the directional sign posts between each
hall should also be prepared to guide the visitors.

Nevertheless, not only is the Fine Arts Department of Thailand responsible for showcasing and
maintaining its unique cultural heritage to attract visitors, but the whole public as well. It is suggested that
private sector or other public alliances contribute financially and provide media channels through which to

promote public awareness.
Keywords: Museum Service Quality, Service Blueprinting
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