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WƌĞƐĞŶƚĂƟŽŶ�ŽĨ�ƚŚĞ�Z�^�Z��ŽŶŐƌĞƐƐ

Research in services is moving from a sector and supply approach to an activity and demand 
perspective, where services generate value in any social and economic activity, with users 
playing a leading role. Any company, industry, sector, city, region, or country can generate 
business, economic, or social value when integrating new or improved services. Services 
generate value by building on new forms of interaction between users and providers, 
organizations and individuals, the public, business, and the third sector. These interactions 
increasingly involve co-creation and innovation, for which new technologies are of the 
utmost importance. This is the case with servitization processes, smart services, Industry 4.0 
and digital transformation in public services.

The 30th RESER Congress, which will take place on January 21st-22ndin virtually mode, 
focuses on value co-creation and innovation as new dynamics shaping services today and 
aimed at improving the transformative power of services in modern societies: new avenues 
for a new services world.

The RESER Congress includes several activities, before and during the Congress days, related 
to public and private services. Particular mention has to be made to the RESER-COVAL 
conference on Value co-creation, innovation and digital transformation in public services, on 
Thursday, January 21st and Friday 22st, the International workshop on servitization, smart 
services and industry 4.0 that will take place before the conference, on Wednesday, January 
20th, and the Winter school on services innovation on Monday, January 18th, Tuesday, 19th 

and Wednesday 20th, 2021.

The Organizing Committee
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WƌĞƐĞŶƚĂƟŽŶ�ŽĨ�ƚŚĞ��Ks�>��ŽŶĨĞƌĞŶĐĞ

7KH�FKDOOHQJHV�WKDW�WKH�SXEOLF�VHFWRU�QHHGV�WR�DGGUHVV�LQ�WKH���VW�FHQWXU\�LQFOXGH�SURYLGLQJ�
HI¿FLHQW�DQG�KLJK�TXDOLW\�SXEOLF�VHUYLFHV��DV�ZHOO�DV�LPSURYLQJ�WKH�SXEOLF�VHFWRU¶V�DELOLW\�WR�
GHDO�ZLWK�VRFLHWDO�GHPDQGV��2IWHQWLPHV��GHVLJQLQJ�SXEOLF�VHUYLFHV�IROORZLQJ�WKH�LQWHUQDO�ORJLF�
RI�JRYHUQPHQW�GRHV�QRW�PHHW�WKH�FKDQJLQJ�QHHGV�RI�FLWL]HQV��3XEOLF�VHFWRU�WUDQVIRUPDWLRQ�
UHTXLUHV�WKLQNLQJ�RI�LQFOXVLYH�ZD\V�RI�FLWL]HQ�HQJDJHPHQW��7KH�WUDGLWLRQDO�YLHZ�RI�WRS�GRZQ�
DQG�VXSSO\�GULYHQ�SXEOLF�DGPLQLVWUDWLRQV�LV�QR�ORQJHU�DSSURSULDWH�IRU�WKH�FUHDWLRQ�RI�SXEOLF�
YDOXH��7KHUH�LV�D�QHHG�IRU�D�GHPDQG�GULYHQ�GHVLJQ�RI�SXEOLF�VHUYLFHV�WKDW�LQFRUSRUDWHV�WKH�
RSSRUWXQLWLHV��SURYLGHG�E\�QHZ�WHFKQRORJLHV��IRU� WKH�HIIHFWLYH�HQJDJHPHQW�RI�FLWL]HQV�DQG�
RUJDQL]DWLRQV��$� NH\� HOHPHQW� IRU� D� SXEOLF� VHFWRU� WUDQVIRUPDWLRQ� LV� D� SDUDGLJP� VKLIW� IURP�
GHVLJQLQJ�DQG�GHOLYHULQJ�VHUYLFHV�VROHO\�EDVHG�RQ�WKH�LQWHUQDO�ORJLF�RI�SXEOLF�DGPLQLVWUDWLRQV�
WR�DQ�H[WHUQDO��RSHQ�DQG�FROODERUDWLYH�ORJLF�

$Q�XQGHUVWDQGLQJ�RI�SDUWLFLSDWRU\�YDOXH�FUHDWLRQ�DQG�LQQRYDWLRQ�SURPRWHV�D�QHZ�SDUDGLJP�
RI� VHUYLFH� SURYLVLRQ�� 2QH� WKDW� LQWHJUDWHV� WKH� FR�SURGXFWLRQ� DQG� PXOWLDJHQW� SHUVSHFWLYHV�
ZLWK� DQ� HPHUJLQJ� QHZ�SXEOLF� VHUYLFH� ORJLF��7KLV� FDQ� EH� DOLJQHG�ZLWK� WKH� RQ�JRLQJ�ZRUN�
RQ�GLJLWDO� WUDQVIRUPDWLRQ�WKURXJK�WKH�XVH�RI�,&7��7KH�QHZ�SDUDGLJP�IRVWHUV� WHFKQRORJLFDO�
DQG�QRQWHFKQRORJLFDO�LQQRYDWLRQ�EDVHG�RQ�FKDQJLQJ�RUJDQL]DWLRQDO�SURFHGXUHV��0RUHRYHU��LW�
GHPDQGV�D�PHQWDOLW\�RSHQ�WR�LQQRYDWLRQ�DQG�XVHU�SDUWLFLSDWLRQ�LQ�WKH�GHYHORSPHQW�RI�SXEOLF�
JRRGV�DQG�VHUYLFHV�

9DOXH� LV� LQFUHDVLQJO\� FR�FUHDWHG� WKURXJK� WKH� LQYROYHPHQW� RI� DOO� VWDNHKROGHUV� LQ� PXOWLSOH�
SKDVHV� RI� WKH� VHUYLFH� SURFHVV�� &R�SODQQLQJ�� FR�GHVLJQ�� FR�LPSOHPHQWDWLRQ�� FR�GHOLYHU\�
DQG�FRHYDOXDWLRQ��7KLV�SURFHVV�FDQ�WUDQVIRUP�SXEOLF�DGPLQLVWUDWLRQV��7KXV��D�QHZ�UHVHDUFK�
DJHQGD�LV�QHHGHG�LQ�RUGHU�WR�KHOS�XQORFN�WKLV�WUDQVIRUPDWLYH�SRZHU�

7KLV� FRQIHUHQFH� EXLOGV� RQ� WKH� ZRUN� XQGHUWDNHQ� E\� WKH� +����� UHVHDUFK� SURMHFW� &R�9$/�
�ZZZ�FR�YDO�HX��RQ�YDOXH�FR�FUHDWLRQ�DQG� LQQRYDWLRQ� LQ�(XURSHDQ�SXEOLF�DGPLQLVWUDWLRQV��
7KH�SURMHFW�JRDOV�DUH�WR�L��SURYLGH�D�FRPSUHKHQVLYH�DQG�KROLVWLF�WKHRUHWLFDO�IUDPHZRUN��LL��
PHDVXUH� DQG�PRQLWRU� WUDQVIRUPDWLYH� LQQRYDWLRQV� LQ� WKH�SXEOLF� VHFWRU�� LLL�� GHOLYHU� UHVHDUFK�
RXWFRPHV� RQ� IRXU� DUHDV� RI� SXEOLF� VHUYLFH� WUDQVIRUPDWLRQ� �GLJLWDO� WUDQVIRUPDWLRQ�� VHUYLFH�
GHVLJQ��OLYLQJ�ODEV�DQG�SXEOLF�SULYDWH�QHWZRUNV�IRU�VRFLDO�LQQRYDWLRQ���DQG�LY��EXLOG�SUDFWLFDO�
WRROV�DQG�D�WUDFNLQJ�V\VWHP�IRU�KHOSLQJ�SROLF\�GHVLJQ��PRQLWRULQJ�DQG�HYDOXDWLRQ�RI�H[LVWLQJ�
LQLWLDWLYHV�WR�VXSSRUW�SXEOLF�VHUYLFH�WUDQVIRUPDWLRQ�
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Small museums digitalisation: evidence from Italy

Luna Leoni1, Matteo Cristofaro1

1 University of Rome Tor Vergata

Among service industry, the cultural sector is the one that us living the most rapid growth; 
indeed, it provides 29.5 million jobs globally and it is responsible of 2,250 billion dollars of 
global revenues (EY, 2014; Ngo et al., 2019).

Moreover, the cultural sector is undergoing a profound transformation due to the 
introduction and application of new technologies, such as social media and mobile 
apps. This is particularly true for museums (Errichiello et al., 2019; Pop & Borza, 2016; 
Serravalle et al., 2019), in which the adoption of these new technologies allows to increase 
their accessibility, engagement and attraction (Alunno, 2017; Hilton et al., 2019; Izzo, 
2017; Lazzeretti & Sartori, 2016; Sacco et al., 2018; Solima, 2019; Sumer, 2018; Vaz et 
al., 2018).

However, to the best of the authors’ knowledge, scholars interested in the adoption of 
technologies in museums have always focused their attention on large museums, ignoring the 
importance of the small ones, despite their widespread presence and importance, especially 
in some countries, such as Italy (Cellini et al., 2019; ISTAT, 2019a, 2019b).

7KXV��WKLV�SDSHU�DLPV�WR�¿OO�WKLV�JDS�E\�LQYHVWLJDWLQJ��i) if and how small museums adopt 
new technologies; ii) the existence of differences in the adoption of these technologies due to 
VRPH�VSHFL¿F�PXVHXPV�FKDUDFWHULVWLFV��H�J���SULYDWH�SXEOLF�RZQHUVKLS��PXVHXP�W\SRORJ\���
and iii)�WKH�H[LVWHQFH�RI�VSHFL¿F�IDFWRUV�WKDW�IDYRXU�RU�REVWDFOH�WKH�WHFKQRORJ\�DGRSWLRQ�

In order to reach its aim, in this paper a survey data collection method (Babbie, 1990; Fowler, 
2013; Groves et al., 2009) is adopted. In particular, the questionnaire used for the investigation 
has been sent to the directors/curators of all the Italian small museums. Respondents have to 
provide information related four main aspects: i) museums general information; ii) current 
adoption of technologies; iii) technology enabling factors; and iv) technology
inhibiting factors.

Data are going to be analysed in both quantitative and qualitative terms. In particular, the 
quantitative investigation are going to be done through the application of ANOVA and Chi-
squared tests; whilst, the qualitative analysis will adopt a mixed thematic analysis.

Basically, we aim to reach three main results thanks to this investigation:

1. Identifying the most implemented technologies by Italian small museums;
��� �9HULI\LQJ�LI�DQG�KRZ�PXVHXPV�FKDUDFWHULVWLFV�LQÀXHQFH�WKH�DGRSWLRQ�RI�WKHVH�WHFKQRORJLHV��

and
3. Classifying the factors that facilitate (or hinder) their technology adoption.
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In doing so, the paper will provide both theoretical and practical contributions as well as 
interesting suggestions for future research on these topics.
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