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Abstract

As digital transformation accelerates, museums are shifting from provider-centered institutions to platforms
focused on visitor experience. Accordingly, this study aims to identify the key components and development
strategies of a visitor-centered online museum platform. A multiple-case study was conducted on Netflix, the
Thyssen-Bomemisza National Museum, CosmoCaixa, and the EduCaixa integrated education platform, based
on platform ecosystem theory and customer experience theory. The analysis identified four key components:
data-driven hyper-personalization, visitor-centered experience design reflecting visitors' contexts, participatory
interaction, and an integrated inter-institutional network. Based on these findings, the study proposes
personalized content and docent services driven by visitor data analysis, online - offline participatory
programs, and systems for sharing information, resources, and feedback among museums. This study is
significant in redefining the online museum platform not merely as a channel for providing digital content,
but as an ecosystem in which visitors and various cultural actors interact and co-create value. It also
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[Table 1] The Five Core Characteristics of a Platform
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