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Abstract. The focus of the present research is on eWOM of museum experiences. Our study empirically examined which attributes of a museum experience trigger customers’ creation of positive and negative eWOM. After having analyzed the reviews of the top 10 TripAdvisor most reviewed museums, we have assigned the experience attributes to an adaptation of the categories of the Kano Model (One-Dimensional, Delighters, Must-Be’s and Indifferent). Results indicate what are the services of a museum that impact positive and negative reviews.

Keywords: eWOM, museum experiences, TripAdvisor museum, museum marketing, content analysis.

JEL Classification Number: M31

Correspondence to:
	
	Francesco Casarin, Dept. of Management, Università Ca’ Foscari Venezia San Giobbe, Cannaregio 873

	[bookmark: _GoBack]Phone: 041 234 8740
	

	Fax: 041 234 8701
	

	E-mail: zanibellato.francesco@unive.it
	




Artexperiances and OWOM: exploring the content of
museu reviews

Francosco Zantatoto Unbero o Fracesco G

[ p——— meuint

PN —

(Ocober 2018

ADSIRE The o o h o e n HOM o s s O
bty ety s s o s xarn g o
s ot v HOM. Al b sty h v o e 6 10
oA s e s, s s e A o 01
o s o i o o e, i, s
[ A —
ot

Keywords: aou. ussum xporrces, Trpharcs s, s el
r—

JEL Classifcaton Number a1

iy i
e
et s 1



