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IMPROVEMENT OF CLIENT SERVICE PROCESS MANAGEMENT AT
THE NATIONAL MUSEUM OF CHINA

The organization of the service process is aimed at meeting the needs of the
client, which makes it one element of the system maintenance. Therefore, the main
task of the service system is to ensure the effective satisfaction of the client's needs,
which can be achieved through the appropriate organization of the service process.

The client service process management is very important in all service spheres.
The satisfaction of clients allow enterprises and organizations work with the stable
revenue and profit.

Thus, visitor service process management is also very important for museums.
Modern museums work for the satisfaction of visitors and must to support their
expectations.

The object of research is the National Museum of China.

The National Museum of China is the most popular and most visited museum in
the People's Republic of China. It is the visit card of the country.

The museum is located in the center of the capital of the People's Republic of
China, Beijing, in Tiananmen Square.

The museum combines the history of the development of two museums: the
National Museum of Chinese History (established in 1912) and the National Museum
of the Chinese Revolution (established in 1950). They merged in 2003, and the
National Museum of China was formed on their basis [1].

In 2022, the National Museum of China celebrated its 110th anniversary.

The National Museum of China is the central museum in the People’s Republic
of China and in Beijing. It has the historical profile and very rich collections of
historical and cultural relics today. This museum is located in the new modern
building and has the large possibilities in its activities and services.

The National Museum of China has enough resources of all types: large new
building, location on the central square of the capital of state, large area of building,
rich collections of historical and cultural relics, professional staff and financial
resources. It has the large potential for its activities, both for the demonstration of
collections and for the scientific and education activity. The museum is funded
through ticket sales and also by the central budget of the People’s Republic of China,

by the budget of the City of Beijing, and from other sources of revenue.
43


https://www.emis.com/php/company-profile/CN/Bestore_CoLtd__%E8%89%AF%E5%93%81%E9%93%BA%E5%AD%90%E8%82%A1%E4%BB%BD%E6%9C%89%E9%99%90%E5%85%AC%E5%8F%B8__en_9427788.html
https://www.emis.com/php/company-profile/CN/Bestore_CoLtd__%E8%89%AF%E5%93%81%E9%93%BA%E5%AD%90%E8%82%A1%E4%BB%BD%E6%9C%89%E9%99%90%E5%85%AC%E5%8F%B8__en_9427788.html
https://www.emis.com/php/company-profile/CN/Bestore_CoLtd__%E8%89%AF%E5%93%81%E9%93%BA%E5%AD%90%E8%82%A1%E4%BB%BD%E6%9C%89%E9%99%90%E5%85%AC%E5%8F%B8__en_9427788.html
https://www.517lppz.com/en/about/about-history?s=history

The National Museum of China has the historical specialization in its activities.
The main sphere of its activities is the storage of collections and planning of
exhibitions, both permanent, and temporary, for the visitors and giving them the
museum services.

Museum also is the centre of the scientific activities and provides scientific
research in archaeology, history and culture. The museum also organizes the
educational activities and works in cooperation with the different educational
Institutions.

The National Museum of China works according to the Law of the China
People’s Republic on the Cultural Relics Protection. It is subject to the Ministry of
Culture and Tourism of the China People’s Republic and Department of Culture and
Tourism of Beijing City.

The National Museum of China has an area of more than 200 thousands square
meters and 48 standard exhibition halls. It is the largest modern comprehensive
museum in the world with the largest area of a single building. The existing
collections have more than 1,43 million exhibits, covering ancient cultural relics,
modern cultural relics, works of art, and other categories. The collection system is
complete, with history encompassing a vast array of materials and forms that fully
demonstrate and witness the continuity of Chinese civilization for more than 5000
years.

More than 50 exhibitions are opened annually, forming a collection of ancient
Chinese porcelain, jade, calligraphy and painting, coins, Buddhist statues, bronzes,
etc., based on the three main exhibitions "Ancient China", "The Road to the Revival"
and "The Road to the New Renaissance".

The coronavirus pandemic has had a very noticeable negative impact on the
number of visitors to the National Museum of China. The decrease in the number of
visitors in 2020-2022 compared to 2018-2019 was 70-80%. In 2023, there was a
significant increase in customer service, but the level of 2018-2019 has not yet been
reached [2-7].

The modern museum focuses on visitors. The trend that a museum should be
interested not only in its collections, but also in its visitors, is now pronounced in
countries around the world. The museums use different methods for working with the
public. They try to model portraits of visitors. These visitors are assigned to one of
the groups. Museums become the centres of recreation for their visitors.

The National Museum of China also pays great attention to the work with
visitors and visitors' satisfaction.

In order to better serve the public, the National Museum often conducts visitor
interviews with the aim of collecting their visiting experiences, opinions, and
suggestions. These feedbacks are crucial for the continuous improvement and
optimization of museums.

The National Museum organizes and hosts cultural, educational, scientific, and
other activities. For example, during the 110th anniversary of its establishment in
2022, the National Museum held events such as the National Museum's 110th
Anniversary Symposium. In addition, during the 2023 Spring Festival, the National
Museum planned a series of activities, including exhibitions, interactive activities,

44



theme lectures, etc., to make the public feel the charm of traditional culture and the
educational significance of the museum.

The suggestions for improvement of visitors’ service process management at the
National Museum of China are following.

The National Museum continuously obtains new exhibits through excavation,
restoration, and communication with other museums, providing the public with a
richer and deeper cultural experience. These measures not only help promote the
development and innovation of the museum industry, but also enable more people to
understand and appreciate China's history and culture.

The National Museum of China has digitized its exhibits and created virtual
exhibitions using IT technologies such as 3D modeling, panoramic roaming, and VR
virtual exhibition halls. Digital technology plays a crucial role in this process,
enabling museums to present their collections and exhibitions to the public in digital
form. Viewers can access these virtual exhibition halls anytime and anywhere
through terminals such as computers, tablets, or mobile phones, to appreciate
precious cultural relics and exhibition content.

To improve the service culture of museum staff, we can start from the following
aspects: 1) Strengthen service awareness; 2) Develop service standards; 3) Deepen
the understanding of service culture; 4) Provide multi-level services; 5) Strengthen
teamwork and team spirit; 6) Establish incentive mechanisms to commend and
reward outstanding staff; 7) Regular training and education; 8) Optimize presentation
work; 9) Pay attention to audience feedback. Through these measures, the service
culture of museum staff can be effectively improved, providing audiences with higher
guality and professional services, thereby better realizing the social function and
value of the museum.

The improvement of the marketing activities of the National Museum can be
carried out in the following aspects: 1) Strengthen brand building and visibility; 2)
Adopting diversified marketing strategies; 3) Develop cultural and creative products;
4) Customer feedback and satisfaction; 5) Establish a membership plan and reward
mechanism; 6) Emphasize offline experience; 7) Strengthen cooperation with media,
cultural institutions, etc.; 8) Improving service quality.

The National Museum has to focus on improving service quality, including
guide services, explanation services, audience reception, etc., providing professional
guides, setting clear signs, and providing convenient ticket purchasing methods, so
that visitors can feel more comfortable and convenient services during the visit
process. Maintaining contact, interviewing visitors, and monitoring service quality is
crucial for enhancing the public image and service level of the National Museum.

1. History of the National Museum of China.
https://en.chnmuseum.cn/about_the nmc_593/history/201911/t20191123 173503.html

2. National Museum of China. Highlights of the 2018 Annual Report.
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&hnianfen=2018

3. National Museum of China. Highlights of the 2019 Annual Report.
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&hnianfen=2019

4. National Museum of China. Highlights of the 2020 Annual Report.
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&nianfen=2020
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https://en.chnmuseum.cn/about_the_nmc_593/history/201911/t20191123_173503.html
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&nianfen=2018
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&nianfen=2019
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&nianfen=2020

5. National Museum of China. Highlights of the 2021  Annual Report.
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9cabd5a53a31342f58dd69&nianfen=2021

6. National Museum of China. Highlights of the 2021  Annual Report.
http://nb.ncha.gov.cn/museumdetail.html?msg=f5b8d6ebbd9c4bd5a53a31342f58dd69&nianfen=2022

7. Report on the activities of the National Museum of China in 2023.
https://www.chnmuseum.cn/gbga/202401/t20240122 265842 wap.shtml
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THE ROLE OF CHINA'S FORESTRY INDUSTRY IN ITS ECONOMY

A vital sector of the country's economy, the forestry sector is essential.

The forestry sector encompasses a variety of diverse industries, such as forest
tourism, forest protection, forest services, and conventional forest planting, logging,
and processing. With a long industrial chain and a wide range of products, the
forestry industry is a composite industrial group that spans many primary, secondary,
and tertiary sectors of the national economy.

According to the National Economic Industry Classification (GB/T 4754-2002),
the major category of "Forestry™ includes three categories and six subcategories: 02 -
forest industry: 021 - Breeding and planting of forest trees (0211 - Breeding and
nursery; 0212 - reforestation; 0213 - Conservation and management of forest trees);
022 - Timber and bamboo harvesting (0221 - Timber harvesting; 0222 - Bamboo
harvesting); 023 (0230 - Collection of forest products).

The four components of "forestry" are forestry production, forestry tourism and
ecological services, forestry management, and forestry-related activities, as per the
"Classification of Forestry and Related Industries (Trial)" (Forestry Planning and
Development [2008] No. 21) [1]. There are 13 major categories, 37 intermediate
categories, and 112 subcategories in total, with the major categories: forestry
production ((i) Forest cultivation and harvesting activities; (ii) Cultivation and
collection activities of non-timber forest products; (iii) Forestry production support
services); forestry tourism and ecological services ((iv) Forestry tourism and leisure
services; (v) Forestry ecological services); forestry management ((vi) Professional
and technical services in forestry; (vii) Forestry public administration and other
organisational services); forestry-related activities ((viii) Wood processing and wood
products manufacturing; (ix) wood (bamboo, reed) as raw material pulp, paper
products processing and manufacturing; (j) Processing and manufacturing of products
made from bamboo, rattan, palm and reed; (xi) Processing and manufacturing of
wildlife products; (xii) Processing and manufacturing of products made from other
non-wood forest products; (xiii) Other forestry-related activities).

As a significant component of the national economy, the forestry sector serves a
number of vital roles, and its place in the economy cannot be overlooked. Numerous
laborers can find work in the lengthy forestry sector chain, which includes planting,
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