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By Jarrod Gingras

Organizations like museums, libraries, and corporate archives have similar omnichannel
ambitions to large corporate enterprises, but they certainly have some unique challenges.

Unlike many of their corporate counterparts, cultural heritage organizations are rarely on the
cutting edge of technology innovations. It is common for cultural heritage technology to lag
many years behind the latest technology releases. Fortunately, we’ve seen some recent
improvements in this area as the barrier to entry for many systems becomes lower and cultural
heritage leaders are accelerating their efforts to synch their digital experiences with their analog
ones.

Like their counterparts in large corporations, the end goal for those working in the cultural
heritage space is the same: create consistent on-brand experiences at every constituent
touchpoint.

RSG has argued elsewhere that an omnichannel tech stack of the future will distinguish among
four key layers:
1. The ever-growing set of engagement channels where constituent experiences occur
2. The interaction and delivery environments that may mediate experiences
3. The content and engagement management services where staff can create and
manage experiences
4. The foundational systems that drive enterprise-wide consistency for a holistic
constituent experience.

This paper applies this general reference model to the unique characteristics of cultural heritage
organizations in each of these areas.

Engagement Channels and Touchpoints:

In addition to the familiar websites, apps, social channels, most cultural heritage organizations
have a mix of online and offline touchpoints such as:

In-person box office ticket sales
Online ticket sales

In-museum kiosks

Virtual tours
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Exhibition-related print collateral

Online gift shops

Physical gift shops

Travelling or loaner pieces and exhibitions

ENGAGEMENT CHANNELS

@® social [@Email @) web  [] Mobile  [{] Print [ video () voice

INTERACTION & DELIVERY SERVICES

Analytics Applications E-commerce Distribution Point of Sale
Track behavior Conduct transactions  Sell things Deliver to partners In museum / store

Fig 1. Interaction & delivery environments to reach constituents in your engagement channels.
Source: RSG

Content and Engagement Management Services

In order to reach constituents in these various channels, cultural heritage organizations need to
give their staff the proper tools to create experiences:

Social Publishing and Engagement systems to publish digital content into and engage in
social media and communities.

Email and Marketing Automation to manage outbound messaging.

Web Content Management to manage and publish web content and inbound constituent
experiences.

CONTENT & ENGAGEMENT MANAGEMENT SERVICES
Social Email & Marketing WCM

Engagement Automation Manage web content and

Engage in social media & Manage outbound messaging inbound constituent
communities experience

Fig 2. Content & engagement management tools to build experiences.

Building Blocks of Experiences:

When building experiences in the cultural heritage world, the primary building blocks of these
experiences are your constituents, your digital assets, and your physical items in your collection.
These building blocks need to be properly managed throughout their lifecycle in order to ensure
consistency and accuracy.

Copyright © Real Story Group. 2



Licensed to: Real Story Group user -

Real Story

e GROUP
TECHNOLOGY DECISIONS

The systems used to properly manage these building blocks should be the foundational services
upon which your technology stack should be built. Your three foundational systems will likely
include:

ENTERPRISE FOUNDATION SERVICES

DAM / MAM Constituent Relationship

Collection Management
Manage location, condition, Manage image, video, & audio
status of physical assets assets

Management
Definitive constituent data,
segments, and relationship

activity

Fig 3. Enterprise foundational platforms on which to build your stack.

Collection Management Systems to manage the location, condition, and status of the physical
assets in your collection.

Digital Asset Management (DAM) or Media Asset Management (MAM) systems to manage
digital image, video, and audio assets.

Constituent Relationship Management (CRM) system to manage definitive constituent data,
segments, and relationship activity.

Some examples of the types of constituent relationships that need to be managed are:

Museum/exhibit visitors (first time and repeat)
Program attendees

Online buyers

Members

Donors (various levels)

Scholars

Professors

Curators

Schools: Teachers, Principals, Superintendents, Students, Chaperones
Museum peers

Vendors

Community relationships

Businesses

Partners

Collectors

Politicians

Researchers

Fans

Rights holders

Copyright © Real Story Group. 3



Licensed to: Real Story Group user -

Real Story

e GROUP
TECHNOLOGY DECISIONS

Collection owners
Press

Board of Trustees
National Councils
Artists

Staff
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The Right Stack for Your Organization

No two museums, libraries, or corporate archives are the same. Thus, this reference model is
no a one-size-fits-all solution. Rather, we've tried to encapsulate the technology trends that

we’ve seen working in cultural heritage organizations a reference model to help facilitate
conversations within your enterprise.
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CONTENT & ENGAGEMENT MANAGEMENT SERVICES

Social Email & Marketing weMm
En.gage!nent : Automation Manage web content and
Engage in social media & Manage outbound messaging inbound constituent
communities experience

ENTERPRISE FOUNDATION SERVICES

Constituent Relationship
Management
Definitive constituent data,
segments, and relationship
activity

Collection Management DAM/MAM
Manage location, condition, Manage image, video, & audio
status of physical assets assets

Digital Workplace:
Collaboration, Project Spaces, Document Management, Calendaring

Fig 4. Cultural heritage reference architecture model for the 2020s. Source: RSG

One thing is for certain. While some vendors will try to sell you a single solution to satisfy these
necessary functions, there is no single software that will check all of these boxes for you. You'll
want to do intense due diligence in each of these areas to find the vendor and product that is
the right fit for your unique needs.

Building the right technology stack will empower your staff to create the types of experiences
that are truly worthy of your amazing collections.

Copyright © Real Story Group. 5



