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ABSTRACT

Modern museum usually offered highly quality service to promote customers’ satisfaction and revisited intention. Earning

customers’ satisfaction is an important issue to the museum. This research use a case study of National Museum of Natural Science

to proposed a system dynamics model to demonstrate the effect of long-term customers’ satisfaction with an inter-reaction of other

factors. In fact, the customers’ satisfaction is a dynamics and complex issue, which contains the government policy, museum service

quality, hardware, customers’ expectation, education group, competitor and social environment. The result shows that customers

’ satisfaction of National Museum of Natural Science is affected by the following 4 roles: government, museum manager, customer

and competitor, and how effects to system behavior through system structure. This provides a reference not only for other

researchers in related study, but also for other museum managers.
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