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Abstract: This document will analyze recent trends and evolution of the use of ICTs in the field of 

cultural heritage from a different standpoint, the service provision in the age of digital transition and 

pandemic. The initial focus is on the usual approach in the field of goods, proper design to elicit a 

positive feeling by potential customers. Recently a new type of good has been identified, service. 

Services grown up incredibly in the pandemic, goods delivery, food delivery, and more. So, thinking 

at services like a good we must design them to better the appreciation by customers as since the early 

XX century the people did with objects and merchandise. Appling the same approach to digital 

services a design phase is required together with all the different components that will provide a 

positive feedback from the user, this means to deal with interaction design, user centered approach, 

usability guidelines and the overall concept of positive user experience. Recent trends and reborn 

technologies like the path from edutainment to serious games and gamification, the new approach to 

immersive interactive technologies in a nonintrusive format. Last but relevant the need to take the 

momentum to ensure the culture enjoyment continuity in case of crisis. 
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Setting the scene 

Cyber technology is pervasive, and its key role is growing up every day, citizens consider cyber 

technology as a commodity. Mobile position aware devices represent the most recent revolution in both 

technology and society, they are perceived as something different from computers even if they play, 

among others, the same role and immediately became part of our daily life, a wearable accessory as our 

wallet or wristwatch. Extremely user-friendly devices are nowadays used with relevant satisfaction by 

formerly digital divided citizens [24]. Accordingly with some technology forecast by the year 2030, half 

of the world population will adopt merely online and internet-based materials, this is part of the so-called 

ñdigital transformationò even termed DT or DX. This is not the ñfullò scene, in 2020 an additional event 

took the stage: the pandemic. This unexpected event found major part of the countries unprepared even at 

public health level to do not mention all the other sectors. Extended lockdowns, a variety of national ad 

even local policies, many times changed very quickly led to the paralysis of major parts of the activities 

including the traditional ones in the field of culture: concerts, operas, museums, exhibits, travels, etc. 

Citizens were forced to reinvent their ñlifeò.  
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In such a scenario it becomes vital for cultural institutions and heritage in general to deal with 

another buzzword after digital transformation: ñresilienceò. This means to ensure cultural assets fruition 

continuity even in case of exceptional events. This can be considered a new paradigm that requires new 

solutions and the rethinking of cultural enjoyment. This paper analyses the phenomenon and the potential 

outcomes of such renovated approach starting from the technological aspects and actual scenario to point 

out the effects on cultural institutions.   

Digital Transition or Transformation in brief  

Digital Transformation: We all agree on the meaning of the term ñtransformationò but ñDigitalò 

has different meanings. Jim Swanson, CIO of Johnson & Johnson says, ñDigital is a loaded word that 

means many things to many peopleò. ñSay 'digital' to persons and they think of going paperless; another 

might think of data analytics and artificial intelligence; another might picture agile teams; and yet 

another might think of open-plan offices". A comprehensive definition of the term digital transformation 

should be the integration of digital technology into all areas of activity, from business to public sector, 

fundamentally changing how we operate and deliver value to citizens or customers. To frame the digital 

transformation phenomenon, we can consider 1995 and the motto ñWhere do you want to go todayò the 

ñdisclosureò of the web technology to families and citizens, next significant step was the rapid market 

penetration of mobile position aware devices such as smart phones and tablets. Cyber domain become and 

additional dimension of human and social life. The concepts of ñpervasive computingò, ñdisappearing 

computersò and ñubiquitous computingò become realityi. The opportunity to enjoy direct access to 

information, even if not supported by official sources, become a kind of collective memory pushing kids 

to say: ñWhy do I need to memorize names and dates studying history when I can simply ñgoogleò 

them?ò. These side effects will produce relevant impact on young generations, but this topic deserves a 

full paper. 

Current technological developments bring us closer to living in ubiquitous computing 

environments where digital services are offered continuously to users [33]. The behaviour of citizens 

should be subdivided in different groups, on one side young generations (Y generation) they consider 

ñon-lineò as an extension of their brain and memory, communities as novel families. Many times, they 

lack critical thinking following influencers and opinion leaders, on the other side they are naturally 

trained to act multi-tasking and have direct access to the information they require. Preceding generations 

faced the digital world step by step as a more or less ñalienò but useful environment, so they use to 

massively take advantage from it e.g., social media. Seniors sometimes joined the ñalien creatureò other 

times resigned and rely on relatives and friends when necessary. 

Citizens use to buy and sell goods online, book their travels and vacations, as well as enjoy a 

number of services unthinkable before the Internet from extremely vertical services to crowd services or 

funding. Platforms are the real ñsilver bulletò that created major opportunities and real impact on society 

and economy. A relevant part of digital transformation relies on platforms and standards, these aspects are 

directly linked with the ñownersò of such platforms and standards, this can be considered a kind of 

monopoly not yet regulated, a kind of grey zone, so in the digital transition there is a potential risk to fall 

under control of few key players.  

The diffusion of platforms if on one side creates new opportunities on the other side ñkillsò 

several existent businesses. The access to global service platforms creates a shortcut between offer and 

demand cutting out major part of the traditional added value chain, as it was long time ago because of 

malls it is now because of platforms. The big difference is that you donôt need to invest relevant capitals 

to feed your business, the key investment is the creation of the digital platform, the asset you own is the 

number of users both on the offer and demand side, this to do not consider the fiscal benefits they usually 

enjoy compared with the traditional retail system. This new model led to positively evaluate and size on 

the market companies having a relevant number of ñcustomersò paying zero money to the company, this 

is mainly valid for services not based on a triangular market model service/user/advertisement as in the 

past was and still is cultural heritage. 

Another relevant innovative trend in DT is the use of ñcrowdsò to provide data and services not 

foreseeable before the Internet [30]; simply think about APPs like TripAdvisorii or the one providing the 

local gas price daily or real-time traffic bottlenecks. It seems to be a completely new paradigm of 

software development beyond user groups and open software, the only way to face huge projects and 




