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The high pace of development of digital information retrieval systems 
has changed the manner in which tourists gather and decipher their 
information in cultural destinations. This paper discusses how the 
advanced retrieval technologies (such as the personalization algorithm, 
semantic search feature, the interface in multiple languages, and the AI-
based recommendation system) affect tourist knowledge access and 
experience of the cultural venue. This was based on the Technology 
Acceptance Theory and Experience Economy Theory and a conceptual 
model was generated which incorporates a relationship between 
system quality and personalization with knowledge acquisition, cultural 
engagement, destination satisfaction, and revisit intention. The samples 
size was 312 domestic and international tourists who used the digital 
information platforms when visiting cultural heritage sites. The 
structural Equation Modelling (SEM) was used to test the relationships 
that were hypothesised. The results indicate that perceived knowledge 
access is greatly enhanced by the quality of a system, as well as 
personalization. In its turn, knowledge access positively impacts 
cultural engagement and total destination satisfaction, which in turn has 
an impact on the strength of revisit intention. The analysis by mediation 
proves that the relationship between the quality of the system and 
destination satisfaction partially depends on knowledge acquisition. 
These findings show that high level retrieval systems provide not just 
with informational but experience-enhancing facilities in the cultural 
tourism settings as well. The research adds to the body of knowledge on 
smart tourism and cultural management because it combines digital 
information systems and experiential tourism theory. Issues of practical 
implication to destination management organisations and developers of 
digital platforms are addressed. 
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1. INTRODUCTION 
The digital transformation has changed the 
tourism landscape in the world in a fundamental 
way. Combined accelerated integration of mobile 
application, artificial intelligence (AI), big data 
analytics, and smart destination platforms have 
reshaped how tourists search, find and process 
travel-related information [1]. Digital information 
retrieval systems can be a primary mediating 
factor between heritage content and visitor 
experience in a cultural tourism setting, where 
experience is formed by interpretive depth and 
contextual understanding and where these 
qualities are vital to experience formation [2]. 
Digital-retrieval technologies, including semantic 
search engines, AI-based personalisation 
algorithms, multilingual natural language 

processing, and information overlay presented in 
augmented reality (AR), have become increasingly 
accessible and relevant to information access and 
contextualisation in recent times [3]. Nonetheless, 
present studies on tourism focus largely on the 
utilisation of technology, the usability of systems, 
and the development of smart infrastructure [4]. 
Although such studies are useful in developing the 
concept of acceptance and implementation, they 
shed some light on the role of technological 
innovations in the cognitive processing, acquisition 
of knowledge and experience among tourists. The 
main research issue is the lack of application of 
digital information retrieval theory to the 
framework of experience tourism. Cultural sites 
rely on storytelling, sense of authenticity and place 
learning. However, there is no empirical evidence 
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that demonstrates the manner in which the quality 
of the retrieval system is translated into better 
cultural engagement and satisfaction of the 
destination [5]. The issue of not integrating as a 
destination management organisation is that the 
destination management organisation runs the 
risk of investing in technology without having the 
full picture of its role in influencing the experience. 
This gap is what is filled in this study as the 
relationship between the development of digital 
information retrieval systems, access of knowledge 
by tourists and cultural destination experience is 
discussed. Particularly, it examines the question of 
the presence of knowledge acquisition as a 
mediating factor between system quality and 
personalization and satisfaction and revisit 
intention. The results can be seen as an addition to 
the smart tourism literature as it will provide a gap 
between the research of digital information 
systems and the experiential tourism theory and 
offer practical implications to managing cultural 
destinations. 
 
2. LITERATURE REVIEW 
2.1. Advancements in Digital Information 
Retrieval Systems 
The digital information retrieval systems have 
transformed radically into the traditional models 
of search based on keywords to smart, dynamic 
and intelligent systems. Accessibility and simple 
search capability were the major concerns of early 
tourism information systems [6]. Nonetheless, 
modern systems entail the use of artificial 
intelligence (AI), semantic web technology, and 
machine learning algorithms in order to make 
them personalised and relevant [7]. 
Personalization is an AI that enables the systems to 
customise content according to users preferences, 
the history of browsing, and contextual data like 
place and time [8]. The ways of searching 
semantics provide the enhancement of the 
interpretability of queries, as a result of 
understanding the context of the meaning instead 
of using pure lexical matching [9]. The use of 
multilingual natural language processing also 
facilitates the concept of cross-cultural availability 
that is essential especially in the international 
tourism environment [10]. Further, graph 
integration of knowledge and real-time updates of 
the context would support more informational 
ecosystems that have the ability to tie historical, 
cultural, and spatial information live into the 
present and into one another [11]. The research on 
system usability, technology adoption, and smart 
destination infrastructure is one of the primary 
topics that are considered in the existing research 
in tourism [12]. Though such studies may 
substantiate the operational benefits of the 
sophisticated retrieval technologies, they are 

highly disregardful about the cognitive and 
experiential impacts of the systems. Particularly, 
little studies have been carried out to discuss the 
applicability of the development of retrieval 
systems in terms of more effective knowledge 
learning and more cultural interaction. 
 
2.2. Tourist Knowledge Access in Cultural 
Contexts 
Knowledge access is the perceived capability of 
tourists to access information about destinations, 
which is relevant, accurate, and meaningful to 
augment the destination comprehension. 
Knowledge is a central element in how cultural 
tourism is interpreted, perceived of authenticity 
and appreciation of heritage [13]. According to the 
Information Processing Theory, clear, relevant, and 
properly organised delivery of information 
contributes to increased cognition absorption and 
retention [14]. The quality and structure of content 
retrieved determines meaning making and cultural 
narrative interpretation by tourists in digitally 
mediated space [15]. Research has indicated that 
interpretation data has a great influence on 
satisfaction and formation of memories in places of 
heritage tourism. But the majority of the previous 
studies are oriented to content provision as 
opposed to quality of retrieval. It is still under-
researched how the difference between merely 
providing information and empowering the 
knowledge access by means of intelligent retrieval 
systems can be achieved. Very few empirical 
models combine characteristics of a retrieval 
system and cognitive learning outcomes in 
tourism. 
 
2.3. Cultural Destination Experience 
The Experience Economy theory considers the 
value in tourism to arise due to an experience of 
immersion, emotion, and education [14]. The 
experience of a destination provided by culture is 
multi-dimensional and it involves: emotional 
resonance, cognitive enrichment, authenticity 
perception and behavioural intentions [15]. These 
experiences are mediated more and more by 
digital technologies. It has been demonstrated that 
mobile guides, augmented reality apps, and 
interactive websites can become a greater level of 
engagement and immersion [6]. However, the 
empirical evidence is not all in the same direction. 
A number of studies indicate that over-digital 
mediation can make people forget the authenticity, 
and there are also articles that contextual 
augmentation supports cultural immersion [7]. 
The lack of consistency of previous results 
suggests that there exists a gap in the overall 
theory: no current research distinguishes between 
the rudimentary digital appearance and the high-
quality retrieval. The role of smart information 
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retrieval, in particular, in the formation of the 
depth of experience is not well studied. 
 
2.4. Theoretical Framework and Research Gap 
This work combines three major perspectives of 
theory: 
1. Technology Acceptance Model (TAM) - the way 

in which the perceived quality of the system 
and usefulness determine the perceptions and 
usage of the users [8]. 

2. Theory of Information Processing - it explains 
how appropriate and organized information 
enhances understanding and recall [11]. 

3. Experience Economy Theory - the cultural 
tourism is viewed as a process of experience 
and education [14]. 

Although studies using TAM prove that the quality 
of the system can impact the adoption intention 
[9], not many of them continue the analysis to the 
experiential or cognitive effects. On the same note, 
in studies about experiential tourism, emotional 
involvement is usually given more prominence 
without reference to the variables of retrieval 
systems design. The main gap is that it is not a 
connected framework between digital retrieval 
advancements, acquisition of knowledge and 
cultural destination experience. The current 
models focusing on technology and experience as 

parallel constructs instead of processes that are 
sequentially related to the other. 
To this end, it is hypothesised that at least the 
following conceptual pathway will be proposed in 
this study: 
Digital Retrieval Advancements Knowledge Access 
Cultural Engagement Destination Satisfaction 
Revisit Intention. 
Through experimental testing of this model, the 
research solves the theoretical loophole between 
information systems research and experiential 
tourism literatures. 
 
3. Research Model and Hypotheses 
Development 
This paper presents a structural hypothesis of 
building the relationship between development of 
digital information retrieval systems and 
experience of culture destinations via cognitive 
and experiential processes. Constructs that are 
realised through the Technology Acceptance 
Theory, Information Processing Theory, and 
Experience Economy Theory are combined into a 
model that allows explaining the ways in which the 
system-level attributes give rise to experiential 
outcomes. The suggested connexion between the 
study constructs is depicted in the Figure 1. 

 
 
 
 
 
 
 
 
 

Fig. 1. Proposed Conceptual Model of Digital Information Retrieval Advancements and Cultural 
Destination Experience 

 
Theoretical model to show the working 
hypotheses concerning the relationship between 
system quality, personalization, access to tourist 
knowledge, cultural involvement, destination 
satisfaction, and revisit intention with the 
meditating effect of knowledge access. 
 
3.1. System Quality and Tourist Knowledge 
Access 
The quality of the system is the technical 
performance, reliability, readability, speed, and 
informational clarity of the digital retrieval 
systems. Under the Technology Acceptance Model, 
the quality of the system plays an important role in 
terms of felt utility and usage. The high quality of 
the system in a cultural tourism environment 
increases the quality of accessibility and lessening 
cognitive load as well as the ease of information 
understanding. The Information Processing 

Theory provides that organised and pertinent 
presentation of information enhances cognitive 
absorption and knowledge retention. When the 
retrieval systems are effective and offer correct 
responses, the tourists will be more inclined to 
think that they are able to obtain significant and 
contextually related information. Thus, perceived 
knowledge access should be directly related to 
better system quality. 
H 1: there is a positive effect of the System Quality 
on the Tourist Knowledge Access. 
 
3.2. Personalization and Tourist Knowledge 
Access 
Personalization is the capability of the system to 
personalise content with regards to user 
preferences, behaviour, location, and context. 
Systems of personalization based on AI enable 
retrieval systems to suggest culturally aware 
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content based on the interests of the individual 
user. The existing research in the field of smart 
tourism has proven that customised information 
enhances the perception of relevance and 
minimises the information overload. Cultural 
destinations have complicated and multi-layered 
narratives, and personalised retrieval increases 
ease of interpretation and user interest. 
Personalization enhances the perceived learning of 
information by comparing the retrieved 
information with the interests and language 
preferences of the tourists. 
H 2: There is a positive effect of personalization on 
Knowledge Access to Tours. 
 
3.3. Knowledge Access and Cultural 
Engagement 
Knowledge access is used to determine how well 
the tourists feel that they have gained meaningful, 
accurate and comprehensive knowledge about a 
destination. The perception of interpretive depth 
and authenticity directly depends on the 
acquisition of knowledge in heritage and cultural 
contexts. Experience Economy Theory is based on 
the idea that emotional and cognitive involvement 
is promoted by educational and immersive aspects 
of experience. The digital retrieval systems that 
enable tourists to acquire some of the background 
knowledge about a particular place are more likely 
to give deeper cultural interest and appreciation to 
the tourist. 
H3: The Cultural Engagement is positively affected 
by Knowledge Access. 
 
3.4. Cultural Engagement, Satisfaction, and 
Behavioral Intention 
Cultural engagement is considered to have 
emotional, interpretive immersion and perceived 
authenticity. The more tourists are engaged, the 
more they will consider their experience in their 
destination in a positive way. The large body of the 
tourism literature proves that experiential 
involvement is a powerful predictor of general 
satisfaction. Satisfaction on its part is an 
established predictor of revisit intention, positive 
word-of-mouth behaviour. 
H 4: Cultural Engagement has a positive impact on 
Destination Satisfaction. 
H5: Destination Satisfaction has a positive effect on 
Revisit Intention. 
 
3.5. Mediating Role of Knowledge Access 
Although the quality of a system could have a 
direct effect on satisfaction, the results of the 
quality probably affect the satisfaction in the 
cultural context mainly through cognitive 
enrichment. Sophisticated computer systems can 
only increase satisfaction in the event that the 
system is useful in evoking better understanding 

and interpretive richness. Hence, the mediating 
aspect is proposed to be knowledge access 
between the quality of the system and the 
destination satisfaction. 
H6: System Quality mediates the effect of the 
Knowledge Access on the Destination Satisfaction. 
The research conceptualization is a systematic 
progression down a network of events between 
digital retrieval enhancements to experiences and 
actions. 
 
4. METHODOLOGY 
4.1. Research Design 
The research design applied in this study was a 
quantitative research design based on cross-
sectional survey strategy. It was aimed to test 
empirically the hypothesised structural 
relationships between characteristics of digital 
retrieval system, knowledge access and cultural 
destination experience. A design questionnaire 
was created on the established measurement 
scales of previous studies on tourism and 
information systems. 
 
4.2. Data Collection Procedure 
The information used was gathered through 
tourist who visited three key cultural heritage sites 
in Indonesia. The sites that were chosen were (1) a 
UNESCO-designated historic fortresses complex, 
(2) national cultural museum, and (3) an urban 
heritage area with preserved architectural heritage 
sites and educational exhibitions. These platforms 
have been chosen as they are active suppliers of 
digital information retrieval platforms such as 
mobile apps, QR-based information systems, and 
AI-driven recommendation products. The period of 
data collection was between May to July 2024, of 
three months where both weekday and weekend 
of visitation pattern were recorded to achieve 
sample diversity. The systematic intercept 
sampling method was used. On the one hand, all 
fifth visitors who were leaving the areas of 
interaction of a digital nature (e.g., QR stations, 
places of downloading mobile apps, digital kiosks, 
etc.) were approached and invited to take part in 
the survey. The respondents had to pass a 
screening criterion in order to be relevant to the 
research objectives. They were requested to 
initially answer: Did you utilise any digital 
information site (e.g., mobile application, QR code 
guide, artificial intelligence-driven search, or 
digital kiosk) when visiting today? The only 
respondents that were invited to fill in the 
questionnaire were those who answered Yes. 
There were 350 questionnaires that were 
administered. Of these, 327 were returned. Once 
the invalid responses and incomplete responses 
were dropped out, 312 valid responses were 
carried on to analysis and effective response rate 
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was achieved as 89.1 percent. The apparent 
sample size is more than recommended values on 
Structural Equation Modelling and has sufficient 
statistical power on specifying the model. The 
respondents were allowed to join at will, and they 
were made aware that the whose survey, was 
anonymous and cannot be used outside the 
academic research reason. No information that 
could be considered personal was gathered. Before 
administering the survey, verbal consent was 
taken on the basis of a standard procedure of 
conducting ethical research. 
 
4.3. Measurement Instruments 
Multi-item scale instruments were selected as 
adaptation of validated and established methods 
utilised to measure all constructs. Objects were 
altered to correspond to the cultural heritage 
tourism context without changes in conceptual 
equivalent. The activation of System Quality was 
based on information systems success model 
primary perspective as opposed to perceived 
usefulness and perceived ease of use constructs of 
TAM. In particular, System Quality represents the 

concepts of technical performance, reliability, 
clarity, and the efficiency of response, which are in 
line with Information Systems Success Model by 
DeLone and McLean. This will be the right 
approach in the sense that the researcher is 
investigating the performance features of the 
retrieval systems and not the intention of 
implementing the system. Measurement of 
personalization was through previous research on 
smart tourism and digital platform by evaluating 
contextual relevance and customised information 
presentation. The concept of Tourist Knowledge 
Access was based on the information processing 
and the interpretative tourism literature and 
reflected the perceived level of understanding, 
clarity, and profundity. The measurement scales of 
Culture Engagement, Destination Satisfaction and 
Revisit intention included established tourism 
experience and behavioural intention scales. Each 
of these items was measured according to the five-
points of Likert scale and with the help of 1-5 scale 
(strongly disagree to strongly agree). The items of 
measurements and their literature sources are 
shown in Table 1. 

 
Table 1. Measurement Items and Sources 

Construct Code Measurement Item Source 
System Quality SQ1 The digital platform was easy to 

navigate. 
DeLone& McLean (2003); Shen 
et al. (2020) 

 SQ2 The system responded quickly to my 
searches. 

DeLone& McLean (2003) 

 SQ3 The information provided was clear 
and well-structured. 

Stankov &Gretzel (2020) 

 SQ4 The platform functioned reliably 
during my visit. 

Buhalis et al. (2019) 

Personalization PER1 The system provided 
recommendations relevant to my 
interests. 

Neuhofer et al. (2021) 

 PER2 The information was tailored to my 
preferences. 

Hadjielias et al. (2022) 

 PER3 The platform adapted content based on 
my context (e.g., location). 

Cuomo et al. (2021) 

 PER4 The system suggested culturally 
meaningful content for me. 

Cai et al. (2019) 

Tourist Knowledge 
Access 

KA1 I gained a better understanding of the 
site’s history. 

Kim & Thapa (2021) 

 KA2 The information enhanced my cultural 
knowledge. 

Ponsignon&Derbaix (2020) 

 KA3 The platform helped me interpret the 
heritage meaningfully. 

Cranmer et al. (2020) 

 KA4 I felt more informed after using the 
system. 

Mayer (2009) 

 KA5 The digital information improved my 
overall comprehension. 

Adapted from information 
processing theory 

Cultural 
Engagement 

CE1 I felt emotionally connected to the 
cultural site. 

Pine & Gilmore (1999); Pung 
et al. (2020) 

 CE2 The experience felt immersive and 
engaging. 

Neuhofer et al. (2021) 
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 CE3 I felt deeply involved in the cultural 
narrative. 

González-Rodríguez et al. 
(2020) 

 CE4 The visit felt authentic and meaningful. Kim & Thapa (2021) 
Destination 
Satisfaction 

DS1 I am satisfied with my overall visit 
experience. 

Shen et al. (2020) 

 DS2 The destination met my expectations. Pencarelli (2020) 
 DS3 My visit was a positive experience. Standard tourism satisfaction 

scale 
Revisit Intention RI1 I intend to revisit this destination in the 

future. 
Tourism behavioral intention 
literature 

 RI2 I would recommend this site to others. Standard WOM intention scale 
 RI3 I would choose this destination again. Tourism loyalty research 
 
4.4. Data Analysis Strategy 
The measurement and structural models were 
tested in Structural Equation Modelling (SEM) 
through AMOS software. Two steps approach 
advised in literature of SEM was followed. First, 
the reliability and validity were tested using the 
Confirmatory Factor Analysis (CFA). Second, the 
structural model had its evaluation in order to test 
hypothesised relationships. Cronbach alpha and 
Composite Reliability (CR) were used to assess 
internal consistency reliability with a threshold of 
0.70. Convergent validity was also evaluated 
through Average Variance Extracted (AVE) and the 
minimum acceptable value of AVE was 0.50. A 
research on discriminant validity was conducted 
through the comparison of square root of AVE to 
inter-construct correlations. Various indicators 
were implemented to assess the model fit, Chi-
square/df ratio, Comparative Fit Index (CFI), 
Tucker-Lewis Index (TLI) and Root Mean Square 
Error of Approximation (RMSEA). The analysis was 
done through bootstrapping with 5,000 resamples 
as the means to test indirect effects with 
mediation. The approach will guarantee statistical 
rigour and increase the reliability and validity of 
the findings. Seeing that the data were gathered 
based on a one-source questionnaire that was self-
reported, the threat of a common method bias 
(CMB) was also evaluated through the procedure 
and statistical remedies. Anonymity and 
confidentiality were assured to the respondents 
procedurally to curb evaluation fear. The wording 
of questions was also known to reduce ambiguity, 
and questions were not clustered together, so as to 
reduce motives of consistency. Harman single 
factor test was done statistically by carrying out an 
exploratory factor analysis and loading all the 
measurement items on one factor without rotation. 
The findings revealed that the initial unrotated 
factor explained 32.4% of all the total variance, 
which is less than the widely recognised cut off of 
50. This would imply that common method bias 
would not be a serious problem with regard to this 
study. As an additional measure of assessing, a 

common latent factor (CLF) was applied to 
confirmatory factor analysis model. To introduce a 
latent method factor, all of the indicators were 
loaded onto it and standardised regression weights 
compared with and without the method factor. All 
of the differences between standardised loadings 
were less than 0.20, which means that there is no 
significant distortion of structural relationships by 
common method variance. Combined, these 
findings indicate that common method bias will 
not have a significant impact on the validity of the 
study findings. 
 
5. RESULTS 
5.1. Measurement Model Assessment 
The Confirmatory Factor Analysis (CFA) was the 
initial measure of evaluation of the measurement 
model to determine reliability, convergent validity 
and discriminant validity. The findings mean that 
there is satisfactory internal-consistent across the 
constructs. The alpha values of Cronbach were 
0.81 to 0.91, which were higher than the expected 
alpha value of 0.70, and hence they proved 
reliability. All construct values were also above 
0.70 in Composite Reliability. The validity 
converged, as the values of Average Variance 
Extracted (AVE) are within the range of between 
0.56 and 0.74 which is above the minimum of 0.50. 
In addition, the square root of AVE of every 
construct was high than inter-construct 
correlations, which indicated discriminant validity. 
The measures of model fit showed that the 
measurement model fitted the data well. The 
Comparative Fit Index (CFI) was 0.93, and the 
Tucker Lewis Index (TLI), 0.92, which were bigger 
than the recommended 0.90. Root Mean Square 
error of approximation (RMSEA) was 0.048 which 
depicts perfection of model. Table 2 shows the 
reliability and validity data about all constructs, 
and Table 3 gives the results of the correlation and 
the assessment of the discriminant validity. These 
results endorse that the measurement model is 
statistically high enough and can be used to test 
structural models. 
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Table 2. Reliability and Convergent Validity Results 
Construct Items Cronbach’s Alpha Composite Reliability (CR) AVE 
System Quality 4 0.87 0.89 0.67 
Personalization 4 0.84 0.86 0.61 
Tourist Knowledge Access 5 0.91 0.92 0.74 
Cultural Engagement 4 0.88 0.90 0.69 
Destination Satisfaction 3 0.83 0.85 0.65 
Revisit Intention 3 0.81 0.84 0.56 

 
Table 3. Correlation Matrix and Discriminant Validity 

Construct 1 2 3 4 5 6 
1. System Quality 0.82      
2. Personalization 0.46 0.78     
3. Tourist Knowledge Access 0.55 0.52 0.86    
4. Cultural Engagement 0.41 0.39 0.63 0.83   
5. Destination Satisfaction 0.38 0.36 0.58 0.60 0.81  
6. Revisit Intention 0.34 0.31 0.49 0.57 0.65 0.75 

 
5.2 Structural Model Results 
Evaluation of the structural model was done after 
satisfactory model measurement fit. The good fit in 
the overall structural model was satisfied: 224 
412.36 1.84 = 0.93 CFI and 0.92 = TLI and RMSEA 
= 0.048. Good model fit is realised by values that 
are in recommended range. The standardised path 
coefficients, standard errors, critical ratios (CR), 
and levels of significance of all the hypothesised 
relationships are as shown in Table 4. Tourist 
Knowledge Access ( = 0.42, SE = 0.06, CR = 7.01) 
was also affected by System Quality ( p = 0.001), 
with the H1 being affirmed. It was also found that 
personalization had a positive impact on Tourist 
Knowledge Access, which has been significant ( = 

0.37, SE = 0.05, CR = 6.89, p < 0.001) to confirm H2. 
Tourist Knowledge Access had a massive impact 
on Cultural Engagement ( 8.45 = 0.51, SE = 0.07, 
7.45, p = 0.001 ) which applied H3. H4 was proven 
to be true as Cultural Engagement positively 
impacted Destination Satisfaction ( 0.46, SE = 0.06, 
CR = 7.12, p < 0.001). Lastly, Destination 
Satisfaction was a strong predictor of Revisit 
Intention ( =0.58, SE = 0.05, CR = 8.34, p = 0.001) 
and this validated H5. The structural model 
accounted 48, 52, 46, and 58% of variation in 
Knowledge Access of the Tourists, Cultural 
Engagement, Destination Satisfaction, and Revisit 
Intention respectively. 

 
Table 4. Structural Path Estimates 

Hypothesis Path β SE CR 
(t) 

p-
value 

Result 

H1 System Quality → Knowledge Access 0.42 0.06 7.01 <0.001 Supported 
H2 Personalization → Knowledge Access 0.37 0.05 6.89 <0.001 Supported 
H3 Knowledge Access → Cultural Engagement 0.51 0.07 7.45 <0.001 Supported 
H4 Cultural Engagement → Destination 

Satisfaction 
0.46 0.06 7.12 <0.001 Supported 

H5 Destination Satisfaction → Revisit Intention 0.58 0.05 8.34 <0.001 Supported 
 

 
Fig. 2. Explained Variance (R²) of Endogenous 

Constructs 

Bar chart showing the percentage of variance of 
the structural model of Tourist Knowledge Access, 
Cultural Engagement, Destination Satisfaction, and 
Revisit Intention. 
 
5.3. Mediation Analysis 
The mediating effects of the Tourist Knowledge 
Access (between System Quality on Destination 
Satisfaction ) were tested by bootstrapping with 5, 
000 resamples. This indirect effect had a 
significant statistical value ( = 0.19, p < 0.01), with 
95% bias-corrected confidence interval holding no 
zero (CI = 0.11 to 0.28), and thus was partially 
mediated. The direct impact of System Quality on 
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Destination Satisfaction also had a significant 
impact on the one hand (= 0.17 p < 0.05) with the 
mediator (complementary partial mediation). The 

summarization of the direct, indirect, and total 
effects is given in Table 5. 

 
Table 5. Direct, Indirect, and Total Effects (Bootstrapping Results) 

Relationship Direct 
Effect 

Indirect 
Effect 

Total 
Effect 

95% CI 
(Indirect) 

Mediation 
Type 

System Quality → Destination 
Satisfaction 

0.17* 0.19** 0.36 0.11 – 0.28 Partial 
Mediation 

 p < 0.05 
** p < 0.01 

 
6. DISCUSSION 
The results offer solid empirical data in the fact 
that the development of digital information 
retrieval systems has a strong influence on the 
access to knowledge among the tourists, leading to 
cultural engagement and increase in satisfaction 
with the destination. To start with, the high impact 
of the System Quality and Personalization on the 
Knowledge Access, are consistent with the 
previous studies in smart tourism that highlight 
the significance of usability and adaptive 
technologies. Nevertheless, the current research 
ventures beyond the past research by showing that 
the innovative efforts on the system level does not 
only affect the adoption intention but also directly 
affects cognitive learning results. Second, the high 
correlation between Knowledge Access and 
Cultural Engagement proves the theoretical 
premises of Information Processing Theory and 
Experience Economy Theory. Tourists that feel 
increased separations of interpretive clarity and 
context use are more immersed and actual. This is 
in line with other previous literature on heritage 
tourism studies that highlight how educational 
enrichment contributes to the experiential value. 
Third, the mediation analysis gives a critical 
contribution in terms of theory. Although earlier 
research conducted on the basis of TAM implies a 
direct impact of system quality on satisfaction, the 
current results reflect that satisfaction is achieved 
when digital systems contribute to better 
understanding and cultural elucidation. That is, 
technological sophistication is not a sure way of 
improving experience, but cognitive enrichment is 
what counts. In comparison with the previous 
studies which saw digital platforms merely as 
ancillary products, the current study places more 
sophisticated retrieval systems as experiential 
construction of the cultural tourism ecosystems. 
This reframing is added to the list of smart tourism 
literature as it incorporates the information 
systems research alongside the experiential 
tourism theory. 
 
 
 
 

7. Implications 
7.1 Theoretical Implications 
The research has a number of significant 
theoretical implications on tourism and 
information systems research. First, it penetrates 
Technology Acceptance Model (TAM) to greater 
lengths of exploration of the field of cultural 
tourism by transcending classical adoption 
outcomes. Although the earlier TAM-related 
studies are mainly concerned with the perception 
of usefulness and intention to behave, the present 
paper proves that system quality and 
customization have an impact on experience 
outcomes, as the mechanisms are cognitive. The 
model shifts the emphasis on simply using 
technology into transformation experience 
because the access to knowledge has been placed 
at the centre of the mediating constructs. Second, 
the paper determines tourist knowledge access as 
a mediating variable between digital retrieval 
developments and destination satisfaction. The 
past studies have tended to consider digital 
platforms as auxiliary resources or aspects of 
infrastructure which are not empirically 
investigated on the influence of retrieval quality on 
the understanding depth and the sensemaking 
experience. This study uses Information 
Processing Theory along with the frameworks of 
experiential tourism by confirming the mediating 
role of knowledge acquisition. Third, the results fill 
the digital information systems studies and 
experiential tourism gaps in literature. Instead of 
recognising the use of technology and experience 
as parallel construction, the suggested structural 
route shows how system-level traits can have a 
cascadic effect on engagement, satisfaction, and 
revisit intention. Such an integrated model is 
relevant to the theory of smart tourism ecosystem 
because it formulates the conceptualization of 
advanced systems of retrieval as experience 
infrastructure of cultural attraction sites. Together, 
they serve as contributions to the theoretical 
knowledge on the role of intelligent digital systems 
in cognitive enrichment and experiential value 
creation in the tourism environment. 
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7.2 Managerial and Practical Implications 
The results have practical implications on 
destination management organisations, cultural 
heritage planners, and developers of the digital 
platform. The findings reveal that investments in 
sophisticated retrieval technologies are supposed 
to focus on cognitive enhancement and not 
rudimentary information presentation. The quality 
of the system is not enough as long as it does not 
contribute to the improvement of interpretive 
clarity and the background perception. The 
destination managers need to pay attention to the 
introduction of AI-powered personalization 
processes that would vary the content according to 
the preferences, language, and location of the 
visitor. Multilingual system of semantic retrieval is 
especially important in multicultural destinations 
that have international inflows of tourists. Also, 
knowledge-graph-based heritage interpretation 
systems can be used to develop better integrations 
of knowledge to provide stronger connexions 
between the narratives in order to explore cultural 
storeys in a more organised and immersive way. 
On the part of technology developers, the research 
paper presents a lesson on how to reconcile 
system architecture with the experiential goals. 
The algorithms used to find the relevant 
information must be written in such a way that 
they maximise relevance, contextual depth, and 
interpretive coherence and not merely on search 
efficiency maximisation. Digital information 
systems that operate in smart tourism 
environments play the role of experience-shaping 
tools and need to be designed in such a way that 
they portray the strategic role. This work can offer 
recommendations to improve the competitiveness 
of the cultural destination and long-lasting tourist 
loyalty by restructuring digital retrieval systems as 
experience enabling systems instead of 
informational utilities. 
 
CONCLUSION AND FUTURE RESEARCH 
This paper has discussed the role of digital 
information retrieval system developments in 
improving the techniques of tourist knowledge and 
experience of cultural destinations. Using the 
technology acceptance theory, information 
processing theory, and the experiential tourism 
structures, the results reveal that modern retrieval 
systems are not only informational tools but 
strategic facilitators of cognitive richness and 
depth of experience in the cultural tourism context. 
The empirical findings confirm the idea that there 
is a positive relationship between quality of the 
systems and personalization and perceived access 
to knowledge. Enhanced access to knowledge in 
turn enhances cultural engagement, destination 
satisfaction as well as a positive impact on revisit 
intention. The analysis of mediation also 

demonstrates that knowledge acquisition is the 
key process that connects the quality of the 
retrieval system with the overall results in 
tourism. These results indicate that the level of 
technological sophistication is not a sufficient 
factor to promote visitor satisfaction; instead the 
role of a digital system is significant in adding to 
the experiences of the visitors when they create a 
better understanding in the interpretation, 
contextual, and cultural interaction. The paper 
highlights the critical role of smart, informational 
systems, in smart tourism smart systems, which 
are intelligent, context-sensitive and culturally 
adaptive. Cultural sites need to focus on accuracy 
of personalization, semantic depth, and 
interpretive coherence as well as producing the 
traditional usability and accessibility. This study 
produces value by developing a conceptualization 
of retrieval systems as experiential infrastructure, 
which adds to a more holistic perception of the 
digital transformation in the field of tourism 
management. In spite of the study, there are 
limitations which offer future research. Cross-
sectional research design limits the causal 
inference and the geographic cis-section of the 
chosen cultural heritage sites can be a limitation in 
generalisation. Also there is a chance of perceptual 
bias as one relies on self reporting measures. 
Longitudinal designs will be required in future 
studies to measure lasting experiential effects, 
cross-cultural comparisons will be done to 
understand contextual divergences in digital 
knowledge engagement, and behavioural or 
observation data will be incorporated to improve 
the methodological level. With digital mediation 
still in the process of enhancing how tourism is 
experienced, the efficiency of the information 
retrieval systems will further influence the manner 
in which the visitor makes meaning, authenticity, 
and destination loyalty. Further academic focus is 
thus necessary in order to comprehend changing 
relationship between intelligent technologies and 
value creation in experiential tourism. 
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