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Collaboration for Ongoing 
Visitor Experience Studies

=



COVES is designed to unite science centers 
in systematically collecting audience-level 

data, with a focus on institutional and field-
wide improvement.



COVES provides common data to help with 
decision-making.



What do we need to know?
Who visits

What they see & do

Why they visit

How they feel



provides:

• a common instrument & shared measures

• institutional flexibility

• analytical assistance

• evaluation capacity building resources

• dynamic reporting

• systematic comparison



19 (+2) participating institutions



14 months of data 
    

Data Summary

Representing 

21,294 visitors

N = 

5,857 

surveys

From 13 institutions, 
sample sizes from  
   

64

796





What kinds of comparisons can we make?

Examples created with COVES Year 1 aggregate data 

Collected July 1, 2016 – June 30, 2017



Boys
53%

Girls
47%

Gender of children in groups

Male
41%

Female
57%

Other/Prefer 
not to say

2%

Gender of adults in groups

Looking at the aggregate - Gender



Spend time together

Fun / entertainment 
for group

Fun / entertainment 
for myself

To bring out-of-town 
guests

Education for group / 
kids

Education for myself

Because that’s what 
good parents do

To see a specific 
exhibit, program, show

Something to do while 
visiting

Had coupon/free pass

Something to do in 
poor weather

37%

25%

17%

Looking at the aggregate - Motivations



Comparing to the aggregate – Membership

Members
29%

Non-members 
71%



Non-
members

100%

Institution A

Members
11%

Non-members
89%

Institution K

Members
27%

Non-members
73%

Institution E

Members
48%

Non-
members

52%

Institution L

Comparing to the aggregate – Membership



Comparing to subgroups – Adults/children

Groups with children, 
73%

Groups with children, 
67%

Groups with children, 
91%

Groups with children, 
72%

27%

33%

9%

28%

Aggregate

Large

Medium

Small/Very Small



Groups with children, 
73%

Groups with children, 
67%

Groups with children, 
91%

Groups with children, 
97%

27%

33%

9%

3%

Aggregate

Large

Medium

Small/Very Small,
minus outlier

Comparing to subgroups – Adults/children



Comparing to Census – Race/Ethnicity

73%

10%

8%

7%

2%

1%

2%

5%

White or Caucasian

Asian

Hispanic or Latino

Black or African-American

American Indian or Alaskan Native

Native Hawaiian or Pacific Islander

Other race

Prefer not to say



43%

26%

28%

20%

1%

0%

14%

White or Caucasian

Asian

Hispanic or Latino

Black or African-American

American Indian or Alaskan Native

Native Hawaiian or Pacific Islander

Other race

Comparing to Census – Race/Ethnicity



94%

3%

13%

1%

2%

0%

3%

White or Caucasian

Asian

Hispanic or Latino

Black or African-American

American Indian or Alaskan Native

Native Hawaiian or Pacific Islander

Other race

Comparing to Census – Race/Ethnicity



Net Promoter Score

“On a scale from 0 to 10, how likely are you to recommend the 
New York Hall of Science to a friend or colleague?”

Promoters select 
9 or 10

Detractors select 
6 or below

Passives (7s and 8s) 
are omitted



Comparing over time – NPS

68.3

72.3 72.8

69.8

Jul-Sep 2016 Oct-Dec 2016 Jan-Mar 2017 Apr-Jun 2017



Comparing over time – Experience ratings

6.50

7.00

7.50

8.00

8.50

9.00

9.50

Jan Feb Mar Apr May Jun

Exhibits in good working order

Institution J



Comparing to the aggregate – Experience ratings

6.50

7.00

7.50

8.00

8.50

9.00

9.50

A B C D E F G H J K L M N

Exhibits in good working order



Panel Q&A



Megan Pratt

Pensacola MESS Hall

Christine Reich

Museum of Science, Boston

Bert Vescolani

Saint Louis Science Center

Margaret Honey

New York Hall of Science



Audience Q&A



Thank you!
info@understandingvisitors.org

Find us at Booth #517!

mailto:info@understandingvisitors.org
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