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COVZS

COVES is designed to unite science centers
in systematically collecting audience-level
data, with a focus on institutional and field-
wide improvement.



How do we compare?
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Siloed studies
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COVZ=S

“visitor experience”



The “visitor experience”
Who visits Why they visit

bt

What they see & do How they feel



Creating the shared measure
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j Creating the shared measure

Content validity

Expert review by:

1. COVES participants

2. Measurement experts
3. VSA attendees




j Creating the shared measure

Process validity

1. Pilot interviews

2. Think-aloud

3. Data collector feedback




Flexible instrument

Core COVES Survey
(demographics, visitation, etc.)

Institution-specific questions
= | (marketing, temporary exhibit ratings,
Institutional initiatives, etc.)




Shared reporting structures

COVES sites collect data onsite...

...feeding into the central database

qua|tr|cs_m Projscts  Contacts  Lbrary  Admin  Help @
x
[ All Projects B rroectype - qQ
All Projects 131
Shared with Me 0
Type Project Name Status Last Modified Creation Date Responses Actions {3}
T 02 Survey CT Science Center COVES Survey ® Active Juls, 2019 Apr 23,2019 a2 -
2016-2016 Pilot Period 2 Dashboards School VXM 2 Jan 31,2018 Jan31, 2018 - v
archive 5 Dashboards COVES - Jan 11,2018 Jan11,2018 - v
'. Survey DoSeum COVES Survey ® Active Jul5, 2019 Dec 4, 2017 §12
Bradl y Science Museum
§° survey MODS COVES Survey ® Active Juls, 2018 Aug 13,2018 36 .
CDM San Jose
B® survey SLSC COVES Survey v2_Main entrance o Active Juls, 2019 May 8, 2017 2004 v
caosl
B§® Ssurvey The Franklin Institute COVES survey ® Active Juls, 2019 Dec 20, 2017 2207 -
COVES - Inactive o
§* Survey Orlando COVES Survey ® Active Jul5, 2019 Aug 16, 2018 564 ~
Amazeum
" Survey Discovery World COVES Survey ® Active Julb, 2018 Jan 2, 2019 330 v
Discovery Center of lda. 3
” Survey COSI COVES Survey v2 ® Active Jul, 2018 May 8, 2017 2661 v
Discovery Museums Ac... 3 1" Ssurvey EcoTarium COVES Survey & Active Jul5, 2018 May 8, 2017 1851




Vocalize data dashboard

COVES Data Dashboard ~ % Projects Contacts Library Admin Help @

@ Aggregate Data Summary Comparison to Aggregate %Admin Test Page -;: D @ @’

Filtering by: Hide Filters L¥ PageOptions v  # EditPage
Experience Ratings

Net Promoter Score Breakdown 15188 Responses 1 Net Promoter Score @ 15188 Responses

79%

|
20%

_ 4%

Promoter Passive Detractor

Overall Experience Rating @ 4874 Responsas

|+


https://coves.qualtrics.com/vocalize/

Aggregate Data Summary Comparison to Aggregate

Data Dashboarc Projects  Contacts  Library

_ Prajects Contacts Library Admin Help
Admin  Help

. il regate Data Summary mparison gate <& AdminTestPage ®  + h <= @ B
Aggregate Data Summary omparison to Aggregate &/ Admin TestPage ®  + h < B @ = e y o e B '
Filters v  Date:All Time »  size: All v Fiscal Vear (Julyjune): All v HideFilters  Resetto Default Options ~ 4 Edit Page
Filters « @ Dashboard Exclude: Include Date: All Time v Calendar Year (Jan-Dec): ~ Fiscal Year (July-June): All v Hide Filters £} Page Options ~ 4 Edit Page
. . On this page, by default, charts labeled "Aggregate” include data from every institution except your own. The charts that say "Your Institution” include data from only your institution.
Expe rl e n Ce Ratl n g S Filtering by institutional size still functions as before. Please check the "Data Summary Comparisons” section at the bottom of the dashboard for a list of institutions included by size.

Net Promoter Score Breakdown 38426 B Net Promoter Score @ 36.426 Resp Overall Experience Rating @ 25386 responses X Expe rl e n Ce Ratl ng COI I | pa rISOn S
Responses
754%
Aggregate Net Promoter Score 36801 T ‘Your Net Promoter Score 36.801 Responses T NPS Breakdown (Aggregate) 96601 Responses Y1 &
RESpONSes .
? 1 0 Good (14%) Excellent (53%) Superior (32%)
L}
20.3% ;
. ) ]
1.3%
20%
Fromater Fasse bt Fair @ Good @ Excetent @ Superio
Educational Quality (Aggregate) Y 3 Educational Quality (Your Institution) A £3 %
33,648 Responses. 33,848 Responses.
Quality of Educational Experience 33475 Responses * Quality of Entertainment Experience 22,437 Responses * Value for the Cost 31,885 Responses * Promoler Passe
P, S —, P —, 7/ _ . / R S

Comparison Over Time

tacts  Library  Admin  Help um of Sc Projects  Contacts  Library  Admin  Help
nstitutional Data Summary ~ Comparison Over Time  Real Time Su NewPage ®  + h < @ B & Institutional Data Summary ~ Comparison Over Time  Real Time Survey Tracking ~ New ® + h <= R B &
Filters + Institution: All + Date: All Time v Member?: All v scal Year: All v  Quarter: All v  MOS seedo includes all responses Hide Filters  Reset to Default ons 4 Edit Page Filters ~ Instit Al v Men Al v  DatetAllTime v  Quarter: All v

~  Hide Filters €3 Page Options ~ 4" Edit Page

Experience Ratings Experience Rating Comparisons

Net Promoter Score @ 36,601 Resp Net Promoter Score Breakdown 36.601 Responses E3 What is the primary reason for your rating? (NPS) @ 3,130 Responses * FY18 Net Promoter Score 13,131 Respo Y FY19 Net Promater Score 17,892 Responses Y FY18 Overall Experience Rating 13231 Responses Y1 &
.
. FY18 NPS Category 13,131 Responses T o+ FY19 NPS Category 17,652 Responses Ti &
76% 75
Overall Experience Rating @ 36629 Responses i n




Aggregate Report

Yearly, July-June cycle

HOW TO READ AND INTERPRET
THE GRAPHS IN THIS REPORT

NET PROMOTER SCORE (NPS)
“Ona scale from o to 10, how likely are you to recommend [Institution Name] to friend or colld
UNDERSTANDING i i
Net promoter scores frof
- el INDIVIDUAL RESPONDENT DEMOGRAPHICS
our V I S l To RS = g— bluepages(pages6-22) The survey aiso asks for some information from the primary respandent only.
10 Noo veutics scales. Each dot This information is summarized below.
v 2 - - institution’s NPS.
Multi-Institutional IN THIS REPORT & e
Science Center Study Promoters (3:10) N 757% This dark gray cirde
Passives (7-8) 196% Ld MEMBERSHIP DATE OF LAST VISIT
JULY 2017-JUNE 2018 represents the average ey s
| WHAT 1S COVES? Datiacton (0-®), B4O% NPS across institutions: ’
(1 Coaan: 0% Within the past 3 months. 2%
| PARTICIPANTS PO Pl 20% 3-6 months ago g T,
3 iths-1 8%
| DATA COLLECTION PILOT subtracting the percentage of “Detractors” 4 The NPS scale goes fron] "“;"y;’sy:g‘; 5
(ratings of 0-6) from the percentage 82100 butweare rprey NUMBER OF VISITS IN 2.5 yearsago 6%
| SAMPLE SIZE of “Promoters” (ratings of 910). In atrunaated version. The THE LAST YEAR Ty
this example, 75.7% - 4.6%=71.1% w_ oneachbluepageisthe S 510 years ago | 4%
| WHY ARE THE DATA INTERESTING? The net score hasa possible range of -100 = so they canbe compared St ot _— 10+ years ago i 5%
W Never 3%
2-4 29% .
| HOW TO READ AND INTERPRET OVERALL EXPERIENCE RATING (OER) it Not surs | %
THE GRAPHS IN THIS REPORT 5 i 15
“Please rate your overall experience at [Institution Name] today”
| AGGREGATE DATA OVERVIEW EDUCATION
| WHO VISITS n=11600
™
Some HS | 1% 65%
14| WHY THEY VISIT i us jpex Astan J§ 6%
15 | HOW THEY BATE THEIR ViSIT pesciige of kors scrom bt o e Hispanic/Latinx 1 6%
Who selected that rating (1.2 “Sup Cotlege - Biack/African American || 5%
| DATA DEEP DIVES s Amer. indian o Alaskan Native |1%
Srsd 2% Native Hawailan/Pacinc Istander |<1%
“Fair” and “Poor” are additional response options onthe Prefernot to say | 3% Muitipie races Identified |§ g%
OER scale, but are not displayed because they represent Prefer not to say 7%
such small percentages (less than 29 combined). Other | 2%
g 'HOUSEHOLD INCOME
20 | SUMMER, FALL, WINTER, AND SPRING e
LARGE, MEDIUM, AND SMALL INSTITUTIONS
e 25000 51 € uzresomnce
L =1.066
| GET INVOLVED WITH COVES $25,000-$49,090 4§ 2% Z Yes 6%
$50,000-574.999 g 1% No 4%
$75,000-$99,999 | 12%
$100,000-$149,999 7% LGBT+ IDENTIFICATION
$150,000-5199,999 1 2% Ry
$200,000-5249,999 || 4% Yes || 5%
$250,000-$300,000 | 2% No | ar%
More than $300,000 | 3% Not sure | 1%
Prefer not to say/Not sure 2a% Prefer not to say JI 7%




First-time visitors vs. Repeat visitors

32.2

51.1

OVERALL EXPERIENCE RATING
n=2,309 / n=3,154

FIRST-TIME VISITORS
SUPERIOR

EXCELLENT
GOOD

15%%

REPEAT VISITORS
SUPERIOR

EXCELLENT
GOOD

RESIDENCE OF GROUP
n=3,612 / n=7,432

Locals-only

Out-of-towners only

Mixed group




vs. Groups with children

ADULT AGE
n=3,660 / n=12,242

) 28%
18-24 oo

28%
29%

9%
35-44 N 39%

21%
45-64 I -0y

25-34

14%
&5+ B 7w

DATE OF LAST VISIT
n=2,480 / n=9,061

49%
Mever
visited BN 29%

LGBT+
n=2,455 / n=9,015

9%

Yes I 4%

INCOME
n=2,434 / n=8,997

Nn%

Under $25,000 |4%

13%
$25,000-%49,999 R

12%
$50,000-%74,999 4%

10%
$75,000-399,999 g 1o,

12%
$100,000-$149,999 [ 159

5%
$150,000-%199,999 | a%

More than $200,000 o ag-a;

Prefer not to say/ 29%
not sure B 22%




Locals vs. Out-of-towners (Non-members)

EXPERIENCE RATINGS

OVERALL EXPERIENCE RATING Average rating, scale from O to 10 wheara 10 is higheast
n=2,055 / n=1,601 n varies
8.93
experience :
EXCELLENT
8.42
Value for cost
16%
working order 8.74
OUT-OF-TOWMERS SUPERIOR
ELLENT Staff member 9.06
s helpfulness _ 9.20
GOOD
Restrooms 8.75
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