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The Institute for  Learning Innovation (ILI) is a nonprofit 
organization dedicated to understanding, facilitating and 
communicating about free-choice learning.
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What is marketing research?What is marketing research?

Wikipedia, marketing research:
http://en.wikipedia.org/wiki/Market_research

Process of systematically 
gathering, recording and 
analyzing data and 
information about 
customers, competitors 
and the market.

http://en.wikipedia.org/wiki/Market_research
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What is marketing research?What is marketing research?

Who are you trying to reach 

and how is it working?
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Why do marketing research?Why do marketing research?

Our assumptions about what visitors 
want are often inaccurate...

and we can’t afford to be wrong.

http://www.flickr.com/photos/15799153@N00/538220244/
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Why do marketing research?Why do marketing research?

Sometimes we celebrate success...

when it’s due to something else.

http://www.flickr.com/photos/chrissyshome/1002761051/
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Why do marketing research?Why do marketing research?

Knowing what sets visitors’ expectations...

leads to more satisfying visits.

http://images.google.com/imgres?imgurl=http://www.reece-search.com/images/illustrations/happy_person.jpg&imgrefurl=http://www.reece-search.com/testimonials.php&h=286&w=245&sz=20&hl=en&start=2&tbnid=MLdN1XD9uA-0kM:&tbnh=115&tbnw=99&prev=/images%3Fq%3Dhappy%2Bperson%26gbv%3D2%26hl%3Den
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Who and where are potential visitors?

How do you reach them?

What do they want?

Who is visiting, and why?

Who’s not visiting, and why not?

What makes visitors want to come back?

How can you encourage positive 
word of mouth?  (see www.womma.org) 

Marketing research is used to find out…

http://www.womma.org/
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Segmentation studies
Attitude, Awareness and Usage
Branding studies
Advertising studies

Customer satisfaction studies

Marketing exit surveys

Segmentation studies
Attitude, Awareness and Usage
Branding studies
Advertising studies

Customer satisfaction studies

Marketing exit surveys

Marketing research in museums

Wikipedia, types of marketing research:
http://en.wikipedia.org/wiki/Marketing_research#Types_of_marketing_research

http://en.wikipedia.org/wiki/Marketing_research#Types_of_marketing_research
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Start with one question.

Who is visiting the institution?

(and what do you already 
know about them?)

http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
http://images.google.com/imgres?imgurl=http://morgamic.com/img/unknown.gif&imgrefurl=http://morgamic.com/2005/12/15/the-value-of-face-time/&h=200&w=200&sz=2&hl=en&start=27&um=1&tbnid=-5n_5lWYzpWecM:&tbnh=104&tbnw=104&prev=/images%3Fq%3Dquestion%2Bmark%2Bface%26start%3D20%26ndsp%3D20%26um%3D1%26hl%3Den%26rlz%3D1T4DKUS_enUS266US270%26sa%3DN
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What is an exit survey?

My working definition…. 

A survey or interview completed 
after the visit that covers many 
aspects of the experience as well 
as demographic and/or 
psychographic items.
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What is an exit survey?

Finds out who’s coming 

and what they think of the visit.
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Previous visitation

Ratings of overall visit, areas

Programs and exhibitions 
(influence of, popularity, ratings)

Demographics (age, gender, group type)

Psychographics (personality, values, 
attitudes, interests, lifestyles)

Mission-related information 

Post-visit information

Previous visitation

Ratings of overall visit, areas

Programs and exhibitions 
(influence of, popularity, ratings)

Demographics (age, gender, group type)

Psychographics (personality, values, 
attitudes, interests, lifestyles)

Mission-related information 

Post-visit information

Common Topics in Exit Surveys
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Breadth but not depth

Complements other research, including 
exhibition and program evaluations 

Benefits many departments

Should inform institutional decisions, 
not just marketing

Breadth but not depth

Complements other research, including 
exhibition and program evaluations 

Benefits many departments

Should inform institutional decisions, 
not just marketing

Overview of Exit Surveys
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Where and who are they?

Do they know you exist?

What do they think of you?

Have they visited?

What differences and similarities are
there between markets?

Identify and learn about specific markets…
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Marketing research, 
when used effectively,
will help you to…

• better understand your audiences

• be more strategic in communications

• measure your impact

• make more informed decisions

http://believingthomas.files.wordpress.com/2006/11/crazy-sign.JPG
http://images.google.com/imgres?imgurl=http://www.myhamilton.ca/NR/rdonlyres/4266ACD2-B275-42A7-B132-D236E1386D28/13513/Rb24.jpg&imgrefurl=http://www.myhamilton.ca/myhamilton/CityandGovernment/ProjectsInitiatives/jamesjohn2way/&h=1056&w=816&sz=49&hl=en&start=27&sig2=0duoshwngPI80atERpH-zg&tbnid=7iS9OU0_nv6B3M:&tbnh=150&tbnw=116&ei=mmwPSOaFNYuueYbDnMQJ&prev=/images%3Fq%3Done%2Bway%2Bstreet%2Bsign%26start%3D20%26imgsz%3Dxxlarge%26as_st%3Dy%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN
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Steven S. Yalowitz 
yalowitz@ilinet.org 

(410) 956-5144,  ext. 124

www.ilinet.orgVisit Us Online:

Understanding, Fostering, and Promoting Lifelong Learning
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