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Welcome!

Planning the Future –

An Introduction to Mapping the Visitor Experience  
• Please post your name, your employer and location in the CHAT

• Please open the WORD doc you were sent (a link will be available in the 
CHAT once intros are complete)

• We will get started shortly! Thank you for joining us.
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What is the VISITOR EXPERIENCE?

The perceptions, feelings and reactions a visitor has 
in relationship to their surrounding environment. 
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The Visitor Experience
Seattle Japanese Garden 
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What can we do differently?

Improve experiences through 

Visitor Experience Mapping
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What is Visitor Experience Mapping? 
• A (VE) map is the creation of a visualization of the steps a visitor 

might go through in engaging with the site during the visit. 

• It is based on personas that represent specific “types” of visitors and 
shows what happens at each stage. 

• By visualizing a type of experience, the visitors’ needs, actions, 
emotions and pain points can be better addressed. 

Source: https://museumsdigitalculture.prattsi.org/visitor-journey-mapping-in-museums-f18442ee1d99
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What is the visitor DOING? THINKING? FEELING? 
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What are the benefits of VE Mapping? 
• Improved visitor experience 
• Generate higher visitor satisfaction rates
• Develop a reputation that generates increased 

attendance/revenues/memberships/support
• Build stronger relationships with members/ 

neighbors/residents/officials 
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Visitor Motivation 
• Why does a visitor come to your site? Jot down one or two reasons.  
• What motivates a visitor? Why do they come? 

Dr. John Falk, Oregon State University 
Research on visitors’ self-identified motivations and then grouped them into 5 groups
➢ Facilitators–motivated by other people and their needs (i.e. a parent bringing a child)
➢ Experience-Seekers–motivated by the desire to see and experience a place (i.e. tourists)
➢ Explorers—motivated by curiosity and a desire to learn (personal interest)
➢ Professional/Hobbyists–motivated by specific knowledge-related goals (i.e. a scholar researching a 

specific topic, gardener, birder)
➢ Rechargers–motivated by a desire for a contemplative or restorative experience (i.e. meditation, yoga, 

poetry) 

Find the category in the Padlet (link in CHAT) that best fits the motivation for visitors you are thinking about and 
write it under the appropriate column(s) by clicking on the CROSS SYMBOL. 
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Let’s Give it a Try – Your Own Site
Using the worksheet……
❑ Think of at least three different types of visitor groups 

(Profiles/Personas) 
❑ Match them with a motivation category (Motivations)  
❑ How do they make a decision to visit? (Decision) 
❑ What do they need upon Arrival?
❑ What are they likely to do On-Site? 
❑ What is their Departure experience like? 
❑ How can you engage this visitor group to develop a 

continuing relationship or get them to return? (Engagement) 
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Best Practices for Visitor Experience Mapping 
• Define the issue. What are your goals? Why are you doing it? 
• Craft a vision for success – what does success look like? 
• Work in a group. Who should be on the team? What insights are 

needed?
• Observe – talk with real visitors, collect/use existing data
• Think of touchpoints – how/where does the visitor connect? 
• Are there any painpoints? (i.e. wayfinding, restrooms, crowding)
• Make it visual (photos, maps, sketches)
• Be honest – what is the REAL visitor experience?
• Use the map – share with others, check assumptions
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Resources – Flipboard  
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Resources 

➢Lennox Insites http://lennoxinsites.com/client-portal/

➢Flipboard – Mapping the Visitor Experience 
https://flipboard.com/@interpman/mapping-the-visitor-
experience-57padgnly

➢Creating Great Visitor Experiences – Stephanie Weaver 
https://www.amazon.com/Creating-Great-Visitor-Experiences-Libraries/dp/1598741691

http://lennoxinsites.com/client-portal/
https://flipboard.com/@interpman/mapping-the-visitor-experience-57padgnly
https://www.amazon.com/Creating-Great-Visitor-Experiences-Libraries/dp/1598741691
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Questions, Comments, Discussion
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Here’s to Tomorrow! 

Chuck Lennox

Seattle, Washington
www.LennoxInsites.com

http://www.lennoxinsites.com/

