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Executive Summary

The New York Botanical Garden (NYBG) is a renowned botanical museum,
educational institution, and conservation organization located in Bronx, New York. It is
celebrated for its extensive plant collections, beautiful landscapes, and significant role
in botanical research, attracting visitors and researchers from around the globe.

Unmoderated Remote User Testing (URUT) was conducted with online participants
to evaluate usability issues on the NYBG website. URUT allows researchers to conduct
cost-effective user research in the user’s natural environment through screen and voice
recording software. The software used for this study was UserTesting.com.

This study focused on the navigability of the website for general visitation user flows,
such as looking at garden hours, current exhibitions, and ticket options. Based on the
evaluation, 3 usability concerns were identified and addressed:

1. Recommendation #1: Improve navigation of carousel elements on the
homepage

2. Recommendation #2: Enhance the navigation menu’s visual affordance to find
submenus

3. Recommendation #3: Standardize the presentation of general information
regarding NYBG’s hours and tickets

4. Recommendation #4: Collate content about ticketing for locals on the Tickets
page and the Ticketing portal

This report details the methodology used, outlines and explains the user testing
findings, and provides an in-depth review of the commendations mentioned above.
This report aims to provide a prioritized list of recommendations for improving the
usability of the NYBG website for browsing visitor information, the ticketing process,
and the overall quality of the application.
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Introduction

The New York Botanical Garden is a premier institution dedicated to plant research,
conservation, and education, boasting one of the world’s largest and most diverse
botanical collections. Its website serves as a crucial portal for visitors to access
information about visiting hours, current exhibitions, educational resources, and event
ticketing. Recognizing the importance of the website in facilitating the visitor
experience, this testing aimed to assess the site's effectiveness in delivering
information, facilitating user interactions, and providing an overall satisfactory
experience for visitors.

The Unmoderated User method was chosen to evaluate NYBG’s desktop website.
While the NYBG website is beautifully designed, user-friendly, and provides a wealth of
information, conducting an URUT will provide specific issues related to the tasks
assigned. A group of twelve participants engaged in various tasks designed to
evaluate different aspects of the website's usability. This approach was particularly
focused on testing the visitation and ticketing flow, a critical component for NYBG,
which relies heavily on a reservation system for managing visitor entry and ensuring a
smooth operational process. Analysis of these tests lead to four critical
recommendations to improve the usability of NYBG’s website. This report highlights
key findings, including areas of strength and opportunities for improvement identified
during the testing process.
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Methodology

An Unmoderated Remote Usability Test is a widely implemented evaluation method
used to identify usability issues in an interface. It allows participants to interact with a
product or website from their environment without direct supervision or guidance from
a moderator. Participants are given specific tasks to complete and provide feedback,
allowing for natural user behavior to be observed and analyzed remotely through
screen and voice recording software. (Gray, 2015).

An URUT was chosen because it allows researchers to conduct user research in the
user’s natural environment. Additionally, it is more cost and time-effective than
in-person, moderated user tests. They provide qualitative and quantitative data from
real users. The parameters of this method are outlined below,

The software used for the purpose of this study was www.UserTesting.com.

USER GROUP

Our user group is very diverse. The age range of the female and male users was 19-52.
They are located around the United States, and their main language is English. Their
salary ranges from $10,000 to $20,000+ for part-time or full-time employees. A total of
12 users were tested. For more detailed user profiles, please see Appendix A.

SCENARIO

You want to visit the New York Botanical Garden with your friend this weekend. Plan
your trip to see The Orchid Show: Florals in Fashion.

TASKS

Tasks were designed using recommendations from Schade (2019).
1. You want to know when the NYBG is open.
2. Look for more information about the current exhibitions at the NYBG.

3. Look at how to buy tickets for The Orchid Show: Florals in Fashion on Friday,
March 8th, 2024.

4. You find that you are going to be visiting the NYBG a lot this year. Find a way to
access a discount for your tickets.
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POST-TASK QUESTIONS

1. What frustrated you most about this site?
If you had a magic wand, how would you improve this site?

What did you like about the site?

A 0D

How likely are you to recommend this site to a friend or colleague (0=Not at all
likely, and 10=Very likely)?
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Results

OVERALL FINDINGS

Based on the user observations, a total of eighteen issues were identified with the
usability and functionality of the NYBG website. Overall, users have expressed a need
for more precise labeling, intuitive navigation, and enhanced functionality. The main
areas of confusion for users were navigating the main menu, the ticketing portal, and
the tickets and hours page. For a full list of the data collected, please see Appendix B.

Users appreciated the informative and easily accessible homepage. However, they had
difficulties navigating the website using the main menu. They often missed subtle
indicators like navigation arrows and found the navigation menu labels confusing. For
instance, the "What's On" label was not immediately associated with current
exhibitions, leading to confusion.

Despite efforts to provide comprehensive information, some users found that the
exhibition and event pages needed more visual content and wanted more photos. The
filters on the "What's On" page were noted to be somewhat hidden, impacting their
discoverability. Users also faced difficulties navigating the ticketing portal, including the
inability to rectify errors and the absence of modern website standards. They
emphasized the importance of more precise labeling and easier access to discounts,
particularly for memberships. Furthermore, users expected our operating hours to be
prominently displayed at the bottom of the visit page, following industry standards.

Below, we describe the main areas of confusion for users in more detail and outline
four recommendations:

1. Recommendation #1: Improve navigation of carousel elements on the
homepage

2. Recommendation #2: Enhance the navigation menu’s visual affordance to find
submenus

3. Recommendation #3: Standardize the presentation of general information
regarding NYBG’s hours and tickets

4. Recommendation #4: Collate content about ticketing for locals on the Tickets
page and the Ticketing portal
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PROBLEMS & RECOMMENDATIONS

RECOMMENDATION #1:
elements on the homepage

THE PROBLEM

Improve navigation of carousel

The garden's homepage features a carousel with images and descriptions of current
events and exhibitions as well as a calendar with events. Users are encouraged to
navigate the slides using the designated arrows to access information within the
carousel. However, users have highlighted a usability concern regarding the need for
an indicator specifying the carousel's current slide. This lack of clarity compels users to
navigate the carousel without knowing when it concludes. Such ambiguity could result
in users overlooking valuable information within the carousel due to the unawareness

of additional content.

Become a Member Today
There’ ing new to discover at the Garden each and every season, and as a

. as often as you'd like—with free admission

HYE i [ Tickets ] [ Membership | [ Support |
MAKE NATURE SECOND &
NATURE

"I'm unsure when to stop
clicking on this arrow
(slideshow on the
homepage) until it cycles
back to the initial slide."

- Quote from User #6

T —
©0O)
© Tuesday Mar. 5 @
Women’s History Forest Bathing NYBG The Orchid
Month 2024 Ongoing| At the Garden Landmarks Tour Show: Florals in
Arrows allow Online & At the Garden Various Times | At the Garden Fashion TOllr

for easy
navigation but
don't indicate
content
volume

Various Times | At the Garden




allow users to M

OUR SOLUTION

The carousel element is an effective way to showcase both upcoming and ongoing
events in the garden. To improve the user experience, including navigation dots at the
bottom of each slide is recommended. These dots will act as indicators, allowing users
to track their progress within the carousel and show which slide is currently being
displayed. This addition will enable users to assess the amount of content viewed and
give them a clear idea of the remaining content in the carousel. This feature will likely
motivate users to explore all the presented information, leading to a more engaging
and oriented interaction with the carousel.

HY

MAKE NATURE SECOND
NATURE

Become a Member Today

There’s something new to discover at the Garden each and every season, and as a
Member, you can experience it all year round, as often as you'd like—with free admission
and exclusive benefits.

Tickets || Membership || Support

OO

HAT'S ON

@ Tuesday Mar. 5 @

View Calendar

nth 2024 Ongoing| At the Garden Landmarks Tour Show: Florals in

This addition will ijmen’s History Forest Bathing NYBG The Orchid

track their

progress through
the content
carousel by
displaying the

amount of

content viewed
and remaining.

ihe & At the Garden Various Times | At the Garden Fashlon Tour
Various Times | At the Garden
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RECOMMENDATION #2: Enhance the navigation menu’'s visual
affordance to find submenus

THE PROBLEM

The website has a primary navigation bar that offers a submenu of more specific
navigation options. To indicate this added functionality, right-facing arrows are
strategically positioned beside the right margin of the main menu options. However,
5/12 users overlooked the submenu because they didn't notice the arrows highlighted
separately from the main menu. As a result, they clicked on the main menu instead of
the submenu, only to realize later that the submenu was available. User #4 expressed
surprise when they encountered this issue, saying, "l didn't notice those arrows
before."

Additionally, the main menu and arrows are clickable as separate entities, so users
must click on the arrow to access the submenu options. This increases the likelihood
of users overlooking the arrow and missing out on the submenu.

“Y I Tickets H Membership ” Support
Whats On How to Get Here
Gardens > Dining
Plant Science > Interactive Map & Mobile
Guide i
Learn >
Group Visits
About > P
Accessibili
Shop ty
Visitor Tips & Policies

"l didn't notice those

arrows before!"
The color of the submenu arrow

signifiers is too dark, making them
easily overlooked when the main
menu highlight is active.

- Quote from User #6
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OUR SOLUTION

The website's main menu and submenu provide users with a wide range of helpful
navigation options to ensure a seamless browsing experience. Small additions to the
menu will help refine the user experience and address the observed challenge of users
initially overlooking the submenu. Streamline user interaction by ensuring that both the
right-facing arrows and main menu navigation items are collectively highlighted upon
hovering and function as a cohesive, clickable entity. This implies that users can
access the submenu by clicking either on the main menu itself or the arrows,
eliminating the need for specific clicks on the arrows.

Additionally, elevating the visibility of the arrows by introducing a distinctive color
when highlighted. This visual refinement draws attention to the arrows, making them
more conspicuous and reinforcing their role as indicators of the submenu's presence.
The introduction of a different color facilitates prompt recognition of the submenu
indicator. The combined effect of unified clickability and heightened visual affordance
contributes to a smoother user journey, ensuring users promptly identify and explore
the comprehensive navigation options embedded within the main menu and submenu.

Due to the direct
clickable links on
the main menu
being inactive, a
clickable "view

Allow both the right-facing arrows and main menu navigation items to be highlighted
and clickable as a single unit when the user hovers over them. This will provide a
smeother access 1o submenu options without requiring the user 1o click on the arrows
separately.

o Searcl]

What’s On
Gardens
Plant Science
Learn

About

Shop

all* option has
been added to
take users to the
"Visit" main
page.

J| View All |

[ Tickets ] [ Membership | [ Support

Tickets & Hours Y

How to Get Here
Dining

Interactive Map & Mobile
Guide il
Group Visits
Accessibility

Visitor Tips & Policies

Adding a different color to the arrows when hovering
over a menu option will increase their prominence and
help identify the submenu indicator.

NYBG
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RECOMMENDATION #3: Standardize the presentation of
general information regarding NYBG's hours and tickets

THE PROBLEM

The content about hours and ticketing are important elements of the NYBG website.
We found that participants frequently overlooked details regarding NYBG's operating
hours and the ticketing process. Key issues included the absence of operating hours
on the homepage during closure periods, the non-appearance of hours in the website's
footer, and unclear wording related to opening times.

Additionally, users anticipate that the "Tickets" call-to-action (CTA) on the Orchid Show
page will directly link to the Orchid Show's ticket portal, yet it redirects to a general
Tickets page, adding an unnecessary step. Furthermore, the "Tickets" CTA on the
Tickets page is often overlooked.

| Tickets || Membership | | Support I

Users expect this < J—
w y ‘\ | >
CTAto go »
directly to the h . -
. Ask A Plant Expert Mertz Libry|

Ticketing Portal Plant Science

| Tickets || Membership || Support | Hours
o S
o
.

THE ORCHID SHQW:

R THE ORCHID SHOW:

Orchid Nights

“I.. - FLORALS IN FASHION Hours”conten

N ‘ ® - Today’s Hours: 10 a.m. - 6 p.m.
£ 5 Tuesday - Sunday; and Monday federal holidays

Mesthe Designers February 17-April 21, 2024 inconsistent and visually
Orchid Classes * y . . . . orinen . " .
Strike a pose! The Orchid Show brings the catwalk to the Enid A. Haupt Conservatory in a fashion-inspired celebration of all things orchids—and we conf sl ng to users
For Members want YOU at the center of the sartorial experience. Catch the bold new designs of New York’s rising stars of the stitch with work by Collina Strada
by Hillary Taymour, Dauphinette by Olivia Cheng, and FLWR PSTL by Kristen Alpaugh, fashionistas who have created dramatic, picture-perfect
Orchid Care & Conservatioh floral displays at the Garden that alw. re the orchid's good side. This is your chance to “walk the runway” and show off your own personal
1 chids, and your fashion-forward connections to the natural world. Because florals are always en vogue at NYBG.
VISIT Visiting the Garden? You'll need a ticket—whether it’s your first time here, or you're reserving as a Member, Patron, or Corporate Mdnber. Learn more about ticket pricing
and scheduling below, and how to purchase your tickets online or at one of our ticketing windows.
Tickets & Hours Have a question or need help with your order? Contact us at 718.817.8716, 10 a.m.-6 p.m., or reach out to ticketingsupport@nybg.drg and we'll be happy to assist!
How to Get Here
| TICKETS | MEMBERS & PATRONS | CORPORATE MEMBERS
Dining
Interactive Map & Mobile Guide H()uns
Group Visits
The Gayden is open 10 a.m.-6 p.m., Tuesday to Sunday, and Monday federal holidays.
Accessibility

Specialfexhibitions and events, such as Members-Only Previews and evening events, may cause early closing of Garden areas. Find out about becoming a Botanical Garden
Membgr and the many special benefits Membership offers, or join online.

Visitor Tips & Policies

NYBG Tickets CTA often missed by users 12



OUR SOLUTION

Many users mentioned that the website was user-friendly, and information about
ticketing and garden hours was mostly easy to find. We think a few tweaks to the
presentation of this information will aid in navigability and further understanding of it.

MENU LOCATION GENERAL INFO SOCIAL HOURS
Visit Learn 2900 Southern Blvd Call: 718.817.8700 Instagram Monday Closed .
What's On About Bronx, NY 10458-5126 Contact Us Facebook Tuesday ig:gg am 100 pm
Gardens Shop How To Get Here Privacy Policy X Wednesday S EL)
Pl sci T & Conditi T Thursday 10:00 am
Jobs ‘ Friday 10:00 am
TikTok Saturday 10:00 am

Sunday 10:00 am

000000
©
©
°
3

NYBG Tickets ][ Membership ][ Support
~/ - S i o -,
P e
Plant Science Ask A Plant Expert Mertz Librg|
H “ "
Modify “Hours
to be more
About NYBG Location Hours .
comprehensible
The New York Botanical Garden is a museum of plants, 2900 Southern Blvd., Bronx, New York 10458 Monday Closed
a center for learning, and a plant science leader in the Brons. Tuesday -6:00 pm + add Hours to
Wednesday - 6:00 pm
Thursday - 6:00 pm
Learn More ” Plan Your Visit Get Directions Friday - 6:00 pm footer
Saturday - 6:00 pm
Sunday 10:00 am - 6:00 pm
Tickets H Membership || Support |
= Tickets © l Membership | Member & Patron Tickets | Bronx Neighbor | Promotional Code A ? &
(Garden Admission n Available Tickets for Wednesday, March 6, 2024
sut ‘Member & Patron Tickets FRI SAT
& The Orchid Show: Floralsin Fashion
Orchid Show

08 09
Orchid Nights Become a Member for complimentary
admission and year-round benefits!
10 Spring Uncorked 15 16

THE ORCHID SHOW:

THE ORCHID SHOW: | "™ . *°
“iw - FLORALSIN FASHION|

Meet the Designers

February 17-April 21, 2024

. @
Cicidchzey Strike a pose! The Orchid Show brings the catwalk to the Enid A. Haupt Conservatory in a fashion-inspired celebration of all things
- wWant YOU at the center of the sartorial experience. Catch the bold new designs of New York's rising stars of the stitch with work b
by Hillary Taymour, Dauphinette by Olivia Cheng, and FLWR PSTL by Kristen Alpaugh, fashionistas who have created dramatic,
Orchid Care & Conservation floral displays at the Garden that always capture the orchid's good side. This is your chance to “walk the runway” and show off your own personal
flair, your love for orchids, and your fashion-forward connections to the natural world. Because florals are always en vogue at NYBG. Havi ng "Tickets" CTA on the Orchid

- Show page link directly to the

TICKETS & HOURS

VISIT Visiting the Garden? You'll need a ticket—whether it’s your first time here, or you're reserving as a Member, Patron, or Corporate Member. Learn more about ticket pricing
and scheduling below, and how to purchase your tickets online or at one of our ticketing windows.

Tickets & Hours Have a question or need help with your order? Contact us at 718.817.8716, 10 a.m.—6 p.m., or reach out to ticketingsupport@nybg.org and we'll be happy to assist!

How to Get Here

BUY TICKETS HERE || MEMBERS & PATRONS ” CORPORATE MEMBERS I

Dining

Change wording on CTA to help users
follow the ticketing user flow
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RECOMMENDATION #4: Collate content about ticketing for
locals on the Tickets page and the Ticketing portal

THE PROBLEM

When performing an unmoderated remote user test, one of our tasks asked users to
find appropriate discounts for their visits to the NYBG. NYBG offers many wonderful
discounts specific to students, NYC residents, and Bronx locals, as well as
memberships available to all users. Since our user group consisted of New York
residents, it was our hope that we could test the features of the website that offered
this information.

7 out of 12 |local users expressed frustration with the process of finding discounts due
to the multiple clicks it required. Additionally, 6 out of these 7 found that the ticketing
information and discounts pertaining to locals (NYC residents, Bronx locals) were very

hard to find, and the labels used were confusing.

o | Tickets © | Membership

Public Tickets

st

Member & Patron Tickets | Bronx Neighbor | Promotional Code

The Bronx Neighbor is a tab
on the Ticketing Portal. It is
an additional discount to
Bronx Locals, based on
user's entered Zip code,
This discount is not
mentioned in the ticketing
section at all.

| Tickets || Membership || Support |

TICKETS

4| All-Garden Pass I

Labels of All Garden Pass
vs. Grounds Access Pass vs
Exhibition tickets is unclear
in general, but in reference
to how each of them impact
locals is not addressed on
the website

NYBG

Includes daytime access to the Enid A. Haupt Conservatory and Tram Tour, plus Garden features including including seasonal
children’s pop-up programming and outdoor collections.

Pricing:

Adults: $35

Students (with valid ID)/Seniors (65+): $31
Children (2-12 years): $15

Children under 2: Free

Patrons/Members: Free

4| New York City Resident Grounds Access Pass I

"The one thing that |
thought could be quite
helpful that | couldn't figure
out is if there's anything for
locals for the shows."

On Tuesday, and Thursday-Sunday; Grounds Access Pass is available for purchase to NYC Residents only. Proof of residency is
required and may only be purchased onsite. On Wednesdays, Grounds Admission is free to NYC residents all day and to all other
visitors between 10-11 a.m.

Grounds Access Pass includes access to outdoor gardens and collections, including seasonal children’s pop-up programming.

Pricing:

Adults: $15

Students (with valid ID)/Seniors (65+): $7
Children (2-12 years): $4

Children under 2: Free

- Quote from User #1
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OUR SOLUTION

To increase the visibility of discounts and deals available to locals, we propose that the
Tickets page have a prominent section dedicated to explaining the different types of
passes and the different types of discounts for locals. In addition, we propose that
the ticketing portal have a separate tab labeled Tickets for Locals that describes the
different tickets available for locals, their requirements, and how to buy/reserve tickets.

Collating this information in these two places will allow local users to easily
understand what ticketing options are available to them, encouraging visitation to

the NYBG.

e | Tickets © | Membership

Tickets for NYC Residents

e
b
/=

Il

Member & Patron Tickets|

Tickets for Locals | Promotional Code

)

Collating information about
Tickets for Locals under
Tickets page and Tickets
Portal for easy access to
users

Tickets for Bronx Locals

ErmeeET

HYBG Tickets || Mermpbership I | Support
TICKETS

There are different kinds of tickets to enter New York Botanical Garden. Please choose the one that fits you best. Click on th links below to
make sure which ticket fits your need.

All-Garden Pass: Description of what this pass allows users access to.

Further
description of
types of passes
the NYBG offers
for visitors will
help avoid
confusion

4ITickels for New York City Locals] v

Grounds Access Pass: Description of what this pass allows users access to..

If you are a New York City Resident, the following passes and discounts could apply. Choose an option that works best for you
All-Garden Pass

Includes daytime access to the Enid A. Haupt Conservatory and Tram Tour, plus Garden features including including seasonal children’s pop-up
programming and outdoor collections.

Pricing

Adults: $35

Students (with valid ID)/Seniors (65+): $31
Children (2-12 years): $15

Children under 2: Free

Patrons/Members: Free

New York City Resident Grounds Access Pass

On Tuesday, and Thursday-Sunday; Grounds Access Pass is
only be h dnesd.

ilable for J; to NYC only. Proof of residency is required and may
d onsite. On Grounds Admission is free to NYC resid all day and to all other visitors between 10-11 a.m.

Grounds Access Pass includes access to outdoor gardens and collections, including seasonal children’s pop-up programming.

Pricing

Adults: $15

Students (with valid ID)/Seniors (65+): $7
Children (2-12 years): $4

Children under 2: Free

Members: Free

Grounds Access Pass does not include admission to the Enid A. Haupt Conservatory, Special Exhibitions, or Tram Tour.

hh,

Bronx Nei Pass

Bronx residents are invited to experience the seasonal beauty across our 250 acres, free of charge.
Grounds Access Pass tickets are available Tuesday-Sunday and holiday Mondays. Includes access to the outdoor gardens and collections; does not

include access to the Enid A. Haupt Conservatory, indoor exhibitions, or special events. Proof of Bronx residency is required. Parking fee is not
included.

lTickets for All Other Visitors >

NYBG

Providing all ticketing options for New York City Locals and
other visitors in one area on the website
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Conclusion

As a distinguished institution dedicated to plant research, conservation, and education,
NYBG holds global significance, attracting a diverse audience of visitors and
researchers. This user testing initiative sought to elevate the digital experience for
visitors, ensuring a seamless and enjoyable online journey, particularly when exploring
and purchasing exhibition tickets. The findings identified four crucial areas for
enhancement, including search functionality, category pages, and other aspects that
collectively contribute to a more refined NYBG digital experience:

1. Recommendation #1: Improve navigation of carousel elements on the
homepage

2. Recommendation #2: Enhance the navigation menu’s visual affordance to find
submenus

3. Recommendation #3: Standardize the presentation of general information
regarding NYBG’s hours and tickets

4. Recommendation #4: Collate content about ticketing for locals on the Tickets
page and the Ticketing portal

The evaluation highlighted overarching areas of improvement and explored specific
user challenges. From the lack of a clear indicator in the homepage slideshow to users
missing essential information about operating hours and ticketing flow, each
observation contributes to the comprehensive goal of optimizing the digital platform.
The diverse user group, spanning different age ranges, locations, and employment
statuses, ensures that recommendations are inclusive, addressing the varied needs of
NYBG's global audience.

The proposed solutions aim to enhance user engagement and satisfaction by
improving the visual affordance of navigation elements, refining wording for clarity, and
introducing dedicated sections for local discounts and ticketing information.

In conclusion, this unmoderated remote user testing initiative guides NYBG toward a
more user-centric and effective digital presence. The proposed solutions, grounded in
user feedback and behavioral insights, have the potential to transform NYBG's digital
landscape, making it more accessible, engaging, and accommodating for visitors
worldwide. As NYBG continues to thrive as a living museum and conservation
organization, these insights pave the way for a digital journey that mirrors the
excellence and richness of the botanical wonders it houses.

NYBG 16



Appendix

A: USER PROFILE & TASK DATA

Table of user profiles from the participants in our Unmoderated Remote User Test and
users’ frustrations and recommendations for the NYBG website.

User Age Gender Income Test Frustrations with Recommendations
g Duration Website for Website
| would make locals
$150,000 - specific
1 52 Female 5:38 N/A
$174,999 discounts/incentives
more easy to find
$175,000 -
2 a7 Male 10:29 Lack of photos More photos per page
$199,999 P photos perpag
The site has some
components that are | would make all
$150,000 - p _ .. | components of the site
3 45 Female 8:56 not logical. so it doesn't
$174,999 ) flow and seem
flow as smoothly as it .
obvious.
could
Getting information in
f licks. H I
4 35 Male | $200,000 + | 6:21 N/A ewer clicks. However
was able to get all the
information | needed
| don't believe the
website needs
5 39 Male $200,000 + 5:37 N/A improving. | have used
this site in the past with
no issue
The front page isn't | Improve how the hours
really clear about are listed in the home
$125.000 opening hours and page. Otherwise
6 26 Female ' 8:21 days. It didn't list the everything else was
$149,999 .
hours NYBG is open. | pretty clear and the
had to go to the Visit website is appealing
page to learn more  |and trustworthy looking

NYBG
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Make the ticket
h tem look
Less than purchase system oo.
7 19 Male 3:34 N/A more modern and built
$19,999 . .
into the website not
just a pop up
Fewer clicks to see
) ) prices and shows that
Having to go into the are options. and
$100,000 - ticket section all the prions, af
8 41 Female 8:34 ) membership prices
$124,999 way to see the options
clearly shown when
for shows i
you first get to the
membership page
The fact they didn't |l would have it save my
$125.000 save the date | was date and event
9 34 Female ’ 4:28 trying to buy tickets for | preferences and let me
$149,999 . .
when | clicked through | buy tickets through the
the calendar calendar
| wanted to see
membership prices for
each show, and | did ) .
$100,000 - Clear information about
10 45 Male 8:17 not see clearly what the ,
$124,999 ) member discounts
discount would be, only
that there would be a
discount
Membership
descriptions are not Better description of
$175,000 - ) ,
11 46 Male $199.999 11:40 available from the discounts and
’ purchase page, had to memberships
look for it
When | clicked on .
i ) Once you click on
tickets at the orchid ) )
tickets for the orchid
show. It took me to the . )
. show, it should link you
12 35 Male $200,000 + 8:13 general page instead of |
) ) directly to where to buy
directly being able to ,
. instead of another
purchase tickets to the ,
ticket page
show

NYBG
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B: RAINBOW SHEET OF TEST OBSERVATIONS

Table that shows a list of observations and issues that users encountered during the
Unmoderated Remote User Test. Color coordinated using the Rainbow Sheet method
to identify which of the 12 users encountered each of the 18 issues documented.

U1|U2|U3| U4

No.

Navigation & Labeling

Users did not need to use the menu
1 |bar at all & found all information on
homepage

Users did not realize there were
2 |submenus for the main menu items
(missed the arrows on navigation bar)

User's don't recognize the label
"What's On" as current exhibitions

General Information for NYBG

When trying to find hours on the visit
page, users scroll to the bottom of

4 |visit page expecting them to appear
at the bottom of the page (industry
standard)

5 [Hours on Homepage unclear . .

Exhibitions & Events

User indicated that more photos on
6 |each exhibition & events page would
help a lot

The filters on What's On page were
hidden too well

Scrolling through Exhibition and
8 |Events on Homepage and did not
realize they were looping
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The Orchid Show description was

9
unclear for users
Tickets Page & Ticketing
Unclear if locals discount applies to
10
the show
1 Locals discounts hard to find on
website
Ticket links from exhibition and event
12 specific pages are expected to lead
directly to ticketing portal instead of
Tickets page
Bronx Pass in Ticketing Portal - once
13 you add a zip code, you cannot

change it so not easy to rectify errors
without exiting portal

Confusing information/labeling about
14 |[grounds access pass vs. exhibition
passes

Found it hard to find how to buy
15 |tickets on front Tickets page - Tickets
CTA not noticeable

Users were unable to find

16 membership discounts

Ticketing portal was old and not

17 standardized to modern websites

Expressed need for option to save
18 |dates and other preferences when
buying tickets

NYBG
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