Shedding light on the hidden barriers In

Shedd Aquarium’s
purchasing pathway.

Team KelpDesk’s Insights from 16 Eye-tracking Tests @ x Pratt

May 07, 2025
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Surface-Level Findings

93.75%

Users Got Stuck
Navigating the

Payment Process

Solution: Give users more
autonomy to move back-and-forth
and save their progress during
these actions

87.5%

Users Struggled
to Make Decisions
on certain screens

Solution: Make the Ul elements
and text content more easily
digestible to reduce cognition
overload

A Quick Look at What We Uncovered and Our Solutions

Users Felt
Confused With
Pricing

Solution: Display the prices
upfront and highlight the prices
visually so that they are easier to
process

A x Pratt
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Agenda

1 Defining the Journey
2 Diving Into Research

3 Surfacing Key Issues

4 Anchoring What Comes Next




Defining the Journey

Framing the problem and forming our direction

> x Pratt Kelp Desk



Brief Intro

Client: Shedd Aquarium

Focus: User experience on ticketing purchase pathway for individual and family visitors

Login/ General/ Date Time Ticket Quantity Add-on Check-out
Guest CityPass Fieldtrip  Selection Selection Selection Selection  Confirm

Kelp Desk



Our Research Question

How might we make a better Shedd Aquarium’s ticket
purchasing process for individual and family visitors
to better support their visits?

Kelp Desk



Deconstructing the question

Visual Design

How does the use of visual indicators
Impact the task completion?

Mobile Experience

How do mobile users interact with
the system compared to desktop?

Content Clarity

Do users easily understand and
differentiate ticket categories?

Process efficiency

How does the number and sequence
of steps impact decision-making?

Kelp Desk




Diving In

What we tested. Who we tested with. What we learned.

Q x Pratt Kelp Desk



Research Methodology
Methods and Tools

Eye Tracking L Behavioral
ol

O

Studies Data Analysis
16 Eye Tracking Usability Sessions Shedd Aquarium’s GA4 Dashboard
» Pre-Test Demographic Survey « Analysed visit trends and user pathways
« 9 Desktop and 7 Mobile Eye Tracking Test « |dentified high-friction touchpoints
» Post-Test Feedback & Pattern Analysis « Cross-referenced with observed behaviours

Kelp Desk



Pre-Interview Analysis
Audience Overview

4

Age Group Long-term Relationship
18-35 27%

V'Y

Parent or Caregiver

27%

A ES

2nd Language English

18%

Regular Cultural Site Visitors

80%

Frequency of visits varied regardless of personal traits.*

*read more in appendix

Kelp Desk


https://www.figma.com/slides/IdL7EC6HmXhrufxtuc2pZj/Shedd-Aquarium-Eye-Tracking-Presentation?node-id=146-1324

Post-Interview Analysis
Ease of Use Score

0 100

69.4

Functional but with room
for improvement

Our average System Usability Scale(SUS)
Score of 69.4 suggests borderline usability*

*read more in appendix
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https://www.figma.com/slides/IdL7EC6HmXhrufxtuc2pZj/Shedd-Aquarium-Eye-Tracking-Presentation?node-id=151-1799

Interview Analysis

What worked well

14/16 users

Easily found the
“get tickets” button

07/7 3 7/9

“| was looking for where to
buy tickets and it was right
there on the homepage.”

11/16 users

Used green buttons to
complete the task

L) 5/7 & 6/9

“| clicked through(using the
green button) just to get
through this page.”

10/16 users

Found guest checkout
useful and reassuring

L) 5/7 3 5/9

‘I didn’t want to give my
information so | continued
as guest”

*read more in appendix

Kelp Desk


https://www.figma.com/slides/IdL7EC6HmXhrufxtuc2pZj/Shedd-Aquarium-Eye-Tracking-Presentation?node-id=185-949

Interview Analysis
Where users faced friction

15/16 users 15/16 users

Got confused by Got stuck due to
inconsistent pricing unfamiliar navigation

LJe/7 & 9/9 07/7 3 8/9

“ understood the pricing map a “If none of these dates work
bit, but there's no key or labels for me, | can’t close the
to double-check anything.” window. That’s annoying.”

14/16 users

Hesitated at calendar,
time and add-on pages

0O 7/7 2 7/9

“There was so much information to

scan and understand after

selecting a day”

*read more in appendix
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https://www.figma.com/slides/IdL7EC6HmXhrufxtuc2pZj/Shedd-Aquarium-Eye-Tracking-Presentation?node-id=185-949

Surfacing Key Issues

Discussing the major issues we encountered while testing

Q x Pratt Kelp Desk



Severity:

Users Felt Trapped in a Rigid Flow With No  Medium
Autonomy to Navigate

Lack of feedback, unclear buttons, and no way to move back led to frustration and drop-
off, especially when information was dense.

SHEDD & AQUARIUM

Tried to go backin the flow but

(o)
457 couldn’t

Select Date

Members: Free Ceneral Admission every day
Chicago residents: $19.95 Adult Ceneral Admission every day

T A i iy ChadA~ AAraiccir s By L Ta I T e VT o ara
Guests can save on Shedd Admission by booking in advance. Learn more.

Please note: Tickets for programs and events may still be available if general

admission is sold out.

Recommended to improve the
Visual and COntent hierarchy Our building is under construction!

Click here [4 to learn more about our new exhibits coming soon and what's open now!

63%

Looking for a discount? Please be aware of ticket scams. Shedd will not accept tickets

@ x Prait sold by non-authorized sellers. Learn more about our Discount and Free [ays. B3




Navigation
Cognitive Overload

According to our interviews, around
42.9% of participants encountered
information overload and 38.1% of
them were confused by the lack of
context of the CityPass

Lacked context on buttons/CityPass

Cognitive Load & Visual Hierarchy Issues

No feedback or progress indication

High cognitive load / info overload

Kelp Desk




“If none of these dates work for me, |
can’t close the window. That’s annoying.”

-Participant explaining frustrations with the lack of navigation buttons

Kelp Desk



Navigation
Freedom to go back-and-forth

Users want the freedom to go back and forth but find
out that there isn't any navigation buttons.

LLLLL

Buy Tickets

Visiting Multiple Destinations?

SHEDD @ AQUARIUM oG v

Buy Tickets

Visiting Multiple Desti\natio.n

Kelp Desk




Navigation Recommendation
Including Navigation Buttons

What we saw:

Users actively relied on the "Back”™ button during the ticketing flow

and got confused with the irregular positioning of the green
buttons

Clear, consistent navigation reduces cognitive load and builds trust
« Consistent placement of next buttons
« Back buttons throughout the flow

« Additionally: Aninteractive sticky stepper with more
information about the ticket, admission, etc.

Kelp Desk



Users have high cognitive loads to ooy
understand the different ticket options

Different pages of add-ons and must-see tours, long information for each section

s 12 pm (Enter between 12 pm and 12:30 pm)
~ Non-Chicago resident: $40.20 Adult, $30.20 Children

a 1 pm (Enter between 1 pm and 1:30 pm)
~ Non-Chicago resident: $40.20 Adult, $30.20 Children

o Tried to gO baCk to the general 2 pm (Enter between 2 pm and 2:30 pm)
56/0 tICket page to dOUble'CheCk - Non-Chicago resident: $38.70 Adult, $29.20 Children
after finding add-ons on the ., 3pm (Enter between3pmand 3:30 pm)
t page Non-Chicago resident: $38.70 Adult, $29.20 Children
NexX
L3% Ignored the Must See Tour
(o

because of the hidden position

Must See Tour

Night Dives: lllinois Resident Free Evenings
A x Pratt




& —» & | @ Secure | hitpsy/www.sheddaguarium.org/tickets

SHEDDGAQJARlUM LOG IN g

Add ons
|
Maximize Your Experience ot AT il SEpIEIR ORSTTo

extend this time, refresh the page

Confusi ng Introduction of f’:*iff:i‘;i“tf:t?:‘f*fit;f:“@

Your Reservation

 DATE & TIME Edit
oceans and one of the most captivating creatures Tuesday, April 22, 2025
that dwells there: the o«
eight-tentacled wonder # TICKETS Edit
“ ,, strengths to outwit and es 4 Shedd Admission
OCTOPUS ek ‘
| ] | ] BLUE PLANET II
n ® GUESTS Edit
2 Adults [Age 12+)

T CONTINUE TO CART

© 1120 am o '2.20‘&% © 120 pm Currently in Cart

Placement of the add-ons: "Must see tour” is placed i - e
under the “General admission’, while the “add-ons” are
P laced at the next page.

BBC Earth’s Shark: A 4-D Experience . W

face to face with some of the world's most

Come

Shedd Admission v

Maximize Your Experience

Visitors ticketing flow got disrupted as they took time |
understanding the different options. ' e g

Must See Tour that dwells there: the octopus. Discover how this

Besese,

y
)
]
)
L}

Experience the best of Shedd on this 75-minute, Must See guided tour. eight-tentacied wonder masters physical and mental

strengths to outwit and escape its underwater rivals

Explore the aquarium — and even go behind the scenes — with an enthusiastic guide! Sit including the pyjama shark and sally lightfoot crab.

BLUE PLANET Il
in the best seats in the house for an Animal Spotlight, chat with an animal care expert, O EXPERIENCE

4D E

Wave after wave of excitement reveals extraordinary =

touch a slimy, soft sea jelly and more can't-miss experiences. . ) .
octopus behaviors and dynamic oceanic landscapes

Have a limited time to see everything at Shedd? The Must See Tour is the perfect way to in this special effects experience inspired by the

hit several highlights in just a little over an hour. critically-acclaimed BBC series, Blue Planet II.

This is a paid experience, likely to sell out. To guarantee a spot, we recommend 5
T & pRiCEtpes e " B i The BBC and BBC Earth are trademarks of the British

purchasing tickets in advance. Admission to the aquarium is included with the purchase of
Broadcasting Corporation and are used under license.

a tour.
BBC logo © BBC 1996
Learn More.
Adult: $80.00 O 10:20 am O 1:20am

Children (Ages 6-11): $70.00
Member Adult: $65.00
Member Children (Ages 6-11): $65.00

O 11 am (10 spaces available)

Kelp Desk




Actually when | saw the add-on page
after seeing the general tickets and
must see tours, | got confused. | don't
clearly know the difference, it would be
helpful if the website can show the info
more clearly and effectively.

- Participant




Shedd Admission v

Add-ons Recommendadtion
Rename and combine the

Experience the best of Shedd on this 75-minute, Must See guided tour.

Explore the aquarium — and even go behind the scenes — with an enthusiastic guide! Sit

| |
in the best seats in the house for an Animal Spotlight, chat with an animal care expert,
S e ‘ : I o n S o e n a n ‘ : e ‘ : a I I touch a slimy, soft sea jelly and more can't-miss experiences.
Have a limited time to see everything at Shedd? The Must See Tour is the perfect way to
hit several highlights in just a little over an hour.

This is a paid experience, likely to sell out. To guarantee a spot, we recommend
purchasing tickets in advance. Admission to the aquarium is included with the purchase of

a tour.

Learn More.

« Rename “Must See Tour” as “General Tickets with i B

Member Adult: $65.00
Member Children (Ages 6-11): $65.00

Exclusive Tour” to let the visitors know what’s the
difference between general tickets and tour tickets B

Octopus: Blue Planet Il 4D Experience®

Dive beneath the surface to explore our planet's
oceans and one of the most captivating creatures
that dwells there: the octopus. Discover how this

eight-tentacled wonder masters physical and mental

[ [
- Combine the General Ticket page and the Add-on
including the pyjama shark and sally lightfoot crab. m

Wave after wave of excitement reveals extraordinary -

octopus behaviors and dynamic oceanic landscapes

in this special effects experience inspired by the

page, and use accordions

The BBC and BBC Earth are trademarks of the British
Broadcasting Corporation and are used under license.
BBC logo © BBC 1996

O 10:20 am O 11:20am

« Add a comparison sheet or short explanation on
the different types of tickets

Kelp Desk




Add-ons
High cognitive load for browsing
V an & . & a Mox . Edience

| l |
< Back
a I o n S e S ‘ I I p I o n S Maximize Your Experience Your cart will expire in 09:55. To Octopus: Blue Planet Il 4D Experience®
extend this time, refresh the page

Octopus e Planet Il 4D Experience® Your Reservation

Lan: DATE & TIME Edit

creatures

Too much information: Many users took a long time
read through and process these information. o

BBC Earth's Shark: A 4-D Experience

Extra scrolling down step: Users might fail to find the
right add-on without scrolling down.

> 140 am 12:4(

Penguins

Penguins

Adults (Age12+): 5
Children (Ages 3-11): 54
Member Adults (18+)
Member Children (3-17)

Adults (Age 12+): 540
Children (Ages 3-11): 54

The high cognitive load plus with the additional process
for users might cause a big business loss.

Remove

Failure on finding add-on
Too much info to read because of not scrolling

down

Kelp Desk




Add-ons Recommendadtion
Using keywords and short
descriptions on add-ons

e Shorten the descriptions to make all of the add-on
options appear on the screen

e Using accordion on each add-on to make the users
browse the options at one glance

Kelp Desk



Users Struggled to Make Confident oot
Decisions on the Calendar & Time Pages

This leads to decision fatigue and poor decisions

MAY 2025

Confused by color and icon

(o)
>0% systems without a legend

Week of May 18-24, 2025

Unfamiliar with Calendar Ul

%
45% on mobile devices

Wed. May 21
Adults from $37.45

Thu. May 22
Adults from $37.45

Sat. May 24
“. Adults from $40.95

Q x Pratt Kelp Desk



Hust See Tour

Experience the bgst of Shedd on\ his 75-minute, Must See guided tour.

Explore the/aguar NGl | =C bhehind the scenes — with an enthusiastic guide! 5it

Ca I enda r & Ti me n the best seats in the e

touch a slimy, soft sea jelly and more can't-miss experiences

| |
U se rs d I d n ,t u St I a n Ce Have a limited time to see everything at Shedd? The Must See Tour is the perfect way to
3y hit several highlights irfjust a little over an hour
|
t h e I I n e red This is a paid experience, likely to sell out. To guarantee a spot, we recommend
y g [ purchasing tickets in advance.

Learn More.

> for an Animal Spotlight, chat with an animal care expert,

Adult: 52000

Member Adult: 565 00
Member Children (Ages 6-11): 36500

11 am

Time Slot screen had the e
 highest fixation count (243,000ms) 5 ST somcemnibi
o total fixation time (624 fixations)

Sea Lion Encounter v

Teacher Workshop: Exploring Climate Impacts on the Chicago v
River

Kelp Desk




Calendar & Time

Users didn’t just glance,
they lingered.

L

Calendar + Time Slots were the
2nd and 3rd longest time spans
in the flow.

Home page
Log in

City Pass
General Admissions
Calendar Page
Time slots
Add Tickets
Add ons

Cart Page
Checkout
Card

Confirmation

-

I

I

.

-

-

0 20 40 60 80 100 120
In Seconds

140

160

180 200
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‘| didn’t understand what the
colours were or what all the text
about holiday period or discount
periods were. It did not stand
out.”

- Participant remarks post-interview after successfully purchasing ticket

Kelp Desk



SHEDD SHEDD € AQUARIUM

AR RILIM

Selecl Dale Select Date

Members: Free Gensral Admission every Your Reservation
r r r day Members: Free Ceneral Admission every day
s e S o e a u s o Chicago residents: 51995 25ult Cenearal Chicago residents: $12.95 Adult Ceneral Admission every day PEInES e
Admission every day Cuests can save on Shedd Admission by booking in advance. Learn more  TICKETS

Casts can save on Shedd Admissian by

booking in advance Learm mare. Please note: Tickets for pragrams and events may still be available if general " GUESTS

(=3

r Ylease note Tickets for pragrams and agdmission is sold-out
n e S a n e a e n a I A M Our building is under construction!
adrnission is sold out,

Currently in Cart
Click here & to learn more about our new exhibits com Ng soon and whals open now! y

We are under construction!
Click here A Lo ezrn more aboul cur new ooking for a discount? Please be aware of ticket scams. Shedd will not accept tickets

exhibits coming soon and what's open sold by non-autharized sellers, Learn more about our Discount and Free Days [

glettl

_ooking Tor s discount? Plegse be gware of
ticket scams Shead will not accept tickats
sald by non-zuthorized sellers. Learn more MAY 2025

Users were still figuring out what
everything meant, which led to T Wkt
decision fatigue. Cal el wfa

Sun. April 27 st bl £40.70) 530 o $39.70 $4245

SUN HMOHN TUE WED THU FRI SAT

M i 12 |13 i |14 15 16 # |17 iii
Mon. April 28 e Sk kit i Fe g ki

Aulults from $L438 §4i.20 53795 53870 537 45 53770 53845 54095

They are hesitating, circling, and checking Tue. April 23 18 #1920 W 21 |22 23 |24

H Adults from $2270

Bgults from Adus o A

a0 20 it os ‘:\.i!-: 70 H- &5 "--I

Wed. April 30 25 26 § |27 i | 28 29

Acdults from $38595

itz from Bl So Adults froem ACuIEE fro Aduits from Aduits from
$40.95 $40.70 §39.45 $38.20 $IE20 34095

Thu. May 1

Adalls trom B4EAS
You have selected 30 May 2025

Fri. May 2 We expect low attendance on this dats nda pr

H Ledulls frem 34855
General Admission Chicago Residents Hembers
Adults

Sat. May 3
(L] mdu:.u-..--:.’.rw.qb a ¥ Children (3-11) §29 20+ §14, 91 Free

“l also didn’t look into any of this. It seems like too much.”

en ? an SELECT FRIDAY, MAY 30

Kelp Desk




Calendar & Time
Cognitive Exhaustion Hits
by the Time Slot Page

After putting in all the effort on the
calendar, users skimmed the time
slot page.

Quick scrolls meant missed price changes, limited
comparison, and little rechecking.

“That’s why it was a very quick scroll through.”

SHEDD T

AQUARIUM

< Back

Select Tickets

-

'A"&
Shedd Admission

Experience unbelievable animals from
around the world! Admission includes all
exhibits, animal presentations and
Stingray Touch (open late-May to Mid-
Sept.).

See resicdlent and member pricing >

9 am (Enter between 9 am and
9:30 am)

Non-Chicago resident: $40.45
Adult, $30.45 Children

10 am (Enter between 10 am and
10:30 am)

Non-Chicago resident: $40.45
Adult, $30.45 Children

11 am (Enter between 11 am and
11:30 am)

Non-Chicago resident: $39.95
Adult, $29.95 Children

12 pm (Enter between 12 pm and
12:30 pm)

Non-Chicago resident: $39.95
Adult, $29.95 Children

1 pm (Enter between 1 pm and
1:30 pm)

Non-Chicago resident: $39.95
Adult, $29.95 Children

2 pm (Enter between 2 pm and
2:30 pm)

Non-Chicago resident: $38.45
Adult, $28.95 Children

3 pm (Enter between 3 pm and
3:30 pm)

Non-Chicago resident: $38.45
Adult, $28.95 Children

SHEDD @ AQUARIUM

< Back

Select Tickets

Shedd Admission

Experience unbelievable animals from around the world! Admission includes all exhibits,

animal presentations and Stingray Touch (open late-May to Mid-Sept.).

See resident and membe: pricing >

9 am [Enier between 9 am and 9:30 am)
Non-Chicago resident: $41.45 Adult, $31.20 Children

. 10 am (Enter Letween 10 am and 10:30 am)
Non Chicago resident: $41.45 Adult, $31.20 Children

3 11 am (Enter betweeii 11 am and 1i:30 am)
Non-Chicago resident: $40.70 Adult, $30.70 Children

12 pm (Enter between 12 pm and 12:30 pin)
Non-Chicago resident: $40.70 Adult, $30.70 Children

1 pm (Enter between 1 pm and 1:30 pm)
Non-Chicago resident: $38.95 Adult, $29.20 Children

2 pm (Enter between 2 pm and 2:30 pm)
Non-Chicago resident: $28.95 Adult, $29.20 Children

3 pm (Enter between 3 pm and 3:30 pm)
Non-Chicago resident: $37.70 Adult, $28.45 Children

iMust See Tour

Litter Cleanup and Coastal Habitat Restoration: 12th St Beach

Your Reservation

DATE & TIME Edit

Wednesday 7 May 2025

TICKETS

O GUESTS

Currently in Cart

Kelp Desk




SHEDD LocINn g UARIUM

AQUARIUM

Select Date

Calendar Recommendation
. . . Select Date
Members: Free General Admission everyday
Minimise Content To Reduce =i
Admission every day e i
Chicago residents: $19.95 Adult Ceneral Admission every day
Processing Time

Guests can save on Shedd Admission by
booking in advance. Learn more. Guests can save on Shedd Admission by booking in advance. Learn more.

This week
May 4 - 10, 2025 > G

MAY 2025

Sun. May 4

Unavailable

SUN MON TUE WED THU FRI SAT
Mon. May 5

Unavailable

« Calendar appearing above the fold

Unavailable

draws Immediate attention |

($19.95)

Adults from Adults from Adults from Adults from Adults from

Adults Adults from ults fro
$41.95 $37 95 $38.70 $37.45 $37.70 $38.45 $40.95

« Dynamic pricing onthe Time Slot ey
(Special pricing will be validated by
y p g billing zip code in checkout. IDs will 18 19 20 21 L 23 24
be validated onsite upon your visit.

" " Each adult ticketholder will need Adults from Adults from Adults from Adults fron Adults from Adults from Adults from
pa g e I S l I lO re e eC IVe a n a their own ID)) $40.20 $37.95 $38.70 $37.45 $37.45 $38.70 $40.95
25 26 27 28 29 30 31
Stat I C ta b | e SELECT WEDNESDAY, MAY 7 Adults from Adults from Adults from Adults from Adults from Adults fro Adults from
$40.95 $40.70 $39.4 $38.20 $38.20 $38.95 $40.95
Thu. May 8 o
Adults from $41.45 (] Chicago Resident Pricing ($19.95)

My party includes Chicago residents. (Special pricing will be validated by billing zip code in checkout. IDs will be validated onsite

- Removed content should be

Adults from $40.95

d|Sp|ayed In the homepage and Sat. May 10 Open9am-5pm | SELECT WEDNESDAY, MAY 7

Adults from $43.70

login pages SEm——

May 4 - 10, 2025

Kelp Desk




Severity:

Users Encountered Variable Prices * High
Too Late inthe Flow

MAY 2025 >

SUN MON TUE WED THU FRI SAT

This delays key decisions, contributes to
drop-off, and creates a missed revenue
opportunity.

_,”[: . ! |
Shedd Admission

$40.95

n includes all exhibits,

Unclear about pricing between See resdent and membsr prising >

940/ . _ 9 am (Enter between 9 am and 9:30 am
° date and time Steps 2 : — ?$479513j3 $35)95 Children

_ 10 am (Enter between 10 am and 10:30 am)
~ Non-Chicago resident: $47.95 Adult, $35.95 Children

_ 11am (Enter between 11 am and 11:30 am)
~ Non-Chicago resident: $47.70 Adult, $35.95 Children

12 pm (Enter between 12 pm and 12:30 pm)
@ X Pru" ~ Non-Chicago resident: $47.70 Adult, $35.95 Children



Pricing Transparency Fixed Variable
Chicago resident pricing

) o Total revenue Total revenue
vs variable pricing 600k 835K
« Visit more Site Visitors Site Visitors
« Pay more per ticket 91k 145k
¢ convertless
Conversion rate Conversion rate
4.7% 3.1%
Ticket Cost Ticket Cost (avg)
$19.99 S41

(range ~S37 - S46)

*All data represents March 1-March 31, 2025 from Google Analytics

Kelp Desk



ToDAY ATSHEDD v (D am -9 pm (Late Closel EDUCATORS  MEMBERS vomare | & £ Q

secoME A MErmpERr | IETSRTETAH

0 SHEDD Plana Animals & Programs & Act&
AQUARIUM Visit Exhibits Events Advocate

Fomwdeng Ve W

Discover the wonder of thg aquaticanimal world. Advance reservations

|
are highly recommended due to the high.demand for tickets. :
%) MoAudic

arpanes = O Doentee o b ¢ Clenp G?EJEREE P‘\::'; '[,MH; | TP —_ [T P

SHEDD Qi_.ur_E r_:._:-

A AN P Wisit B shasr 2 W 3

GEHER ADHITHION OPTIGHNE

This Week at Shedd ..

Out-of-towners need to navigate 4+ more ). T L, s
screens than Chicago residents. To these ;. .
users, the cost of visiting Shedd Aquarium

feels hidden and obscured.

= ]

| SHEDD & AQUARIUM SHEDD & AQUARIUM SHEDD & AQUARIUM

Buy Tickets - Login Buy Tickets Buy Tickets

Chicago residents with valid ID receive a daily discount. Non-residents can save

o R Inataned
money by planning in advance. Learn more. Please be aware of ticket scams. Shedd Visiting Multiple Destinations?

will not accept tickets sold by non-authorized sellers Save 49% on all-access admission to Shedd Aquarium — plus 4 more top Chicago attractions — with a Chicago CityPASS
Jom sHEpD

Have a Shedd Account? Continue as Guest Become a member to receive free entry

and access to a diverse array of member-
Log in to streamline your

checkout experience. Members
must be logged in to access

member benefits.

EMAIL

PASSWORD

Ifyou haven't purchased tickets
from us before, proceed with
quick checkout. You may create

an account at any time.

CONTINUE AS GUEST

only programs, events and discounts. While
tickets are free, advance reservations are
highly recommended due to the high
demand for tickets.

MY ACCOUNT

Log into your account to update your
contact information, save a payment

method of renew your membership.

NEED HELP?

Technical assistance and ticketing: 312-

SHEDD & AQUARIUM

Select Date

Hembers:Free

Chicage residents: §15 5

o Ladrn TR

Your Reservation

¥ BATE & Timd

Currently in Cart

CONTINUE TO SHEDD TICKETS.

s g SHEDD 2 AQUARILM

General Admission

Looking for Shedd tickets up to 14 guests? Proceed with quick checkout to select the day

and time of your visit

SELECT GENERAL ADMISSION

Groups and Field Trips

Reserve your 15+ person visit!

Yiras Rtarag o

Cuerantly In Cart

e e e TR ST

F e s ettt ¥ e it 00 s

¥ aem [Ledre babeges 1 e ared T2 B3 gy
HAY 2025 = = L

Kelp Desk




Pricing Transparency
When prices are shown

but they aren’t noticed.

Visual attention is scattered and attentionis
never focused on the various costs.

Tue. May 6
'i Adults from $38.45

e expect medium attendance on
is date. Open 9 am - 9 pm (Late

ose)

aneral Admission

ildren (3-11)
ants

Ceneral Admission

SELECT é!HElAl ADMISSION
1

icago Residents

ildren (3-11)
ants Free

ambers

Croups and Field Trips
ildren (3-11) Free

ants -ree

= sheddaquarium.org X

SELECT TUESDAY, MAY 6
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| picked $38, but then the next screen
says $41. I'mlike... wait, what’s going on

- Out-of-state participant, Mobile




Pricing Transparency
Eye tracking shows

users don’t notice
the prices

Most users scan the page but
don’t fixate on the price.

Q x Pratt Kelp Desk



Shedd Admission

PriCi ng Tra ns pa rency Experience unbelievable animals from around the world! Admission includes all
exhibits, animal presentations and Stingray Touch (open late-May to Mid-Sept.).
Recommendation
See resident and member pricing >

Vi S u a I & Co nte nt H i e ra rC hy Non-Chicago resident: $44.95 Adult, $33.70 Children

O 9 am (Enter between 9 am and 9:30 am)

Non-Chicago resident: $44.95 Adult, $33.70 Children
10 am (Enter between 10 am and 10:30 am)

Non-Chicago resident: $44.20 Adult, $33.20 Children
11 am (Enter between 11 am and 11:30 am)

There was so much information to scan o Non-Chicago resident; $44.20 Adult, $33.20 Children

: 12 Enter bet 12 d 12:30
and understand after selecting a day. pm (Enter between 12 pm and 12:50 pm)
Non-Chicago resident: $42.20 Adult, $31.70 Children

. . 1 Enter bet 1 d 1:30
- Qut-of-state participant, Mobile pm (Enter between 1 pm an pm)

Non-Chicago resident: $42.20 Adult, $31.70 Children
2 pm (Enter between 2 pm and 2:30 pm)

Non-Chicago resident: $40.70 Adult, $30.70 Children
3 pm (Enter between 3 pm and 3:30 pm)

SELECT SHEDD ADMISSION

Kelp Desk




Anchoring What
Comes Next

Recommendations and further testing suggestions

Q x Pratt Kelp Desk



What if we showed the price
earlier?
Test whether placing a pricing calendar in the

‘Plan Your Visit’ page improves transparency
and reduces low-intent funnel entry.

Kelp Desk



Hypothesis

If dynamic pricing is visible earlier In
the flow, fewer visitors will be entering
the flow to price check.

This creates both a better user experience and further
enhances and adds clarity to funnel analytics.

Key Metrics

Reduction in funnel entry from “Plan Your
Visit” page.

Secondary Metrics

» Price calendar interactions (clicks, opens,
scroll depth)

» Drop-off from calendar page (if still entered)

 Average session duration for non-ILusers

« Bounce rate change on pricing section

Kelp Desk




AB Testing

SHEDD

AQUARIUM

Plan a Visit

Tickets & Pricing

BUY TICKETS

Advance reservations are highly recommended due to
the high demand for tickets. Reserve your tickets today! OTHER ADMISSION OPTIONS

+ Become a Member
Our hours can change based on the day of week. For the

most up-to-date daily schedule please visit
our calendar page.

+ Group Visits

+ Chicago CityPASS®

Please be aware of ticket scams. Shedd will not accept
tickets sold by non-authorized sellers. You should only Call 312-939-2438 for assistance

NEED HELP RESERVING TICKETS?

Available 9 am. - 4 pm.

purchase tickets directly from Shedd Aquarium or our
approved Shedd Ticket Partners: CityPASS, Go City
Chicago, and these select hotel partners.

Control

A x Pratt

TODAY ATSHEDD © (O Open9am-9 pm (Late Close)

SHEDD

AQUARIUM

Plan a Visit E sHare W TWEE

Tickets & Pricing

BUY TICKETS

Advance reservations are highly recommended due to
the high demand for tickets. Reserve your tickets today! OTHER ADMISSION OPTIONS

+ Become a Member
Qur hours can change based on the day of week. For the

most up-to-date daily schedule please visit
our calendar page.

+ Group Visits

+ Chicago CityPASS®

Please be aware of ticket scams. Shedd will not accept NEED HELP RESERVING TICKETS?

tickets sold by non-authorized sellers. You should only Call 312-939-2438 for assistance

Available $ am. - 4 p.m.

purchase tickets directly from Shedd Aquarium or our
approved Shedd Ticket Partners: CityPASS, Go City
Chicago, and these select hotel partners.

Variant

T B

Kelp Desk



AB Testing

Goal

Improve price visibility early in the journey to reduce
funnel noise and increase purchase clarity.

Timeframe
4 weeks

Control
No changes

Variant B
Add the dynamic price calendar to the “Plan Your Visit”

pricing page.

Audience
Tested Users: Non-lllinois visitors

A/B split within the out of state visitors only

lllinois visitors excluded as they represent fixed pricing.

A x Pratt

TODAY ATSHEDD ¢ (O Open%am-9pm (Late Close)

SHEDD

AQUARIUM

Plan a Visit Ei svare [F W TWEET [F

Tickets & Pricing

BUY TICKETS

Advance reservations are highly recommended due to
the high demand for tickets. Reserve your tickets today! ©OTHER ADMISSION OPTIONS

¥) B ' Member
Qur hours can change based on the day of week. For the ccome a Membe

most up-to-date daily schedule please visit * Group Visits
our calendar page. 3 Chicago CityPASS®

Please be aware of ticket scams. Shedd will not accept NEED HELP RESERVING TICKETS?
tickets sold by non-authorized sellers. You should only Call 312-939-2438 for assistance
purchase tickets directly from Shedd Aquarium or our RN AR
approved Shedd Ticket Partners: CityPASS, Go City

Chicago, and these select hotel partners.

Variant

Kelp Desk




Continuing Research Strategy

Whether this A/B test confirms or challenges
our hypothesis, it opens the door to more
intentional, insight-driven optimization.

Q x Pratt Kelp Desk



Continuing Strategy
If the variant |mproves transparency drives both confidence and

clarity or conversion. cleaner analytics.

A successful result signals that

- Price calendar interactions (clicks, opens, scroll)
 Drop-off from calendar page
 Average session duration for non-Chicago Residents

e Bounce rate change on pricing section

Kelp Desk



Continuing Strategy

If the teSt dOesn’t move * Pricing transparency may still matter
t h = need | & » Explore other ways to address transparency:

« tooltips, collapsible sections, simplified copy.
e Consider more testing:
 both navigation, and the steps with high points
of friction.
o Continue to use qualitative data to help identify

blind spots.

Kelp Desk



To summarize

A Quick Look at What The Solutions We Propose

Navigation Improvement

Give users
autonomy to

move back-and-
forth with their
progress saved

Calendar, Timeslot and Add on Price Tranparency

Make the Ul and Display and

text content easily highlight the
digestible to prices upfront so
reduce cognition that they are
overload non-skimmable

A x Pratt

Kelp Desk



Takeaways & “Thank you’s
and some more “thankyou’s! “Thank you™!

- Users often enter the flow to check prices, not to purchase, distorting
funnel accuracy.

« The best user experiences give control to the user. Clear navigation and
progression indicators are worth pursuing further.

 The current system is doing its job well:
« green CTAs guide well
« guest checkout eases friction
- SUSrating of average (whichis good!)

 We aim to support, not overhaul. Shedd has a strong UX foundation and we
hope our research contributes and build upon further.

Q x Pratt Kelp Desk



Thank You



Appendix




Research Findings
Demographic Information

Pre-interview, we asked our participants to fill out a
survey with basic details and behaviour related to
visiting cultural sites.

Visit frequency didn’t strongly correlate with age,
relationship status, or whether someone worked with
children, suggesting aquarium interest may cut across
lifestyle types rather than being confined to specific
personas.

Participant responses—

We do not have all the participant data. This is data of 10/16 participants



Participant

P1

P2

P3

P4

P5

P6

P7

P8

P9

P10

Have you ever lived
or visited Chicago?

No

Yes

No

No

No

No

No

No

No

Yes

Do you currently
live in NYC?

Yes

Yes

No

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Complete the sentence (Click all that apply):
“I like visiting aquariums so that | can “

experience a relaxing environment, Have a unique experience with loved ones

experience a relaxing environment, See a popular tourist site when visiting a city, Have a
unique experience with loved ones

learn about conservation efforts, Have a unique experience with loved ones

experience a relaxing environment, See a popular tourist site when visiting a city, Have a
unique experience with loved ones

experience a relaxing environment

experience a relaxing environment, Have a unique experience with loved ones

See a popular tourist site when visiting a city, Have a unique experience with loved ones,
Learn about ocean species

experience a relaxing environment, Have a unique experience with loved ones

experience a relaxing environment, Have a unique experience with loved ones

experience a relaxing environment, See a popular tourist site when visiting a city, Have a
unique experience with loved ones

Have you ever purchased tickets
online for a museum, aquarium, or
other cultural sites before visiting?

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

How frequently do
you visit museums,
aquariums, and
cultural sites?

Only during
vacations or trips

Several times a year

Several times a
month

Several times a
month

Several times a year

Several times a year

Several times a year

Several times a year

Only during
vacations or trips

Several times a year

We do not have all the participant data. This is data of 10/16 participants



Participant

P1

P2

P3

P4

P5

P6

P7

P8

P9

P10

Do you speak Spanish?

And if so, what is your

comprehension level?

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

No; | do not speak Spanish

Yes; | have beginner Spanish
comprehension skills

What is your English
Comprehension Level?

English is my first language

| speak English fluently and it

is my second language

English is my first language

English is my first language

English is my first language

English is my first language

| speak English fluently and it

is my second language

English is my first language

English is my first language

English is my first language

What is your
relationship status?

In a long-term

relationship

In a long-term
relationship

Single

Single

Single

Single

Single

Single

Single

In a long-term
relationship

Are you a parent, guardian, or

someone who works with children?

Yes:; | work with children

No, | do not work with or have
children

No, | do not work with or have
children

Yes:; | work with children

No, | do not work with or have
children

No, | do not work with or have
children

Yes; | am a parent and/or guadian

No, | do not work with or have
children

No, | do not work with or have
children

No, | do not work with or have
children

What is your occupation?

Creative at Apple

Consultant

student

Research Asisstant and teaching assistant

Student

Graduate Assistant

Full time graduate student

Student studying lllustration at the School of Visual Arts

Designer

Marketer

We do not have all the participant data. This is data of 10/16 participants



Research Findings

System Usability Scale(SUS) Metrics

Post-interview, we asked our participants to rate the
usability of the site with a survey.

1- Strongly Disagree

2- Disagree

3- Neutral

4- Agree

5- Strongly Agree

Our participants told us the following—

We do not have all the participant data. This is data of 13/16 participants



| think that | would like to use
this website frequently

| found the website
unnecessarily complex.

| thought the website was easy
to use.

| think that | would need the
support of a technical person
to be able to use this website.

| found the various functions/
features of the website were
well integrated.




| thought there was too much
inconsistency in this website.

| imagine that most people
would learn to use this website
very quickly.

| found this website very
awkward to use.

| felt very confident using the
website.

| needed to learn a lot of things
before | could get going with
this website.

SUS score per
participant

70

82.5

65

82.5

100

67.5

97.5

77.5

70

32.5

80

65

92.5



Research Findings
Rainbow Spreadsheet Analysis Legend

© Navigation related issues

Post-interview, we analysed the interview and % Colondar + timeslot related issues
feedback they provided and made a sheet of all the
points that stood out and recorded the interviewee

agalnst the feedback These issues are looked at in a aggregate
perspective in order to address it’s severity

S Pricing related issues

The results were as following -



Q0nr v QO

General Insights

Easily found the tickets button on the homepage

Loved the visuals so much that they got distracted from the task
Navigated the flow by following the "green buttons"

Thought of starting an account made them anxious

Felt comfortable that the guest option was there

Did not understand what CityPass was, but ignored it and went ahead with the regular flow
Felt the "continue to shedd tickets" button didn't give much context, but assumed it was
for getting tickets for the aquarium

Generally understood what CityPass was, but felt they weren't given much context

Felt the images on the CityPass step gave little context or meaning

People who travel to Chicago prefer to get a Citypass ticket

Concerned about discounts

Skipped larger blocks of text

Do not clearly understand the difference between "must see tours" and add-ons
Completely ignored "must see tours"

Event add ons found later in flow than wanted, and concerned about navigating back to
ensure ticket time and add on time worked together.

It wasn't difficult to find the add on

Wanted a glanceable overview with collapsible add ons to see them all at the same time.

High cognitive load/ roadblock after selecting the Penguin add on

(no green buttons, and required to scroll up)

The add on confirmation popup disrupted their flow

Thought that all the add ons were included along with the ticket

Unsure on how to find a discount on the final overview screen before purchase
Figured that the process was over on seeing Order summary page

Didn't understand cart summary

Wanted to go back mid-flow but couldn't/had to rely on browser back buttons
Recommended improved visual/ type hierarchy.

P1 P2 P6 P8 P9 P10 P13 P14 P16

Deskto

o

P

P3 P4 P5 P7 P11 P12 P15




Al 13 4 (3 RURL I

General Insights
Recommended improved content hierarchy.

Noted there was no reason given to them to create an account

Had to hit and try to figure out why the credit card error was going on
Timer frustrated them

Process felt tedious and repetitive

They didn't have a way to track their progress in the process

Calendar / Day / Time Section

Understood the meaning of the icons in the top right corner of each day tile
Recommended a "key" or guide to understanding the calendar

Understood the meaning of the tiles color

Pricing inconsistencies across days weren't understood, but too nominal to object.

The different prices between each days affect the decision-making

Expected to see more dates scrolling down but had to scroll up to go to next week(mobile)
Didn't know if time of the visit really mattered and spent a lot of time reading to see if it did
There's a lot of scanning and darting around for context to proceed

Confused by having BOTH colors and icons

Did not notice the price was different on every time slot

Add Ons

Ignored the collapsible sections (ex: Must See Tour)

Noted collapsible animation was disorienting

Wanted to be able to see multiple collapsing sections at once.

Was ok with the collapse but wanted more information in the collapsed sections

P1 P2 P6 P8 P9 P10 P13 P14 P16

Desktop

=

Mobile

P3 P4 P5 P7 P11 P12 P15




Issue Analysis
Prioritizing issues with RICE Scores

For each insight, we gave a score from1to 5 for:

 Reach: How many users will this impact if we fix it?
(5 = affects almost everyone, 1 = very niche)

o Impact: How strongly will it improve the user experience if we fix it?
(5 = huge positive change, 1 = barely noticeable)

o Confidence: How sure are you that fixing this will make a real difference?
(5 = we have strong data/user quotes to back it up, 1= pure guess)

o Effort: How hard would this be to fix or implement?
(5 = very hard/complex, 1 = super easy)



Major Issues

Issue # 1: Price transparency

Issue #2: Navigational issues

Issue #3: Add ons

Issue #4: Calendar and Timeslot

Issue #5: General Admission accordion issue
The general and group admission confuses the
users as they cannot view it both at the same time

Issue #6: Log In page mostly skipped
No incentive for people to log in which is a missed
opportunity to keep Shedd on people’s radars

R each

I mpact

C onfidence

E ffort

2.5

1.5

1.5

0.5

Score

62.5

32

30

33.3

26.7

16



