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Project Background: 
 
At the Santa Cruz Museum of Art & History (MAH), staff and community 
members experience the relationship-building power of a small participatory 
museum every day. Staff members invite visitors to help write exhibit labels, 
create art installations, and give opinions on upcoming programs. Visitors 
become volunteers and take the lead on new projects and activities. Visitors 
tell staff members and volunteers again and again how their lives are 
changing because of their involvement with the museum. 
 
This is wonderful and maddening at the same time. It is wonderful to see the 
uptick in membership and donations and the positive energy from people who 
come in the door. It is maddening to have no way to track or intentionally 
encourage these relationships to grow. Like many small museums, the MAH 
cannot afford expensive ticketing or membership software systems. We have 
very high ability to form relationships with visitors, but very low ability to 
capitalize on those interactions.  
 
The Loyalty Lab project will change that. In the Loyalty Lab, we propose to 
develop a series of low-tech, low-cost strategies and systems for small 
institutions to track, celebrate, and act on personal interactions with visitors.  
 
Our goals are to: 

• Measure and increase membership acquisition and renewal 
• Measure and encourage repeat visitation 
• Increase participant perception of the MAH as a friendly place with high 

community value  

There are three major components to this project: 

1. Research: Identifying types of visitor interaction with the institution 
(“touch points”) and mapping relationships among them. 

2. Experimentation: Developing and testing creative, low-cost ways to 
track and respond to different touch points in ways that encourage 
participants to increase involvement. 

3. Execution: Designing a manageable long-term operating plan for 
participant tracking and response based on experimental results. 

This workshop is the first step in Research phase. Museum staff, volunteers, 
members, and visitors will work together to create maps of the various touch 
points between visitors and the institution, with a particular focus on 
program attendees and members. The deliverable from this phase will be an 
“experience map” that documents the ways these people interact with the 
museum. We appreciate your participation on August 8 and are excited to 
work together to explore the most fruitful ways forward in this work.  
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Notes on Attendance: 

• MAH’s annual attendance in the 2011-2012 fiscal year was 37,361. This 
is more than double what it was last year. 

• The majority of visitors—23,672—attended through a Community 
Program. This means 1st Friday, 3rd Friday, Family Art Saturday, or a 
special event. 1st and 3rd Friday attendance accounts for the majority. 

• MAH’s visitors range widely in age. Events primarily attract families 
with kids 5-12 and adults 30-60. Daytime attendance trends older. 

 

 
 
Notes on Membership: 

• MAH has 1,759 member families currently. This is a 30% increase over 
last year. Members receive free admission, event/class/store 
discounts, and special mailings about events and exhibitions.  

• At Dual/Family and above, members receive two identical cards and 
benefits accrue to the whole nuclear family. 

• Members renew annually in the month when they joined. 
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Points of Engagement 
 
MAH visitors and members engage with the museum through: 

• Visiting exhibits 
• Attending MAH events 
• Receiving our quarterly newsletter (members only by mail, in-person 

anytime at the front desk) 
• Attending exhibition preview events (members only) 
• Attending fundraising events (high-level members and donors only) 
• Receiving our weekly e-blast about upcoming events (anyone who 

signs up) 
• Connecting on Facebook, Twitter, and Flickr 
• Participating in onsite community projects like murals and collaborative 

sculpture (typically but not always tied to events) 
• Contributing to exhibitions through comment boards and interactive 

exhibits that ask for their stories, objects, and photos 
• Taking classes, workshops, or summer camps 
• Volunteering or interning 
• Buying things at the Museum store 
• Contributing money and stuff to the Museum 

 
 
Tracking 

• Currently, the MAH does very little to track individuals with regard to 
participation in MAH events, attendance at exhibitions, etc. We have 
excellent tracking for donations, but our tracking for engagement is 
almost null. 

• Onsite, we track people in the following ways: 
o When members attend, we ask to see their cards. We do not 

note which members are here, just that they are members.  
o When non-members attend, we ask if they are student, senior, or 

general and note that. 
• For free community programs (notably 1st Friday), no one presents any 

identification or cards. 
• At paid events (notably 3rd Friday), we stamp people’s hands to indicate 

they have paid or demonstrated that they are members. 
• For special paid events, we do advanced ticketing through Eventbrite. 
• At Members preview events, we check off the members who come 

through the door but we do not keep those lists after the events are 
over. 

• We observe anecdotally that people often join on their third 
experience—they come to a 1st Friday, then another event, and then on 
a 3rd Friday when prompted to pay they decide to join instead. We hear 
new members say things like: “I like this and I want to support it.” 


