
looking at show 
dates to exchange 

season tickets

Participant #4

Familiar - 
asked to take 

steps I’m 
accustomed 

to

Uninspired/
BoringBasic

Clean

Photo 
slideshow on 
home page is 

distracting

Pages besides 
home page are 

just text & 
pictures on a 

white 
background

easy & 
accessible 
navigation 
located in 

the top right

logical flow

posters don’t 
click through 

to the 
production 

pages

name of 
show only on 

picture

informative

colorful

complete

Participant #3

Detailed

Interactive

Participant #6User Research Affinity Map

Impressions of company’s current website

positive neutral negative

Enjoys Needs improvement

Streamlined Straightforward

Participant #7Participant #1 Participant #8

SimpleClear

Slightly 
amateur-ish

Home page and 
“Meet the 

Company” look 
the most 

professional

Outdated; 
graphics 

from early 
2000s

Using 
pictures of 
their past 

shows

Very black & 
white

Thin lettering

fast; website 
loads quickly

Participant #2

professional

functional

not very 
mobile 
friendly

Dark

Participant #5

Subdued

Enjoyed 
the 

scrolling 
photos

Likes the 
white 

against 
black

Too much 
black

The font is 
terrible

Current 
season 

isn’t 
featured 
on the 

main page

Reasons for visiting a theatre 
company’s website

Purchases tickets 
from the theatre’s 

websiteFostering young, 
early career artists

read more 
details about 
each show in 

the season

learn about the 
kinds of shows 
they produce/
have produced

learn 
submission 
guidelines

see range of 
ages & races in 

the resident 
cast (if any)

Checking 
performance / 

season 
schedule

view current 
season

Donating to 
the company

Reading about the 
cast & creative team

buy tickets
finding 
audition 

information

transportation/
parking 
options

read 
“About Us”

cast/creative 
team 

information

Had to restart 
the checkout 

flow to apply a 
coupon; meant I 
had to re-enter 
all information

very easy - link 
& QR code 
which led 

straight to the 
ticket purchase 

flow

Pain points

Difficulty 
determining 
pricing and 

picking seats 
from a seat 

map

Desktop 
experience is 

straightforward, 
mobile is not as 

user-friendly

Difficulty 
adjusting 
seats once 

chosen, 
being forced 
to start over

Unable to 
find promo 
code box/

inconsistent 
with 

expectations

Despite 
opting out of 
the mailing 
list, was still 

added

ticket pricing

trusting the 
company’s 

vision

Contributing factors for attending a show

Ticket Buying Process

Word of 
mouth

A revival of a 
show that I 

love

cast
show 

content

Seeing a 
project with 
a company I 
want to work 

with

Ticket price

Knowing 
people 

involved with 
the show

Engaging 
promotional 

photos/
videos

Purchases 
tickets 2-4 

weeks before 
show

When Where Positive Experiences

Aims to buy 
tickets a 

couple weeks 
before

Buys tickets as 
soon as 1-2 days 
before but as far 
as a few months 

out
Buy tickets at 

least one 
month from 
performance 

date

Buys tickets 
1-2 weeks 
before the 

performance

Buys from 
wherever is 
cheapest / 

checks discount 
ticket websites

Straightforward

Discount ticket 
websites, if not 
there then the 

theatre’s 
website

Buys from 
theatre’s 

website or 
direct 3rd 

party


