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EXECUTIVE SUMMARY
ACCESS APP SUMMATIVE EVALUATION
August 2017

Audience Focus conducted a summative study for the Access App
development process with sighted and blind or low vision visitors. The
evaluation focused on the effect of the App on visitors’ experience, their
response to the crowdsourced content, and their likelihood of
contributing content to the App. The Access App tested in this study was
a beta version with limited crowdsourced content and uneven audio
quality.
General visitors were invited to use the App with a selection of objects in
the Peabody Essex Museum American art gallery. Evaluators observed
how the visitor used the app and then conducted a semi-structured
open-end interview with the visitor. Demographic and psychographic
data were collected after the interview with a brief survey. In addition,
focus groups were held at both the Peabody Essex Museum and the John
F. Kennedy Center for the Performing Arts. The focus groups consisted of
blind or low vision participants, many accompanied by their sighted
partners. These visitors listened to the App audio in front of the artworks in
the gallery and then moved to a conference room to discuss the
experience.
Project partners from the John F. Kennedy Center for Performing Arts and
Plimoth Plantation also collected a small amount of observations and
interviews. While the sample sizes are too small to identify any patterns or
trends or to allow for any conclusions, the findings are reported.
How the App affects visitors’ experience




Time Spent: Visitors spent an average of less than two minutes interacting
with the App. During the interview and focus group conversations visitors
noted that they likely spent more time listening to the App than they
would have if they it on their own.
Aspects that Enhanced Visitors’ Experience:
o Deepened Experience: Visitors appreciated that the App caused
them to pay more attention to the work of art, attending to details
they might have missed
o Varied Perspectives: Visitors enjoyed hearing speaker’s different
points of view when they were not repetitious.
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Universal Design: Blind or low vision visitors like the on-demand,
universally designed aspect of the App as they do not always want
to schedule a special tour on a particular day.
What Troubled Visitors:
o Lack of or Inaccurate Information: Most visitors felt that critical
information about the artworks was missing and were bothered
when they heard inaccurate or highly subjective comments.
o Background Music Distracting or Poor Audio Quality: Many visitors
mentioned issues with the background music. Some found it was
too loud and competed with the crowdsourced content while
others felt any music should enhance the specific object directly.
o Randomness of Audio Content: Visitors often were confused by the
different crowdsourced descriptions woven together in what felt
like a random way.
o





Who the App is For: There were no strong patterns in the data on who
visitors thought the App was for.



How Visitors Respond to Crowdsourced Approach: Most visitors found the
crowdsourced content troublesome or confusing. The content of the
information was considered uneven and most visitors wanted to hear from
knowledgeable experts about the work. Blind or low vision visitors
particularly wanted more robust visual description, similar to what they are
used to getting in other settings. They recommended having professionals
who are experienced in visual description.



Likelihood that Visitors will Contribute Content to the App: Most sighted
visitors were unlikely to contibute content to the app. They admitted to
rarely contributing content online in most any form.



Interface Design Issue: The most frequent interface suggestion was to
create better menus, guides, or some sort of filters that gave visitors more
choice and control. In addition, visitors wanted better production quality.

Implications & Recommendations




Clarify the purpose of the App for users.
Re-think the reliance on crowdsourced content and consider a mix of
scripted and visitor-contributed content.
Differentiate between content experts as well as crowdsourced visitor
contributions.

ii
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Improve production quality of audio and interface controls that allow
users to know how many entries are available, how long each entry is,
and how they can move through and select the content.

iii
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ACCESS APP SUMMATIVE EVALUATION
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Marianna Adams, Ed.D.
President, Audience Focus Inc.

INTRODUCTION
Audience Focus conducted a summative study for the Peabody Essex
Museum (PEM) Access App development process with sighted and blind
or low vision visitors. The evaluation focused on the effect of the App on
visitors’ experience, their response to the crowdsourced content, and their
likelihood of contributing content to the App.
A key underlying premise of the Access App project is that crowdsourced
audio content enables everyone, including people who are blind or have
low vision, to “see” through the eyes of others. The project team asserts
that through crowdsourcing audio descriptions, the Access App
framework not only facilitates simple accessibility, but it also weaves
together participatory involvement and universal design into a holistic
experience that is rewarding to both the content creator and consumer.
In this vein, the Access App aims to transform the nature and structure of
learning experiences in museums from unidirectional broadcasts of
knowledge from museum expert to visitor, to a rich peer-to-peer or social
media network that is more sustainable and enriched by the increased
number and diversity of voices and perspectives audiences can
encounter in discovering a cultural organization’s content offerings.
This version of the Access App was an early beta version that will
necessarily influence both the functionality of the app, the quality of the
audio, and the limited number of seeded audio/text contributions. The
Access App is described in an earlier tech report by Nancy Proctor as
follows:
“In a monitored context the final ‘minimal viable product’ (MVP) app has
been used to get feedback and do evaluation work on the basic
concepts and aims of the Access App Project: it captures audio from
users, presents questions to users, allow users to select an object in the
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gallery they want to describe, and upload their recorded audio to an
audio stream that can be played back and manipulated via the app. The
MVP app is not appropriate for distribution to users independent of a
guided use experience; rather, it was created to demonstrate the
functionality of the source code and best practices learned from the
project. The source code can now be used by any developer who wants
to add RW functionality to their iOS app without any major changes in UI
or experience design. Roundware’s web administration system is also
much more user-friendly to museum staff who want to set up and add
content to a RW app."

In addition, the major focus of this study was on the effect of the app on
PEM sighted and blind or low vision visitors but the project itself
encompassed a larger partnership. Two of the partners, the John
F.Kennedy Center for Performing Arts (The Kennedy Center) and the
Plimoth Plantation, were able to collect a small amount of
observation/interview data based on the protocols developed for PEM.
Although these data sets are so small that we cannot draw any
conclusions from them, the findings are reported alongside the larger PEM
data set. The Kennedy Center conducted a focus group and, while the
evaluator was not able to get a transcript of that discussion, the summary
highlights compiled by the Kennedy Center staff are included as much as
possible. See Appendix C for the Kennedy Center Focus Group Summary.
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METHODOLOGY & DESCRIPTION OF SAMPLES
Methodology
Methodology for General Visitor Sample
General visitors were invited to use the App with a selection of objects in
the PEM American art gallery from June 5 through July 26, 2017. Evaluators
observed how the visitor used the App and then conducted a semistructured open-end interview with the visitor. See Appendix A for the
interview protocol. Data collectors included Marianna Adams of
Audience Focus Inc.; and Anna Foucher, Bridget Devlin, Kaitlin Boheim,
and Erin Runde of PEM.
The Plimoth Plantation, a partner in the Access App development process,
was able to collect fifteen complete interviews and two partial interviews
in August 2017. This data set is small and any trends that emerge from it
must be cautiously considered. The Kennedy Center was able to collect
five interviews during the summer of 2017. This data set is too small to
analyze.
Methodology for Blind or Low Vision Sample
Evaluators conducted “walking” focus groups in the PEM American art
gallery where we met a small group of blind or low vision participants and
their companions on July 25, 2017. A brief context for the App was
explained and visitors were invited to listen in front of the artworks in the
gallery. Then the group sat down with the evaluators in a conference
room and talked about their experience. See Appendix B for the focus
group protocol.
The Kennedy Center conducted one focus group with seven blind or low
vision participants on August 21, 2017. The process was a bit different than
with the PEM focus group. The Kennedy Center had iPhones with the
Access App loaded and open and participants had 15-20 minutes to
explore the app independently. The Center had one staff and three
volunteers available to troubleshoot and act as sighted guides if needed.
See Appendix C for the Kennedy Center Focus Group Summary.
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Description of Sample
Demographics
Interview Sample
Forty-five people were interviewed at PEM between June 5 and July 26,
2017, with one-third (n=15) each using the App with one of the three
featured objects: Portrait of Lucy Dodge Allen by Chatelaine (c. 1834), the
chandelier by Henry N. Cooper & Co (1850-55), and Salem Common on
Training Day by George Ropes Jr. (1808). Almost two-thirds (62%) were
female; 38% were male. The largest age group was young adults with
one-third (33%) of the sample between ages 25-34 (See figure 1).

18 – 24 ,
7%
65 & older ,
24%

25 – 34 , 33%
55 – 64 , 14%

45 – 54 , 12%

35 – 44 , 10%

Figure 1: Age distribution of PEM interview sample
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Plimoth Plantation staff interviewed fifteen visitors. The interviews were
collected in the Colonial House, including the mortar and pestle exhibit
and a costumed interpreter. Eleven of fifteen respondents were female,
four were male. The largest age group represented was young adults (8 of
15 people interviewed were ages 18-24). Three people were in the 25-34
age cohort, three people in the 55-64 group, and one person in the 35-44
group.
Two thirds of the PEM sample lived within a 60-minute drive of the museum
with just over one-fourth of the sample from other states or countries (See
figure 2 below). There was no pattern in the states or countries where
these visitors were from. Two were from California and one each from
Florida, Ohio, Tennessee, Texas, Virginia, Canada, and Latvia. Nine of 15
visitors interviewed at Plimoth Plantation lived less that a 30 minute drive;
five people lived a 30-60 minute drive from Plimoth Plantation, and one
person was from another New England state farther than a 60 minute
drive to the Plantation.

Other State
or country,
27%

Other
New
England
state , 7%

Less than a
30 min drive
to PEM , 37%

30-60 min
drive to PEM
, 29%

Figure 2: Percentage of PEM interview sample distance from museum
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Blind or Low Vision Focus Group Sample
Seven people attended the PEM focus group and one woman
accompanied her husband and sat in on some of the conversations, but
did not contribute. Of the seven people, five were blind or low vision and
two were sighted. Four participants were male and three were female.
Four were age 55 and over, two were in the 35-44 age range, and one
was in the 25-34 age range. Four participants lived within a 30-minute
drive of the museum while the other three lived 30-60 minutes away from
the museum.
Three of the PEM focus group participants reported using voiceover
technology, two used the zoom feature, and four people used reverse
contrast, inverted color, black/white, and reverse video.
Seven people attended the Kennedy Center focus group. Six were
female, and one was male. Three Kennedy Center participants used
voiceover, one used color contrast, and two needed a sighted guide to
facilitate the Access App experiences. One person did not enable any
accessibility features on the phone.
Psychographics
Prior Visits
Just over one-half (59%) of the PEM interview sample had previously visited
the museum before this visit. The average number of visits prior to the
interview was 2.4. Of those who previously visited PEM, most (58%) had
visited PEM in the past 12 months; 16% visited in the past one to two years,
and 27% visited over three years ago.
Most visitors interviewed at Plimoth Plantation (12 of 15) have previously
visited the site and ten of those twelve have visited in the past twelve
months. Three people said they had been here “many” times, one person
said 20+ times, one person said 10+ times, two people said 5 or more
times, three people had visited two times before, one person visited three
times, and one person just once before. These data suggest that the
Plimoth sample was more heavily weighted with frequent visitors than was
the PEM sample.
Six PEM focus group participants said they had visited the museum before.
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Of those six, four people visited in the past 12 months and the other two
participants visited so long ago that they did not remember when.
We have no psychographic data on the Kennedy Center focus group
participants.
Art/History Background
Over three-fourths (78%) of the PEM interview sample has participated in
art programs or classes in their free time, such as art-making classes,
lectures, or other gallery programs (See figure 3).
Questions about prior experience in history or performing arts were not
asked in the Plimoth Plantation and Kennedy Center studies.

I have participated in visual art programs and
classes in my free time.

78%

I have taken 2 or more visual art courses in
school.

68%

I create visual art for my own enjoyment.

46%

I work or have worked in a visual arts-related
field.

43%

I have a visual arts-related degree.

27%

I create visual art professionally.

14%
0%

10% 20% 30% 40% 50% 60% 70% 80% 90%

Figure 3: Art background of PEM interview sample. NOTE: percentages total more than 100%
as visitors were able to choose more than one answer.

Many PEM focus group participants had limited experience in the arts.
Two people had visual arts-related degrees and had taken free-time arts
classes, one created art professionally and had taken visual arts courses in
school.
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Interest in & Knowledge of Art/History
PEM Interview respondents reported having a higher interest in art (8.2 out
of 10 points) than their level of knowledge (5.1 out of 10 points). Focus
group participants were asked to rate the same scales and their interest
and knowledge were almost even (Interest = 5.3; Knowledge = 5.2 out of
10 points).
Plimoth Plantation interview respondents had a similar interest/knowledge
gap. Interest in early American colonial history was high (7.5 out of 10
points) while visitors’ perception of their knowledge was moderate (5.5 out
of 10 points). This question was not asked of Kennedy Center focus group
participants.

RESULTS & DISCUSSION
What is the impact of the Access App on sighted and blind or
low vision visitors?
How does use of the App affect visitors’ experience with the object/area?
Time Spent
Most respondents in the PEM interview sample spent between one to
three minutes with the App (54%), with one-third (33%) spending about
one minute; 9% spending four or more minutes, and 5% spending just a
few seconds. The time spent is probably slightly inflated as some visitors
said they would have stopped listening a few seconds into the audio
content.
In analyzing the observation notes about what focus group participants
did while listening to the audio on the App, there were a number of
patterns that emerged. Participants were asked to indicate with a raised
hand when they would stop listening if they had control of the App. Many
hands went up during the first minute of listening. All hands had been
raised before three minutes had passed. During the discussion after the
gallery visit, a few focus group participants said that they didn’t raise their
hand as quickly as they would have if listening on their own.
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A similar finding emerged from the interviews collected at the Plimoth
Plantation. Twelve of fifteen visitors listened to the app between one and
three minutes while three people listened for four or more minutes.
Behavior with the App
Two-thirds of the interview sample (64%) looked at the art and 42% got
close to the art object and/or moved around the object to get different
viewpoints. Most of the sample (58%) held the phone away from their ear,
16% moved the phone closer or further away from the ear, 13% paid more
attention to the App than the object, and 11% held the phone to their
ear, not looking at the App much if at all.
Plimoth Plantation visitors behaved slightly differently when using the App.
The three areas featured in the App were related and in close proximity
with each other causing most visitors to access all three. When
approached inside the house to use the App, many visitors went back
outside to start at the beginning. As one visitor explained: "I'm going in
order OK? I'm doing them all. I need to be methodical." All of the visitors in
the Plimoth sample had some degree of technical difficulty and this
caused a few visitors to give up quickly. Two Plimoth visitors expressed
concern that listening to the App might bother other visitors in the area.
Fifteen PEM interviewees (33%) made comments or facial expressions that
suggested they were confused about what they were hearing or how to
operate the App. Eight of the fifteen visitors observed using the Plimoth
App expressed some degree of confusion about what to do with the App.
The following quotes from visitors or observer’s notes illustrate the ways in
which visitors were confused by the App.
PEM Interview Quotes:
Who is this for? What is the purpose?
After the audio was over he spent more time glancing through the aspects
of the App. It asks you to participate?
As soon as the App shifted voices she asked, Who are these people?
Is it going over and over? Are they all saying the same thing?
So there are multiple voices on here? Who are they?
So this is just people talking randomly about what they think?
Looked confused, furrowed brow
So the other people contributed audio but after reading the wall text it
explains why it's there so if I'm inputting should I include what I read?
The ‘more’ button doesn't do anything?
What am I looking at?
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What am I supposed to do at the end?

Plimoth Interview Quotes:
Does it start somewhere if I stand in a certain spot? Is it supposed to teach
visual literacy? So is that the plan? To just give me the audio? Is there
video?
That is funny. Corn pounding meets meditation music. This is so weird.
Should I move around? Does it start automatically? Oh no is it recording
me? Don't let it record me.
[Starts to record a description of mortar and pestle] Oh no! I'm not done!
Can I hear myself? Oh yes. Yes. Cool. [Uploads it, tries to play it back,
doesn't work] Maybe it takes a bit
Do I have to point the phone at this thing (the mortar and pestle)?
[frustrated and impatient] I'm done.
How do I know what to do? What do I press? So I can pick anything? I
don't know how to stop it. How do I go back? What happens if I go
back?

How the App Enhanced Visitors’ Experience with Art
PEM and Plimoth Interviewees were asked to rate the degree to which the
App enhanced their experience with the artwork using a 10-point scale
with 1= not at all and 10=very much. PEM visitors’ average rating for
enhancement was 5.1 while the Plimoth visitors rated it slightly higher at
6.6. The Plimoth finding must be cautiously considered as there were only
fourteen respondents to this question.
In addition, PEM and Plimoth interviewed visitors were asked to describe
how the App enhanced their experience and what they liked most about
the App. The largest pattern in the PEM responses related to how listening
to the App caused visitors to have a deeper experience with the work
than they would have had on their own. Two categories tied for the
second strongest trend in the data: how visitors appreciated the different
points of view expressed in the App and general references to specific
aspects of the App that visitors liked such as liking the music, enjoying the
ability to use it when they want to, and the ability to use it on their own
phone . A few people talked about how the App could help them
manage their museum visit.
Representative quotes for each category of response are included below.
The following quotes from the gallery interviews are organized below
Access App Summative Evaluation - 13
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according to each of the categories of responses. Because only 11 of the
15 Plimoth respondents said anything about how it enhanced their
experience or what they liked most about the App, there were no
distinguishable trends. However, Plimoth quotes relating to the categories
of responses that emerged in the PEM data are included and identified
below.
Deepens the Experience
PEM Interview Quotes:
It definitely made me pay attention to details. Forced perspective
I don't think I would have looked as long. It brought me into a lot more
detail than I otherwise would have noticed. It brought me better into
the work itself.
Hearing others interpretations were fascinating and hearing other people's
voices. It made me really look at the picture.
Oh definitely! It let me focus on the work. It aimed your attention to the
work.
it's nice to hear someone describe the painting you may miss something
I'm just someone who will look at something once and move on so it’s
nice to hear someone describe it
It caused me to spend more time looking than I would normally. They
pointed me to details I miss. It slowed me down and caused me to
think. It totally enhanced my experience, made me look in ways I
hadn't looked before, e.g. the reference to the “waterfall” - I hadn't
thought of that.
It definitely enhanced it and drew my eye to some parts of the page. The
horses stood out so much that I thought it was a derby thing rather than
training because the soldiers don't stand out so much. I was glad that it
explained it.
It gives you a greater connection with the piece in the sense that you
anticipate what people are going to say as you look at it. I don't know
what is going to be said, the more descriptive it was I was imagining
more how the day was.
It makes you stop, makes you look more. Not cold, not static- not like just
walking up to a bunch of labels. It’s more friendly and more
approachable - especially being a history person, you feel like labels
just spout at you. This gives you the story - music was really soothing,
pleasant. And it's nice to hear different perspectives.
It provided certain details I might have missed or brushed over if hadn't
listened to it.
I felt like it creates a story behind the painting. Like if I was walking by I
would just glance at the painting but with the detail it makes it like a
short movie. I would have never noticed the details.
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I never noticed the sunset though so this showed me stuff I never notice or
know about. I would not stop in front of this painting otherwise.
I appreciate the way they describe the piece. It grabbed my attention for
details that I probably would lose. I prefer the second person [woman
speaker for Lucy Dodge Allen] that I heard, not just her tone of voice
but the way she describes piece.

Plimoth Interview Quotes:
I like that it wasn't serious, but it made it interesting and made me want to
hear more of them
Yes, it enhances. It is like you are part of the museum then. So, it created
some ownership, I guess.
The most useful is the information given.
Most useful [part of the App was] to help people learn and still be
comfortable in the experience.
It did focus my attention to things I wouldn't have noticed like the mortar
and pestle being used in an up and down motion not circular.
It helps pull out some parts of the exhibit to pay attention to.
It does because you would have to articulate things so it does because it
connects people to one another and connects you to the stuff (objects
and places),

Enjoyed Different Points of View
PEM Interview Quotes:
Descriptions are well done if you closed your eyes you could see it. I think
it's Interesting to hear what other people see!
I liked the second lady the best. Lovely description. Makes me have a
different perspective. I wish this was in front of modern art something
abstract to have a lot of different views.
I think it was interesting to hear different experiences I think it should be
clear that these are just museum-goers and not curators. It reminded
me of a podcast called The Memory Palace. An artist in residence at
the MET goes to a gallery to talk about what he sees in the work. It's
really neat.
It was interesting to hear a different point of view.
I think it was interesting to hear different experiences
It was great to hear about how other people see it.

Plimoth Interview Quotes:
I love that people recorded stuff on there and I can hear it. It's cool to
hear about what others think about the stuff here.
I enjoyed hearing people's thoughts and descriptions for the house.
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Hearing the thoughts of others was nice, their descriptions were cool to
hear.

Liked Something Specific
PEM Interview Quotes:
We both said the music was soothing and it was simple to use and I love
the text option.
The music was well done and set the mood.
Most useful is the music. I think it makes it slow and it triggers different parts
of the brain. The music made it seem like a movie.
I like the fact I don't have to have a tour guide and I can spend my own
time.
I think it's really cool. I love the audio. I like that you would be able to use
your own phone
It takes the pressure off me- I get to hear about it without having to think
about it myself.

Plimoth Interview Quotes:
The music instantly put me in a contemplative mood, The music
established an ambient mode,
Love the background music. The guy (Halsey) has the best voice for this
job. You should hire him
Music really brings you into the experience.
I liked the music. Music was helpful, not sure if I could turn it off, but it sets a
tone for the experience.

Helps Manage the Visit
PEM Interview Quotes:
The App would influence me to go to the works featured on the Apps. It
would help to get through the exhibits. If I have an option that would
point out specific works I would be inclined to limit seeing the works only
included on it rather than seeing everything in the gallery. It would be
good for time management.

Participants in the blind or low vision focus groups were not asked directly
to describe how it enhanced their visit. Instead, the conversation opened
with an invitation for participants to tell us what they thought of the App
experience. One blind or low vision PEM focus group participant felt the
on-demand aspect of the App was a strength, when she said: “I want to
go to the museum when I want to go. I can call ahead at the MFA and
get a touch tour but I have to plan ahead.” She also appreciated the
Access App Summative Evaluation - 16
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different points of view expressed: “I really like the different perspectives,
yes they were similar, but one explained about the games and the other,
can’t remember but each gave a little different explanation.” One
sighted woman in the PEM focus group who was accompanying a blind
or low vision person, “liked how it [the App] was descriptive because I
would want to know more, but the way they see it all makes me see it
differently.”
One person in the Kennedy Center focus group echoed the appreciation
for an on-demand experience for blind or low vision visitors by saying: “But
not everyone can come when tours are offered.” Two Kennedy Center
participants commented on the ease of navigation:
“I thought it was easy to navigate – I could tell right away that there
were 3 exhibits.”
“I really liked the back button on the upper left.”
What Troubles Visitors About the App
A number of trends emerged in both the interviews and the focus group
participants as to problems with the App. The two strongest trends in the
PEM data related to concerns about missing or inaccurate information
and problems with the audio quality or background music. The issue of
missing or wrong information emerged again when we asked interviewees
and focus group participants to reflect on the value of crowdsourced
content. The audio content in the App felt incomplete or repetitious to
many people.
While there were a few people who commented on how much they liked
the background music, there were more comments about problems with
the music. This was particularly the case for those in the blind or low vision
focus group at both PEM and the Kennedy Center. Focus group
participants also made many comments about the audio quality.
Again, since the Plimoth interview data sample was too small to analyze
we cannot report on any patterns in the data. However, quotes from the
Plimoth interviews are included and identified, where applicable, in the
PEM categories of quotes below.
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Information Lacking or Incorrect
PEM Interview Quotes:
I'm not crazy about people recording I don't know how accurate they all
are.
But there was a lot missing. I mean, I know nothing about the artist and
when it was painted. African Americans are there and no one mentions
the different social classes. It’s an amazing picture.
[The content] doesn’t give any additional information about things I
wanted to know about.
So, someone can't count the number of arms? It would be good if that
were correct.
I feel like they (speakers) are making assumptions. [Like what?] People are
selling wares, and the speaker says they are in their Sunday best?
Doesn't seem to be that to me. I want more formal analysis. If I was
imagining it, [the painting] I would need more description. I'm noticing
that it's a mixed race crowd. We don't really know what they're doing in
the middle. I've listened to a couple guides here and they have the
information and sometimes they add their own or add something that
isn't correct. I'm hoping there is more to read.
Except for that person [woman speaker on the App], I don't get a sense of
who this person [Lucy Dodge Allen portrait] is, I'm wondering all kinds of
things about her, like the way she's holding that, what did they call it,
‘diaphanous shawl,’ those shoulders and long neck how they come up,
the shoulders aren't straight across, it's beautiful. Sensuous, so I’m asking
myself, ‘Why did she want to be painted this way?’
It's not really any help there. It just describes the areas. There was not
enough about the who, what, when, where of the painting.
There isn't enough content. It's all a formal view but all of that is so obvious
that it's not worth listening to. There wasn't enough information or
content.
It should be concise and about details a normal person wouldn't see.

PEM Focus group conversation:
I want an overview – don’t know if it should be a voice-over but wanted
more historical information, not in enormous detail, but generally where
it fits in. It was nice that there was the size of things that were described.
But when they did the descriptions there were nice things about what
was in it but it didn’t tell me about the color or the texture. Those are
the things you can’t see. Seems to be very little of that type of
description. Another thing, if there was a painting I want to know about
the frame, ornate, simple? I want to put the thing in context.
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I felt there were different interpretations given by multiple voices. I felt the
male voice was being too subjective and very tentative, which
annoyed me to no end. There was some energy in one of the female
voices, she was almost effusive. The one thing that bothered me,
coming from my [art history] background, was I felt there was licensetaking in the description. It was too subjective, not enough to the
historical side. And to the point made earlier about describing color, in
the first one we listened to [Lucy Dodge Allen], there was some
addressing of color. Such as when someone talked about the woman’s
smile. When the background was mentioned I think there was some
discussion about if it was the Roman Forum. I think there is enough
research to know for sure.

Kennedy Center Focus group quotes:
All seven Kennedy Center focus group participants expressed concern
that the information was not consistent and inaccurate. In general,
participants wanted more information and a more sophisticated
vocabulary.
I wasn’t sure whether the information was accurate.
One person described the flags as going in order from east to west and the
other from west to east. Who is right?
People described the same thing in different ways that didn’t always make
sense to me. Sometimes the descriptions were so different I wasn’t sure
they were talking about the same thing.
One person said the arms were up and the other said the arms were at her
waist. Only one of those can be true!
Does anyone approve the description before it goes live?
I wanted way more information so I asked the volunteer with me to
describe it in more detail. That way I was able to customize it so I could
get the information I wanted.
I wanted more information so I used AIRA to call a describer to give me the
detail. The piece is fascinating and I want to know more!
I want all of the detail. I would have wanted to walk the entire length of
the Hall of States and have someone tell me which flag I was under. But
that’s me.
I wanted more sophisticated vocabulary about the dancer because I am
a dancer and I love ballet. I eventually figured out the ballet position
that she was in based on the description but it would have been faster
if they knew the technical language.
Sometimes I don’t want all of the detail. Maybe if you had the option to
get longer, more detailed descriptions if you wanted.
What was the prompt you gave people?
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Audio Quality/Background Music
PEM Interview Quotes:
The background music is distracting. It’s almost buzzing in my ear.
At the beginning I felt the man's voice and the music were in competition
with each other. I could hear but it was a competition. Too loud.
I'm not sure I like the background music. I’m not sure what it is trying to
communicate. To me it's a happy chandelier, at least I think it is, but the
music is somber.
The music is not super irritating but I noticed it. The sound in the
background, maybe you should put it lower, because it doesn't bother
me but someone else might think it is annoying.
The background music not doing it for me, I find the music distracting.
The music doesn't capture feeling the chandelier provides. If you are going
to listen about a chandelier, what kind of music would have been
played during the time period? Seems like the music should contribute
to the meaning of the chandelier, to give a sense of meaning. Who
would have enjoyed the light given off from it? What music would they
have listened to?
The music is irritating and annoying as well. Maybe millennials need
constant stimulation.
I don't like the music. It’s too loud and makes it hard to hear.
The music is creepy.
The music in the background is distracting rather than adding something

Plimoth Interview Quotes:
The music could have been quieter was distracting.
I liked the music but it was strange a little bit sad.
What is the significance of the music? It was like a spa. Is there some kind
of connection?

In both focus group discussions there were some who liked the idea of
music in general but had problems with the music used in the App. Others
felt the music was a considerable distraction as illustrated by the excerpt
from the PEM conversation below:
I don’t know if it’s the final product, but you will want to re-master the
audio to differentiate the audio descriptions from the musical
background. It seems like when it was mastered the audio and music
were done at the same level. The musical pieces sort of collide.
I agree with him about the sound. I had some trouble hearing everything
because the voices were too loud or too soft. The music, I don’t know if
it’s necessary but it should be way in the background.
What bothers me the most is the music. I don’t understand the reason for
the music. I felt it was very very distracting and totally unnecessary.
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I felt the concept with the music was to get almost a Ken Burns-style feel.
For me the music can help, obviously for some it can be frustrating. But
if you are talking about a painting from the 1925 jazz scene, music from
the time can help set the mood for the type of painting’s era. One of
things with narration- I wish the voices were, well there were gaps
between when one voice finished and one began. I would prefer if it
was tightened up. When you can’t see the length of the audio track it
may be frustrating for people to know ‘wait, am I done?’ If you wanted
to bring the music up a few second between descriptions that might
be good.
Yes, you definitely want the voices to speak for themselves but the music
can add an extra effect.
I totally disagree. The music is a distraction above and beyond the voices.
You have two vehicles, the painting and the voice. You don’t need a
third with music.
Coming from younger person who doesn’t have any interest in art at all,
the music was great but way too loud. I think there could be a lot more
description in a lot shorter period of time.

Kennedy Center Focus group quotes:
4 participants were confused/distracted by the background music:
Do you know why the music was included? (Facilitator did not know)
It was really distracting and took away from the description.
It was putting me to sleep!
I didn’t know when the description had stopped because the music just
kept playing. I was wondering how long I should listen. Finally I was able
to swipe and voiceover told me that the recording was complete so I
knew there was no more description. I found that really confusing.
There needs to be some sort of audible signal so you know when the
descriptions are done.
It was too much for me. I have to filter out the sounds in the environment
and the music in the background to listen to the description. It made it
too much work.

Confusing
PEM Interview Quotes:
Vaguely confusing and disoriented because it seems like they're all saying
the same thing
I don't know who is talking so why would I desire to listen to these people
other than myself. They should introduce themselves.

Plimoth Interview Quotes:
Choosing different objects helped but that was a little confusing,
I didn't know what to do, if I was supposed to move around or not.
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I found it distracting when they were describing what the role player was
doing, I just wanted to listen to the music there.
I think it was easy to use. I was afraid I was going to press something I was
not supposed to
It could take away from the experience to have modern technology. It
seemed a little weird,
The ending of the narration was somewhat unclear.
Initially I was a little confused as to the purpose of the app.

Other
PEM Interview Quotes:
It seemed to be rather trite, it was a little hard to hear without headphones.
Not having any information or that I was listening to visitors, and not having
any input from experts. It's too basic and without context.

Who do visitors think the App is for?
Interviewed visitors were asked who they thought the App was designed
to serve. There were a range of responses and no strong patterns in the
PEM data. The Plimoth data set was too small to analyze but relevant
quotes are included in the examples below. Many PEM visitors (11 of 45)
thought that it was designed for the art novice, people who did not know
how to look at a work of art or did not want to spend much time with the
art, while five visitors said it was for people who were knowledgeable
about art or wanted a lengthy or deeper experience. Seven people
thought it might be for blind or low vision visitors and seven people
thought it was for visitors in general. Six people said it would probably
appeal to young people who like technology or students. Three people
said they were not sure who the App was designed for and two people
said they thought it was for older people who could not see well.
Blind or low vision focus group participants at PEM assumed the App was
designed at least in part for them because this goal was reference in their
invite email. Their comments about how the App worked for them are
included in the section discussing interface design (page 24).
The following quotes are from sighted interviewed visitors and organized in
order from most to least strong in the PEM data with applicable quotes
from the Plimoth data set.
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Art Novices/ General Visitor
PEM Interview Quotes:
Someone who is just introduced to the art world? Most people only make
fast observations rather than taking your time which this App really
beneficial for.
Somebody who may not have a background in art I think it could be very
interesting.
It’s for people like me who don't have a background in this particular
piece of art. People who wouldn't necessarily stop and look at
something like this. What would cause me to pause and say, oh wow!
For good for people who don't know what to pick out of an art work. Not
so much for me. I probably wouldn’t use the App.
This would be good for those who have never been to a museum or have
not seen objects.
I don’t know, maybe anyone who is coming to visit?
Good for people like me who don't know much about how to look at art
Maybe people in the museum, anybody everybody?

Plimoth Interview Quotes:
People new to living history and uninformed about the time period.

Art Savvy/People Who Want More Depth or Time
PEM Interview Quotes:
Those who want something more in-depth. I think it has plenty of use for
general audiences.
I think it would be best for those who want to spend the most time in the
museum. Those who want to drink it in.
It would be for art students, like-minded people.

Plimoth Interview Quotes:
People visiting who are looking for a full experience.

Blind or Low Vision Visitors
PEM Interview Quotes:
This is intended with low vision or impaired vision, correct?
People who are visually impaired or those who cannot come to the
museum. It's filling a hole for someone who isn't sighted.
It’s for potentially low vision people, solo visitors wanting an electronic pal.
First time visiting might not use it. I'd be more likely to contribute if I were
alone. It’s useful if you can't see.
Maybe for a blind person, can't read, but can picture it.

Plimoth Interview Quotes:
I think it is designed for blind people.
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I think it is designed for sight impaired, but if you could ask the right
questions it could be for everyone.
It seemed best for those who might be impaired. Those who are impairedblind or visually impaired
The ability to visualize the space usually would be helpful for those who
may be visually impaired, if the topics are organized in their own track.

Young People/Students
PEM Interview Quotes:
Young people, school groups, middle schoolers - that way they could talk
and put it into their own words.
I think it would be great for kids. I think they're used to learning and it
allows them to physically hold their devices and manipulate it while
being educated. It gets them to focus.
Someone younger than us. We're baby boomers. Other people who are
interested in social media.

Plimoth Interview Quotes:
OK for kids, maybe helps them learn how to look at things critically/
Children and visually impaired people.
Teens who are hesitant to get into the experience because they won't look
cool or won't be connected. It would be great for them.

Older People
PEM Interview Quotes:
Cool I love that. It is interesting. My mom would really enjoy it.
I'm always working with older people who can't see to read the label or
can't see the painting. Would be better for them.
Maybe it’s for older generations who aren't able to see as well.

How do visitors respond to the crowdsourced approach to content?
Interviewees and focus group participants were asked to reflect on the
crowdsourced content on the App, a key feature of the experience. At
PEM these discussions often became conversations about their
expectations for gallery interpretation. The largest trend in the PEM data
was that most study participants wanted to hear from people who were
knowledgeable about art instead of any random person and/or they
wanted professional narrators. PEM visitors wanted more or different
information that was more concisely edited and organized. Some people
were concerned about mistakes that would be made (and were made in
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the test content), wondering if there would be some editing function that
the museum would use to sort out incorrect or offensive comments. A few
people felt the crowdsourced approach was not helpful or interesting.
There were study participants at PEM and Plimoth who had good things to
say about the App, recognizing that it was a good idea, but many of
those had a “yes, but…” approach, feeling the App, while a good start,
needed more work. The following quotes from both interviewees and
focus group participants are organized by the major patterns in the data
from most to least frequently referenced. Interviewed visitor comments
are first in each category, followed by focus group participant comments.
Expect Experts and/or Good Narrators
PEM Interview Quotes:
I would appreciate a more expert angle for more of a take away so that I
learn something about the work.
The people don't know what they are talking about. It's just random
opinions. I would want more informed speakers.
I prefer experts for this kind of thing otherwise you could get someone's
misinterpretation. I don't want a collection of experts and randoms
together. Well, it's vaguely confusing because there are different
voices.
Would rather hear the voice of a really good narrator than people who
aren't necessarily good narrators.
I've used audio guides a lot and you hand them back but they are done
by experts. Don't like the crowd-sourcing idea.
In this case I want to listen to someone who knows something about the
time period, maybe the cost relative to today’s cost, who bought it,
where was it in the home, what did the original owner find interesting
about the chandelier? Those kinds of things.
I wouldn't want to hear random comments. I didn't really like the woman
we listened to. She was too effusive, too flowery. I want something a bit
drier.
I don't have an interest in what the average person thinks. I'm not
interested in what other people have to say. I don't need to know that.
An expert would be nice.

Plimoth Interview Quotes:
I think it is an interesting idea, but I would prefer to hear a curator.
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PEM Blind or Low-Vision Focus group conversation:
It's [the crowdsource feature] disappointing because if anyone’s going to
be able to record something it's going to be spontaneous. They could
have an appreciation of art but they might not have a sensitivity to
people with vision problems; like the man being extremely subjective
and being tentative and giving incorrect information and others who
are not going to put it in a certain perspective, such as that it’s high
Renaissance.
I have a question. Is the purpose of having crowdsourced content to have
the person describe the painting at the level of the visitor, rather than
having the visitor interact with the voice of a professional? That might
be more cold, more removed. Maybe the compromise is to have the
expert’s text read by the general visitor.
Having people from the public describe to people who can't see, they’re
not going to be thinking about details that would draw me in, for
example when they say, 'it makes me happy.' That doesn’t help me
because I can't see it and share your sentiment. It's hard to share
enthusiasm when I don’t know what I’m looking at.
The man’s description was so subjective, it was just awful.
I have a question for the group. When one person described a beautiful
complexion, did it resonate with any of you?
Umm, no it didn’t. What is a beautiful complexion?
Yes, it could be anything from dark olive to very fair.
Is the purpose for the crowdsourced content to get opinions from different
people? Maybe a compromise could be a professional text read by
the visitor.
It’s a really hard balance. I could feel their energy on the audio.

Kennedy Blind or Low-Vision Focus group notes:
As an accessibility accommodation, all expressed that they want real,
accurate information and they do not think that crowdsourcing is an
effective means of getting that content:
Knowledgeable describers are critical.
The average person is a terrible describer. They use words that don’t have
meaning to someone with vision loss or they leave things out because
they don’t even think to describe them.
I don’t want someone else’s interpretation. I want to make my own.
I don’t want to listen to something that someone is guessing about.
The professional, accurate description should be first and then there should
be an option to go into the crowdsourced stuff if you want.
The interpretive stuff is one thing but the factual is another. I want both.
I want real, accurate information. The risk of getting something wrong is too
great.
Maybe you should encourage people to read the label.
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More/Different/More Concise Information
PEM Interview Quotes:
I'm wishing there was more explanation about the artist and historical
pieces rather than just random description.
I was expecting some descriptive historical context.
Different points of view? That’s OK. It's describing the lady in the painting
but it's not telling me much about her
I wanted to know more about her, what I said the setting, why is she there,
why this paste, what's the connection. So was wondering about the
props, the shawl, handkerchief. The style of the dress is interesting. Was
this the fashion of the day? You can't see her full figure but a revelation
of her as a woman with that elegant looking neck she has. It attracts
me. The curtain is dark but red. A wonderful skin tone against the
background, it pulls us into her. Focuses us on her face.
For me at least I thought it was going to a typical curator I actually didn't
like this version I thought it was going to start with sounds of what the
painting would sound like. Was the artist taking liberties with the
topiaries? Or were they trimmed during the time period?

PEM Blind or Low-Vision Focus group conversation:
Who are those people on the recordings? Is this exactly what the painting
is or is it just their opinion? I didn’t know if it came from just anybody or
someone who knew exactly what was in this painting or just their
personal opinion. From the multiple people I got what I needed. It was
great information but all the opinions from different people, well, it
seemed like it was the same opinion, it wasn’t different perspectives. I
don’t know what they were reading from.
All the voices didn’t seem like different opinions, not different perspectives.
I'm not interested because I can't see it [the artwork]. It would be better
if the person explaining it could draw me into the picture. I want the
person narrating it to really draw me in, so I can see what they’re
talking about it. There wasn’t enough enthusiasm about it.

Confusing
PEM Interview Quotes:
Oh yeah that's why there were different voices. That wasn't real obvious at
first.
I think it should be clear that this is just museum-goers and not curators.
I need more framing for what the App is.
What's the motivation for those using the App?
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Repetitive
PEM Interview Quotes:
I like the idea but I think if it's repetitive. Then I would say it's not worth my
time. I wish each person had something different to say.

Positive or Neutral Response with Some Reservations
PEM Interview Quotes:
Would this go live if I added content? Can any visitor add their opinion?
The museum likes to control things. It would require a lot of monitoring.
You might get a lot of parents and toddlers adding things. Would you
[the museums staff] go back and listen to what people add? I probably
would ask how to get to my content. Maybe you should treat it like a
comment board rather than additional information.
Hearing someone say they don't like chandeliers is not helpful at all. The
first two speakers, I would have stopped listening and not cared if I
wasn't a part of this interview. Starting with a strong speaker and then
letting it move on that would be better.
When you start talking is someone filtering it? I would want that. People
could leave inappropriate comments.
Is this just different interpretations? Is someone going to correct them at the
end? The ruins are Roman.
It sounded like different perspectives and different voices. It makes the
image come alive. What is the goal of the App? It's really nice.
I am a big fan of making it an open format so anyone can contribute. The
emotional impact is just as important. You encourage people to
contribute because it is anonymous. They may not have the education
or background but their take is just as important.
I like that idea (crowd-sourcing). You'll get some great people talking on it
but also get a lot of ramblers. You'll get a lot of Salem residents to talk
about their knowledge of maritime art and there are a lot of those
people around the town.

Plimoth Interview Quotes:
I think it is nice to have a mix and the start was a non-expert content
because that is how any guest experiences a site at first and builds a
base for questions.
I feel like it could be a good way to save funds.
I like that idea. It allows a larger market to enjoy/interpret the audio.
I like the crowdsourcing. It is funny and gets it away from being boring.
I think this is a good idea, mainly because you don't want a boring
description from a ’professional’ unless this was like, fine art or
something. But this isn't that serious. So it makes it fun.
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Totally the way to go. I loved hearing that guy (Halsey.) He was awesome. I
think the more entertaining and funny, the better, so that people get
into it. I mean, it can be true and funny at the same time. Right? That
would be great.
Mostly interested in how you would make sure there wasn't anything bad
on there.
Crowdsourcing could be great but also could present problems if not
adequately moderated.
In an ideal world, great. In the real world it would require a LOT of
monitoring.
Love it. I think this should be how it is. It would be cool for kids and for
anyone really, as long as it doesn't get inappropriate for the kids.

PEM Blind or Low-Vision Focus group conversation:
It now makes sense to me that it’s crowd sourced, but I see a problem with
that.

Kennedy Blind or Low-Vision Focus group notes:
Crowdsourced content could be fun in the right context:
Seems like it could be something to do for fun – as an engagement tool.
The tone of some professional description is really boring and they go on
and on and on about every little detail. Crowdsourcing lets people be
a little more free.
In reply to that I want all of the detail!
I would love to be able to hear how kids describe something. They often
notice things that adults don’t.
In reply to that: I would not want to listen to anything described by a kid.
Crowdsourcing could enable people to be creative – to capture the
emotion behind the piece. Encourage people to be factual and
engaging – tell them it’s OK to be creative.
Maybe you could provide more than one prompt to get different types of
information and perspectives. I would want to be able to filter by that.

If providing both professional and crowdsourced content, inform users of
the source of the description and provide a way to find the content that
you want:
Consider tags so users can find the professional description
I want to know up front where the information is coming from.
Use ratings and labels so you can find a describer that you like and listen to
his/her content or avoid content that has not been highly rated.
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How likely are visitors to create content on the App?
Interviewees were also asked about the likelihood that they would
contribute content to the App, as well as some questions about their prior
experience with contributing content online. Some of the visitors in both
interview samples noticed or figured out that they could add their own
comments via text and audio. A few people actually added content
during the interview, but this was rare. This question was not asked of the
blind or low vision focus group participants at PEM but it was asked during
the Kennedy Center conversation.
The PEM interview sample reported very little prior experience with
creating content themselves online. On a scale of 0-10 with 10=very
frequent, the average rating was 3.4. Visitors in the Plimoth interview
sample were almost as low, rating their frequency at an average of 4.6.
When asked to rate on the same 10-point scale, the specific types of
online content they contributed in the past, the average scores were
quite low with the highest being writing an online review of a product or
service (3.6), writing a blog (3.5), followed by making comments on a blog
(2.6), and participating in a citizen-scientist online project (1.6). Although
Plimoth visitors did rate their prior experience with contributing content
online, the numbers of people doing so in each category varied
significantly, rendering the averages unreliable.
Once interviewees understood that they could add audio or text content
to the App, they were asked to predict how likely they would be to
contribute content using a 10-point scale with 10=definitely likely. The
average PEM rating was 3.9, indicating a low likelihood that interviewees
would contribute content. The average Plimoth rating was 6.3, quite a bit
higher than the PEM visitors. However, because only 9 of the 15 Plimoth
visitors answered this question, this finding is not reliable.
When asked to explain their rating, the strongest trend in the PEM
interview responses was “maybe” followed closely by more definitive “no”
answers. Given that people in evaluation studies tend have a social
desirability bias, the “maybe” answers are most likely a ”no” response in
actual behavior. When explaining why they would not be likely to add
content, many PEM visitors said they did not like the sound of their own
voice in recordings or they felt that it would be intrusive for other visitors if
they recorded while in the galleries. Some people said they would only
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add content if they felt they were knowledgeable enough about the work
or were particularly interested in it. Four people said they would definitely
add content. Selected responses from interviewed visitors are organized
below according to patterns and trends in the data from most to least
frequent.
Maybe with Reservations
PEM Interview Quotes:
I think I wouldn't have anything to add other than I would describe the
covers as being the size of small watermelons at the supermarket. I
would add my own description before hearing others and they should
market it that way.
I'm thinking about what I would add such as the African American family in
the corner. I would want to listen to all of the descriptions before I
added my own I think it should cue that you can add. There needs to
be guidelines such as explaining color. I would add something if I
thought something was left off.
If I felt I knew the piece or time period, maybe I’d contribute. My favorite
was the Norman Rockwell. I would have something to say about that.
Unless I know something I don't feel confident about adding.
I would be a little scared but I would try. After hearing everyone I think
there wouldn't be much to add.
I’d like to add my part but I wouldn’t want to speak out loud in a museum.
I might comment in text. I'm not a public speaker. I tend to shy away from
audio stuff. I’m not a huge social media contributor.
Sure, yes probably.
I would do it orally rather than text about what I felt. Is it possible to have
the App answer questions about things like that hairstyle? Was it the
fashion of the day?
Maybe, I would want to make myself knowledgeable and have something
more than what I see to say about it. Just to describe it is not enough.
I might - if I could figure out how to add the text. I just got my first iPhone
this week. My son is teaching me. No more flip phone. But I could give
an opinion of what I thought of it.

Plimoth Interview Quotes:
I wanted to make a recording but it didn't let me. Yes I wanted to but I
was having trouble with the recorder
Fairly likely, couldn't figure out how.
I wouldn't mind contributing in some way, I am not sure I could figure out
how. I didn't see anything or options on the app.
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No - Not Sure
PEM Interview Quotes:
No. I wouldn’t feel qualified.
Honestly I wouldn't want to add anything unless I knew about the history.
I wouldn't because I don't think I'd have enough knowledge to say
anything.
I don't think I would contribute I don't like the sound of my own voice.
No, my voice is terrible. What is your purpose for the App? Why is it crowd
sourced?
Not without knowing why I should contribute. They would need to give a
purpose. Just to do it for its own sake, no.
I wouldn't have touched the green button without you telling me why.
Creating content is not interesting to me, I haven't spent enough time in
front of this work and it doesn't interest me enough to want to say
something about it.
I don't know. If anyone could give a comment it's going to get very long
maybe that could be confusing it would be a lot. It would take very
long for each piece. You don't know who is expert and who is not.
I’m very unlikely to do audio, possibly would add text but generally I don't
comment online.
No, I don't think so. When I visit museums I see it as my day has a day off
and I rather not do any work.
No, not comfortable waxing philosophical on it, unless I knew something
someone else didn't. I would be more like to text it than record, it's
pretty intuitive I could do it.

Plimoth Interview Quotes:
I don't have much to add here, or else I would. I would be able to figure
out how. I saw that part.
It is a great idea but will likely not want to invest my time. I would not have
realized you could do this.
Didn't know that was an options, if I took another look I could probably
figure it out, not sure I would do it.
I wouldn't but I think people would. I didn't see that you could do that. I
could figure it out I think if I wanted to, but I would not add anything.
No, don't like the sound of my own voice. Wouldn't type either- that is
weird. I could see how, but not going to do it.
I would not contribute but I might add a criticism of someone else's
description that wasn't accurate. I can figure out how, I just don't want
to.
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Yes
PEM Interview Quotes:
I saw that I could add text. Depending on the work, definitely! Maybe not
this specific work but other works around the museum for sure.
Oh yeah, I'd like to contribute! I wish it said we could do that at the
beginning. Maybe there should be some questions like: Asking do you
see? What do you think? Can you hear the guns going off?

Plimoth Interview Quotes:
I would contribute, I think of my life as a narrated movie anyway, so I would
narrate for others. I did see a button that I could push the green one- I
think that is where I would do it.
I would contribute. I did see how I could.
Yep! I would do it again. I figured it out, wouldn't do the text part though.

Kennedy Blind or Low-Vision Focus group notes:
Everyone should be able to contribute:
The contribute process should be accessible too.
I would love to be able to leave my mark on this collective experience.
I’m not sure that I would be comfortable contributing but I think it should
be open to everyone if it’s meant to be a way to engage people in the
experience.

Emerging Issues about Interface Design and Functionality of the App
In the conversations with interviewed visitors and the blind or low vision
focus group participants, some patterns emerged relative to the interface
design and functionality of the App. The most common suggestion from
PEM study participants was the need for better interface guides or
controls. Visitors felt this would help communicate the purpose of the App
to users. In addition, some visitors in both the interview and focus group
samples noted that the app should have some way to locate when they
were standing in front of an object that had content. Focus group visitors
at PEM were not given the chance to use the app themselves so their
comments about interface issues emerged from the general discussion,
but the Kennedy Center focus group participants were given the
opportunity to hold the iPhone themselves. Another category of response
related to the pacing or length of the experience and a number of
comments addressed production quality issues. Three PEM visitors noted
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that the interface was easy enough, in general, and three Plimoth visitors
agreed.
The following quotes are organized according to the trends in the
interview and focus group data from most to least frequent patterns.
Need Guides, Controls, Clear Purpose
PEM Interview Quotes:
What else can you do? Can you comment and add only?
Maybe have some tips on the screen for adding content.
One thing I was thinking is I'd like to know how long it is when I'm listening to
it. How much longer do I have to listen?
Can you choose who to listen to on this? There are multiple voices. I don't
have to listen to all 10, right?
I know which one to hit but I don't know what I'm getting into.
I wish it gave you an option to keep listening. I like to take my own time
with the work.
Clunky with the interface
It wasn't clear that there were multiple perspectives. Clarity about how
many you could potentially listen to. That way you can choose to stand
there the whole time and listen to all 15 or so.
I was hoping the counter at the bottom of the screen would let me know
how many I had left or gone
It didn't tell me it might be going too long. It might be 90 seconds so can
you skip ahead? I don't know how that function works.
The text option doesn't seem very necessary. I thought it was going to be a
transcript of those speaking.

Plimoth Interview Quotes:
I think it is glitchy- not sure this is ready for people to use really, people
give up easily.
music didn't stop and there is not an automatic transition between
objects. Tech seemed to have some kinks, not ready for release.

PEM Blind or Low Vision Focus Group Participants
How will I know when I’m standing in front of a work that has audio
content?
For me in terms of the screen if you do it as if all one large piece of
information, it’s hard to navigate to one specific fact or something. But
if you do that too much you have to go through too many motions to
get what you want. I have to think of it in terms of the user experience.
Where is the right balance?
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Is this App designed just for visually impaired or everyone?
Will there be a limit on how many people comment on a piece? Say that
there could be 20 tracks for this [object]. Could we beep through?
[move through tracks we don't want to listen to]
Yes, like the Mona Lisa, it could be thousands of comments.
Yes, you could set it up to see which ones were more popular.

Kennedy Center Blind or Low Vision Focus Group Participants
Several visitors expressed a desire for more geo-location features in the
App, more information about where the object was or how to get to it:
Sometimes the description was missing context. They would say what was
in the space but not where it was.
One person provided directions around the Hall of States but it didn’t make
sense to me.
Knowing where the object is is critical. I don’t want to be standing in front
of the bathroom thinking I’m looking at the object being described.
I didn’t know how to get from one exhibit to another so I would still need a
sighted guide to get around.
I saw the prompt about asking for the location. Is that going to work?
iBeacons are pretty cheap and could easily be integrated into something
like this.
Could you include some reference points so you know how far it is from
one object to another? Turn left and go about 50 steps and the bust
will be on the right. Something like that.

Several people indicated that they wanted a way to filter the description
so they could more easily get at content that they preferred.
There should be a rating system so that you don’t waste time listening to
someone’s bad description.
I want to have some choice. It’s great to have the crowdsourced
information but it shouldn’t be first. The professional, accurate
description should be first and then there should be an option to go into
the crowdsourced stuff if you want. But not everyone is going to want
to listen to all of that.
I would organize the info differently. Instead of having the three objects on
a page, I would have one page for each object and then a list of all of
the audio recordings with tags so you can find the ones you want.

Pacing/Length/Repetition Issues
PEM Interview Quotes:
When the guy was taking about forced perspective he was backtracking
his own words. Overall I thought it could maybe be a bit tighter for me.
The first one was a bit long but detailed.
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This sounds critical but I'm not trying to be. It did enhance but the
challenge is its slow paced.
I do like that it's talking to me but I got bored of it eventually. There was too
much explanation.
People are randomly asked what their impressions are but there is no
beginning, middle, and end. It’s a waste of time for me.
There was white space, a little too much transition.
I feel like it's going to be really repetitive.
Repetitive. It was a little repetitive but that's okay.
There seems to be a lot of viewpoints but they seem to be repetitious.
Maybe just have 8 or less - Just the most interesting or different.
Some should be edited out lots of repeated over and over again, more a
collage a feelings that make one full picture of object.

Plimoth Interview Quotes:
I found the pacing tiresome
It is slow. It didn't respond when I was trying to go from one to another
section. There was lots of buffering. It wasn’t nimble and it was too long
before anything actually happened.
The pace doesn't seem really that good. I think it needs work, but I like the
idea of it. I think if you did it right, got different music and maybe sped
things up a bit it would be helpful for others.
Least interesting for me was the length. I think they were too long. I don't
have that much time.
Transition from one person talking to another was weird

PEM Blind or Low Vision Focus Group Participants
The focus group conversation touched upon this issue of length. As one
blind or low vision participant said: “As a practical matter, being in a
museum, it was way too long. I would like someone to distill it a little bit. I
appreciate what you are trying to do. I didn’t raise my hand [to indicate
when he would have finished listening to the App] but I should have been
doing it earlier.”
Kennedy Center Blind or Low Vision Focus Group Participants
Sometimes people described the same things. Would be better to have a
little more variation.
Did you mean for people to keep describing the same thing?

Production Quality
PEM Interview Quotes:
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Tell them to stop saying ums. The ums distracted me. I don't like the
different perspective.

Plimoth Interview Quotes:
It’s a little on the dull side.

PEM Blind or Low Vision Focus Group Participants
We went to the movies the other day and there was audio description
(done by WGBH) and I can totally understand it and feel like I’m really
watching the movie because there’s a real art to that kind of
description. The average person is not trained sufficiently to put
themselves in the shoes of the visually impaired. For example, I’ve taken
yoga classes and the teacher says' put your hand here' and she points
to something and I have no idea what she's pointing to. [Good visual
description] really requires a unique person with level of training. It
makes for a far better experience. I see a problem with crowdsourced
content in terms of being able to describe it in a meaningful way.
There were 3-4 voices for each painting. Are you keeping it at that or are
you going to select a specific voice?
With the comments on the first painting [Lucy Dodge Allen], it was in
context of the classical section and the other works around it had a
similar theme. Is the plan for the audio to explain that, for example, 'this
painting is surrounded by 3-4 other works of art with a classical theme.'
If you just take Visual Impairments off the table for a minute, I’m interested.
I can’t imagine this is going to alter the museum experience just for the
general public. If you have people recording their thoughts in the
gallery, this will disturb other visitors. Also, if you don’t have headset you
will have a lot of voices and bad sound quality.

Kennedy Center Blind or Low Vision Focus Group Participants
I thought I was listening to the description of the bust but the person was
describing the Hall of States.
People would start describing and then stop. One time someone asked ‘Is
this thing on?’ and it was included as a part of their description.
One guy got cut off. I guess he talked too long.

Interface Seems Easy
PEM Interview Quotes:
I think it's got great potential. Easy overall to use. Understood quickly Audio
component and text.
User friendly and pretty straightforward,
When I first press it will I know it's an expert?
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Plimoth Interview Quotes:
The app seems efficient and streamlined
Simple design easy to navigate
The colors are soothing and the logo looks a little weird but it seems like a
real app.

CONCLUSIONS & RECOMMENDATIONS
Summary of Findings
Time Spent: Visitors likely spent more time with the App during the study
than they would have if using it on their own. We know this from
comments that study participants made during the conversations. The
App did encourage sighted visitors to look at the featured work of art,
often from different viewpoints, close-up and from a distance. Many
visitors kept looking at the phone interface while holding the phone out
away from their ear. Blind or low vision visitors at PEM were not able to use
the app on their own as the audio was projected over a speaker so the
whole group could hear the same thing at the same time. Kennedy
Center blind and low vision focus group participants were each given a
pre-loaded iPhone to use on their own.
How the App Enhanced the Experience with Art: Sighted visitors’ rating of
the degree to which using the App enhanced their experience was
average, meaning visitors were rarely willing to make a strong statement
of effect one way or the other. When asked to explain their enhancement
ratings, sighted visitors most frequently said it deepened their experience
by causing them to slow down and look more carefully, allowing them to
notice details they would have otherwise missed. Many visitors enjoyed
hearing the different points of view about the objects. Some of the blind
or low vision focus group participants noted that the on-demand and
independently controlled aspect of the App was attractive, as normally
they have to plan ahead and schedule special tours at museums.
What Troubled Visitors About the App: A number of aspects about the
App were troubling for both sighted and blind or low vision visitors. The
most frequently-cited problem was the lack of basic information about
the artwork or the presence of incorrect or too subjective information. The
background music was distracting for many vistiors in all samples, as well
as the poor audio quality and production values. Some visitors felt the
music competed with the speakers while others thought the music should
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relate more directly to the artwork. Many visitors felt the pace of the audio
was too slow, with too much time in between audio clips. While visitors
liked the different points of view expressed in the audio segments, visitors
noted that the comments were often repetitive and/or made claims that
visitors felt were specious. Some people were confused by the different
voices, not understanding who was speaking and why.
Who the App is For: There were no strong patterns in the data on who
visitors thought the App was for. While many thought is was for art novices
or general visitors, just as many said it was for art savvy visitors who wanted
to go more into depth with the artwork. A few people thought it was for
blind or low vision visitors or older people with lower vision, while others
thought it was for technologically-inclined young people or students.
How Visitors Respond to Crowdsourced Approach: While a few visitors
quickly understood that the content on the App was crowdsourced, most
had questions or were confused about who was speaking. Both the
sighted and blind or low vision visitors were dubious about the value of
random visitors’ comments, preferring instead to hear from those who
were knowledgeable about the work. They wanted more organized,
concise information. This was particularly the case for blind or low vision
visitors. They expected a more sequential or traditional visual description
approach where the audio describes the object in terms of size, material,
how it is displayed and the objects around; and then to focus on the
formal properties in the art such as line, shape, color, texture, and
progressivley go deeper into the artwork’s meaning and/or emotional
effect. They recommended having professional writers and narrators
deliver the content.
Likelihood that visitors will contribute content to the App: Most sighted
visitors were unlikely to contibute content to the App. They admitted to
rarely contributing content online in most any form. The reasons that many
PEM visitors gave for not contributing content was that they did not like
the sound of their voice, they did not want to distract other visitors by
talking loudly in the gallery, or they did not feel knowledgeable about the
artwork.
Interface & Functionality Design Issues: Conversations with sighted and
blind or low vision visitors often yielded comments about or suggestions for
improving the App. Most frequently, visitors felt the App needed better
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menus, guides, or some sort of features that gave them more choice and
control. Other comments related to pacing and length, as well as the
different speakers felt repetitive as they did not always add new content.
Some visitors were concerned that if anyone could contribute content
that the audio stream would become quite long. Without an efficient way
to make choices about what to listen to, visitors felt the audio could
become unmanageable. Many visitors felt the production quality needed
improvement,he variation in sound level should be fixed and the content
needed editing and tightening up.

Implications & Recommendations
The fact that visitors were so divided on who they thought the App was
designed to serve points out an important problem with the App. The
purpose should be clear to users. If you design an experience to truly
serve all visitors then the answer you want from visitors is, “It’s for people
like me.”
Visitors have a high expectation that interpretation avaiable in a museum
will be thoughtful and accurate. The randomness of the crowdsourced
content was unsettling for most visitors so the App, as designed, will face
problems overcoming those expectations. As some visitors suggested, the
crowdsourced content would be acceptable if users could know when
someone knowledgeable or from the museum was speaking and when it
was a random visitor. Of course, a random visitor could be quite
knowledgeable but most people do not think about that possibility. It is
possible that if users understand at the beginning that is a “conversation”
app where the museum is interested in knowing what visitors think and
how they see artworks, then they will be more amenable to the
crowdsourced content.
It is not surprising that most visitors said they would not contribute content
to the App as Wikipedia has described the 1% rule where they found that
an average of 1% of people who access Wikipedia content actually edit
or contribute content. Yahoo claims that 1% of users create content, 10%
“synthesize” content (add comments, reviews, and the like). The low
percentage of users who are willing to create content presents a serious
problem for the App, as designed. There is likely to be an ongoing
problem with getting good content on the App if it relies soley on
crowdsourced content. However, this raises a question as to whether or
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not the quality of the content would change if they knew it would benefit
blind or low vision visitors. Of course, this might affect how the prompt is
worded.
People have high expectations as to production quailty, especially for
interpretation experiences in museums. The App needs to have a clearer
interpretive language with more intuitive controls. Improvements to
interface would help enforce and reiterate communication of what the
App is about, who the App is for, what to expect, and its value.
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APPENDIX A: VISITOR INTERVIEW PROTOCOL
Access App General Audience Interview Protocol

General Purpose of the Interview
We are primarily interested in the way the App affects the visitor experience and their
thoughts about crowdsourced content. There are still some bugs in the App so the
interview could quickly turn into an interface testing. You will definitely make note of
any interface/user issues, but don’t dwell on them.
Who to Interview
We are interviewing general visitors and excluding those in organized school groups or
large bus tour groups, age 18 and older.
When attendance is busy, attempt to collect a random sample meaning you should
approach every (pick a number, as in 3rd, 4th, 5th) adult visitor who crosses an imaginary
line. When attendance is slow, approach every visitor you can.
Intercept Process
Sample Script
Hello and welcome to [Institution]. My name is ____ and I’m talking with visitors today to
test out a new App we are creating. It will take about 5-10 minutes, depending on how
long you want to talk. We will use our device so you don’t have to load anything on
your phone, and I have a small thank-you gift for you in appreciation. (Thank you gift optional
can be small, such as postcards, pencils with logo/name)

Keep your tone light and friendly. Most visitors enjoy talking about their experience but if
the person says no, do not take it personally. If the person says they only have a short
period of time but seem somewhat willing to participate in the interview, tell them that’s
fine and they are free to stop the interview at any point. Accommodate them in any
way that you can - the interview should be a pleasant experience for the visitor, as well
as for you!
Interview Logistics
Use the interview guide for the interview (attached below) or if you are entering data
directly into the iPad online or offline (see instructions below), then that can serve as
your interview guide. Try not to make the visitor feel like you are filling in a survey form.
Ask the questions in conversational tone. Sometimes people “answer” a question (e.g.
provide relevant information on a topic) without having to be directly asked by the
interviewer. Sometimes their responses to one question relate naturally to a question
that falls later in your list of questions, which is fine. Pursue topics in the order they arise.
Semi-structured interviews balance the need for consistency across the interviews
(which is a goal) with the need to appropriately tailor interviews to people and their
personal experiences and perspectives (which is the more important goal).
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You will notice in the interview guide and in the iPad online/offline format that all the
questions about their experience with the App are clumped together. This is because
when we tested the instrument people started talking about the experience at all
different points. This will become clearer further down when data entry is discussed.
Sometimes people respond to questions in vague or general terms, therefore it is useful
to have thought about probing, follow-up questions to stimulate responses. Our culture
sometimes teaches that it is rude to be “too nosy” but try to suspend your natural
tendencies here. When a visitor says something like “That’s interesting,” follow up for
more detail. Suggestions for ways to probe for some of the questions in our interview
follow each question below.
Some tips of the trade:
Listening is probably one of the most important skills of an interviewer. Concentrate on
what the person is saying, not what you will say next. One technique is to NOT look at
your interview guide or iPad while the visitor is answering your question. Look at the
visitor and listen, listen, listen. Don’t worry about what you will say next. Think about what
the visitor says and think about what needs follow up questions.
Pay close attention to body language, emotions, expressions, etc. Are they really
excited about what they are saying or do they appear completely bored? Because this
is a tech-related study, notice how comfortable people are with new Apps and
technology in general. Some visitors will take the phone from you and dive right in,
trying everything, often quickly figuring everything out. On the other end of the
spectrum, some visitors will be quite hesitant. You want to give them time to figure it out,
sometimes asking if they can figure out anything else the App has to offer rather than
jump in and “rescue” them too fast.
Probe the visitor for as much detailed information from them as you can. Oftentimes
you can do this by simply making reassuring sounds (e.g., uh huh, I see, yes, etc.). But be
careful not to be too reassuring as we sometimes do this out of our own nervousness.
Ask for further clarification to get further information (e.g., Can you tell me what you
mean by that? Can you give me an example of that? etc., That’s interesting, tell me
more).
Be careful not to talk too much or try to “teach” (In this case: tell them how to navigate
the App or everything you know about the development of the App). It’s best if you
play a bit clueless about the history of the App. For example if a visitor asks you a
question, turn it back on them, such as, Visitor: What happens when I click this? You: Try
it and see what happens. Or Visitor: What’s the point of this App? You: That’s a good
question. I don’t know. What do you think the point is?
EXCEPTION: The App still has some bugs. For example, sometimes you click on an
object/experience and all you hear is the background music. Sometimes visitors assume
this is all there is to it and they often will begin to explore different aspects of the App
and come back to it. Sometimes the audio/voices come on but sometimes they don’t.
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You need to give some time but if they keep listening to just music after about 90
seconds then tell them to touch the advance (>|) symbol on the right of the
Pause/play symbol. This will remix the audio. Or you close and reopen the App. You
might have to do this several times.
WAIT, WAIT, WAIT. This is related to listen, listen, listen. Sometimes if you just pause and
give the person time to gather his/her thoughts you will learn a lot. As is the case in
good teaching, you must give the visitor sufficient “wait” time for them to gather their
thoughts. Learn not to be uncomfortable with the silence. Start counting slowly to
yourself and if you get to 20 then you can say something. Almost always the visitor will
break the silence first.
You may want to repeat the person’s response, or summarize their response, to prompt
them to carry on but be careful not to put your words in their mouth. This is known as
active listening. For example, You: “Am I correct in understanding that you find the
different voices helpful? Visitor: “Yes” You: “OK, can you tell me how it is helpful to you?”
Each institution will test 3 objects or experiences. Each interview will focus on one of
those three objects/experiences. Be sure you balance your interviews across all 3
objects/experiences. At PEM we had three interview teams happening at once. If only
one interview team (typically an interviewer and a scribe but read more in the
Recording Data section below).
Conducting the Interview
Once visitors accept your invitation, move towards the object/experience you are
testing. We suggest having seating available during the interview. We used gallery
stools at PEM. If the data collector is trying to type directly into the iPad or computer
interface then sitting is necessary. We didn’t force people to sit, we just offered it. If they
don’t want to sit then the data collector stands. If the scribe wants, s/he can sit.
Sample Script
We have loaded the App on this phone that you can use. Eventually visitors will be able
to load the App themselves on their own device. Also, keep in mind that this is a “beta”
or early version of the App and we know there are a few bugs. While you are using it I
will hover a bit and may step in when I see that the App is buggy.
[Open the App to your institution’s main page with “Begin” button at the bottom and
hand it to the visitor.]
Here is the App on this phone and let’s pretend that you selected this
object/experience.
[Point to the object/experience]
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Once you move beyond this first page [and in case of PEM, select “American Art”] you
can select this object/experience.
Try to ignore me as best you can and explore the App anyway you want to. Use it as
long or as briefly as you want to. Do whatever you think you’d do if you were using this
without me here.
You can talk out loud while you explore it or be quiet. Whatever you feel comfortable
doing, do it.
Interviewer observes what visitor does and writes everything the visitor says and does
while exploring the App. Examples of responses are available from our early testing in
an attached document.
What does the visitor do or comment on while listening? Include facial expressions,
gestures.
What does the visitor do first, second, third, etc. The scribe will need to sit or stand in a
place where you can see what the visitor is doing.
About how long does the visitor listen before stopping? (Multiple choice option)
When visitor starts to slow down and turns to you then the observation is over. The visitor
can still hold the phone and may continue to play with the App during the interview. In
some cases you might encourage them to look back at the App,
Now the fun begins. The conversation topics are listed below in what feels like a logical
order. However, we know from testing that some visitors start the conversation with a
topic that comes later. That’s fine. Go with where the visitor wants to take it. You will
circle back later and pick up the rest of your conversation topics/questions.
Usually we being with the most general question and move to more specifics but each
interview will be different. Just be sure you cover all the topics.
Conversation Topic 1 – What was the experience like? (APP-USER)
Tell me your FIRST IMPRESSIONS about the App
How does it ENHANCE your experience with the object? Or NOT?
[Note: This is an open-ended question AND a 0-10 scale question. You can ask them in
either order.]

MOST/LEAST Useful qualities/aspects of the App?
Conversation Topic 2 – Crowd-Sourcing: Affect of and likelihood of contriubtion (APPCONTRIBUTOR)
Effect of crowdsourced (non-expert) content:
Who do you think is doing the audio on this App?
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This App content is different from what you might expect. The content is
“crowdsourced” meaning anyone can add an audio or text comment. Some of
the people on here are art professionals and some aren’t. What are your
thoughts about that?
Did you figure out how to contribute content to this App?
[If NO]
Look at the App again and see if you can figure it out.
OR
I noticed that you figured out how to contribute content to this App.
ASK EVERYONE:
How likely would you be to contribute content on this App? Why/why not? Would
you do it as an audio comment and/or a test comment?
Note: In some cases visitors actually add content while they explore it. In that case ask
them about that experience and why they added content in the format they did
(audio or text).
So now you’ve explored it and we’ve talked about your experience with it, tell
who you think this App was designed for.
Is there anything else you want to say or ask about this App?
NOTE: If a visitor asks a question, try to turn it back and get them to speculate on the
answer to the question. For example, Why don’t they just use experts on this? You say:
That’s an interesting question. I don’t know. Why do you think they decided to do it this
way?

This has been interesting. I have a few simple survey questions for you to answer on the
iPad. You can either take the iPad yourself or I can read them to you and answer for you.
Which to do you prefer?
Complete the survey but don’t submit it. The last page on the iPad instructs the visitor to hand
the iPad back to you. We recommend that even if you are taking handwritten or recorded
notes (see choices in Recording Data from Interview section that follows) we recommend that
you have the iPad ready and advanced to the survey section so visitors can enter their data
directly into the database. Otherwise each interviewer will need to format the survey properly
for paper and then will have to enter the whole interview and survey manually.

Recording Data from the Interview
There are several ways to record what people say in an interview.
● Audio Recording
If you have access to a small digital recorder or the audio recorder on your phone, you can
audio record your interview. Sometimes this is a great way to teach yourself how to conduct
interviews because listening to the recordings clearly illuminates whether or not you listen more
than you talk, as well as how you probe and prompt for richer data. However, there are some
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drawbacks. Sometimes visitors are a little nervous when they think they are being recorded. It
can be awkward to handle the recorder while talking with people but if can be
choreographed with some practice. Technology can fail so have extra batteries/charger and
test the recorder at the beginning of each interview. If the galleries are noisy, the quality of
your recording may be largely unintelligible. As back up, you still need to write down what
people say. If you record, we strongly recommend that you sit down immediately after the
interview and transcribe what people say from the audio recording, then delete it. Do not wait
until you get back to your office. You will almost always find something else to do and your
memory of the interviews will get colder with every minute you delay. Every choice you make
involves a trade-off so decide if the advantages outweigh the disadvantages.
● Interviewing in a team: Interviewer & Scribe
Form a team of two people where one serves as the interview, the one who talks to the visitor,
and one is the scribe, the one who transcribes the conversation. If you do this, remember to
introduce both the interviewer and scribe to the visitor and tell them what each of you is doing.
As you conduct the interview, the scribe takes down EXACTLY what the visitor says. This way the
interviewer can pay attention to the visitor and concentrate on what is being said. The
interviewer should pause periodically to give the scribe time to write everything down and ask
if s/he needs any follow up or clarification. This process accomplishes several things:
1) It’s easier to concentrate on one task – either interviewer or scribe;
2) The scribe can go back and probe if the interviewer forgot to do so (it happens) or the
interviewer skipped a conversation topic/question (it happens). For example, Interviewer
to Scribe: Do you have anything you need? Scribe to visitor: Earlier in the conversation
you mentioned something about finding the App helpful. Could you elaborate a bit and
tell me what ways it was helpful? OR Scribe to visitor (if interviewer forgot to ask
something): I’m curious. Who do you think this App was designed for?
● Doing It All Yourself
Some people prefer to take notes themselves as visitors answer questions. If you have a
personal shorthand system this can be much easier. If your keyboard skills are excellent you
can type directly into the iPad interface or use your computer.1 The benefit of this is that you
are forced to allow sufficient wait time. If a visitor talks too fast you can slow them down with
something like: “Wow! This is a lot. I want to get all of it because it will be helpful to the team.
You said (and read back the last thing you got from them or tell them the two/three topics
they covered). Can you go back and talk about that again?”
People are usually quite flattered at your attention to what they say. Feel free to ask the visitor
to restate that so you get it right. Taking time to write also forces you to be quiet for a few
moments and it almost always results in giving the visitor time to think and then they begin to
give richer information about their experience. Do your best to quickly jot down the key words
of what people say - you can go back after the interview and fill in the gaps. But complete
your notes immediately after the interview. It will surprise you how quickly you forget details.
1

When typing directly into the iPad during the interview you will likely make lots of typos but get the gist
of what visitors say. After you finish the interview and the visitor has completed the survey, DO NOT submit
it. Take some time to sit down and complete and correct your interview notes, then submit it. If it gets
submitted by mistake you can make changes but will need to do it on a computer with Internet access
and Marianna will give you the admin access code for SurveyGizmo.
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TRANSCRIBING vs SYNTHESIZING
No matter what system of data recording you use, it is important to capture EXACTLY what
people say. Write down their words, not your summation of their words. This may seem obvious
but it is the most common mistake that beginning interviewers make. You do not have to
record every “umm”, “ah”, or “ya know” but you do want to get the essence. This is the main
reason why audio recording helps beginning interviewers be more successful.
If you summarize/synthesize what people say then you are jumping into data analysis and it
renders your data useless. It has to be thrown out. Please don’t let your efforts go to waste. For
example a visitor might say: “I think hearing from experts is important and I prefer it but I guess I
get how it might be interesting to hear from regular ole people. I don’t know, will have to think
about that.” THAT’S WHAT YOU WRITE DOWN. It will be tempting to do this: She wants experts,
might listen to non-experts. That is synthesizing. It’s not usable. PLEASE watch this.
When you are finished with the interview and the survey, thank the visitor for their time. You
may want to reward visitors with a small gift of some kind from your gift shop (e.g., pencil,
postcard, poster, etc.) but it is not necessary. People are usually happy to help.

DATA ENTRY
You can enter INTERVIEW/Survey data on an iPad or computer provided by the
museum or from your own computer or iPad. You can do this WITH and WITHOUT
wireless Internet access. We encourage you to enter directly into the data base while
interviewing/scribing. This will take less time from your already busy schedules.
Entering the data online or offline is like taking an online survey, only we are using this
service differently that you might be used to. The first half of the “survey” will be your
interview notes. Visitors will not see this part. It’s not that they shouldn’t, it’s just that it is
not designed for them to understand it. You, the interviewer/scribe will understand it
because you will have read and digested the full protocol/script.

ONLINE Data Entry - WITH Internet/WiFi Connection
When entering data on a computer or iPad WITH a consistent INTERNET connection click
the following link EACH time you enter an interview. You can keep this page open and
come back and click the appropriate link to pull up a new response form online. If your
WiFi cycles out or is spotty don’t risk relying on this approach. You will lose your data.
Interview
http://sgiz.mobi/s3/PEM-Access-App-Summer-2017

OFFLINE Data Entry - WITHOUT Internet/WiFi
BEFORE you wish to enter the data OFFLINE you must be connected to WiFi on your
computer or tablet, then click on this link:
Interview Offline Link
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http://www.surveygizmo.com/s3/offline/index.php?__slug=sgiz.mobi/s3/PEM-Access-App-Summer2017&sLanguage=Auto

BOOKMARK the link on your computer or tablet and place it in your favorites bar so you
can access it easily.
Turn OFF Kiosk Mode Toggle. If it is not off your surveys will reload automatically after a
few seconds. Not a terrible thing, just annoying and you won’t be able to go back and
edit your earlier notes.
Then, when you wish to enter data in an OFFLINE mode, you pull up this BOOKMARK
and click on the green ‘Record a Response button – EACH time you enter data –
conduct a new interview.

PLEASE test this out before you actually go on the floor to interview. Be
comfortable with the process.
You can click through the surveys as much as you want to while getting comfortable
with the process. Please do not submit any of these and don’t add any fake interview
data (or delete it if you want to play with it). I will know that these are tests as they will
show up as partial and I’ll delete them.

REMEMBER to UPLOAD Completed Interviews/Surveys:
AFTER entering your offline data you will have a choice bar at the bottom of the page
that asks if you want to UPLOAD your RESPONSES. When you have a good internet/wifi
connection again, please click that choice to upload your data each day.

NOTES on ENTERING INTERVIEW DATA in the big catch-all text box on the survey
interface
You will notice when entering data into the survey interface that there is one big catchall box for you to enter all the conversation topics. This is because visitors address these
issues in different order. To help when we analyze the interview transcripts PLEASE label
the visitor comments with something that will help us identify the topic. See examples
from our testing at PEM at the end of this document.
NOTES on Editing/Correcting your Interview Notes
If you transcribe visitor comments directly into the interface on the iPad or computer, you will be
typing fairly quickly and probably make some typos or incomplete comments.
Immediately after the visitor completes (but does not submit) the survey portion of the interview,
you can keep hitting the “Back” button to get back to the interview section where you want to
clean up your notes. You have to do this immediately after the interview, before starting the
next interview. Then you can add some of the labels in the big catch-all box and correct
mistakes and clean up the writing. REMEMBER that we have to be able to understand what you
write. Write it so that we can get an accurate sense of what it was like to be there during that
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interview.
PLEASE read through some of the examples we got in testing to get an idea of what your entries
should look like. We will periodically review the entries and if we see that there is not enough
probing or follow-up questions or there are incomplete thoughts or you are summing up what
people say rather than using their word, we will contact you.

PROBLEMS or QUESTIONS?
If the survey freezes or does anything weird on the iPad, try clearing the cache on the browser,
deleting the bookmark, and doing a hard re-set of the iPad. Then reset the bookmark when you
have wifi and try again.
Please feel free to contact Marianna Adams at Audience Focus. If you need immediate helps
text the mobile number first. Give your name, your institution, and a quick problem description,
or you can tell me to check my email for a more detailed description of the problem.
EMAIL: marianna@audiencefocus.com
MOBILE: 202-251-9307
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Listening/Observing Examples
You will notice a variation in the length of these observations. What we are looking for is
the degree to which people look at the object/experience or just stare at the phone.
We are also interested in how they handle the object, such as do they hold it to the ear
or listen to it in their lap or holding away from their face?
“What am I looking at?” Only music plays, no audio. She holds phone out in front of her rather than up to ear and
then holds up to ear. She started farther back and then moves closer, progressively getting a closer look at the
painting. “The ‘More’ button doesn't do anything?”
Stares at screen, then looks at chandelier. "Can I turn it down?" Looks around, moves around the object. Listens
closer, reads floor text while listening. Smiling, staring at object. Laughing "that's pretty awesome." More looking at
object. Looking at phone to check it, closer listening to ear, still looking at object.
She moved closer to the work with the audio in front of her – not to her ear. "Is that Jim?" She put it closer to her ear to
listen closer. She found the ‘add content’ page and started to add text. She read the information panel next to the
work after typing her own thoughts. "So the other people contributed audio but after reading the wall text it explains
why it's there so if I'm inputting should I include what I read?" After asking she started to record her own interpretation
with the addition of the informational panel. "Who is this for? What is the purpose? It's missing the purpose of the Appwho is on the receiving end (adult child both visually impaired etc) I could focus just on my reaction or something
broader if I didn't have an unknown view. It doesn't give you enough time just a minute or so. [could be autolock]
You have to choose whether or not to include description rather than included or going deeper or further into the
historical context.”
Looking and listening and looking up and down at the object. “Delicious! Sumptuous!” Exclaiming words that stood
out to her from the audio. Holding phone up about 4 inches from her face “This is very soothing music Oh there's a
text one you can open.”
She's immediately looking through the App rather than just listening all the way through. She has already started
typing and interacting with the work. She then went back and listened to the recording. She is looking down at the
phone rather than looking at the object. "The music in the background is distracting rather than adding something"
*she moved towards the work as the recording continued She tried to move through the recordings - like she was
confused about the multiple recordings or perspectives.
Clicked on listen and nothing happened. Got roundware server error message and confused about what to do to
make it work. Facilitator had to get the audio stream going for her Looked confused when audio clip cut itself short
Held it to her lap to listen Listened to the stream in entirety Looked confused furrowed brow when the clips stopped
playing only ambient sound Cocked her head and looked questioning when certain clip was playing Listened to
the ambient sound for a bit when no more content
(He got a failure then we reset) After, he immediately was able to start listening. He moved from far away to getting
progressively closer to the work. He kept the device further from him rather than up to his ear. Kept his interest on the
image, his eye trailing across the image with the multiple descriptions. He seemed engaged and interested in what
was discussed. "I feel like I got back to where I was."
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BIG CATCH-ALL INTERVIEW DATA
Notice how the data collectors have indicated which question the visitor is answering. PLEASE
put a word or phrase before each response so we can analyze it properly.
First Impression: I know which one to hit but I don't know what I'm getting into The first person to talk
guided me through the painting while the other people seemed to be asking me or has a questioning
tone. I felt like those two approaches queued me into what was going on.
How Enhance: it definitely enhanced, the music was well done and set the mood. I think it really had me
look for the details. I need more framing for what the App is though.
Least: I was hoping the counter at the bottom of the screen would let me know how many I had left or
gone through.
Most: I think it is good to keep things open and mysterious I think people are more interested in structure
and instruction from the App.
Who is it for? What?: People who are visually impaired or those who cannot come to the museum. It's
filling a hole for someone who isn't sighted.
Crowd source: through the eyes of other visitors then I would know what we're doing. I like that this would
calm people prejudices about art as it
MOST - Interesting to know what visitors think, but a little more interesting than that she's wearing black or
that the curtain is pulled aside, I can see that. Are there any experts? I want to hear something from
someone knowledgeable first and then someone else's response. And then I might contribute
LEAST - Not having any info that I was listening to visitors, and not having any input from experts. It's too
basic without context
GENERAL ?? The App is about involving visitors? Q. Is that important to you? Yes, actually, once I had the
context I would be interested in hearing a few responses and maybe adding one. Context is key. I would
love a button that says hear the expert and one for visitors and add your own. Having agency into what
you're listening too is more engaging.
CROWD SOURCE The first comments were too slow and detailed with too many pauses, tell me whether
the columns are Greek or Roman, you're the experts!
WOULD YOU CONTRIBUTE? I wouldn't have touched the green button. I don’t know what would happen.
So each of these has audio? So you can do spoken or written comment? I tried to click the more button
but nothing happened.
First impression...think it's got great potential. Easy overall to use. Understood quickly the audio
component and text. I liked how like other audio tours made me look more closely. Liked how one
contribution pointed out details while others added emotional content perspective. One person said the
portrait was at the site which made me see it differently
Enhance...very much so. Can appreciate how well it's done but I would need someone to teach me
more about it. More than I would have just walking by
Most useful qualities ...by listening and looking you slow down and ...pointing out the ancient ruins makes
you slow down and see other details. I guess it's subjective the description of the masculine chin
Least engaging ...subjective part because I looked at it differently
Contribution: Likely to be in contributed...very unlikely to do audio, possibly text but generally I don't
comment online
WHAT DO YOU THINK: It feels like the audio speakers are making some assumptions. (asked how so?) One
person said that people are selling wares and wearing their Sunday best? Doesn't seem like it’s the
Sunday best or how do they know? Some are doing more formal analysis. If I was imagining it I would
need more description. I'm noticing that it's a mixed race crowd (looking more closely at the painting).
We don't really know what they're doing in the middle of the field.
CROWDSOURCE: Would this go live if I added a comment? Can any visitor add their comments? The

52

+Audience Focus Inc.
museum likes to control things so I guess it would require a lot of monitoring. You might get a lot of parents
and toddlers talking into for reasons other than what you might want. Would you be able to go back
and listen to it before I submit it? I probably would ask how to get to my content. What if someone adds
something that isn't correct? I don't like to speak or hear my voice but I would do the text comment. I
was hoping there is more to read. I feel as though it [the audio] gets more populated with analysis and
interpretation then I would also do that my first instinct is to do a formal analysis I think it does provide a
good experience. The speakers are clear I think it.
First Impression: I liked the different perspectives. I felt like it provided a good description of being in the
presence of the object. At the beginning I felt the man’s voice and the music were in competition with
each other. I could hear the voice but it was a competition. It was too loud.
Enhance: It totally enhanced my experience, made me look in ways I hadn't looked before, e.g.
Waterfall hadn't thought of that
Most – It’s helpful in alerting me to what I could be looking for. I liked the conversational nature of the
experience
Least - I didn't get the setting of it within the gallery , e.g. It was over a fireplace, and the sound quality
varies and music competes with the voice
Crowd source – yeah, I thought about that , e.g., the guy that said I don't like chandeliers and moved on,
I mean, I thought it was cute but don't know if would be what people wanted
Data collector SHOWED how to add content - how likely? I might comment in text. I'm not a public
speaker. I tend to shy away from audio stuff. I’m not a huge social media person. Could you have
figured it out yourself? probably
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INTERVIEW/SURVEY
1) Institution
( ) Peabody Essex Museum

( ) Plimoth Plantation

( ) Kennedy Center

2) PEM Object

3) Plimoth Plantation Object

4) Kennedy Center Object

( ) Portrait of Lucy Dodge
( ) Chandelier
( ) Salem Common on Training
Day

( ) PP Object 1
( ) PP Object 2
( ) PP Object 3

( ) Hall of States
( ) Bust of John F. Kennedy
( ) Psychogeography 61

5) Placeholder for anticipated 4th site
6) Date of Interview _________________________________________________
7) Data Collector Name _________________________________________________
Interview
8) LISTENING/WATCHING: What does the visitor do or comment on while listening?
9) How long does the visitor listen before stopping?
( ) A few seconds
( ) About a minute
( ) between 1-3 minutes
( ) 4 or more minutes
10) RESPONSES to
Conversation Topic 1 – What was the experience like? (APP – USER)
Tell me your FIRST IMPRESSIONS about the App?
How does it ENHANCE your experience with the object? Or NOT?
MOST/LEAST Useful qualities/aspects?
APP-CONTRIBUTOR
If NOTICED it was Crowdsourced; who is doing the audio?
Effect of crowdsourced (non-expert) content
How likely are to you contribute? Why/why not? Audio and/or Text?
Did you/Can you figure out how to contribute?
WHO IS THIS APP FOR?
ANYTHING ELSE? General questions or comments about anything about the App?
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SURVEY – on iPAD or Computer
11) On a scale of 0 -10, to what degree does the App enhance your experience with the
object?
0 _____________________________________________10
Tell us something about you...
FOR PEM ONLY

12) On a scale from 0-10, please rate your interest in & knowledge of art:
How would you rate your
INTEREST in art
How would you rate your
KNOWLEDGE of art

0 _____________________________________________10
0 _____________________________________________10

FOR PLIMOTH ONLY
13) On a scale from 0-10, please rate your interest in & knowledge of Early American
Colonial History:
How would you rate your
INTEREST in Early American 0 _____________________________________________10
Colonial History
How would you rate your
KNOWLEDGE of Early
0 _____________________________________________10
American Colonial History
NOTE: Kennedy Center and SIMAI need to edit reflect what you want to know about
knowledge and interest in ONE subject/topic. This question is also OPTIONAL.
14) How likely is it that you would create your own content on this App?
0 _____________________________________________10
15) How frequently do you contribute content to a website, blogpost, or App?
Including comments, reviews, post to your own blog or do a guest blog, contributed to a
citizen-scientist project with your data
0 _____________________________________________________ 10
16) Using a scale from 0-10, what types of online contributions have you made in the past?
Left comments on a blog post
Reviewed a business or service (e.g.,
Facebook, Google, Yelp reviews)
Posted a blog (yours or on as a guest
blogger)
Contributed data to a citizen-scientist
project (e.g., Marine Debris, Noise Tube,
Project Noah, Leaf Snap, iNaturalist,
BirdLog,)

0 ____________________________________________________ 10
0 ____________________________________________________ 10
0 ____________________________________________________ 10

0 ____________________________________________________ 10
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More about you...
FOR PEM ONLY
17) Which of the following describe your background in the visual arts specifically?
(Check ALL that apply)
[ ] I create visual art for my own enjoyment.
[ ] I have participated in visual art programs and classes in my free time. (e.g., art-making,
lectures, gallery talks, etc.)
[ ] I have taken 2 or more visual art courses in school.
[ ] I have a visual arts-related degree.
[ ] I create visual art professionally.
[ ] I work or have worked in a visual arts-related field.
FOR PLIMOTH ONLY
18) Which of the following describe your background in Early American Colonial History
specifically?
(Check ALL that apply)
[ ] I read or learn about history for my own enjoyment.
[ ] I have participated in public history programs and classes in my free time. (e.g. lectures,
gallery talks, etc.)
[ ] I have taken 2 or more history courses in school
[ ] I have a history or history-related degree.
[ ] I work or have worked in a history-related field.
NOTE: Kennedy Center needs to edit/reflect what you want to know about your visitor’s
prior experience. This question is also OPTIONAL.
FOR PEM ONLY
19) Have you ever visited the Peabody Essex Museum (PEM) before today?
( ) YES
( ) NO
IF YES
FOR PEM ONLY
20) How many times have you been to the Peabody Essex Museum (PEM) BEFORE
today (not including this visit)? _______________
FOR PEM ONLY
21) When was the last time you visited PEM?
( ) Within the past 12 months
( ) 1-2 years ago
( ) 3-4 years ago
( ) So long ago I can’t remember
FOR PEM ONLY
22) I live…
( ) Less than a 30 min drive to PEM
( ) 30-60 min drive to PEM
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( ) Other New England state more than 60 minutes drive to PEM
( ) Other State or country - Write In: ________________________________
FOR PLIMOTH ONLY
23) Have you ever visited the Plimoth Plantation before today?
( ) YES
( ) NO
IF YES
FOR PLIMOTH ONLY
24) How many times have you been to Plimoth Plantation BEFORE today (not
including this visit)? _______________
FOR PLIMOTH ONLY
25) When was the last time you visited Plimoth Plantation?
( ) Within the past 12 months
( ) 1-2 years ago
( ) 3-4 years ago
( ) So long ago I can’t remember
FOR PLIMOTH ONLY
26) I live…
( ) Less than a 30 min drive to Plimoth Plantation
( ) 30-60 min drive to Plimoth Plantation
( ) Other New England state more than 60 minutes drive to Plimoth Plantation
( ) Other State or country - Write In: ________________________________
FOR KENNEDY CENTER ONLY
27) Have you ever visited the Kennedy Center before today?
( ) YES
( ) NO
IF YES
FOR KENNEDY CENTER ONLY
28) How many times have you been to the Kennedy Center BEFORE today (not
including this visit)? _______________
FOR KENNEDY CENTER ONLY
29) When was the last time you visited Kennedy Center?
( ) Within the past 12 months
( ) 1-2 years ago
( ) 3-4 years ago
( ) So long ago I can’t remember
FOR KENNEDY CENTER ONLY
30) I live…
( ) Less than a 30 min drive to Kennedy Center
( ) 30-60 min drive to Kennedy Center
( ) Other Mid-Atlantic state more than 60 minutes drive to the Kennedy Center
( ) Other State or country - Write In: ________________________________
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31) My age group is...
( ) 18 – 24
( ) 25 – 34
( ) 35 – 44
32) My gender is…
( ) Female
( ) Male
( ) Non-binary/ third gender

( ) 45 – 54
( ) 55 – 64
( ) 65 & older
( ) Prefer not to say
( ) Prefer to self-describe - Write In:

Thank you!
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APPENDIX B FOCUS GROUP PROTOCOL
Introduction
As the group of participants enters the Museum, we will approach and welcome them, giving a
brief overview of what will happen during their time there. We will collect release forms, give
nametags, and assist participants in filling out survey form.
Time Schedule
Time
10:00am
10:30am
11:05am

Group
PEM American Gallery: Group listens before 2 or 3 objects
Have camp stool available
Conference Space: Group discusses their experience with the App
Gets refreshments
Tour with docent

Introduction
Welcome. My name is _____ and I’m helped today by ____, _____, and ____. Thanks for
joining us today. We are all going into the gallery to review the App together and then at
10:30 move to a quiet place for our discussion and have refreshments.
Then we invite you to stay for a special guided tour by Henry (introduce him).
Gallery Experience Sample Script
Lead group into gallery space with access App content.
We have folding stools available if you want them.
Help participants get stools if they want.
We have created an App with visitors with visual impairments in mind. Please pretend
that you are not in this larger group listening to the audio on our Bluetooth speaker.
Instead, imagine you are listening to this audio on your device on your own or with your
partner/friend. Since visitors will be able to listen for as short or long a time as they want,
we ask you to just raise and lower your hand when you would likely stop listening to the
audio if you were not in this group. We will stop the audio after 5 minutes whether or not
anyone raises his/her hand. Please try to pretend you are not in this artificial situation.
We will not discuss the App here in the gallery so please hold your comments or questions
until we are in the discussion space. If you cannot hear the audio at any time, please
cup your hand to you ear.
FACILITATOR NARRATES WHAT SHE DOES WITH THE PHONE. We are now in front of the first
object. I’m am holding my iPhone and open the App. The App says:……
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Observation:



What do the participants do or comment on while listening?
Include facial expressions, gestures
How long do the participants listen before stopping?
o List # of minutes as each participant raises his/her hand. Touch the arm to let them
know they can lower the hand.

After 5 minutes at object 1 (Portrait) stop the audio and move to object 2 (Chandelier).
Move to object 3 (Boston Common) after 5 minutes at object 2, if time permits.
Now we will move to another object nearby and do the same thing.
Repeat Observation as outlined above.
Discussion Protocol
OK, that’s enough listening. Let’s move to our discussion space.
Group moves to the discussion space and sits around a table.
TURN ON AUDIO RECORDER
Please introduce yourselves and tell us where you are from.
Tell me your first impressions about the App?
Give sufficient wait time for the group to talk and give opportunity for ALL people
to talk.
Tell me how using the App does or does not enhance your experience in the museum.
What is MOST useful about the App?
What is LEAST useful about the App?
Do you have any questions or comments about the App?
Does staff have any questions?
In your traveling around and going to different museums or cultural experiences, which
ones best suited your particular needs?
In a museum or at a cultural experience, do your sighted partners/friends ever describe
for you what they are seeing or what’s going on? If so, tell me about that?
This App is designed so that content can be crowdsourced, which means that anyone
can record their own descriptions or impressions of this object. How likely would you be to
contribute content to this App?
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Tell us something about you…
Very Low

Very High

How would you rate your INTEREST in art

1

2

3

4

5

6

7

8

9

10

How would you rate your KNOWLEDGE of art

1

2

3

4

5

6

7

8

9

10

Which of the following describe your background in the visual arts specifically? (Check
ALL that apply)
 I create visual art for my own enjoyment.
 I have participated in visual art programs and classes in my free time. (e.g., art-making,
lectures, gallery talks, etc.)
 I have taken 2 or more visual art courses in school.
 I have a visual arts-related degree.
 I create visual art professionally.
 I work or have worked in a visual arts-related field.
Have you ever visited the Peabody Essex Museum (PEM) before today?
 Yes  No
If YES, how many times have you been to the Peabody Essex Museum (PEM) BEFORE
today (not including this visit)? (Give #)____________
If YES, when was the last time you visited PEM? (Check one)
 Within the past 12 months
 1-2 years ago
 3-4 years ago
 So long ago I can’t remember
I live…
 < 30 min drive to PEM
 Other New England state _____________
My age group is...
 18 – 24
 45 – 54

 25
 55

My gender is…
 Female
 Male
 Prefer not to say

– 34
– 64

 30-60 min drive to PEM
 Other: (enter state or country)______________
 35
 65

– 44
& older

 Non-binary/ third gender
 Prefer to self-describe _______

What assisted technologies do you have turned on in your phone?
 Voiceover
 Zoom
 Black/White
 Other: _____________
If you identify as having a disability, how would you describe it?
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APPENDIX C KENNEDY CENTER FOCUS GROUP SUMMARY
Kennedy Center Access APP Focus Group with patrons/visitors with vision loss
Monday, August 21, 2017
Attendees:
 7 participants (6 women; 1 man)
 1 staff person
 3 volunteers
Access features used
 3 used voiceover
 1 used color contrast
 2 needed a sighted guide to facilitate the on-screen experience
 1 person did not enable any accessibility features on the phone
Format:
 Kennedy Center staff greeted participants, provided a brief overview of the plan
for the evening, and enabled accessibility features on the phones as requested.
 iPhones were distributed with the app already open.
 Patrons had 15-20 minutes to explore the app independently. Staff and
volunteers were on-hand to trouble shoot or act as a sighted guide.
 The group reconvened in a conference room for a 20-minute conversation.
Focus Group Comments
Facilitator began by asking their first impressions. The group immediately launched into
a wide-ranging discussion. The facilitator did not have to prompt the group with
questions other than to ask for clarification or to ask whether information had been
accurately summarized.
Feedback on their experience using the app
User Interface:
 Accessibility Features
o Several accessibility features did not function in the app, making it more
difficult for some users to operate independently
 3 people wanted to have the text enlarged or in a bolder type
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Audio Quality
o 3 participants spoke of the variation in the audio quality from one
recording to another:
 “The volume varied from recording to recording – I would turn the
volume up to hear one person and then be blasted when the next
started.”
 “Voice wasn’t always clear – sometimes there was a lot of static or
interference in the recording.”
Easy to navigate: 2 comments
o “I thought it was easy to navigate – I could tell right away that there were
3 exhibits.”
o “I really liked the back button on the upper left.”
Errors:
o Of the 7 who tested, 4 were able to access content for all 3 stops; 3 were
only able to access the Hall of States.
o Several users reported issues with the app and had to close and reopen it
in order to access the content.
 “I kept getting this RW Framework error or something.”
 “It seemed to take a long time to start playing the content. I wasn’t
sure if that was a bad recording or if the app had stopped
working.”

Content
 Access to new content/information:
o “I went on a tour of the Kennedy Center before and a lot of the info
about the Hall of States was a part of that.”
o “But not everyone can come when tours are offered.”
o “I had no idea that sculpture was there and it has been there for 2 years!”
 Accuracy
o All 7 participants expressed concern that the information was not
consistent and inaccurate:
 “I wasn’t sure whether the information was accurate.”
 “One person described the flags as going in order from east to
west and the other from west to east. Who is right?”
 “People described the same thing in different ways that didn’t
always make sense to me. Sometimes the descriptions were so
different I wasn’t sure they were talking about the same thing.”
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“One person said the arms were up and the other said the arms
were at her waist. Only one of those can be true!”
 “Does anyone approve the description before it goes live?”
Customization:
o Degree of info/Vocab
 “I wanted way more information so I asked the volunteer with me
to describe it in more detail. That way I was able to customize it so I
could get the information I wanted.”
 “I wanted more information so I used AIRA to call a describer to
give me the detail. The piece is fascinating and I want to know
more!”
 “I want all of the detail. I would have wanted to walk the entire
length of the Hall of States and have someone tell me which flag I
was under. But that’s me.”
 “I wanted more sophisticated vocabulary about the dancer
because I am a dancer and I love ballet. I eventually figured out
the ballet position that she was in based on the description but it
would have been faster if they knew the technical language.”
 “Sometimes I don’t want all of the detail. Maybe if you had the
option to get longer, more detailed descriptions if you wanted.”
 “What was the prompt you gave people?”
o Multiple parties indicated that they wanted a way to filter the description
so they could more easily get at content that they would prefer.
 “There should be a rating system so that you don’t waste time
listening to someone’s bad description.”
 “I want to have some choice. It’s great to have the crowdsourced
information but it shouldn’t be first. The professional, accurate
description should be first and then there should be an option to go
into the crowdsourced stuff if you want. But not everyone is going
to want to listen to all of that.”
 “I would organize the info differently. Instead of having the three
objects on a page, I would have one page for each object and
then a list of all of the audio recordings with tags so you can find
the ones you want.”
Geolocation/Wayfinding
o Multiple users expressed a desire for more information about where the
object was or how to get to it:
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“Sometimes the description was missing context. They would say
what was in the space but not where it was.”
 “One person provided directions around the Hall of States but it
didn’t make sense to me.”
 “Knowing where the object is is critical. I don’t want to be standing
in front of
 the bathroom thinking I’m looking at the object being described.”
 “I didn’t know how to get from one exhibit to another so I would still
need a sighted guide to get around.”
Use of Beacons, other technology, wayfinding steps to orient in space:
 “I saw the prompt about asking for the location. Is that going to
work?”
 “iBeacons are pretty cheap and could easily be integrated into
something like this.”
 “Could you include some reference points so you know how far it is
from one object to another? “Turn left and go about 50 steps and
the bust will be on the right.” Something like that.”


o







Music:
o 4 participants were confused/distracted by the background music:
 “Do you know why the music was included?” (Facilitator did not
know)
 “It was really distracting and took away from the description.”
 “It was putting me to sleep!”
 “I didn’t know when the description had stopped because the
music just kept playing. I was wondering how long I should listen.
Finally I was able to swipe and voiceover told me that the
recording was complete so I knew there was no more description. I
found that really confusing. There needs to be some sort of audible
signal so you know when the descriptions are done.”
 “It was too much for me. I’m have to filter out the sounds in the
environment and the music in the background to listen to the
description. It made it too much work.”
Repetition:
o “Sometimes people described the same things. Would be better to have
a little more variation.”
o “Did you mean for people to keep describing the same thing?”
User Error:
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o

o

Descriptions were in the wrong “bucket”:
 “I thought I was listening to the description of the bust but the
person was describing the Hall of States.”
Issues with recording:
 “People would start describing and then stop. One time someone
asked ‘Is this thing on?’ and it was included as a part of their
description.”
 “One guy got cut off. I guess he talked too long.”

General Comments about Crowdsourcing:
 As an accessibility accommodation, all expressed that they want real, accurate
info and they do not think that crowdsourcing is an effective means of getting
that content:
o “Knowledgeable describers are critical.”
o “The average person is a terrible describer. They use words that don’t
have meaning to someone with vision loss or they leave things out
because they don’t even think to describe them.”
o “I don’t want someone else’s interpretation. I want to make my own.”
o “I don’t want to listen to something that someone is guessing about.”
o “The professional, accurate description should be first and then there
should be an option to go into the crowdsourced stuff if you want.”
o “The interpretive stuff is one thing but the factual is another. I want both.”
o “I want real, accurate information. The risk of getting something wrong is
too great.”
o “Maybe you should encourage people to read the label.”
 Crowdsourced content could be fun in the right context:
o “Seems like it could be something to do for fun – as an engagement
tool.”
o “The tone of some professional description is really boring and they go on
and on and on about every little detail. Crowdsourcing lets people be a
little more free.”
 In reply to that “I want all of the detail!"
o “I would love to be able to hear how kids describe something. They often
notice things that adults don’t.”
 In reply to that: “I would not want to listen to anything described
by a kid.”
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“Crowdsourcing could enable people to be creative – to capture the
emotion behind the piece. Encourage people to be factual and
engaging – tell them it’s OK to be creative.”
o “Maybe you could provide more than one prompt to get different types
of information and perspectives. I would want to be able to filter by that.”
If providing both professional and crowdsourced content, inform users of the
source of the description and provide a way to find the content that you want:
o Consider tags so users can find the professional description
 “I want to know up front where the information is coming from.”
o Use ratings and labels so you can find a describer that you like and listen
to his/her content or avoid content that has not been highly rated.
o



Comments Regarding Contributions:
 Everyone should be able to contribute:
o “The contribute process should be accessible too.”
o “I would love to be able to leave my mark on this collective experience.”
o “I’m not sure that I would be comfortable contributing but I think it should
be open to everyone if it’s meant to be a way to engage people in the
experience.”
Key Takeaways:
 Accuracy and confidence in the content is paramount if using it as an
accessibility tool.
 Users want choice - to be able to organize the content so they can find the
descriptions that are of most interest to them (more or less detailed, professional
or crowdsourced, etc.).
 Geolocation should be added so you know where you are in relation to the
object being described.
 Everyone should be able to contribute if it’s intended to be a means to engage
people.
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