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CHEAT SHEET 1 
INTERVIEWING MUSEUM VISITORS FOR EMPATHY 
 
INTRODUCE YOURSELVES 
 
Introduce yourself and your partner(s). “We are students in a workshop here at <museum> 
trying to learn more about the needs of visitors.” Tuck away your staff badge! 
 
KICK OFF THE INTERVIEW 
 
Shift the focus to the museum visitor. Ask their name, where they are from. 
 
STARTER QUESTIONS 
 
You may want to ask questions like these to start off. If the visitor starts to tell you an 
interesting, juicy story, it’s OK to stray from these questions. 
 

• Why did you come to <museum> today? 
• Will you return to <museum> in the next few months? Why/why not? 
• How did you feel as you entered the building? 
• What are your reactions to this space we’re in now?  
• Tell me about your most memorable museum experience. 
• What have you learned so far? (Alternately: what have you seen? What has been 

interesting to you so far?) 
 

 
IF YOU GET STUCK… 
 

• “Why did you do/say/think that?” 
• “Really? And why was that?” 
• “Can you say more about that?” 
• “Why?” 

 

TAKE A PHOTO 
 
Ask if you can take a photo (not for publication, just to help you remember who you talked 
to). 
 
LAST CHANCE  
 
Signal that the interview is over, but keep listening! Often, users mention a key bit of 
information as they reflect on the interview experience. 
 
“Is there anything you didn’t mention that you would like to tell us?” 
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INTERVIEWING TIPS 
 
 
Encourage stories. 
 

Ask questions that get people telling stories. “Tell me about your best/worst experience at 
a museum…” 
 
Avoid “usually” when asking a question. 
 

Don’t ask this: “How often do you usually go to museums?” 
Ask this: “When was the last time you went to a museum?” 
 
Don’t ask binary or leading questions. 
 

Don’t ask this: “Don’t you think webcasts are a great way to engage with the museum?” 
Ask this: “What do you think about webcasts?” 
 
Silence is OK. 
 

If you allow for silence, a person can reflect on what they’ve just said and may reveal 
something deeper. 
 
Always ask why. 
 

Even when you think you know the answer, ask why. 
 
Pay attention to nonverbal cues. 
 

Be aware of body language and emotions. 
 
 
 


