
Gather’s one-click authentication increases 
conversion and decreases support time.

CASE STUDY

The challenge

 Usernames and passwords 
create friction for guests

 Visitors abandon transactions 
when forced to navigate 
through multiple screens

 Staff time spent 
troubleshooting authentication 
is expensive

The solution

 Secure authentication without 
usernames or passwords

 Personalized profiles for every 
user

 Streamlined registration and 
checkout flow

The results

10x reduction in 
support time

+30% email addresses 
captured

+24% increase in 
revenue

Overview
Passwords and usernames can be a drag. While designed for security, 
they can create  unnecessary friction.  Maybe more importantly, 
they’re often  forgotten. In fact, more than 50% of calls to museum 
help desks and membership offices are for password resets and 
recovering usernames. That’s both a lot of calls and a lot of staff time 
that could be more meaningfully spent. Gartner estimates that each 
forgotten user name or password reset or can typically take between 
2-30 minutes for a fix.

The Challenge
Every museum wants to balance security with user experience, but 
that’s easier said than done. A large science museum, for example, was 
frustrated with its online visitor experience. To purchase a membership 
or ticket, its users needed to navigate a minimum of 8 screens to 
complete a single transaction–with almost half of those screens related 
to authentication.

Unsurprisingly, nearly 40% of users abandoned the process midstream, 
resorting instead to emailing or phoning the museum, or simply giving 
up. As the Director of Development explained, “We were losing donors 
and prospects, frustrating  members and guests, and spending a 
significant amount of valuable staff time just to help someone 
complete what should be a simple transaction.” This is an expensive 
problem for every organization, but especially for those with limited 
staff resources. Forrester Research estimates that the average labor 
cost of a single password reset is about $70.

The Solution
With Gather’s passwordless authentication experience, museums are 
able to maintain security while speeding access to the things that are 
really important–membership renewal, donations, and event 
registration–without the need to remember or enter a username or 
password. In addition, once authenticated, users are immediately 
logged in on subsequent visits. Eliminating user frustration while saving 
institutional time is a win-win for everyone.



The results

 10x reduction in staff support resource

 30% more email addresses captured, with data readily available via API or downloa

 24% increase in revenue from paid programming

 “The amount of calls and emails from members and guests since we 
started using Gather has dropped by 90%.  Our visitors are having a 
more seamless experience and our staff can focus time on more 
important activities.”

—Director of Education

Looking ahead

Gather’s Member Experience Platform (MXP) has been 
proven to be a powerful partner to museums in both 
expanding access and value for their members 
community, as well as giving a small team with limited 
bandwidth the tools they need to serve their 
constituents. Seamless authentication is just the 
beginning. Museums are using Gather MXP’s full suite 
of features to serve its ongoing onsite, online, and on-
demand programs for members.
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