| NTERPRETI VE SKI LLS
LESSON PLAN: 13

SESSION TI TLE: THE ROLE OF | NTERPRETATI ON I N PARK OPERATI ONS

SESSI ON LENGTH: 3 hours PREPARED BY: M Gllett, 1/92
(Originally "PVI", MN Tean)

OBJECTI VES: At the end of this session, participants will be able to:

1. Descri be three managenent goals of park areas;

2.Describe three basic needs, desires, and expectations of park visitors;

3.Describe Interpretation's role in bridging the gap between park managenent goal s and
vi sitor expectations;

4. Describe at least five ways the i nage/ nessage of the park is comunicated to the
visitor, including ways the park and visitor interact before contact with the
i nterpreter;

5.Describe methods interpreters can use to diffuse visitor conplaints, and how they can
use controversy to build public support.

TRAINING AIDS: Flip chart
Prepared rol e players

HANDQUTS: None

Note: Breaks are not scheduled in this |lesson plan, but time is allowed in the 3 hours
for two 10 m nute breaks.

Cont ent Met hod Ti ne
. 1 NTRODUCTI ON Participative | 15 M n.
Lecture

State that Interpretation plays a vital role in
managenent of park areas. Mich of Interpretive Skills |
is focused on nethods and techniques; it is essential to
understand that while "performance" skills are inportant,
the work of the interpreter is far nore than sinmply
either entertai nment or conmunicating basic facts about
natural and cultural history. Interpretationis THE

pl ace where the public understandi ng and support for park
resources and park values is built and naintai ned.

Wt hout public support, park nanagenment goals will fail.
Wt hout an understanding for park nanagenent, public
support will not happen. Interpretation's unique and

VI TAL contribution to park managenment is to ensure that

t he public understands park val ues, thereby building the
support park managenent needs in order to function

Go over the session objectives with the class,
enphasi zi ng how each one relates to the interaction
between the park and the visitor, and interpretation's
vital role in bringing those together




Cont ent

Met hod

Ti ne

1. CASE STUDI ES

To denponstrate the inportance of the relationship between
the public, the park, and Interpretation, begin with two
real exanples of park managenent goals. One should be an
exanpl e of a managenent deci sion that was successfully
conmuni cated to visitors via interpretation, and

t heref ore enjoyed public support, and the other should be
an exanple of a park managenent decision that failed
because interpretation did not build the public support
necessary to acconplish the goal. Dramatic exanples are
best, so that the class is convinced of the inportance of
interpretation in creating a positive atnosphere of
support between managenent and visitors.

Suggest ed exanpl es of managenent deci sions that failed
because interpretation did not fill the gap between the
visitors and the park

1:dynpic NP's decision to renbve nountain goats from
t he park.
2: (Instructor choice)

Suggest ed exanpl es of managenent deci sions that were nore
successful because interpretation created an at nosphere
of public support:

1: Channel Island' s decision to renove wild hogs fromthe
par k.
2: (Instructor choice)

CAUTION: This is NOT a session on interpreting critica

issues. That is covered in Interp. Skills IlIB.
| suggest the use of vivid, dramatic exanpl es,

in order to interest the students i mediately
and "sell" themon the inmportance of
interpretation's interaction between park and
visitors, but it is inportant that instructor
get back to the "basic" role w thout dwelling
too long on critical issues.

[11.  PARK/ VI SI TOR | NTERACTI ONS
A. Defi ne PARK MANAGEMENT GOALS

Ask class to create a |list of park nmanagenment goal s.
"Answers" you're looking for will include:

-Resource protection

-Providing recreational opportunities for visitors
-Providing and maintaining visitor facilities

-Visitor protection

- Research opportunities

-Bui | di ng public support and appreciation for the park

Participative
Lecture

Br ai nstorm ng

30 Mn.

10 M n.
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B. Define VISI TOR NEEDS, DESI RES, AND EXPECTATI ONS

1. Ask the class to create a |ist of visitor needs,
expectations, and desires. "Answers" should
i ncl ude:

-Creature conforts - restroons, food, shelter

-Safe, enjoyable recreational opportunities
- Educati onal opportunities

-Friendly, hel pful service-often have hi gh -expectations

for NPS areas
- Brai nst orm ng

2.Discuss who our visitors are, where they conme from why

they conme to parks, and denographics of

popul ati on/cul ture changes (instructor
sone hel pful information in Skills Il A Lesson #3,
on denographics). Have the class of fer exanples of

may find

how differences in visitor groups affect their
needs/ desires/ expectations at the park. Sone

exanpl es m ght be | anguage barriers, access issues,
educational |evels. Helpful background information
for the instructor can be obtained by calling your

| ocal census bureau and asking for denopgraphic

i nformati on.

C. Bri ngi ng PARK MANAGEMENT GCOALS and VI SI TOR EXPECTATI ONS

t oget her

Create a scenario exercise in which the visitors and the
park interact, WTHOUT the benefit of interpretation
| can see the
di vi de
and ask

Keeping the class in one roomso that a

two lists you've created on the flip charts,
theminto buzz groups for 10 or 15 nminutes,
themto discuss how the visitor needs/expectations and

t he park managenent goals woul d be net wi

interpretation there to bring the two together

t hout

them cone up with exanples for how park nanagenent

goals would fail, and how visitor experiences in the

park would fail, without interpretation

bring the class back together, have them share their

i nsights. Some exanples to hope for:
Failures fromvisitors perspective:

-Wn't know where the bathroons are.

-No access to safety information.

-No know edge of recreational opportunities.

-No education about the natural or cultura
t he park.

When you

hi story of

Have

Brainstormng 10 Mn.

Participative 10 Mn.
Lecture

Buzz Groups 25 Mn.



Cont ent

Met hod

Fai l ures from park nmanagenment perspective:

-Park resources will be degraded, since visitors will not
understand the val ue of protecting them

-There will be increased visitor accidents and injuries.

-Visitors will be upset by managenent decisions that they
don't understand, resulting in congressiona
inquiries, bad press, an overall negative inmge of
the park area and the NPS.

NOTE: Your goal with these three "lists" is to
illustrate that the expectations of the visitor and the
needs of the park nanagenent are often quite different,
and that it's up to the interpreter to tie themtogether
It's inportant TO THE VISITOR to have access to basic
information; it's inportant TO PARK MANAGEMENT that the
vi sitors understand and support park policies.
Interpretation is the place it all happens, where park
managenent and the public cone together, and the goal of
this session is to ensure that interpreters perceive
their role as SHAPI NG public attitude rather than just
i nform ng them

V. HOWIS THE PARK | MAGE PROIECTED?

Visitors' inpressions of park areas and the NPS are often
formed | ong before their first contact with an
interpreter.

VWhat is the "voice" of the park? (O How does the park
"speak" to the visitor?) Ask the class to nane ways
visitors gain informati on or inpressions about parks,
recording their answers on your flip chart. Answers
shoul d i ncl ude such things as:

-the quality of information that was mail ed out

-things they may have read or heard about in the -nedia
(both good press and bad press)

-the condition of the restroons

-what they see on bulletin boards

-general visual quality of park area

-road signs on their journey to the area

-a |l aw enforcenent contact they had

-a di sappoi ntnent they m ght have had because a trail or
resource is closed for restoration, etc.

Buzz G oups

Participative
Lecture

Br ai nst orm ng

20 M n.
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Lead the discussion into howinterpretation fits into the

overal | park managerment schene, with other divisions.
How can interpretation assist other divisions with
their goal s? Exanples:

-Provi ding good safety infornmation can decrease the

nunmber of rescues

-Providing informati on about regul ations can reduce | aw

enforcenent incidents

-Good interpretation about resource closures can increase

publ i ¢ under st andi ng/ support for resource
managenent deci si ons.

-Bulletin boards that are well done are nore likely to be

read by visitors and can convey information that
will lighten the naintenance workl oad

Encourage participants to devel op closer working

V.

rel ationships with other divisions, and to learn as
nmuch as possi bl e about the goals and needs of each
division. They can then find ways to use
interpretation to solve problens and neet park
managenent goals at all levels, in all divisions. |If
interpreters can successfully reduce litter, for
exanpl e, through better bulletin boards, or can
successfully reduce the nunber of rescues by providing
better safety information, all divisions will begin to
understand the inportance of interpretation's

i nvol venent in nmanagenent of all issues.

m ght be helpful to carry this a step further by

di scussing sone of the nore critical managenent issues
that interpretation can and shoul d address, but again
the bulk of that applicationis for the Skills I11B
cour se.

HANDLI NG COVPLAI NTS/ CONTROVERSY

Note to instructor: Basic visitor center-type conplaints

are addressed in Skills 1, Session 14 (Visitor Center
based operations). Wthout going into depth on
devel opi ng pro-active prograns and strategies for
interpreting critical managenent issues, which is
covered in Interpretation of Critical Issues in Skills
1B, this session should prepare interpreters to at

| east be able to deal with visitors who bring up
critical issues. ALL front line interpreters should
have at |east sone introduction to the serious issues
the park faces, and how to assist the public in
under st andi ng t hem

Start with two short rol e-playing exercises. Use your

i magi nation to come up with a real issue that is
pertinent to the participants in your course.

Participative
Lecture

Br ai nstorm ng

Participative
Lecture

Rol e Pl ayi ng

20 M n.
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In the first scenario, roles should be played by the
instructors. One instructor plays a visitor, asking a
front line interpreter about a sensitive nmanagenent
deci sion the park has made. The interpreter should
exaggerate handling the situation poorly, displaying
i gnorance about the subject, being secretive about the
NPS position on the issue, and acting defensive and
protective of the NPS. Wen the role play is over,
ask the class to point out sone of the problens with
the way the issue was handl ed, and sone of the
potential results of the encounter.

Sone hoped-for answers:

-A disgruntled visitor who does not understand why the
NPS has nade the decisions it has, and who is LESS
synpathetic toward the NPS than before the contact

-Negative inmpressions of the NPS being spread to others
wi th whom the visitor speaks

- Possi bl e bad press

- Possi bl e congressional inquiries

-ETC

In the second short scenario, ask for volunteers fromthe
class to role play how the scene coul d have been
handl ed better. The interpreter should handle the
issue in a positive manner, denponstrating at |east a
rudi mentary understanding of the issue, respect for
the visitor, openness and honesty about reasons for
NPS deci sions, and enpathy for why the visitor feels
as he does.

After the role-playing, discuss with the class the
i nportance of learning to deal effectively with
controversy. Interpreters have nore power than any
other unit of park managenent to influence public
perception, and it is crucial that all front |line
interpreters acquire at |east a basic understandi ng of
significant issues that affect their parks. They need
to understand both sides of issues, not just the
park's "party line", in order to be effective
nedi ators between the park and the public. It is not
realistic to expect front-line interpreters to be able
to diffuse anger fromall of the public all of the
tinme, and there may be tinmes when visitors asking
sensitive questions will need to be referred to
supervisors. However, they should at |east be able to
deal with the basics of npbst inportant issues.



Cont ent Met hod Ti ne

VI. CONCLUSI ON Participative | 20 M n.
Lecture
Instructor should refer back to the original objectives,
asking the class to help sumari ze what they | earned.
Instructor should highlight at |east one mmjor point
fromeach area of discussion. Good thoughts to
hi ghl i ght:

-It is inportant to visitors to have access to basic
creature conforts, information about resources and
recreational opportunities, and education

-It is inportant to nanagers to gain public support for
managenent goal s, such as resource protection

-Interpretation is THE pl ace where the exchange between
the park and the public happens. W thout
interpretation, both managenent objectives and
visitor expectations will fail.

-The park "speaks" to the visitor in many ways.
Interpreters need to work closely with al
divisions to assure that the nessages going to the
vi sitors support nmanagenent objectives.

-Interpreters play a vital role in shaping public
perception of the park and the NPS. It is
essential that front line interpreters understand
controversial issues facing the park, and learn to
ef fectively communicate these to visitors.




