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Wisitors’ Bill of Rights
Whether visiting a park on-site or virtually,
Visitors have a fght 10

- have their privacy and independence respected
- retain and express their own values

- be treated with courtesy and consideration

- receive accurate and balanced information.
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(TEL POC’s -- please make sure that participants at your site receive this information)

Session Presenters:    Sam Vaughn, Harpers Ferry Center

       Richard Ullmann, Albright Training Center

       Becky Lacome, Mather Training Center

Please print this packet, complete the assignments, and bring the packet pages with you to the sessions. Be prepared to share some of your answers during class discussions.
Session Goals:


This session will help equip participants to…

· Understand different types of visitor experience and factors affecting experience

· Proactively gather knowledge of visitor experience in a variety of formal/informal ways

· Take a leadership role at their sites for informed visitor experience planning

· Intentionally integrate “visitor-centered” planning into all aspects of I&E programming and media
· Design interpretive experiences that engage visitors with the significance and relevance of park resources
· Enable and encourage their staffs to provide quality visitor experiences


Pre-session assignments and handouts in this packet:
· Pre-Session Assignment #1 – Site Visit and Evaluation

· Pre-session Assignment #2: “Think” Questions

· Pre-session Assignment #3: Best Practices List 
· Notes page

NOTE: ALSO – Please bring a copy of your park or site’s visitor experience “menu” (e.g. park newspaper, activity guide brochure, or activity list from your web site)

Reduce your impact as much as possible by printing this packet on both sides of recycled paper!
Pre-session Assignment #1 – Site Visit and Evaluation

Visit an interpretive site other than your own and evaluate the visitor experiences you have there. (This can be a virtual visit to a site.) 

Below are typical stages of an interpretive site visit, and several questions associated with each stage. Use these questions to evaluate your site visit.  

Invitation

Invite the public to visit. Inform the public that there’s an area with things to do; what they can do; how to get there; when they’re open. Y’all come. 

How did you find out about the area? 

What other ways do they advertise? 

What potential audiences do they contact with their invitations?  

Recommendations for improvements?

Arrival and Welcome

Let the public know that they’ve arrived. This is the boundary (can be virtual as well as geographic). Start establishing a sense of identity for the area. 

How did you know that you arrived? 

Did you feel welcome? 

Recommendations for improvements?

Orientation, Wayfinding

Inform visitors about what is available, where, and when. Highlight desirable activities. Let people know where they are and how to get where they might want to go (virtual and geographic). 

How did they inform you of what to do, where, how, and how long? 

How effective were orientation and wayfinding systems? 

Were there redundant systems (redundancy can address different activity patterns and multiple learning styles)? 

Recommendations for improvements?

Comfort (food, shelter, rest rooms, emergency services, seating)

The base of Maslow’s Hierarchy. 

How well were your comfort needs taken care of? 

Recommendations for improvements?

Communication (Information, Education, Interpretation) 

Theme- and significance-related messaging. Formal and informal activities, personal and non-personal services, information and interpretation. 

What communication did you encounter about the meanings of the site (significance, themes, and relevance)?  This includes verbal and oral communication, personal and non-personal services. Briefly identify. 

What opportunities were available for intellectual or emotional connections to meanings of the site? (May be similar to previous list.) 

What information did you encounter about resources and opportunities of the area (beyond initial orientation)? Briefly identify.

Recommendations for improvements?

Sensations, Sensory Experiences
What people sense (hear, see, smell, touch, taste, do) while visiting. What happens. What people notice. 

What kinds of enjoyable, meaningful, beneficial sensory experiences did you have? 

Were there any experiences that you wished were available or accessible but weren’t? 

Recommendations for improvements?

Take-home, Finale 

What people take home with them – souvenirs, mementos, memories, reactions…

What kinds of tangible and intangible things, impressions, thoughts, feelings did you leave with? 

Recommendations for improvements?

Pre-session Assignment #2 – “Think” Questions

Be prepared to share your answers during the TEL session

· What do you need to know about your visitors in order to plan and provide exceptional visitor experiences?





· What types of factors impact the overall visitor experience? Which ones can we control and which ones can’t we control?

Pre-session Assignment #3 – Best Practices List

In order to facilitate exceptional visitor experiences:

List the most important things you think front-line staffers need to do 

List the most important things you think supervisors/managers need to do

Notes 

What is “experience”?
Who are our “visitors”?
Factors that influence/affect visitor experiences
Planning for visitor experience

A “menu” of experience options

Meaningful, memorable interpretive experiences
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