


[bookmark: _GoBack]Developing Public Engagement 
Final Report of the ANBG volunteer guides working group 
The numbers on regular rostered walks[footnoteRef:1] have been declining since 2013 while the numbers on rostered Flora Explorer tours increased steadily to 2016 but have tapered off since then. See Appendix Figure 1. Of particular concern is the number of rostered tours with no takers: 31.3% of rostered walks and 30.8% of Flora Explorer tours in 2018. In response to this decline the guides set up a working group (WG) to see if we could enhance visitor satisfaction with the ANBG by increasing public interest and involvement in our guided tours (Flora Explorer and walks). In particular we sought to identify [1:  For the purposes of this report we have classified guided walks as follows
Regular Rostered Walks (RRW) offered at 11am and 2 pm - where guides are free to choose route and content, but include general information on the gardens 
Themed Rostered Walks (TRW) offered at 11am and 2 pm - where guides are required to focus on a particular topic or theme e.g. wattles, as well as provide general information on the gardens. Guidance on a route is sometimes offered 
Special Interest Walks (SIW) -– arranged by the Friends Social Events and Activities sub-committee covering a particular topic, open to the public and / or Friends and bookings are essential. Times of walks vary. They are most often led by guides or ANBG/ visiting scientists  
] 

1. [bookmark: _Hlk17718383]the types of tours that visitors may be interested in, including regular rostered walks, Flora Explorer and special interest walks, and the level of that interest
2. [bookmark: _Hlk17731126]scheduling and arrangement of tours (timing, starting point, duration) 
3. how visitors could and do know about tours and potential marketing approaches
The goal of the WG was to identify options and formulate recommendations for the Guides (and potentially Friends and ANBG management) that would better use the services volunteer guides could offer. In particular the WG was interested in recommendations which would increase visitor participation in all types of guided walks.
The WG took an evidence-based approach to the task and this evidence included:
· Past statistics on ANBG guided tours, visitor numbers to the gardens and at special events 
· Attendance records for a series of specialised walks offered in 2018/2019 
· Information on times of attendance at the gardens based on the café bridge and rainforest counters
· Interviews with VIC staff (volunteers and rangers) on visitor inquiries (the VIC survey) 
· Two collections of data from guides as to how visitors knew about the rostered walks and Flora Explorer tours, the first set in the winter months and the second collection in November and December 2019
· The 2019 ANBG visitor survey 
· Examination of tours offered at relevant Australian and overseas gardens, and any information supporting their offerings
· A google scholar literature search on articles relevant to botanic gardens and visitor expectations
· Review of the Guided Walks Marketing Plan 2014-2016
· Information from guides from other Botanic Gardens at the 2019 Guides conference in Perth 

The working group consulted with all guides on our preliminary report and modified our recommendations in the light of their feedback. 


1.	The types of tours that visitors may be interested in, including regular rostered walks, Flora Explorer and special interest walks, and the level of that interest
The literature search identified that the most important reasons given for visiting Botanic Gardens were to enjoy oneself; to admire the garden’s scenery; to spend quality time with family or friends; and to enjoy being outdoors/in nature. 
Botanic gardens visitors rated ‘self-restoration’ as more important and ‘learning and discovery’ as less important motivations for visiting. Frequent visitors, in particular, were more likely to be motivated by self-restorative factors. Non-local visitors and first-time visitors, have a higher interest in learning and discovery activities than repeat visitors. 
The literature suggests that older visitors are more likely to be motivated by ‘enjoyment of plants/gardens’ than younger visitors and many have an interest in gardening. High attendance levels at the ANBG Thursday talks and the special interest walks confirms that at the ANBG there is still a good level of interest in learning and development for repeat visitors, particularly in this older age group.
Involvement by the guides in SIWs is on a voluntary basis and depends on a guide’s interest, their willingness to create a walk or repeat one, and availability. SIWs have been scheduled to coincide with special events or celebrations, for example Cook and the Pacific walk was created in response to an exhibition at the National Library in 2018 and Don’t Be Fooled by Plants was created for April Fools Day. 
Visitor numbers to the gardens peak when family orientated activities are offered e.g. Carramar Koala and Dinosaurs. A well-publicized day of continuous free Flora Explorer tours was completely booked out when offered on one weekend. Participants included many families. 
Other botanic gardens in Australia offer similar general public tours to the ANBG, with some offering specialised walks, often for a fee. Guides from Cranbourne BG were concerned that their walk fee maybe be contributing to decreasing visitor numbers and they are thinking of removing it. Meanwhile the Melbourne guides have questioned the introduction by the Gardens administration of an $18 fee for bi-weekly regular afternoon walks
No routine family orientated tours are offered by any gardens   but it was noted that the Cranbourne BG has initiated a school holiday Kids Explorer bus in July 2019. The bus ran continuously and people could get on and off at various locations. It was free for kids. If children were on the bus the driver adapted the commentary and various ideas had been developed to appeal to them. The initiative was hugely successful with 1000 passengers during that time, compared to the usual 300. 
The ANBG survey identified that 30 % of people would be interested in a guided walk if they returned. The VIC survey found that about 25 % of people were interested in a guided walk when it was suggested, but the level of interest depended on the length of time until the start of the walk and also the weather. 
Generally, numbers on rostered tours are lower in May, June, July and August. See Appendix Figure 2. 37% of morning rostered walks and 43% of afternoon rostered walks had no takers during these months in 2018. July is a little different for walks because of school holidays. The numbers of overseas visitors on rostered walks are particularly low in those months also. See Appendix Figure 3. Ideally, we should try to attract more local people to our rostered walks in the colder months.
Our analysis of Wattle Walks suggested that local people are attracted to special themed walks, particularly if they are promoted through local media. Of the 82 who joined a morning walk that week, 62 had come specifically for the wattle walk, while at least six others were very happy to be on a Wattle walk. There is potential to offer a special program over these winter months, ideally to coincide with other community events. These would be similar to the way that Eucalypt walks and Wattle walks are currently offered in March and September i.e. they would be rostered walks with a particular theme. For instance, Canberra Tree week is celebrated in early May, NAIDOC week is in July. This plan could be extended to walks in March and October showing some of the plants that are offered for sale at the Autumn and Spring plant sales. However, the months with the smallest number of walks with no takers in 2018 were January, February, March, April and October. There is less need to boost numbers in those months.
In the ANBG 2019 survey, when visitors were asked what the gardens could offer to improve their visit (of the options suggested), the top items were roving guides who can interpret the gardens (30%) followed by 25% who would like activities for families involving plants. Guides considered the suggestion to implement a roving guides program and noted that:
· any pilot should build on the experiences of the previous program (described in the Appendix)
· would need to incorporate an effective mechanism to make visitors aware of these activities 
· timing and schedule should relate to the patterns of visitor numbers and events at the garden
· would be subject to sufficient guides being willing to participate 
· would not address low numbers on guided walks 

It was suggested that roving guides may be appropriate following the opening of the Banksia gardens for a short period of time. 
The findings of this item relate to visitors as a whole, but our research supports there being   subgroups with different objectives and that “gardens should consider designing a suite of experiences to cater for different groups”. Based on our research we think there are probably three main subgroups potentially interested in guide enhanced visits i.e. 
· Older and repeat visitors (largely over 50). with a high interest in learning and / or gardening
· [bookmark: _Hlk17702920]Non- local visitors and First-time visitors
· Families with children under 10 
In conclusion, although the majority of visitors to the garden are happiest doing their own thing, there is a substantial number of visitors for whom ANBG visits may be enhanced by taking a guided tour. Tours need to target the appropriate visitor subgroups. 
[bookmark: _Hlk17718844]Recommendations 
1. [bookmark: _Hlk17702971][bookmark: _Hlk27337571]Continue to offer Regular Rostered walks, with a target audience of non-local and first-time visitors. 
2. Continue to be involved with Special Interest Walks, which are organised by the Friends Social Events and Activities Committee and targeted at repeat visitors with a high interest in learning and/or gardening. Recommend to this Committee that a means of contacting walk organizers for last minute withdrawals be developed. Guides convenor to liaise.
3. In addition to the current Eucalyptus (March) and Wattle (September) Themed Rostered Walks (TRW), progressively develop a program of TRW to be offered for all 11am and 2 pm walks for one week in each of May, June, July and August. In 2020 offer at least one of these additional TRW weeks, ideally to coincide with community events or special days or weeks. (see also Rec 12) 
4. Conduct a pilot of a family Flora Explorer tour aimed at families with children under 10 during one school holiday period to determine the level of potential demand from this subgroup for guided activities. 
5. Develop a family guided walk aimed at families with children under 10 and offer it on Sunday afternoons during part of the year. 
6. Consider whether roving guides will be appropriate in the Banksia Garden for a few weeks after its opening. Then in 2021, consider whether to develop a pilot of roving guides in selected areas. 
2.	Scheduling and arrangement of tours (timing, starting point, duration) 
a) Start time
Responses to the VIC survey indicated that the length of time between making an enquiry and the  start of the walk was a key factor in whether potentially interested visitors went on the walk. In particular if the wait until the walk start was less than 30 minutes, then interest was higher than if it was longer. The general view was that the walk times of 11 am and 2 pm were appropriate but the tour at 10:30 am was a bit early and the 1:30pm Flora Explorer impacted on people’s lunch time; so a later time might work better. Some guides mentioned that a 1:30 pm time could be awkward as it excluded them from any family lunch time weekend activities. 
Information on visitor attendance time based on counters shows a peak volume on the café bridge at 12 noon–1 pm, and the rainforest at 11 am–12 noon. The rangers reported anecdotally that the peak time at the VIC is 10:30 am–12:30 pm and 1:30–2:30 pm. This data confirms that offering walks at peak visitor times of 11 am and 2 pm look like the best times, but the Flora Explorer tours should be moved later. Some guides expressed a view that the Flora Explorer and guided walks should start at different times to avoid confusion at the VIC. The review of Flora Explorer, conducted in 2014, acknowledged the need to separate the starting times of rostered walks and Flora Explorer tours. 
Recommendation
7 [bookmark: _Hlk27337635]Keep the starting times of guided walks at 11 am and 2 pm.
8 Change the starting times of Flora Explorer tours to 11:30 and 2:30. 
This recommendation was not endorsed. It was decided at the February 2020 Guides meeting and subsequently approved by ANBG management that the Flora starting times would be 11:30 am and 1:30 pm.
b) Duration 
A number of the VIC interviewees said that the reason potential walkers lost interest in a guided walk was that “some members of the party may not be able to cope with a one-hour walk”    Although visitors are often told they don’t need to stay for the full hour,  it is possible that they are not convinced, or maybe they just think it’s a bit rude to pull out halfway. In a number of cases the visitors have an issue with the parking meter running out during the tour, but there may also be a sub group for whom 1 hour is too long, perhaps more so if they have other commitments or visits to make, or have older companions or children.
No evidence suggested the 45 min duration of Flora Explorer tours was inappropriate. 
[bookmark: _Hlk17730578]Recommendation 
9 [bookmark: _Hlk27337664]Keep the duration of guided walks to one hour and Flora Explorer trips to 45 mins. Ask all guides to clearly indicate at the start of their tour that they understand some people may need to leave before the end, and they will not be offended if people do so. Include the option to leave before the end of the tour in the more comprehensive written material on the Regular Rostered Walks. 

c) Starting point 
Currently tours start at the VIC, which is not the natural entry point for the gardens. Evidence from data collected by guides suggests that 76% of people are not aware of walks or Flora Explorer tours before they come to the gardens. Hence on-site visible information is important in making people aware of tours. A number of VIC interviewees suggested that having guides visible near the café bridge for 15 mins before walks should improve serendipitous uptake of guided walks. However, guides pointed out that the current start point encouraged communications with the VIC, allowed guides walking to the main part of the gardens to transit down Banks Walk, and offered better waiting options for the guide (e.g. chair, shade, shelter). On balance it was decided not to move the starting point but encourage guides to “rove” Banks Walk, before their walk, to improve visibility. VIC interviewees said that having the Flora Explorer bus visible near the café bridge before Flora Explorer tours may attract people to Flora Explorer tours. However, moving the Flora Explorer start point away from the VIC would make access to the steps and rugs a problem. 
 Recommendation 
10 Retain the starting point of guided walks at the VIC. Encourage guides to walk down Banks Walk to the café bridge and back before their walk, to improve guide visibility. Review signage to improve clarity of starting point; this will require liaison with ANBG staff. 
11 Retain the starting point of Flora Explorer Tours at the VIC and continue the practice of parking the bus near the café bridge when practical. 

3.	How visitors could and do know about tours and potential marketing approaches

a) How people know 
As mentioned previously, based on our survey during the colder months, 76 % people are not aware of walks or Flora Explorer tours before they come to the gardens. It is not clear if this lack of prior knowledge is due to inadequate offsite marketing information or because people are simply not investigating what they want to do at the gardens before they come. In the winter survey, only 27% of visitors knew about tours before they arrived. Of all the visitors (154), 16% knew from the website, 6.5% from tourist brochures and 4.5 % from social media. Of people who heard about the guided tours whilst actually in the gardens (111), most knew from the VIC, or turning up when a walk is about to start, while 24 % (9% of total visitors) became aware from seeing on-site signage. 
The summer survey of 4 weeks during November and December received reports from 28 walks and 8 floras, a total of 132 visitors. Compared to winter, 58% were aware of tours before they arrived, but most from “having been before or word of mouth”, with 8% of total visitors knowing from the website, 5% from tourist brochures, 2% from social media. 11% of visitors joined the tour following a suggestion from the guide. Interestingly 44% of Flora Explorer passengers booked a tour because they had seen the bus. Only 9% of visitors knew about the tours from onsite signage, 8% from the website and only 2% from social media. 
There would be value in exploring opportunities to better promote externally the availability of tours for first time visitors to the gardens and Canberra, (the target group for rostered walks). Social media does not appear to be an effective way of promoting rostered walks, perhaps because it is used mostly by regular visitors, and tends to focus on special events. It is likely effective in promoting special events e.g. Carramar Koalas, dinosaurs, free Flora Explorer rides. It may also be useful to promote themed rostered walks suggested in recommendation 3.
The evidence is that good on-site information could be effective in making people aware of tours as many decide to go on a tour only after they arrive. VIC interviewees said that, due to there being no standard walk, it was harder to promote walks as they couldn’t say beforehand what the walk would cover.
Current signage near the café bridge advertises a range of opportunities with a wide variety of sign type, sign position, colours and styles. For example, on Sunday 25 August there was a confusing array of 8 different signs in this area, and on December 15th there were 10. It seems unlikely that visitors would have read all of them. VIC interviewees also suggested that there were some pieces of information, such as what times the misters were on, that could enhance visitor experiences. A single highly visible source of information near the café bridge with “what’s on today “was favoured by VIC interviewees. It was noted that the current biggest sign had the capacity to attach and change magnetic signs but this capacity was not utilized to provide “what’s on today “information. 
[bookmark: _Hlk17819908]This WG also considered Special Interest walks, that are coordinated through the Friends, as many guides lead these walks and the evidence collected from SIW was very helpful for our work. For special interest walks, advertising through Fronds, ANBG and the Friends’ websites and broadcast emails have been very effective in filling walk vacancies. The Cook and the Pacific walks followed a talk by guides at the National Library on the subject, and flyers were distributed. Both the talk and the flyers most likely contributed to the walks’ success. Cross institutional promotion should be undertaken when relevant and possible e.g. Floriade. There may also be an opportunity to have a regular feature in Canberra periodicals, but this would be dependent on sufficient resources. 
There was a suggestion of charging for special interest walks to ensure attendance but it is unlikely that a small charge of, say, $5 would overcome a change of mind. A charge may also give rise to the issue of refunds. More importantly, people who have a genuine reason to cancel need to be able to contact the walk organisers to let them know. Perhaps the phone in the Guides Office could be used for this purpose.
[bookmark: _Hlk17820315]Recommendation 
12 [bookmark: _Hlk27337725]Establish a Guides working group to develop and implement the Themed Rostered Walks program. Coordinate marketing activities with the Guides marketing liaison group when time appropriate.
13 Establish a Guides marketing liaison group to work with ANBG staff to develop a Marketing Plan for Guided Tours of the Gardens 2020 – 2024 that considers[footnoteRef:2]  [2:  See Appendix for further details ] 

· opportunities to further promote Regular Rostered walks, Flora Explorer tours, and booked tours through marketing activities targeting both visitors to Canberra and local people including cross institutional/ event marketing and through regular Canberra publications 
· integrates the marketing of Themed Rostered walks 
· keeping written material on guided walks current and customer focused.
14 In the short term, liaise with ANBG staff to modify the magnetic sign board near the café bridge to have a very prominent “What’s on Today” heading  
· Underneath, on magnetic strips, list in chronological order all visitor activities available that day including walks, flora, misters, exhibitions and talks
· Update the list first thing each day (e.g. by the VIC volunteer?).
15 In the longer term consider replacing much of the disparate signage near the café bridge with a very large single notice board which details all the activities happening that day. It should be highly visible and at eye height. Discuss with ANBG staff.
16 Consider other on-site opportunities to promote tours such as in the café. Refer this to market liaison group (rec 13).
17 Develop an inspiring script for VIC staff to use to tell visitors what guides are likely to cover in walks and explains about our flexibility. Encourage guides when they arrive to let the VIC staff know what they plan to do on their walk. 

b) Messaging of marketing material 
The objectives of the ANBG focus on scientific collection, research, education, conservation and visitor enjoyment. While these goals are appropriate, they are not consistent with why people like to come to the gardens, apart from the last one. The literature suggests that people come to botanic gardens to enjoy themselves; to admire the garden’s scenery; to spend quality time with family or friends; and to enjoy being outdoors/in nature. Research published in 2008 said that botanic gardens visitors reported having a relatively low level of interest in and commitment to conservation issues, but this interest may have increased since that time. 
However, the lack of interest in education as a reason to visit seems to be more enduring. The 2019 ANBG survey showed that visitors saw education as one of the main roles of the gardens (52%) along with a peaceful place to relax, (54%) conservation and biodiversity (54%) and a display of plants (51%).[footnoteRef:3]  However, this learning reason did not translate into why they visited the gardens, which was to view plants’ (67%) followed by walk / exercise (47%) visit cafe (38%) and family outing next (26%).  [3:  Note visitors were allowed to nominate multiple roles ] 

Despite the emphasis botanic gardens place on educating the public to support their conservation efforts, there is very little research regarding the extent to which visitors are receptive to these messages. The design and delivery of effective conservation learning experiences therefore requires guides to develop a clear idea of visitors’ pre-visit environmental awareness, interest and motivations, and to design messages that enable visitors to make connections between their previous experiences, their immediate surroundings and the issues being interpreted  
This research has three main implications for guided tours  
· The promotion material of guiding tours should use language that appeals to visitors’ likely motivations e.g. enjoy, interesting, experience, admire, landscape, tranquillity. 
· The promotional material for regular rostered walks should be targeted at first time visitors to the gardens 
· Guides need to be aware of visitors’ visit motivations and be careful how they package conservation and education messages within their tour 
Recommendations
18 [bookmark: _Hlk27337762]Develop a set of marketing descriptors for guided tours that will appeal to visitors’ likely motivations. Use these descriptors consistently in all distributed written promotional material.
Other suggestions 
During the course of collecting evidence, a number of other suggestions for change were made that the WG thinks have merit. While they are outside our terms of reference, we have listed them for the Friends and ANBG management to consider.

Flora Explorer pricing; 
Only pensioners, not seniors, are eligible for concessional fares. This is inconsistent with many other admission charges these days. This creates bad will with seniors and sometimes pensioners don’t have cards on them anyway. People are also looking for a family price. It is recommended  
19 [bookmark: _Hlk27337790]That the guides recommend to ANBG management that they consider modifying Flora Explorer ticket prices so that there is either 
· a flat price for everyone with children under 5 free, OR 
· a price for adults, a single concessional price including school age children, ANBG Friends, students, pensioners and seniors, and possibly a family price  


[bookmark: _Hlk27660464]Appendix 1 
The issues
Figure 1. Annual total visitor numbers on rostered tours

Figure 2. Average numbers of visitors per month on rostered tours. Walks averages refer to years 2005-2018. Flora Explorer averages refer to 2015-2018. Flora Explorer numbers are lower because they run on weekends and public holidays and occasionally during school holidays.

Figure 3. Numbers of Australian and overseas visitors on rostered walks by month in 2016
Roving guide program history 
A roving guide program was introduced in the Red Centre Garden when it was first opened during the summer of 2013-14. Guides were in attendance for an hour from 9.45 am. In May 2014 it was recognised that neither guides nor visitors were keen to rove in the RCG in the early morning and evening at that time of the year. It was noted that roving RCG guides had made contact with 170 visitors the previous month (April). Weekends were considered to be the most important time to have guides in the RCG, but many guides did not want to be limited to weekends. 
It was decided that there would be value in having roving guides in the RCG between 12:30 and 1:30 on any day of the week. In September 2014, there was a discussion about the merits of keeping the Roving guides in the RCG. It was finally agreed to keep the roving guide’s roster during Floriade, and to reassess the issue of the roving guides, at the next guides meeting. In October 2014, a show of hands indicated there was little support for the RCG roving roster and it was abandoned. Guides were encouraged to continue roving in the RCG whenever they wished and to advise the VIC when they would be there. Very few guides pursued this option.
Appendix 2 

Implementation Plan for recommendations with Priorities 
Definitions 
· High priority - do as soon as possible
· Medium priority - do when work on higher priority items has commenced and as resources become available 
· Low Priority - do when high priority items have been completed and work on medium priority work is well underway 

1. [bookmark: _Hlk27338682][bookmark: _Hlk27339183]Continue to offer Regular Rostered walks, with a target audience of non-local and first-time visitors. No Action required  
2. Continue to be involved with Special Interest Walks, which are organised by the Friends Social Events and Activities Committee, and are targeted at repeat visitors with a high interest in learning and/or gardening. Recommend to this Committee that a means of contacting walk organizers for last minute withdrawals be developed
Action: Discuss with Friends if required; Low  
3. In addition to the current Eucalyptus (March) and Wattle (Sep) Themed Rostered Walks, progressively develop a program of Themed Rostered Walks to be offered for all 11am and 2 pm walks for one week in each of May, June, July and August. In 2020 offer at least one of these additional TRW weeks, ideally to coincide with community events or special ”days” or “weeks”. (see also Rec 12) 
Convene working group of three or four volunteers with a designated convenor to take carriage of this recommendation and recommendation 13: High 
4. Conduct a pilot of a family Flora Explorer aimed at families with children under 10 during one school holidays to determine the level of potential demand from this subgroup for guided activities. 
Convene working group to develop family flora: Medium 
5. Develop a family guided walk aimed at families with children under 10 and offer it on Sunday afternoons during part of the year 
Convene working group to develop family walk: Medium 
6. Consider whether roving guides will be appropriate in the Banksia Garden for a few weeks after its opening. 
Seek views of the Banksia working group:  High 
Then in 2021 consider whether to develop a pilot of roving guides in selected areas
Consider in 2021:  Low 
7. Keep the start times of guided walks to 11 am and 2 pm; No Action required  
8. Change the start times of Flora Explorer tours to 11:30 and 2:30
Flora Explorer coordinator to discuss with ANBG management in the first instance. If agreed will need an implementation plan and commencement date: High 
9. Keep the duration of guided walks to one hour and Flora Explorer trips to 45 mins. Ask all guides to clearly indicate at the start of their tour that they understand some people may need to leave before the end, and they will not be offended if people do so. Include the option to leave before the end of the tour in the more comprehensive written material on the RRWs 
[bookmark: _Hlk27339145]Reminder at Feb Monthly meeting: High 
Refer to marketing group re written material: Medium
10. Retain the start point of guided walks at the VIC but encourage guides to walk down to the bridge and back before their walk to improve guide visibility.
Mention at February monthly meeting: High 
11. Retain the start point of Flora Explorer Tours at the VIC but continue the practice of parking the bus near the café bridge when practical; No Action required  
12. Establish a guide working group to develop and implement the Themed Rostered Walks program including appropriate marketing. Coordinate marketing activities with the Guides/ ANBG marketing liaison group where time appropriate (see Rec 3) 
13. Establish a Guides marketing liaison group[footnoteRef:4] to work with ANBG management to develop a Marketing Plan for Guided Tours of the Gardens 2020 – 2024 that considers[footnoteRef:5]  [4:  Some suggestions for the marketing group to consider are listed later in this appendix ]  [5:  See Appendix for further details ] 

· opportunities to further promote Regular Rostered walks, Flora tours and Special interest walks through marketing activities targeting visitors to Canberra, including cross institutional/ event marketing and through regular Canberra publications 
· integrates the marketing of Themed Rostered walks 
· keeping written material on guided walks current and customer focused 
Appoint a guides marketing liaison group with a designated leader: medium 
14. In the short term, modify the magnetic sign board near the bridge to have a very prominent “What’s on Today” heading  
· Underneath on strips, list in chronological order all visitor activities available that day including walks, flora, misters, exhibitions and talks
· Update the list first thing each day (by the VIC volunteer?) 
Guides convenor to liaise with ANBG management to see if can be actioned: High 
15. In the longer term consider replacing much of the disparate signage near the café bridge with a very large single notice board which details all the activities happening that day. It should be highly visible and at eye height
Refer to ANBG management: Medium
16. Consider other on-site opportunities to promote tours such as in the café
Refer to marketing liaison group (see 13): medium 
17. Develop an inspiring script for VIC staff to use to tell visitors about walks that covers what guides are likely to cover but explains about our flexibility. Encourage guides who arrive early to let the VIC staff know what they plan to do on their walk. 
[bookmark: _Hlk27339901]
Current working group to develop script for consideration at Feb guides meeting: High 
Guides marketing liaison group to refine script: Medium 
Guides to tell VIC staff - mention at February monthly meeting: High 
18. Develop a set of marketing descriptors for guided tours that will appeal to visitors’ likely motivation. Use these descriptors consistently in all distributed written promotional material 
Current working group to develop descriptors for consideration at Feb guides meeting: High 
Guides marketing liaison group to refine descriptors: Medium 
19. That the guides recommend to ANBG management that they consider modifying Flora Explorer ticket prices so that there is either 
· a flat price for everyone with children under 5 free, OR 
· a price for adults, a single concessional price including school age children, ANBG Friends, students, pensioners and seniors, and possibly a family price  
Refer to ANBG management: Medium

Progress in implementation of recommendations;

There may be some value in maintaining some oversight of the implementation of the recommendations to make sure none fall through the cracks e.g. a 6-monthly update. This could be done by the guides convenor or a single member of the current working group. It is probably not efficient to maintain the current working group as it would be more efficient for them to individually contribute to implementation actions. 

Marketing Liaison Working Group
Marketing group to develop and implement a marketing plan for the Guides rostered walks at 11:00am and 2pm including themed rostered walks in the first instance, then subsequently integrating Flora Explorer tours and booked tours, taking into account: 
Groups
•	Repeat visitors who are interested in learning and gardening
•	Visitors to Canberra
•	Residents who have arrived recently
•	Family groups

Style: including words such as 
•	enjoy, 
•	interesting, 
•	experience, 
•	admire, 
•	landscape, 
•	tranquillity  

Media: Multiple print and electronic media
•	Newspapers
•	Friends website
•	Government websites about parks, gardens and tourism, including ANBG website
•	Social media
•	Radio 

Networks and organisations associated with 
•	native plants
•	gardens, botanic and other 
•	lakeside institutions and their friend’s groups
Use the following information
Marketing InformationAlready Available
Tim Kilby’s approach to marketing the Wattle Week walks was as follows:
First, he approached Julie Akmacic to make sure the ANBG were happy with publicising the walks. Julie made the contacts with ABC 666, 2CC Garden Gurus and WIN News. She was happy to do this if Tim would do the talking. She thought only 2CC would respond. In the end Tim did chats on 2XX (1-hour Radio Landcare), 2CC (5 mins Gardening) 666 (15 mins Sunday morning) WIN News 4 pm & Facebook (2mins). Tim noted that these media outlets are unlikely to want him to come for four successive months. So, we would need to be selective about frequency and content of this approach.
We can advertise community events in the following: 
· 2XX has 'Radio Landcare' with 'Tom and Margaret'. Contact Tom via allbaker@bigpond.com.au for an interview well ahead.
· 2CA - https://www.2ca.com.au website. 'Upcoming Events' invites you to add to the list.
· Mix 106.3 https://www.mix106.com.au website. From home page go to 'Community Switch' and add event.
· To submit events to Events ACT	 you first must register. See http://events.act.gov.au/
Some stations will read community announcements on air
· Valley FM 89.5 email Tony Briscoe at brisman@bigpond.com with info
· QBN 96.7 email Yvette Latu at yelatu@bigpond.com 
The Chronicle (Canberra  version) has a page titled LIFE:  Community Notices for free ads. The Arboretum has often advertised its walks there, but ANBG has not. The Community Notices page has notices by day of the week and as well there is a ‘Regular’ section which is where we would want our notice. Over time special walks could be advertised there, and Flora under weekends, as well as regular (foot) walks every day.
Wewere advised in November 2019 that the best way to advertise in this page would be to contact the Canberra Times journalist linked to the Chronicle. At that time the contact was kimberley.lelievre@fairfaxmedia.com.au
However, email addresses were being revised at that time and so  it would be sensible instead to contact the Canberra Times and ask about how to place a Community Notice in the Chronicle. 
Themed Rostered Walks Working Group
Consider themes that will engage the general public, in particular local and repeat visitors, but will be suitable for a smaller number of first-time or non-local visitors.
In 2020, develop one of these themes into a walk with enough material that different guides can select stories and information to suit their personal style. 
Construct a list of tasks that must be performed to develop a themed rostered work with a timeline, in weeks or days.
 
O/S visitors	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	46	94	71	38	21	24	22	30	28	61	64	60	Australians	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	112	114	150	140	101	83	95	100	153	148	114	109	



Walks	2011	2012	2013	2014	2015	2016	2017	2018	2058	2138	2650	2462	2198	2009	1981	1937	Flora	2011	2012	2013	2014	2015	2016	2017	2018	0	555	596	839	935	1367	1026	957	Total	2011	2012	2013	2014	2015	2016	2017	2018	2058	2693	3246	3301	3133	3376	3007	2894	


Walks	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	251.07142857142858	164.57142857142858	202	222.71428571428572	142.71428571428572	107	137.78571428571428	120.92857142857143	237.57142857142858	238.85714285714286	173.64285714285714	183.14285714285714	Flora	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	167.25	70.5	106.5	107.25	68.5	57	42	46.75	109.25	120	69	107.25	
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