Assessment

To give volunteers the opportunity to have the best experience possible and be the most effective with visitors, there will be a continual supportive assessment process.  This will include a yearly assessment by staff and on-going self-assessment.

Becoming an effective volunteer is a process, not an event.  The exhibits at the NZP are diverse in both information and activities.  You are not expected to know everything at once.  Over time you will acquire new information and build a repertoire of interpretative techniques to reach a variety of visitors.

Staff - Staff will often be at the exhibit working with visitors and volunteers.  Staff support will include answering questions, modeling interpretive skills, observing interpreter/visitor interactions, offering encouragement and praise, suggesting alternate behaviors, supplying information and resources for increased knowledge, etc.  There will be a written review for each volunteer at the end of his/her first year and a further written review every third year.  There will be a content quiz annually.

Self - Self-assessment is a process to help you look at your interactions with visitors to reaffirm good ones and to suggest improvement where needed.

Most of you have become volunteers because you like to learn.  You’ll find as you become comfortable with your role as a volunteer that, in addition to learning about the animals, you’ll also learn a lot about yourself and your ability to communicate.

To help you refine skills and talents, we suggest you assess your interactions with visitors at the end of each shift or at the end of a particularly difficult interaction.  Use the following questions to assist you with your self-evaluation.  The goal is to have more yes answers than no answers.  If you answer no to a question, you need to work on that skill.

Self-Assessment Questions
Information Questions - 
· Were you confident about the accuracy of the information you gave?

· Did visitors’ questions reflect understanding regarding what you said and a desire for more information?

· Did your questions encourage participation and lead visitors to new discoveries?

· Did you summarize or direct visitors to other exhibits of interest before they ended the conversation with you?

Relevance Questions - 
· Did you have a focus or theme for your interactions based on visitors’ interests, capabilities, and level of knowledge?

· Were your topics of discussion interesting to visitors?

· Did you get visitors to use more than two senses during your interaction with them?

· Were visitors you talked with attentive, comfortable, listening, and looking at you or your topic of discussion?

· Did you guide visitor’s attention toward the object of discussion as you spoke?

· Did you interpret spontaneously according to visitors’ attention?

· Did you add appropriate anecdotes to your factual information to add interest?

Service Questions - 
· Were you attentive to visitors’ comments, questions, and replies?

· Did you treat each visitor like an intelligent person?

· Did you treat each visitor equally?

· Did your body language indicate you were receptive to visitors?  Did you look available for conversation?

· Were you loud enough to be heard by the visitors you were talking with?  Did you pronounce your words clearly?

· Did you avoid competing with other noises?

· Did you vary your speaking rate for emphasis and feeling?

· Did you share the conversation with other visitors?

· Were you positive at all times?  Did you express warmth, interest, and enthusiasm?  

· Did you use positive facial expression, like smiling?

· Did you avoid sarcastic or mocking comments?

· Did you face visitors while speaking to them?  Were you always visible to each visitor?

· Did you avoid blocking the view?

Did you let the visitor finish a question before you spoke again?

