FONZ-NZP Volunteer Observation Assessment 2008
Volunteer: Sue Smith Zwicker


Date of Observation: 6/19/08
Program Name: LMIP




Location/Exhibit: Outdoor Nile Hippo Pool
Time of Observation:
12:00 pm


Audience Type: Families with children









   & school groups
Observer: Fred Jones

Knowledge of the Resource (knowledge about the Zoo and the exhibit’s collection)
During the observation period Sue Smith demonstrated a very sound knowledge of the resource discussing a diverse range of subjects such as Nile hippopotamus natural history, physical adaptations, life in the wild and zoo management and husbandry practices. She pointed out to visitors how the hippo’s primary sense receptors (eyes, ears, and nose) are all at the top of the head making them well adapted for their largely aquatic lifestyles and how they differ from the pygmy hippo’s.  Additionally Sue Smith explained the purpose of enrichment as keeper J.T. offered Happy apples and novel food items.  She was able to illustrate animal care practices by offering a sawn off tooth section to visitors and explaining why we need to trim teeth in captivity. Sue Smith also did a good job of explaining the purpose behind the Elephant Trails construction project, tying it to the zoo’s mission for animal care and commitment to elephants. 
Knowledge of the Audience (assessing and adapting to the audience) and Appropriate Techniques (the manner in which knowledge is shared)
There was a large crowd around the exhibit for most of the observation period and Sue Smith positioned herself well in the crowd without obscuring the view for visitors. She projected her voice when needed, used objects effectively to illustrate points and got down to eye level with younger visitors at times. Sue Smith has good interpretation skills. She used the hippo tooth, open body language and the spike in visitor interest brought about by the keeper being in the exhibit feeding the hippo to let the audience initiate conversations or ask questions. This approach worked well given the crowd and interest level but had the visitor numbers been lighter there would be a need to be more proactive in initiating conversations.  Sue Smith effectively and appropriately tailored her message and vocabulary depending on the age and knowledge level of the visitors.  She let them lead the direction of the conversations based on their individual interests.  Most interactions I observed were quite brief which was appropriate given the crowd but even in these brief encounters she was able to impart a lot of relevant information and used questions of her own to assess visitor knowledge and lead them to figure some things out for themselves. 
Observer’s Summary
Sue Smith’s relaxed and conversational approach works well for her and she is able to relate to a wide cross section of visitors in these informal exchanges. Her knowledge of the exhibit, the animals and zoo appears strong and she had no problem fielding questions on a diverse range of topics. She does a good job of assessing visitor interests and allowing this to dictate the general direction of conversations but I would suggest that she take greater control of subject matter at times. This could help lead interactions from discussions on life in the wild and zoo husbandry practices to larger topics such as threats and conservation issues. Keep up the good work.
Supervisor’s Input
Reliability: Sue Smith is very reliable in general.  In the past year she had a few occasions when she was unable to make her scheduled shifts.  She usually switched to a different time.
Punctuality:  Fine
Meeting Attendance:  Sue Smith was unable to make the majority of this year’s meetings.  She should try to attend more in the coming year.
Flexibility:  Sue Smith is flexible as required.
Attitude:  Sue Smith has an excellent attitude towards the Large Mammal Program.
Appearance (FONZ uniform shirt and name badge):  Dresses neatly and appropriately.
Comments:
Sue Smith is an excellent interpreter.  She has good knowledge of all aspects of the program and shares them appropriately.  She is engaging and inclusive in her interactions with visitors.  She has had some scheduling and meeting attendance difficulties over the past year and hopefully that will not be the case as we go forward.
