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INTRODUCTION TO THE MANUAL

Initially, this material is a workbook for trainers of summer staff in community museums. When the trainers
have completed the workbook, it becomes a training manual to be used by the trainers of summer staff. As a
manual it is a permanent museum resource.

The manual includes five training sessions:

1. An Overview of Our Museum and the Role of Summer Staff
2. Operating Procedures
3. Being a Good Host
4. Guided Tours/Demonstrations
5. Handling Museum Artifacts

Each session is a complete unit which provides trainers with maximum flexibility in planning training for their
summer staff.

The pages in each session have been organized into two columns. The left-hand column provides the trainer
with directions and notes about how to present the information. The right-hand column provides the trainer with
a script for presenting the content.

The right-hand column speaks directly to the summer staff and the trainer may read the material word for word
if desired. The left-hand column helps the trainer assemble the necessary resources and organize them in a
logical sequence. The directions and notes will support the script and make it relevant to the trainer’s museum.

In addition to the five sessions there are three appendices which provide further information at key points in the
manual. There is also a suggested agenda for the trainer to use in presenting the sessions. Trainers may choose
to deliver all five sessions in one full day and a half or separately over a few days or a week. It is recommended
that all the sessions be delivered within two weeks of hiring the summer staff.
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SESSION 1 (Time: 1 hour)

Overview of Our Museum and the Role of Summer Staff

The purpose of the first session is to introduce you to our museum and

the tasks in which you will be involved. The session will go over the

functions, programs and administration of our museum.

Our museum began in ______.Complete the text on the
right. Include the following
information:

1. When and why the
museum was created.

2. The geographical area
the museum serves.

3. The subject area
covered in the
collection.

4. The time period
covered.

5. History of the building in
which the museum is
housed, if it is an historic
building.

Identify resource materials
which can provide more
information, for example:

  ___ local history books
  ___ maps
  ___ photographs
  ___ archival material
  ___
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FUNCTIONS

1. Collection

2. Research

3. Preservation

4. Exhibits

5. Education/Interpretation

Give the summer student an
example from your museum
of each function.

WORKING WITH THE
COLLECTION

Check the ways in which
your summer staff will be
working with the collection?

  ___ acquisition
  ___ documentation
  ___ research
  ___ cataloguing
  ___ numbering
  ___ preservation
  ___ storage
  ___ display
  ___ housekeeping

In our museum at ________________________________ we

emphasize  ______________________, ____________________

and __________________ functions.

Here are some examples in our museum of these functions:

Your summer job in relation to the functions of the museum will

be:
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WORKING WITH THE
PUBLIC

Check the ways in which
your museum interprets the
collection and involves the
public.

  ___ exhibits
  ___ tours/demonstrations
  ___ audio-visuals
  ___ outdoor

 presentations/
 field trips

  ___ travelling exhibits
  ___ clubs
  ___ period costumes/

 re-enactments
  ___ welcoming/

 reception
  ___ school programs
  ___ gift shop
  ___ children's activity

 room
  ___ lectures
  ___ membership
  ___ special events
  ___ volunteer program

Tell your summer staff what
will be expected of them in
relation to the items checked.

There are ____________________ ways in which we involve

the public in our museum:  ______________________________

_____________________________________________________

_____________________________________________________

_____________________________________________________.

You will be expected to:

1.

2.

3.
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Using the information
compiled, tell summer staff
what they will need to
know, for example - how to
speak to a group of people,
how to make change, how
to give a tour, etc. (Be as
specific as possible.)
  ___
  ___
  ___
  ___

To be effective as a staff person in our museum, you will need to

know:

The types of visitors that will come to our museum during the

time you are working here will be _____________________,

______________________ and _______________________ .
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GOVERNANCE &
MANAGEMENT

List the key members in
your museum.

Our museum is headed by a _________________ whose main

job is to see that the museum operates in a legal, ethical and

effective manner.

The people who govern and manage our museum are:

Tell summer staff about:

1. Functions of the Board
2. Concept of Public

Trust
3. Philosophy and goals

of the museum.
4. Legal status of

museum, ie.
- registered non-

profit corporation
- committee or

board of another
governing
authority

5. Administrative
Structure
- staffing
- professionalism
- lines of authority

As a staff member of our museum you should be aware and have
an understanding of our institution:
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Tell summer staff what type
your museum is.

List other museums in the
area. Give information
about their collections.

Summarize the primary
work roles of the summer
staff.

Our museum is a . . . . . . . .

The other museums in our area are . . . . . .

The museum expects you . . . . . . . . . . .
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SESSION 2 (Time: 122222 hours)

Operating Procedures

This session will give you all the information you need to know

about the rules for working in our museum.

After we review and discuss the procedures together, please read

them over again on your own and be sure you are familiar with all

of them.

Develop procedures using
the examples presented here
OR use the existing
procedures of your
museum.
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Example of Museum Operating Procedures

PERSONNEL PROCEDURES

I. HOURS OF WORK

A. Work day. The work day is _____________________
____________________ with two 15 minute coffee breaks.
Supper/lunch break is __________________ usually from
_____ to ____ pm.

B. Overtime. If overtime work is required, arrangements will
be made to provide time off in lieu of pay, within limits.

C. Work Week. The work week consists of _____ hours from
____________ to ____________.

D. Time off.  By  special  request,  time  off  is allowed for
medical/dental appointments as well as other reasonable
appointments which cannot be arranged during non-
working hours. Requests for time off are made to
________________________.

E. Personal days. In special situations personal days off may
be allowed for urgent personal business. Permission must
be granted by ___________________.

F. Absence reporting. For each day of absence, the employee
shall report to ______________________, stating the
specific reason for absence (e.g. illness) and an estimate of
the length of absence.

G. Late reporting. Employees shall notify the
______________________ if he or she will be more than
15 minutes late reporting for scheduled work hours.

H. Holidays. Employees are entitled to be paid for statutory
holidays occuring during the period of employment.
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II. PAY PRACTICES

A. Pay periods. Employees will be paid on a
__________________ basis on _________________
of the week in which the pay period ends.

III. ASSIGNMENT OF TASKS: WORK SCHEDULES

A. ____________ will assign daily tasks and develop
work schedules for summer staff. If there is a need
to change the schedule, it should be negotiated
with _________________.

B. Performance Appraisal. Responsibility for
performance appraisal is assumed by
________________________________________.

IV. PERSONAL & PROFESSIONAL CONDUCT

Because the museum is a public institution certain standards
of conduct are expected of the staff. These include the
following:

A. Proper performance of assigned duties and
responsibilities, including efficient and careful use of
materials, supplies and equipment.

B. Presence in assigned work areas during work hours,
except when authorized or necessitated by work
assignment.

C. Maintenance of an alert state of good health.

D. Use of liquor or drugs is prohibited on museum
premises. Smoking is permitted only in designated
areas.

E. Adherence to work hours, starting and finishing times
as outlined above.

F. Adherence to procedures outlined by senior staff with
respect to authorized commitments or expenditures on
behalf of the museum.
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G. Adherence to safety rules and practices, including the
maintenance of a clean and tidy environment.

H. Maintenance of confidentiality regarding  museum
affairs. Knowledge of internal museum affairs is not
shared with the general public.

I. Personal use of museum supplies or equipment must
be authorized by _________________________.
Museum telephones may be used for brief personal
business unless museum business is disrupted by such
use.

J. Dress rules include clean, safe clothing suitable for
meeting the public. Extreme styles in dress and personal
grooming are to be avoided. Employees are not
permitted to wear ____________________.

K. Generally speaking private activities should not be
conducted during museum working hours.

L. Courtesy at all times in dealing with fellow staff and
the general public.

V. PERSONAL USE OF MUSEUM PROPERTY AND
FACILITIES

A. No museum tools, equipment, supplies or material shall
be removed or borrowed from the premises without
the specific approval of ____________________.
Similarly, museum spaces shall be used for assigned
work only.
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HANDLING MONEY

1. Treat customers courteously.

- The payment of money is a "painful" transaction for most
individuals, therefore make the action as pleasant as
possible by being polite and courteous at all times.

2. Do not permit interruptions.

- Deal with one transaction at a time.
- If you are interrupted in the middle of a transaction,

politely ask the individual to wait until you are finished.

3. Count money three times.

- When making change for a transaction:
(1) count the change to yourself while taking the

money from the cash drawer;
(2) count the change into the customer's hand;
(3) the customer counts the change with you.

4. Do not get confused by customer demands.

- Maintain your composure at all times.
- Do not allow the customer to hurry, rattle, upset or mislead

you.
- If you do get confused, stop the transaction and start over.

5. Do not put bills in the cash drawer until the transaction is
complete.

- Upon obtaining a bill from the customer, place it on the
cash register shelf.

- Make the necessary change and count it out to the
customer.

- After the transaction is complete and the customer
satisfied, place the bill in the cash drawer.

If summer staff do not have
experience with handling
money demonstrate these
procedures for them.
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6. Check large bills.

- Look at both sides of any bill you receive.
- Take extra care with bills that are crumpled, torn, taped

or altered in any way.

7. Do not leave large bills in highly visible or easily accessible
parts of the cash drawer. Such temptation is too much for
some individuals to withstand.
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COMPLAINT HANDLING

1. Golden Rule for Handling a Complaint: Don't take it personally.

2. You already know how you feel. Check on how the guest feels.
If you give your very best to every visitor, you will find few who
will not treat you well.

3. Never argue with the visitor. No matter what the case may be.
Don't try to defend yourself or blame others or the museum -
get busy solving the problem. If something is wrong, admit it and
correct it, cheerfully.

4. Things to say: "I'm glad you told me that." "Thank you for bringing
it to my attention." "I'm sorry. You have had a difficult time, let
me try to help." When you sympathize with them, the visitors
will often start defending you.

5. If a situation gets out of hand (when the screaming starts):

a) turn it over to your supervisor at once;
b) if the supervisor is not immediately available, explain

that you don't have authority to make the change
required, tell the visitor you will write down the problem
and advise the person in charge as soon as possible.

6. Don't hold a grudge. If a visitor returns after having complained
(or shouted), treat them in the same courteous way.
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PROCEDURES REGARDING THE COLLECTION

Identify the policy and list
the procedures of the
museum which the summer
staff must follow depending
on whether the objects are
accepted or not accepted.

Describe or show the
summer staff the policy of
your museum in this
situation.

Often the public will approach the museum with objects or
information about objects. Here are some common situations you
may encounter and the appropriate actions.

If an individual comes to the museum with an object(s) they want
to donate or loan, you should       _____________________ the
object(s) on temporary deposit. Please follow these procedures:

1.

2.

3.

If an individual comes to the museum asking about donating or
loaning an object(s), you should record the request and contact
_________________________.

A visitor may come to the museum with information about a
particular artifact or photograph. In this situation, you should thank
the visitor, record the information, and give the information to
______________________. This information may be very
important in  helping our museum to increase our knowledge about
the collections and our community.

You may also have an individual come to the museum who wants
a specific artifact(s) returned to him/her immediately. You have no
authority to return the artifact(s). You should assure the person that
you will deal with the request immediately and contact
________________________.

If a visitor comes into the museum and wants to see a specific
artifact which may have come from their family, our policy is:
______________________________________________________________________________________________
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EMERGENCY AND SAFETY PROCEDURES

FIRST RESPONSE SHEET

FIRE
1. Remain calm
2. Sound alarm
3. Call 911 or Fire Department at ____________________.
4. Evacuate the building. Use the nearest exits. There are ___

exits which are located ____________________________
______________________________________________.

5. Meet at the designated area outside the building. The
designated area is ________________________________.

6. Report to the Fire Department official.

ADDITIONAL FIRST RESPONSE PROCEDURES FOR FIRE
Evacuation Procedures - Persons with Restricted Mobility
1. Follow in general the procedure above, and as well;
2. If there are no stairs in the building (one floor) assist

individuals with restricted mobility to evacuate the
building.

3. If there are stairs in the building (more than one floor)
assist the individuals to the stairway.

4. The individual with restricted mobility must inform you
that they require assistance to evacuate the building. Then
you may proceed to evacuate the building. If the individual
does not request assistance, stay with them in a safe place
until the Fire Department arrives.

INTERNAL FLOODING
1. Remain calm.
2. Determine the location and possible cause of flooding.
3. If the floor around the circuit breaker is dry, shut off the

power. The circuit breaker is located _________________.
4. If the flooding is caused by a burst water pipe or bathroom

overflow, shut off the man water valve which is located
_______________________________________________.

5. Notify ____________________________ at ___________
as soon as possible.

EXTERNAL FLOODING
1. Remain calm.
2. Call 911 or public works at _______________ and follow

their instructions.

Show summer staff the
emergency/disaster plan for
your museum. If you do not
have one, use the following
example of a FIRST
RESPONSE SHEET to
give summer staff
instructions about what to
do in case of an emergency.

Institutions with more than
one floor should post a sign
in clear view for disabled
visitors informing them that
they must ask for
evacuation assistance in
case of an emergency. The
sign should also state
whether or not the Fire
Department has designated
the stairway as a fire refuge.
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TORNADO OR SEVERE STORM
1. Remain calm.
2. Get everyone and yourself inside the building. Go to the

basement. If there is no basement, get near an inner
supporting wall, under a stairwell or into the bathroom.

3. Close doors and drapes on windows.
4. Get the battery-operated radio or the Weather Radio Canada

which is located in _________________________
________________________________________.
Keep the radio on and listen for weather updates. You can
find more information about Weatheradio and the
broadcast frequencies on the Environment Canada website
at www.msc-smc.ec.gc.ca/cd/factsheets/wxradio/
index_e.cfm

5. Don't leave the building until it is safe to do so.

VANDALISM
Crime in Progress:
1. Remain calm
2. Do not confront the suspects. You do not know if they are

intoxicated or on drugs.
3. Call 911 or the police at ___________________.

Crime Not Yet in Progress
1. Ask the suspected individual(s) to leave the museum.
2. If they refuse, do not confront the individual(s) further.
3. Call the police.

THEFT
1. Get the best possible description of the suspect(s).
2. Use your common sense, if it appears safe to do so, confront

the person and ask them to return what they have taken.
3. If an altercation seems likely, do not confront the person.
4. Call the police.

INTOXICATED PERSON
1. Ask the individual to leave the museum.
2. If they refuse, call the police.

BOMB THREAT

It is recommended that every
museum purchase a
Weatherradio Canada. This
will provide the best
information for tornados and
all types of severe weather
including blizzards. A siren
will sound which alerts people
to tornado or severe weather
warnings. (Weatherradio
Canada is a  desktop weather
radio with an alert function. It
allows you to listen to
Environment Canada weather
broadcasts on demand. An
alert function beeps to alert
you to weather warnings
even when the radio is off.
Plug-in or battery operated.
Cost is approximately $60.00
and   can be purchased in
electronics stores.)
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1. Listen.
2. Be calm and courteous.
3. Do not interrupt the caller.
4. Obtain as much information as you can including background

noises, the speaker's tone, accent, gender , manner of the
speaker (excited, stutter, etc.), AND THE EXACT
WORDING OF THE THREAT.

5. Questions to ask: What time will the bomb explode? Where is
it? Why did you place the bomb? What does it look like?
Where are you calling from? What is your name?

6. Call the police.

You will find a copy of the First Response Sheet posted around
the museum in these locations:
____________________________________________________
____________________________________________________
____________________________________________________
____________________________________________________.

Please be sure you know the information on the First Response
Sheet.

Arrange a separate training
time for summer staff with
local resource people for
fire safety and first aid.

Organize specific dates and
times during the summer for
summer staff to practice
emergency procedures and
first aid.

On the next page there is a
checklist that the summer
staff can use as a tool to
ensure that all closing
procedures are followed or to
use as an example to develop
a check list which is more
appropriate for your museum.
(Photocopy the checklist for
use each week by the summer
staff.)



18

DIRECTIONS/NOTES TRAINER'S SCRIPT

MON TUES WED THURSSUN SATFRI

1. REMOVE OPEN SIGN

2. LOCK FRONT DOORS

3. CHECK EXHIBIT AREAS

4. SHUT OFF INTERACTIVE
EQUIPMENT IN EXHIBITS

5. SHUT BLINDS

6. SHUT OFF EXHIBIT LIGHTS

7. LOCK GALLERY

8. CHECK BATHROOMS

9. SHUT OFF BATHROOM
LIGHTS/FAN

10. COUNT AND BALANCE
CASH

11. TRANSFER CASH RECEIPTS
AS INSTRUCTED

12. TURN ON ANSWERING
MACHINE

13. SHUT OFF LIGHTS &
EQUIPMENT/APPLIANCES

14. TURN ON SECURITY
SYSTEM

15. DEPART & LOCK BACK
DOORS

CLOSING CHECK LIST

WEEK OF ________________________
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Now that we have reviewed and discussed  the procedures for our

museum, here are some typical situations you may come across in

your work. Some of the following  questions may suggest more

than one appropriate answer. State the one you think best and then

we will discuss the response usually followed in our museum.

SAMPLE QUESTIONS

1. You think an artifact has been stolen, or is missing. What
do you do?

2. A visitor doesn't have the admission fee. Do you let the
person into the museum?

3. The cash intake doesn't balance. What do you do?

4. A visitor is smoking in the museum. How do you tell
them to put it out?

5. A visitor arrives 15 minutes before the museum is
scheduled to close for the day. What do you do?

6. Show me the steps for opening/closing the museum.

7. Who do you contact about replenishing supplies
(bathroom paper, etc.) and when?

You have given some thoughtful responses to these sets of

circumstances. Keep the procedure sheets at the desk in your work

area for reference.
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SESSION 3 (Time: 1 hour)

Being a Good Host

Before we talk about your becoming a good host for our museum, it is

important for you to realize that our institution is one among several

resources to which visitors come in the summer. We never know for

sure, but we assume our staff is the visitors' first contact in this region.

We want to give them a very welcome reception to this region of

Ontario.

Reinforce your museum's
procedures dealing with the
public. Use the script to
assist you.
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YOU AND TOURISM

Ontario has Canada’s largest tourism industry and is the major
gateway to Canada. Tourism is an important industry within the
Ontario economy. In 2001, tourism was the province’s 7th
largest export industry, bringing in $7.3 billion in foreign
exchange.

However, the real key to success is to have these people return
again and again, and bring their friends.

So here's where you fit in . . .

. . . First impressions are lasting ones . . .

. . . and since you are the front line person, the "meeter-greeter", you
often have a profound effect on a visitor's first impression of your
province, community, or organization. You may also be the deciding
factor in whether or not they enjoy their trip enough to come back.

If they haven't enjoyed themselves, and been well treated, all
the advertising in the world won't bring them back.

Studies show that travellers feel that Ontario has a lot to offer, and that
people feel they get good value for their travel dollar, so we're off to a
good start . . .

. . . the rest is up to you!
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DEVELOPING YOUR PROFESSIONAL ATTITUDE

Being Professional Is . . .

Knowing Your Museum
Knowing Your Job
Knowing Yourself

When you think like a professional

You act like a professional

And when you act like a professional

You are a professional!

Attitude makes the difference!

CUSTOMER RELATIONS

Customers Expect:
Cleanliness
Courtesy
Good value

Your appreciation of them will in turn help them to appreciate you.

One of the challenges (and part of the excitement) of working in
the tourism industry is that you meet people "head on" - you don't
always know who they are or what experiences they have
encountered before meeting you.

- They may be in a strange place or may have been
travelling all day.

- They may have had an unpleasant experience before
visiting your site. They may have worked all day in
high pressure meetings.

- They may be embarrassed about asking for your help
for fear that you will think their request is "silly" or
their problem "trivial".
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Have to keep them waiting?

Just speak to them. Even a quick "I'll be with you in a minute" will
let them know they are not being ignored.

Someone kept waiting for another employee?

Do something constructive - get help - tell the other person - speak
to the customer - never ignore the customer or make excuses.

How you handle the initial contact can make the difference between
a satisfied customer and an awkward one.

Make them feel wanted, needed and above all, welcome. Be aware,
disarm them with a smile and remember - you are a professional.

Key points in establishing a comfortable environment for your
visitor.

Quietness as you work. Avoid loud talk in visitor areas, rattles,
crashes, noisy equipment.

Keep alert.

Watch for details.

Save steps and trouble - have a system.

Respect others and their property.

Speak clearly.

Answer a question directly and openly. Don't confuse the issue.
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TIPS FOR DEVELOPING A GOOD TELEPHONE
PERSONALITY

1. Smile . . . your caller can hear it.

2. Answer by identifying yourself and/or your company.

3. Speak clearly and confidently.

4. Be polite and use a pleasant voice.

5. Say "May I ask who is calling please?" If you're
taking messages. Take the spelling of the name
accurately and completely.

6. Find out what callers want before putting them on
"hold". It takes only a few seconds and callers appreciate
being acknowledged. If you have to put callers on hold,
make sure they cannot hear your conversation with others
in the office.

7. Do your best to be helpful to the caller. Volunteer as
much information as possible by offering phone numbers,
providing quick explanations or describing certain
procedures. If you don't have the information, say you'll
call back.

8. Answer the phones when "the phones are ringing."
People who enter your office can see when you're busy;
however, telephone callers have no way of knowing how
busy you are unless you tell them. Say you will return
their calls as soon as possible. And be sure you do.

9. Jot down what you want to discuss before making
calls. It's easy to forget major points when you're in the
middle of a conversation.
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TIPS FOR LOOKING THE PART

1. Dress appropriately for the job. Consider the type of
work you are doing, the image the employer wishes to
project and your own personality. Wearing wildly
fashionable clothes may not be appreciated in an office,
but may be exactly what is required of a sales clerk in a
fashion store. If you're  unsure about what to wear,
discuss what is acceptable with your supervisor.

2. Look and act self-confident. Speak calmly, clearly and
loud enough to be heard; put expression into your voice;
maintain eye contact with the person you're talking to;
and don't appear flustered when things get busy or you're
doing something for the first time.

3. Keep your work area neat and clean. Neatly arranged
and organized offices and workplaces give people an
impression of efficiency and encourages customers and
clients to come back.
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TIPS FOR IMPROVING QUALITY AND QUANTITY
OF WORK

1. Make sure you understand the instructions for any
task before you start to work. If you think you might
forget, write down the steps involved to refer to.

2. Follow instructions exactly the first few times you do a
new task. From time to time, check over your instructions
to make sure you haven't forgotten anything. Ask your
supervisor if you're doing things right. Give an honest try
to any suggestions for improvement.

3. Do your work as correctly and carefully as possible.
Thoroughly check your work before handing it over.
Don't hesitate to do a job over again if you think it's
unsatisfactory.

4. "To err is human." No one is perfect and all of us make
mistakes. Learn from yours . . . it's okay to say, "I don't
understand" or ask questions. Challenge yourself to
improve the next time.

5. Work at a steady pace. Be known as the one who always
gets things done.

6. Learn the "tricks of the trade" from senior staff.

7. Be willing to accept new ideas which can improve your
work.

8. Assume responsibility for completing your work.
When you've finished one task, move on to the next
activity without waiting to be told.

9. Keep up to date on new developments and advances in
your field. Read as much as you can and talk to people
who can give you new information.

10. Be confident in your abilities and potential to learn
new skills.
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We want to know and direct people to these resources as the appropriate
occasions arise. Here are two lists of resources and a community
calendar.

The first list is community resources and services that visitors frequently
want information on.

COMMUNITY RESOURCES AND SERVICES

Visitor Information
Tourism Information: toll free line 1-800-ONTARIO

Chamber of Commerce:

Public Transportation:

Taxicabs:

Transport to Airport:

Airport:

Train Station:

Bus Depot:

Beer & Liquor Stores:

Hotels/Motels:

Banks:

Stores:

Churches:

Post Office:

Playgrounds/picnic grounds:

Camp Grounds:

Fill in the phone numbers,
times and locations
appropriate in your
community for the summer
staff.

For Drivers
CAA:

Gas Stations:

Mechanic:
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Emergency  Services
Police:

Fire Department:

Ambulance:

Dental Emergency:

Hospital:
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The second list is those resources where a brochure or map may
be given to the  visitor.  These materials are kept _____________
_____________________________________________________.
If we  run out of brochures/maps you should ________________

_____________________________________________________.

THINGS  TO  SEE  AND  DO  AROUND  OUR  AREA

Activity Contact       Phone No.

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.
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The third list is a calendar of community events. You will want to
spend a little time studying the calendar.

CALENDAR OF EVENTS

MAY:

JUNE:

JULY:

AUGUST:
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Check the resources your
summer staff can use.

  ___ catalogue cards
  ___ computer database
  ___ exhibit labels
  ___ local history book(s)
  ___ museum produced

 audio cassettes
  ___ photos/slides
  ___ reference books
  ___ videos/films
  ___ volunteers/

 experienced tour
 guides (list names)

Demonstrate to summer staff
how to use the resources of the
museum.
EXAMPLE: CATALOGUE
CARDS

BY
1. Listing the key steps in

how to use your museum's
catalogue cards.

SESSION 4 (Time: 2 - 3 hours)

Guided Tours/Demonstrations

In this session we are going to look at preparing for and giving

guided tours and demonstrations. We will begin with the collections

in our museum which are described by the following resources:



32

DIRECTIONS/NOTES TRAINER'S SCRIPT

2. Explain each step.

3. Give the reasons for
each step.

4. Allow the summer
staff time to practice
and ask questions
about each step.

To feel at home with our exhibits you need to study these collections

by using our resources whenever you are not dealing directly with

visitors or other assigned tasks. In a moment I'll identify specific

artifacts for you to study.



33

DIRECTIONS/NOTES TRAINER'S SCRIPT

The easiest means to understand the key themes of the exhibits in
our museum is to walk through the exhibits with me. As I talk
about the exhibits make notes on the major ideas the exhibits convey
and the main artifacts in the exhibits.

List the themes of the
exhibits in your museum
and the key artifacts you
want the summer staff to
be able to tell the visitors
about.
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Have summer staff use the
museum's resources to find
out about the artifacts.

Now that you know the key themes of our exhibits and the main

artifacts, here are the first artifacts for you to study using our resource

materials:

1.

2.

3.
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GUIDED TOUR - THE BASICS

You are now ready to learn the techniques involved in giving a

tour. Let's look at the things you need to do with every group touring

the museum.

When an individual or group enters the museum you welcome them

to the museum and tell them your name and your position in the

museum.

Before the tour begins collect the admission fee and record the

visitor characteristics (e.g. child, adult, senior, group, etc.) which

are very important for our reporting and funding.

Option:
Direct summer staff to
write a general statement
with information on the
exhibits for visitors who do
not want a guided tour.
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Tell summer staff what kind
of information they should
provide in the introduction,
e.g. when the museum first
opened and the purpose of
the museum.

Check the restrictions in
your museum and add any
that are missing:

  ___ no smoking
  ___ no eating/drinking
  ___ no handling objects
  ___ no taking photos
  ___
  ___
  ___

Then briefly outline the restrictions for our museum.

After welcoming the group, begin the tour by providing an

introduction to the museum. In the introduction you should tell

visitors:

-

-

-

Tell visitors that questions about the exhibits are welcomed

during the tour.

QUESTIONS
Tell summer staff that it is
okay to say that they don't
know the answer and not to
make up an answer, if
visitors ask questions for
which summer staff don't
have the correct
information.
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TOUR WRAP-UP

If the policy of the museum
is not to charge admissions
tell summer staff to make
visitors aware of the
donations box and explain
the importance of donations
to the museum.

When a tour is finished, it is important to provide an ending. Thank

the visitors for coming to our museum and provide an opportunity

for them to ask any questions that they may have. Have the visitors

sign the guest book and indicate where they are from (name and

address).



38

DIRECTIONS/NOTES TRAINER'S SCRIPT

THE TOUR

In the first session we talked briefly about the kinds of people

who visit our museum. Remember these groups are:

-

-

-

Check the groups that visit
your museum:

  ___ local community
  ___ visiting friends and

 relatives
  ___ school tours
  ___ tourists
  ___ bus tours
  ___
  ___ Each of these groups is a slightly different audience. Giving

them a tour or demonstration requires differing techniques,

presentations and, sometimes content.

In preparing for tours, however, you will need a general narrative

on the exhibits which can be altered according to the needs of the

group you are addressing.Prepare an example
narrative for the group that
visits your museum most by
brainstorming with the
summer staff the
content for the narrative:
  ___ period themes
  ___ people, historic

 figures
  ___ significant events
  ___ main activities

Content for specific
artifacts:
  ___ time frame
  ___ construction/

 materials
  ___ context
  ___ use
  ___ history
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See Appendix B, Audience
Characteristics for more
information.

Discuss with summer staff
how they would adjust their
tour for a group of children.

Points to consider:

  - short attention spans
  - curiosity
  - respond to things that

are the same/different
to what they are
familiar with

  - difficulty in
understanding time/
space relationships

Now that you have prepared a general narrative, how would you

change it for a group of primary school children?
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How would you change it for a group of senior citizens?Discuss how to adjust the
tour for a group of senior
citizens.

Points to consider:

  - physical limitations
  - personal/past

experience



41

DIRECTIONS/NOTES TRAINER'S SCRIPT

How would you change it for a family (parents and children)?Discuss a family group tour.

Points to consider:

  - parents may be
interested in leading
the discussion

  - different levels of
interest

  - visit may be for social
interaction
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See Appendix C,
Improving Tours Through
Monitoring and
Debriefing for more
information

SUPERVISING TOUR TRAINING

One of the best ways to learn how to give a tour is to practice and

have another person observe you and comment on your technique.

For the first week or so _________________________ will work

with you and observe your technique, as you give tours. During the

summer you can observe each other.

Before you give a tour, tell ________________________ as the

observer what behaviours to watch for on which you want feedback.

1.

2.

3.

How do I (summer staff) feel about the tour I just gave?

What parts of the tour pleased me most?

If I had to do the tour again, what would I change?

After observing the tour,
discuss the following
questions with the summer
staff:

Describe your observations
of the summer staff during
the tour/demonstration,
especially observations
about the behaviours the
summer staff asked for
feedback on.
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Here are some common
mistakes made in guided
tours that you are likely to
observe.
  - No narrative - the story

is not told; just listing
of objects in exhibit

  - Verbal sins - too fast;
 talking to the exhibit;
 slurred sentences;
 repetitious; use of
 jargon

  - Programmed script -
tour guide as robot
unable to respond to
questions without
having to start from
the beginning of script
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SITUATIONS THAT MAY ARISE DURING A TOUR

Here are a few difficult situations that may arise during your tour.
How would you deal with each situation?

In your experience at the
museum make a list of 3 or 4
difficult situations the summer
staff are likely to face during
a tour, for example:

1. A visitor disagrees with
your interpretation.

2. A visitor becomes a
"nuisance" by asking
silly and irrelevant
questions.

3. Some visitors in a group
chat loudly among
themselves while you
are talking.

4. A visitor "takes over"
the guided tour.

5. Adults in the group don't
take responsibility for
correcting inappropriate
behaviour of children.

Discuss the best way to
deal with each situation with
the summer staff.
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Identify any objects in the
museum that the summer
student should not touch
under any circumstances:

___
___
___
___

SESSION 5 (Time:  2 hours)

Handling Museum Artifacts

In this session we are going to learn about the basic handling
procedures for museum objects in the permanent collection.

A museum holds objects in trust for the benefit of both present and
future publics. This means that artifacts require a special kind of
care and respect if they are to be preserved for future generations.
One of the greatest dangers to artifacts in museums is careless
handling.

Depending on the material that the object is made of, damage may
be caused simply by depositing the natural oils in your skin onto
the object. In other words, simply by touching the object.

In your job at the museum you will be expected to handle artifacts
when:

-
-

Please remember to observe these restrictions when you are working
with artifacts:

1. NO smoking
2. NO food or drinks
3. NO writing implements except pencils
4. NO jewellery or watches
5. NO sticky labels or tapes
6. NO hand lotions or creams

Using information compiled
in Session 1, list the tasks
and circumstances in which
summer staff will be
expected to handle artifacts.
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Handout a copy of
Appendix D and explain
the importance of each
basic rule of handling.

Check the handling
supplies available in your
museum:

  ___ white cotton
 gloves

  ___ trays/carrying
 containers

  ___ carts
  ___ boxes
  ___ padding
  ___ padded blocks

Here are the basic rules for handling museum artifacts. Be sure
to follow these rules whenever you are in a situation in which
you must hold or move an object.

These are the supplies you should use when handling or moving
artifacts:
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Now we will demonstrate how to handle and move a variety of
objects that you will encounter in your tasks. Please pay close
attention and take notes. After the demonstration you will
practice moving these objects.

Choose a sample of each
type of object the summer
staff is likely to handle.
Demonstrate how to
handle and move each
object with the appropriate
supplies.

SMALL OBJECTS

Demonstrate the handling
and moving of small objects
(e.g. tea pot, book,
necklace, small framed
painting, child's dress)

Points to consider when
handling small objects:

- do not mix light and
heavy objects in the
same carrying
container

- use one hand to
support the bottom and
the other to steady the
object at the side or
top

- use a carrying
container for light,
fragile objects with
padding and acid-free
tissue to protect each
piece

- when using a cart,
nothing should
protrude over the edge

- carry detachable parts
separately
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LARGE OBJECTS

Demonstrate the handling
and moving of large objects
(e.g. chair, large framed
painting, saddle, standing
lamp)

Points to consider when
handling large objects:

- never try to lift an object
by a projecting part;
support the main body of
the piece

- do not try to carry a
heavy or awkward object
by yourself

- remove any dangling or
loose parts and carry
these separately

- protect large objects in
transit with blankets or
pads

Direct summer staff to
practice handling/moving
some small and large objects.
Set up a room with two tables,
one on either side of the room.
Place the objects on one of the
tables. Lay out the handling
supplies on a third table. Have
the summer staff (one at a
time) choose the right
handling supplies to move one
of the objects across the room
properly to the other table.
Repeat this exercise until
everyone has had a chance to
move 2-3 objects. Be sure to
provide the appropriate
guidance if mistakes are made
so that none of the objects are
accidently damaged.

Now you will practice handling the artifacts by carrying them from
the table on this side of the room to the table on that side of the
room. Be sure to follow the rules of handling and use the appropriate
supplies for each artifact.
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APPENDIX A

AGENDA

Day 1

9:00 am Introductions
- welcome everyone and have each person introduce themselves

Introduction to the Training
- provide the participants with an agenda and explain what topics will be covered at

approximately what times
- explain to participants the purpose for the training

9:15 Session 1:  Overview of Our Museum and the Role of Summer Staff

a) introduction to the museum
b) functions of the museum
c) tasks involving the collection and the public
d) governance and management of the museum
e) summary of expectations

10:15 Coffee Break

10:30 Session 2:  Operating Procedures

a) personnel procedures
b) handling money
c) complaint handling
d) procedures regarding the collection
e) emergency and safety procedures
f) opening/closing checklist

12:00 Lunch

1:00 pm Session 3:  Being a Good Host

a) you and tourism
b) developing your professional attitude
c) customer relations
d) tips...
e) community resources and services
f) things to see and do around our area
g) calendar of events
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2:00 Session 4:  Guided Tours/Demonstrations

a) collections

2:30 Coffee Break

2:45 b) key themes
c) guided tour - the basics
d) the tour
e) supervising tour training - this may be done on a separate occasion; it may also be

done more than once until the new staff person becomes skilled at giving tours/
demonstrations

f) situations that may arise during the tour

5:00 End of Day 1

Day 2

9:00 am Review
- provide an overview of the major or important points that were covered in Day 1
- this is also a good opportunity for the summer staff to ask questions about what they

have already learned

9:30 Session 5:  Handling Museum Artifacts
- before beginning session 5, prepare the room (as described on page 48) for the

demonstration and practice exercise of handling a number of small and large objects
which you have pre-selected and assembled

a) rules of handling

10:30 Coffee Break

10:45 b) demonstrate how to handle and move small and large objects
c) summer staff practice handling and moving the objects

11:45 Wrap-up
- review the key points presented during the morning and give summer staff the

opportunity to ask questions

12:00 End of Day 2
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SUGGESTION

Discrimination can be
improved by repetition and
learning what is distinctive
about an object

Use role-playing and
imagination

Ask questions often

Allow for interaction within
the group

Try to treat this group as
adults, since they see
themselves as adults

Allow for flexibility during
the tour and time to pursue
special projects or areas of
interest

May want a short
introduction by the tour
guide or may want to tour
the museum on their own

Provide information
through discussion/
conversation

Take advantage of the
experience of the visitor to
find out more

APPENDIX B

GROUP

Early Childhood
(age 3 - 5)

Young Children
(age 6 - 7)

Older Children
(age 8 - 11)

Early Adolescence
(age 12 - 14)

Adolescents
(age 14 - 18)

Gifted Students

Young Adults
(age 18 - 30)

Adults
(age 30 - 60)

Senior Adults
(age 62+)

AUDIENCE CHARACTERISTICS

CHARACTERISTICS

Egocentric; curious; non-
discriminatory

Awareness of world;
imaginative; refined motor
skills

Socialized; allow
interaction; literal minded/
realism

Emerging sense of self

Abstract thought, like
realism; goals: to get
through school, go to
college or get job

Increased capacity for
knowledge; curious

Independent; interests:
building career, starting
family

Motivated by life needs and
curiosity, knowledge
acquisition

Similar to adults, but may
have some physical
limitations
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Family Groups

Minorities

Handicapped

Out-of-Town, Foreign

Adult in the group may be
satisfied if their children are
busy and interested in the
tour

Groups should be sensitive
to cultural differences

Tailor the tour to the nature
of the disability

May have limited time
available

Weekend visitors; reason for
visit may be social

Varied

Varied

Unfamiliar with area; may
have specific interests
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APPENDIX C

IMPROVING TOURS THROUGH MONITORING/DEBRIEFING

A good tour guide is interested in feedback each time he/she tries a new topic, a new approach, or a new
technique. How can he SEE HIMSELF AS HIS TOUR GROUP SAW HIM? How can he identify areas
where improvements may  be made to his guiding? This is best done by a program of MONITORING/
DEBRIEFING.

Basically, MONITORING/DEBRIEFING is nothing more than a means of providing a tour guide with an
OBSERVER, whose job is twofold:

1. To LISTEN to, and WATCH the tour guide while he/she tours a group. (MONITORING), and

2. To DISCUSS THE OBSERVATIONS with the tour guide (DEBRIEFING).

It must be stressed that the prime purpose of Monitoring/Debriefing is to assist the tour guide to improve
the quality of his/her tours. If the tour guide feels that he/she is being criticized or judged by a superior, he
will be on the defensive and will be more inclined to want to justify his actions than to accept any
suggestions put forward by the observer.

MONITORING
1. The tour to be monitored should be agreed on ahead of time, and the tour guide should identify a

specific behavior that he/she would like the observer to watch for.
2. The observer should be as unobtrusive as possible and should not intrude on the tour.
3. The observer should take notes for future discussion.

DEBRIEFING
1. After the tour, discuss the following items: how the tour guide felt about the tour; what the tour guide

would like to change; and the observations on the items that the tour guide wanted the observer to
watch for.

A FEW WORDS OF CAUTION

w Do not attempt to correct every fault in one session. Three or four points should be sufficient for one
session.

w Remember that one purpose of debriefing is to have the tour guide accept responsibility for
improvements. Have the tour guide state the necessary action, do not tell him/her what to do unless it
is absolutely necessary.

w It is important that the tour guide feels that your main concern is that of helping him/her and nothing
else matters. Arrange the debriefing session so that there will be no interruptions, and do not convey
any feeling that there is a time limit on the session.
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APPENDIX D

GENERAL RULES FOR HANDLING ARTIFACTS

1. Handle museum artifacts as little as possible.
2. AVOID HASTE. Take your time and plan the handling and moving of objects before you do it.
3. Examine the object for its strengths and weaknesses before handling.
4. Have clean, dry hands.
5. Wear clean COTTON GLOVES when handling: paper/books, metal and jewellery, wood, framed

and unframed paintings, synthetic and porous materials.
6. Handle only ONE OBJECT AT A TIME.
7. Use BOTH hands.
8. Support objects properly by NEVER picking them up by any appendages or projecting parts.
9. Ensure that the destination is prepared to receive the object, e.g. clean space  for the object before

moving it, set down padded blocks or acid free tissue.
10. PLAN A ROUTE of movement with no obstructions; have someone open doors and clear the way

for you. Never walk backwards.
11. USE carts and carrying containers whenever possible and don't overload.
12. Separate and cushion hall the objects; use packing material to prevent movement.
13. RECORD any damage immediately. Save and identify all detached pieces.

The most important rule to remember is handle each object as though it were the most precious in
the museum.


