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N@an o1

APON MaAm ¥y 1.1

DY Y2V NN OHMN DNAY DNNNRD MIAND MYNVYNN IPNN MVIY PNLY NTYN N NP
NYANY 511,207 19IN IPMNIY RV NI DIPD NPNN TIYL .0IPIAN DY DINPNIN DX DIVIN

.D210792) MMPHNA 2N MV PR IYNR VDN NN NN NN DININ

TN 299 IPNN NXAD DOWYN DINPI NI ,NYNN NN TR IWN DIPNND NINNDY MDY >T1D
) DNNONN ,DMPNVDOI DINN PN ,DMT DNIMIND 9¥2 MMPNRY VIDNN PR ,DINN
55 .59 NN DNY PAIYNY 1012 121,019 DXMPY DN DIPINY POIDY DI IWN ,NPN

NNKIN MNPV ,YIA0 NON PN — MMPHRN DY TION 1I9Y NNDOY TIN NNT

JPONN DD DY) DY DYTOIN DINDIN OMNTPNR DINNND DOPHN) DOVINYIN DN
DYPINAN MY N NY MNINY (International Union for Conservation of Nature) [UCN
NI 0N 19IND DD 1IT SNNVY D) 2NN WVIDNN .TPYIVDIND DIPINON MY NPIINND
NMONN XYNA PPV DINNA NI NTIAY NNYYI NY , 00V 20-3 792 TIND INYY DIPNN D) NDD

LOMPHIN ,IPYIN NIPOYA NONY,DIDIDION NOWN DI NYSWIN NPPON .MMPY

: DMOIN DX NYY 5510 THONN

NN MY e
YAV MINNI DIPNN Y WIT DY ,D>I1PN NMNNA NPV MOVNNN M0 YV NPPD

.09 NIYNY MOL>YI MPY NMNN YV DXDN DXV DIPINN DXIIND 191 ,NYIIM)

1M IPNY MINOINT @
NYD MDYIN NPNY MMUYN MOLOW IWNIY DNAY DIYN 7ANIN DMIPN DY VIV NN

A7M07 NN DMIPANN NONN DY WP NTIN

DYV LOPLN N, NINIPN DY DPNY T .07 MMPN DY NINDI NPPON : NVPNINTIND MIYD
,IP0IV IPNNY DXONPN DTN PNTPN IINND N PRY 1TV DY D901 DINNNDY OIDIN»

S7P0NN 91D DININ OIMNMPNRN MNPHRN DI ;5 TI9) 19IND 12 IDINN NPN 937 RN



TPann nvn 1.2

DYV DXARYND NIV : DOWNIN MY DY 1NN NI NYIINI YIV NN OMPANN NPNN D11
9270 MOWN DY PIN WXT,12¥2 .0>1P201 DY N127210 NN NPIIYN NN 219D, 07MIIM
.DPANN HY MOYIND DYDY MNDY ,MIAINM YAV Y012 NYION DINNNI IO MTPNRNND
SY VNN YYD TITDY,DXANYN 9117 DINNA NN DINNRD PDNIN N2 DY NIVWINN ,TD DY NI
Eagles, 2009, 2013; Crilly, Weber & Taplin, 2012; Weiler, ) nTay 15 7y 119 0120 510

.{Moore & Moyle, 2013

SV D250 N2 W .NTTNY INA NITIND NP NPX N .TPTHN-1T) NAINN XD IPANN NONN
2IWN DN .NPYAN NPHY  NPYIN MOIND NI D) 195, 03NN DIPNNY DMPYY IO
NNPY YN ,INKRY NN DI DY DIMINNDA D) NNIDN ,NPWAN 1 NN N ,MPON NMNN M N

.(Stoll-Kleemann, 2010) D DXINX 291N MYAN NN NYA )IAVNI OMN

TORTPNRD MIGDN ,NYNNI YAV MINND IPND NMNIND YIND DINN 27 IPNND NYYI KDY NN
DN NOND MMPNI NP2 XINY 10N DY NN TPHOXADY,MPY NMNN DRI DINYD MONX NONONN

.(Packer & Ballantyne, 2016) N2231n1 TPYOIN 7NN P2)YNN INID NI NNITIN 22 DY M

(Packer & Ballantyne, 2016) 5007 5990 225391 : 1 9N

Management of
physical and social environments

The experience as offering

External elements OPPORTUNITY FOR AN EXPERIENCE
l (Activities, events, environments)

Visitors’ perceptions based on

previous experiences, interests, — l

expectations, motivations / \
The experience essence

Internal responses

F (Thoughts and feelings) IMMEDIATE SUBJECTIVE EXPERIENCE

Visitors’ interpretations, — l

narratives and transformations / \
l The experience as product

Takeaway impressions
(Memories, stories, insights)

REMEMBERED EXPERIENCE




1IN MPAY NOND NWNN OPNY 1IN ,DPAN DY 7NNYDD NN MY aY” NN Haya ON
(1 9PN) IP2HN NN 123D79HD NN .ODMINY PRY MY JNY TN NPHXID MYIWND) MHINY
YARVN NN PYNY G ,)ININ MIYIAY NN DX PN T ,NMX 19D DN Y»HDH NN

(Crilly et al., 2012; Packer & Ballantyne, 2016) 75 ow> Dn9 D770 DTRN MDY DODIN

PNY IOYI DOPBINN DAY TPHTND 1INY MY T2 INN IN JNIN DY TPHRTNN P2 WY ¥ IUND
JA0 NN DY NP IR IPY MDY RLANND MYY 2THY N ,DMIPANN DN 01NN

.(Moyle, Weiler & Moore, 2012) 97200 N»NNY 7MIPY MON»NNA

PN NDYN DY MY DIV NN ODNIN 2PYI MPON NMNN NYIN NN PANY DMIITN NNNX
MOIRY N, IPNN IR NON PYN MOWNY 9N .(Management Assessment) 9392983 5119
YN DXOPNN NYINI MIIN YAV YNNI DIPNN 21759 HY .INIT IDINI NYYI DNINMDI DINIIN
2992 YPHRN NOIX) NTIAYN MOV TR ,DINNX DY INDIPRN 211N MDIN DMWY DIPOIY 1
NN DWNN DN 1Y IPIND 1T HDO2) ,DPMVAN NPYTAD O) MPLINMYT NI NIVY DIOMINN

.(Gorman, 2008; Stoll-Kleemann, 2010) ©>{»210 NPNN

AU GN) ,TMIVOY NN VIPID TN TP NIV VINIAD MIP 1NN N ,NTNX INONN PN
DY MM NMIPYI 0237y DY NN PNNN TONNN .IPON NIVN PN AWNNNA )12

.(Gorman, 2008) N2IYNY NN IP WNRYD MIVYYN TIININD MINDIDIAN HY DYIINDN



PN MOV 2

MYNYNN NPNINDI NPINMIN MOYIY 12D N NPPD NNIY OO TOINM DIDTPRND DMIPNNN
mMuyno 0915 0N ,NONRD DMIPNN MIXIAD NTNN NNONN PR NI ANV 29D .N7ANN YWY TNI

APNN MLXY NN HY NPV GN) NV 0772

DOYIND NN NN 120 OIMDN 7P 217 29 DYY NTWNIN 2DWN ,NDND D»12OY 19 DO TINa
NVOY D PIND YW APTAIV DIPNNA JIRY DY 1NY MOVLIN MOLIVN PNY PN DYY NYNIOM
NN Y JI9INI NNIVHN NPN NNV TO2 19T NIXRNY — DIPIAN MIPD — NDIYIL ININNRD IPNHN
IWANNDT DIWN SNNNYN YYD NN DY IND NPYD) NN L, NINT DO2) .0ODMNN MYON SY 1Nan

LONTTN N DIMND YW NYNS DIPANN MR PAY DY NHNNIAND

PO NNPNY e

TIPN MNP MNX)TO @

NPT e

DNOMP DPNN e

MINNOIOTY e

DMIPANMIPO e
22PNNY YNRN DY WY XIN AUNRD NYPN DX NN OMND PN DMIPNRN 21NV OIWN ADUN
P2 N PNIN TINT NINT DONNYN NXION DY DNIRY MYNNNI NYYI 270 .PYRIN 2OVWIN
VIDOY DY) DD IDNY ,INYTN MYNHNND WSIND NYND DIPO 12¥2 .0V DININI DOMN
WMINY NYPHNRY NPND ,DIRYI) DY IDDINNY MIND MIORY 1YY DMNMONYN .0INPN DMNONYA

DMMN TIVY .NININD MORY MYXNNI MADN NYT NNND NV IR 0N . PYNRIN 2DV IPOIMN

APNNN XA DY NIV NIVIVIA XN D) YY) YNINON ADWN DY

DY257N2 IX TIND ,12IRWNY 111 T NORN NMVIVN NN INID TTIAD 11D NYYI NPPON TUNna

9N NONR DY NPYN IR NN 11PN, NINY DY 001310 DW MYan mTny N1 715 ,00v



7MY IIPNY 2.1

1MW PN, APPOY XIINA TNINY 29D DINIT DMINKI DI WD ,DIPINGT NPA2 YW MONINN
7992 MNVIAND N NONR NP P IR NON MYIN .IPAHN NNN DXPOIN DMIPHNI 2IWN
NPIYYY NPRRTIN NP TPV 7DIA MINIL NNIT NNV MDIN NPYON MOWN YV 1N 1M

MNYY DPIND DY O PPN NN NIND MIOWIN PODY

NOYN NN 1 MDA VNN ,IDON MOINN D DIDAIPNN DIYSNND THN DN PPIY NNPNI
DM5IVOIN DXPIRD NYIDY oMM DY NNPXRI DY NDDIN N ,NMININ PNV MOVIM DYDY

.(Weiler, Moore & Moyle, 2013)

.(Weiler, Moore & Moyle, 2013) 057IN93 93793 5U ANV TN P TIW NN : 1 P1s

Higher-Order Personal Benefit: of Viziting

Experiential Benefits of Visiting National Parks National Park:

*  Accessing natural expenences * Appreciate biodrversity

* Escaping urban environments *  Appreciate scenic beauty

* Being in a comfortable and safe place *  Connect with hentage

* Relaxing and unwinding * Connect with culture

* Finding peace and solitude * Connect with nature

* Participating in outdoor recreation activities *  Connect with spmitual side

*  Socializing with fnends and famuly * Strengthen social networks

* Expenencing something new and different *  Strengthen family ties

*  Having fun *  Achieve mental health benefits

* Challenging oneself *  Achieve physical health benefits

* Leammg about nature, culture, and hentage * Increase self-confidence

* Reflecting on personal values * Improve quality of life

750 MNP MNITO 2.2

NN DXVIN NIV PRY OOYI DY MNITO NIIY NN MNNIN MM MTNY N7 NAON 11T
Gorman, 2008; ) ©PNNNNI NN NOPN T DY) .NDMIN DY AMIDTYN ITDL DI TNIYN DINRY)
1901 9WNO (,Stolton, 2008; Stoll-Kleemann, 2010; Wijesuriya, Thompson & Young, 2013;

P2 DMIYIN DYITIN DY 972D 1N DOWIANIA .NIPNY NIPNHD NNY JONIN) MNITDL DXINNVNHN
NTTIVN MNITO NIMY .OXPONN DOWTN NNY OIIN PP NI N7 NXINDI IDIRD TINA DY PIY oI

(Eagles, 2013) 12>X H¥ NN NPYY NPYL NP NOY

.(3.3) ITUCN-M 1 5y XO0mn Prnyn MNITO TONN DY V1P X2V TUNnNa



Ny 2.3

PAY DY IN INK OWIN YT INIY NPT MYNNNI MY DIV DYYI MYAM MTHY PIipn

.DYTTIAD NPW 19T HY IN DD AININNDD PONNIAP WINNA MINAY 1N PONNN .OMINN

Y12 .0MMNN NN NYTN L (Delphi) »957 nXw NN NPT DY NP2 MOIPNN DTN NNNX
T .NIANM OYTHN AN 1PIN NNYMY DD HAIPNI P TINY NND NPNOL NPHNA DYDY Y9DT NVLIY

P91 DYYW DINWN IN DNINVN 220D DXNNIND P2 DINNNIP MY YT PIODMN HY NODIAN NOOY

1123 12 OV, INIY» IOIX DY PN DOUITIVD IN DT NVOWY YHDIDNIIN 19INI MDAIPNT MNNN PN
NPNIAD NYPY NPNID HY DMIPN TAPNA SINND NI 2957 NVIY 7O .OMVY DXANND NINRNND
SV AN PN YW DNAY DXANNI DIINND MIYY D) XD .MPNTH NNIPNND MVIY NMYNNNI NN

302997 NVOY DY HIMNIN NIMY MYTOOYL IN/ PIY OOYI

S9N DANNYNN NN DIDY D2 NYNID IWIN @
YN NYT NYAN NTTIVODI NPHIINX NNYVIN XN @

LOMINNPY NYIN IWANND Y2OV-23N PONNN e

INND ITIN RYN2 NNPYIT MOYNDY MYT YIAND DXWPIANNN DXNNID NNY NN XNNN TONNN
,D%120 99002, NONY MYNAN IN MNNIAP DIN9T ON,DX9NNWNN YT HY DX TN NON DXTHN 1N
Ballantyne, Hughes & Bond, 2016; Linstone & Turoff, 2011; van Riper et al.,) 7780 9 Sy

.3.1 PYDa N2 T NIV WIDOW NVIYA IPNND YW V9N NN (2019

0P d9pNNn 2.4

D021 MTVIW IWNI 17120 DOVPIN JMRY NPNDN DX DDA WK MNIWURIN IPNNN 15 DNYD
NN NPOIN MNA T2 .0MMOP DMIPNNND YTHN DX ANW ,DONNWYNY DINNND DININY

.(Gorman, 2008) NN PNNN TIVIY DINNOTIN DY YPNN THNN

YHMIN 2P TPPIPY TPSVINNY NNYTN DY NYOWNN NN NIV TPNNI DYDY NYT NPPOPY
D1P20 NN WD ,DNYIWON DXVNA P NI POY IPNHNN .71V NPPIBNI) TIODL DINNOIN
TP IMDYN ,PINOTIND INYIW PVIIN PN DDA D) NIN ,INYNNY T ,1PDINY NNIPN)

22 ©IP2NN NI MY7IVY PMHNN



DIPNN NN 0T THD DY NDN DNNOINI DIPPION YIS NHWIY NIVPIND NONYN
0) MY IPNN .NNIT YIV HYa VIPYD OO TRXIN NI TTI YD .OMPNTPR NY YANI INDIMNNIVY
MNNIND NN .TPNIIN 7THI NMNDIND NYT NNN DY DIOMN DY MIDNIY MDWYNN NX I8N0

.(Blasco Lopez, Recuero Virto & San-Martin, 2019) X N9DI2 NXD)

MIND 299y 2.5

NMN9T2Y >TD 79912 1N NN NN TN ,2.1.3-1,2.1.2,2.1.1-2 127 NTHRA NV Y NN N DOV
7Y YY MODANN DA TPNN IN AP DWY NIIND 727 HY XDOVPN NP DY) DNIAY DIPNHH
NYNA DHRTIP DIPT GPYY MUY XIM ,NINYIN NPT HNIYN DNPIY NN DY D0»PN ToN
PN NOY DMINN 1PIY X9Y2IN DTN ,INK OWIN HY MYT) MTHY NRVIAN NN NIV T2 NNION
L DY DMPN DOPINGT WYY DXVPII0 YW NIPNI NN MNDNT NP THN MONY DAMY

.(Stolton, 2008)

DINOIN 386 272 TIVIVY IPNNA NLPI DO MNNIN YN Y NN DI NDDANN TWN NN N
,DONYN MTOMN MIMIND MM THD Y IND IPNNI WYY DINIRVYA . TIO0) NI 1710122

.(Garrido & Camarero, 2010) D>TP) NIRY N DININ NN DY MSYHONN

DDA PO 2.6

N DNOYW MINIAN TR 0¥ DXNIVNN DIMAND MM NWY MMPON DAPNNN SN Y10
DYIAND ,PYIVDIND IPTIIV NN 203 1D D72 MMIPHN IX MION TY DY NIPNI )N YN
DO22Y ,0OMIPY )PP DV DMV DXMPY 11N ,NOMINN NVOYI DNV DX 51935 DMWY NON
NN NN ,07N Y IN YION NIOM TN PNNAYNI NI PO ,NPYNIN JPIRY MZYIN IN 1)
7971 .(Tomas, Crompton & Scott, 2003; Taplin, 2012) NWYNY MPRYNND MNYI DPNPPN
VINOY NWY) DI TN ,INPNI DINORYIA DMIPIAND NPY 7179 1PN DD YR MIVND 1PNNONN
TripAdvisor nONT OMINNI TPNIAN MTHI OWYV1VN NYT NNN DY DNIONN MNNI D)

.(Sotomayor & Guillen, 2022)

MY, NNPRI) NI INDINY MOIVN PN NV 3T XIAD NMWYN DIDNINN NMIVIIN DY NN
YIVAN Y DY NN TIOVWD MIVY ,D0INWN DNIN 22XD DIPANN DY NYTH NNNY,(DNIRY , NPNNIIAP

SN NPV YT IR WIHTNDY )2



Importance-Performance IPA 15 Ny, n0Ow XX YT HY 115 IRNWNY YMND 9N NNY 1N
IN )INT MY NV DIDMVNIN PP IINIT MR MNYN HY IMDWN PA Y9N N2 ,Analysis
PPN WY ,Gap Analysis NV 121 13 NVIW .(Taplin, 2012) 2 MY DITIND 1IN MYV IDIN

.(Thomas et al., 2003; Crilley et al., 2012; Taplin, 2012) M590DIN2 XN MNNYI NPN )2

(Taplin 2012) 791 9393 IPA PINIIINOIT :2 1YY

Table 1
Importance-performance analysis (IPA) results for Caversham Wildlife Park.

Arttribute N P I G sig

1 Places to sit and rest 224 558 564 -006 0464

2 Availability of toilets 224 533 562 -029 0.000**

3 Quality food and beverage for sale 212 497 491 007 0477

= Well maintained facilities 223 557 5.77 -020 0005°°

5 Cleanliness of premises 222 560 585 -025 0005

6 Signposts for directions 226 556 579 -023 0003*°
throughout the venue

¥ g Information concerning 225 559 560 -001 0913
attractions at the venue

8 Knowledgeable staff 225 585 580 005 0463

9 Friendliness of staff 222 589 592 -003 0724

10 Value for money 227 530 589 -058 0000°*

11 Venue is good for the price paid 225 526 566 -040 0000**

12 Educational experiences 221 568 557 011 0119

13 Doing something different 223 570 5S568 002 0789

14 Having a rest 226 538 5.15 022 0025°

15 Spending time with family/friends 225 599 602 -004 0518

16 Seeing wildlife/birds/plants 224 604 6.19 -015 0022°

17 Enjoying nature 227 592 596 -004 0555

Sample size (N) and mean performance (P), importance (I) and gap (G) for Caver-

sham Wildlife Park, with statistical significance (sig)of the gap. *, ** and *** denotes
p<.05 p<.01 and p < .001 respectively. Values of G do not always equal P—1
exactly due to rounding.

M2 MNONT 3

TN, 07PN PON2HIDNNY DMIPNN NN INY PrIYN VAN NN XN NPPON DY NT PON NIVN
NN NN DDNIN MYN MYNN DOPTIA DN DIPNNNY X .DNA VPNV D¥HNNN DY VIV

ARYNN DX NPNY IWIR DNAY DNAIND DY NN O¥ONNNN PXOND NN 1PN

VNN INT-INVDIN INNA 29YT NVIY DIV 3.1

(Canterbury) »1270)p N9 7NP2 Nwy) 7wN ,Ballantyne, Hughs & Bond (2016) Y¥ 03pnn nyvn
DY DMINWNN DYDINN NIAND DIIND NNMN HPONN DY MIIN NV INND 10NN ,MYINI

IOWIVOINN MY NIAY YPI THDN MO VW TONN NIN IINNDN INT-INVDIN INNI DMIPANND



N9N 1YW JOINM DIPMSTYN MNMY TN ,DIPN DXIPANN NPNN N TMINN PINY MmN Yy

.N97INN T HY MIVOAN)

A5V .DMPANY INNRD NON TIVN PIN DY DOVT NIMNND YHOND YT PONNI NNYY 1957 NVOY
DIPIND PO, TOMNPN) TINTPN M0 THO DY INDNY DIXDYD 68 12) NIRY 1D NUKIN
MNINS MYRY N9 199I) ,q0N1 .90 DTIP DXVWTIN NN TIVIY DIPIN IPOHN NNIN ,0INNA
990 D8N ,DIPMAIVNY DXNNA .0MIPANN DINPI POYY NMNIXDY NHTNN YIaND NDYI NORYN
DYVNONN PINAND ; INNRN HY DPININ DIIYN : DINAPN NYITVA 1INV NMYNN 21-D DXYON
19PY DIDYDN .DXANNWNIN O DY NNT NON 19N INKY .NDNPA NDITNPN PPN ; DMOIITRM

LOININNP MYND TY DX0N NPT 12202 172Y INP2 MAN TIPMIN NN

NAYTY NVIVN ,DXIPINA MIYLY |12 DY .WWUN RO MYT DV ANT 1IN NYAN TTIY 2907 NIV VI WD
DXANYNN DY NNSYND DIN POINN L,1D 1D WO IPRY MIYI-TH PINRY IN TIiPM N8IP DY
L1720 %957 NVYYA WHNYND PN YD DIMNN DMIANNN ,NNT DY .0IMN TPHYY NNIDINN DY NP

STV PIIY MNPXIL,DMIPAN PO NNNT DD DIMNNA THNNY NN NI )

7999DDING NNV DIYY MIPAYY DD NP P2 DY MY 3.2

mNaxn MNMVVav (Kakadu) y1pnp pIaxoa 79 Crilley, Weber & Ross (2012) Sv o9pnn
IR NPTN DY NNLWI VYN ,A7NP 19,804 PINN DTN .PDIVOINR YW (Northern Territory)
MINN DY O IPONN SV DMNJIYN YAV MINNR OY MINI NIN .TPIVHNIAN NPDIVIIN 12 NI

JVamn

,INLA HPV NN 1D OMPANNY NVIND” NI PIRIN NIIN HY DNINT MNIPYN TR
D11 292 MNN NN T NDOVN ,ININNN 2IINND MI12TD 7.0°210 MNIIT PMNY 1) NPUYN
SPVN DY DM DXVINON NA YW NP2 NONN DY ADNNN IVIND DX PTHIND NYP 1OV ,NNNYN

.DYNN DMIPANN DY MOYVIND P10 DMNIVPN NONIY,DIPNI DMV NN

N OPON ONMNND DX DIDNINN 1D OV, NTITHY AN OOP HPLN NN DA OIMPYN
MYINY DTN D) DOYNN DD ,(D»PI YINOYW NI NND) DMDIDI DIMPY DIV NYN DY 77172
MY ,0N Y22 NNDXIN 17X 1ND) DPLN TPNN DY NMPY> DIWIYNT DIV (DX TN NN

(D20 DaND



WNOY MDVINT DY YN DY9aAPN DXINNXOHNIN ON D) .INY PHRPNRN RIN MOWINT P10, NNT NMYD
TS, NDNTY LINVINIVPN NYITH )N RIND TXD DWTY PHN DX DN ,07IP20N DXNN
MNTIN IR 7OPNPN NNWN NN DTPMSTYN YRI DNIMNNIY DIPND YOOI 51D PINS DN
NN MNNNN MIWIND I ,INND P9IN 299 NNNWND NWY DMPANT DN, TIV) INT 27DI1PN DY

VAN ANND NI AWND NNV P’ YAV

DM NN PORYD .OMPANY POINY ORY MYSNNI DUYI) IPNNN DY NUNRIN 2OVN
WPIANN DNMIRY YPHRM NMPYN ,DNPNND DINNT NN MININD 22 NXIN 1IN INNY DM MINT
VAW NPIAN T T92D MYPINN MORY WNN NN NIRYN DY OWHUNIPONI )TY DXaNNYNN

“MPPANN DNOY MYYVIND NN X1 IWPANN DN PNINKD IPYNDY , 0Dy

: DN MY DY NTITN T DY NYY) DINMN TIDY

AMINTY MDWN DY 11T 9 HY NOIWNIN DMVON DOMPYN NN @

NN T NAY NI MNP YN Y9 DY TTHI NOVIND IO e

PINS2 NP2 HY PYHRNY NINDN NN MYAY I 1IN DIPINY 7O DY WA (2 NIDI) MNKIND

DMV MPYOITTHN IWRND WNRNNN MOYIND DIPNPIN IUND

TUCN s 5y 0233m 0°nvwa N novyn 3.3

,2000 NIV INND .DMINN DXNVY DY 511N NIWND MY w1 powy Stoll-Kleemann (2010) 5v nnn
nnmav N wn JUCN World Commission on Protected Areas X0 1% DINN2 92100 09NN
Y110 DWW NN XM ,Management Effectiveness Evaluation Framework m”7p y0axn > Dy

L9NWND DYDY NOTIND NV NYIIN MTIPI NINRND) OMNX NIV ,5)

NN IUN DMWY TN .ODIYA MINK M2 NN MIIWNY DY NV NVIWN ,NNMS INND
Enhancing Our Heritage (EoH) Toolkit »7pn nw71m) yav »InxD 0Y93 1IN NI IPONINOIT DY

NTAYY TYN NINY o1 N DYON WIX DYV YN L(/http: //whe.unesco.orgsen/series/23)

.(Hockings et al., 2008) D181 M27¥nY X7) DNNY DMINNI

DOMY DDONIN DNAY DMDNRYI YIDOYW NYIY N DYV DY 51177 MK NIIYNY D17 D9 1D
D) N2PNON NVLIVYN ,NPDVPIN ) NOX MIIYM NP .NPITON MRNINA DOOPIVNN DINPT

LDMNNON DINYY DX DD PHY YHYI DXANNYN DNAY NINITO INX DIVIAN DY NITO DYP

10


http://whc.unesco.org/en/series/23/
http://whc.unesco.org/en/series/23/
http://whc.unesco.org/en/series/23/

D9 PADY NTYNY NVIWN HY VNN NN D8N Wijesuriya, Thompson & Young (2013)
DN, M2 RO NN NYMIN DX NPTIA NN TXYD DXPADN DN IPDIN NN YINADY 1IOND
,IMPY PN YT DINND NN MNP IN DITYN 1PN NNINNIY ,NPMININ NMINXIND NN NPODN NN
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Standard Standard
Construct/Associated items Mean deviation Mean deviation

Top management emphasis (TME)

1. Top managers repeatedly tell their team that this museum's 4181 1868 4132 1903
survival depends on its adapting to market trends

2. ...often tell their team to be aware of the activities that take 4645 1735 4566 1918
place in other tourist products of the field

3. ... keep telling collaborators that they must gear up now to meet 4698 1751 5210 1822
visitors’ future needs

0 s think that serving visitors is the most important thing the 5688 1527 5820 1570
museum does

Top management propensity to risk (TMPR)

1. Top managers that are in charge of the management of the 5121 1750 5824 1583
museum employ financial resources if they know it can
contribute to the improvement of the museum

2. ...employ suitably the financial resources 5322 1762 5732 1470

3. ... are motivated to develop promotional strategies although 5086 1744 5085 1800
they know some will fail

Information generation (IG)

1. We meet with visitors at least once a year to find out what 2962 1905 3743 2000
products or services they will need in the future

2.  Employees from the customer service interact directly with 4332 2021 4699 1999
visitors to learn how to serve them better

3. Wedo a lot of research about the needs and preferences of our 3967 1797 221 1870
visitors

4. We quickly detect changes in our visitors' preferences 3997 1717 4331 1841

5. We conduct visitor surveys at least once a year to assess the 4388 2314 4621 2249
quality of our services

6.  We often talk or study with those persons who can influence our 3766 1993 3960 2060
potential visitors (bloggers, tour guides, etc.)

7. We obtain information of the sector by informal means (for 4826 1758 5018 1746
example, talks with friends, intermediaries, suppliers ...)

8.  The knowledge of what are the rest of museums doing is 4025 1788 4585 1849
generated independently by several departments

9.  We are fast to detect essential changes in our sector (e.g., the 4285 1788 4449 1892
entrance of a new tourist products, technological changes ...)

10. We periodically revise how changes in the environment of 4501 1777 4555 1917
museums affect visitors (e.g., regulations, norms, etc.)

Information dissemination (ID)

1. We have interdepartmental meetings at least once a quarterin 3476 2049 3680 2189
which we discuss market trends and developments that occur in
museums

2. The Department in charge of the promotion of the museum 3403 1917 3522 1873
spends a lot of time discussing the future needs of visitors with
other areas of the museum

3. We receive periodically internal documents (such as reports, 3380 1924 3765 2151
newsletters, etc.) related to information about our visitors

4. When something important happens to a visitor, all museum 5277 1867 5037 2012
employees are aware about in a short period of time

5. Data on customer satisfaction are disseminated for all employees 4081 papa| 4129 2228
on a regular basis

6.  There is a minimal communication between the department 4622 2023 4478 2045
responsible for the promotion and the employees in charge of
customer service concerning needs and preferences of visitors

7. When a museum member discovers something important about 4743 1951 4507 1974
the competitors, it quickly alerts the rest of the members of the
organisation

Organisational response (OR)

1. We continuously revise so the offer (installations, level of service, 4678 1783 4879 1812

complementary activities, level of prices ...) is in accordance to
the visitors' desires
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Standard Standard
Construct/Associated items Mean deviation Mean deviation

2. The services that are offered respond in a better way the real 4060 1739 4320 1806
needs of the visitors than to our internal capacity

3. If we find out that our visitors are not satisfied with the service 4902 1729 5195 1785
quality, we immediately carry out corrective measures

4.  If we have a good promotion plan we will be able to accomplishit 5131 1709 5393 1637
in an appropriate way

5. We quickly respond to significant changes of our competitors 3625 1862 4217 1989
(level of prices, timetables, installations ...)

Technological innovation (Tl)

1. At the museum, we are deeply committed to adopting new 4879 1762 5199 1742
technologies and resources aimed at enhancing management
and administration

2. At the museum, we are deeply committed to using new resources 4879 1775 5195 1716
and technologies to assist the visiting public

3. Ingeneral, we have incorporated numerous technical innovations 4426 1918 4739 1926
at the museum in recent years

4.  We are one of the leading museums in the use of technological 3106 1834 3713 2077
resources

5. We cooperate with other institutions or firms to improve the 3657 1930 3857 2050
technology and innovations implemented at this museum

Organisational innovation (Ol)

1 In general, in recent years significant changes have been 3849 1953 4835 2027
introduced into the museum’s organisational structure

2 The museum team has a background and training in company 3531 1842 3724 1889
management

3 The museum management strives to take on staff from a range of 3851 2001 4143 2082
training backgrounds

Economic performance (EP)

1. During these last three years, the revenue of the museum has 3801 2145 4335 2144
increased

2: ... the number of visitors has increased 5272 1775 5493 1772

3. ... the museum has completely fulfilled its financial objectives 4181 1889 4312 1989

4. ...the museum has diversified its funding lines (donations, 3285 2018 3820 2090
public money, associations of friends, services, goods, shop ...)*

Socio-cultural performance (SP)

1. During these last three years, the museum has improved its 5524 1443 5783 1493
reputation and prestige

2. ... visitors show their enthusiasm and satisfaction after their visit 5861 1251 5967 1386

3. ... many visitors have returned or have recommended the visitto 5824 1269 5934 1384
others

4. ... the museum has contributed in the improvement locals’ 4907 1652 5147 1803
standard of living

5. ... the museum has contributed in increasing visitors’ interest 5159 1624 5684 1415
(they are more sharp in their knowledge after their visit)

6.  During these last three years, the museum has completely fulfiled 5730 1324 5824 1429
the objectives respecting conservation and the improvement of
the collections it accommodates

7. ... contributed in raising community’s awareness about the 5360 1482 5489 1586
exhibitions it shows

8. ... transformed into an important cultural landmark 5448 1522 5912 1427
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Table 1. Mean ratings of service quality importance, performance, and the importance-performance

eap
Importance Performance Gap

Service quality items n M SE n M SE n M SE

Access to useful pre-visit information 258 434 004 235 39 005 235 —-049 0.06
about Kakadu

Useful directional road signs in the park 258 457 0.04 237 4.1 0.05 237 —-051 0.06

Quality directional signs on walking 255 459 0.04 210 40 005 210 —-0.60 0.06
tracks in the park

Informative and interesting interpretive 256 452 0.04 233 41 005 233 —-043 0.05
information safety signs in the park

Useful visitor guides and maps in the park 255 4.60 0.04 233 4.1 0.05 233 —-056 0.05

Useful information about plants and 254 429 0.04 230 37 005 229 —-0.69 0.06
animals in the park

Accurate and interesting information on 256 432 0.05 229 40 005 229 —-0.33 0.06
Aboriginal culture

Clear and reassuring information about 250 436 0.05 240 42 0.05 240 -021 0.06
visitor safety

Access to friendly and responsive park 256 436 005 239 42 005 239 —-0.20 0.05
staff

Accurate current information available at 257 447 004 232 43 005 232 —0.24 0.05
visitor cultural centres

Opportunities for guided walks or talks 245 401 006 166 35 009 le6 —-057 0.10
by rangers

Access to toilet facilities 258 447 0.04 243 42 005 243 -0.24 0.06

Clean and well-presented toilet facilities 256 445 004 240 4.1 006 240 -033 0.06

Not too many numbers of other visitors in -~ 253 394 0.06 236 4.0 005 235 —-0.02 0.06
the park

Well designed and maintained walking 255 438 0.05 211 41 006 211 —-028 0.06
tracks

Clean and well presented picnic and BBQ 246 4.02 005 196 4.0 006 195 —-0.13 0.07
facilities

Clean and well presented campgrounds 246 424 005 195 42 005 194 —0.14 0.05

Value for money commercial 239 414 007 165 3.6 008 165 —-054 0.10
accommodation levels

A suitable range of accommodation levels 247 413 0.06 182 39 0.07 182 —-0.28 0.09

Well maintained 4WD roads 218 407 008 Il6 37 008 115 —-038 0.10

Sightings of native wildlife 255 433 005 231 38 0.06 231 —-0.64 0.06

A broad range of experiences available 255 442 004 228 42 005 228 —0.29 0.05

(e.g.. walking, picnicking, bird
watching, fishing)
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Table 2. Mean ratings for benefits desired, attained, and the desired-attained gap

Desired Attained Gap

Benefits n M SE n M SE n M SE

Experiencing nature and the natural 194 434 0.05 172 4.00 0.06 171 —-0.39 0.06
environment

Learning about nature and the natural 195 4.14 0.06 172 390 0.06 171 -0.29 0.07
environment

Learning about this part of Australia 196 4.18 0.05 172 397 0.06 172 -0.23 0.06

Visiting interesting destinations and 195 442 0.05 171 4.12 0.06 171 -0.32 0.06
attractions

Experiencing local histories and cultures 195 4.09 0.06 172 383 0.07 172 -0.27 0.07

Discovering and exploring new 193 439 005 169 419 0.06 169 —0.22 0.05
destinations

Enjoying the scenery and aesthetics of 1904 444 0.04 172 428 0.06 172 —-0.19 0.05
locations

Spending time with family and friends 189 3.60 0.09 166 3.78 0.10 166 0.01 0.06

Escaping everyday routines 106 4.06 008 172 413 0.07 172 0.08 0.07

Meeting new people 195 337 0.08 170 3.38 0.08 170 0.05 0.09

Escaping the pressures of daily life and 192 377 0.08 167 3.87 0.08 166  0.13 0.07
relaxing

Improving my health and wellbeing 196 336 0.08 168 348 0.07 168  0.13 0.07

Taking time out for myself 196 359 0.09 171 3.60 0.08 171 0.10 0.08
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INSTRUCTIONS - SECTION D
Please fill out the following information concerning your current location and work assignment.

Q-A In what division of park management is your current work assignment? (In response to this
question, please indicate your primary work role since some NPS personnel may be formally
classified in a job category which does not reflect their current work responsibilities.)

1 Ranger Division 4 Interpretation Division
2 Natural Resource Management Division 5 Administration
3 Operations and Maintenance 6 Multiple Assignments (Please specify

Q-B In what region is your NPS unit located?

1 Alaska 6 Pacific Northwest
2  Western 7 Southwest

3 Rocky Mountain 8 Midwest

4 North Atlantic 9 Mid Atlantic

5 National Capitol 10 Southeast

Q-C How many years of service have you completed at this NPS location?

years

Q-D How many total years of service have you completed with the National Park Service?

years

Q-E In what type of NPS unit is your current assignment? (The fourth category, National Historical
Sites, should be interpreted to mean all Historical Sites, Military Parks, National Battlefields,
Historical Parks, etc.)

National Monument

National Historical Site

National Lakeshore or Seashore

Other (Specify )

National Park

National Recreational Area
National Preserve
National Parkway

BN -
N O

(You may circle more than one type of unit if your assignment includes combinations of the above.)

Q-F1 what is the highest educational level you have attained? (Circle one number.)

Grade or Elementary School 5 Some College
Some High School 6 College Graduate
|
8

SO -

High School Diploma Some Graduate Work
Some Business or Technical School Doctoral or Professional Degree

Q-F2  If you circled number 4 or greater in Q-F1, what was your field of study or training at the highest
level of schooling? (Please specify below.)

Q-G Are you female or male? 1 Female
2 Male
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Table 1. Demographic characteristics of survey respondents.

Sex Frequency Percent
Female 39 19
Male 170 81
Missing 8
Field of study at highest education level Frequency Percent
Hard Science-- not resource related 29 15
Social Science 60 30
Social Science/Recreation— resource 40 20
related
Biology/Forestryresource related 57 29
Other area 10 5
Missing 20
Assignment N Percent

Ranger division 64 30
Natural resource management division 17 8
Operations and maintenance 2 1
Interpretation 19 9
Administration 5 3
Ranger and natural resource management 17 8
Ranger and interpretation 13 6
Natural resource management and interpretation 14 7
Ranger, interpretation, and natural resource management 16 8
Other combinations 9 4
Unspecified multiple assignments 34 16
Missing 7

Years at present unit Frequency Percent
Oto2 60 29
3to5 78 37
6to9 22 1
10 or more 49 23
Missing 8

Total years service Frequency Percent
0to 10 53 25
11t0 20 85 45
21to 30 59 28
More than 30 4 2
Missing 6
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