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What did we 

want to achieve? 



> Framework for visit content 

> Programme of training for staff 

> Culture of observation and feedback 

> Benchmarking against other organisations 

> Feedback gathered from visitors 

The starting point ï what could we work on? 



> Develop some new content for the team to deliver 

> Collect feedback from visitors 

The first step 



Some feedback from September 2008 

It was a bit dry 

It felt a bit thrown together 

I wasn't hugely impressed 

It all felt rather rushed and not 

especially inspiring 

Students were in their seats 

for the whole session 

 

Our general feeling was that there was no need for an education session 



> We assumed that developing the session content 

would improve the session 

> We underestimated the role played by our people 

in the visitor experience 

Why did we get it wrong? 



Re-focusing our development plans 

> Induction 

> Consultation 

> Peer observation and feedback 


