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The Visitor’s Bill of Rights
Adapted from Judy Rands “Visitor Bill of Rights” in 227- Mile Museum, Curator vol. 44 #1
Comfort – “Meet my basic needs” Visitors need fast, easy obvious access to restrooms,
fountains, food, plenty of seating etc before they can open their mind to learning. If their
stomach is growling, their not focused on learning.
Orientation – “Make it easy for me to find my way around.” Visitors need to make sense of
their surroundings. Customized exhibit suggestions and clear directions help them know what
to expect, where to go, how to get there and what it’s all about.
Welcome/Belonging – “Make me feel welcome” Friendly, helpful staff eases visitors’ anxieties.
If they see themselves represented in exhibits, programs and on the staff, they’ll feel more like
they belong.
Enjoyment – “I want to have fun!” Visitors want to have a good time. If they run into barriers
(activities they can’t relate to, intimidating language) they can get frustrated, bored and
confused.
Socializing – “I came to spend time with my family and friends.” Visitors come for a social
outing with family or friends (or connect with society at large). They expect to talk, interact and
share the experience; interpreters can set the stage for this.
Respect – “Accept me for who I am and what I know.” Visitors want to be accepted at their
own level of knowledge and interest. They don’t want exhibits or staff to exclude them,
patronize them or make them feel dumb.
Communication – “Help me understand, and let me talk too.” Visitors need accuracy, honesty
and clear communication from programs and interpreters. They want to ask questions, and
hear and express differing points of view.
Learning – “I want to learn something new.” Visitors come “to learn something new,” but they
learn in different ways. It’s important to know how visitors learn, and assess their knowledge
and interests. Controlling distractions (like crowds, noise and information overload) helps too.
Choice and control – “Let me choose; give me some control.” Visitors need some
independence: freedom to choose, and exert some control, touching and getting close to
whatever they can. They need to use their bodies and move around freely.
Challenge and confidence – “Give me a challenge I know I can handle.” Visitors want to
succeed. A task that’s too easy bores them; too hard makes them anxious. Providing a wide
variety of experiences will match their wide range of skills.
Revitalization – “Help me leave refreshed, restored.” When visitors are focused, fully engaged,
and enjoying themselves, time stands still and they feel refreshed: a “flow” experience that
exhibits can aim to create.

Successful Visitor Experience – Getting it Right
Victoria Wallace, Leeds Castle
Association of Independent Museums, 2013
(Abridged for Greeter Training)
(cut)
First impressions count
Okay, so you've got the customers coming to you; they've found you, they like the sound of
you. You now have to make them like the experience.
I recently visited a hugely expensive new-build museum - part of a regeneration scheme - and
was completely baffled. The outside told a great story, with fantastic branding, really big
exhibits. But inside was a different story. The visitor's first impression was that they had walked
into a conference centre - perhaps I was going to spend the day learning how to sell cars, or
maximise my revenue, or book a Christmas event. But actually I was looking for some exhibits. I
found a slot machine (not working} which offered a video game. I found the shop. I eventually
found a desk with a person sitting at it, who once prompted, offered a gallery guide. I found the
lifts, the cafe, a picnic area and the education centre -all before I saw a single object.
They'd got a lot right-the place was clean, it looked inviting from outside, it was well signposted
-but I was feeling pretty disgruntled by this point.
Key lessons for first impressions:
• Make sure people can find the things they have come to see, easily
• Keep ancillary activities ancillary. Never make the visitor feel like a second class citizen
• Make sure advertising etc is for your museum, not for other things
• Get the welcome right.

People power!
Use your greatest resource -the enthusiasm of your staff and volunteers for their subject, and
for their museum. As Bernard Donohue, the dynamic Director of the Association of Leading
Visitor Attractions, recently said, increasingly what makes the difference to the visitor
experience is “staff not stuff”. If the welcome isn't warm, your visitors will feel like outsiders,
not guests.
The Disney way of thinking is worth considering here, even if your museum couldn't be further
from the Magic Kingdom in its subject matter. But the Disney core belief is that a happy team
(or cast) member makes a happy guest, which delivers the whole vision. If your volunteers out
front are enthusiastic and passionate, they will communicate that to the visitor. I f they are
feeling hard done by, neglected, unwanted and pressurised, guess what? They'll communicate
that too. A little TLC goes a long way.
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Back to that big, new museum. It was free to the public, so there was no ticketing process to
engage with. So no obvious focal point for me to find -or to welcome me. The person I found
sitting at the desk was chatting to a colleague. She didn't make eye contact. She didn't greet
me. I had to ask for what I wanted. She proffered no information. She didn't give a toss.
That just isn't good enough. I want the experience I got at Science Oxford. A young lad in a Tshirt bounced up to my family. “Hi" he said. "Would the kids like to join our bubble workshop?
Mum-you pay over there, then have a cup of coffee- girls -go that way, bang that drum, try out
that magnet, then the workshop is in five minutes. "
We were all immediately swept up- welcomed, our needs met, our afternoon sorted.
The staff costs for the two museums were identical. The outcome for me as a customer could
not have been more different.
We know the most important people our visitors will meet in the course of the day are our
ticketing staff -as they set the tone for the whole experience. Whilst it helps if your front of
house team or volunteers are naturally sunny, happy people, do not forget that you can teach
warmth.

Case Study - Customer Focus
Titanic Belfast opened last year and has been a resounding success.
Their staff recruitment was exemplary, despite a not very promising
environment. They invited 'cast members' to audition. From the outset,
they understood their role was to engage, entertain and welcome their
audience -to be centre stage. They trained the team, before opening to
the public, using the World Host scheme used to train volunteers at the
Olympics. The day before they opened, one 19-year-old lad participated
in the video they made, which they now use to recruit additional team
members. He said with absolute passion and sincerity: "I'm just gagging
to welcome a visitor. " It was enthusiasm you wanted to bottle. They use
the film to inspire new cast members and to show to their funders, who
can see the pride and self esteem being generated by these new jobs.

(cut)
And now, for the substance
Visitors to museums and heritage sites are changing. When traditional museums were
conceived, visitors were content to stand a respectful distance behind ropes and view exhibits
behind glass. But people are no longer prepared to do exactly what they are told, and
experience a place exactly as you want them to. They need a range of choices. They are more

Successful Visitor Experience – Getting it Right
demanding -they apply the standards they experience In movies and on TV, or at massivelyfunded national Institutions, to everything they see. They have other ways In which they can
find out about things – particularly the Internet. They want to engage In different ways. They
want experiences, rather than to listen or observe In silence. Generation X wants to press
buttons. Generation Y needs to know ‘why’. So the bottom line Is, whatever you are offering,
you have to try and see It through your customers’ eyes.
This is your bread and butter. You do need to refresh it. You do need to make sure your
customers like it.
You don’t necessarily have to spend a fortune. But whatever you do, make sure you are using
focus groups to ‘road test’ not only your current offer, but new Innovations, concepts and
designs. The cleverest designers and curators working with the biggest budgets can get this
wrong; you only have to look at TripAdvisor customer feedback to see that some really bigticket projects take a pasting.
There is not space or time here to go into every element of what you can or should do with
content and display to enhance the visitor experience. The best book I ‘ve read recently on this
is Graham Black’s The Engaging Museum-Developing Museums for Visitor Involvement. But the
key is to understand your audience, and listen to their feedback. Unless you are aiming at an
entirely new audience, chances are, if your existing audience likes what you have done when
you make a change, new customers will like it too. But do think about how you can tailor
elements of your activity to different demographics. Back at my nemesis museum, I was
impressed to see on the gallery guide that there was a daily programme of activity on offer. But
I was less thrilled when I read it – everything was aimed at a semi-expert level, with nothing for
older children or the interested amateur.
Key points:
• Match your offer to your audiences
• Give options and layer your interpretation
• Technology breaks down. Be careful not to make broken kit the overwhelming
impression of your museum. Design in a way that enables you to remove (or at least
cover) things if they are not operating
• Don’t assume that money and design will automatically create a great result. Check
before you spend that this is hitting the right notes with the people it is aimed at.

Get the creature comforts right
Back I n my nightmare visitor experience, by the time I got to the galleries, I needed the loos.
But then, inevitably, I couldn't find them. Actually, they were back with the corporate
conferencing, down two flights of stairs or via the lift.
Your visitors will not enjoy their experience, however excellent your displays, if they are too hot
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or cold; if their feet hurt and there is nowhere to sit down occasionally; or if they can't find the
loo -or if the loos are tired and messy when they get there. Or there's no baby change facility,
or high chairs in the care, or room to manoeuvre with a buggy if there is no buggy park.
This stuff sounds so obvious it is astonishing we get it wrong. But it is so damaging when people
are not comfortable.
Remember:
• On a wet day you will need to check your loos twice as often, and ensure the floor I s
cleaned. Get managers to check, not just cleaners
• I f itis cold outside, and you do not offer a cloakroom for coats, tum your heating down
so that visitors don't roast. Better you provide your staff with fleeces than your
customers either have to schlep around a pile of coats and scarves, or boil away. It'll also
save you money
• Check that wherever you are in the museum or the attraction, you can find some
signage to the loos, or to the way out
• If loos are dismal, hang some pictures in them, or even display something relevant. You
would at home, so why not here?
• If you want family audiences, get some young mums to tell you what they need. And
have some spare nappies behind the front desk
• If it's hot, and you have an outdoor attraction, offer shade
• Provide lots of bins so people don't have to litter. And empty them!
Do it well, or find others to do I t for you.
(cut)
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First-time visitors to your museum will leave with new knowledge and stunning visual
memories that will inspire them to learn and create. Challenge: create museum visitor
experiences that will also inspire them to return. A visit to your museum should leave a lasting
impression that may also spark conversations with friends and family or on social media, which
can help direct even more people to your door.
So how do you turn your museum into a must-see attraction with regular visitors? Here are five
ideas you can use to orchestrate museum visitor experiences that help you achieve that goal
and how you can measure the effectiveness of your efforts with people counting technology.
Make your space welcoming
You need more than an entrance point and “Welcome” sign. From the moment your guests
cross the threshold of your museum, they should be engaged and have a clear idea of what you
have to offer. Some ways to achieve this are:
•

Have well-trained and friendly docents available to greet your visitors and provide
information and enhance the museum visitor experience.

•

Provide clear signage or video monitors that display the highlights of what you have to
offer. Strategically place easy-to-read floor plans and suggested starting points to give
visitors the choice of how they want their experience to unfold.
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•

Become a center for discussion by providing floor space or meeting rooms to promote
educational topics, community diversity support, or quiet meditative environments.

•

Vary museums hours to make it accessible to a wider variety of people. Many potential
visitors may work during the day, so providing an evening opportunity can open the way
for more foot traffic at your facility.

Make your space interactive
A museum visitor experience can be greatly enhanced through modern interactive technology.
Motion sensor and touchscreen interactivity have been around for some time and are still
effective display tools. Imagine, however, an interactive display that can respond to questions
in your native language or a robot that responds to your commands or queries. How about
visitors being able to immerse themselves into a prehistoric setting using a VR headset?
Combining older technology with advanced artificial intelligence tools and virtual reality can
take museum visitor experiences to a whole new level and elevate your museum to can’t-missdestination status.
Engage visitors through social media
Let’s face it, younger audiences, especially millennials and Gen Z, use social media as a form of
communication. Use it to your advantage:
•

Use social platforms such as Snapchat and Instagram to attract young visitors to your
facility’s offerings.

•

Video segments that show your feature attractions or a Facebook Live tour hosted by a
curator can be engaging and encourage all types of audiences to visit.

•

Visitors love to take selfies when vacationing, so why not create spaces in your museum
to encourage this activity? Provide them with hashtags for this purpose and watch your
museum attractions reach an even larger audience.

Take advantage of digital technology
Nearly all your visitors carry smartphones or tablets with them wherever they go. The museum
visitor experience can be even more fun and engaging if you provide free downloadable apps
that they can use to find more information on exhibits while touring your facility. Site maps,
exhibit information, and digital galleries can also help compliment their journey and make it a
more memorable visit.
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On the operations side, invest in technology to count the people coming into your space so you
have an accurate view of visitor numbers. You can even take that a step further by choosing a
technology like ceiling mounted video-based sensors. This type of people counting technology
gives you the ability to differentiate between and adults and children, taking your visitor
statistics to a new, more in- depth level.
Control the flow of traffic
Whether your museum has a directional, one-way route or multiple ways for visitors to wander,
it is vital to have proper signage that can help them navigate. Controlling the flow of foot traffic
helps prevent congestion, which can detract from the museum visitor experience.
Using people counters at strategic entry and exit points can help pinpoint areas prone to traffic
jams. This data gives you an opportunity to make improvements in crowd flow and can help
determine the success of new exhibits.
Crafting memorable and enjoyable visitor experience is very important to your museum’s
reputation and future success. Initiating these five strategies can help you build an environment
that invites people to return. Your facility will become more valued by the community—and
benefactors—once the word spreads about all the great experiences you have to offer.
If you’ve decided it’s time to start counting the adults and children who visit your museum each
day with people counting technology like a video-based overhead sensor, contact Traf-Sys for a
quote.

Positive Communication
PositiveCommunication:3StepstoImproveHowYouConnectwithOthers

By Andy
https://gmb.io/communication/
Communication is what connects us to other people.
If you’re a good communicator, you’re likely to have strong, positive relationships; whereas if
you’re a poor communicator, you may feel isolated, misunderstood, and have trouble forming
strong connections with the people around you.
Most of us fall somewhere in between those two extremes of “good communicator” and “bad
communicator.”
•
•
•

We may find it easy to communicate with certain people who are close to us, but have a
harder time getting our point across to people in other contexts.
Or, we may be able to express ourselves well, but struggle with really listening to those
around us (or vice versa).

•

There are some basic components of quality communication, and you may find that you would
benefit from working on one or more of them.
In this post, we’ll take a look at what those components are, and how you can improve your
skills with each one. Improved communication skills help you to create stronger bonds, feel
more satisfied, and be able to accomplish more in your life.
Effective vs. Poor Communication
What makes some people better communicators than others?
Much of it comes down to a combination of natural tendencies and environment, but those
tendencies can be changed and adjusted with the right efforts.
In the next section we’ll take a look at some strategies you can use right now to improve your
communication, but the first step is understanding what exactly “good communication” is.
Positive communication involves mutual expectation. When there is a disconnect between the
intent of the speaker and the reception of the listener, everyone is bound to leave that
interaction frustrated and dissatisfied.
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So how do we make the intent and reception line up?
When trying to get a point across to another person, there’s a tendency to say things the way
we would want to hear them, in a way we would be receptive to, without really thinking about
how the other person perceives your exposition.
Of course, because the other person is not you, that approach will rarely work, unless you
happen to be speaking to someone who thinks just like you.
We think we are being empathetic by “treating others the way we want to be treated,” as the
old saying goes.
In reality, by approaching the other person in this way, we’re expecting them to react the way
we would. And when they don’t, we feel like they “just don’t understand” or like they’re being
unreasonable.
Instead of thinking about what you would want to hear, imagine how the other person might
receive what you are saying. This takes skill for sure, but luckily it’s a learnable skill that gets
better with practice.
How Good Communication Strengthens Relationships
Psychologist and relationship researcher John Gottman explored this concept of
reciprocal communication through studying couples’ communicative behaviors.
He observed that some couples – those most likely to stay together longer than
6 years – would “turn towards” each other’s needs, while unsuccessful couples
more commonly “turned away” from each other’s needs.
People who turned toward their partners in the study responded by engaging
the bidder, showing interest and support in the bid. Those who didn’t—those
who turned away—would not respond or respond minimally and continue doing
whatever they were doing, like watching TV or reading the paper. Sometimes
they would respond with overt hostility, saying something like, “Stop
interrupting me, I’m reading.”
These bidding interactions had profound effects on marital well-being. Couples
who had divorced after a six-year follow up had “turn-toward bids” 33 percent of
the time. Only three in ten of their bids for emotional connection were met with
intimacy. The couples who were still together after six years had “turn-toward
bids” 87 percent of the time. Nine times out of ten, they were meeting their
partner’s emotional needs.
(Quoted from The Atlantic)
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If we want strong, healthy relationships, we have to put in an effort to “turn towards” people as
much as possible. Let’s take a look at how to work on that.
There are many strategies you could use to strengthen your communication abilities, the
following 3 are a great start, and will make a big difference in improving the way you
communicate with others.
Communication Strategy #1 – Be Aware of Your Body Language
Facial expressions and body language often convey far more than words ever could.
Posture and body language convey much more than words.
Non-verbal cueing often happens unconsciously. We all have physical habits and postures that
come to the front during emotional and expressive conversations.
•

Angry? Your eyes are likely to be narrowed, facial muscles crunched, and shoulders
raised up as if you are ready to hit someone.

•

Sad? Your whole body droops down, especially your face.

•

Happy? Your torso straightens and chin lifts up, exposing the front of your body to the
happiness that surrounds you!

•

Annoyed? Your eyes will roll back and lips curl in disdain.

These are all highly recognizable to most people and if what you say doesn’t match well with
what the person sees, then they will probably be less trusting of your words.
Try this exercise with a friend:
Have a conversation within sight of a mirror and be observant of the way your body looks and
the postures you form. Take note of your facial expressions, how your hands move, and even
which way your feet are pointing during the conversation.
This exercise will help you to become more aware of how you tend to hold yourself when
communicating with others. You aren’t doing this exercise to learn how to deceive someone!
Rather it will tell you a lot about how you present yourself and what others are picking up from
you.
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Communication Strategy #2 – Show Genuine Interest in the Person With Whom You Are
Speaking
Maintain eye contact and resist the urge to talk about yourself too much. This shows you’re
really interested in what the other person has to say.
Genuine and authentic interest breaks a lot of ice.
Conveying your genuine interest in other people shouldn’t really be so difficult. After all, you’re
talking and trying to communicate with them for a reason, so if you can’t be genuinely
interested, why the hell are you talking to them in the first place?
Being brusque and curt with people, cutting them off mid-sentence, or simply not
acknowledging what they consider an important point, is a sure way to alienate and stop them
from listening to anything else you contribute.
When speaking with someone, try this instead:
Don’t talk too much about yourself unless asked. You can draw people in much more with
listening and mindful responses, rather than always steering the discussion towards yourself.
Obviously, there will be times when you need to talk about yourself, but practice this with a
friend or loved one and see how the flow of the conversation compares to your usual
interactions with that person.
You may see the other person open up a bit more, and you may learn something about that
person that you didn’t know before.
You’ll also likely notice the other person acting more interested in what you have to say.
Communication Strategy #3 – Practice Active Constructive Communication
The “active constructive” style of communication is where you respond to someone in a way
that acknowledges what they’ve said, and ask for them to expand upon the subject.
This way of communicating with people has been shown to foster improved personal and
professional relationships.
For example:
A friend of yours tell you about this new job offer they’ve received that has a high risk of failure,
but is something they’ve been waiting to do for a long time.
A passive response is: “Oh that’s nice.”
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A deconstructive response would be: “Wow, are you really sure you want to do that? It sounds
like it could blow up on you.”
Whereas an active constructive reply would be: “I know you’ve been wanting something like
this for a long time! How did it happen and what are your thoughts on what needs to be done
to get you there?”
Train yourself to respond in this way and you’ll avoid the misinterpretations of tone and intent
that can plague the passive and deconstructive ways of communication.
Even when you feel you mean something completely different from the negative way someone
is taking what you’ve said, the fact is that they’ve taken it that way, and defusing that is much
harder than not eliciting the reaction in the first place.
The Difference Between Knowing and Applying These Strategies
I knew a man who would give advice to anybody that would listen, and even those who didn’t.
You probably know someone like him, the quintessential know-it-all with a theory about
everything, offering unsolicited opinions and advice in every conversation. Kind of funny at
best, insulting and condescending at worst, but pretty much always annoying.
One incident that stood out to me the most out of all our interactions was his insistence on
recommending Emotional Intelligence by Daniel Goleman, which was in vogue at the time.
The book follows the supposition that just as IQ indicates a measure of rational intelligence,
there is an emotional intelligence that is comprised of your success in relationships due to your
level of awareness of yourself and how you affect others.
This socially clueless person recommending a book on emotional intelligence is the very
definition of irony. It reminded me that there is a difference between “knowing” something and
actually being able to apply it.
In this post there’s been a description of better methods of communication and some
strategies on improving these skills.
But the real trick is to actually practice and hone these skills. You don’t expect to get better
physically by simply knowing how an exercise is done, and in the same way it takes time and
practice to get better at communicating.
Take some time now to do so and it will pay off later.

I Don’t Know
The Power of "I Don't Know"
By Saga Briggs
https://www.opencolleges.edu.au/informed/features/the-power-of-i-dont-know/
August 15th, 2015 No Comments Features

We have a real problem with intellectual humility in this country. Or should I say, lack thereof.
It's frowned upon to be uncertain, to lack expertise, to meet a question with another question.
If we don't know the answer to something right away, it's viewed as a weakness rather than a
strength. And sure, this may be the case if a question requires simple arithmetic or rote
memorisation, but it's not the case when questions dig deeper.
In a 2013 interview with National Public Radio, Leah Hager Cohen, author of I Don't Know: In
Praise of Admitting Ignorance (Except When You Shouldn't), said, "This year's graduating high
school class will be the first generation to have grown up entirely under the No Child Left
Behind Act, so this is an entire generation of kids that's been raised in an educational
environment where there's a premium on knowing the right answer, being able to fill in the
correct oval on a test. I worry that we may not be teaching enough the value of
experimentation and failure and risk-taking and the process of inquiry."
What's the alternative?
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Michel de Montaigne, widely considered the first essayist, suggested that being aware of your
own intellectual insecurity at least puts you one up on those who aren't. "But," he conceded, "I
don't know."
"It's that implicit 'I don't know' at the heart of Montaigne's essays-his frankness about being a
foolish, flawed and biased human being-that [scholars] think has endeared him to centuries of
readers and exasperated more plodding, systematic philosophers," says Tim Kreider, author of
We Learn Nothing.
But most of us don't want to be endearing; we want to be right. We want the solemn respect
that comes from knowing a lot. We want to be the kings and queens of trivia, the human
encyclopedia of our social circle, the person other people call "smart."
What's so great about not knowing?
For one thing, we open ourselves up to deeper learning when we admit we don't know. A
pedagogical method called Socratic questioning encourages teachers to put questions before
answers in order to promote students' critical thinking. It includes, for example, the following
exercises/questions:
•

Getting students to clarify their thinking ("Why do you say that?", "Could you explain
further?")

•

Challenging students about assumptions ("Is that always the case?", "Why do you think
that this assumption holds here?"),

•

Evidence as a basis for argument ("Why do you say that?", "Is there reason to doubt this
evidence?")

•

Alternative viewpoints and perspectives ("What is the counter-argument?", "Can/did
anyone see this another way?")

•

Implications and consequences ("But if X happened, what else would result?", "How
does X affect Y?")

•

Questioning the question ("Why do you think I asked that question?", "Why was that
question important?", "Which of your questions turned out to be the most useful?")

In short, we need students to think about their own thinking, whether they believe they're right
or not.
Along with Socrates, Thomas Aquinas was known to constantly test his thinking by
systematically anticipating, considering, and answering every criticism of his ideas that he could

I Don’t Know
conceive of. In so doing, he inspired others to appreciate a kind of systematic cross-examination
of the self, which helped ensure rational and objective thinking.
In the 13th century, when Aquinas was a Master at the University of Paris, the standard method
of critical thinking and knowledge development was disputation. This was a method of debating
that required opponents in a debate to present not only their arguments in support of their
point of view, but also arguments which opposed their point of view. Designed to prevent
personal bias, this method is still used in some educational circles today.
On thinking more carefully, Kreider says: "The more someone knows about any given subject,
the likelier he is to include a lot of boring, hard-to-follow caveats, complicating factors and
exceptions in discussing it. Which is why, for example, climatologists, who have actually studied
the data and know how to interpret it tend to carefully hedge their claims, declining to assert
any direct causality or make predictions, whereas professional obfuscators will confidently
assure you that global warming is a lot of alarmist hooey."
In other words, if you want to look "smart" (or actually be smart), don't act so certain all the
time.
Another benefit of saying, "I don't know" is that it represents a call to action. You're more likely
to learn something if you realise you need to conduct a little research.
"One way to give power to an 'I don't know' attitude is to teach internet literacy early and
often, giving students the power to seek out answers themselves," saysHeather WolpertGawron, award-winning middle school teacher, blogger, and author of Writing Behind Every
Door: Teaching Common Core Writing in the Content Areas. That way, "I don't know" can really
mean, "Wait! Let me find out!" Wolpert-Gawron adds: "The phrase, 'I don't know' is one that
both honours confusion and stimulates the process of clearing it up."
On the flip side, when you let someone teach you something by admitting you don't know the
answer, you earn their respect and boost their academic confidence.
"Think of that student…that tells you something, to which you respond, 'I did not know that!
Thanks for sharing that with me,'" says educator George Couros. "Once they realise they were
able to teach something new to the person of 'authority' in the room, it creates a much more
powerful dynamic in the relationship. Adults are no different, especially when they feel they
can teach the 'expert' something that they didn't know. To gain trust, we have to give up
power."
So we're starting to see that being smart isn't all about being right. It's about being curious.
Let's take a look at several ways to convey the value of "I don't know" to your students and get
them saying it on their own:
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10 Reasons to Say "I Don't Know"
1. Learn something new.
If you don't know the answer, you're about to learn something new. That's never a bad thing.
Pretending you know the answer, on the other hand, ensures that you never learn the actual
truth.
2. Develop relationships.
Voluntarily learning from others is one of the best way to build relationships. People like to
teach other people, so indulge your peer or colleague the next time you don't know the answer
and they do.
3. Avoid complacency.
Actively realising you don't know the answer, and planning to do something about it, is one of
the keys to successful self-driven learning. Saying "I don't know" should invoke interest, not
indifference.
4. Stimulate engagement.
When one person admits they don't know, others feel more at ease to speak up. Discussions
are great for deeper learning because they provide objective points of view, so take advantage
of the opportunity to engage your peers.
5. Remain open-minded.
Immediate answers close up our minds to further possibilities. When we kep our minds shut
tight, we end up making a lot of assumptions about life, many of which could be dead wrong.
Let the power of "I don't know" keep you in line with the truth.
6. Build thinking skills.
When we say "I don't know," we don't necessarily mean we have no idea; often we mean we're
not one-hundred percent sure. When we're unsure whether we know or not, we spend more
mental effort to try to figure it out. That's why it's important to admit to ourselves when we
aren't certain-it gets us thinking harder than if we assume we do or don't know.
7. Practise intellectual humility.
Stop trying to be right all the time; it's not the goal of an education. When we know our own
intellectual limits, we can increase the efficiency of our learning and save ourselves from blind
overconfidence.

I Don’t Know
8. Improve credibility.
When you admit you don't know to someone else, they'll find it easier to trust you when you
do. Alternatively, if you make a habit of pretending to know and end up being wrong too many
times, your credibility will suffer.
9. Pursue meaningful problems.
The deeper you plumb an issue for answers, the closer you get to that kernel of truth. It takes
effort to go beyond the shallow waters, where you seem to have arrived at a solution, and
realise you've only just scratched the surface.
10. Gain academic confidence.
It may seem counter-intuitive, but you'll only gain more confidence in yourself if you remain
aware of what you do and don't know. The next time someone asks if you understand
something, when you don't, make a point of admitting your confusion so you don't feel
insecure the next time someone asks you the same thing.
Here we are, in an era where more information is floating around than ever before, some
reliable and some not. How do any of us really presume to know what we know?
"Whenever someone writes to me politely to task over some unfair generalisation, selfcontradiction or unexamined blind spot, my riposte is usually something along the lines of: 'Hm,
yeah, I guess you have a point there,'" Kreider says. "I don't always agree with me; I certainly
don't expect everyone else to. Being treated as some sort of authority, not only by TV and radio
hosts but by people who write to me for advice, is more alarming than flattering; it makes me
wonder whether all the alleged sages I've ever admired, from Lao Tsu to Marcus Aurelius, were
big fat fakes like me. I suppose it's possible that all those other columnists and talking heads
really do know whereof they speak and I'm the only who doesn't know enough to fake it. But I
have my doubts."
Being an expert, then, means you can admit when you have no expertise. And these moments
are often the most enriching.
Kreider again: "Real life, in my experience, is not rife with epiphanies, let alone lessons; what
little we learn tends to come exactly too late, gets contradicted by the next blunder, or is
immediately forgotten and has to be learned all over again. More and more, the only things
that seem to me worth writing about are the ones I don't understand."
About Saga Briggs
Saga Briggs is Managing Editor of InformED. You can follow her on Google+ or @sagamilena

Complaints
London Museum Development: Dealing with Complaints
Listening to the Complaint:
• Get all the information
• Listen!
• Look at the customer
• Do not talk
• Do not argue
• Take notes
• Maintain your temper and composure
• Devote all of your attention to the customer. Do not take other calls. Do not have other
discussions. Do not do other work
• Establish a relationship.
Taking Action:
• Reiterate the critical issue or problem
• Maintain a professional position
• Do not agree or disagree but identify all issues
• Clarify their needs and wants – sometimes just an apology may be enough, but if action
is needed be clear what action will be taken
• Offer a resolution that is acceptable to both the museum and the visitor
• Thank the visitor for bringing an important issue to the museum’s attention.
Complaints can be positive:
• One of the best ways to help make unhappy customers feel better is to listen
• This shows that you care about your visitors and helps to keep the situation calm.
• Volunteers receiving customer complaints should always be friendly, polite, and helpful;
and try their best to resolve the problem if they can
• Even if a problem cannot be totally solved, the fact that you did everything you could to
help will make the visitor feel much less negative, hopefully enough that they will
remain positive about the museum when speaking to others, and will want to return
themselves
• Sometimes it can be difficult to feel like helping an angry visitor, particularly if the
problem is not your fault; however it is crucial that you remain polite and helpful at all
times
• Try not to feel that it is a personal attack – sometimes it is just the mood someone came
with today.
Body Language:
• Remember that body language is a large part of communication, so do give the person
your full attention
• If someone does have their complaint taken seriously and feels supported they may
actually leave feeling happier than someone who didn’t complain!
• A museum can learn from every situation, so do feed issues that arise back to staff.

Upset People
Six step method for customer service issues and conflict
1.
2.
3.
4.
5.
6.

Listen.
Reflect.
Question.
Answer.
Confirm.
Close.

1. Listen
• Listen without too much interruption to what the other person has to say.
Listening has some major advantages.
• Listening gives you time to gather your thoughts.
• Listening gives the other person time to vent. And often, all the other person
wants to do is to vent.
• Listening allows you to gather information without giving any away.
• Listening is complementary and respectful to the speaker.
• When you think it is time to stop listening, then move to step two.
2. Reflect back and empathize with their feelings
• Empathy is the ability to understand how other people feel and the reasons why.
Empathy is good because it makes you seem to be more human.
• Please note that, you don't have to agree with anything the other person says, to
empathize with the other persons feelings.
• You can DISAGREE with everything the other has to say, and yet still be
empathetic.
3. Question down
• Your task is to question the other person in order to separate the facts from the
feelings.
• You need to try to get away from talking about feelings, derogatory opinions, and
accusations and you need to get the conversation onto the "facts of the case".
4. Answer
• Once you have all the facts clear in your mind, then give the other person your
best answer.
• Ensure that your answer is based upon a logical evaluation of the facts.

Upset People
5. Confirm
• Confirm their understanding of your answer. If you are lucky, the other person will
agree with your logical answer to the problem.
• If you are unlucky, they won't agree with your logical answer to the problem; and
they come back at you.
• If they come back at you, still not happy, then you go back to step one, listen.
Then you reflect. Then you question them even more, then you may revise your
answer.
You may need to repeat steps 1,2,3,4 until you get a solution that either:
Represents your very best offer, whether or not they accept it as one they like.
Represents a compromise that you both can live with.
6. Close
• Once you have the agreement and/or an understanding, then close the
conversation.

Summary of the six-step method.
Memorize this list and bear it in mind, the next time you need to handle a difficult
person.
Use these six easy steps:
1. Listen.
2. Reflect.
3. Question.
4. Answer.
5. Confirm.
6. Close.

