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Abstract

Although there is an emergence of new roles of tuides (TGs), interpretation seems to be theitrakrole. This
paper reviews numerous principles and models effinétation with a goal of establishing a meanme#suring tour
guides’ (TG) performance. As such, the paper piesign operational definition of their performansehee ability to
stimulate and capture the visitors’ attention, jlevaccurate information with great competence helpp them
evidently internalize learnt concepts by acting.
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1 Introduction

Tour guides play vital roles in tourism in geneed,well as in its more specific forms such asucaltand adventure
tourism. Their services are utilized at destinaijdriggering the need for studies relating togbgformance of TGs.
Cohen (1985) states that tour guides generallygiley roles of pathfinders and mentors. The padefimole which is

still in existence indicates that TGs show the pathourists who want to discover more about thecglthey are
visiting, and provide a sense of security in argieaenvironment (McDonnell, 2001). Cohen (1985)ended that the
pathfinder provides privileged access to an othegwion-public territory. The contemporary mentotiolg can be
considered to be one of transmission of informagind the interpretation of the information. The toerdifies his or
her party as in social mediation and cultural brage (Cohen, 1985). Cohen developed the four-quadnadel,

which serves as basis for examining tour guidesroldis framework (Figure 1) encompasses four najar guide

functions: instrumental, social, interactionary asmmmunicative. According to Cohen, guiding is euny and

shifting from the logical aspect to the facilitatiof experience, from the pathfinder to the memnbtde, away from

leadership toward mediating and away from the otderard the inner-directed sphere, with the commathie

component becoming the centre of the professiaial r

Although it is not possible to encompass all guidiales within a comprehensive framework since iggjds not just
about organizing a tour, socializing with touristed interpreting what visitors see and experienGs are also sales
persons, receivers of tips, entrepreneurs anddriemd people with clear self-interest in guidargl telling tourism
tales, being mainly motivated by their drive torteaovel things and meet new people (Salazar agdrBi2009).

Holloway (1981:385-386) lists the roles of tour dgs as “information-giver and fount of knowledg&&acher or
instructor”, “motivator and initiator into the rdeof touristic experience”, “missionary or ambassafbr one's
country”, “entertainer or catalyst for the groufpnfidant, shepherd or ministering angel”, as vesll“group leader
and disciplinarian”. Weiler and Ham (2000) empheadize guide’s central role of interpretation andaadion, while
Salazar and Bryon (2009) have identified rolesoair tguides as ranging from ambassador, animattor,auuffer,
catalyst, caretaker, communication link, companiooncierge, conduit, culture broker, demonstratbrector,
disciplinarian, dragoman, educator, edutainer,reitesr, expert, facilitator, group integrator, yaésformal educator,
information-giver, infotainer, instructor, interact intermediary, interpreter, introducer, leadegnager, mediator,
mentor, middleman, moderator, navigator, organigathfinder, presenter, public relations repredemtashaman,

surrogate parent, teacher and translator.
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It is clear from the foregoing literature that telaly new roles are evolving, although all leadthie central role of
interpretation. It is apparent that tour guide®taikitors around attractions, therefore becomiegdiators between the
host destination and its visitors when they interprsing the language of visitors’ choice as Lé&aal. (2011)
explained. Thus, TGs are expected to work withintaie principles if they must perform well and fulthe
expectations of tourists, which bring forth the sfien of performance of tour guides. Performanéerseo how well
a person does a piece of work or activity (Camhlwiddvanced Learner’s Dictionary, 2005). It refergdompletion of
a specific task measured against certain presesurazle standards. A task is the smallest idebtdiand essential
piece of a job that serves as a unit of work. Rerdase of tour guides, their task is to takeasisiaround and interpret
the attractions to visitors. Whereas there are nsagdards of measuring tour guides performanafyding the
number of visitors served within a specified periddime or annual income accruing from tour guglithe selected
criteria in this paper lies within the interpretigaradigm where variables were drawn from a revoéimterpretation
models.

2 The concept of interpretation and its relevanceni tourism

Interpretation has been variously defined by déf¢rauthors among them Tilden (1977), Moscardo 9}, %eck and
Cable (2002) and NAI (2006). Tilden (1977) definetrpretation as a specific mode of communicatiotlike the
fact-only lectures, that appeal to both affectivel @ognitive domains of visitors. According to Masto (1999),
interpretation is a special kind of communicatibattis particularly relevant to tourism. The NatibAssociation for
Interpretation (NAI, 2006) describes interpretatia a process of communication, based on factdiatniation,
through which the development of themes and agpicaof specific principles and techniques are usedreate
relevance, provocation, and a high level of intgomc between the presenter and the audience. Aicaprid
Interpretation Canada, interpretation is a comnmatioa process designed to reveal meanings andomdaips of
cultural and natural heritage to the public throdigkt-hand involvement and experience with objeettefacts,
landscapes, and sites (Veverka, 1994). Beck andeQab02) further contend that interpretation igoam of
communication having an educational function witessages typically involving our natural legacy andultural
heritage. Beck and Cable also define it as anrattaagift. As an art, it is a highly individualistcreative act. Each
interpreter’s product will be different and perslized by one’s background, experience, knowledg®gination,
creativity, and tenacity. And as a gift, interpvetprograms help others to see the meanings caviibith a landscape
or an event in history, and in that regard inteiipeeservices are a gift to their clientele.

From the foregoing definitions, it can be inferithdt interpretation is an educational activity whaims to reveal
meanings and relationships through the use ofralgibjects, by firsthand experience, and by itatste media,
rather than simply to communicate factual informati

3 Principles of interpretation

Although tour guides in cultural tourism can fundantally be described as interpreters of the cudttiney represent,
various authors have formulated guiding princiglesnterpretation. In his book titled "Interpretii@ur Heritage",
Tilden (1977) defined six principles of interprédat Since then, many scholars have expoundedeasetprinciples
and made additions. For instance, Beck and CaB@8)lrephrased the six principles and added ninerst Tilden’s
first principle thatany interpretation that does not somehow relatetvidheing displayed or described to something
within the personality or experience of the visitoll be sterilerelates to relevance of information being passedia
the resource and to the audience. Uzzell (1994 Hamdson (1994) concur with the foregoing and tthigird and forth
principles respectively note that people are it in people (Harrison, 1994), and thereforerjmégation should
have a strong human interest. However, interpmetatiannot be relevant and meaningful if it is nasdd on
pre-existing knowledge.

The second principle of interpretation according@itden (1977) states thatformation, as such, is not Interpretation.
Interpretation is revelation based upon informati@ut they are entirely different things. Howe\at jnterpretation
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includes informationThis refers to the worth of information in integpation. Beck and Cable’s ninth principle relates
to this philosophy as it urges consideration tohbaguality and quantity of information presented.zelk (1994)
formulated two principles (first and second) thddess this: the need for a clear concept, andhéleel to know,
respectively. Harrison (1994) on the other handiples advise on exploration of the “how” and “wtayid the “what”
and “when” of any particular piece of informationhis first principle.

The third principle by Tilden states thaterpretation is an art, which combines many avt$ether the materials
presented are scientific, historical or architeaur Any art is in some degree teachablehis signifies that
interpretation is not only an art in itself but@lan amalgamation of many arts. Uzzell (1994) aedkBand Cable
(1998) thought of highly related principles. Uzz=fburteenth and fifteenth principles states therpretation should
be opportunistic and must have the right staffpeetively. Beck and Cable recommend use of newntdolgy to
present and offer variation in their eighth pridejpand that interpretation must have a base lexpkrience in
communication (tenth principle), which is basicallgat Uzzell referred to as right staff. Beck arable’s fourteenth
principle, which states that interpretation shopldmote optimal experiences through intentional #ralightful
program and facility design also relate to Tildethiisd principle.

The fourth principle pioneered by Tilden stated tha chief aim of interpretation is not instructibat provocation

This represents a shift towards facilitation. Ugehird principle and Beck and Cable’s thirteeipttinciples make
clear apprehension of provocation in interpretatishich advise that interpretation should be irdgva, instil the
ability and desire in people through experiencseiose the beauty. Harrison (1994) second, sixtheantd principles
seem to emanate from this original philosophy. €hase: explore the options for an interactive amebliving

experience; ensure that visitors gain some new lediye and are stimulated to know more; and progideverall
experience which stimulates all the senses, reispbct

Tilden's fifth principle states thanterpretation should aim to present a whole rathiean a part, and must address
itself to the whole man rather than any phaBleis principle recommends that interpretation $tiowt be selective,
but rather give complete information. Beck and @4tP98) formulated a similar principle (seventti)jch states that
interpretation should bring the past alive to miieepresent more enjoyable and the future more imgfah Eleventh
and twelfth principles by Uzzell are concerned vatkentation and sequence of experience, respégtive

The final principle provided by Tilden relates tdrpretation throughout the lifespan. It statest ihterpretation
addressed to children (say up to the age of twedlielld not be a dilution of the presentation tal&s] but should
follow a fundamentally different approach. To betatbest it will require a separate prograrfhis means that each
age group should be approached with appropriatgranes. To better explain this, Uzzell (1994) sigtimciple states
that there should be different interpretation fiffedent audiences, thus appropriately bringingttiigeenth principle
on board that a variety of interpretive technigbesised. Harrison’s fourth principle talks abow slame thing: that
interpretation should be provided at different lev® reflect the interest and comprehension aslibf different
visitor groups. Perhaps the reasons for this iadigs seventh principle that interpretation shawldognize that there
is a limit to how much a visitor can absorb.

While there appears to be much duplication of Tildg@rinciples by subsequent scholars and researtike Harrison
and Uzzell, there are some unique principles adeéby Uzzell (1994), Harrison (1994) and Beck aa|€ (1998).
For instance, Uzzell's seventh and tenth princigige that interpretation should be a substitumegence and
sympathetic to the local people, respectively. Tieer seems to embrace the concept of sustairtEselopment
where the local community is considered the kekedtalder.

Other unique principles are the ninth and fifthnpiples by Uzzell and Harrison respectively, whithate that
interpretations should be consumer led. Harrisomgwver further alludes in his definition that it stabbe resource led.
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Another distinctive principle which states thateimiretation should recognize how unobservant peapge and
therefore need guidance as to what to look at@ewtify what is significant (Harrison, 1994). Tleighth principle by
Harrison is similar to Beck and Cable’s fifteenttinpiple about being passionate to both visitord essources for
powerful and effective interpretation to be achikvBeck and Cable’s eleventh and twelfth principtesicern
interpretive writing and ability of interpretiveqmrams to attract support, respectively.

4 Interpretative models

One of the earlier models of public interpretatiomthat developed by Gabriel Cherem in 1977 (Vexei®94). The
model applies an integrated holistic approach aelans not only the site, but also the manageglitres as major
components in the planning process. This impliasititerpretation should be performed in a holistanner, and not
partially. Veverka (1994) refers to this as ‘théehpretive Systems Planning’, which is a way ofkiog at the entire
system of interpretive agencies, sites and oppitiesraround the interpreted sites.

Forestell and Kaufman (1990) proposed a model dsigh and testing of interpretive programs follogvanreview of
the cognitive psychological theory and the studybéle watchers in Hawaii. The model used has tsiigges namely
dynamic disequilibrium, managing cognitive dissareaand resolution of cognitive dissonance (Figyre 2

Dynamic disequilibrium refers to the pre-contacagh that involves creating a perceived need farindition and
therefore a motivation to learn. The intentionto$ tstage of the model is to create questionsamtimd of the tourists
rather than answer them.

At the contact phase involving an experience weéhl rattractions like animals or cultural objectse tognitive
dissonance created at the pre-contact stage nebdsitanaged. This requires that the needed infammiae provided
in an informed and interesting manner and shoulelexant to what the tourist is observing and egoeing. Finally,
the resolution of cognitive dissonance should béediaken and action strategies outlined involvingadening of
experience and offering new information to provideader picture of the environment surroundingatttiections and
encouraging the tourists to internalize their krexge and incorporate the new information into cledrigehaviour.
Tourists at post-contact phase are more likelyetodry receptive to environmental issues (Oram86)L9

A key principle of Forestell and Kaufman’s modethiat a direct guided experience is more effedtinam just either a
guided experience or direct experience. Direct Bgpee refers to a real-life situation without adiy whereas a
guided experience is the exposure to a knowledgeabte. However, both concepts combined leadgisided, real
life situation, which is the most effective form.

Orams (1996) further developed the Forestell andfidan’s model and created Orams’ model comprisihfive
major steps. The first step is the design of therpretation programme which includes both theoofesognitive
dissonance and affective domain. An interpretapimgramme should offer a variety of interestinggioms, so that
participants become curious and develop a cogndissonance between the questions and their kngeledith
stories about the animals encountered like marinenmals, the affective domain shall be addressesligfr the
involvement of participants’ emotions. A state ofnitive dissonance is meant to motivate and peaitincentive to
act. Orams suggests that the interpreter shoulctasidpecific environmental problems and issuekptfar solutions
for each participant to act. Ideally, participaate given concrete opportunities to act duringetkgerience, such as
petitions to sign, signing up for membership ofesvironmental organization, or products to purctthse support
environmental research. Orams stresses the impertafithis stage, because tourists are highly ratai after the
experience and are more likely to act than theylvde once they go back home. The final stage eflfack and
assessment are indicators for the success of tigegmnme and should include observation, interviefygarticipants,
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or questionnaires. In order to investigate the lterqn effects of the educational programme, follgpvsurveys should
be undertaken (Orams, 1996).

Appearing to have their models in mind, Yu, Wedad Ham (2001) developed a conceptual frameworkgeessing
TG competence. They contend that the success dB anTbrokering an intercultural travel experientattis
non-stressful, interesting and rewarding for ckemtepends largely on the guide’s knowledge, atitahd
interpersonal communication. Weiler and Ham (20@dnfirm this when they identified qualities consiglg by
tourists as essential, among them knowledge, spgaikiills, entertaining, enthusiasm, personablpeggnce, time
management, adaptable and group management. Nelesghthe conceptual framework begins and stoplkeat
contact phase. But the interpretive models reviepadicularly Forestell and Kaufman (1990) and Gsa(1996)
emphasize the need to initially provoke touristimking before answers are given during the ena@uwith an
attraction such as culture. The direct guided egpee leads to post contact phase with touristsateareceptive to
environmental issues. Applying the three stages di® expected to begin their tour with a provacatf questions
that stimulate tourists thinking. They must alsohighly knowledgeable about the culture and lot¢ahetions and
their surroundings. Finally TGs should utilize thmportunity presented at the post contact phaselping the tourist
to internalize behaviour of caring for environmemtd preservation of culture and other tourist efimas. Thus,
Forestell and Kaufman (1990) model become the piatdmasis of assessing TGs with regards to thainpetence
level, knowledge base, innovativeness, creatiaitijfudes and perceptions.

5 Conclusions

The key principle for the underlying Model of Inpeetation for this paper (Forestell and KaufmarQ@9s that a
direct guidedexperience is more effective than just eithguaedexperience (exposure to knowledgeable TG) or
direct experience (real life situation but without a T8hth concepts combined lead to a guided realsitigation,
which is the most effective (Forestell and Kaufma890). The model proposes three phases of TGisnpeance
namely ability to create cognitive dissonance amtmgists, have sufficient knowledge about the weltand
environment to fill tourist’s information gap armlr guides attempts to help tourists internalizé @rmange behaviour.
Consequently, this paper defines a tour guidesfopmance as the ability to stimulate and captuee \lsitors’
attention, provide accurate information with greatmpetence and help them evidently to internabzerit concepts
by acting.

The ability to create a need of information amdmg tourists by TGs means that tourists are likelgave a fruitful
experience. This largely depends on the performah@&s with regard to creating a cognitive disswegamong the
tourists. Key indicators of the TGs at this inits&hge include the use of questions at the startafir or presentation,
a mention of the local history, an outline of kegties of culture and relevance to the host, infoomabout safety at
the forest or site and an attempt to stimulateisouminds before a tour.

Performance of TGs can also be assessed at thedsphase. TGs are expected to address the affeldivain by
providing needed information in an interesting amilrmed manner. This requires the TG to be knogdedble.
Indicators include TG’s involvement in researcmtamuous seeking of current information through ksand media,
language proficiency, giving special attentionhe tatural environment and adoption of relevanivedgt methods
such as narrative or storytelling.

Finally, the TG is expected to help tourists ingdize new information and trigger a change in béhavfor the
environment and culture. To this end, TG’s perfaroghinges on their ability to encourage touristsupport lobby
groups, engage in calls for and signing of petijomake materials available and persuade to teutgsfoin in
sponsorship.
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Appropriate questions for the designed dependingvibether they will be answered by tourists or tguides, and
using the likert scale such as Strongly Disagréete-Strongly Agree = 5. The sixteen items areolews:

Pre-Contact Phasgt). Use of questions at the start of a tour or presgéaita (2). a mention of the local history, (3). an
outline of key issues of culture and relevancééottost, (4) information about safety at the foarssite and (5) an
attempt to stimulate tourism minds before a tour.

Contact phase6) TG to be knowledgeable (7) TG's involvementégearch (8) continuous seeking of current
information through books and media, (9) languagefipiency, (10) giving special attention to thetumal
environment and (11) adoption of relevant delivagthods such as narrative or storytelling.

Post contact phasgt?) ability to encourage tourists conserve envinemt (13) to support lobby groups, (14) engage
in calls for and signing of petitions, (15) maketenels available and (16) persuade to touristgdio in sponsorship.
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Figure 1: Cohen’s four-quadrant model of tour guides’ roles

Source: Cohen (1985: p10)
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Figure 2: Forestell and Kaufman’s interpretation madel

Source: Malviya (2005: p108)
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