Enhancing Visitor Experience with Web 2.0 and New Media
Chesapeake Bay Gateways Network

Three goals drive the network…

To help people:
· better understand the Chesapeake by enhancing interpretation and education about the Bay watershed’s special places and stories. 

· access these special places through information, maps, guides and improvements for a system of Gateways and linking land and water routes. 

· appreciate the part they play in the Bay’s survival, and how they can become involved in conserving and restoring the natural, cultural, historical and recreational resources of this national treasure. 

[Technology]
 “No agency or organization should invest in technology in the absence of a clear understanding of how that technology will be used to advance your mission.”

– Federal Computer Week, July 28, 2008

“It’s not about the technology. It’s all about the problem, the community you are engaging, and the value exchange with the community.”

– Federal Computer Week, July 28, 2008

“Too many people are seduced by the technology.”
– Chris Tellis, Antenna Audio
Web 2.0

“Having an effective presence on the Web is no longer as simple as putting up a home page and letting visitors do all the work to come to you.”

– Federal Computer Week, June 9, 2008

· “Web 2.0” refers to a perceived second generation of web development that aims to facilitate communication and collaboration on the World Wide Web.

· Web 2.0 concepts have led to the development and evolution of web-based communities and applications such as social-networking sites, video-sharing sites, wikis, and blogs.
– Wikipedia

Web 1.0 = Content is king

Web 2.0 = Community is king
Great. Why should you care?

· Because it’s growing fast and will someday be completely pervasive

· Because it is powerful – relationship and conversation based

· Because it puts word of mouth on steroids

· Because the price is right

“The goal is not to have technology replace the real experience of the art in the museum, but technology becomes an important point of access. Technology becomes a critical educational tool. Technology becomes a social connecting link for people who are like minded.”

– Dan Keegan, Director, Milwaukee Art Museum

The new language of Web 2.0: Blogs, Facebook, Flickr, MySpace, Podcasts, Twitter, YouTube…
Blogs

Blogs are an easy way to quickly post ideas and information that the community can read and respond to.
Smithsonian 2.0

www.smithsonian20.si.edu
Virginia State Parks

blog.virginiaparks.org/blog/dcr-virginia
Transportation Security Administration
www.tsa.gov/blog
“The Transportation Security Administration’s blog Evolution of Security, is everything the TSA is not—lighthearted, informative, responsive, and devoted to the needs and concerns of its customers. It may also be the best model for government to engage citizens over the Web.”
– Christopher Beam, Slate Magazine

Use Blogs to:

· Attract new audiences for your site or institution

· Put a human face on your site or institution

· Open up a conversation and invite genuine reader interaction
Blogging Web sites:
· Host your blog

· Let you post text, photos, and videos from your browser or mobile phone
· Are very flexible and customizable
Blogger.com

Tumblr.com
WordPress.com

User-generated content
“We can only build emergent systems if we have radical trust. We allow and encourage participants to shape and sculpt and be co-creators of the system. We don’t have a million customers/users/patrons ... we have a million participants and co-creators.”

– Darlene Fichter, April 2, 2006

Flickr.com
Photos of the Chesapeake Bay on Flickr

Flickr

· Upload and organize your photos

· Crop, fix, and edit your photos

· Share your photos

· Explore other people’s photos

Flickr Commons

Library of Congress collections on Flickr

Tagging a Library of Congress photograph on Flickr

Flickr lets you share…
· Images of your park or institution

· Images of your collections

· Images of your exhibits

Flickr lets you build community…
· People can enrich your own content

· Showcase visitors’ images on your own website

· Enrich collection information through more descriptive information and geo-tagging

YouTube.com

Virginia State Parks on YouTube

YouTube

· Reach new audiences

· Bring them to your website

· Promote upcoming events

· Archive past events

· Conduct video competitions

· Conduct online training

Facebook.com
National Park Service on Facebook

Virginia State Parks on FaceBook

Facebook

· Reach new audiences

· Promote upcoming events

· Post pictures and videos

· Encourage people to interact with your content

· Encourage people to generate their own content

· Make your institution part of your visitor’s identity

· Facebook has more than 175 million active users worldwide
NPS Volunteers-In-Parks Network

npsvipnetwork.ning.com

Twitter.com

Virginia State Parks on Twitter

Twitter

· A social networking and micro-blogging service that enables its users to send and read other users’ updates known as tweets. 
· Tweets are text-based posts of up to 140 characters in length. 
· Updates are displayed on the user’s profile page and delivered to other users who have signed up to receive them.
Web 2.0
“An institutional challenge: how we represent ourselves officially vs. how visitors take us into their lives.”
– Bryan Kennedy, Science Museum of Minnesota
· GSA has signed agreements with Flickr, YouTube, Vimeo, and blip.tv that make it possible for federal agencies to use Web 2.0 tools while meeting federal requirements. 
· The new agreements resolve legal concerns associated with many standard terms and conditions that pose problems for agencies, such as liability limits, endorsements, and freedom of information.

“Social networking is not passive. If you want to get involved in blogging or social networks, you have to be prepared to have someone on hand to be part of the community. Have someone there to link to other users, respond to comments, and leave comments. Update regularly. [And yes, have a plan about how you’ll meet government requirements before you go in.]”

– Elizabeth Spencer, National Renewable Energy Laboratory

Delivering content at your site

Cell phones, smart phones, iPods, MP3 players, audio devices … the list is growing every day.
Cell Phone Tours
Guide by Cell at Valley Forge National Historical Park
Cell phones are typically used for “random access”.

· Visitors can come to your site or institution totally unprepared and still have the opportunity to “discover” new content through their cell phone

· To access a podcast, the visitor must plan ahead

· To rent an audio guide, the user must make a decision at the site entrance and typically pay a rental fee

Guide by Cell at Valley Forge National Historical Park:
· Cell phone call volume ranges from about 200 calls per month during the off-season to 3,000-4,000 calls per month during the summer season.

· Cost per month, which is based on call volume, ranges from $200-$800 – or about $5,000 per year.
· Guide by Cell recently translated all the park’s messages into Spanish for $1,700, allowing the park to reach an important new audi​ence.
Text messaging feature at Valley Forge:

· At specific stops, users are prompted if they would be interested in receiving a text message about an upcoming park event related to that site.
· If a user selects “yes,” they will receive a text message prior to the date of the event as a reminder.
Advantages
· User provides their own device

· You can record messages directly from your own telephone handset with no special equipment
· You can constantly update your cell phone messages

· You can provide content in multiple languages
· Cell phone tours can be easily converted to podcasts

· You can access the host’s website to see what the call volume is on a stop by stop basis

· Used primarily for “random access”, whereas an iPod podcast or rented audio guide is used in a more deliberate, linear fashion.

Disadvantages

· Audio quality is typically low

· Visitors may be reluctant to use their own minutes

· Visitors may be reluctant to deplete their batteries

GPS Ranger
The GPS Ranger is an interactive handheld GPS (Global Positioning System) mobile guiding device that can deliver audiovisual messages to visitors as they explore your site.

The GPS Ranger automatically delivers audio, video, text, or still photos when a visitor approaches the pre-programmed GPS coordinates that correspond to every point of interest.

Advantages
· A Internet-enabled cabinet makes storage and recharging simple and convenient

· You can upload new content to all your GPS Ranger devices overnight

· Device can deliver very site-specific information and interpretation

Disadvantages

· Device can only operate from 3½ to 4 hours before recharging is necessary

· Delivery of audiovisual content can distract you from your surroundings

· Park or institution must manage distribution of the device through a rental program

Podcasts
A podcast is a series of digital-media files, such as audiocasts or videocasts, which are distributed over the Internet using syndication feeds for playback on portable media players and computers.
Acadia National Park Ranger Minute

www.nps.gov/acad/photosmultimedia/rangerminute_interp.htm
Though a podcast may be directly downloaded or streamed from the podcaster’s own website, a podcast is distinguished from other digital media formats by its ability to be syndicated, subscribed to, and downloaded automatically when new content is added, using an aggregator or feed reader capable of reading feed formats such as RSS (Really Simple Syndication).

National Park Service Podcasts on iTunes

Advantages
· Users can download podcasts to their personal mobile device like an iPod or MP3 player

· By subscribing to your content, visitors are automatically alerted when you provide new podcasts

· Hardware and software tools for creating audio podcasts are inexpensive and easy to use
· Careful and creative use of these tours can make experiences more immediate, more personal, and more intimate
Disadvantages

· Most MP3 players, including iPods, are not equipped with a graphical interface, creating a challenge for audio tours that are traditionally navigated through a graphical menu or by punching in number codes
· Videocasts require more sophisticated hardware and software, with a steeper learning curve

· Ironically, in some ways podcast tours take us back to the early days of cassette-based audio guides – iPods and MP3 players are linear delivery systems
Interactive online tours

Acadia National Park e-Cruise

www.nps.gov/acad/photosmultimedia/virtualtour.htm
Chesapeake Bay Interpretive Buoy System

www.buoybay.org/site/public
Smartphone applications
NPS Park Maps application on the iPhone

NPS Park Maps application sold on iTunes

Study on Museum Interpretation

Research conducted for the San Francisco Museum of Modern Art by Randi Korn & Associates

Use vs. user-rating: while introductory wall text is most used by museum visitors, they rate audio tours (which are used much less frequently) higher.
· Cell phone audio tour (46 users) – 6.2

· Podcast audio tour (18 users) –  6.2

· Antenna Audio Guide headset tour (50 users) –  5.6

· Exhibition brochure (131 users) –  5.2

· Exhibition Web site (31 users) –  5.2

· Exhibition film (40 users) – 5.1

· Exhibition introduction wall text (182 users) –  4.7

Rating is on a 7-Point Scale (1: low to 7: high)
“The more interpretive resources visitors used, the more they appreciated the art.”
– Peter Samis, San Francisco Museum of Modern Art
In Conclusion
Important considerations and questions…

· People often go to parks and museums to get away from technology
· Design for experience, not hardware
· Never be the early adopter…What’s hip is to have a program that works!
· Will technology improve the visitor’s experience?
· Will technology enhance learning?
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