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A visitor experience approach

Changes to Visitor Services at New Zealand 
Parliament
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“Essentially, it’s quite common that cultural organizations will 
declare that something (some content or issue, for instance) is 

important. However, if nobody cares about that “important” thing, 
then it’s difficult – if not impossible – to educate, inspire, or 
initiate support. As a well-educated and sometimes erudite 

sector, we’re used to knowing things and being expert about 
things. And we are experts. But just because we are fascinated by 

a topic doesn’t mean that the market cares about it – or knows 
enough to care about it- yet.

It doesn’t matter how loudly an organization shouts that 
something- an issue or some content, for instance – is important. 

If the market doesn’t understand the relevance of that issue or 
content, then that issue or content may as well not matter at all. 
Nobody hears it. Or they do, but it has no “so what?” to make it 

meaningful.

Connectivity is king in today’s world. To fulfill our missions, we 
need to build a bridge. We need to cultivate relevance, and we 

need to bring value. After all, our organizations cannot exist 
without the support of visitors and donors. Our task, then, is to 

help connect people to things. If we think something is important 
but we haven’t established its relevance, then it is not likely that 
the market will listen. We haven’t created a reason for them to 

listen by establishing a connection to that issue.”
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“…sense of connection to & 
responsibility for, participating 

democratically in shaping our society”

“Our guide was very informative about 
the way the NZ Parliament works, and 

was passionate about encouraging 
people to 'get involved' in the decision 

making process through the Select 
Committees.” 

“The tour has given us a greater 
appreciation of Aotearoa’s democratic 

process”
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1. Don’t wait to change something that you can 
change now, unless there is a very good reason

2. Change as a mindset means being ready to 
adapt or change anything if it isn’t working, even if 

it is something you have just put in

3. Not every solution needs to be high-cost or 
over-engineered – our online booking system is 

largely free, our online shop uses a low-cost 
platform that allows us to build and manage our 

own store.

4. The visitor experience is not just the tour – it is 
everything that sits around it, from the moment a 

visitor arrives on site, to well-after they leave 
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