PART II: LEARNING THE ROPES

Wc talked in the last chapter about what to say when spieling, but
not about the actual art of presentation itself.

Public Speaking for a tour manager is your ability to tell the client
the information that you are a Subject Matter Expert (SME) on.
There are many different ways you can improve your ability to speak
in public, and we’ll get to them in a minute, but first let’s talk about
the elephant in the room — public speaking anxiety.

If you’re going to be a TM, you’re going to have to speak in public.
If this makes you nervous, you need to get over it — you’ll be doing it
a lot.

Overcoming Anxiety

Thankfully, it is possible to become a calm, confident public
speaker regardless of your level of anxiety.

1. Work Out What it is, Exactly, That You’re Afraid Of

Are you nervous someone will laugh at you? Worried you'll be
judged?

Fear of public speaking is almost always due to anticipating that
something bad will happen when you start talking in front of a
group. Which is, quite frankly, ridiculous. When was the last time you
saw someone throw a tomato at a speaker, or heard somcone laugh if
they stumbled?

Public speaking is an irrational fear. Though that doesn’t make it
any less debilitating, the fact that it’s all in your mind means that if
you can change the way you think, you can overcome it.

The secret to changing the way you think starts with remembering
that your group is always on your side. They want you to succeed!
They’re not there out of spite, they’re not there to laugh at you.
They’re there because they have a genuine interest in what you have
to say. Apply rational thinking to your fears and they will become
much more manageable.

2. Be Prepared

Anyone would be nervous if they hadn’t thought about what to say.
Make sure you know your subject matter and have done your
research.

SME and public speaking go hand in hand. First, you need to know
your subject. Then you need to be able to present it. If you are a
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nervous public speaker, try learning more about your subject matter.
The more you know — really know — the more confidently you will be
able to talk about it.

3. Practice

Practice is one of the best ways to overcome performance anxiety.
Sure everyone has nerves speaking in front of a crowd for the first
fime. But by the hundredth time they’ve talked, most are polished,
calm, and collected.

How does knowing this help you? Well many of the things you say
as a tour guide will be pre-prepared informational talks (spiels). These
are things you can practice ahead of time in front of a mirror, family,
ot friends. It doesn’t have to be your clients that hear you a hundred
times! On your first tour, you should have practiced speaking about
your subject matter so many times that it is second nature to you
already.

4. Take Your Time ‘

Relax. Trying to get things over and done with will only make you
morte nervous. Stop, take a deep breath and enjoy yourself.

Talking fast makes you breathe erratically. Breathing erratically
deprives you of oxygen. Oxygen deprivation triggers a panic
response within your body. By talking fast, you’re actually making the
situation worse.

Make a conscious effort to talk in a regular manner, with pauses for
emphasis when appropriate. It will calm you down and make what
you are saying much more interesting!

5. Embrace the Audience

Do you get nervous when you're sitting at the kitchen table talking
to friends? No.

One of the things you can do to make yourself less nervous is to
treat your audience like you would your friends. That doesn’t mean
Slap them on the back! Rather, it means make eye contact, have an
Interactive conversation, and remember that they’re on your side, not
against you. ' ’

Engaging with an audience gets you out of “public spcaker” mode
and into a more normal mode of speaking. It also prevents you from
focusing on your own thoughts so much that they become an issue.
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‘urther reading

There is a wealth of information on how to overcome fear of
alking in public on the Internet. A great place to start is this free

¥ikihow article: www.goo.gl/ hx6XCe.

First Impressions

Now that you are confident about speaking
" in public, you need to make a good first
impression. 90% of the first impression that
you make will be based on your physical
appearance.

Unfortunately, long before you even open
your mouth, a customer will have already
made a judgment on how good you are.
That judgement will be based on how
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professional you look.

First impressions aren’t everything, but they ate important. They set
the benchmatk for your tour and immediately fix an opinion of you
within the customers mind. This opinion is very hard to change — so

you must make a good onel

Fortunately, it is very easy to make a good first impression, because
it is almost always based on your physical appearance. This means
how you are dressed, how you are groomed, and how you act.

Clarification

Although it is true that first impressions statt to form as soon as
youw’ve had any contact with the customer (for example, when they
first peruse your website or Facebook page), here we are talking
about the first time you meet face to face.

Personal Dress

The aim with personal dress is to appear professional.

As a general rule of thumb, closed shoes, collared shirt, and slacks
make a good impression unless local custom dictates different. If the
weather is such that shorts are appropriate, then they should be cut in
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a style similar to dress slacks. Basketball shorts, T-shirt, and running
shoes are only appropriate on a running tour — if you’ve never tried
one, you should!

Carry a clipboar f : i
. Y 4 pbm.ld.when.} ou first start out, too — it makes you seem
important and this is not just for your clients! Museums and other
attractions will take you more seriously with a clipboard — have you
ever seen someone carrying one that wasn’t doing something
important?

Personal Grooming

. Your personal grooming must be top notch: hair well groomed (this
includes nose hair, gents!), showered and scrubbed, deodorant used
tceth‘b.rrushed, your eyewear (if you wear glasses) should be in good,
condition, and fingernails and toenails cleaned and trimmed.

You should carry a packet of breath mints and pop one every so
often so that your breath stays fresh. If you are the type that sweats
great deal, then bring along an identical second shirt and a small Cﬁ;l
of deodorant when you do a tour, in caseiyou need to change. ‘

Act the Part

If yog’d paid a lot of money to go on a tour, how would you feel if
your guide stood up in front of you with wide terrified eyes
stumbleil over their lines, forgot your name, and generally ju,st looked
nervousr

Not a good first impression, right? Being well prepared being an
?ME and knowing how to dress and present well is half t,hc-: battle
T'he other half is simply a matter of smiling, being calm conﬂden.t
and authoritative when you fitst meet your group. Al\va}:s remcmbc;r
— you know more than them, you’re the expert. Act like it.

I
Smile

Don’t forget to smile when you first walk into a room. There have
been a number of studies about what makes people attractive and
one answer on every single list is smiling. The more you smile, the
morte people will find you attractive and right or wrong, attrac;:i\re

people are trusted and respected more.
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“He said ‘I would like to have intercourse with you, [ am sure T will
enjoy it,”” she replied.

"T'he mentor handed her the dictionary and told her to look up the
word intetcourse. How would you react in a situation where someone
said that to you? Before you answet, you had better look it up in a
dictionary; Webster New World College dictionary states that it
means “communication or dealings between or among people,
countries, etc.; interchange of products, services, ideas, feelings, etc.”

I'm sure that’s exactly what you were thinking, as well.

Your Performance

While the purpose is different, tour guiding has many things in
common with teaching and acting, All three require that you present
yourself to an audience and command their attention. One of the
ways all three do this 1s by means of performance.

Project Your Voice

The ability to project your voice to carry across a crowd of people
1s an important skill in a tour manager. You don’t want to shout, but
you do want ceveryone to be able to hear you. The secret to this is to
breathe deeply when you speak — more ait in the lungs means more
projection when it comes out. Make sute you articulate your words,
too — this provides extra clues for a person to work out what you are
saying if hearing is hard. If you have a problem with projecting your
voice, there’s a great article here www.goo.gl/KDKMNI that will help.

Avoid Distractions

This can be both distractions you create and distractions in the
arca. Distractions you create include excessive waving of hands or
playing in your pockets. Some “talking” with your hands is
appropriate, but if you feel this is a problem, try carrying a clipboard
or hooking your thumb in the top of your pants pocket with the rest
of the hand outside as a solution.

Distractions in your area can be visual or noise related. Visually, you
don’t want something going on in the background more interesting
than you — unless it’s the specific subject you're talking about. This
means not stopping to do that city spiel on a street next to a busker
or to discuss your African history next to a lion stalking prey.

Noise related distractions can be things like busy loud streets. If
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you want to talk about something, but you know it’s going to be ne
when you get there, consider finding a quiet out of the Way corner
close by, where you can spiel before walking the group to see the
actual object.

If you do have a distraction arise that you can’t avoid and you
notice people’s attention wavering, acknowledge it. If there’s 2 moy
star walking past, stop and give people time to photograph them,
then resume your talk after. If a drunk walks through your group a
stands beside you starting to mimic you talking, stop and wait polit
for him to leave, or move to another location.

Join a Club!

If you are still in school, consider joining a Drama club or class.
These are excellent ways to get some free instructions on how to a
If youre not in school and you’re not confident pcrforming in pub
many communities have adult education classes that offer free or v
low cost classes in basic teaching techniques and acting.

You might find this one a little hard to swallow, but watch the
movie The Mirror has Tiwo laves staring Barbara Streisand and Jeff
Bridges. These two play college professors with completely opposit
styles of teaching. Barbara's character is an English professor whos
students just love her and her teaching. Jeff plays a mathematics
professor whose classes are so boting that even he yawns. In the
course of the movie, Barbara gives advice on how improve Jeff
Bridges’ teaching skills. Much of her advice you might want to
consider as you develop your spicls and practice your presentations

Practice

Yep, there it is again. Practice. One of the biggest things that you
can do to improve your performance when presenting is practice.
Find ways to talk to groups of people. Practice your spiels until the
flow off your tongue. Walk through a practice tour as if you had
guests with you (but if you ate doing this in public, I would suggest
you put your ear piece from your cell phone in, that way when peof
see you talking to yourself they won’t think you are crazy, just that
you are talking on the phone).
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have a degree in Egyptian archacology and ancient histoty, so please
feel free to ask questions as we walk around and I'll answer as best I
can.

“This tout is free so it won’t cost you one single cent, but we do ask
that if you've enjoyed the tour, at the end you con sider leaving a tip —
whatever you fecl like this tour has been worth. I donate 10% of all
my tips to preservation projects at the museum so its exhibits can be
cnjoyed by future generations to come.”

Want to see a video of it?

Shortly after writing the first edition of this book I had some fun
creating a seties of promotional videos to showcase it. In one of the
videos I give three example tip talks. You can watch the video now

on YouTube at www.goo.gl/ 1pthi”Z

Create Memories

This is an important concept so it deserves its own section, even if it
can be easily expressed. The purpose of taking a vacation or a tout is
not to see the place, it is about the experience.

The movie Total Recall was right, it is not about going to Mars, itis
about the memories. Your job is to help create a highly positive
memory of the tour your clients are doing. There arc many things
that you have to do in ordet to do that. Yout customet service skills,
depth of knowledge, and how you present will be a key element that
make this happen, but equally important might be facilitating a
special occasion or helping (on longer tours) clients to make lifelong

friends.

* %k %

“T'he best tour guide I ever enconntered was dnring a shore
excursion off a Costa Cruise in Halong Bay Vietnanm. Day
exnrsions from a cruise ships are generally the worst lonrs you can
Jind. In nry mind, they are not really tours, but just transportation
from point A7 to “B” back 1o "A.” Seldom do the giides do
anything worthwhile other than keep the gronp logether, 5o your can
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nnderstand why I was hesitant o take the shore excursion.

W hen we arrived at the shore, I got my first pleasant surprise.
There were five lonr guides waiting, each was dressed in white
shorts and pale biue polo shirt with the tour company's logo and
name — normal practice is the fonr company goes nnnamed.

Right ont of the gate our guide, Susy, distinguished berself. Instead
of leading ns blindly away as the other guides did, she lead us to a
nearby palm tree and introduced hersell” with an outstanding
opening spiel.

Suzy welcomed everyone fo Ulatong Bay and Vietnam, and then
talked for a few minutes abont what our day-fong boat cruise wonld
be like. She was bright and animaled, keeping everyones attention

easify.

As Sugy wrapped up her spiel, she produced a number of painter’s
caps from her backpack. These were simple white caps with the
company's name and logo across the front. Suzy was supposed fo
pass these out from her company as a gift at the end of the tour,
but told us she preferred to do it at the beginning. She stated that
the sun conld be very brutal and wearing a hat would help prevent
beat cramps and other related probiems, and she enconraged ns to
drink plenty of water all day, which was available on the boa.
Suzy also confessed that another reason that she wanted us to wear
the cap was that she could spot us more easily if we went throngh

erowds. Point one for Suzy. |

When we reached onr boat a fer minntes later, there was another
plus for the tour company. The 10 of us, as well as onr guide,
boarded a boat that could easily hold 30 people, thongh maybe not
comjortably. Other boats nearby were being loaded with ‘/m;ge
nitmbers of people, bt we were introduced to the captain and told
l;{w{ there were comfortable chairs on the second level and part of
the ferst level was air conditioned. Suzy said we should find a p:’:aw
10 be comforiable and remain seated for the first few minutes till we
cleared the docks as the waler conld be a bit choppy. The other
boats were already moving, and 1 conld clearly see another
ad»mﬂqge of Suzy's earlier briefing. On the other boats, the tonr
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guides were trying to do their introduction spiel in the choppy wafter
and the guests were holding on fo things as the guide talked. Point
two for Suzy.

W hen we arrived at the first stop, Suzy led us off the junk (a type
of Asian longboat) and gronped us together on the pier: She
aentioned that if for any reason we becane separated, we should
Jjust come back fo the boa. She then proceeded to tell us how to tell
onrs from the rest (onr junk had a dragon head at the front, which
had a gold mane and bine eyes). Add another point for Suzgy. The
tour of the caverns was interesting and we arrived back all
together.

Shortly after we set sail again, a small sampan loaded with fruit
pulled alongside for the crem, who bought some fruit. To our
surprise, shortly affer Suzy appeared on the top deck with a platter
of fruit and some small plates, too! She called everyone over lo a
table and said that these were two local fruits and that they wonld
be a part of the lunch fruil salad, however, she wanted everyone 1o
get a taste before they were sixed with other fruits. She then
showed a dragon fruit and a jack-fiuit and explained that this s
how they would look at the market if we wanted to bty them later
on. Just a little extra step that everyone appreciated. Point Snz).

Launch was very lasty and was mostly Vietnamese dishes which
Suzy cheerfully explained as we ate. Al the end of lnnch, Sugy
announced that we would be shortly passing some ontstanding
limestone formations and that she wonld be at the bow giving a
little information about each formation as we passed, if anyone was
interested.

At the end of the boat Irip section, we refurned 1o the pier and
were led to a waiting bus o go to a local markel. 1ots of different
groups, including ours, all got on the same one and it was here that

Suzgy really shined.

A different gnide got up first, who thanieed everyone for joining the
trip, mentioned 1ips a few lines and then explained that when we
got o the market, everyone would be given a gift and they had 40
minntes to explore before the bits departed (and then reminded us
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all about tips again,).

The bus drove on in silence for the next five minntes until Suzy
took to the PA. She said she really had had an enjoyable day and
wanted to thank ber group for that and continmed on by saying that
the gronp had asked her abont living in Halong. For the next /EE:.W
f‘)fimf/cf, she talked about living there. She told us there were 1o
rich or poor areas of " lown per se, instead il depended how high you
were. As Halong was built on the side of a monuntain the ;;{'gifaw'
Jyou went the harder it was to get there and therefore the cheaper the
renl. She joked that she lived so bigh that she had the best sunsets
in the area. As an off duty tonr guide, I was incredibly impressed
al the skill with which she set the scene for getting fs'pbed without
once asking for money or doing anything r"}ﬂf\ff?fff}{g s an
interesting story.

When we arrived at the market Suzy asked her group to stay on
the z’)m for a_few minutes as the others got off. When the others go
off she told us that the market conld be 0‘?‘!6’!‘3))}]8/.1)?&}{3 10 some
peaple so what she would like to do was lo lake a fast orientation
walk. through the market. No stopping to shop, E;sz fo gel the
layout, then everyone can go do their individual shopping.

Suzy led ns through the market pointing ont the different sections
and ended at a small refreshment conrt. When w‘goz there fbeh
said there was still 30 minutes left to do shopping and lba; })ﬁe

vendor wonld use calenlators to show prices. She gave a short talk

about how bargaining was expected and bow 1o do it

She did two other things that showed extra care, too. First she
passed out a little cheat sheet that showed different values belsz)lem
dollars and the Vietnansese dong. The second was that she said
there were 1o real designer items in the market and in ber opinion
very little in the market worth over $10. If there was somethin ’
that we wanted to buy but were unable to !?;J;gam down below § ;‘Q()
/!;wﬁ we should come get ber and she wonld see what she conld do ,
She would wait where we were and if° she was not there it fm'am;
she was helping someone else, so wait and she wonld Ibe back. Sh
af.m‘ suggested that we all gather in the refreshment conrt at ffi?.s; wea’
of shopping before going to the bus so we didn’t have to fz'n;/i fmf
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oW Way back.

Suzy helped wo peaple that day, a womdi who wanted to bity sonie
pearls which S13y showed her were fake and a gentlenan who
wanted to biy a large wooden carving. He bad negotiated down

Jrom $100 to $73, and then got Suzy who o1 the price dowit {0
540, When we were all back together Suzy passed oul the rest of
the company giveaways and gave her closing spiel.

Again the spiel was very warm and friendly and she did no!
mention 1ips directly. She did mention that she wonld be ging back.
to university soon and at the end of the spiel she said she wonld
wave goodbye fo everyone, from her howe high, bigh np on the
mountain when o ship left that evening.

1 do not kuow bow mieh Suzy’s average lip was, butt 11y gitess was
it was generons. There were 7aty omiles and bugs as she said
goodbye fo everyone individually and when onr gronp went back o
the bus it was like we were oli¢ big family.

W hen we did gel 1o the bus, the other guides were all lined up'in
front of the door looking like they were waiting for tips, but their
garests just wandered past them — very. few stopped.

Suzy did a number of small things that were beyond what the
gronp expected; all of her actions were well appreciated. The only
thing that cost her anything ont of her pocket was d conple of pieces
of paper that the conversion cheat sheels were printed on. An
ontstanding tonr guide — 105t likeely the best I ever ernconntered.

- Charles
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