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Abstract

Interpretation and its relevance for visitor expades have been discussed extensively
but little attention has been paid to the managénoéninterpretation by multiple
stakeholders. UNESCO World Heritage Sites involve namber of different
organisations but their interpretation managemennat well understood. A lack of
good interpretation management may lead to negaffeets on heritage properties and
people understanding about the heritage. This saiiohg to examine the structure of
interpretation management and to identify the dbjes in interpretation from various
stakeholder organisations’ perspectives. Otheuémnflial factors, for example decision
making, are studied. Angkor Wat temple, a UNESCO  rl&VdHeritage Site in

Cambodia, is used as a case study.

Adopting the social constructivist approach for tberrent study strengthens the
research method and data interpretation. The resd¢akes a supply-side perspective;
in-depth interviews were conducted with 22 represeres from UNESCO, the

Ministry of Tourism, site management teams, toudgsi and tour companies.

The findings suggest that interpretation is not yeanaged successfully by
organisations and tour guides. Tour guides areeroed about their lack of knowledge
and language proficiency which impacts on theisprgation. In addition, managing a
different demand of group tour was found importéort interpretation management.
Tour guides had less involvement in making a desisabout the development of
interpretation-related projects. Some conflictswesn the tour guides and site
managers about decision making were identified. tB& other hand, managing
interpretation by organisations still requires iptetive facilities and visitor centres to

enhance visitors’ experiences at Angkor Wat temple.

This research contributes to the literature onrpriation and heritage tourism by
identifying different interpretation managementrbultiple stakeholders. In addition to
the academic study, the findings imply that relévanganisations need further

improvement of interpretation management and visiemtres at Angkor Wat temple.
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Chapter 1: Introduction

1-1-Introduction

This thesis is concerned with the management efpn¢tation at Angkor Wat temple, a
World Heritage Site in Cambodia. The study examittes structure of managing
interpretation and it is based on a supply sidespmmtive. In-depth interviews with
relevant stakeholders are conducted to explore Istakeholders manage their

interpretation at the site.

Little attention has been paid to the managementintdérpretation by multiple
stakeholders. In addition to previous studies,dinmeent research tends to focus on two
perspectives about interpretation management bynisgtions and interpretation
management by tour guides on site. The currentysiilll examine the differences of
interpretation management by organisations anddaigtes due to their objectives and

responsibilities in managing interpretation.

This first chapter presents the background of thdys and provides an overview of the
research to the understandings of relevant sta#tel®lin managing interpretation at
Angkor Wat temple, Cambodia. The chapter also dsfigaps in the interpretation
literature. It further introduces the research tjoas and gives a summary of the
methodological application for this study. The stune of this thesis is outlined in the

last section of the chapter.

1-2-Researcher’s interest in the topic

The selection of the research topic is based onréisearcher's experiences. The
researcher works at Angkor Wat temple in the rdla tourism manager. To improve
visitor experiences at the site, tourist activiaesl their comments were recorded by the
author. A small conversation between domestic asisitat Angkor Wat temple
interested the researcher and then become a coatsitefor the research topic. The

conversation was about the visitors’ plan for timgliday the following year.



Visitor A: Will we visit Angkor Wat again next y@ar

Visitor B: No, | won't come here again for just &g such a stone building

here.

Considering the conversation above, the researnshérterested in the response of
visitor B why he does not plan to see the tempkiragrhere could be many reasons
that discouraged visitor B for making the next topAngkor Wat temple. Among these
reasons the researcher was concerned about aratagil of interpretive facilities
provided at the site. According to the researchexperiences, visitor facilities at
Angkor Wat such as visitor centres, interpretivgnsiand information are still a major
issue to encourage visitors to learn about the aitéo visit it again. Without these
facilities, tourists do not know how to visit theniple and they do not experience much
in the site. Hence, visitor B may not want to vitlie temple again because of

inadequate information at the site.

Furthermore, appropriate behaviour is needed atirallheritage sites. Angkor Wat
temple is a cultural and historical site whereettaives a huge respect from Cambodian
people. Some visitors do not know how to behave dneds appropriately in the site
because the site managers and tour guides propatyde a little information and
interpretation of Angkor Wat to visitors. It is assed that a lack of interpretation could

have negative impacts on culture as well as heripegperties.

Having read through academic publications abowrpretation, the author is very
enthusiastic about this topic because he expeatsthis study will provide indication
which contributes to his career. Interpretationyplea prominent role in visitor
attractions. It is described as a vital mechanigm developing tourist sites in a
sustainable manner (Hall & McArthur, 1993; Kuo, 20Moscardo, 1998; Orams,
1996; Shackley, 1998) and enhancing visitors’ eigpees (Moscardo, 1996; Moscardo
& Ballantyne, 2008). Interpretation can be studfemin demand side (de Rojas &
Camarero, 2008; Light, 1995; Poria, Biran, & Relc2009) and supply side. Taking a
supply side perspective, the author intends to ex@ithhe management of interpretation
by multiple stakeholders at Angkor Wat temple. Hgoaxpects that this study will
contribute to relevant stakeholders in order toseree the cultural resources at the

temple and attract more visitors to the site.



1-3-From practical management of interpretation to academic

research

From a demand perspective, interpretation at Angat temple appears primarily as a
task of tour guides. Generally, visitors believatttour guides have a role in telling
history about the temple to visitors. Accordingtihe authors’ experiences, not all the
visitors to the temple hire tour guides especidtiynestic visitors who may avoid from
the cost of hiring and may favour an independesit.\it is common that international
tourists go to Angkor Wat in a group and they usubire a tour guide from a tour
company because there is no tour guide availalileeagite. There are many tour guides
who can speak different languages such as En@isimese, Japanese, French, German,
Thai, Viethamese, Spanish, Italian and Russian.eSmur guides can speak more than

one language.

In addition to the tour guides above, there argouarinstitutions involved in managing
interpretation. These institutions include Unitedtidns Educational, Scientific and
Cultural Organisation (UNESCO), Non-governmentajamizations (NGOs), Autorite
pour la Protection du Site et 'Amenagement de kgiBn d’Angkor (APSARA),
Ministry of Tourism (MoT), and tour companies (stion 2-3). These organisations
have different responsibilities in managing intetption. At the international level,
UNESCO and NGOs such as GACP, 1.Ge.S, and WMFgsetion 2-3-2) have indirect
influence on the management of the site due to t@icerns about conservation and
protection of the temple. At the national level amgpations such as APSARA and the
Ministry of Tourism play important roles in deveiog visitor facilities such as visitor
centres and interpretive signs. As indicated in Alngkor Management Plan (Howse,
2007), a need for interpretation centres is verypdrtant to develop the site in a
sustainable manner. Hence, the management of iatatijpn at Angkor Wat temple
consists of a complicated structure which callstfer current study. Chapter 2 provides

the interpretation management structure and egigtians in more details.

The interpretation literature has failed to exantime different perspectives of multiple
stakeholders in the management of interpretatidre literature seems to focus on
individual institution or stakeholder such as tguides (Christie & Mason, 2003; lo &
Hallo, 2011), management of visitor attraction (HalMcArthur, 1993; Leask, 2010),

visitor perception on interpretation (de Rojas &nt2aero, 2008; Hughes & Morrison-
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Saunders, 2002; Randall & Rollins, 2009). Howevenre than one stakeholder is
involved in the management of interpretation at arldv heritage site including
international communities. Hence, the current stedntributes to the literature in
which relevant stakeholders involved in the manag@nof interpretation at Angkor

Wat are focused on.

Studies on visitor management and interpretati@n canducted either from demand
side (de Rojas & Camarero, 2008; Poria, et al.,9pafr supply side perspectives
(Christie & Mason, 2003; lo & Hallo, 2011; Kuo, 20)0Moscardo, 1998). Taking
supply side perspectives the researcher was abdxpimre different management of
stakeholders. Furthermore, the researcher had aceht make a comparison of
stakeholders in managing interpretation which waesely found in the literature.
Interpretation of attractions can be undertakeh betbally and non-verbally (de Rojas
& Camarero, 2008). Verbal interpretation referstdar guides or on-site interpreters
whereas interpretive signs, guide books, and mtimaterials are included in the non-
verbal interpretation category. The present study mot look at guide books and
printed materials such as brochures and leafletause they will extend the scope of
this research. Therefore, a lack of literature anohimal analysis of managing
interpretation by multiple stakeholders in previaiadies leave gaps for the current

research.

1-4-Research questions

This study explores the management of interpretaiica UNESCO world heritage site.
Taking a supply side perspective to investigate rtf@agement of interpretation at

Angkor Wat, two main research questions were addrks
(1) How is interpretation at Angkor Wat managed?
Who are stakeholders and what are their respititisi®?

What is the organisational structure of interpietatmanagement at
Angkor Wat?



(2) What are the public and private stakeholders’ aimmsl objectives in

managing interpretation?
What is being interpreted? And how?

What issues drive decision-making in interpretatimanagement by

various stakeholders?

1-5-Research methodology

A social constructivist approach is adopted foraheent research. Using this approach
for the current study, the author is able to urtdewd the meaning of the world by
developing his experiences through multiple ideasided by interviewed participants
(Patton, 2002). To get some insights into the meamegt of interpretation by
stakeholders, semi-structured interviews were coratls Participants constructed the
meaning of a situation through questions developgdthe researcher. When the
researcher broadened the questions, participamat®dhheir views and other social

activities they had encountered (Creswell, 2007).

Semi-structured interviews were applied to gain pleespectives of participants. This
type of interview was chosen because the researdworicerned with examining the
communication and expectation of multiple stakebddn managing interpretation. By
using open-ended questions, the researcher couklagethe questions in a way that
participants felt comfortable and provided the am®wAlso, this interview style gave
participants enough time to answer the questionsnever they wanted during the

interview session.

To understand multiple stakeholders’ views on marmpamterpretation at Angkor Wat,
22 interviewees were selected to take part in thgept. These participants were from
different organisations: one participant from UNEECGhree from NGOs, four from
APSARA Authority, one from Ministry of Tourism, tee from tour companies, and ten

tour guides. Chapter 3 explains the methodologhisfstudy in detail.



1-6-Outline of the thesis

This thesis consists of seven chapters, includimg tntroductory chapter which
provides a background to the study such as theamdsers’ interest, the research
context, research questions, methodological coreides for the research and an
outline of the thesis.

Chapter 2 provides overall information about Angkéat temple and the management
of interpretation by multiple stakeholders. Cha@eatiscusses a wide range of tourism
literature about managing tourist attractions, rijtetation and multiple stakeholders
involved in managing interpretation at culturalrattions. The chapter concludes by
introducing a conceptual framework which underghes management of interpretation
at a world heritage site. Chapter 4 illustratesrdsz=arch methodology being applied in
the current study. This chapter includes scientiisearch inquiry such as research
paradigm, research methods, data collection andysisa Chapter 5 presents the
findings of the research. The three main themeseadihg the research questions are
listed in this chapter. At the end of the chaptieere is a diagram showing a summary
of the findings. A discussion between the findingshe current research and literature
is presented in chapter 6. The final chapter cateduthe main ideas which fit the
research questions. From the outputs of this rekeaontribution to the study of
interpretation is acknowledged. It also providesiedimitations and recommendations

for future research. Implications for stakeholdses outlined.



Chapter 2: The research site and context

2-1-Introduction

This chapter provides an introduction to Angkor Wahple and explains its relevance
to interpretation. It also identifies the differantes of each stakeholder taking part in
managing interpretation at the temple. A structfrmanaging interpretation at Angkor
Wat is introduced. Finally, the management of prtetation at Angkor Wat is
discussed.

2-2-Angkor Wat temple
2-2-1-History of the temple
Cultural resources

Angkor Wat is a large Hindu temple which coversaaga of nearly 200 hectares in the
Angkor region, Siem Reap, Cambodia. The temple eeastructed in the first half of
the 12" century in Yasodharapura, the capital of the KhiEewpire known as Siem
Reap province. Angkor Wat was in the reign of Suayman Il and it is dedicated to
the God of Vishnu. Apart from religious aspectg temple is a fascinating example of
decorations and Khmer architecture (Glaize, 1993)ndreds of sculptures and
carvings describe the long history of the templé #ne country. These are the result of
human power. The iconic view, history and religiatatus of Angkor Wat temple

attract thousands of visitors and pilgrims aroureldlobe (see section 2-2-2).

Inside the first gallery, there are a number ofeddnt scenes illustrating human life,
heaven and hells, history, and war (see Figur@ligse scenes provide visitors with an
opportunity to learn about the god legend, the kiiggory and myths. Furthermore, the
secret of the temple is uncovered to visitors tghoimscriptions, statues, sculptures and
bas-relief of the temple. Unlike other historicdaes, Angkor Wat is also a living site
because it still earns respect from people todasitdrs travelling to Angkor Wat in
February, March and April may occasionally see ligeaidents performing rites and
rituals at the temple. For religious reasons, Caligmopeople wish to see the temple at

least once in their life. Once an American visittade a wish that her ashes be scattered



on the causeway of Angkor Wat when she made ddrangkor Wat in 1936 (Glaize,
1993). Such enthusiasm for the Angkor Wat tempteashthat the temple is not just a
tourist attraction but also a religious and saguéte. To gain insight into various
perspectives of Angkor Wat, visitors normally bugwde book prior to their visit or

plan to hire a tour guide from a tour agency.

Becoming a UNESCO World Heritage Site

After the civil war in the 1970s, political stalyliin Cambodia was unpredictable. To
protect the temples from some illegal activitiests@as illicit logging and pillaging of
artefacts at Angkor, in 1989 the former King Norod&ihanouk made a request to
UNESCO for their assistance. Because of its unjqueh cultural and environmental
heritage, Angkor was first inscribed on the list \&forld Heritage in Danger on
December 14, 1992 and then was upgraded to thedWAgnlitage List in 2004 (Howse,
2007). Angkor Wat temple is one of the principalmaments in Angkor which covers
about 401 krhof Siem Reap province. After Cambodia achieved pelce, security
and political stability, the country became anaattive tourist destination in Southeast
Asia. The most common place to visit in Cambodiangkor especially Angkor Wat

temple which people recognise from the nationg 8aCambodia.

Image 1: Angkor and Angkor Wat temple

Source: Google image, 2012 & Author, 2011



_ o=, - =y .,

the victory of
Krishna over Bana

over the Asuras

g b

SEABINEY
pue seaepued

8 chumning of the e
sea of milk

Figure 1: Map of Angkor Wat temple (source: Glaize, 1993, p.58)

2-2-2-Tourist statistics and entrance fee

Tourism is a priority sector for contributing to timmal economic development in
Cambodia. There were almost 3,000,000 internatitmaiist arrivals in Cambodia in
2011 (Ministry of Tourism, 2011). This figure inaged by nearly 15% compared to the
year 2010, according to the report from the Camdnodilinistry of Tourism. Cultural
tourism is known as the most significant targewinich historical heritages in Siem
Reap-Angkor has played a leading role. There arslteals of temples in the Angkor
area, Angkor Wat temple is always included in thegpamme tour. As can be seen
from table 1, about 5,000 tourists visited Angkoatvtemple a day in 2010 and 2011.
The number of Khmer and other visitors dominatezl thmber of visitors from Asia.

This number is also expected to grow in the neiaréu



Table 1: Number of visitors to Angkor Wat per day

Visitors 2009 2010 2011

Khmer 1301 1829 1222
Japanese 295 384 360
Chinese 293 554 638

Korean 298 651 791

Other Asian visitors 262 395 416

Other visitors 961 1268 1331

Total 3408 5081 4757
Source: DCMHN, APSARA Authority, 2012

International visitors need to buy an entranceetidk visit Angkor Wat. Visitors have
three options to choose from. The ticket fee idJ8D for one day, 40 USD for up to
three days, and 60 USD for up to one week. Witlsaghgrices, tourists can visit any
temples in the Angkor area and can visit as mamgdgias they want. Because of its

attractiveness, some tourists visit Angkor Wat ntbe: one time.

2-3-Stakeholders
2-3-1-United Nations Educational, Scientific andtGral Organisation (UNESCO)

Since Angkor was inscribed in the world heritag#, liUnited Nations Educational,
Scientific and Cultural Organisation, the foremogernational organisation provided
the services of Standing Secretariat for the ICE-fnternational Coordinating
Committee for the Safeguarding and Developmenthef Angkor site. On behalf of
UNESCO, the ICC organises two meetings annuallgeat the plenary level and once
at the technical level. In the meetings both nai@nd international organisations are
able to submit their projects for conservation dedelopment of Angkor. For instance,
the APSARA Authority (see section 2-3-3), the nadiborganisation, plans to have a
visitor centre in Angkor, an approval from the I@eeded. Approval will be granted
if the visitor centre has benefits for the develeptof Angkor. Hence, the ICC a
representative of UNESCO has the power to makeceida not just on visitor centre

projects but also others related to the safegugrafi\ngkor.
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2-3-2-Non-governmental organisations (NGOS)

In this study, Non-governmental organisations r&danternational organisations taking
part in conservation and restoration projects agjktn Wat temple. There are three
international organisations, namely GACP, |.Gea8d WMF that were interviewed for

the current study.

2-3-2-1-German Apsara Conservation Project (GACP)

The protection and conservation of the reliefs tamdale pictures (Apsara) carved on
Angkor Wat wall are the main objective of Germansara Conservation Project. A
majority of the financial support is from Germanydaa very small part of it comes
from visitor donations. There is a dozen locals emernational experts working in the
conservation project. Apart from their technical riwothe project also has a small
visitor centre which displays the issues of thexasoand the need for protection. That is
why the project needs the centre to explain the cbIGACP in protecting the temple.
Currently, there is a Cambodian interpreter workinthe centre. She was trained by an
international expert about how to interpret thejgebfor visitors. In addition to the
existing visitor centre, GACP also has many dimttsigns and information boards

telling visitors how they should behave near thekimg and restricted areas.

Image 2: The GACP’s visitor centre

Source: Author, 2011
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2-3-2-2-Ingegneria Geotecnica e Strutturale snG¢LS.)

Ingegneria Geotecnica e Strutturale snc is thdaitabovernment project for the
safeguarding of Angkor. This project had an approveam UNESCO and the
government of Cambodia to work on restoring sonmaptes in the Angkor area
including Angkor Wat temple. When conducting thesearch, the project operated on
the balustrade of the cruciform terrace of Angkat\\Bimilar to GACP project, 1.Ge.S.
has its own visitor centre illustrating working iaittes but the centre does not have a
permanent interpreter. According to the interviesemetimes the project manager
presents their work to visitors and students whe iaterested in conservation and

restoration of the temple.

2-3-2-3-World Monuments Fund (WMF)

World Monument Fund programmes receive financiagiséance from the US. This

project focuses on restoration of the stone roolvalthe Churning of the Sea of Milk

gallery at Angkor Wat. Unlike the two organisatioalove, WMF does not have a
visitor centre but it has arranged some interpeesigns and information boards to
explain the overview of the project as well as tingent need for restoration due to the
severe conditions of the gallery. Another differamty to present the project is on-site
interpretation. The interpretation is based onquest made by a group of visitors or
students who want to understand more about theregsin process. In general, the

restoration is interpreted by experts from WMF.

2-3-3-APSARA Authority and its ownership

The establishment of Authorite pour la Protectian $ite et 'Amenagement de la
Region d’Angkor (APSARA) was a requirement of theoNdl Heritage Committee.

APSARA is a state party which has a legal profilegd has administrative and financial
autonomy (Sihanouk, 1995). APSARA is responsibletfi@ sustainable development
of the Angkor site including Angkor Wat temple atié organisation ensures that the
local community benefits from the development. Bmrance fee received from the

international visitors is under the management BSARA who later contributes the
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fee for the development of the site. On behalf lvé government, APSARA has
cooperated with NGOs to rescue the ancient templasing a role in managing the
site, APSARA also has another responsibility iroinding visitors about the sites by

providing information boards and interpretive signs

APSARA Authority has strong power in managing thegkor site however its
management is still limited. According to the autkeaperiences, APSARA Authority
does not have tour guides for visitors becauss & responsibility of the Ministry of
Tourism. Therefore, visitors need to look for thewn guides prior to the visit at the
Angkor site. In addition, visitors find it hard et information about the site because
the site does not have visitor centres. Thesedioits are also addressed in the Angkor

Management Plan which has been studied by intemeltconsultants.

It was not until 2007 that APSARA Authority startemlhave the Angkor Management
Plan (Howse, 2007). The plan was funded by New &ehlAgency for International
Development. The two major issues related to ceasen of monuments and
sustainable tourism management are addressed iplahe This plan helps APSARA
Authority to improve its heritage management framew and strengthen its
relationship with communities. The Angkor ManagemBtan is a public document
which is developed in consultation with the comntyrand stakeholders. The plan
identifies some challenges in managing the heritigeand calls for actions to preserve
the temples. These challenges include visitor mamagt at the site, a lack of
interpretation, a lack of collaboration between ARZA Authority and relevant
stakeholders. The Angkor Management Plan provideSARA with a consideration of
visitor centres which are very important to improwisitor experiences and reduce

negative impacts.

2-3-4-Ministry of Tourism

The Cambodian Ministry of Tourism has a major liol@reparing a policy for tourism
development in the country including the AngkoesiBecause Angkor is the famous
tourist attraction of the country, the Ministry dfourism is concerned about the

development and training of tour guides who workthee Angkor site. To enhance
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visitor experiences, the Ministry aims to develbp tinderstanding of guides and their

interpretation.

Providing tour guide training courses and grantiognses to tour guides come under
the responsibility of the Ministry. About 3,000 toguides have been trained for
working in the region of Siem Reap province wherggkor Wat is located. The 360-
hour training course focuses on five main areas ag general knowledge, social
knowledge, legal knowledge, skills, and site vikitaddition to this primary training,

the Ministry also collaborates with APSARA to orgamanother three-week training

course to enhance tour guides’ capacity after Hasye some experiences at the site.

2-3-5-Tour guides

There are two types of tour guides, namely contchetind freelance, working in Siem
Reap province. Tour guides who are employed byadompany are called contracted
tour guides whereas freelance guides are indepegdéates and receive temporary jobs
from companies during the tourist high season. &hesr guides are under supervision
of the Ministry of Tourism. Tour guides are definasl people whose roles are to look
after both national and international visitors amigrpret relevant information such as
geography, nature, history, culture, custom, sp@ed economy of the visiting sites to
visitors (Ministry of Tourism, 2009). To be a togwide, students who graduated from
high school and completed a degree in a secondidayeg as required by the Ministry
are eligible to apply. Once they are recruited l®y Ministry, they need to take part in
the primary training course (see section 2-3-4) pass the course before applying for a

tour guide license. Tour guides are also requibe@new their license every two years.

2-3-6-Tour companies

Tour companies refer to private agents that arrdngerary and package tours. Many
tour programmes to Angkor Wat are similar to aneitary suggested by Glaize (1993).
According to his suggestion, a tour to Angkor Wadswarranged in different ways
according to the length of stay in Siem Reap prowimhis means if visitors stay in the
province more than two days, they are suggestespeénd half a day at Angkor Wat
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because the temple has many things to enjoy ahe taterpreted. Hence, the visiting
programmes arranged by tour companies probably &avefluence on the presentation
made by interpreters. The longer visitors spenthattemple, the more visitors learn

about the site through the interpretation.

Some tour companies have their own training couigesontracted tour guides. These
courses normally introduce tour guides to visit@héwviour and its connection to
interpretation. The companies understand that thieints have different interests when
they visit the temple. It is important for guidesléarn about visitors’ needs in terms of

interpretation.

2-4-Visitor management and interpretation

Visitor management and interpretive facilities @ssential for Angkor Wat temple.

Although there are some direction signs and infeionaboards provided by APSARA

Authority, they are still found to be inadequatetfte current growth in visitor numbers
due to the researcher’s experiences. As indicatétoei Angkor Management Plan 2007,
the development of visitor management and inteagicet was defined as a significant
driver to enhance visitor understanding as welagreciation of the site and, reduce
the potential for the physical damage caused by-ose of the site. As the usefulness
of interpretation for site management is provesiter facilities such as visitor centres

and signage should be increased at Angkor Wat (Hp2807).

Visitors to Angkor Wat can hire private tour guid@$e rate is approximately 20 USD
a day and it may vary according to the languagekespdoy the tour guides. For
example, Spanish speaking tour guides are morensiee than English speaking
guides. Unlike other historical sites in the worddhgkor Wat does not have tour guides
on standby for visitors. Normally visitors arrangerr guides before they travel to the
temple. Interpretation made by tour guides is areagin different ways. Some tour
guides present an overview of the temple on a caadhthen they give more details at
every spot in Angkor Wat. In addition to interptéta, tour guides always give visitors

their own time to have rest and take picturesejttvish.
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2-5-Multiple stakeholders in interpretation managenent at AKW

Figure 2 illustrates the overview of stakeholdeddrg part in managing interpretation
at Angkor Wat temple. In general, the managemenicire consists of three main
sectors namely international communities, publictaeand private sector. Each sector
has its own responsibility associated with intetgien (see section 2-3-1 to 2-3-6). The
links from APSARA to UNESCO and from APSARA to thenistry of Tourism serve
different purposes in managing interpretation. FRustainable development and
conservation of the site, APSARA needs to makeopgsal for a visitor centre to the
ICC, a representative of UNESCO. It means that dean World Heritage Site,
UNESCO is also involved in the decision making tbe development of the site.
APSARA collaborates with the Ministry of Tourism tmnduct training courses for
local guides. The aim of these courses is to erhdme quality of tour guides in the

Angkor area.

The three thick arrows indicate the three stakedrsldrom NGOs, APSARA and tour
guides which have direct connection with the manege of interpretation. The
provision of visitor centres and interpretive sigial under the responsibility of
APSARA and NGOs for the purpose of conservatioraddition, tour guides act as site

interpreters who have more flexible strategies émage group tours and interpretation.

Figure 2 : Multiple stakeholders 1n mterpretation management at Angkor Wat
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Source: Author (2012)
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2-6-Summary

To sum up, the intention of this chapter is to hedpders understand the context of
interpretation at Angkor Wat. Although the rolesatifabove stakeholders are related to
the management of interpretation at the temple atiaif them will be discussed in the
same degree of depth in chapters 5 and 6. The soiogdes MTM thesis makes it
necessary to focus on those stakeholders that eshasghaving direct influence on how
interpretation is managed at various levels of goaece in Angkor Wat. The tour
guides emerged as significant due to their direteéraction with visitors whereas
APSARA and the NGOs emerged as most significanhiigiier management levels that

are detached from visitors.
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Chapter 3: Literature

3-1-Introduction

This chapter reviews the relevant literature frone tperspectives of tourism and
heritage management. The overview of the literabggins with a general perspective
on management of heritage attractions and it calesluwith the management of
interpretation which is a part of visitor managemdReviewing the previous studies
provides insightful ideas about how individual sth&lders manage interpretation. As a
result, a conceptual framework is set up to undethe examination of managing
interpretation. This literature is organised pugdpsto address the three research
guestions (see section 1-4). The structure of iteeature starts with a section of the
management of heritage attractions by examining th@aattractions are managed. This
first section also includes visitor management Wwhieeds interpretation as a tool to
tackle visitor impacts. The second section discuseeerpretation and its role. The
following section illustrates the objective and pessibility of stakeholders in
managing interpretation. Their challenges in thexagement of interpretation will be
identified in the third section. Drawing all idedsom the literature, conceptual

framework is addressed in the final section.

3-2-Managing heritage attractions

Although managing heritage attractions is a compéesk and responsibility for site
managers, few studies have focused on the operafidreritage attractions (Leask,
Fyall, & Garrod, 2002; Leask & Yeoman, 1999). Mamiagof such attractions need to
solve major problems related to people and the (séask & Yeoman, 1999). Site
managers deal with their staff as well as visitemdnd. In addition, they are also
concerned about the sustainable development ohéhnigage sites. This section will
discuss two critical issues in managing heritaggaetions namely, operations

management and visitor management.
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3-2-1-Operations management
3-2-1-1-Public ownership

An empirical study conducteby Garrod et al. (2002) revealed that visitor aticm
owners and managers should pay attention to funplaligy at the national level that
leads to a reduction of visitor impacts and enhamestainable tourism development.
The authors stated that investing in conservatimh development of visitor facilities
such as interpretive centres, signs, parking, afd are more effective than spending
on training attraction managers or staff. They gavexample of interpretation that can
enhance visitors’ awareness about sites as welkxgdain to visitors about their
potential negative impacts and how to minimise\aic such impacts. To some extent
this finding could reflect the reality of ownershgd visitor attractions in Scotland.
However, a further study should be focused at dgeitattractions in some developing
countries where public sectors deal with both fmainresources and human resources
in their management. The management of heritagacttins still requires technical and
financial assistance to operate the cultural hgeitsites (Carter & Grimwade, 1997). In
general, UNESCO is always a good partner and ctamgalfor those attractions listed
as world heritage sites. Therefore, training si@nagers or staff may also be a good

alternative for heritage attractions under publimership.

3-2-1-2-Admission fee

Generating revenue at heritage attractions is deatpd in regards to increase visitors’
awareness. This can be explained by the fact thatatdmission fee at heritage
attractions is flexible due to the policy set bg thrganisations who control the sites
(Yale, 1991). Poverty and a lack of heritage awesenmay be the key reasons why
some governments allow free admission to residdrds. some visitor attractions,
visitors are required to pay an entrance fee whafes depending on the time of visit
(day, weekend and season), category of visitore éagl purpose of visit), volume of
visitors (individuals, group and family), and resms provided (whole facility or
limited access) (Leask, et al., 2002). Hence, regefrom visitor fees at heritage
attractions are critical to develop visitor facdg as well as to preserve heritage

settings.

19



Admission fee revenue was used to improve inteagicet and educational activities
(Garrod, Fyall, & Leask, 2002). The researcherslistl the management of visitor
attractions in Scotland by examining the visitopants with admission prices. Their
research relied on a postal survey of managers &bénpaid visitor attractions. Their
findings suggested that admission fee may be a#dctor developing the interpretive
infrastructure of the attractions. They insistedat thn admission fee may change visitor
behaviour because visitors expect that the feeheitiefit the heritage attraction. Thus,
the visitors will behave responsibly at the sif€sese findings might not be entirely
true for some heritage attractions in developingntises where national visitors are
exempt from paying an admission fee. It means thatattraction sites gather the
admission fee only the international visitors. Thausmall amount of entrance fee might
not have an influence on visitor behaviour and dbute less to heritage attractions.
The result of similar research conducted in devatppountries might vary from

Scotland in terms of low admission fees and thesation level of visitors.

3-2-1-3-Key management challenges at visitor atioas

In addition to a study of the management of visgtiractions, Leask (2010) identified
some key challenges that may influence the manageaiettractions. These include
an increase in visitor expectations, imbalance iwitkector relating to funding and
admission fee, a lack of skilled staff, conflictstbe objectives of stakeholders, and
conservation of natural and cultural resources. s&€heariables were used as a
framework to develop a model for the effective ngemaent of visitor attractions
(Leask, 2010). However, the management may bereiffeaccording to the type of
visitor attractions. For example, missions of indiial attractions may vary because of
resource availability for visitors. The care of ttesources might not be the same in
terms of public and private ownership (Garrod,|et2002). Therefore, future research
into effective management should examine how imldial visitor attractions can adopt

appropriate management practices for their ressuxigitors, and stakeholders.
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3-2-2-Visitor management

Visitor management at heritage sites has been coedewith the negative impacts
caused by visitor behaviour and over-crowded gitésson, 2005; Shackley, 1998). In
order to promote conservation and minimise negatigacts at heritage sites, the right
visitor management strategies should be adopted,(BD02; Mason, 2005; Moscardo,
1998). These strategies can be considered as dfiffdorms of interpretation. The
interpretation here refers to information given wisitors through visitor centres,

exhibitions and interpretive signs.

Hard and Soft Visitor Management Strategies

Hard and soft approaches are recognised in vigi@mnagement (Kuo, 2002; Mason,
2005). Apart from using these approaches for migiimgi visitor impacts, they can also
be considered a framework to enhance visitor egpeés and educate them about the
site. Kuo (2002) examined the process and purpdseisitor management and
interpretation and how to increase their effectesm In this study Kuo (2002)
suggested hard and soft management strategieshtmen the effectiveness of visitor

management and sustainable tourism development.

There are three strategies discussed in the haitdrvimanagement approach. The first
strategy named physical management which focusesanteraction between visitors
and sensitive resources (Orams, 1996). For exanngley a fence to limit walking
zones for visitors avoids to disturbance to theuweses or old heritage settings. The
second strategy is regulatory management whichlynedated to regulations and rules.
These rules and regulations are used to limit saatigities such as access, times and
numbers of visit. These rules include restrictiab®ut inappropriate behaviour at the
site. Some restrictions are perceived to have negatfluence on visitors’ experience
and enjoyment. However, these restrictions weral uisea form of interpretation or
explanation to visitors in order to minimise oveseusites(Orams, 1996). The last
strategy is an economic one. Prices are consideneéffective method to manage
visitor number at the site. Site managers candatyrear-round visitors to the site by
increasing or decreasing the prices in high or lositor seasons. This strategy is

normally used to control the number of visitorshe site.
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Kuo (2002) stressed that soft visitor managememtesiies are used to support hard
management approaches. The author referred tarsofagement approaches such as
educational forms that can improve visitor awarsrasout the sites. To enhance visitor
understanding about the sites, the provision oérmetive facilities as well as
interpreters play an important role in this reganformation and educational directions
provided through interpretive facilities at theesitan help visitors to change their
behaviour and to support sustainable developmergrammes (Mason, 2005). The
information includes directorial interpretative anfmation, behaviour interpretive
information and educational interpretive informatio(Kuo, 2002). Directorial
information aims to reduce traffic congestion, patenother visiting places, and care
about visitor safety. Behaviour interpretive infation, on the other hand, can be law
enforced by law. The purpose of this information tts provide a guideline of
appropriate activities and behaviour of visitorgreg destination. The information also
enhances visitors’ awareness and understandingeo¥isiting sites. Last but not least,
educational interpretive information refers to &sgon of information or programmes
which can be presented to visitors. It is a king@ihmunication approach that delivers
messages about conservation to visitors. The exfi@ctof site managers using this

educational interpretation is to gain conservasiopport from the public.

3-2-3-Non-verbal and verbal interpretation of atti@ans

Interpreting an attraction can be divided into tmajor forms, non-verbal and verbal
interpretation. Non-verbal interpretation is delsed as interpretive facilities provided
at visiting sites such as visitor centres, on-gitierpretive signs, leaflets and other
printed materials (de Rojas & Camarero, 2008).tWisican see and use these facilities
both inside and outside the attractions. The ingmme of non-verbal interpretation is to
enhance visitors’ understanding and show a widgeani possibilities that visitors can
enjoy. Visitors’ emotional experiences seem to odmefore their arrival and continue
until their presence at the attractions. Guide Bodhr instance, attract visitors by
providing comments and suggestions about the misgites. Apart from marketing for
the destination, the guide books have a vital imleompleting visitors’ expectations by
interpreting physical assets at the sites to visittefore and during their visit (Beck,
2006).
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Verbal interpretation, on the other hand, doesamby provide information to visitors
but also improves their experiences and meets neamagt objectives in terms of
visitor behaviour and visitor respect of the sitéterature of verbal interpretation
indicates that a tour guide is a key person who/egs information about natural and
cultural heritage protection (Carr, 2004; Hall & Adthur, 1993; Moscardo &
Ballantyne, 2008; Munro, Morrison-Saunders, & Hugh2008). Verbal interpretation
presented in these studies focuses on increassitgrgl awareness about conservation
of natural and cultural resources. Visitors’ untemding of the scarce resources leads
to a reduction of negative impacts resulted fronproper behaviour at the site.
Additionally, verbal interpretation of attractiorart encourage direct communication
with visitors by provoking a discussion about tlite shrough questions related to the
sites. Instant responses provided by tour guidesnzore concise and effective than

information provided by non-verbal interpretation.

Having understood verbal and non-verbal interpi@tafrom the literature, the present
research will not look at all aspects of non-verinérpretation, pre-visit interpretive

material in particular. For example, guide bookd printed materials such as brochures
and leaflets are beyond the scope of this rese@ulie books such as Lonely Planet
and World Heritage Guides are written by foreigreerd they are not under supervision

of government or site mangers.

3-2-4-Managing interpretive facilities
3-2-4-1-Interpretation centres

Interpretation centres or visitor centres are iifiedt as setting factors that relate to the
mental process involved in learning and understapdiistoric sites or museums (de
Rojas & Camarero, 2008; Moscardo, 1996). In a pgedanodel of mindful visitors to
heritage sites, interpretation centres provide itimgnorientation to visitors (Moscardo,
1996). She states that the interpretive centreease visitor attention and learning
about the visiting sites. De Rojas and Camarer@8p@tudied visitors’ expectations,
experiences and satisfaction which are relateditoral tourism and services provided
by cultural organisations. Their findings suggésit tthe interpretive centre provided at

the sites increase visitor satisfaction, becaugenerates emotional and cognitive paths
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for visitors. In general, visitors to cultural Hege sites seek experiences such as
leisure, culture, education, and social interactidmothy, 2007). Therefore, visitor
centres play a prominent role in increasing visitemderstanding and experiences at

the visiting sites or museums.

Fallon and Kriwoken (2003) stated that visitor cegthave three roles in addition to
visitor experience enhancement. In terms of manmgetble, visitor centres promote
local products by providing orientation of the puots to visitors. The visitor centres
sometimes suggest relevant places for the nextui@re to visit and stay (Fallon &
Kriwoken, 2003). The second possible role of visitentres is about minimising
negative impacts caused by visitors at the sites.visitor centres inform visitors about
how to behave responsibly at a site. Sometimes;eéh&es can change visitor attitudes
from undesirable behaviour to environmental andseorative manners. Thus, visitor
centres can make a significant contribution totersmanagement which was discussed
widely in previous studies (Cros, Leask, & FyalD0Z; Garrod, Fyall, & Leask, 2006;
Mason, 2005; Shackley, 1998). The visitor centreay nmave another role as
substitution. Because some cultural and naturaitdyer resources are considered
vulnerable and are not accessible, the visitorresnivill be an appropriate place to
display and interpret the original materials oetatts gathered from the sites (Fallon &
Kriwoken, 2003).

The planning and designing of visitor centres ampdrtant to meet the aim of visitor
centres. A plan for a visitor centre should taki® ioonsideration public attitudes and
expectations. Experiences and awareness aboutisghimgs sites could be included
(Moscardo, 1998). Fallon & Kriwoken (2003) suggestieat visitor centres should be
designed in extraordinary buildings that could juevhigh technology and distinctive
experiences, environment and imaginative expergnddowever, the suggested
designation for visitor centres could not be pdssiior some historical sites where
revenue from visitors is still limited so they camrafford such expensive centres.
Fallon and Kriwoken (2003) reveal that participatiof stakeholders in planning for
visitor centres leads to the success of the toumsiustry which is the target of the
government. Therefore, the government may be awitapt actor to be included in the

planning process for visitor centres.
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3-2-4-2-Signs

The use of signs at visitor attraction was disadisisethe literature as a boundary
between visitor management and interpretation (KWf)2; Mason, 2005; Moscardo,
1998). In general, signs can be a picture or atshlorase that both national and
international tourists easily understand and notiboscardo (1998) stated that
interpretation enhances visitor experiences viassigrovided at the visiting sites. She
gave an example of crocodile warning signs usedaitional parks and other public
areas in Queensland, Australia. The author beliaghadl these signs give a safety
message to visitors in order to avoid visitors frewimming in the river. To manage
visitor impacts at visitor attractions, Mason (2P0&iscussed using signs as an
interpretive mode or format. In his discussion, signs referred to interpretive form in
soft approaches and they were used to supportaft isitor management strategies
(Kuo, 2002). Kuo (2002) stated that interpretatisna component of soft visitor

strategies. Interpretation can provide visitors hwihformation about welcoming

message, safety and directions (Kuo, 2002). Sidgs gn important role in providing

these kinds of information. Therefore, signs camsed as interpretive form in order to

manage visitor impact.

3-3-Interpretation
3-3-1-Definition and the aim of interpretation

Interpretation is an activity process that connectssitor's emotion and understanding
to the resources of the sites (Hall & McArthur, 389This process enables visitors to
appreciate and learn about the places they visis@drdo, 1996). Tilden (1957) defines
interpretation as “an activity which aims to reveaanings and relationships through
the use of original objects, by firsthand expereenand by illustrative media, rather
than simply to communicate factual information ¢€ih, 1957, p.8). Hall and McArthur

(2993) further Tilden’s definition by connecting tb a philosophy of heritage

management. They stress that interpretation is asea form of education to increase
visitors’ experiences at heritage sites and to stupihe heritage conservation. These
experiences include appropriate behaviour and actexh of negative impacts at the

visiting sites. A definition indicated in the Intetional Council on Monuments and
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Sites (ICOMOS) Charter for the interpretation anelsgntation of cultural heritage sites
is quite similar to the concept of Hall and McAntl{993):

Interpretation refers to the full range of potentctivities intended to heighten
public awareness and enhance understanding of rallfweritage site. These
can include print and electronic publications, pablectures, on-site and
directly related off-site installations, educatidng@rogrammes, community
activities, and ongoing research, training, and leaation of the interpretation

process itself.

ICOMOS, 2008, (p.4)

Studying a definition of interpretation is not thely way to understand the overview of
interpretation because the definition may vary ttuthe objective of the interpretation.
For instance, the aim of ICOMOS is to use the @mnaid protect and conserve the
heritage settings. Interpretation might not be ingot if visitors have less intention to
the heritage sites (Moscardo, 1996). It meansahaffective of interpretation needs to
be considered from the two aspects, heritage getimd visitor settings. According to
the research questions mentioned in chapter 1, rdgsarch will investigate and

concentrate on the management of interpretatidrerahan visitor settings.

Interpretation is divided into two types, one igqmmal interpretation provided by tour
guides and another is non-personal interpretatiohictw includes interpretive

infrastructure, brochure and leaflets (Brochu & Nteen, 2002). This classification
clearly indicates that the objectives of interptieta might be different because of the
organisations’ goals. However, up to date studisvsthat the two main purposes of
interpretation to be promoted are sustainability tbE resources and visitors’
experiences (Hall & McArthur, 1993; Moscardo, 19%eisinger & Steiner, 2006;

Shackley, 1998; Timothy, 2007).

3-3-2-The roles of interpretation

Among other things, interpretation is an educatiooal. Locals as well as visitors have
a chance to learn about ecological, historical, @rtural resources at sites through the
many methods of interpretation provided (MoscardBalantyne, 2008; Tilden, 1957).
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According to Timothy and Boyd (2003), there are fiwons of education in visitation,
formal and informal interpretive programmes. Forredlcation is similar to a given
educational programme at schools and universifiesidthy & Boyd, 2003). The
programme tends to develop the process of leatoyngroviding practical experiences
to students. For example, some school curriculume Hield trips to historical sites
where students can gain a deeper understandimginhistory and geography subjects.
Informal education, on the other hand, refers ptovision of information to visitors
at the sites where interpretation is conducteddfeted. This form of education helps
visitors to experience and get the real practitdbe sites. Timothy and Boyd (2003)
believed that the role of interpretation here isirtorease the students’ and visitors’
awareness of the visiting sites which leads to tstdading, enjoyment and
responsibility. This literature review fits withahcurrent study because Angkor Wat
temple, a world heritage site, is not just a pleedeisure activities but also a place for
those who are interested in learning about cult@eshitect, and archaeology.
Therefore, it is important to investigate how ipt@tation is formed to educate visitors
at Angkor Wat temple.

Interpretation plays an important role for the aurstbility of sites. Moscardo (1998)
argued that an effective interpretation contributies sustainable tourism and
conservation (Bramwell & Lane, 1993; Hall & McArthu1993). Because of
interpretation, visitors have opportunities to fteabout history, environment, and
culture (Moscardo, 1998). This process of learmr&y encourage them to visit the sites
again which leads to economic sustainability. Skelagned that with these kinds of
visitors, the visiting sites probably have lessatag@ impacts. When visitors know the
value of the site, they might appreciate it anghelprotect its heritage. These visitors
always behave in appropriate ways because theyrstade the impacts caused by the

visitors.

Interpretation can provide efficient information ®nhance the quality of visit.

Interpretation has been used in many forms to infeisitors of what they can do and
cannot do at the sites. Apart from reducing theatieg impact on the site discussed
above, interpretation provides a good informatibawd the available options so that the
visitors will make the right decision to match theisiting schedule (Moscardo, 1998).

In addition, visitors may avoid dangerous actigtibat they are informed of through
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interpretive signs and boards. Visitors’ safetyinlgitheir trip may encourage them to

visit the places again.

3-4-Stakeholders and joint-management of visitor &tactions

Considering stakeholders is relevant to a topienemnaging interpretation (Jamieson,
2006; McKercher, Ho, & du Cros, 2005; Timothy & dFaux, 2004), because
management of interpretation comes under the dise® of heritage and tourism
management. These two sectors consist of otheramiestakeholders concerned about
the conservation and development of visiting sitdamieson (2006) gave an
explanation of themes to be selected for interfioetdby multiple stakeholders. Themes
interpreted by UNESCO may differ from the one pded by the government and
private sectors. Timothy et al. (2004) presentedead for international fund and
technical assistance to maintain conservation arateqtion projects. The need
normally occurs in developing countries where firiahand human resources are poor.
In addition to the issue of stakeholders taking pathe management of interpretation,
McKercher et al. (2005) introduced a relationshgiween the stakeholders and their
conflicts. These studies suggested that stakelsolt®re their own strategies and plans
to develop interpretation. It is very important the current study to investigate how

individuals prepare for their interpretation marnaget.

To have effective interpretation, stakeholders aequired to have a plan for
interpretation management. Interpretation has twgortant functions in visitor

management and heritage management (Carter & Gdewk097; Hall & McArthur,

1993; McKercher, et al.,, 2005; Moscardo, 1998). déwdo (1998) suggested that
mindful visitors require efficient interpretatiohat facilitates their trip and makes it
more meaningful. In addition to Moscardo (1998}eipretation is used as a tool to
protect and promote the cultural resources (HalM&Arthur, 1993). A success of
interpretation management needs a lot of worksheetials from relevant stakeholders to
create a plan for management. Jamieson (2006) stegha number of critical questions

for stakeholders before they prepare a plan ferpretation management.
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-What are the resources, themes, and subthemesintebpreted?

-Why are these resources and themes being presemtemlrists and what

should the presentation accomplish?

-Who are visitors to the community? How can thartbebe interpreted so they

can understand and relate to it?
-How, when, and where are the interpretive prognanand services presented?

-What will it cost, in terms of people, time, resoes, and budget, to implement

the plan?
-How will the parts of the plan be evaluated te Beall objectives are achieved?

Jamieson, 2006, (p.87)

3-4-1-International organisations involved in magagnt interpretation

Based on a review of previous studies, internatidmareaucracies such as the
International Union for the Conservation of Natufi@CN) and United Nations

Educational, Scientific and Cultural OrganisatiddNESCO) have been involved in

drawing public attention to diverse natural andural resources which are under threat
(Hay-Edie, Howard, Martin, & McCandless, 2011). response to these concerns,
international organisations find ways to develaprfeworks for resource conservation.
When discussing the development of the framewor&sllaboration between

international and national guidelines needs to @éressed because nothing can be
achieved without the active participation of stakdhrs. These frameworks are
introduced to local governments as guidelines toreiase relevant stakeholders’

awareness about conservation which results in nisimign negative impacts.

Having a concern about conservation and protedt&itage settings, the International
Commission on Monuments and Sites (ICOMQOS), on baifaUNESCO, sets up a

charter for the interpretation and presentationulfural heritage sites. The objective of
this charter is to communicate the meanings ofucailltheritage sites to visitors and

engage visitors in the protection and conservatioaultural resources (Araoz, 2005).
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This charter shows that UNESCO has paid attentmnnterpretation as a vital
mechanism to increase visitor awareness and prittedteritage resources.

UNESCO assists some developing countries to impriowerpretive programmes.
Hawkins (2004) stated that some world heritagessitedeveloping countries do not
have adequate resources, including financial andamuresources to develop their
interpretive infrastructure (Hawkins, 2004). UNES@@ose duty it is to monitor all
world heritage sites, may make a decision on hay ttan help the countries to protect
heritage resources. Ho et al. (2004) revealedWiNESCO sometimes either provides
budget or technical staff to assist the world laget site. These studies fit to the current
research which is conducted in Cambodia, a lessldeed country. The involvement
of UNESCO in development of interpretation is assdno be important for the case of

Angkor Wat temple which needs to be explored.

3-4-2-Managing interpretation at the national level

Central government plays a prominent role in cnegkegislation for the protection and
management of cultural resources. The governmethieifiighest level which can also
review and amend existing legislation on framewirkprotection and management of
natural and cultural properties (Hall & McArthur993). An example of this comes
from New Zealand where legislation was amendedhempurpose of conservation. The
strategies that the government adopted includewiasns on the export of cultural
property; the allocation of funds for training autl conservators; and provisions for
the protection of historical buildings and sites. &result, a variety of legal acts such as
Antiquities Act, Historic Places Act, Conservatidot, and Resource Management Act
have been created for the purpose of conservatmmmg@ other things. In addition to the
protection and management of cultural property,gbeernment of New Zealand also
takes responsibilities for establishing collectargl interpretation centres (Butts, 1993).
In this regard, Te Papa Tongarewa, the nationaleomas plays a role in collecting,

preserving and exhibiting the cultural property.

The ownership of historical sites can be privatd anblic (see section 3-2-1). The
sectors may have different objectives in manadegsites but they have the same plan
to facilitate the visits by providing visitor fatties (see section 3-2-4). According to

Garrod et al. (2002), a majority of historical siten Scotland are owned by the
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government. In order to increase the quality ofitwisand to gain support for

conservation, the site managers consider the impogt of interpretation. The

investment in interpretation by the government s@nhe shortages in finance. As a
result, the sites owned by the government sometilmesot have adequate funds to
improve visitor facilities.

3-4-3-Tour guides

Tour guides have been defined as information gjJeeslers, mediators, culture brokers
and entertainers (Cohen, 1985; DeKadt, 1979; McK&8i6). Tour guides have also
been described as people who interpret in an ingpand entertaining manner, in the
language of the visitors’ choice, the cultural amatural heritage and environment
(IATM, EFTGA, 1998 cited in Reisinger, 2006).

Tour guides have a role as educational agents wptaia the real meaning of the
resources at the site. Christie and Mason (2008)e sthat cultural and natural
conservation to some extent are found hard topréerin the classroom and students
find them difficult to understand. However, if tivgerpretation could be made in the
field, students have a chance to experience aasit@n authentic learning experience.
The success of interpretation here is to link @rsitor students to the reality of the sites
and make them feel enthusiastic about visitingsitess. The authors suggested that tour

guides may have a relevant role in interpretingsites in this way.

Another role of tour guides is to increase visitarsderstanding by challenging their
knowledge. As stated by Moscardo (1996), mindfsltars have high satisfaction upon
the visiting sites. Visitors appreciate interpretimfrastructure that they are provided
with such as visitor centres, interpretive signd ather media which convey the site
information to them. However, not all facilitiesopided are efficient in terms of

communicating with visitors because some intempeetinfrastructure cannot deal with

all visitors’ doubts or questions. In this caseirtguides would play a prominent role in
responding to questions. Unlike interpretive faieif provided at the sites, tour guides
could challenge visitors’ awareness with Q&A abthg sites. Hence, tour guides are

more flexible with all questions raised by visittign interpretive facilities.
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lo and Hallo (2011) believe that tour guides play @anportant role in visitor

management. These two authors conducted reseatouioguides’ interpretation of the

20 heritage buildings located in Macao. Their firgdi reveal that tour guides
interpreted only two or three attractive buildiregaong 20 heritage buildings in a world
heritage site to visitors (o & Hallo, 2011). Sdieg some buildings to be interpreted
may result in confusion of the meaning of cultunaritage and under-used heritage
sites. The authors explained that visitors miglttige wrong perception about uncertain
number of heritage settings situated in the hegitsite of Macao. This may result in
reducing visitors’ authentic experiences at thathge site. Another concern is about a
balance between over-use and under-use of th€Stieckley, 1998). If the tour guides
can make a connection between over-use and undeofute site, a reduction of the
negative impact can be expected. In this case, daides should make the most of
interpretation by connecting one attractive heatagilding to another, so that visitors
will have chances to see the significance and vafuthe entire site of Macao. This
interpretation does not only provide experiencasvisitors but also has benefits for

visitor management.

Little attention has been paid to research metlomgolfor a study of managing
interpretation by tour guides. The majority of d&g&ure either focuses on demand side
(Randall & Rollins, 2009) or supply side perspeesi(Ap & Wong, 2001; Christie &
Mason, 2003; Pizam, 1999; Reisinger & Steiner, 206®wever, a study of tour
guides’ interpretation at heritage buildings in Mag interview with tour guides,
visitors and observations were used to collect daa& Hallo, 2011). It is not
necessarily logical to understand how tour guidesage their interpretation without
also examining visitors’ perceptions because guideay make ill-informed
generalisations about visitors’ opinions. For exEmp study by lo and Hallo (2011)
indicated that tour guides had wrong assumptiomatabightseeing visitors. The tour
guides perceived that the visitors may be lesgeasted in heritage which led them to
interpret limited heritage information for the v@is. In contrast to tour guides’
assumption, visitors responded that they had wisbheste many historic sites. Hence,
the responses provided by tour guides and visitere completely different. In order to
gather accurate information about the managemenhtefpretation by tour guides,

future researchers should consider the researdmosh@bgy used. Although examining
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both tour guides and visitors provides insightfaflormation, it is not applied in the

present study because of the research scope amddstrictions.

3-4-3-1-Factors that may impact on interpretation

Ap and Wong (2001) addressed two major issuescladé knowledge and language
that have effects on the professionalism of toudem The findings revealed that
guides had limited understanding of cultural andegainment attractions in Hong

Kong. Also, similar findings were found in a stuoly lo and Hallo (2011) in which tour

guides were not aware of all heritage settingssiting sites. In addition to the research
on the local tour guides (Ap & Wong, 2001; lo & Kal2011), limited knowledge of

history, culture, and geography were identifiegp@aary issues for guides touring their
groups abroad (Yu, Weiler, & Ham, 2004). Yu et(@004) studied Chinese-speaking
local tour guides working in Australia. The resé@rs stated that Chinese-speaking
tour guides struggled with cultural aspects and petencies which their Chinese
visitors were seeking. A lack of knowledge abouwtdrical and cultural resources
presented in the previous studies implies that tguides need to have general
knowledge of the visiting places because theirrpretation is perceived as a tool for

mediating cultural understanding (Yu, et al., 2004)

In addition to a lack of knowledge, poor languak#isare identified as a problem for
interpretation (Ap & Wong, 2001; Yu, Weiler, & Har@8p02). Ap and Wong (2001)
defined the language barrier of tour guides as sswme of professionalism in tour
guiding. Tour guides are not able to interpretrtkebwledge about the sites as much as
possible because their language use is limitedetyal. (2002) further a discussion by
stating that a lack of language skills may impactrdercultural competence. The role
of tour guides is to facilitate interaction betwedients and hosts and to broker an
intercultural experience that is non-stressfuleliesting and rewarding for clients (Yu,
et al., 2002). It is impossible for the visitorsdommunicate with the hosts and learn
about the culture because of low level languagdigeacy. Ap and Wong (2001)
suggested that guide training courses can impiowestandard of language. In terms of
interpretation they believed that the training s®gr also increase the quality of

visitation to the cultural heritage sites. A langedarrier is a common issue occurring
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in Asian countries where cultural heritage siteeiee visitors from different countries

and need foreign language speaking guides.

3-4-3-2-The training of tour guides

Christie and Mason (2003) discussed a variatiomguwtle training courses in some
countries such as the US, the UK, Canada, Austaid New Zealand. In their

discussion, the authors highlighted the differennegquirements for being tour guides
in each country. These include a professional dthrca general knowledge,

communication skills, capacity of speaking foreignguages and health (Christie &
Mason, 2003). The researchers also noticed coanirieere the government provides a
great deal of support for the training courses, éaample, Canada because the
government requires a standard of guiding tourh@igh the countries have different
visions for improving the quality of tour guidegdhgh training courses, they have the
same purposes to develop guides’ knowledge, skiliitudes, and behaviour. The
authors insisted that the course provides guidespaortunity to learn how to critique

their own knowledge before they interpret it toitlndients.

Training courses are vital to developing guidesnfioasic understanding to theoretical
base. Pond (1993), cited in Christie and Mason 3p0fcknowledged that tour guides
normally have basic understanding about the pl#oey are touring but she strongly
supports the training courses that increase guigdslity and effectiveness of

interpreting. Knudson et al. (1995) agreed thatdgtwmur guides or interpreters should
develop themselves by engaging training course$jding field courses, research, and

theory.

The training courses are fundamental in increasiiegprofessionalism of tour guides.
Ap and Wong (2001) examined the nature of tour gmiid Hong Kong by assessing the
level of service standards and identifying issuest tour guides have met. Their
findings indicated that tour guides need more tngircourses in order to improve their
existing knowledge as well as language. The reBeescmade some comments that
training courses are not just important to devejoples’ abilities of interpretation but
the courses may move tour guides from a basic leve higher level. The authors

explained that tour guides will have a chance teetig themselves from tour guiding
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to management level tasks. In terms of tour guidesime, they will also be well paid

by tour operators.

3-4-4-Tour operators

Tour operators may have an indirect influence darpretation made by tour guides.
Little attention has been paid to an itinerary whis organised by tour operators. A
finding from Ap and Wong (2001) indicated that taperators have an influence on
tour guide professionalism. Visitors might thinlathour guides sometimes spend little
time for interpreting the site and tour guides tserest of the time for shopping where
they can get a high commission. The study of Ap ®vohg (2001) revealed that
visitors complained about the unethical practideoor guides who focus only on their
personal income without presenting much about #leevof cultural heritage sites. This
action may make the visiting schedule a bit tightl avisitors might not get enough
explanation and information of the sites. Tour apais may be associated in this issue
because they have greater power than tour guidps&ANong, 2001). These tour
operators usually arrange itineraries which inclbdgorical sightseeing, shopping and
other activities for visitors. Tour guides justléol the itinerary set by tour operators so
they sometimes try their best to interpret thethga sites. On the other side of the coin,
one can argue that the issue may happen in sort@@nceountries where Asian visitors
are more interested in shopping and city visits ttigps to historical places. Based on
this reason, tour operators may satisfy their tdiday reducing times for the site visits.
This reduction results in inadequate time for tguides interpreting the sites to visitors.
Therefore, this literature provides insight for th@rrent study to examine itineraries
arranged by tour operators whether the itineraaresassociated with interpretation by

tour guide or not.

3-5-Multiple stakeholders in the management of hetage attractions

A conflict between stakeholders in tourism and thge attractions was indentified in
some case studies from many countries such asKhé\uktralia, New Zealand, Hong
Kong, Canada, and the US (Aas, Ladkin, & Fletcl2905; Hall, 1999; Hall &

McArthur, 1993; McKercher & Du Cros, 2002). Hall999) made a point that
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collaboration among stakeholders from various comitigs, conservation and non-
governmental organizations are needed in tourisgmrphg. This requirement mostly
concerns the impact of visitor and developmentessan the heritage assets in the
regions. Although collaboration of stakeholderstiengthened, conflicts are still found
due to the different objectives of stakeholdersnflicts between the stakeholders
happening at heritage sites probably are commaesswhich concern UNESCO. For
instance, as indentified in the objective of theaffér for the Interpretation and
Presentation of Cultural Heritage Sites, stakehsldge encouraged to take part in
developing interpretive programmes for the heritages (Araoz, 2005). Hence, this
example shows a need for a smooth relation betweenstakeholders in order to

achieve the goals.

Ho and McKercher (2004) expressed three main simendat lead to conflicts between
stakeholders in managing heritage sites. Activkestalders from two sectors, cultural
heritage conservation and tourism, were illustramed discussion. The first scenario is
that the both parties, site managers from the ecwasen sector and tourism sectors,
performed their own duties (Ho & McKercher, 200Fhis means site managers take
responsibility for conserving the sites while teuamisectors only focus on the promotion
of sites. The site managers do not acknowledge wWieimarket demand is and the
tourism sectors are not aware of conservation hadsalue of the cultural assets. The
development of the site would be impossible iftihie sectors did not try to understand
the purposes of each other. Ho and McKercher (26Qgyested that communication,
which was later echoed by Aas et al. (2009), shbelduilt between the two sectors so

that they can exchange their visions and find gmpate ways to develop heritage sites.

The second scenario is about an inadequate provigiservices at the sites. The site
managers simply presented and managed the ass&sthventour operators brought in
tourists and let visitors shape their own expesn@Ho & McKercher, 2004). It is
because of a lack of tourist facilities such asrmfation, services and interpretive
infrastructure at the sites. As a result, visitoasdly meet satisfaction about the services
provided. The third scenario shows a big respolitsibof site managers. In this
scenario, Ho and McKercher (2004) explained th&t shanagers often take over
tourism tasks. The site managers develop cultwatigm without discussing with
tourism experts whose studies focus on tourism gemant and market information.

The authors suggested that help from tourism sedsovery necessary to successfully
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develop cultural products. A lesson from the thseenarios informs the current study
about how to get success in managing interpretdyorelevant stakeholders at a world
heritage site. If the stakeholders serve the sammgope to increase visitors’ awareness
of the visiting sites and enhance the quality dditsj they need to build good

communication together in order to provide effitigriormation to visitors.

Language and political issues could be factors thfiience collaboration among
stakeholders. Aas et al. (2005) conducted resedroht a collaboration approach to the
relationship between heritage management and towes/elopment in Luang Prabang,
Laos. They found that communication between UNES@@ the government agencies
does not go smoothly because members from the mgowsstt find it hard to
communicate in English. The ability to use Englishy slow the process of working
and can lead to misunderstanding. In additionvtbeing environment in Laos is not
as good as in some developed countries. Stakekdiaden UNESCO revealed that the
government of Laos is centralised and difficult work with in terms of making
decisions. In general, Aas et al. (2005) found tha extent of international
organisation collaboration with the government wasimal. The research conducted
by Aas et al. (2005) provides a good example fovettgwing countries where
international assistance is important for develggiistorical sites. It provides an idea to

examine how UNESCO works with the government ofviséing sites.

A contrast between stakeholders could be found vitvey hold an incorrect perception.
Tour operators and conservators work at the samtade sites. Tour operators require
a good relationship with the conservation sectarabse they always bring tourists
there. In contrast, conservators may have diffgpenteptions. The conservation sector
sometimes gets limited funds from the tourism seftioconservation purposes, so they
do not value collaboration as much as the touriectos does (Aas, et al., 2005).
According to the authors, the conservation sectncgives tourism as harmful to
heritage resources. If the stakeholders hold tinid &f perception, they will not have a

successful working relationship.
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3-6-Conceptual framework

The review of the literature provides insight irteveloping a conceptual framework
which will be used as a guideline to explore therent research and as a primary
structure to identify participants for data collent (see figure 3). This framework
illustrates a relationship between stakeholdersthen tasks in managing interpretation
at cultural heritage sites. International and mwtiostakeholders have different
responsibilities and objectives to manage heritsiges in a sustainable manner. In
doing so, interpretation is adopted as a tool tuce negative impacts and increase
visitors’ awareness about visiting sites. Intemrai organisations such as UNESCO
and ICOMOS pay great attention to the impacts afison on historical sites. Their
concerns about visitors’ impacts lead to the esthbilent of the Interpretation and
Presentation charter (Araoz, 2005). This charteesgmts the importance of
interpretation which can be used as a guidelinectdiural heritage conservation and

site management.

Supranational level

Local level

> Site management

Site level

-Public

-Private stakeholders

Figure 3: Conceptual framework
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To achieve sustainable development goal, localaaityhplays an important role in
developing heritage management framework (Hall &AMliur, 1993). Due to the
scope of the current research, local authority eecdudes local communities. The two
aspects that support this framework are conservati@ tourism development. These
two aspects need to complement each other. Manabmgheritage site needs to
consider the conservation policy which was set yphe central government and also
follows the guideline of UNESCO if the site wasistgred on the world heritage list. In
addition to the conservation theme, interpretatafnheritage sites is used as an
exceptional solution to deal with visitor impactée local authority works closely with
site managers to study the effectiveness of intésipn management and use the result
of the study as benchmarking for tourism managenientnanage the interpretation at
cultural heritage sites, hard and soft visitor nggamaent approaches are adopted (Kuo,
2002; Mason, 2005). These approaches are usedfdonirheritage frameworks by
increasing visitors’ awareness about heritage dlsasencreasing heritage conservation

support from the public.

The local authority also performs their duty foe thurpose of building the capacity of
local guides. The local authority implemented glidess approved by the central
government at the local and provincial levels ([2ahl2002). For example, the
guidelines indicate the role of training coursesl@veloping interpretation at the site.
The aim of the course is to provide local tour gsidvith basic knowledge such as
national history, culture, and the arts. Studerasnfhigh school level can attend the
courses and they can become junior guides. Thesm®rjwguides are officially

recognised by local authority and they have an dppdy to develop their skills to

senior and professional guides in the country atingrto the guideline.

The public sector encompasses organisations thattlog heritage sites and also have
important management roles. For example, in Scdtlaa government or state runs the
historical sites. The sites’ operations dependrdreace fees (Garrod, et al., 2002). The
money generated from the fee is spent on humarumesalevelopment as well as
visitor facilities. Visitor facilities are found tde important in developing visitors’
experiences so site managers are trained withcphati skills to enhance the service
quality. To do that, some site managers are trainduoe site interpreters whereas the
others are responsible for providing and designwigitor facilities including

interpretive infrastructure.
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The private sector refers to tour guides and tqerators whose tasks are related to
interpretation about historical sites. Tour guigday an important role in providing
significant information about the visiting sitesuisitors (see section 3-4-3). Compared
to the management of interpretation by organisatiotour guides have direct
communication with tourists and the guides havéviddal strategies to involve visitors
in their interpretation. To manage interpretatitoyr guides tend to enhance visitors’
understanding and experiences about historical. siteur operators, on the other hand,
have an influence on tour contents or presentatiganised by tour guides (see 3-4-4).
The tour operators usually need tour guides t@¥olthe itinerary tour. This itinerary
tour varies due to duration of visit and visitorgquirement during the visit. For
instance, tour guides would interpret the site orerdetail if they had adequate time in
every programme existing in the itinerary. Therefaffective interpretation also relies

on the itinerary set by the tour operators.

3-7-Conclusion and implications

This literature chapter explores and assesses rin@ops studies about managing
interpretation. The chapter also provides compreireninsights not only into the
management of interpretation but also into impiara of the management towards
visitor management and historical attraction mansgd. As a result, a conceptual
framework, as the outcome of reviewing the litematus presented. The framework
conceptualises ideas from the previous researclicams important components which
need to be examined in the current study. The fweorie also provides ideas about

relevant participants in managing interpretationd@ata collection.

Having explored the literature, the author is ablédentify gaps in previous research.
Very little academic research has been concerneéd managing interpretation by
stakeholders. A majority of studies focused on viulial stakeholders such as tour
guides, site managers and visitors’ perspectivesitatbur guides. Others conducted
research about sustainable development at visittiracons by examining
interpretation as a role in managing visitor impaatd resources. These studies cannot
identify the possibility of conflicts that are caasby multiple stakeholders at the

historical sites. These conflicts are considerealastacle in managing interpretation.
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The use of research methodology has not developeth rhecause some studies still
adopted descriptive approaches and surveys for iekagthe questions. The following
chapter will present why the current research agtb@ qualitative approached to

investigate the management of interpretation abddaheritage site.

41



Chapter 4. Methodology

4-1-Introduction

The two research questions presented in Chapteere wsed as guidance for the
research process and methodology. Qualitative relséa considered an appropriate
approach for the current study. This approach @sathle researcher to gain a deeper
understanding of how individual institutions andit@uides manage interpretation at
Angkor Wat. The study also employs a qualitativeecatudy approach. It uses semi-
structured interviews and an analysis of secondapuments to examine the research

guestions.

It is necessary to present a need for this chaptée current research. This chapter will
help researchers to consider an appropriate wagegign, analyse and present the
research. The research design may vary accordinthdgoresearch typology. For
instance, this study is in partial fulfilment of@aster’'s degree in tourism management.
Although the result of the study will not be preteehin academic journals, it will be
read by a small number of tourism scholars. Funtioee, the purpose of this research
topic is to identify challenges in the managemdnnhterpretation at Angkor Wat. The
author hopes that the results of this researchtia@desulting recommendations will
contribute to the work of stakeholders and govemmighus, the current study needs to
be academic and involve systematic research thadtudes research design, data

collection, and data analysis.

A social constructivist approach will be preseniedhis chapter. According to Patton
(2002), social constructivist researchers can &dtheéir research questions by asking
interviewees about their views of working experiesidn addition, the chosen approach
contributes to data interpretation (see section-13-2Furthermore, semi-structure

interviews were adopted for the current research.

This research methodology chapter outlines threim sections that guide the process
of the study from pre-field work until data anagsiThe first section about research
design gives an overview of the theory appliechim ¢urrent study. The second section
discusses methods of both primary and secondawy daitection. Finally, the last

section presents how the data is analysed. Thisoseexplains how data was
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transcribed, the analytical framework, and it cdass weaknesses and strengths of the

research approach.

4-2-Research design

This section presents the social constructivistr@ggh to this study. In addition, the
importance of case study approaches is explainge pfocess of selecting interviewees
and participant recruitment are also included. fwoghiness and ethical

considerations are discussed at the end of thsect

4-2-1-Research paradigm

Taking a social constructivist approach for therenr study helped the researcher to
understand the worldviews of interviewees (Patgf92). From this understanding, the
researcher can find possible answers for the relseprestions according to responses
from the participants. Interviewees participatimg the current research were from
different institutions such as NGOs, the governmlesectors, and private sectors.
These interviewees stated their own different @epees in managing interpretation at
Angkor Wat. As a result, the researcher is abladentify the complexity of the

participants’ views in order to explore the reshajaestions (Creswell, 2007).

The social constructivist approach has implicatibmsdata interpretation (Creswell,
2007). Creswell (2007) expressed that participantshe research constructed the
meaning of a situation that participants takingt gand experiencing in their daily life
and work. To get information from the participantenstructivist researchers capture
specific contexts by using open-ended questionagdaiterviews (Guba & Lincoln,
1994). The interviewees are encouraged to come tmathke questions anytime during
the interviews. Creswell (2007) made a point tlwatiad constructivist researchers can
also use their own background and experiencesdledge the interviewees during the
interviews. The researchers attempt to make senges aata collected by interpreting

the meaning that interviewees have about the wi@tdswell, 2007).
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Understanding the perspectives of different stakkdie is vital for this study.
Literature shows a provision of interpretation oites varies from managing
interpretation by tour guides. The tour guides hdiwect contact with visitors when
guides interpret the background of the sites. Towr tguides may be flexible in
managing interpretation according to groups oftersiwhereas site managers complete
their duties by providing interpretive facilitieslence, the understanding of how tour
guides and site managers manage interpretatioecisssary for the current research. In
addition, the study also looks at other perspestivtem UNESCO, NGOs and tour
companies because the study took place in hersidge and these relevant stakeholders

probably influence tour guides and site managers.

4-2-2-Case study research

Qualitative case studies have been used to taeklearch problems in different ways
(Stake, 2005). Stake (2005) identified three imgmutrttypes of qualitative case studies
namely an intrinsic case study, a single instruadecdse study and a collective case
study. The intrinsic case study presents an unusuahique situation which is used to
solve particular problems that are of interesth® tesearchers. A single instrumental
case study, on the other hand, presents a probtetonzern and the researcher then
selects one bounded case to present the probleake(S2005). In a collective case
study, researchers look at one issue but theytsalgitiple case studies to illustrate the
issue. Creswell (2007) suggested that researcherddsselect an appropriate type of
case study which provides useful information fae tksearch. The type of case study
selected will illustrate what kind and useful infation is needed to address the
research questions or issues. The single instr@hease study is used in the current
research. The researcher focused on one issuenafging interpretation at a particular
site, Angkor Wat. He investigated different viewsmh NGOs, the government, and

private sector on the management of interpretation.

The case study gives researchers and readersigintinsperspective through which to
form appropriate research methods and how to aijppty empirical study (Creswell,

2007). The case study also helps researchers o éedot of experiences through a
process from data collection to data interpretaffétake, 2005). Within a case study

report, the researcher acts like a teacher whe tedlders about particular skills or tools
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being used to examined the research problems. Thesieaders can understand the
context of the study from the case study presebyetthe researchers. For example, the
current research is probably new to many readecause Angkor Wat is a relatively

new tourist destination and few studies have besaducted in that site. Presenting the
case study of managing interpretation at Angkor \&fsbles readers to understand
overall management of interpretation at Angkor Waidrthermore, the case study
contributed some ideas to the readers as to whgegearcher employed the methods to

tackle the research problems.

4-2-3-Sample selection

Patton (2002) stated that there is no rule forctielg a sample size in qualitative
research. The sample size can vary due to the peiploinquiry, what researchers want
to explore, what can be done with available time @@sources and application of theory
that could make sense of the data. Participantthig research werpurposefully
selected (Patton, 2002), the aim of the researebtouns, the literature and the author’s
personal experiences with management of the site hdormed the selection. These
participants such as UNESCO, APSARA, Ministry ofufism, GACP, WMF, 1.Ge.S,
tour operators and tour guides are involved in rgangainterpretation at Angkor Wat.
Individual participants have various backgroundsd aexperiences in managing
interpretation depending on their roles and dut®s.a result, the author arranged

different numbers of participants to be intervieviien each organisation.

As can be seen from the Table 2, tour guides imetudontracted and independent
guides form the largest group of participants. Thisecause guides perform their roles
as site interpreters whereas the site managersARRSare responsible for improving
interpretive facilities such as interpretation cest signage and information boards at
the site. Four officers from the Authority were apped by their employer to be
interviewed. Each representative from three NGOsyking for restoration and
conservation projects was interviewed about howy thran and manage the
interpretation centres. At the Angkor Wat templeyald heritage site, UNESCO has
an important role in assisting site managers tatera tourism management plan which
is @ mechanism of the heritage management framewuskpretation is identified as a

key driver to develop a tourism plan. A participdrdm UNESCO was interviewed
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about how interpretation management is useful fier development of Angkor Wat
temple. An officer from the Cambodian Ministry obdrism was selected to participate
in the interview. The Ministry is the only orgartisa that is involved in developing the
capacity of tour guides and provides licenses ®mthThree representatives from
different companies, Angkor TK Tour, APEX Tour, aB&#T Tour companies were

recommended by contracted tour guides for interwvigyurposes.

Table 2: Characteristics of participants

Participant The role of participants Location | Number of | Duration of
participants | interview(s)
UNESCO -Set up the policy for the Phnom 1 65min
sustainable development of the si Penh
NGOs -Run interpretation centres Siem 3 40-55min
(GACP, -Work on restoration and Reap
WMF, conservation project
1.Ge.S) -Increase visitor awareness of
conservation and restoration
APSARA -Improve interpretative Siem 4 55-60min
Authority facilities Reap
-Develop capacity building in
interpretation
Ministry of | -Offer guide training courses Phnom 1 40min
Tourism Penh
Tour -Arrange programmes to be Siem 3 20-25min
company interpreted Reap
Tour guides | -Interact with visitors through Siem 10 45-50min
interpretation Reap
Total 22

4-2-4-Recruitment

The author used different approaches to recruittigh@ants. Participants from
UNESCO, NGOs, APSARA, and Ministry of Tourism weirgtially contacted by
phone and e-mail to arrange a date and time. Thmope of the research and the study
objectives were explained. The information sheet famther information were sent to
them via email. Interview dates and places weranged after employers accepted the
project participation.
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To recruit tour guides the researcher had to gangkor Wat temple. Every third tour
guide walking into Angkor Wat was approached asogemtial interviewee. The
researcher found an appropriate time to talk totdle guides when they took a small
break at a rest area in Angkor Wat. The informasibaet was given to the tour guides.
The tour guides provided the researcher with hisher contact in case they were
interested in the research project. The reseami@acted the tour guides again for a

date and meeting place to be interviewed whenfineshed their tour programme.

Participants from tour companies were recruiteded#ntly from the tour guides and
other institutions. When conducting the intervievithwtour guides, the researcher
enquired whether they were freelance or contratctedguides. If they were contracted,
they were employed by tour companies. Then, théracied tour guides were asked for
their work-place contact. Having the contact adslréise researcher made a phone call
to the tour companies by asking them about the ilptigs to participate in the
interview. Among five companies recommended bytthe guides, three of them were
happy to take part in the interviews whereas thertwo were busy until March 2012
which did not match to the researcher’'s scheduleusT the researcher decided to
interview three companies. The date and placeherirtiterviews with tour companies
were flexible according to the availability of tkempanies. These proceedings were

approved by Pipitea Human Ethics Committee (setose8-2-6).

4-2-5-Trustworthiness

There is a lot of discussion about the importantdrwstworthiness in qualitative
research (Davies & Dodd, 2002; Guba & Lincoln, 1,994tton, 2002). The terminology
used to explain validity and reliability of qualitee research are dependability,

credibility, and trustworthiness.

Dependability refers to an examination of reseapcbcesses and outcomes. It is
possible to ensure consistency of data by lookimgugh raw data collected before
analysing (Guba & Lincoln, 1994). In this presetidy, the researcher initially made a
comparison between the raw data and research frotaesthe fieldwork and then he
sent the final transcriptions to the interviewess dmail. Having time to recheck

transcription from both parties increases the mesea’'s confidence in the findings.
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Credibility or internal validity can be viewed fronesearchers’ experiences and their
belief in the value of qualitative inquiry (Patto2002). Because of extensive
experiences, the author is familiar with the fietafwwhich he could understand easily
as a process for how to collect effective data gatl the most in-depth answers.
Furthermore, an appreciation of social construstigpproach which is a qualitative
inquiry contributes to the reliability of qualitaé research. Patton (2002) stated that
social constructivists’ findings clearly expressaha person’s own experiences and
background affect others’ understanding. Thusntalsiocial constructivists’ theory for
this study made sound of the data (Guba & Lincb®94) and made the findings more

meaningful.

4-2-6-Ethical issues

Ethical approval was needed for this research befoonducting an interview.
Interviewees could be sensitive to questions rélate social inequality (Silverman,
2009). The questions can also lead to some ded@meskdor both interviewees and the
interviewed organisations. Therefore, to keep thaity of data and to protect the rights
of interviewees, researchers need to go througlethits approval process before
conducting fieldwork. The author of the currentdst@pplied for ethical approval from
the Pipitea Human Ethics Committee at Victoria @msity of Wellington in early
November 2011 and the application form was reviewsd times before getting

approval.

Confidentiality and informed consent have beenuwdised in qualitative inquiry. In the

interview process, researchers give their assurdnatedata gathered from interviewees
will be protected. Pseudonyms are used insteatleofittual name in order to protect
participants’ identities. This information was sthtclearly in the consent form given to
participants. Patton (2002) argued that some iremes allow researchers to reveal
interviewees’ names in the report or publicatiorfofmed consent, in this regard, does
not necessarily imply confidentiality. The informednsent can mean that interviewees

understand the advantages and drawbacks of hahairgréal name reported.

In this study, informed consent delivered a cleagssage to participants about

confidentiality. Participants’ identities such dsit name and contact details would
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remain entirely confidential. This personal infotioa was not be revealed to anyone
and was neither used in the interview transcription written in the report. However,
the institution name and a pseudonym would be usgtdad. Even though the author
made an effort to maintain participants’ anonymityey were still informed of the
possibility of knowing their identity through theemtioning of their organisation or
their statement. Furthermore, the data collectesl sexurely stored. All raw data and

audio recordings will be destroyed within two yeafter the conclusion of the research.

The information sheet and consent form were trasdlanto Khmer to ensure
participants understand the purpose of the researah the confidentiality. The
information sheet was handed over and explainedréehe start of the interview. The
author asked for permission to record the conviersatnd for a signature of approval

from participants.

4-3-Data collection
4-3-1-Semi-structured interviews-primary data

To undertake this qualitative research, semi-atinect interviews were used. The
researcher conducted interviews with 22 participdndm different institutions. The
interviews took place in November and December 28id January 2012 which was
the high tourist season in Cambodia. It was vewnllehging for the researcher because
he received many meeting cancellations from theigrof tour guides. However, the

cancellations did not impact anything on the in®mprocess.

There were four officers from the APSARA Authorityne officer from the Ministry of
Tourism, one representative from UNESCO, three egpdrom international
organisations working for restoration and conséowatprojects (NGOs), three
participants from tour companies and ten tour guid@o took part in the interviews
(see table 2). Interviews were conducted in twaorey Phnom Penh and Siem Reap
where Angkor Wat is located. Participants from khaistry of Tourism and UNESCO
were interviewed at their offices in Phnom Penh nehs the rest were conducted in

Siem Reap.
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As can be seen in table 3, there are two diffegeotips of national tour guides. The
first group called contracted tour guides are egdoby tour companies whereas the
second group, freelance guides independently caradtaur with visitors. In this study,

there were seven freelance tour guides and threambed tour guides (see table 3).
The nature of the semi-structure interviews allovied interviewer enough time to

develop questions and get most of the answersiciparits, on the other hand, could
understand the questions and provide insightfulvars and recommendations (Guba &
Lincoln, 1994). The interviews were allowed to netorhey were between 20 and 65

minutes based on the availability of participaisese(table 2).

Table 3: Characteristics of tour guides

Tour guide (TG) Numbers of tour = Organisations the TG works for
guides

French speaking T 2 Freelance Tt

English speaking T 2 Freelance Tt

Spanish speaking TG 2 Freelance TG

Japanese speaking TG 2 One is freelance TG and one works

for the APEX tour company

Thaispeaking T( 1 Working for the TK tour compal

Chinese speaking TG 1 Working for the BFT tour company

Total 10

(Source: Author, 2012)
4-3-2 Secondary data

Both soft and hard copies of the heritage and sounmanagement plans for Angkor
Wat temple were collected. Some additional infororatould be accessed online. The
secondary data including data gathered online vgasl to prepare the collection of
primary data and to add to it and clarify during thterpretation of primary data (Finn,
Elliott-White, & Walton, 2000). This means the rassher had a chance to identify
which useful information was to be collected durthg fieldwork. Documents related
to the heritage management and tourism developrmoénmingkor were found in

APSARA Authority’s library. In order to get this doment, the researcher had worked
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with librarians and asked for their helps. In aiddif the researcher received other
relevant documents from interviewed participantsulAlist of these documents can be
found in Appendix E. These documents showed a nuwibstakeholders are involved
in the management of interpretation. The documeme also used to address some
gaps in managing interpretation at Angkor Wat. Addally, the author used this
secondary data as supplementary information teewujit a descriptive case study. It is
important to indicate at this point that some doenta were in a report form, the report
was collected from a seminar about the involvemehttourism stakeholders in
developing tourism in Siem Reap. Some parts ofréipert were found relevant to the
current study. To analyse the secondary data ferstiudy, relevant information from
the library and the participants’ document was sifeexi according to the mission of
organisation toward the improvement of interpretatiSome important information

was selected and used for the background of tleares.

4-4-Data analysis and interpretation

English is the author’s second language. He wenutih two processes before starting
data analysis. Firstly, the researcher translate@niiews into English before
transcribing because a majority of the intervievesevconducted in Khmer. Secondly, a
proof reader was asked to check some quotes. WHeking the quotes, both a proof-
reader and researcher made sure the quotes ret#ieedriginal meaning. The
constructivist perspective helped the researcheridentify multiple views of
participants. The researcher was able to clustel gmoup the ideas viewed by
participants during data analysis. In this datalyasig section, content analysis, case

analysis and data interpretation will be explainad discussed.

4-4-1-Content analysis

Content analysis known as qualitative data rednotias adopted in the present study.
Content analysis is a process of searching corenimgs appearing frequently in

interview transcripts (Patton, 2002). Sometimesseheore meanings are used to
represent themes or categories. Finn et al. (2@@@gnised content analysis as a means

to reduce a large volume of interview transcripts.the current research, interview
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transcripts were coded manually by writing notesing the literature and conceptual
framework as a guide, the author clustered thesnbésed on two major categories,
managing interpretation by organisations and toudtes. Institutions (NGOs and public
sectors) were identified as sub-categories for mmenaging of interpretation by

organisations due to their different responsileiiti

Coding procedures help qualitative analysts to ldgva systematic framework for data
analysis (Patton, 2002). To do so, the researatentified themes by coding the
transcripts for the second time in the categoiirging this stage, the author read the
transcripts many times and took notes on A4 papee. notes focused on individual
management of interpretation at Angkor Wat. Thém, researcher clustered the notes
and created themes which addressed the researstioqse Coloured pens and post-it
notes were used to re-code the transcripts. Thexefoe main categories which were
from the literature and the themes derived fromrésearch questions. These themes

were presented in the structure of the findings.

4-4-2-Case analysis

A case analysis was taken to identify emerging #emithin individual interviews

(Silverman, 2009). In each interview transcripg #uthor highlighted common themes
which were related to research objectives. Thennhéde a comparison between one
case and another to see the similarities and diffe¥s of managing interpretation at
Angkor Wat by stakeholders. From this point of vieRatton (2002) believed that
comprehensive information could be gathered throtigh analysis process. The
researcher put all themes on different sheets pémpahere they were clustered under
main categories, managing interpretation by orgdimss and tour guides. Some
themes were cut out due to overlap and new thermes @wenerated to identify a

relationship between organisations and tour guides.

4-4-3-Data interpretation

Having discussed in section 3-2-1, an adoption @fiad constructivist approach

explained how the researcher interpreted data amdensense meanings of the data
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(Creswell, 2007). According to Creswell (2007), souctivist researchers tend to look
at a particular context which interviewees haveried in their life. Based on their
experiences, the interviewees might view the walifterently. Thus, the researchers
are able to study historical and cultural settiohmterviewees and the researchers will
make an interpretation of what they find from theerviews. Guba and Lincoln (1994)
stated that socially constructed people would nakera judgement on individual views
or perceptions. Instead, they would study a ditersif perceptions and make
comparisons to identify similarities and differesacén addition, the study may provide
implications for the current research. Construsts/icould also interpret factors that

affect the differences but they would not evalyzsgicipants’ perceptions.

4-5-Strengths, limitations and challenges
4-5-1-Strengths

A qualitative approach was considered as apprapf@tthe current study. Within this

approach, semi-structured interviews were used rioteroto address the research
guestions. Semi-structured interviews offered pgudints enough time to respond to the
guestions. Furthermore, they were able to go backaamswer the previous questions.
To discover unexpected answers and explore emetbeiges, this semi-structured

interview style worked very well to provide the @ascher an opportunity to develop the
interview questions. With ambiguous responses,réisearcher was able to follow up

the interview questions throughout participantsiteats provided on the consent form.

One of the strengths of the research design issman of tour guides. A variety of tour
guides speaking different languages were recruildtese tour guides who have
experiences with visitors from different culturdseed a diversity of concepts towards
managing interpretation at Angkor Wat temple. Tamine influencing factors on
managing interpretation, the contracted tour guitdduced a company they are
working for to the researcher. This introductioro\pded the researcher a chance to
explore how much impact the tour company has ormr tguides in managing

interpretation at Angkor Wat temple.
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The selection of the case study provides an oppibytto identify issues and remedies
to achieve tourism development in the Angkor regidngkor Wat temple is the most
famous temple in the Angkor region and in the tewarg prior this research it has
become the most popular cultural tourism attraciio@ambodia as well as Southeast
Asia. A growth in visitor numbers and a lack ofeirgretive facilities worry the
government and international community including E®CO. The current research
explored every viewpoint of stakeholders involvedimterpretation at Angkor Wat
temple. The data could contribute to governmenicpohnd the implications of this
study suggest some constructive ideas for devedopisitor experiences through

interpretation.

4-5-2-Limitations and challenges

Some limitations and challenges were identifiedhiis study. Firstly, a gap in sample
selection was found even though an appropriate adetbgy was adopted. As can be
seen in table 2, only Cambodian tour guides weceuited. The method of selecting
every third tour guide walking into Angkor Wat islikely to work well in this research

because the recruitment did not include internatigdgaur guides such as Korean and
Japanese tour guides. International tour guides hat gone through a training course
conducted by the Ministry of Tourism. These intéior@al guides were expected to be
interviewed because they probably have diverse odsthin managing interpretation
compared to national tour guides. However, adoptmegmethods of sample selection,

none of international tour guides were interviewed.

Secondly, considerations of confidentiality couldflience responses given by
government officers. Because each organisationisenaas allowed to be used in the
report, these groups of participants may have beleistant to provide clear data due to

some degree of confidentiality.

Thirdly, an inadequacy of data provided by tourdgsi resulted from inappropriate time
and places due to a difficulty of making appointtseas the research was conducted
during the high season in Cambodia. The reseafobed that the interviews with tour
guides were mostly conducted in the night after th& guides had finished work.

Tiredness could be a big concern that made towegunot want to talk so much. Also,
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assigned places for the interview were at restasiran hotels where guides’ clients
stayed. Although both researcher and intervieweksihcomfortable with such places

and times, they still believed that this was thly evay to make the interview possible.

Fourthly, on-site observation of tour guides, whiegy are doing interpretation for their
visitors, should be included in data collection noets. The observation may help the
researcher understand a way that tour guides magemep interpretation. This

probably makes the data more effective. This ambrosas not undertaken for the

current research due to the scope of the reseatttime.

Fifthly, the language barrier is a problem for teeearcher and it may affect interview
data and transcription. Because English is a seleorgiage for both the researcher and
international interviewees, the researcher foumlifficult to develop questions in order

to obtain insightful answers. Transcription waalery challenging for the researcher.
Before transcribing the data, the researcher hahislate data which was interviewed

in Khmer into English.

Last but not least, tour programmes set by tour pzonies were explained to have
influence on the interpretation made by tour guighgs & Wong, 2001). However, tour
companies being interviewed have not indicated é&mtors that influenced the
interpretation. The researcher decided to stopnieing participants from the tour
companies quickly. Therefore, the framework for ttese study illustrated in the
literature chapter is different from the one in fimelings chapter because of the lack of
information from the tour companies. As a restig, tlata from tour companies was not

included in the findings chapter.
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Chapter 5: Findings
5-1-Introduction

This findings chapter is divided into five sectioftsincludes an introduction, a section
on responsibilities and interpretation managemeyt obganisations, interpretation
management by tour guides, relationships and conuation of stakeholders, and the
summary of findings. The main idea of organisinig finding chapter derived from a
research objective that tends to explore the manageof interpretation at a UNESCO
world heritage site from a supply-side perspectiwo main research questions (see
chapter 1) have been addressed regarding to thearods objective. Having gone
through these questions and the conceptual franke(gee figure 3), three themes are
identified namely, managing interpretation by oligations, managing interpretation by

tour guides, and their relationship in managingrintetation.

The first theme, managing interpretation by theaargation, presents the findings in
four important sections. The first two sections|villustrate how international and
public organisations manage interpretation at Angkfat. The following section will
highlight both views from international organisasoand the public sector about the
influence of languages on interpretation and infoion. The final section of the theme

is the future perspectives for improving interptieta at the site.

The second theme mainly focuses on tour guides evhiogerpretive content is

completely different from the above organisatiombe theme is classified into sub-
themes such as, the objective of interpretationy thronological stages of tour
management namely pre-site and on-site interpoetasind general knowledge and the

second language use of tour guides.

Last but not least, a comparison between the simagers known as APSARA
Authority and other stakeholders is the final theif® manage interpretation at Angkor
Wat, this comparison will indicate some strengthed aveaknesses of multiple

stakeholders through their communication and decisiaking.

Quotes in italics in this chapter are attributednividual interviewees’ pseudonyms

and this conforms with the ethics addressed intenah The name of the organisation
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is used in the quote. To make the findings morecipeg a figure and a summary

diagram are used to complete the meaning and taupwwhat the researcher found.

5-2-Resposibilities and interpretation managementyporganisations

This section will examine how international orgaisgns and the public sector manage
interpretation at Angkor Wat. In the following dission, the second language known
to be an influential factor in interpretation wille included. The section will also
highlight different views on how to improve the nagement of interpretation at
Angkor Wat.

5-2-1-Involvement of NGOs in interpretation andtagsmanagement

Although APSARA National Authority entirely goverdsigkor Wat, there are several
international projects working at Angkor Wat. Themissions are to conserve and
restore Angkor Wat temple. These non-profit orgatiigis include German Apsara
Conservation Projects (GACP) funded by Germany,liMgionument Fund (WMF) by

the US and I.Ge.S. by lItaly. Apart from their maask of stone conservation and
restoration, they are also involved in interpretamgl explaining the importance of their

current projects at Angkor Wat to visitors (sedisec2-3).

5-2-1-1-The purpose of interpretation and dissertameof information

The World Monument Fund (WMF) aims to reveal tre@ncern about roof damage at
Angkor Wat temple to visitors. The roof of the duedst gallery at Angkor Wat was
badly destroyed by rain that could also lead todbstruction of the churning of the
milky ocean. Having acknowledged the issue, theeguwnent of Cambodia approved
the WMF's project to fix the roof. Because the c¢ting of the milky ocean is known as
one of the most attractive galleries at Angkor Wiag, WMF just closed only a part of
the scene for roof restoration and left the restnofor visitors to go around. While
visiting the gallery, tourists were informed of seas of the closure for restoration as

well as international views on preservation of wweld heritage.
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We want them to know about the value of a projexttneeds millions of dollars
to fix the roof of the temple. Furthermore, visg@re informed about what we
are doing with the temple and how we care aboutoaldvheritage site that

belongs to the international community becauset®fhuman and cultural

values. (Naga-WMF)

In addition to the understanding of the roof restion above, the international
organisation always reminded visitors about thafety while walking around working
areas. An accident possibly happens to visitothdy take less care of themselves. It
would be the worst experience ever for visitorsttie site if they were to have an
accident. To enhance the quality of visit at the,sthe international organisations
placed some signs regarding safety. The two follgwguotes were taken from the

interviews with two different international orgaaimns.

It is a working area. Visitors could be harmed aegitally when they are in the

place. We always have a sign that says Safety. Fishn-GACP)

When we started the restoration project, we hattitak of visitor safety and the
fact that tourists want to see but they couldn’e da the closure of the site.
(Vana-1.Ge.S.)

The international organisations’ intention is tokeaisitors’ trips at Angkor Wat more

fascinating. They take visitors’ safety into accoimy using signage to explain to
visitors about the working areas. The two quotesvalalso have implications for the
responsibilities of international organisations &mes their working places although the

entire Angkor Wat is under the supervision of AP@ARuthority.

5-2-1-2-The role of visitor centres

A participant from the German Apsara Conservatioojdet (GACP) stated that the
fundamental understanding of visitors about thgeatocalls for the establishment of
the current visitor centre. The GACP is funded iy by the German Foreign Office
working for conservation of Apsara, thousands ahdk figures being carved on
Angkor Wat's bas-relief and walls. It was not uniiB95 that this international

organisation began the project at Angkor Wat taisethe endangered Apsara and bas-
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relief areas caused by erosion. The representiitue GACP expressed that the visitor
centre has an important role to illustrate actipitytures to visitors as well as explain to
them about the urgent need for conservation. Tasgurce of a visitor centre could also
help visitors to enjoy the site by reducing theustration caused by a temporary
closure of Angkor Wat. When tourists understand tha closure is for conservation

purposes, disturbance will not happen in workirepar

[...] we need to inform people who visit this teenpbt only about our work but
also about the reasons why we set up the GACP girdje] It is my opinion
that we need to inform the visitors that they nee#now about the problems
and of course we also wanted to explain what wedaiag in general and how
we are doing it to inform about conservation. Usyidhe people are annoyed
that they cannot take a nice picture because ofsttedfolding. You have to
explain to them why the scaffolding is necessay explain to them what is
conservation and why it has to be done. So, thisnis of the most important
items. (John-GACP)

Because working areas are restricted to visitdrs, Misitor centre is only a suitable
place where visitors are informed about a numberarking sites at Angkor Wat and
ongoing projects. Information about methods beingedu for restoration and
conservation project also exist in the visitor cer(tohn-GACP)

Our aim is to inform visitors about the restoratiare are doing. We point out
the place we are working on and the methods weusireg. As you know visitors
are not allowed to go in the working areas. If theglly want to see how the
project is going, they are able to go the centv&ar(a-1.Ge.S.)

It is important that international organisationplexn their projects to visitors. When
visitors understand about the conservation projgatg will not interrupt the working

site. In addition, the organisations offer thetaiscentres for visitors who wish to know
more about the conservation projects. Therefoidyitdual international organisations

have their own visitor centres which interpret pnecess of conservation.
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5-2-1-3-Funding for the visitor centres

International organisations operate their visitentces out of individual funds from
Germany and Italy. They do not actually get berfedin an entrance fee that is in the
control of APSARA Authority, a representative ofettlgovernment. A German
interviewee from the GACP revealed that the vis@tentre gets support from Germany

and other institutions.

In general we don't receive money from entrance.féée have to find the funds
by ourselves. Up to now the government of Germarsypporting the projects

with others, with our foundations for example, withiversities for example.

(John-GACP)

5-2-1-4-The responsibility in visitor managemend amterpretation

Direction signs being used by international orgatiims show visitors where they
should go without disturbance to the working aréhghere is no sign telling visitors
where to go, visitors will walk through the workimgeas. To avoid this annoyance,
visitor flows have been managed by having visifoflow direction signs provided on

the sites.

When we close the site for maintenance, we usetdiresigns which show

visitors the entrance, exit and possible ways to(§aga-WMF)

All the international organisations agree that tiasic information to be informed to
visitors is the background of the project. The owaEthe project, project partners,
period of the project, funding and the purposehef project are an essential overview
for visitors about the project. This kind of infoation usually has been seen on a

wooden board standing close to the working areas.

The board at the working areas displays informatabout the collaboration

between the government of Cambodia and Italy.sib ahcludes an involvement
of UNESCO in the project. On top of that, the perad the project, amount of
funding, and technical description are written algaon the board. (Vana-

1.Ge.S)
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Information about conservation or restoration pded to visitors could be changed
regarding the phases of the project being donmekins that the completion of each
phase of the project needs to be informed to thelipuThus, visitors are able to
identify the condition of the temple before andeaftestoration. The below quote from
the interview with a WMF participant whose missierto fix the roof of the churning

of the milky ocean at Angkor Wat.

The pre-restoration information is about the eféeof rainwater from the roof

on the carvings and the duration of the restoratidlso, we highlight the urgent
need for the restoration. We don’t actually have details about the techniques
to repair the roof, but we have pre-restoration grabt-restoration pictures so

that visitors can make a comparison. (Naga-WMF)

An inclusion of pictures in the information is also good way to help visitors
understand what happens to the restricted arease Particular places in Angkor Wat
where public access is forbidden due to the ongo#stpration process, conservators
copy or take a photo of the original scenes anuit firiwith information. This kind of

information enables visitors to learn about thekiag areas.

Because the visitors could not see the originahscef the Churning of the
Ocean of Milk on the wall of Angkor Wat, our orgsation duplicated the real

scene on a plastic board for visitors to see. (N¥gdF)

Although visitors are not allowed to go into theriog areas, information about the
areas and duplication of the places were arranggubpely to contribute the knowledge

of the current site to visitors.

5-2-1-5-The expectation of implication of interatdn

A good collaboration between international orgamses and other stakeholders is
likely to lead to better interpretation in the fteuTour operators and tour guides have
direct contact with visitors. They have a chanceelb visitors about the situation of

Angkor Wat and how to protect the temple. An intenmee responded that good
communication between conservators and tour guigesigh a knowledge exchange

would result in successful interpretation. Furtherep he is aware of a need for

61



updating the organisation’s website to enhanceqtiaity of interpretation. He stated

that the improvement of the website could attrastenvisitors to Angkor Wat.

To improve the information that people provide ke tsite and to find the
possibilities that more visitors are coming. ThEsalso one thing that we should
go to the tour operators and talk with them abaaniservation. Also, we should
have a workshop for tour guides. it is importanattithe visitors are being
informed about the problems of the temples as @l the possibilities to
protect them. It would be a nice thing but it isvsh. To improve for example it
is a long point we have been discussing always whkenhave our annual
meeting to improve the website. But maybe when fetined, | have a little bit

more time. (Naga-WMF)

Successful management of interpretation also rééeesgood relationship between the
international organisations and site managers. Jitee managers of the APSARA
Authority plan to have a main visitor centre foe tAngkor site in the near future. A
participant from the GACP found that an improvemehinterpretation would not be
successful unless all relevant organisations wgrkinAngkor Wat assist site managers.
He also revealed that he is happy to help the risitor centre and provides important

documents if the site managers requires them.

Of course if they make a request of our projectipgration at the main visitor
centre we are happy to help to join and we willdfithe possibility. (John-
GACP)

5-2-2-Public organisations

Public organisations refer to the government in8tihs that take part in managing
interpretation. In the current study, these insths are defined as the APSARA
Authority and the Ministry of Tourism. APSARA knowas the Authority for the

protection and management of Angkor takes confrah@naging the entire Angkor site
including Angkor Wat. The Ministry of Tourism, ohd other hand, is responsible for
the development of tourism in Cambodia. The trajramd development of tour guides
is also under supervision of the Ministry. The Miny and APSARA are specifically

working on developing the capacity of tour guidesSiem Reap region where Angkor
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Wat is situated in. This section will examine thamagement of interpretation by public
sectors. An interview from these two institutes|vie included, even though the

number of interviewees from the APSARA dominatesistry of Tourism.

5-2-2-1-Plans for visitor centres and the role mfitor centres

Since Angkor Wat was inscribed on the World Hesgtdigt and it was promoted as a
tourist destination, interpretation was identifiasl a limitation (see section 2-3-3). A
lack of visitor centres is the main reason for #msl the government is still considering
to have the centres. The whole Angkor archaeolbgimek covers about 400 Knof the
Siem Reap region. It exists a number of ancientptesnincluding Angkor Wat.
Participants stressed that neither Angkor park Awgkor Wat have a main visitor
centre. All visitors just go straight to the tengplhey wish to see and they depend on

information provided at the site.

We don’t have a visitor centre at Angkor Wat. Wan b have a main welcome

centre for the whole Angkor region first. (Mara-A6A )

An interviewee from APSARA provided the reasons vhgre is no visitor centre at
Angkor Wat. The APSARA Authority was initially esisshed in the 1990s.
Conservation was the prior project whereas toud&velopment came in as a second
priority. The growth of visitor number was stilhlited and the negative impacts were
not a big concern. However, APSARA had not negtbdtaurism development, they
thought about having visitor centres for the Angkark as well as Angkor Wat.
According to the participant, a reduction of negatimpacts would likely be if there

was the visitor centre.

We thought about having the centre since we creARSARA Authority. But,
we prioritised the monument conservation becausesim development at that
time wasn’t as good as today. Now an increase énntihmber of visitors results
in both positive and negative impacts. Thus, weehtyat visitor centre would

help us in reducing the negative things. (Mara-ARSA
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Although Angkor Wat does not have a visitor centa®, officer from APSARA
acknowledges that the centres play a prominent twl@form visitors about Angkor

Wat and increase their awareness of preservation.

The centres contribute knowledge to visitors arlg tteem to understand Khmer
civilisation and heritage. People won’t naturallyag to protect and conserve

something unless they know and love it. (Reahu-RR$A

Another role of the visitor centres is to entertelidren accompanied by their parents.
Unlike adult visitors, children like doing sometpifun and they are not really tolerant
of a lengthy period of talk. Interpretation shotle provided in simple ways that fit
with children’s behaviour (Mitsche, Reino, Knox, &auernfeind, 2008). The
interpretation, in this sense, should be activitieat are relevant to the aspects of
Angkor Wat temple. Thus, the children and the wtiatgily will appreciate their trip at
Angkor Wat.

We need to be aware of visitors who come here avithmily. Some children

who come along with their family don’t really likistening to history. We

should find a way that can draw children’s attentio the temple. It could be a
game where children are asked to find somethingrésting on the temple, for
example animals. Children will simply know and wustind the temple as well
as enjoy their holiday like mature visitors. Kegpind that we want all visitors
to spend an enjoyable time in our temi@e, | think the Interpretation Centre

will play an important role in interpreting our tgaie. (Mara-APSARA)

Moreover, the visitor centre will be a right plaoeexplain international visitors about
Khmer cultures. Angkor Wat is a new tourist destorain Southeast Asia, few visitors,
especially those who are non-Asian visitors, havewn about its history, culture and
architectural structure. These visitors may finéntiselves hard to understand other
cultures. Because of this concern, the APSARA effjgerceived that the visitor centre
will do a good job in explaining to internationaisiors about the cultures at the

destination.

Tourism in Cambodia is a new destination for weastgsitors on the one hand

and on the other hand, these visitors find it h&wmdunderstand our cultures.
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Therefore, the interpretation centre will play arywegood job in explaining the
aspects of the site. (Dara-APSARA)

Last but not least, ‘Do’ and ‘Don’t’ signs are usedinform visitors about how they
should or should not behave in the temple. At relig and heritage sites like Angkor
Wat temple, some activities are strictly forbidd@mese signs illustrate in different

forms sometimes in a picture or a short phrasengligh.

We have different kinds of sign in Angkor Wat tengalying that “No hat, No
smoking, No climbing, and so on...”. (Devi-APSARA)

Having many restricted signs in Angkor Wat does neatlly make visitors feel happy
with the visiting site. Visitors may have this kird perception when they are not
allowed to do many things in the temple when thay for the entrance fee. One of

interviewees from APSARA stated that:

Visitors won't be happy with some words like Noindothis Not doing that.
Instead, they prefer an explanation why they cda’it”. (Reahu-APSARA)

The interviewees from the APSARA Authority demoatd their responsibility in the

establishment of a main interpretation centre. Theynowledged that the centre will
provide an opportunity to visitors to learn aboutgkor Wat temple before entering the
site. In addition, the participants explained th&iture management plan which
included a consideration of visitors coming wittfaanily. Considering about how to

manage the interpretation centre, visitor managémvéhbe used as an additional tool
to inform visitors and explain to them how to behat the site. The use of visitor
management tools can be done in both the intetfetaentre and on-site. Therefore,
interpretation management of APSARA will ensureifes visitor experience and less

negative impacts at the site.

5-2-2-2-Entrance fee

In the 1990s, little money was generated from thi#aece fee because Angkor Wat
temple in Siem Reap is a young tourist destinatavelopment of the whole site
depended heavily on international finance. It was until the 2000s that the tourism

situation improved due to the income from entrafees. A rise in the number of
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international tourist arrivals to Angkor Wat refie@ change in generating money from
entrance fees especially the entrance tickets tsoldternational visitors. Total ticket

sales to Angkor Park including Angkor Wat have sdaio 47 percent between 2001
and 2005 (Howse, 2007). Since then, the internakidonors lessened their funds and

APSARA continues developing the site by using rexefnom the entrance fees.

International visitors need to pay the entrancendkieh depends on the number of days
they visit Angkor. By law, Cambodian visitors habeen exempted from the fee
because the they cannot afford the fee due to tbeirincome (Ang, Thompson, &
Prenowitz, 1998). In contrast international visttiave to pay their entrance fee when
they want to see the Angkor Wat temple. Normallgjtors can just pay for a one-day
pass to visit the temple. They can get differetiegaries of pass if they tend to visit
other temples for more than one day. The entraeeedries according to the number of

days that international tourists want to visit #ite (see section 2-2-2).

The entrance fee is believed to be spent on theldement of the site including
interpretive facilities. An interview conducted iparticipants from the APSARA
office indicated that the money from the entranee &bsolutely has been spent on

direction signs, signage, and information boards.

Of course, the expense of improving facilities agkor Wat including staff
salaries comes from the ticket fee. This is quiferént from several years ago

when we depended heavily on international donativiara-APSARA)

The participant also reported that it is very exgpemto have a visitor centre and now it
is not a suitable time to have this centre. Thahésreason why the site does not have

the visitor centre.

It costs a large amount of money to build a Welc@uaantre. There would have
to be an interpretation centre, auditorium, a névkét booth, and so on. (Mara-
APSARA)

One of the APSARA officers stated that the incommemf the entrance fees should be
enough for improving visitor information at theesifThis participant also suggested that
APSARA has to provide much of the information oa Hite to visitors because Angkor

Wat does not have visitor centres. They will notdagisfied with the current service
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when they know that their spending on the entrdeeeloes not contribute much to the

development of information on the site.

There is little information about Angkor Wat. Beimgnanagement of APSARA,
we have to focus on interpretation because visit@isie our heritage. That is

why they take a long journey to see our templesratieive about 20USD from

each visitor for a one-day ticket. Therefore AngWéat should provide enough
information to the visitors to make the fee worthevl{(Reahu-APSARA)

The income from the entrance fee is transferredctir to the Ministry of Finance
(Ang, et al., 1998). APSARA can make a requeshéoMinistry for the expenses on the
operation of the organisation as well as the impmoent of the site including

interpretive facilities and other infrastructure.

5-2-2-3-Training courses

An officer from the Ministry of Tourism explainedow they organise guide training
courses to meet the growth in the number of visitor Cambodia. Because there are
visitors from different countries to Angkor Wat,utoguides have been recruited and

trained to meet the demand.

Our plan to have the training course relies on andad of tour guides in the
market. Before coming up with this plan, our Depatt and Statistic
Department discuss how many tour guides we netrditoand what languages

we require. (Tom-MoT)

Apart from its own role to supply interpretive fitdés on site, APSARA collaborates
with the Ministry of Tourism to conduct another itiag course which provides
additional knowledge and understanding of the tsiteour guides. This training course
is arranged after tour guides having gone throuwh first training course that was
organised by the Ministry of Tourism. This coursereases the guides’ understanding
about the rules of visitation at the heritage siteensures the guides have enough
capacity to work in the Angkor region. In additiotgur guides are also taught

expressions in foreign languages.
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We provided a three-week training course for thenthe rules and regulations
of the site. The course also included the commiguage use that is important

to communicate with visitors. (Tom-MoT)

5-2-3-The influence of languages on site interpi@teand information

Languages being used to inform visitors may aftbet understanding of the readers.
The native and international languages are gemersdlen on information and
interpretive boards at Angkor Wat. Every informatlwoard is written in Khmer and the
second language spoken by the international doisorslso written on the board.
Understanding information provided on the boardvésy important. Some Vvisitors
cannot understand the meaning of the informatioe ttuseveral reasons. Different
backgrounds and the level of their education is ftfs¢ issue. Translation made by
second language speakers is another problem. Lastnbt least, the technical
vocabularies being written on the information board also a concern. To deal with
these problems, both international experts and sigagers believe that simple

language use could help many visitors approacimtening of information.

We want readers to understand the information. Tieey bored if they can'’t
catch the meaning. Even some visitors from Englfghaking countries don’t
really understand the technical terms used on therdh We have to think about
the translation into other languages and make gyetor readers. So, it would
be better if both academic people and high schaalents can read and get to
the meaning of the information provided. | can assuhat it is hard to produce

information boards. (Naga-WMF)

Too many languages being used on one informati@dooonfuses readers and they
lose interest more quickly. It is not exactly asuis for developed countries where audio
materials function in many languages for internadiovisitors. At Angkor Wat,
however, this more advanced technology has nobgeth applied. There is no digital
information on the site except information provided the boards. At least four
languages were written on one information boardn&omes, many languages on one
board discourages visitors from reading the infdroma It is difficult for the site

management authority to reject the usage of otheguages because Angkor Wat
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temple has received donations from these counthigs, a number of visitors from the
countries have grown rapidly because of diplomagis. The APSARA officer stated
that a further language to be added after Khmeuldhioe English because it is used
globally in communication. With just these two laages on a board they could

become more attractive to readers.

There are four languages written on the informatidmoards. [...]Jthe

ambassador of France asked me to use French as w twaprovide

information.[...] The highest number of visitors @ambodia in that time was
Japanese. Why hadn’t Japanese been used. At tkeniréme, the number of
Korean and Chinese visitors replaces Japanese. Udémt we use these two
languages too? To meet the French ambassador'sestgu decided not to
ignore French but | had to add others like Khmenghksh, and Japanese.
However, | still believe that Khmer and English @he most important. We

can’t put too many languages on an information lbogReahu-APSARA)

The two quotes above illustrate the influence ofjlaage in the interpretation context.
If the language is unclear and complicated, visitaill not be interested to read the
information provided. Therefore, site managers niebe aware of language use that
can enhance visitors’ understanding of the site.

5-2-4-Future perspectives for improving interprieiat

Interviewees from international organisations adl vees the APSARA Authority
presented their future perspectives towards coatiervof Angkor Wat temple through
interpretation as a means for change. The developofehe heritage site results from

appreciation of the site and a reduction of negaitiwacts.

5-2-4-1-A key driver for heritage education

Interpretation is the essence of heritage educdtomudson, Cable, & Beck, 1995).
Low-educated people may have less understandintbenf own cultures. Cambodian
people are considered in this group. This grougxjsected to be educated about their

heritage and how to protect it. So, the educatimaugh in-depth interpretation could
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lead to appreciation and understanding of the siteepresentative from UNESCO
believed that education should start with youth vane the next generation for future

development of Angkor Wat.

Once you educate youngsters so that they understendite and why the site
needs to be preserved, this can only lead to tliebimterpretation of the site
and the future needs of Angkor [...]. This is ayveensitive and very important

point. Education is very important. (Jim-UNESCO)

An officer from the APSARA Authority had a similapinion to the UNESCO officer.
This participant expressed that educating childeea good way to raise children’s

awareness about heritage including Angkor Wat.

It is not too late to start thinking about childrddNESCO has come up with the
same idea that we need to teach children and hase tknow about heritage.
The programme is called the Tool Kids Programme tielps children learn

about the usefulness of our ancestors’ heritagarvAPSARA)

The participant from APSARA explained how the iptetation will be managed in the
future. The Authority organised some programmesrlated to heritage education for
children. Then, they will communicate with the Ibsahools in order to promote the
programmes. Heritage booklets for children suchirasving books, colouring books,
and other materials will be distributed to childrenenhance their knowledge about
heritage (see Appendix E). In general, the booksisoon Khmer heritage including
Angkor Wat temple. This plan shows that APSARA isding a way to increase
people’s awareness of conservation and heritagestayting with the younger

generation.

5-2-4-2-The need for interpretation in visitor mgeanent

Interpretation is one of the important tools toiagh successful visitor management.
An explanation of the negative impacts on the templ needed for low educated
people. Because some Cambodian visitors have hugieaiation of loving their

temple, they sometimes attempt to touch the sadptand other carvings. According to

monument experts, touching the sculptures causesoer because of the sweat from

70



visitors’ hands. A participant from APSARA stateldat interpretation and precise
explanations are needed to help people understhadt ahe issues. The APSARA
officer acknowledged that site managers need tonbee patient especially working

with local people.

| agree that it is hard to work with visitors. Fexample, Khmer visitors see
Angkor Wat in different ways. They wish to see ligigtage at least once in
their life. It means they perceive Angkor Wat aaered place. [...] Because of
their appreciation of Angkor Wat, Khmer visitorsvalys touch the sculptures to
have a sense of being at the place. This behawmlicates that these visitors
have misunderstood about touching sculptures wdtmieation. So, we have to
work hard on this and go on explaining to visitersat they should and should
not do at Angkor. (Mara-APSARA)

To improve the interpretation management in theirgjt APSARA paid attention to
domestic visitors who require a longer educationeti APSARA stated that being a
manager, we need to be patient and work closely wigitors in order to reduce

negative behaviour on the site.

5-2-5- Conclusion

It can be concluded that managing interpretatiogkor Wat temple presents in
different ways due to individual management of rinédional organisations and the
APSARA Authority known as the public sector. Thesecurrently no visitor centre at
Angkor Park as well as Angkor Wat. The visitors \lya depend on existing
information on the site. Although there are visitentres run by the GACP and the
I.Ge.S, these two serve visitors aim to educatéovss about the conservation and
restoration projects. The visitors are not ablexperience the whole site through these

visitor centres.

To manage interpretation at the site, each ingiituis based on its own finance. The
two visitor centres run by the international orgations do not benefit from entrance
fees. They have to find the money from somewhese &l support the centres and other
visitor facilities. The site management Authoriby, the other hand, allocates the money

from the entrance fees for the development of signsinformation boards.
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Even though the purpose of managing interpretdiipthe organisations is based on a
common idea about preservation and heritage awssemeternational organisations
seem to have further aims regarding the qualityisit. Through the interpretation,

visitors would change their behaviour at the siteey will not feel annoyed about not
being able to access working areas where consenvaimd restoration works are in
progress. They will also keep themselves safe frdamger that could happen

accidentally near the working areas.

Language use for both interpretation and infornmatiooards is related to the
understanding of visitors and their willingness read information. Findings from

international organisations and APSARA suggestatl $hmple and correct vocabulary
leads to the precise understanding of visitors. famy languages on one information

board results in visitors not wanting to read.

Interpretation is expected to be a key componerapgproach a successful heritage
education and visitor management. Interpretatiarsexd as a tool to increase children’s
awareness of heritage in Cambodia. Ethically, cérdare convinced to love their own
cultures and history in other word about conseovatiAnother expectation is about a
reduction of negative impacts of the temple. Beeaamme visitors to Angkor Wat do
not know about acceptable behaviour at the heritsitgs interpretation plays an

important role in this regard.

5-3-Managing interpretation by tour guides

This section explores a different level of intetpt®on management, the management of
interpretation at Angkor Wat by tour guides. Thertguides whose nationality is
Cambodian are involved directly with visitors bylitey them about history and other
relevant information at tourist destinations (Mtnysof Tourism, 2009). The qualified
tour guides are licensed by the Ministry of Tourisrhey are divided into two different
levels such as regional-level tour guides, workiiog some particular areas; and
national-level tour guides, working for all tourisiestinations in Cambodia. After
completing the training courses offered by the Btiryi of Tourism, some of them are
employed by tour companies known as contracteddoiges while others have to look

for visitors by themselves and are referred tor@slénce tour guides. According to the
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scope of study, managing interpretation by theomaji tour guides working in the
Angkor region including Angkor Wat will be examine@he study included both
contracted and freelance tour guides who are ablspeak English, French, Thai,

Japanese, Spanish, and Chinese.

5-3-1-Objective of interpretation

The aim of tour guides’ interpretation is to givisitors a sense of places which they

would probably visit again.

The purpose of interpretation is to make the wsitieel that they have some
connection with the places and want to come backnaig the future. | want to
make them feel that it was a short stay so theyldhoome back again.
(Vicheka-Japanese Speaking TG)

Conservation of the site is one of the objectiviemt@rpretation. One of the tour guides
makes a point that through his interpretation ersittould take part in preservation and
protection of Angkor Wat temple. In order to getphgom visitors, the initial need for

the tour guides is their high understanding of lieeitage and how to preserve and

conserve it.

We need to preserve the world heritage site. Aallpeople of that world
heritage site, we are determined to look after tamples. We need to know
what to do and what not to do. When we know whaddowith the world
heritage site, we can help inform our visitors abdlat so, they can help

preserve the temples as well. (Kakada-French spgakG)

The quotes above express the different objectifaaterpretation conducted by tour
guides. Their interpretation sounds to attractteisito come to Angkor Wat temple
again. Visitors taking part in heritage preservatwith locals is also a wish of tour

guides.
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5-3-2-Pre-site interpretation

It is very crucial to have visitors known about geal information of Angkor Wat
temple before arriving there. Tour guides are \igyible in managing interpretation.
Some informants explained that they prefer to imfeisitors about Angkor Wat at the
hotel whereas some do this on the way to Angkor. \W#ters provided the information
to their clients at the entrance of the temple trey also gave more detail about the
history of Angkor Wat at each spot on the site.réhsre two main reasons that explain
why tour guides have to inform visitors before tmegch the site. The primary reason is
related to a number of visitors in a group thatrtguides find themselves hard to
manage them at the site. Secondly, visitors ardyeaserrupted by other groups of
visitors on the site. It is really hard for visisoto concentrate on the history of the

temple being interpreted by their tour guides.

With big groups of tourists, | often provide inf@amon about the site before
they get to the site otherwise other groups otaisiwill disturb them and | will
brief them a little bit more while we arrive at teeulptures... (Makara-Chinese

speaking TG)

One believed that interpretation made on a busoemseful than that on site. This is
because on the site, visitors easily get annoyad foot traffic at the temple as well as

crowds of visitors.

It is a little difficult but there is nothing we ©alo. It is congestion. Usually |
have already interpreted about 70% of the siteapahese tourists on the bus
and the remaining 30 % | would do at the site. éf totally interpret the site at
the galleries, it might be difficult for our visi®to listen to us because there are
other tour guides and tourists over there. To avbig disturbance, we do that

on the bus. (Mesa-Japanese speaking TG)

The travelling time and the distance between thelscand Angkor Wat are very
significant. Normally it takes about 15 minutes llnys from the city to Angkor Wat.
Some tour guides managed this time wisely and thak opportunity to give their
visitors some useful information like a distancenirthe hotel to Angkor Wat. They
also can explain about culture and regulationkastte, and residents living around the

temple.
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Usually, it takes about 15 minutes from the hotel Angkor Wat temple.
Therefore, on the bus | tell them about the popoatt the temple, dos and
don’ts at the temple and | also brief the tourst®ut the history of Angkor Wat
and | will complete it when we reach the destimati¢Vicheka-Japanese

speaking TG)

The flexibility of tour guides in interpreting thsite depends on a number of visitors in
the group, congestion at interpretive spots, arel distance between the hotel and

Angkor Wat temple.

5-3-3-On-site interpretation

Throughout the interviews, a majority of tour gudacknowledge that managing
interpretation for a large group of visitors is yehallenging. Tour guides need to be
aware of characteristics of the group. These irecking number of visitors in the group,
ages of visitors, and children accompanied by thaients. When the tour guides know
the background of their group of visitors, they dadifferent tactics to manage
interpretation effectively. In this study, the t@uides have experience in walking with

various groups.

5-3-3-1-Influentual factors on interpretation

It is not an easy task to walk such a large grdwgsitors. The primary issue given by
tour guides is about their voice projection. Vistosometimes, cannot get what tour
guides interpret because the tour guides do ngegiraeheir voice well. The second
problem is the repetition of what is being intetpte Some visitors in the group do not
always follow tour guides and when they are badkéogroup, they ask the tour guides

to interpret history again.

The influence of voice on the interpretation

One of the English-speaking tour guides explairteat ther voice cannot reach all

visitors in a large group. Another point is thae sfannot get to know all the visitors in
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the group. She is willing to walk with a small gpoof visitors rather than a big one

because of her voice.

| could not facilitate a large group of touristsdaeise | have a soft voice so not
every tourist could hear me. | could use somethingelp my voice projection
but | don’t want to. | could remember all the nanoésny tourists if they come
in 10 or 15 and | believe that | might not rememtter names of thirty tourists.
I'd rather have a small group and give them a diyakxperience. (Minea-

English speaking TG)

However, the voice is sometimes interrupted by otbar guides who are talking to

their clients.

It is hard to project my voice so that every singigitor can hear me when |
walk with a big group. If we interpret loudly, othteur guides will do the same.
(Sophea-Spanish speaking TG)

A few tour guides use loud hailers to make theic&douder which is not allowed in

the sacred place, Angkor Wat.

Some tour guides use loud hailers while doing theierpretation and this
disturbs other people and tour groups. (Pheak-Hpaiaking TG)

Repeating interpretation

Tour guides and visitors sometimes feel annoyeth wapetition of the interpretation

requested by some visitors in the group. It norynedppens when a minority of the
group walk out for taking pictures while otherddis to the tour guides. When they are
back to the group, they ask the tour guides toaeywbat they have said.

Some visitors in a group leave the group to taket@h and when they come
back, they ask us to interpret the same thing wWmtalready did to the whole
group. It is difficult. We need to be careful wibhg groups. (Seiha-French
speaking TG)

The repetition of the interpretation is also a césevisitors in their old age. It is

normally about hearing problems. They always repleatsame questions to the tour
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guides and they sometimes easily get confused witht the tour guides have told

them.

Old tourists often have hearing problems so we needpeat our interpretation
and they often ask the same questions more thag. @mme tourists also get
confused with our schedule of appointment placesteme due to their hearing

problems. (Seiha-French speaking TG)

It is also important that tour guides consider oallihg their voices at moderate level.
A low volume of voice might affect the quality dig interpretation. It means visitors
cannot hear what tour guides interpret and sometitmey will not pay attention to the

interpretation any more.

5-3-3-2-Effective ways to manage interpretationtfar group tours

Having identified some challenges in interpretatmanagement, some tour guides
implicitly suggest remedies for these issu€bese include the allocation of time,
understanding about visitors’ backgrounds, compagratterpretation, attractive games,

children’s motivation and flexibility of interpreian.

Firstly, the allocation of the time is a good wagiriy used to inform visitors. To avoid
the repetition of interpretation, tour guides deddthe time during the trip at Angkor
Wat into an interpretation time and a time for tass to enjoy themselves for instance
taking photos or having a break. They believed thatclear arrangement of the time
enhances the quality of interpretation more effetyi and avoids repetition of the same

guestions to the tour guides.

| understand people have different preferences asklthem all to spend time
listening to my interpretation and walking with meund Angkor Wat before |
allow them to spend time on their own looking a #tulptures and taking
pictures. | then assign a meeting time and plaginéa-English speaking TG)

Secondly, the necessity of understanding visitbegtkground is also important. Tour
guides are not able to interpret the Angkor Watpiento visitors within three or four

hours as this huge temple has many relevant thmgpe told. Knowing visitors’ aims
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enables guides to select a suitable topic to ftidir visitors’ needs. Therefore, the

talks should be more selective.

Different backgrounds of tourists require differa@mterpretation on the site. For
example, tourists who are architects are interestecdow the temples were
built. (Kakada-French speaking TG)

Thirdly, an analogy between the Angkor Wat story &ime real existence need to be
taken into account. Some people do not like coratgid interpretation about myths and
history due to their knowledge and preferencesld@#m, for instance, prefer a simple
talk that is easily understandable. To do so, talemr guides try to compare between

the carving statues on the temple galleries anéxisting nature around.

| allow them to be exposed freely to things thkg.ILater | engage them with
the sculptures of animals through showing them eeaimals that they see in
real life, for instance monkeys. They want to eentonkeys on the wall of the

temples. (Minea-English speaking TG)

Fourthly, tour guides need to be more creative ridep to deal with children. To

encourage children taking part in the interpretatiguides played games with them.
The topic of the games is related to Angkor Wat iehehildren are able to remember
the funny activities. Playing the games is alsoag ¥o draw children’s attention to the
interpretation. As a result, the children will nahnoy their parents and others.

Consequently, the whole group is able to concentratthe interpretation.

| tell the fairy tales and ask them to find the i@wders in the fairy tales on the
sculptures. | want kids to be interested in the $iecause they would not
remember things | told them. Second, kids like leetmpappreciate them, so the
games would make them happy after | admired howrtsthay were to
successfully find the characters on the sculptuidss game also helps their
parents to have their own time besides just watckieir kids all the time. | try
to make the family have full concentration on nigripretation and a good time
visiting Angkor Wat that's why | created the ganfes their kids. (Minea-
English speaking TG)

Lastly, the meaningfulness of interpretation rebashe real situation. It does not really

mean tour guides have to talk all the time. Visitaant to do something else during the
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tour or they are annoyed because of their kidsy Wi# not pay attention on the talk.
Flexibility and consumer demand are important iasth circumstances. Tour guides

should stop interpreting and think of a way to mtiewhole tour happier.

We need to be considerate. If their children angray, the parents pay attention
to their children. We should not interpret the g$daehem. [...]. They mostly want
to see and take pictures of the sculptures. Wemlgtinterpret the site to them
but also fulfill their needs. (Seiha-French spegKirG)

The success of interpretation management needsn&ider some relevant points such
as time management for every single interpretivet,sp reduction of the same

interpretation themes, interpretive topics, ana tuide techniques in interpretation.

5-3-4-Issues related to tour guides in managirgymetation

An officer from the Ministry of Tourism and tour igies perceived that two factors have

an impact on interpretation. These factors are rg¢kaowledge and the language use.

5-3-4-1-General knowledge

Interpretation at Angkor Wat is not just a talk abthe history of the temple but related
information is also included. Residents still pagpect at Angkor Wat temple because
it is a religious building. It is also known as igirlg site because of a relationship
between local people and the temple. This relatéatmation is also important apart
from the history of the temple. However, few towidps have deep understanding
about the information to be explained to visitdksmajority of them interpret only the
history of Angkor Wat.

Most of the tour guides usually interpret the higtef Angkor Wat temple,
which is not completed information. Angkor Wat hasre than what is being
interpreted. Intangible heritage should be addedhi@ interpretation of Angkor
Wat as we know that without peoples’ belief the ptem could not be

constructed. Furthermore, local residents still pest the temple as a holy
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place. This relationship between the people andeh®le would be worthwhile

to inform visitors. (Kakada-French speaking TG)

Tour guides acknowledge that their big concerrbisua their general knowledge. They
also perceive that a lack of general informationdke to difficulties in interpretation

when conducting a tour.

| know that my general knowledge is not good ystsbmetimes an obstacle for
interpretation of the temple. Acknowledging thiswlback, I'm trying to learn

and do more research. (Kakada-French speaking TG)

An officer from Ministry of Tourism agrees with th®ur guides that there is a
limitation of knowledge among tour guides. He itsithat students holding a high
school certificate are eligible to apply for touride training. So, they probably do not

know much apart from what they have been traineatbtm a short training course.

Another factor is about their knowledge. Because mgeruitment policy is

looking for students whose academic level is fragh Bchool. (Tom-MoT)

Guides and the officer from Ministry of Tourism ealed that general knowledge is

very important to enhance the quality of interptieta

5-3-4-2-Language issues

The effective interpretation depends on languag@éigiency. Tour guides working in
the Angkor region where Angkor Wat is located startearn language based on the
tourist market. They learn the language in a vaortstime in order to meet the market
demand. Vocabulary and pronunciation are not endogtefficient communication
with visitors within this short period of study. f@etimes tour guides cannot give a

clear explanation or answer which they are comnaiimg in a second language.

My French language is limited [...] | sometimes rieanew words from my
tourists and use them later for the next group.dBee | understand that my
French is not perfect, | normally ask my touriststhey understand my

interpretation. (Seiha-French speaking TG)
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We are Khmer, and Spanish is not our native langua&pmetimes | don't
understand their questions but | honestly infororigds that | don’t understand.
| keep learning the language although | am workimgw. (Thanu-Spanish
Speaking TG)

Conversely, one of the tour guides stated thatngawa good level of language

proficiency is not what a tour company is lookiray.fThis Japanese-speaking guide
compared a good language proficient tour guide arglide whose language is not
good. Although some tour guides are limited inrtispioken language, they are able to
make fun for visitors. A way how to entertain vis& is more important than language

proficiency. This is one of the criteria to seltmir guides to work for tour companies.

| think language is not everything. [...] They ntiglt know how to entertain the
visitors. If we know how to manage visitors, thenpany will provide us more

groups. (Mesa-Japanese speaking TG)

5-3-5-Conclusion

To sum up, managing interpretation by tour guidesgletely differs from managing
by organisations at Angkor Wat due to several neasbirstly, the guides have direct
communication with visitors while the organisatipsge managers in particular, do not.
Working with visitors is very challenging especyalh group with a combination of
children and mature visitors because of their diffiec preferences. The tour guides do
not only focus on the interpretation but also wisilemand. The visitor demand and
interpretation are two different things, but thetare interrelated. If the visitors are not
satisfied with something that happened during the, tvisitors will not concentrate on
interpretation. Visitors turn to be happy when tauides provide a meaningful
interpretation and fulfil visitors’ needs.

Secondly, time management is very crucial for thp to Angkor Wat temple.
Generally, a visit to Angkor Wat is one of the pagme tours. If the tour guide cannot
allocate the time wisely, their interpretation witht cover all necessary information of
Angkor Wat within a limited time. Well-organised idas divide what is to be

interpreted into stages, pre-site and on- sitepnégation.
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Lastly, the most challenging aspect for the toudegsi is a response to visitors. Unlike
managing interpretation by organisations, the @uides have to answer to visitors’
questions. Interpreters need to know a lot of thirglated to Angkor Wat. Otherwise
visitors will miss important information. This magsult in unsuccessful interpretation.
Poor language proficiency of tour guides is foundbe the main issue influencing
interpretation. It is because visitors sometimes it understand what is being

explained by the tour guides.

5-4-Relationships and communication of stakeholdens managing

interpretation

This part of the finding chapter is mainly discagsia way that stakeholders
communicate with each other. Some conflicts thatlted from multiple stakeholders
will also be identified. Furthermore, their invotment in decision-making for

development of interpretation will be examined.

5-4-1-Good relationship
5-4-1-1-Site managers and the international commyuni

Even though APSARA is responsible for the managemémngkor Wat, they still
need international cooperation and assistance Wd&SCO in particular. They have
an annual international meeting that discusseglaniies on something to be improved
on the site. This collaboration can be seen froenetkample of the interpretation centre

project.

[...] an approval from UNESCO is needed if we waat construct an
interpretation centre. Since our temple was insadilon a World Heritage List,
we have to follow the UNESCO guidelines. Not ontgrpretation project but
other projects have to go through the internatiomaéeting, ICC. (Mara-
APSARA)

All information boards at Angkor Wat temple are gaged to be the same in format as

well as colour because Angkor Wat is a world hggtaite. International organisations
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and site managers, the APSARA Authority always meao agreement of having
standard signage and information boards at the $ies, this format and colour
interpret Angkor Wat as a world heritage site whig$itors should be aware of and
respect the site.

Because APSARA has a big role in managing the wditde all requirements
need to be discussed with them. For instance,dimdt of information boards

and language are used on the information board v(iBPSARA)

The officers from APSARA revealed that they alwagspect their international partner
especially UNESCO in order to develop on-site imtetation.

5-4-1-2-Site managers (APSARA) and Ministry of T&oar

APSARA working closely with the Ministry of Tourismeveloping the understanding
of regional tour guides in Siem Reap, where Angiéat is. These tour guides were
trained and licensed by the Ministry but they néedarticipate more in a seminar
conducted by APSARA. An officer from the Ministryf dourism claimed that the

seminar aims to improve the interpretation skiflsooir guides.

Tour guides need to join a seminar that is prepdrgdAPSARA and Ministry of
Tourism. [...] we are working with APSARA Authordy how to upgrade the

level of tour guides at the site. (Tom-MoT)

An interviewee from APSARA believes that the semip@vides further knowledge to
tour guides. The tour guides may learn new inforomapresented in the seminar. This
information includes archaeological discovery antheopological research at Angkor
Wat. Through this seminar, tour guides are expettdeghin new knowledge adding to

their current interpretation.

Usually we help Ministry of Tourism by sharing riésdrom our research in the
seminar. Hopefully, tour guides will find these uks useful for their
interpretation. (Dara-APSARA)

The two participants from Ministry of Tourism andP8ARA accepted that they have

good collaboration in organising tour guide traghoourses.
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5-4-2-A conflict between site managers and toudgsli

It was not until 2011 that site managers, the APS8A&Ruthority got an audio-guide
investment project at Angkor Wat. This new projeess two conflicts. The project
worries tour guides about their future jobs. Theolmement of tour guides in this

project is also another issue.

The objective of the investment is to improve theelipretive infrastructure and the
quality of interpretation at the site. There are tkinds of tools being introduced to
visitors. One is audio guides which independentaris, without tour guide, can listen
to the history of Angkor Wat. Another one is voicansmission tools that tour guides
use to talk to their visitors in a group and indisal visitor in the group can hear their
guides voice through earphones. The voice trangmigsol can reduce some voice in
Angkor Wat temple. In a contract signed by a pavabmpany and APSARA, it is
indicated that it is the visitors’ choice to rehéttools or not. Tour guides, however, are
not satisfied with this new investment because they concerned about their future

employment.

If visitors use audio-guides, there is only one jobthe one who designs the
tool. | think we will lose our jobs because of thew audio-guides. (Sophea-
Japanese speaking TG)

An officer from the Ministry of Tourism also supp®rtour guides’ opinions. He
furthers that the investment should not threatem guides careers because they need

money.

| think it is not good for having these facilitiéBour guides aren’t satisfied with
this project. We are developing country and our egament policy is to
alleviate poverty. It is not a right time to hawech audio-guides because many

tour guides still need jobs. (Tom-MoT)

However, according to an interviewee from APSARAe taim of introducing the
interpretive tools at Angkor Wat is to enhance thelity of interpretation. Because
many tour guides try to project their voice forithewn visitors in the groups, some
visitors cannot hear what is being interpretedhls case, a voice-transmission tool can
help visitors to concentrate on their own tour ggicind also reduce the noise in the

temple.
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The first purpose is to reduce noise and incredse quality of visit in the
temple. Tour guides should use a voice transmissiohand each visitor can
hear the voice from their own earphone. Secondly,plan to have a script
written by academic historians and then we willaettheir voice in the audio
guides. (Mara-APSARA)

Again, the APSARA officer expresses that diversifion of interpretation is very
significant to match visitor demand. So, visitoevé alternative ways to enjoy a variety
of service provided at Angkor Wat. The officer segt that tour guides should know
visitor needs and preference.

[...]this kind of audio guide provides visitors aption if they don’t need tour
guides.[...]It seems to me that the tour guidestdamderstand the market. Well,
some visitors like reading guidebooks rather thaskimg with tour guides.
These independent visitors maybe choose an audide gas it is more

convenient and cheaper. (Mara-APSARA)

A tour guide criticises APSARA about an involvement decision making of
introducing the audio guide project at Angkor Wdé reveals that the decision made
by the Authority is too fast and it affects theremt price being sold in a package tour.
The interviewee explains that when tour guides dsiors in a group are required to
rent voice transmission tools, an additional pneeds to be included in the package.
He urges APSARA to inform tour guides as well ag ttompanies at least a couple of
months before implementing the project. With thiggested time, tour guides should
be invited to the meeting before deciding on thisterce of audio guides in Angkor
Wat.

We were not invited into the discussion whethemis project is good or bad.
We were asked to implement the project after tleach the final decision.
(Tola-English speaking TG)

[...]I think that the information should be releasan 2 months, so that we are
able to get things sorted. Very often the Authaitpounces information at the
last minute. (Menea-English speaking TG)
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5-4-3-Summary

The findings highlight good and unusual communaatmong the stakeholders. Both
international organisations and Ministry of Tourisnave a tendency to develop
interpretation at Angkor Wat because of a needjfality visitation and preservation of
the site. The most obvious achievement of the ex¢g of information boards and
training courses for tour guides, has clearly destrated that the above institutions
work closely with site managers from APSARA. To noye interpretative facilities at
Angkor Wat, however, some challenges, resultingnfrapses in communication
between APSARA and tour guides, have been found.pFimary issue comes from the
impact of the development of interpretive facibtien guide occupations and the second

problem is about a lack of democracy in decisiorking

5-5-Conclusion of interpretation management by mulple stakeholders

This section concludes the finding of managingrprtetation by multiple stakeholders.
The conclusion is presented in the figure 4 ligtedh the international organisations to
the private sector. Each institution provides itsategy toward achievement of
managing interpretation at Angkor Wat. However, sodnawbacks have been found
from the interviews among the stakeholders. Managgnof interpretation varies
according to the objective and the responsibility tbe relevant stakeholders.
Interpretation at Angkor Wat is also influenced dymmunication between multiple

stakeholders.

Again, international organisations have been dsedi®arlier in the previous section. In
the green box A, there are UNESCO and the otheethtGOs namely, GACP, WMF,
and 1.Ge.S who focus on conservation and restaratiojects at Angkor Wat. Two of
the three projects have their own visitor centiégese centres specifically present only
selective information about the project and theyaat visitors who are interested in
conservation areas. The visitor centres are rudooations supplied by their respective
countries. Furthermore, interpretive signs and d®aave been arranged to enhance the

quality of visits as well as for visitor safety.

Box B illustrates the role of APSARA in managingsda interpretation and a good

relationship between APSARA and international shakaers is illustrated in box A.
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APSARA is the only public sector that controls AngkVat temple. Inside box B, there
are two small boxes that show different levels ainagement of interpretation at
Angkor Wat. Policy and decision makers who are ived in developing the site are
from management groups. These groups work horitgngand vertically with site

managers and international organisations to achm&eaging interpretation on site.
Because Angkor Wat was inscribed in a world heeitligt, all development projects
have to discuss with UNESCO including a project tfog construction of a welcome
centre. Also, the management group has a goodiamgaip with NGOs and they
always meet an agreement on a standard of intemprdacilities at the site.

Management groups provide capacity building fore sinanagers to develop
interpretation schemes on the site. These site geasaplay an important role in
increasing visitor experiences through interprefaeilities and information provided
on the site because Angkor Wat does not have wisgotres. The facilities include

direction signs, information boards, and signage.

Freelance and contracted tour guides in box E sepitethe private sector. These tour
guides have gone through an interpretive trainiogreée provided by the Ministry of
Tourism. The guides are under supervision of theidiy who license guides to work
on the site. In addition, a pink arrow connectetiveen boxes B and C shows a good
relationship between APSARA and the Ministry toestithen tour guide capacity.
APSARA understands that tour guides are key ingtgps enhancing the quality of
interpretation of the site. Thus, additional tragicourses for guides are found as good
ways to improve their interpretation. Unlike mamaginterpretation by organisations,
tour guides need to be talented and flexible. Mantamterpretation by tour guides is
very challenging because they have to understasitbvidemand and how to select
appropriate interpretation for visitors. A red avrtinks between B and E illustrating
some conflicts between APSARA and tour guides. Mikustandings of the two parties
about the audio-guide project and a lack of pgrdéton in the decision making process
are a clear example of the conflicts. Site manaderglency to improve interpretive
facilities makes tour guides unhappy because thewarried about redundancy due to
the replacement of the audio guides. Furthermdreretis no involvement of tour
guides in decision making about having audio gyidgects at Angkor Wat. A lack of

democracy in decision making causes great tensimng tour guides.
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Figure 4: A summary of findings
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Chapter 6: Discussion

6-1-Introduction

The aim of this chapter is to address the two rekequestions presented in chapter 1.
In this discussion chapter, the findings in chaptevill be connected to the literature
presented in chapter 3. Some themes that emergtt ifindings chapter have been
discussed in the broader tourism literature, suchirpretation for managing cultural
resources (Garrod & Fyall, 2000; Tilden, 1957; Tilhyp 2007), interpretation and
sustainable tourism development (Leask, 2010; Moe;al998), the tour guides’
interpretation (Ap & Wong, 2001; lo & Hallo, 201Yy, et al., 2004), and stakeholders
in managing interpretation (Aas, et al., 2005). iHgvgone through the discussion
chapter, practical management implications, recontagons, suggestions, and further

research will be presented in chapter 7.

The organisation of this chapter is divided intoeth main sections. The first section
will illustrate the key stakeholders taking parniianaging interpretation at Angkor Wat
temple. The stakeholders presented in this disonssihapter mostly have a
responsibility to improve the management of intetation at the temple (see figure 4).
Managing interpretation by organisations includitte APSARA and NGOs is

distinguished from managing interpretation by tguides. The differences between the
organisations and the tour guides have been formigh their particular roles and
objectives in managing interpretation. Secondly #takeholders’ objectives in the
interpretation will be identified. Finally, a compson between the management of

interpretation by organisations and tour guides lvéldiscussed.

6-2-Stakeholders in managing interpretation at Angkr Wat

This section will illustrate how different staketlets manage interpretation at Angkor
Wat temple. Not all stakeholders presented in thdirigs are discussed here because
some of them have less actual attachment to theageament of interpretation. For
instance, the tour companies being interviewed atopnovide any evidence related to
interpretationand they have no influence on interpretation maylé¢onr guides (see

section 3-5-2). Similarly, the perspectives fromESCO have not been included in this
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chapter because the site is under supervision &AA Authority. UNESCO would
consider the interpretation project if APSARA preps it.

6-2-1-Managing interpretation by organisations
6-2-1-1-Managing visitor centres (APSARA and NGOs)

It costs a lot of money to construct a visitor ecent he findings indicate that APSARA
needs a large amount of money to build a visitortree An officer from APSARA
reported that a majority of revenue from the erteafee was spent on conservation and
maintenance project and the rest was used to iregmwist facilities in Angkor Wat as
well as human resource management. The officere\mdi that the revenue was
allocated for primary purposes rather than foratwestruction of a visitor centre. Leask
et al. (2002) stated that heritage sites neceggsaitd financial support for preserving
and restoring ancient buildings. They furthered fttiscussion by saying that
conservation is the main objective for heritage sitanagement (Leask, et al., 2002).
Therefore, the expense on a visitor centre is eballenging for APSARA when this

organisation prioritises conservation projects.

Entrance fee policy set by the government and reewidt destinations may influence
the expense on the visitor centre. The governmeniiges their citizens free entrance
to Angkor Wat because of the poverty in the courifpg, et al., 1998). Thus, the
revenue from the entrance fee is from internationsitors. However, international
tourism receipts at Angkor Wat are still low bemuSambodia is a new tourist
destination. These two factors could be a case ARBSARA on behalf of the

government cannot afford the construction of aersientre.

There are two visitor centres run by the NGOs. €hmmntres purposely serve visitors
who are interested in conservation and restoratiork. One visitor centre belongs to
the GACP project which is responsible for presayarvings and bas-relief at Angkor
Wat. Another centre is under supervision of theel$project, restoring Kada Ben of
Angkor Wat. The findings revealed that the ownershese two visitor centres used
their government budget and international donatitmsbuild the centres. These
international organisations use the centre as placeexplain to visitors about the

projects and the reasons why Angkor Wat needs caatsen. Inside the centres, there
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is an exhibition of photos showing the process ofiservation. Hence, apart from
information about conservation, the centres areapptopriate places for visitors to get

general information about the site.

6-2-1-2-Training courses

Tour guides need training courses to develop psadaal tour guiding. Interviews with
tour guides revealed that training courses playingportant role in improving their
existing knowledge. Normally the basic training s®s are arranged for new entrants
and the courses are officially organised by thei$fim of Tourism due to a market
demand for tour guides. In addition to the basiarses, there are on-going training
courses which are organised by the Ministry anel sianagers, a representative from
APSARA. Tour guides probably know that a basicnirag course could not help them
much in interpretation of the site so that they dherore training courses. These
additional courses are expected to get in-depttenstahding on how to manage the
tour guiding and entertain visitors. Ap and Won@(2) also found that additional
training courses would benefit both tour guides ausitors. They furthered the
discussion by saying that a first training coursevigled too general information of the
site which visitors could access this informatidmotigh different forms of media
without tour guides. However, additional trainirmucses may provide tour guides with
updated information from the new discoveries madeehistorical site. The additional
training courses can upgrade the status of toweguivhich move them from the simple
guides who received low paid to professional guidesnterpreters (Ap & Wong,
2001). This is another way to motivate tour guidestheir careers as well as to
strengthen their capacity. Another implication ¥@sitors is that they would appreciate

their experiences at the site because of the higlmyified tour guides.

The benefits of the training course are considérethe site managers. Site managers
politically tend to engage tour guides in a semuratraining course in order to convey
information about conservation and protection tartguides and to visitors. Some
scholars believed that professional interpretertoor guides who have gone through
several training courses have a strong potentiabttvince and educate visitors (Ap &
Wong, 2001; Moscardo, 1998) for the sake of suatden development of the site
(Christie & Mason, 2003). For the case of Angkort\Wéample, APSARA sends their
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experts and site managers to facilitate a trairdogrse which is organised by the
Ministry of Tourism. Lectures given by the expeate mostly related to development
and conservation of Angkor Wat temple. This acti@arly shows that site managers or
experts take the opportunity to explain to the tguides about conservation work.
Hence, it is important for site managers or otlewant institutions to consider about
training courses as a means to develop tour guickgsacity and move them from a

basic level of tour guiding to management level.

Foreign language competence is another importahjesu in the training course
curriculum. In some developed countries, tour gsiidee recruited based on their
language qualification (Christie & Mason, 2003). wéver, Cambodian tour guides
whose language is at a foundation level are resfuitecause of the market demand.
Their language barrier sometimes has an influemc&mwledge being shared to the
visitors. These visitors expect to gain more infation from the tour guides through
communication. The visitors may not be happy watrtguides because of difficulties
in communication between them. It is clear thatdguiraining courses in Cambodia
normally include language sessions which focusamguiage used for communicating
with visitors. This finding is in line with the prus study by Ap and Wong (2001).
The researchers believed that language is a meansniance the quality of
interpretation. This means that visitors are alde understand the tour guides’
explanation of the visiting sites. Therefore, guidEning courses should contain both

interpretive skills as well as language use.

6-2-2-Managing interpretation by tour guides

Understanding the visitors’ demand and the knowdedg the site are the key
components of managing interpretation content byr tguides. Contributing the
knowledge of the site to visitors is an importasierof tour guides (Christie & Mason,
2003). The transformation of the knowledge may laglenin different forms due to the
level of visitors’ education. Understanding the Kkmround of visitors may help tour
guides know what kind of interpretation they shoplavide. To increase visitors’
experiences and enhance the quality of visit, imetation provided by tour guides are
flexible according to their visitors’ demands. Idd#ion, lack of knowledge and a

language barrier indicated in the findings arertfaén issues in managing interpretation.
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6-2-2-1-Managing interpretation for the groups dditors

Good interpretation management requires tour guidies understand visitors’
preferences about the site and use the right tgalrto interpret the site. According to
the interviews with tour guides, visitors in theogp do not totally follow the tour
guides. Because individual visitors have differpnéferences, they sometimes find
things that interest them in Angkor Wat without centrating on the presentation. Tour
guides should also reflect on their ways in intetipg the site in addition to the
observation of visitors’ attitudes. Sometimes tbatexts interpreted by the guides do
not interest visitors and make visitors feel boaed confused. Tour guides should also
consider techniques that can draw visitors’ attento the interpretation. Tilden (1957)
stated that using a good technique to interpretsttee does not only attract visitors’
attention but also helps them to understand therpréted content more easily, for

example the use of pictures or maps during thegregation.

A key contribution of this research is providingights into how tour guides manage
interpretation and presentation for the group sfters at Angkor Wat. McKercher and
du Cros (2002) stated that visitors to culturalithge sites do not require the same
information. The visitors may or may not be intéeesin the presentation and
interpretation made by the tour guides. Some vsiteant to spend a longer time on
looking at carvings and sculptures whereas othefeptaking photos (see section 5-3-
3-2). The visitors’ preferences are very challeggior guides in the management of
interpretation. Furthermore, the findings are cstesit with the results of a previous
study (lo & Hallo, 2011). Tour guides do not spemdong time on presentation or
interpretation because a long presentation can mahrs feel bored. That is the
reason why the tour guides at Angkor Wat do noseme the entire information of the
temple at the site. Alternatively, they arrange equarts of interpretation on the bus and
they will finalise it once they arrive at the s{tee section 5-3-2). Thus, tour guides can
avoid long interpretation which leaves visitorsefr® walk around the site and take
pictures as they wish. Observing the site coulde givcompliment for interpretation
made by the tour guides and would increase visitoierstanding of the site.

In addition to lo and Hallo (2011) and McKercherdatu Cros (2002), the current
findings confirmed that illustrations and explaoati technique are part of the

management tools of interpretation. The findingec#ically focused on children
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travelling with their family. Managing interpretati for these groups of visitors is very
flexible. Tour guides need to know the nature ofldten such as their needs and
interests. The tour guides reported that childrenndt really like listening to the
history. They would be interested in a discussibaua animals and flowers. The tour
guides attempt to connect what interests the @nldo the presentation of Angkor Wat
(see section 5-3-3-2). Visuals are found as at#adbols to explain the carvings and
sculptures on the temple walls. The current rebeseems to inform the sixth principle
of interpretation which is studied by Tilden (1953howing pictures and pointing out
the nearby environment to explain to visitors an@d& of education through
interpretation (Tilden, 1957).

6-2-2-2-Language barriers and limited knowledgeités

Misinterpretation and misunderstanding of the sitiescaused by language barriers and
a lack of knowledge in cultural understanding. Adaage barrier is known as the major
issue in communication and presentation of the(ite et al., 2004). Since tourism in
Cambodia has opened to the world, thousands oisteurom different countries visit
Angkor Wat. A growth in visitors to the destinaticeguires more tour guides. To meet
the market demand, the Ministry of Tourism orgasiaetraining course for new local
guides whose language proficiency is not good emdagcommunication with visitors.
The findings showed that tour guides sometimes db understand the visitors’
guestions because of their language problems. Vie@tbe visitors answers, tour guides
ask them to repeat the questions again (see seBt®#-2). Although tour guides
attempt to answer the questions from visitors, sones uncertain answers will be
given. This uncertainty may lead to misinterpretatand misunderstanding about the
site (Smith, 2001; Tilden, 1957).

In addition to the language barriers, the genemal\tedge of tour guides about the site
is also discussed extensively in the literature&lblallo, 2011; Yu, et al., 2004). The
tour guides in the interviews acknowledged thatirtladility to present the site is
limited. According to officers from APSARA and th#&linistry of Tourism,
interpretation should include additional informati@bout culture and people with
which the site is associated. Their opinions supfi@ study of Kundson et al (1995)
cited in Moscardo (1998). Only presenting the hmistsometimes makes visitors feel
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bored and they will not be interested in the intet@tion anymore. A lack of knowledge
of tour guides about the entire site can discouxagjeors whose expectation is to gain
further interpretation of the site rather than dmgtwritten in guide books (Yu, et al.,
2004). In addition, the visitors would appreciake ttour guides who have a wide
general knowledge about the site. So that, visiamesable to question the guides and
build communication with the tour guides. This ishawv Tilden (1957) called
provocation which is the aim of interpretation. Tvesent study shows that training
courses are very important to develop the capatitpur guides and these courses will

enhance the quality of interpretation at Angkor Wat

6-3-Objectives in managing interpretation

To address the second research question, thipseliicusses the aims of organisations
and tour guides in managing interpretation at Amgéat. This section illustrates a
variety of objectives which are indicated by mu#istakeholders. Again, not every
single stakeholder has been discussed. Some stdkehodo not have explicit
objectives for the management of interpretationabee they have no knowledge of
interpretation and its benefits. For example, wampanies concentrate on taking care
their customers and improving their service. Tham&f objectives in managing
interpretation from NGOs, UNESCO, APSARA Authoriand tour guides will be
discussed. It would be better for the author digdithe section into two main
categories, the objective of managing the integhi@ by organisations and tour

guides.

6-3-1-Organisations
6-3-1-2-Understanding about conservation

Conservation and preservation of cultural heritage the prime objectives that site
managers encourage visitors to understand. Cultoradervationists and site managers
are more concerned about visitors who unintentlpneduse damage to the sites
(Shackley, 1998; Timothy, 2007). Moscardo (1996}est that visitors’ appreciation of

the cultural resources could reduce negative inspactthe sites. These mindful visitors
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learn about the values of the site through toudegsiias well as interpretive facilities
provided at the site (Moscardo, 1996). The curfemting is in line with the previous
studies. The NGOs working for restoration and neaiahce of Angkor Wat temple
attempt to inform visitors about the current siiraof the temple that needs immediate
rescue (see table 4). Information boards and sagasised to explain to tourists about

the conservation project and ask for their coopanat

Table 4: Objectives in managing interpretation by oganisations

Interpretation Objectives
management by
organisations

NGOs Conservation and restoration of Angkor Wat temple
Visitor safety
UNESCO Heritage educatic

APSARA Authority ~ Heritage educatic

(Source: Author, 2012)

Interpretation is known as an education form torease visitors’ awareness of
conservation (Garrod & Fyall, 2000; Millar, 1989jlden, 1957). If high levels of
accessibility to the site can lead to cultural tssdecoming damaged, conservation
requirements are needed in a heritage managemant @larrod and Fyall (2000)
explained that education plays an important rolechieving accessibility in this regard.
The understanding of visitors about the signifien€ the site and why it is conserved
are very essential for managing the site. Inteipgetechniques such as onsite
interpretation, media and publications are an é&ffecmechanism for preventing
cultural assets from the negative impacts. Thervige/s with a representative from
UNESCO and APSARA indicated that educational imegtion of the heritage is
needed for the site management (see table 4). Thesexperts acknowledged that
Angkor Wat temple is being damaged due to a grawtburist arrivals. They believed
that sustainability of the site depends heavilyeslucation forms such as educating
visitors, local people and children (see sectidti®-). It is likely that the results of the
current study support the literature in some respé&tambodia is a developing country

where heritage education is required because fm#ble seem to have less knowledge
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about heritage conservation and tourism. The educ#ébr children who are the new
generation for sustainable development of the iteuld not be neglected. Providing
adequate interpretive facilities at Angkor Wat téenpducate visitors and increase their
awareness of the site. Having gone through thicudson, this present study
contributes to the development of interpretatiolagkor Wat temple and helps site

managers to rethink the role of interpretationdnaating people.

6-3-1-3-Safety

Not much literature has been discussed about tfetysaf visitors as a result of
interpretation. Interpretation is known as a toof fmanaging natural and cultural
resources at visitor attractions (Kuo, 2002; Shayxck1998; Timothy, 2007). To be able
to manage the resources, Timothy (2007) statedvibiébrs need further understanding
about the meanings of conservation and restoratigarpretation plays an important
role in this regard (see section 5-5-2). Increasiisifors’ awareness of conservation
will minimise negative impacts caused by thousaofdgisitors (Shackley, 1998). It is
likely that interpretation has only been used faniaging the resources. In addition to
the literature, findings suggested that when visitmderstand about conservation, they
will be careful during their trip. According to &niews with international
organisations, visitors to Angkor Wat stood far gfram working areas where experts
were restoring stones. Having kept themselves Weayafrom the restricted areas,
visitors will not disturb the working areas andythgill not be injured in some cases.
The interviewees explained that a concern for atissafety is one of the international
organisations’ aims (see table 4). To avoid visitencountering a risky situation,
interpretive facilities such as information boaas&l signage were provided around the
working areas. Therefore, interpretation is used aseans to increase visitor safety at
Angkor Wat.

Few studies have focused on visitor safety becatifge research sites. Some heritage
sites are opened entirely to the public whereaarstallow visitors to see some parts of
heritage attractions due to maintenance reasonack®&ly, 1998). For researchers
studied at the sites without any maintenance, finelgably did not concentrate much on
benefits of interpretation for visitor safety. Arception to this is a study by Moscardo

(1998) whose research included visitor safety istanable tourism development.
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Therefore, the findings give a new light for futuesearch conducted at world heritage

sites.

6-3-1-4-Interpretive Sighage

Interpretive signage has been used to increassusiinability of visitation. Giving
visitors knowledge about the sites is very impadrtdhoscardo (1998) explained that
information can enhance visitor experiences andigedhegative impacts. Providing
information signs informs visitors what the sites offer and what are the possibilities
that visitors can and cannot enjoy (Moscardo, 1998)e author found that the
information gives visitors options so that they oaake best choices about what they do
and where they go. The current study indicatedttiere are different signs being used
at Angkor Wat such as direction signs, ‘Do’ and absigns, and information boards.

Direction signs are used to direct visitors to¢h&rances and exits.

Interpretive signage is very useful for Angkor Wamples. An interviewee from
APSARA revealed that Angkor Wat is a new tourisstd®tion for international
visitors in terms of cultural understanding. Sorséviéties, behaviour, and clothes are
restricted. The participant stated that site marsag&pect visitors to know about the
restriction guidelines. However, the provision mterpretive facilities at the sites is still
needed. Shackley (1998) and Moscardo (1998) maut@ra that interpretive signage
plays an important role in explaining the impactsother cultures and offensive
behaviour for the destination cultuighe use of signage is a part of visitor management
but it was also discussed in the context of inetgiron that explains the reasons why
visitors need to respect the site (Moscardo, 1998)that visitors will learn about the
new culture and come to respect the site accorgifidgierefore, the use of interpretive
signage can be seen in the context of visitor mamagt and interpretation

management.

Information signs are very crucial for independeavellers. Poon (1993) estimated that
the number of independent travellers will increesmpared to the traditional package
tours. The independent travellers are very flexibiel need more education (Poon,
1993). These kinds of visitors have a high expemta@bout the provision of

information on the site. To match this future markbe site managers working at
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Angkor Wat should study what kinds of informationdasigns to be provided for
independent visitors as well as other visitors iangral. Considering Poon’s
perspectives of independent tourists, the improveré interpretive structure is very
important for the case of Angkor Wat because theeot interpretation of the site

heavily depends on the tour guides.

Little attention has been paid to drawbacks of sighis not necessary to have many
restricted signs at the heritage site. These kinfissigns may impact visitors’
perceptions when they are at the visiting site.offiter from APSARA explained that
visitors are not illegal people whose activities atways forbidden. The expectation of
visitors is to gain experiences from the sites ujgio explanation and interpretation
(Hall & McArthur, 1993; Moscardo & Ballantyne, 2008Additionally, the officer
suggested that it would be better if site managerdd give reasons or explanations
instead of providing restrictions at the site. Heribiis suggestion should be taken into

account for practical management of interpretasisnvell as for future study.

6-3-2-Tour guides

Tour guides aim to increase visitors’ awarenesthefsites and develop conservation
ethics. According to the current research, tourdegsientertained visitors and made
them appreciated the Angkor Wat temple. The guades transferred knowledge about
preservation of the site to tourists (see secti@al). These findings come closer to the
previous research (Ap & Wong, 2001; Christie & Masg2003; Cohen, 1985). Cohen
(1985) stated that tour guides do not just entenasitors but they also provide visitors
with an understanding of the site and its cultuf@ & Wong, 2001). Providing

information and knowledge to visitors will chandeitr behaviour and the perception
they had before arriving at the site. In addititheir positive attitude and understanding
about the site can achieve important aims of sumideé tourism development and

promote a conservation ethic.

If there is a gap between the objectives of toudesi and organisations, the gap may
lead to unsuccessful development of the sites. Thidd happen in countries where
freelance tour guides are licensed to work in itessThese freelance guides are not

under any specific tour companies and they worlepechdently. These freelance tour
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guides probably do not always have an explicit cibje apart from earning money
through guiding tours. It can be explained by thet fthat, tour guides may aim to
satisfy their customers’ basic needs rather thandimg on visitors’ awareness of the
site. The aim is not wrong or right but dependstam guides’ perceptions. If they
perceive that they are a part of improving intetquien at the site, their objective may
include visitor's awareness and sustainable dewedop of the site. That is the reason
why APSARA and Ministry of Tourism conduct guidaitring courses in order to
increase their knowledge about the site. Trainimgrses being discussed in section 6-2-
1 may provide a good solution and facilitate touidgs to understand about their roles
and the objectives of interpretation. Therefore differentiate between the aims of
interpretation, future research on freelance guided the organisations’ aims of

interpretation should be conducted.

6-4-A variety of interpretation management by multple stakeholders

This section primarily gives an explanation aboimilarities and differences of
managing interpretation by organisations and tauides at Angkor Wat. Then, the

impacts of multiple stakeholders on the interpretainanagement will be presented.

6-4-1-Similarity

Enhancing visitors’ experiences at the world hegstaite is the general purpose of the
stakeholders. Tour guides are key players to dmrti knowledge such as culture,
history, architecture and information of Angkor Wauvisitors. Tour guides provide the
visitors an opportunity to learn some aspects efttistoric site (Garrod & Fyall, 2000).
In the current research, tour guides expressedrdiit ways to manage various groups
of visitors in order to increase visitors’ knowledgbout Angkor Wat, in other words, to
enhance the quality of visit. Similarly, APSARA aN&GOs working for conservation at
Angkor Wat, also focus on visitors’ experiencesc@ese Angkor Wat is not known by
many people, information and signs are very imparta inform them. Providing signs
and information boards on the site are vital f@iters to understand the significance of

Angkor Wat. In addition, visitors also learn abajpropriate behaviour which is
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needed at the site. It is assumed that the arraggfenf the signs and information
boards facilitate visitors to experience most & s$ite. Therefore, visitors’ experiences

are the main objective of the stakeholders.

6-4-2-Difference

Site managers are more concerned about sustaidatddopment of the site than tour
guides. This is reflected in their objectives angpraaches to interpretation
management (see table 4). In addition to improwrsitors’ experiences (see above
similarity), interpretation has been known as arpamant key to develop tourist
attractions in a sustainable way (Garrod & Fya00@, Moscardo, 1998; Shackley,
1998). Their studies illustrate some issues cabsedsitors and the authors seem to
focus on interpretation as a management tool twesdhe problems. Providing
interpretive signs are a good way to reduce negatnpacts resulting from visitors. Of
course, tour guides can explain and interpret thilh@t could harm the site to visitors
but they can only inform some groups of visitorsowtire them. In contrast, a message
from signs and information boards managed by APSAdRA NGOs do not only
deliver to visitors but also to all members of fhublic who wish to know about the site.
Another example from the present research shows ttiea guide training course
conducted by APSARA and the Ministry of Tourism aitn explain to the tour guides
about their role in developing the site. The tnagnicourse also helps tour guides to
understand the value of interpretation which insesavisitor awareness and minimises
negative impacts. Designing informative signs anglnpising training courses are a

kind of strategy in managing interpretation whislairesponse to site damage concerns.

Managing interpretation made by tour guides isvactommunication. The findings
suggested that managing interpretation is relaietidnaging a group of visitors. The
degree of understanding of visitors within a graspdiverse. This may have an
influence on interpretation and explanation madddoy guides. Having known about
visitors’ backgrounds, tour guides are able toceadesuitable scenario to be interpreted.
Selecting the right scenario and story, visitorsynaéso have a chance to provoke
discussion and question their guides face to feloevever, according to the author’s
experiences and the interviews from APSARA and NG®s organisations have not

carried out survey about visitors’ perceptions ofeipretive facilities and visitor
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centres. They have not focused on how much visitoderstand and learn about the
site through interpretive facilities. This meang thrganisations do not exactly have
direct communication with visitors. Therefore, tbeganisations are difficult to get

feedback for improving visitors’ understanding thgb facilities provided on site.

Financial support for the development of the intetipe structure is under the
supervision of site managers. Tour guides seeméndsnothing during their process of
interpretation. However, site managers need to kagkear budget plan for improving
visitors’ facilities at the site. The findings reated that because APSARA used to plan a
budget for conservation purpose they did not haxaugh funds to establish a visitor
centre. Similarly, NGOs can run their exhibitiomnttes by looking for international
funds from overseas. An advance technology is @nadhiver shaping the quality of
interpretation. Some museums and sites in developedtries spend a lot of money for
improving interpretive facilities which are believéo enhance the quality of visits.
These findings imply that financial concerns arsoah part of management of

interpretation.

A slightly different role can be seen between thenagement of interpretation by
organisations and tour guides. Literature revetiati site managers are responsible for
planning and implementation to improve interpref&eilities (Hall & McArthur, 1993;
Landorf, 2009). APSARA and the Ministry of Tourisane good examples for this.
However, the findings indicate that tour guidesnsde use tour contents which they
learned from the training courses and contributeigdors. It is likely that tour guides
have much involvement in implementation becausg g& influential ideas from tour
guides of the organisations in order to serve ey for the development of the site
(Ap & Wong, 2001, Christie & Mason, 2003). Therefporganisations have both roles
in planning and implementation whereas tour guides/e been involved in

implementation for the purpose of managing integdien.

APSARA and the Ministry of Tourism are in a highvéé of decision making with
regard to interpretation. The current study rewealtat these two organisations have a
great deal of influence on both interpretation i#ssas well as tour guides. These
organisations should demonstrate good cooperatitn taur guides before making a
decision on developing interpretative facilitiehid can be explained by the fact that

tour guides have a closer relationship with visitdtan APSARA and the Ministry of
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Tourism. Tour guides probably have some idea abasttors’ demand for
interpretation. Thus, tour guides should becomead pf policy maker groups who

decide on the management of interpretation.

6-4-3-The impacts of multiple stakeholders on imtetation management

Contradictions and conflicts are often found atithge sites. These conflicts occur
because of the problematic relationship between rsinagers (conservationists) and
tourism developers (Aas, et al., 2005). The threatsnot be minimised unless these
stakeholders have good cooperation and discussibmas agreement can be found,
these stakeholders will achieve the developmenthefsite in a way that preserves the
cultural resources and benefits to all stakeholdsesording to the present study, there
is no consensus among the relevant stakeholdemaiaging interpretation at Angkor

Wat, especially tour guides and APSARA.

The findings suggested that tour guides are nopyayth an introduction of a new
audio tour guide project. Interviews with tour gesdindicated that they were very
concerned about redundancy which may be causeddayng audio tour guides at
Angkor Wat. Although a few guides acknowledged thatio tour guides will not
provide detailed information and explanation ad tear guides do, they still hold the
opinion that the audio guides should not be intoeduat Angkor Wat. In addition to
that, an officer from the Ministry of Tourism suptexl the tour guides by stating that
the use of interpretative facilities should noeafftour guides’ careers. In a response to
the tour guides’ concerns, an APSARA officer magmmt that the distribution of the
audio tour guides at Angkor Wat offers visitorslarglity of heritage interpretation. So
that tourists have choices to select tour guidesudiio guides during a tour at Angkor
Wat. It is likely a contradiction caused by the tperspectives from tour guides and the
officer of APSARA. Even the officer from the Minrgtof Tourism disagrees with the
ideas of APSARA officer. If these conflicts cantha resolved, they may impact on the

development of the interpretation project at AngWéat.

Decision making was also found to be a controveissaie between the tour guides and
the APSARA. Tour guides revealed that they arelyareited by the APSARA to be

involved in meetings. None of the tour guides’ caims have been raised and discussed
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for example in a meeting about the developmenhefinterpretive facility project (see
section 5-4-2). These actions seem that APSARA mdkeisions for the site on their
own. Centralisation could be a reason that leadshéo sole decision making of
APSARA. According to Aas et al. (2005), communioatibetween stakeholders was
perceived to be complicated because no one ig/nerdponsible for their actions at the
sites. In addition to that, the private sector hadpportunity to discuss any issues with
APSARA. The current findings may be in line withetlstudy of Aas et al. (2005)
because the authors conducted the research in Wwhese political ideology and
cultural contexts are relatively similar to Camizodt is believed that the management
of interpretation at Angkor Wat will not be sucdes# the site managers fail to take an

involvement of relevant stakeholders into accourtgk, 2010).

104



Chapter 7: Conclusion

7-1-Introduction

This concluding chapter summarises the key aspleatavere discussed in the previous
chapters. The following section will be a discussid the development of a conceptual
framework. The studies’ contribution to academisesech and real practices will be
presented. This is followed by limitations of thady and future research about

interpretation management.

7-2-The summary of the research

The study of multiple stakeholders managing inttadion at a world heritage site
contributes to the literature on heritage intemgtien and tourism management. The
current research also adds to the wider literabareisitor attractions and management
for which interpretation is used as an educatidoal to reduce visitor impacts at
historical sites. The findings also make a contiduto the literature on stakeholders
taking part in managing interpretation at a UNES®@6rld Heritage Site. In addition, a
comparison between managing interpretation by asg#ions and tour guides are

addressed in the study.

Another advantage of the current study is foundtha research method and the
selection of a constructivist perspective whichajgpropriate for investigating the
management of interpretation. The development & ¢lnceptual framework to
examine the research questions provided a structare data collection and
identification of individual stakeholders takingrp@n interpretation management. To
analyse the data, coding and categorising key themeee undertaken. The key themes

were arranged according to the research questions.

The research method also confirms the trustwordilsingf the findings. Adopting a
social constructivist approach has allowed multipigices to be examined. The
approach allowed the researcher to identify theiemitial factors on the interpretation.
Face-to-face, semi-structured interviews provideal participants with an opportunity
to have an open discussion based around the guestsimary and secondary data

were both used in data analysis in processingehearch questions.
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The findings of the research contribute to theditere on managing interpretation and
tourism management at world heritage sites. Theatbes of individual stakeholders
for managing interpretation were identified. Thee&ch also found that organisations
and tour guides have different responsibilities imerpretation management.
Organisations were concerned about a lack of irdéxe facilities provided at Angkor
Wat. This interpretive infrastructure was used tthance visitor experiences and
promote conservation at the site. Furthermore, gtiidining courses were revealed to
be significant tool to develop the capacity of tguides. Tour guides, on the other
hand, linked the management of interpretation with management of visitors within
group tours. The findings suggested that the eaffeess of interpretation partly

depends on effective tactics in managing a groupsitors

Conflicts between stakeholders were identified. Tihdings revealed that tour guides
had no power in decision making about the developmeé interpretation at the site.
This means APSARA solely decided on how to imprinterpretation at Angkor Wat
temple whereas the Ministry of Tourism focused a@gaaising the guide training
courses. It seems that the communication betwesiwb organisations have not been
going well to develop interpretation for the sibetroducing an audio guide project at
Angkor Wat temple has created misunderstanding é=twAPSARA and tour guides.
The project was planned for improving interpretieeilities at the temple but tour
guides and the officer from the Ministry of Tourissere not happy with the project

because it may affect tour guides’ careers.

7-3-The conceptual framework

A conceptual framework (see figure 3, p. 38) whiges developed from the literature
provides an overview of the management of integpie@t at a world heritage site. The
framework illustrates the overlap of site managenssm interpretation management.
According to the literature, interpretation is useda management tool for controlling
visitors’ behaviour and promoting visitors’ expemes at heritage attractions. The
framework also provides a comprehensive understgndif the involvement of

stakeholders in managing interpretation at heritagiges. Understanding the
stakeholders’ contributions to data collection stssiin addressing the research

guestions.
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A structure of findings (see figure 4, p. 87) ithades different levels of organisations in
managing interpretation at Angkor Wat temple. Coregdo the conceptual framework,
the structure of findings provided more specifiswaars which addressed the research
guestions. The structure of findings provided dethout how individual organisations
manage interpretation at Angkor Wat temple. Diffeérebjectives and responsibilities
of the stakeholders were found in their interpretaimanagement. Additionally, the

structure shows the relationship between the stdéers.

The conceptual framework and a structure of fingiogntribute to a discussion chapter.
Literature that formed the conceptual framework @@sussed with the findings of the
current research. Some findings confirmed and ested the previous studies whereas
others suggested areas for future research. Hazing through the discussion chapter,
although the conceptual framework was used as goédor the current research,
changes had been made to the framework accordirigetdindings presented in the
research. The conceptual framework suggested trat sstakeholders take part in
managing interpretation including the internatiomammunity, and the public and
private sector. However, responsibilities of theeinational community were found less
in the interpretation management at Angkor Wat temjmstead, APSARA and tour
guides were found to be as key players. Hencecaheeptual framework needs to be

revisited after a discussion chapter to ensurechapges.

7-4-Contribution of the study
7-4-1-Contribution to academic research

The current study has provided insight into thatrehship between organisations and
tour guides in managing interpretation at a wordtage site as opposed to looking at
one group’s perspective individually as has beenedim most previous studies. It
further examined the conflicts between the stalddrsl and the objectives of

interpretation at a heritage site. Looking at tlg ficture, interpretation is used as a
means to deal with visitor impact. Thus, the staflynanaging interpretation provides a
chance to understand visitor management that neepigort from diverse forms of

interpretation.
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This study adds another insight into heritage mamant. In addition to sustainable
tourism management and cultural tourism, the curresearch broadens scope of
research into the area of heritage management.séleetion of a case study about
Angkor Wat temple, a world heritage site, providgedunderstanding about the benefits
of interpretation for managing heritage sites whgte managers are concerned about
conservation and sustainable development. Theseeom are taken into account by

both national to international communities.

The current research has provided an idea how touiteparticipants from tour
companies through tour guides. Because one ofabearch questions was to explore
decision-making in interpretation management, toampanies were suggested as
interviewees by tour guides. Although the outcorfresn the interviews have not
involved in data analysis, the selection processoaf companies is a new way to
recruit participants. Tour companies have a classection with tour guides and the
companies also have strong influence on organisifigient time for interpretation.
The selection method helped the researcher to stashel the relationship between tour

guides and tour companies. This method also alldeeddditional data to be collected.

7-4-2- Contribution and practical implications

Heritage interpretation plays an important rolgpromoting cultural tourism but little

attention has been paid to multiple stakeholdersagag interpretation at heritage
sites. The present study contributes to an undetistg of stakeholders’ objectives and
the relationships between stakeholders in intesicet management. This research is
also valuable for those who wish to understandphenership between the heritage

industry and cultural tourism development.

It is common to have conflict between stakeholdenen they take part in managing
interpretation at a world heritage site. Some dotsflstated by site managers and tour
guides were identified in the current researchntifigng these conflicts could help the
two parties to find appropriate ways to solve tmebjfems. In addition, both parties
could understand each other’s objectives and theyldvbe willing to improve their

interpretation management.
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APSARA Authority

Understanding about interpretation management agkéinWat temple provides an
important example for a future study of interpretatat other temples in the Angkor
area where interpretation is needed. Site managefselevant institutions can use the
current research as a guideline to discover thectstre of managing interpretation at
other heritage sites. The present study also pesviite managers an opportunity to

adopt and develop the research framework of inééaion management.

Interpretive centres were found important for Angkat temple. The current study
highlighted the important role of such centres whdsitors can learn about the history
and architecture of Khmer culture. Visitors areelik to appreciate authentic
experiences at the site and their satisfaction evtwgicome a good marketing strategy
that encourages visitors to further explore theucel It would be worthwhile to have
visitor centres explaining the features of AngkoltWemple so that visitors may

consider extending their holiday or plan a subsefjuisit.

Ministry of Tourism

The findings suggested that guide training couasesnecessary to enhance tour guides’
capacity in knowledge as well as language. The diiipiof Tourism and APSARA
should consider providing additional training casswhich aim to develop guides’
skills of interpretation. Testing tour guides’ krledge about the sites and their
interpretive language skills should be strengtheinedrder to enhance the quality of

guides.

NGOs

Interpretation management has implications for eoration. The effectiveness of
heritage interpretation management is not onlyrtomote visitor experiences but also
to minimise the negative impacts to sites. A reiducof visitor impact is a component
of conservation policy which would help site mamag® think about a structure of
heritage management framework. APSARA and UNESCOulgh consider the
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interpretation management as a part of the heritag@agement framework for Angkor

Wat temple.

Tour guides

The Cambodian Ministry of Tourism should reconsitlee tour guide qualification

structure. According to the current research, tuides would be happy to take part in
further seminars or training courses that can tiedm develop their professional skills.
The research findings could inform the Ministry Déurism about a need for guide
training courses to enhance tour guides’ qualiacatAlso, the status of tour guides
could be promoted through their experiences orsitieeand participation in the training
courses. When the quality of the guides is improwbdy would receive higher pay
which motivates tour guides to efficiently work timeir career. However, it should be
acknowledged that some tour operators might not tikese qualified tour guides
because they will increase the cost of packagetdignce, tour guide training in some
Asian countries is still a controversial topic, sifieally with regard to their quality and

salaries.

Relationships between multiple stakeholders

It is impossible to develop interpretation manageimeithout building relationships
among individual stakeholders. A tie between pofitakers and implementers is found
to be very important to achieve an organisatiomwalgy To improve policy relating to
heritage interpretation, Ministry of Tourism and $&RA could collaborate with tour
guides who work closely with visitors and understamisitors’ demand for
interpretation, both verbal and non-verbal. An etffe form of interpretation could be
discussed as to how to improve visitors’ experisnadile preserving the site in a
sustainable manner. As a result, the visitors’ epigtion about the interpretation would

promote conservation and cultural tourism in thentoy.
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7-5-Limitations

It is necessary to identify the limitations of thissearch (see section 3-5-2) because
they provide a chance for future researchers tom&e the management of
interpretation. The method to recruit tour guidesswiot adequate because most of
interviewees were Cambodian tour guides. In aduitio Cambodian tour guides,
foreign tour guides may reveal other issues in meggatheir interpretation such as
culture, communication with locals, and knowleddethe visiting sites. It would be
better to use another method to recruit tour guitesselect both national and

international ones.

On-site observation on a guiding tour would commatnthe interviews with tour
guides. The present research selected semi-stedcinterviews as a means to collect
data. The researcher could collect further datgdigg into the field for observing the
tour guides. This observation would help the regear to follow up on what he

discovered by interviewing tour guides and get nmieseght into how they conduct.

It was hard to arrange for the interviews with jggpants because the current research
was conducted in the high tourist season in Canabothis particularly affected the
interviews with tour guides. The researcher neettethe flexible with tour guides
because they were normally very busy guiding talunsng the day. The arrangement
for the interviews with tour guides was in the ewgnafter tour guides had completed
their work. The interviews are not expected to gydficient responses because due to
tour guide tiredness. Thus, tour guides did noteatrate on the questions. It would be
better if the interviews were conducted at an gppate time so that tour guides could

pay more attention to the questions.

Few tour operators were selected for examiningr timiuence on tour guides. Only
three recommended tour operators were interviewdds number was smaller
compared to ten interviewed tour guides. The numbfertour operators to be
interviewed should be increased so that the relearcould gain a clearer
understanding of the relationship between the mamagt of interpretation and the

organised itinerary.

The interviewees were reluctant to provide cerfagces of information because that

would reveal the name of the organisation wherey there employed. Before
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conducting the interviews, the researcher handeghiimformation sheet which stated
the confidentiality of data to interviewees. Be@uke name of the institution was
stated in the sheet and would be used in the reiptetviewees were still unwilling to
answer some questions which participants considesedsitive with regard to

government policy.

7-6-Further research

The current research leaves gaps for future relseart the management of
interpretation at a World Heritage Site. Futureadats have an opportunity to address
the limitations discussed above. The current reveaabout management of
interpretation at a World Heritage Site was condddtom the supply-side perspective.
Future researchers could further this study by emizg visitors’ perceptions about the
interpretation provided by site managers and touides and hence reveal issues

relating to the demand-side perspective.

Semi-structured interviews were adopted for theresir research. However, other
methods of enquiry could be considered for fut@search methodology. Conducting
visitor surveys may provide sufficient data abowteipretation because the survey
could be done with independent and dependent rdsitAdditionally, observation

would be a good research method if the researchgradequate time to conduct the

field-work.

It is suggested that future research could focukistorical sites which are owned by
the private sectors to offer a point of comparismithe current study. This study took
place at Angkor Wat temple which is operated bygbeernment. The management of
visitor interpretation may not be the same to ame by the private sector because of
their different objectives in managing sites. Aduially, financial concerns for
conservation and development of the visiting platey also differ between the two

sectors.

The interviews in the current research were coratlatith local tour guides who know
a lot of back-ground information about the hist@yd culture of the destination.
However, international guides should not be ignofigte future researchers could pay

attention to these groups because their languagemanication with the community
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and their knowledge of the culture of the visitipjces may influence their
management of interpretation. As a result, visitoray have different experiences

through interpretation provided by foreign guides.

An investigation into tour itineraries could be read’he itinerary organised by tour
operators may have a relationship with the lengthth® interpretation process.
According to the itinerary, some tour guides havée flexible with suggested amount
of time indicated by the tour operators. It mayhaed for visitors to have an authentic
experience because tour guides are not able to leffgthier interpretation due to the
itinerary. Thus, tour guides need to have good tmanagement skills and a good
selection of interpretive topics. Future researstveuld further the area of research by

focusing on the influence of itinerary on interjatein.
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Appendix A: Informatio n sheet

TE WHARE WANANGA O TE OPOKO O TE IKA A MAUI

ggvaORIA Information Sheet

UNIVERSITY OF WELLINGTON

“Managing Visitor Interpretation at a World Heritag e Site, a Supply Side Perspective
Angkor Wat, Cambodia”

Dear participant,

| am a Master of Tourism Management student atovii@tUniversity of Wellington and ai
doing my thesis earch on the Management of Visitor Interpretanb®orld Heritage Sit
using Angkor Wat as a case stt

Thank you for showing an interest in this projdtiease read this information sheet caref
before deciding whether or not to participate. du decide to participate | thank you. If y
decide not to take part, | thank you for considgrmy reques

The project

This project is part of the Master of Tourism Maeagnt at Victoria University of Wellingto
The research objectives aim to lookorganisational structure of interpretation managenag
Angkor Wat, to identify aims and objectives of sthklders in managing interpretation anc
understand how they achieve their goals, and tw dint factors that influence stakeholde
perspective and decision making in managing interpretal

Definition of Interpretation

Interpretation is defined as the full range of pait# activities intended to heighten puk
awareness and enhance understanding of naturatudinnlal heritage sites. Tre can include
print and electronic publications, public lecturesp-site and directly related csite
installations, educational programmes, communitivies, and ongoing research, trainii
and evaluation of the interpretation process ifd€lOMOS Ename Charter, 200¢

This project intends to find some participants vehtasks related to interpretation of Ang
Wat, a world heritage site. These participantsframa UNESCO, Office of Tourism, APSAR
Authority, international conservation teaisuch as GACP, WMF, 1.Ge.S, tour operators,
tour guides.

Ethical approval for the proposed research has lgeanted by the Victoria University
Wellington Human Ethics Committee. You will be prbed with a Consent Form, which w
inform you about gur rights and give you the opportunity to statevtibe data collected froi
you should be handled.
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Participation in the project

Should you agree to take part in this project, willbe asked to participate in an interview of
45-60 minutes duration. You will be asked to signomsent form and the interview will be
recorded if you allow. You have the rights to chedlerview notes. Please be aware that you
may withdraw from participation in the project withwo weeks after the interview and data
collected will be destroyed.

What you need to do

The interview will be in depth and semi-structuredill be asking you about objectives, views,
responsibilities, experiences, expectations andisib@emaking that is relevant to the
management of the visitor interpretation at Angléat. The nature of some interview questions
has not been determined in advance but will depemdhe way in which the interview
develops. You may decline to answer questionsytbatfeel uncomfortable with or withdraw
from the project immediately.

Confidentiality of data

All information and opinion will be presented in aggregate form. Your identities such as your
name and contacts will be entirely confidentialeytwill not be revealed to anyone and will

neither be used in the interview transcription noitten in this Master thesis. However, your

institution name will be identified instead. Pleseaware that even though every effort will be
made to keep your identity confidential, it may fessible for some to deduct your identity
from the mentioning of your organisation or yolatstment. The data collected will be securely
stored in such a way that only | and my supervigitirbe able to access it. All raw data and

audio recordings will be destroyed within two yeaiter the conclusion of the research.

Result of the research

The thesis report will be available in the Univirdiibrary and may be used for publication in
academic or professional journal and for disseronat academic or professional conferences.

You can indicate on the consent form if you wishigoeive an electronic copy of the interview
transcript and research report at the conclusighefesearch.

If you have any questions about the project, eiti@n or in the future, please feel free to
contact me.

Chanvirak Sarm Dr. Julia Albrecht

Master Student at VUW Lecturer, Victoria ManagetnSchool, VUW
E-mail: sarmchan@myvuw.ac.nz E-mail: Julia.albrecht@vuw.ac.nz

Tel: (64) 21 02313056 Tel: (64) 4 4635726
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Appendix B: Consent formr

TE WHARE WANANGA O OO TE IKA A MAUI

gg“ ICTORIA Consent Form

NIVERSITY OF WELLINGTON

“Managing Interpretation at a World Heritage Site, A Supply Side Perspective of Angko
Wat, Cambodia”

I have read the Information Sheet concerning thigept and understand what it is about.
my questions have been answered to my satisfactiomdérstand that | am free to requ
further information at any stag

| know that:
» My participation in the project is entirely volungz

* In the event that the line of questioning during ittervew develops in such a way that |
hesitant or uncomfortable | may decline to answey particular question(s) and/or m
withdraw from the project. All relevant notes andd@e recordings will be destroyt
immediately;

* | have the rights to chechkterview notes at the end of the intervi

* | am free to withdraw from the project within twoeeks after the interview and all di
collected will be destroyed,;

 All information and opinions will be presented in aggregate form; my identity such as
name and other contacts will remain confidential thhe name of the organisation | work
will be identified:;

» The interview may be recorded. Only the resher and supervisor are able to access the
The data collected will be retained in secure gior@nd security code will be used to protect
transcript file for two years, after which they Wik destroyet

» The result of this research Il be used for a student Mast#resis project and may |
published in academic journals or presented inemériconference:

| agree to take part in this proj

Signature of participant (Date)
| would like (please tick box as requir

3 the transcript of this intervie

& a summary of the project resu

Your mail or email address to be sent the documMENt t0....coceniveniiieiiiiiceieee e,
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Researchers’ consent:

I confirm that | will act in accordance with all miidentiality requirements as mentioned in the
information sheet of this project.

Chanvirak Sarm

Master of Tourism Management,

Victoria University of Wellington

Signature
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Appendix C: Interview questions

Questions for semi-structured interviews

“Managing Interpretation at a World Heritage Site, A Supply Side Perspective of Angkor
Wat”

Section 1: Introduction
-Information sheet

-Consent form

Section 2: Participant background (For all participants)
-Can you tell briefly about your background?

-How long have you been working for this organisatas a tour guide?

Section 3: Objectives for managing interpretation ly multiple stakeholders

UNESCO

-Does the UNESCO have any involvement in the mamage of visitors at Angkor Wat? If so,
can you describe your involvement to me?

-In general are you aware of interpretation of aldvberitage site? What should it achieve?
-Do you know about the International Ename Chaiey¥ou work with it? If so how?

-If yes, what does it mean to Angkor Wat in terrhsanservation and visitation?

-Does the UNESCO have any guidelines regardinggreation at Angkor Wat?

-Why does/doesn’t the UNESCO distribute the gurdedito relevant stakeholders? How?

-Can you tell me what works well and what does wotk well with multi stakeholders?
(Challenging working)

-What are the objectives of the interpretation @oét Angkor Wat?

-What are the requirements to achieve these obgeciin the future?
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GACP, WMF and APSARA

-What do you think the role of interpretation atgkor Wat is?

-Does the organization has an interpretive cenivaat are the roles of the centre? How does it
work?

-How many kinds of interpretation do you providete public?
-How do they use interpretive signage?
-Who are the stakeholders involved in developingrpretation?

-How does the organization deal with relevant dtakders in terms of improving
interpretation? For example: a guide training ceuseminars and so on.

-What are the objectives of the interpretive signboards?
-What are the requirements to achieve the objexiivéhe future?
-Does the admission fee benefit interpretation? Plow

-Have the staff been trained for the purpose ofrawipg interpretation skills?

Ministry of Tourism

-How often does the organisation offer a guidentregj course? How long is the
course?
-Why they have to be trained? What skills do thegdto study?

-Do you think that the interpretation provided loyrt guides contributes to conservation and
quality of visit? In what way?

-How the training courses benefit the quality af thterpretation?

-What are the objectives of the interpretations?

-What are the requirements to achieve the objex®ive

-How does the organisation plan to develop thengation programme for tour guides?

-How many stakeholders do you work with for the ioyement of interpretation programme?
Working with these stakeholders, do you feel tvatrgthing going smooth? Why? What are the
results of having them working together?

Site managers (APSARA Authority)

-What are the interpretive facilities provided be site? What are their roles?
-What are the benefits of having these interpretigas on the site? How do you manage them?
-Does the development of interpretation benefitrfrrrdmission fee?

-Have you and your staff been trained about homamage visitor interpretation at the sites?
Do you think that training courses beneficial?

123



-What are the objectives of the interpretations?
-What are the requirements to achieve the objex®ive

-How many stakeholders do you work with for the ioy@ment of interpretation programme?
Working with these stakeholders, do you feel thvargthing going smooth? Why? What are the
result of having them working together?

Tour operators
-Why do you include Angkor Wat in your itinerarny®it important?

-How long for the visit at Angkor Wat? At what tith&Vhy?
-What does interpretation mean to you as tour ¢peta

-Angkor Wat is the hot spot for all visitors to Aag region, have your visitors experienced
such negative things like crowded, difficult tadis to the tour guides and feel unhappy with the
site in particular?

-How do you deal with these issues? For exampleigeeathem with ear phone set or allocate
appropriate time or just select special sceneiitovs at Angkor Wat?

-Have you provided instruction for visiting Angk@vat to the tour guides? Or do you allow
them to interpret everything by themselves?

-What are the objectives of the interpretations?
-What are the requirements to achieve the objex®ive

-How many stakeholders do you work with for the ioyement of interpretation? Working
with these stakeholders, do you feel that evergtigioing smooth? Why? What are the results
of having them working together?

Tour guids:

-What do you interpret to the visitors at Angkor t&/and how do you manage interpretation at
the site? Have you prepared at home what needtdo he interpreted?

-How long do you usually spend in Angkor Wat? Whpart of Angkor Wat you spend longer
time than others?

-How do you deal with the visitors if they do netderstand your interpretation.

-How many courses have you participated so farH2ocourses provide some detail about
interpretation?

-What does interpretation mean to you as tour gifide
-What are the objectives of the interpretations?
-What are the requirements to achieve the objex®ive

-How many stakeholders do you work with for the ioyement of interpretation? Working
with these stakeholders, do you feel that evergtigioing smooth? Why? What are the result of
having them working together?
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Section 4: Influential factors on managing interpreation
UNESCO

-What are the factors that influence on your pestpes of interpretation of a world heritage
site?

-What are the key factors that encourage you te fa#rt in the interpretation policy or
planning?

-What are the key factors that lead to a decisionm@anaging of interpretation at a world
heritage site?

-How do visitors to Angkor Wat affect the conserwatproject? In what way?
-How does tourism contribute to the conservatiangmt?

-Does UNESCO have any guidelines or projects folarmng conservation and visitor
management at Angkor Wat in particular?

-Will International Ename Charter on Interpretatimnpromoted in Angkor Wat? Why?

-In what way that you can promote this charteraifely? How?

GACP, WMF, Office of Tourism, APSARA, Site managers

-What are the factors that influence on your plagron the interpretation for a world heritage
site? For example, fund and human resources.

-What are the key factors that encourage you te pakt in the interpretation project?

-What are the key factors that lead to a decisiorm@naging of the interpretation at a world
heritage site?

Tour operator and tour guide

-What are the influential factors that affect ipi@tation?
-What are the motives that encourage you to pp#ieiin the interpretation
programmes?

-What are the key factors influence on your decisiaking in managing interpretation

Section 5: Conclusion (For all participants)

-Can you tell me one thing | should take away fttbima interview regarding the management of
interpretation at Angkor Wat? What is it?

-Is there anything else you would like to add?
-If you do in the future, please feel free to cohtae.

Thanks you very much for your time and participatilh is great to talk to you!
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Appendix D: Pseudonyms of research participants (2Rarticipants)

I-APSARA Authority

1-Reahu: Adviser to Director General of APSARA

2-Mara: Cultural heritage expert

3-Dara: Deputy Director of Tourism Department

4-Devi: Director of Conservation and Prevention B@ment
I1-Ministry of Tourism

5-Tom: Director of Training and Development Depaght
III-UNESCO

6-Jim: Culture Specialist
IV-NGOs

7-John: Project manager from GACP

8-Vana: Project manager from .Ge.S.

9-Naga: Project manager from WMF
V-Tour companies

10-Kanha: Manager of BFT Angkor Travel

11-Raja: Tour guide organiser from APEX Tour

12-Yana: Itinerary manager from Angkor TK
VI-Tour guides

13-Kakada: French speaking guide

14-Seiha: French speaking guide

15-Tola: English speaking guide

16-Minea: English speaking guide

17-Vicheka: Japanese speaking guide

18-Mesa: Japanese speaking guide

19-Thanu: Spanish speaking guide

20-Sophea: Spanish speaking guide

21-Pheak: Thai speaking guide

22-Makara: Chinese speaking guide
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Appendix E: Other documents

1- APSARA legal framework (gathered from APSARA librar
2- Tour guide regulation (gathered from Ministry ajurism)
3- Angkor Management Plan (gathered from APSARA liprar
4- Heritage booklet for children  (gathered from APSAR¥ary)
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