GMP Dynamic Sourcebook - Appendix D: Public Involvement
D.5  Public meeting (Open House) - D.5.b Preparing for the Session
Some Things to Expect - Facilitation Tips for Station Leaders

· Primarily, we are looking for two kinds of information from the public: things about the park that they like and don’t want to see changed; and problems they believe we need to solve. During alternatives we are looking for elements they support and those they don’t — and why.

· We are there to listen, not to defend park decisions, NPS policies, or the planning process. If people complain about something, ask them what they would like to see happen instead and record it.

· People often ask questions instead of offering opinions or concerns. Respond to a question like “What is the park going to do about overcrowding at the dock?” with something like, “What would you like to see us do about crowding at the dock, and how has it affected your enjoyment in the past?”

· People often offer solutions instead of problems. For example, if someone says, “The park needs a bigger boat dock.” Ask, “Why do you think we should have one? What problems are associated with the existing dock? “

· When people are angry, one good way to help diffuse the anger is to acknowledge it with a comment like “I can tell you are really angry about this,” or “You obviously have very strong feelings about this, tell me how you would like to see it solved.” People will usually calm down and talk to you about their concern so we can understand their issue.

· Accept and record all comments — even if they seem outside of the scope of the plan — with one exception: Do not record offensive comments about other users or park staff. (Instead, try to find the issue behind these feelings.) People are entitled to their opinions, and we are there to listen. You can accept comments noncommittally with: “Thank you for that information,” or “OK, let’s write that down,” or “So, what would you like to see happen if....” If someone is particularly animated, don’t paraphrase their remarks — write them down verbatim or ask them to write them on a comment form in their own words.
· Check in with your recorder to ensure they are getting the comments recorded. You may have to slow the group down a bit so the recorder can keep up.
· If you are asked a question to which you do not have an answer, it is OK to say “I don’t know.” Refer the person to someone who does have the answer, or offer to take their name and address and get back to them. (You could carry a few 3x5 cards in your pocket for this purpose.)
· If a conversation at a listening station seems to be dragging a bit or has become unfocused, or a citizen seems hesitant about providing comments, the facilitator may want to try some brainstormed questions to stimulate ideas or get the conversation back on track, such as:

· What kinds of things should be available (for you/your children/families/groups) to see and do?

· What kinds of services and facilities should be available that perhaps we don’t have today?

· What have been some of the most important experiences in the park for you, your family, and friends? What kinds of things should we continue in the future? What should we change or discontinue?

· Think about people you know who don’t currently visit the park or who don’t know that much about it. What kinds of activities and services might they enjoy (or encourage them to visit)?

· How can we make it easier to visit the park? To plan trips? 

· What, if anything, do you like about this alternative? How would you modify it to make it better?

· Which elements in this alternative should not be included in the NPS preferred alternative?

· Which issues should the National Park Service focus on — and why?
