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THE ETHICAL GUIDE 
by Mike Pearl 
 

My local guides association, as a member of NFTGA, 
shares the goal of promoting the highest degree of 
professionalism for tour 
guides. While a com-
plete listing of the Code 
of Ethics and Standards 
is available on the web-
site, some items bear 
particular attention. The 
Code begins: 
 

A professional tourist 
guide provides a skilled, 
knowledgeable presen-
tation; informs, interprets 
and highl i ghts the  
surroundings; maintains 
objectivity and enthusiasm in a courteous and polite manner. 

 

This indicates that a professional guide would be skilled 
in providing narrative that is neither too much, nor too 
little information; that engages the listener, either in 
their mind or their body (or both); and that inspires 
the listener to pursue further exploration of the topic. 
He or she is skilled in researching the information and 
comfortable conveying the content to the listener. A 
guide would be skilled in public speaking and the use 
of the various rhetorical devices, and knows how to 
remain objective, neither glorifying the salacious nor 
minimizing the sensational. 
 

A professional tourist guide ensures that all information 
presented is factual, and makes a clear distinction between 
what is true and what are stories, legends and opinions. 

 

Amongst themselves, guides often joke, “Why let the 
facts get in the way of a good story?” Stories are effective 

ways to engage guests, 
as well as legends and 
urban myths. When 
guests later learn that 
the information is not 
accurate, they can feel 
confused, betrayed, and 
angry. Not only is the 
reputation of the indi-
vidual guide spoiled, but 
also by extension is 
the whole tour guide 
profession. 
 

Professional guides take 
pride in verifying the accuracy of their information. 
They understand that while their guests enjoy hearing 
the legends, they also delight in knowing the truth 
behind the legend. Effective guides can make the facts 
just as interesting as the fiction. 
 

A professional tourist guide keeps current on changes 
throughout the area s/he works, including but not limited 
to seasonal events, new exhibits, traffic laws and facilities, 
and follows the rules and regulations at all sites where 
tours will be conducted. 

 

A guide expends a great amount of time and energy 
researching for that first tour of their career, or for a 
new tour. After the notes are organized on the “cheat 
sheet” and the tour is run several times, it’s convenient  
 

Continued on Page 4 
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1 NATIONAL FEDERATION OF 

TOURIST GUIDE ASSOCIATIONS 
888 Seventeenth Street, NW 
Suite 1000 
Washington, DC  20006 
info@nftga.com 

If you have issues you wish the NFTGA Board or any of 
the federation’s committees to address, here is a list of the 
appropriate parties to whom you should go.  Each officer 
and committee chair has his/her contact information 
posted in the Members List section of the federation’s 
website, www.NFTGA.COM. 

Officers of the NFTGA Board 
PRESIDENT: Ellen Malasky 
VICE-PRESIDENT: Nick Cvetkovic 
TREASURER: Beverly Buisson 
SECRETARY: Matthew Baker 
DIRECTORS-AT-LARGE: Jeff Caplinger, 
Joe DeGregorio, and Gilbert Noriega 

Committee Chairs 
MEMBERSHIP DEVELOPMENT: Joe DeGregorio 
NFTGA NEWSLETTER: Matthew Baker 
OUTREACH TO INDUSTRY PARTNERS: Ellen Malasky 

EDITORIAL POLICY:  All content submitted to The 
National Standard is published without compensation.  
Submissions may be abbreviated for space, clarity, or 
consistency, but will not be added to without notice.  
All content is chosen for publication at the discretion 
of the editorial staff. Unsolicited contributions may 
be welcome, but prior discussion with the editor is 
strongly advised. After publication, submissions and all 
associated copyrights revert to and remain the property 
of the author. 

CONTENT DISCLAIMER: The statements contained 
within the articles and columns of this newsletter are the 
perspectives, viewpoints, and opinions of the author and 
do not necessarily reflect those of the editor or the 
NFTGA Board of Directors. 

SUBMISSION GUIDELINES: Featured articles must be 
1,000 words or fewer.  Recurring columns must be 500 
words or fewer.  Deadline for the Spring 2019 issue of 
The National Standard is 5:00 pm, Thursday, April 18, 
2019. 

SUBMIT MATERIAL TO: baker.tours@yahoo.com. 
Submissions will only be accepted by email except 
when determined through prior discussion with the 
editor. 

Don’t forget to let the board know if you 
want to attend Destination Capitol Hill! 

 

NFTGA has agreed to cover the 
registration fee for up to two members 
of each association that attends, but you 
must send notice ahead of time of your 
intentions. Contact Pres. Ellen Malasky 

at president@nftga.com or VP Nick 
Cvetkovic at vicepresident@nftga.com 
and let them know you’re on board 

with the program. 
 

Make your voice heard!  
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FFRROOMM  TTHHEE  PPRREESSIIDDEENNTT  
 

We begin 2019 with a 
large contingent of  
NFTGA members from 
around the United States 
attending the WFTGA 
convention in Tbilisi, 
Republic of Georgia. 
Gene Reyes, Michael 
Dillinger, and I are the 
official delegates and 
over 25 guides will be 
attending from the 
following member 
associations: the Chicago 

Tour-Guide Professionals Association (CTPA), the Tour 
Guide Association of Greater New Orleans (TGAGNOI), 
the Guides Association of New Your City (GANYC), the 
San Francisco Tour Guide Association (SFTGG), and 
the Guild of Professional Tour Guides of Washington 
DC (The Guild). A full report of the convention will be 
in the next issue of The National Standard. 
 

In 2019, NFTGA will elect a new Executive Board. More 
information about the process will be distributed in the 
spring, with nominations called for in the summer, and 
voting in the fall. Please consider getting involved! Over 
the past few years, we have worked to raise the stature of 
guides though close relations and increased visibility with 
our Tourism Industry Partners. We have endeavored to 
increase communication with our membership through 
such efforts as this newsletter and the distribution of 
information to association leadership to distribute to 
their members. We have shared leading practices and 
enhanced our website with a tab including resource 
materials for guides. The strength of NFTGA is the hard 
work and gratifying volunteer efforts of those who serve 
in their association and on the board. Get involved! 
 

Finally, please take a look at our website, www.nftga.com, 
especially the new tab, Guide Resources. Our goal is to 
share useful information with guides and associations. If 
you have resources and/or information to share, please 
send to me and I will have it posted on the site.  
 

Here’s to a successful tour-filled 2019! 
 

    Ellen Malasky 
    NFTGA President 

 

FFRROOMM  TTHHEE  EEDDIITTOORR  
 

At the Philadelphia 
conference last year, 
we were informed 
that the most ap-
pealing thing about 
associations such as 
ours is the code of 
ethics. People take 
comfort in knowing 
that codes of ethics 
exist and that we 
abide by them. I have 
served on the ethics 
committee  of my 

association for three years and take the position very 
seriously, as both our colleagues and our clients are 
counting on us to do what is right. 
 

But what happens when we, the guides, are on the 
receiving end of unethical conduct? What happens 
when an operator, or a traveler, or the government 
does something that threatens our work, our craft, 
our livelihood? Who protects us from this? Who 
makes sure that those who aren’t bound by our 
code of ethics are at least bound by something 
other than their own self-interest? 
 

Many guides who have spent the careers as the 
red-headed stepchildren of the tourism industry 
have chosen to establish associations like ours 
with missions of education and advocacy. Fam 
tours, conferences, and workshops take care of 
the education part. But what about the advocacy? 
Who goes to bat for tour guides when we are  
thrown under the bus? 
 

Right now, there is only one answer: each other. 
 

So long as guided tour groups are the first in line 
for blame when streets and monuments grow over-
crowded, so long as uniformed officials try to 
dictate what we’re allowed to say on public land, so 
long as operators budget insufficiently and bristle 
when we hold ourselves at a higher value, we must 
stand by each other. As Janis Joplin said, “Don’t 
compromise yourself. You’re all you’ve got.” 
 

Matthew Baker 
        Editor-in-Chief 

 

http://www.nftga.com/
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THE ETHICAL GUIDE 

continued from page 1 
 

for the guide to think of that information to be “in the 
can” and there’s no need to update. Not so in the Rocky 
Mountain West! (And probably not elsewhere either.) 
 

Mother Nature, rapidly increasing population, and 
rising tourism are bringing changes – almost daily – to 
our landscape. Highways washed away by floods, or 
congested by traffic and construction, easily upset the 
tour itinerary and narrative. New laws change the way we 
do business. Venues expanding in their size and offerings 
seem not to be the same as when we last were there. The 
expectations of our guests on this tour differ greatly 
from the guests of our previous runs of the same tour. 
 

Tour guides who demonstrate 
high standards of professional 
behavior realize that they are 
the “local experts”. They seize 
every opportunity to keep their 
knowledge of locations and 
behaviors current. No one 
likes being known as an “old 
fuddy-duddy,” or “set in their 
ways”. The tour guide easily 
loses credibility with guests and/or motorcoach 
drivers every time their information differs from 
what can be seen out the window. 
 

A professional tourist guide is prepared for each tour 
when the itinerary is furnished in advance; reports on 
time; and is responsible for facilitating the smooth, safe, 
efficient and timely movement of the tour. 

 

Preparation and Punctuality – two peas in a pod. The 
adage “If you’re on time, you’re late” is especially true 
for professional guides. They know that many of their 
guests live by that rule, so they have been known to 
arrive 30-45 minutes (or more) in advance of their call 
time. By arriving early, the professional guide is able to 
head off any problems well in advance of the guests’ 
arriving. Early arrival also gives the professional guide 
ample opportunity to take care of any personal needs 
before meeting guests. 
 

Professional tourist guides know that the pre-arranged 
itinerary is always set-up to the original author’s tastes. 
Rarely does the itinerary describe the tour in the detail 
necessary for the guide or the driver. A review of the 

itinerary often results in its rewriting to suit the needs of 
the guide. Also, the professional guide wants to have on 
hand the accessories needed for the tour, such as the 
proper clothing, administrative materials, water, sun-
screen, and smart-phone charger, to manage their own 
comfort. Otherwise, the whole tour will seem off because 
the guide is lacking the essentials for themselves. 
 

A professional tourist guide is sensitive to the interests and 
values of the tour group and does not share his/her 
personal views on controversial subjects such as religion, 
politics or lifestyles. 

 

Generally, being positive or upbeat about a tour’s 
environment or the circumstances is easy. When the 
driver is cooperative, the traffic is moving, and the 
roads are smooth, there is very little to be disagreeable 

about. The difficulty arises when 
our personal biases are activated 
by something we see outside our 
tour window. Oh, how we want 
to vent in public by making a 
snarky comment. The tour guide 
shows their professionalism by 
not giving in to those temptations. 
The professional tourist guide is 
a spokesperson for the tour and 

remains positive in their comments. The professional 
guide recognizes that personal views on topics of 
controversy have no place in creating a memorable 
guest experience within the context of a tour. When 
subjects having controversy are brought up by guests 
or are evident in the view of the guests, the guide 
acknowledges the subject and its controversy, but 
expresses no personal opinion. 
 

A professional tourist guide knows and follows the 
policies of the company that contracts him/her and 
does not solicit a job from that company’s client without 
the consent of the company; maintains loyalty to the 
company and protects the confidentiality of proprietary 
information. Also, s/he strives to establish a friendly 
and helpful rapport with the client and uses discretion 
in the conduct of the personal business while on tour. 

 

This standard is easy to fulfill for tourist directors and 
tourist guides who are fully employed by a company. 
Upon entering the company, the new hire is often 
provided with training as to the operations and expec-
tations of the company. Through daily contact with 
the company, its operations, supervisors, and fellow 
 



  

Winter 2019 THE NATIONAL STAND A RD  Page 5 

 

employees, the new hire repeatedly encounters the 
culture of the company and becomes an accomplished 
member thereof. The person who does not integrate 
is soon out of a job. 
 

On the other hand, many guides and tour directors 
are independent contractors. They rarely step onto a 
company’s campus, let alone have frequent contact 
with any other person within the company. This is the 
situation that requires the most diligence. Because 
there are no supervisors to provide oversight or other 
employees to provide example, the professional tour 
director or guide must be self-monitoring.  
 

While most companies’ rules and expectations are 
similar, there are some aspects that differentiate them. 
Working for different companies, the professionals 
take extra measures to keep in mind the company they 
represent on their current excursion. The simplest 
path, perhaps, is to abide by the most conservative 
of the rules from all the companies. 
 

“Loyalty” is very important to any company. Yet, 
guides and tour directors need to keep abreast of future 
employment opportunities. The companies that hire them 
are aware of this fact-of-life as well. The professional 
communicates with the client company regarding job 
leads generated through contact with guests of the client 
company. In this way, the independent contractor 
continues employment with the client company, while 
enjoying additional employment with a new client. 
 

A professional tourist guide extends professional respect 
and a spirit of cooperation to fellow guides and strives 
to establish a good working relationship with all service 
providers on the tour route. 

 

In network television news, it appears that all the on-
camera reporters, whether local or national, know each 
other by first name. This familiarity is no accident. 
The goal of such familiarity is to give the viewer the 
impression of a seamless news department across the 
network and its local affiliates. 
 

The same should be true for guides. Guests should 
feel as though their guide is a welcomed member of a 
venue’s or attraction’s staff. To be that person, guides 
should be familiar with the site’s rules, regulations, and 
expectations so as to inform their guests. Guides could 
introduce guests to key on-site staff and direct guests 
to particular locations within the site (e.g., restrooms, 

beverage counter, observation point, photo spot, etc.). 
Guides can’t staff the cash register or the table service, 
but they can facilitate matters by organizing their guests 
for timeliness and efficiency.  
 

Guides and drivers, as well as multiple guides on a tour, 
are expected to be a team. It follows, then, that guides of 
different groups visiting a site would also act as a team. 
Guides should coordinate so that their guests have a 
prime experience at the venue, without “tripping” over 
each other. When guests see their guides communicating 
and coordinating, they get the impression that the guides 
are used to problem-solving together, even though the 
guides may never have met prior. 
 

Just as the TV affiliates and the national TV network 
show their viewers a seamless program experience on 
the channel, guides and venues can show their visitors 
a seamless guest experience. To do that, guides need to 
take the initiative to learn – and remember – the names 
of venue staff, the site’s locations and expectations, and 
other pertinent information. The guides also need to 
make a point of meeting their counterparts from other 
tours visiting the location. 
 

The goal that all parties are working toward is a 
memorable experience for the guest. When guides 
establish an efficient working relationship with venue 
staff, service providers, and other guides, the guests 
perceive a seamless, coordinated operation – just like 
on TV. 
 

A professional tourist guide accepts each tour as a 
serious commitment and cancels only when absolutely 
necessary, providing as much advance notice as possible. 

 

Guides derive a source of income and a source of 
pride from their work, and know that keeping their 
commitments means future business, both with the 
contracting company and with other companies. So they 
are loath to back out on commitments. However, life 
can get in the way of even the strongest of intentions. 
 

There are those unanticipated circumstances, such as 
health or family situations, that will keep a professional 
from being able to honor a commitment. Guides help 
themselves and their employers by being prepared for 
the unexpected. They will contact their employer with 
as much notice as possible; they will have names of 
tourist guides who could substitute; or they will have 
suggestions for how to manage the situation. 
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NEWS YOU CAN USE 
by Joe DeGregorio 
 
Fodor’s annual “Go-No Go” travel advisory fortunately this year lists no U.S. cities in its ‘no-go’ category 
with the caveat to always check out your destination location for gun violence and hate crime statistics 
and to always fully cooperate when interacting with local law enforcement officers. The report also issued 
cautions on travel to Romania, China, Brazil, and even Britain due to concerns over fallout from the 
upcoming Brexit.  
 
The Student Youth and Travel Association (SYTA), a strategic partner of the NFGTA, recently announced 
“The Top 10 Student Destinations for 2019”. Congratulations to the tour guides and other travel-related 
entities in the U.S. cities cited where a NFTGA member Tourist Guide Association, Guild or statewide 
organization exists! They are New York City, Washington D.C., Chicago, Philadelphia, Boston, Los 
Angeles and Orlando, Florida. In the “Emerging Destinations” category we can include St. Louis and 
New Orleans. Thanks for any contributing efforts any of our member associations may have made to 
earn this distinct honor. 
 
Joe DeGregorio is a member of the Professional Tour Guides Association of St. Louis and an NFTGA Board Member 
at Large. To tour with Joe, contact joe.dehillboy@gmail.com. 
 
 

 

There are those “anticipated” circumstances that guides 
can manage so they can honor their commitments. 
These are situations that are within professional guides’ 
realm of control. They practice a healthy lifestyle that 
prepares them for the next day and the next job 
opportunity. The internet abounds with websites 
regarding personal health and mindfulness. 
 

Ultimately, the professional guide honors commitments 
by being prepared for both the unexpected and the 
expected in life. Such professionalism achieves multiple 
rewards. 
 

At the 2018 NFTGA conference in Philadelphia, the 
Executive Board adopted two additional items for the 
Code of Ethics. One is: 
 

A professional tourist guide declines any illegal requests. 
 

The professional guide is the local expert, the guests’ link 
to the area and attractions being visited. Some guests 
might be tempted to engage in activities and behavior that 
is not on the itinerary, such as soliciting prostitution or 
purchasing controlled substances. These guests might ask 
the local expert for recommendations. In this situation, 
the tourist guide would not be suggesting a restaurant 
or a museum but would be participating in a crime. 
 

While the guide wants to provide guidance and helpful 
suggestions to their guests, there is a limit to this 
helpfulness. The professional must decline requests 

having to do with illegal activities. The consequences of 
participating in a criminal act would be devastating to 
the guest, the guide, and the tour company represented. 
Developing and practicing responses for illegal requests 
will give the guide the confidence they need to respond 
firmly yet politely. 
 

The second new item is: 
 

A professional tourist guide does not practice dis-
crimination on the basis of race, gender, age, national 
origin, religion, sexual orientation or gender identity. 

 

Leading a tour group is an honor for the professional 
guide. The guests have committed precious time and 
money to experience the sights and venues on the tour 
itinerary and expect to be treated in an appreciative 
manner. The professional tourist guide, therefore, 
welcomes all the guests in their assigned group, 
regardless of identity. 
 

By demonstrating appropriate behaviors, the professional 
guide models for all the guests a sense of inclusion that 
makes all members of the group feel comfortable 
around each other and in their surroundings. As a result, 
both the guide and the guests recall their acquaintance 
as a memorable touring experience. Creating positive 
memories, after all, is at the heart of the guide’s job.  
 

Mike Pearl is past president of the Rocky Mountain Guide 
Assn. To tour with Mike, contact mike.pearl.rmga@gmail. 

 

mailto:joe.dehillboy@gmail.com
mailto:mike.pearl.rmga@gmail
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OUR HOUSE — 
The Clarke House Museum 

by Donna Primas 
 

When you are in a modern, built-up 
urban environment, is it hard to imagine 
that location in an earlier simpler time, 
some 180 years ago. Yet that is what 
docents at Clarke House try to describe, 
show, and explain to visitors, essentially 
taking them on a trip back to 1836 when the population 
of Chicago was about 3,000 souls, before indoor 
plumbing and electricity! 
 

Illinois had become a state in 1818 and Chicago was 
founded in 1833. The Illinois & Michigan Canal was 
authorized to be built in 1835 at a time when Chicago 
was a sleepy frontier town just a few blocks wide 
with unpaved streets of mud and buildings no more 
than three stories tall. Still, East Coast investors and 
entrepreneurs began flocking to America’s heartland 
in the hope of establishing businesses and making 
big profits in land sales in this growing new economy. 
 

One such man was Henry B. Clarke who in 1835 
purchased 20 acres of undeveloped prairie one and a 
half miles south of the city limits. His parcel fronted 
Lake Michigan, an important source of water, and was 
bisected by an old Native American trail 
that followed the shoreline. 
 

Henry and his wife Caroline Palmer 
were raised in educated, middle class, 
professional households in central New 
York state, not far from the Erie Canal. 
They gave up the stability and comforts 
of city life for exciting new opportunities in Chicago. 
 

They began construction of their home in 1836, selecting 
a symmetrical Greek Revival style residence, unique in 
Chicago at the time, but very much like homes being 
built in Eastern cities. While many homes in this era 
were being erected quickly using the balloon frame 
method, the Clarkes hired an experienced carpenter to 
build their home using traditional solid timber framing 
with mortise and tenon joinery. This is precisely why 
the home survived two moves and still stands today! 
 

Although the family began to occupy the completed 
portions of the house in 1837, it was not fully finished 

hardships: lack of readily available 
goods, failed business, the death 
of children, a depressed national 
economy, and runs on banks. 
During the hard times at the end 
of the 1830’s, Mr. Clarke turned 
to farming, dairying, and hunting 
on their property, and the family 
took in boarders. 
 

By 1849 when Henry died in a 
cholera epidemic, there were six 

Clarke children living (three had died in infancy). To 
make ends meet, his widow sold off some of the land and 
was finally able to complete construction which included 
the addition of an Italianate cupola. For this reason, 
the home is interpreted as it appeared circa 1853-60, 
offering a snapshot of antebellum Victorian Chicago. 
 

The house is now located in the Chicago Women’s Park 
in the Prairie Avenue Historic District and operated 
as a museum by the Chicago Department of Cultural 
Affairs and Special Events which trains and schedules 
the docents. 
 

The authentic period furnishings displayed on three 
levels in the home are thanks to the generosity of the 
National Society of the Colonial Dames of America in 
the State of Illinois. The interior has bursts of color in 

contrasting large pattern wallpapers and 
aniline dyed ingrain carpets, horsehair 
sofas, faux marble fireplaces, machine-
made wood furniture, mirrors to amplify 
the candle lighting, double wick oil lamps, 
as well as gasoliers (gas chandeliers), a 
piano forte, painted window shades, and 
chamber pots tucked under the beds. 

 

Admission is FREE and visitors can enjoy a one-hour 
guided tour of Clarke House on Wednesdays, Fridays, 
and Saturdays at 1:00pm and 2:30pm. Tours are limited 
to 15 people, and available on a first-come, first-
served basis. For groups of 10 or more, private 
tours can be arranged. For more information, go to 
www.chicago.gov/city/en/depts/dca/supp_info/
clarke_house_museum.html/. 
 

Donna Primas is a member of the Chicago Tour-Guide 
Professionals Assn. and has been a docent at 1836 Clarke House 
and 1886 Glessner House since 2012, giving tours in English and 
Spanish. To tour with Donna, contact primascopy@aol.com. 

 
 
until more than a decade later. The couple faced many 
ha 

Clarke House 
Museum 

Clarke 
House 
Interior 

http://www.chicago.gov/city/en/depts/dca/supp_info/clarke_house_museum.html/
http://www.chicago.gov/city/en/depts/dca/supp_info/clarke_house_museum.html/
mailto:primascopy@aol.com
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WORKING THE MISSIONS DURING THE SHUTDOWN by Gilbert Noriega 
 

The five Spanish colonial missions in San Antonio 
are comprised of Mission San Antonio de Valero 
(otherwise known to the world as “The Alamo”), 
Mission San Jose y De Aguayo, Nuestra Senora de La 
Purisima Concepcion (Our Lady of the Immaculate 
Concepcion) otherwise known as Mission Concepcion. 
Mission San Juan Capistrano, and Mission San Francisco 
de La Espada normally referred to as Mission Espada. 
 

However, Mission San Antonio de Valero or “The 
Alamo” was purchased by the State of Texas in the late 
1800’s and is now considered a shrine to the 198 men 
who gave their lives there. The four remaining missions 
– under a unique agreement between the Catholic 
Archdiocese of San Antonio and the Department of the 
Interior – are now National Parks, despite each having 
a fully operating Roman Catholic Church within their 
grounds with parishioners attending mass, weddings, 
quinceñieras, and funerals on site. Under this agreement, 
the National Park Service is fully responsible for the 
maintenance, operations, repair, restoration, upkeep, 
etc. (including the restrooms!) of the Visitors Center and 

all other features of the mission. This includes the walls, 
granary, quarters, etc. The Catholic Archdiocese of 
San Antonio is fully responsible for the operations, 
maintenance, upkeep, repair, restoration, etc. of the 
church itself. 
 

To add to the confusion, on October 15, 2015, UNESCO 
accepted the five missions and part of the San Antonio 
River as World Heritage Sites! Professional tour guides, 
myself included, have routinely taken groups large and 
small to the missions for the last 17 years. 
 

Due to the ongoing shutdown of the federal govern-
ment, the four missions within the National Parks 
were shut down. However, because tourists and locals 
continue to show up at the missions, at least one gate 
has been opened each day to allow visitors to enter. 
Subsequently, PTGASA President Steve Wood sent 
an email to all guides encouraging each to volunteer 
at a mission during the shutdown. I drove to Mission 
San Jose on Christmas Day after celebrating with 
my family. 

Nuestra Senora de La Purisima Concepcion 
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Mission San Jose y De Aguayo 

 

As has been reported, nothing was open. But there were 
numerous small groups wandering around, looking lost. 
It turns out that, on this Christmas 
Day, contrary to what had been re-
ported in the newspaper, the only 
entrance to the mission was at the 
small gate at the very back of the 
mission, not the gate near the 
rectory. This meant that the only 
way to get there from the parking lot 
was to walk all the way around, past 
the rectory, and walk on the street to 
the very back of the mission to reach 
this gate. It was all word-of-mouth 
as to how to gain entry. There was a 
steady stream of visitors. 
 

As I walked along the way, I would tell 
the visitors that I am a professional 
tour guide (I wore my name tag and PTGASA pin) and 
that I could and would answer any questions they might 
have. Most would look at me and mumble “no thanks”. 
When I finally entered the mission, there were small 
disparate groups wandering all over the grounds. 
 

Determined to accomplish my Christmas Day good 
deed, I stood by the chapel and started talking to 
anyone around me and they finally started to notice. 
I talked to small groups of 2-3 persons and larger 
groups of 7-9 persons at a time, answering their 
questions. Telling them “would you like to know 
about the Rose Window” or “would you like to know 
about all the statuary on the facade of the church 
entrance” would get their attention. As couples or 
small family groups would gather, more would notice 
and stop by. Some were Hispanics, including a family 
from El Salvador, so I got to practice the Spanish-
language version of my mission talk. 
 

I stayed at the Mission from 2:00 to 4:00 PM and 
spoke to approximately 30 visitors in total. But, as I 
was walking out to my car, I heard a gentleman who 
had a distinct French accent. Since I had been to 
France four times on business and four times on 
vacation with the beautiful Mrs. Noriega since retiring, I 
started talking with him. He also had lots of questions 
about the mission including “why is it closed?”. As we 
walked, his wife and four children caught up to us and 
listened intently. We wound up talking about my love 
of France and events which we have encountered 
during our visits throughout France. 

As we parted to go to our separate vehicles, an arriving 
couple who had overheard us stopped me and asked me 

how they could enter the mission and 
I was able to answer some of their 
questions about the mission. I finally 
headed back to my mother-in-law’s 
house to join the ongoing (still!) 
Christmas family gathering, but left 
shortly thereafter to head home. 
 

This kind of volunteering during a 
government shutdown closure of 
National Parks is a great opportunity 
for newer guides to get invaluable 
experience. Two or three guides 
could go talk with guests, take turns, 
and critique each other. By the 
time I got home, I felt “mission 
accomplished!”. It felt good. If the 

shutdown had continued, I would be back this week. 
 

Gilbert Noriega is an NFTGA board member and past 
president of the Professional Tour Guides Assn. of San Antonio. 
To tour with Gilbert, contact zazpayan3@sbcglobal.net. 

   The Church at Mission San 
   Francisco       de La Espada 

mailto:zazpayan3@sbcglobal.net
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The convention hall at the 2018 NTA Travel Exchange. 

Presenters Julie Payne and Julie Ann Sullivan. 

 

THE 2018 NTA TRAVEL EXCHANGE by Michael Levinson 
 

What do you get when you combine 
five days, the city of Milwaukee, 
more than 130 tour operators, over 
200 unique destinations from North 
America, and 300 plus tour suppliers? 
Well, that would be this year’s NTA 
Travel Exchange! 
 

For many years now, NFTGA has 
attended this annual trade show as 
an honored guest. I had the privilege 
of representing the NFTGA along 
with my fellow Chicago guide Terry 
Hall in early November. 
 

The NTA Travel Exchange is per-
haps best known for the working 
forum it provides for tour operators 
and destination marketing organizations to schedule 
appointments on the show floor, all in an effort to allow 
face-to-face meetings and generate future business. 
Almost every day, there are group breakfasts and lunches 
designed to bring attendees together to learn about new 
and exciting destinations, as well as to honor the leaders 
of the NTA. While all this is going on, there are countless 
educational seminars on a wide variety of subjects. 
 

I had the opportunity to attend two excellent seminars. 
One was titled Today’s Traveler, presented by Julie Payne, 
CTP, a tourism enhancement specialist. Her seminar 
featured information from a travel study done by ASTA 
in 2016. I learned that by 2030 the Millennial travel 

market is projected to exceed that of the Boomers. 
Student travel and Sports travel are also growing markets. 
And there is always the “FIT” (Flexible Independent 
Traveler) market. This group wants a customized tour 
with all needs (driver, vehicle, translator, and guide) 
taken care of in advance by a travel agent. 
 

Dealing with the Headache of Change was my other seminar. 
Julie Ann Sullivan of Learning Never Ends gave a very 
enlightening talk. A few takeaway points: 
 

1) “The only thing constant is change… Don’t take on 
someone else’s change.” 2) Among the many roadblocks 
to change is not having all the information. 3) If you 

don’t have all the information, “it is 
your responsibility to ask questions.” 
4) And finally, “when something 
doesn’t work it is a learning 
opportunity.” 
 

So, what did NFTGA learn or gain 
from being at this year’s NTA 
Travel Exchange? A lot. Each day, 
the NFTGA booth on the exhibit 
floor was open for business. Over 
the course of the show we answered 
questions about NFTGA and handed 
out approximately 125 brochures. 
 

During one of the daily lunches,  
 
 

 

 
NFTGA received its five seconds 
of fame when all three jumbo video  
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screens flashed the name “National Federation of 
Tourist Guides Association.” Pam Inman, NTA 
President, then asked me to stand up and be re-
cognized by everyone in the room. That was a very 
humbling experience and one that did result in several 
attendees stopping me during the show to ask for 
more information about NFTGA. 
 

Also, I had the pleasure of having met two different 
travel insurance company representatives, both of 
whom expressed interest in developing a new insurance 
product for NFTGA guides. 
 

Further, I met with representatives of four potential 
NFTGA city/states, namely Tucson, Portland, Nashville, 
and the state of Wisconsin. All of them said they would 
circulate the NFTGA brochure amongst local guides 
to begin a dialogue. 
 

It wasn’t all NFTGA business while I was at the show. 
Below are some of the new organizations and desti-
nations that I discovered: 
 

A company called Polymath that provides accounting 
services to tour operators. 
 

Ingrid Edstrom Ingrid@Polymath.com, 
www.Polymath.com 
 

A national association called Travel Professionals of 
Color (TPOC) has their own conference and trade 
show at The Great House at Graceland in Memphis, 
Tennessee from May 16-19, 2019. 
 

Miriam Padilla, Board of Directors-Vice President, 
Membership mpadilla@tpocassociation.com, 
www.tpocaasociation.com 
 

Two new museums: 
 

Academy Museum 
Academy of Motion Picture Arts and Sciences 
Opening in Los Angeles, California in 2019 
 

Rowena Adalid, Director of Sales 
323-930-3011 Radalid@Oscars.org 
 

National Museum of the United States Army 
Opening in Arlington, Virginia in 2020 
 

Jamie Hubans, Director of Museum Operations 
703-562-4165 jamie.hubans@armyhistory.org 
www.armyhistory.org 
 

Something I didn’t know about Milwaukee: 
 

Doors Open Milwaukee is a behind-the-scenes oppor-
tunity to view over 165 historically and culturally 
important local buildings for free during the month 
of September. 
 

The next NTA Travel Exchange will be held in Ft. 
Worth, TX, from December 8-12, 2019. I trust that 
NFTGA will again be back for this truly great show. 
 

Michael Levinson is a member of the Chicago Tour-Guide 
Professionals Association and served as NFTGA Guide Liability 
Insurance Administrator from 2015-2017. To tour with Michael, 
contact michael.chicagoguide@gmail.com. 

 

 

Networking at the 
Travel Exchange. 

mailto:Ingrid@Polymath.com
http://www.polymath.com/
mailto:mpadilla@tpocassociation.com
http://www.tpocaasociation.com/
mailto:Radalid@Oscars.org
mailto:jamie.hubans@armyhistory.org
http://www.armyhistory.org/
mailto:michael.chicagoguide@gmail.com
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CHARLESTON—SITE OF THE 

2020 NFTGA CONFERENCE 
by Capt. Timothy E. Dillinger 
 

The new year of 2019 has only just 
begun and already folks in Charleston 
are planning for what will happen 
in the year 2020. For most guides, 
winter is the slow season and the 
time when we plan our schedules 
for the coming season. Please mark 
your calendars for the NFTGA 
Conference, February 5–7, 2020. 
 

This 3-day all-inclusive event will be 
hosted by the NFTGA, Charleston 
Tour Association, and the members of the Charleston 
hospitality industry. Attendees will be treated to the 
finest the “Holy City” has to offer. Guests will stay 
at the historic Francis Marion Hotel which presides 
over the corner of King and Calhoun Streets, over-
looking beautiful Marion Square. The park is the 
original grounds of the Citadel Military College 
which was founded on this site in 1842. 
 

On the opening day of the conference, visitors will 
tour the historic district by horse drawn carriage, as an 
experienced certified guide will narrate the rich 350 
years of history of this City of “Southern Charm”. 
After some exploration time around the city, the 
group will be carried by motor coach to dinner under 
the oaks at Magnolia Gardens, America’s oldest 
formal gardens. The excursion will include an 
adventure on the nature tram which travels to the Slave 

Village, past the picturesque planter’s Oak Alley, 
through the wildlife viewing walkway, and the natural 
tidal rice fields of this grand estate. That evening con-

ference participants will experience a traditional 
low country oyster roast and BBQ. 
 

The next day finds you at Middleton Plantation, 
the home of a signer of the Declaration of 
Independence for South Carolina. The visit will 
include a lunch and tour of the house, gardens, and 
stable yards. The barn animals will be present to 
pose for pictures and to offer their own hospitality. 
 

Other activities are included in the price which will 
culminate with an evening at the Old Exchange 
Building (circa 1771). A magical evening in true 
colonial style is in store, set in the grand ball 

room, the same room where President George 
Washington was entertained in 1791, as he met with 
planters, statesmen, and patriots and they toasted our new 
nation with Madera wine. Several lectures are also being 
planned to broaden our knowledge of the tourism 
industry and enhance our skills as tour guides. 

 

A website will be up 
soon to give more 
details as the time 
for this gathering of 
tour professionals 
draws near. See y’all 
there! 
 

Capt. Timothy E. 
Dillinger is a member 

of the Charleston Tour Association. To tour with Tim, contact 
captaindillinger@yahoo.com. 

 

Francis Marion Hotel 

Middleton Plantation 

“The Holy City” 

mailto:captaindillinger@yahoo.com
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HANDLING NEGATIVE 

REVIEWS by Vicki Clakley 
 

In this age of social media, reviews on 
Yelp, Facebook, or Trip Advisor are 
closely regarded by potential guiding 
clients. What should you do when you 
receive a negative review? A negative 
review on social media is handled 
differently from a negative evaluation 
to a tour operator. If a guest on a tour 
gives a negative evaluation, you can 
respond directly to your TO. But a 
review on social media is there for 
everyone to see, not just one person. 
And it lasts forever. Here are four things to consider: 
 

1. Reflect 
 

Take a moment to reflect on the comment. Was 
it true? Was it fair? Was the situation beyond your 
control? If it was in your control, what would you 
do differently? 

 

2. Respond 
 

Take a tip from top-rated restaurants on Yelp. 
Respond to every negative review, even those you 
find unfair or untrue. Acknowledge any true 
statement and offer a solution or apology. But if the 
negative review is in response to something beyond 
your control (weather, traffic, building closures, etc.) 
point that out. Don’t expect the reader to see that 
the review is unfair; state that in your response. 

 

3. Repair 
 

You are writing to two audiences: the original guest 
with a complaint, and a potential guest who may base 
the decision to hire you on your reaction. Your tone 
should be respectful and keep your response short, 
clean, and kind. Even if your first impulse is to be 
sarcastic (“Imagine! It was hot and humid in July! 
How shocking in Houston!”) keep those comments 
for your friends on a closed forum. Remember, even 
if you are attempting to be humorous, the tone and 
inflection are hard to impart to an online reader. 90% 
of communication is in facial expression and voice 
tone and inflection. All of that is missing in written 
communication, so keep that in mind when you are tempted to get snark 

y. 

 

4. Recover 
 

Don’t magnify the importance of one comment. 
Psychologists say that it takes ten positives to counter 
one negative. If necessary, read the positive reviews 
aloud ten times to get back your positive attitude. 

  

In a recent Facebook conversation about negative 
reviews, Cherie Anderson of California commented, 
“A bad review would depress me for days, while 
I ignored the good ones.” An anecdote shared was 
that in response to one negative comment about 
a bad joke, a guide said he was going to remove all 
jokes and humor from commentary. Just because 
one guest doesn’t get your humor is no reason to 
change your entire way of presenting tours. Jared 
Goldstein of New York put it best: “Remember 
the compliments.” 

 

A common trait among guides is an optimistic, out-
going personality. We want to be liked and for our 
guests to have a good time. You can’t please everyone, 
every time. But you can forgive. Forgive the person 
with the unfair comment. Or, if the comment was 
true and fair, forgive yourself for having a bad day.  
 

A bad review on social media will never go away. 
Happily, neither will the good ones. Keep asking for 
testimonials from your guests. Enough good reviews 
will outweigh the one bad and potential guests will 
see them all. 
 

Vicki Clakley is Vice President of the Professional Tour 
Guide Association of Houston. To tour with Vicki, contact.

 
 
communication, so keep that in mind when you are 
tempted to get snarky. 
 

 
 
 

Vicki Clakley is Vice President of the Professional 
Tour Guide Association of Houston. To tour with Vicki, 
contact vicki_clakley@yahoo.com. 

mailto:vicki_clakley@yahoo.com
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TECH TALK—A NEW YEAR FOR 

BETTER ANNUAL ACCOUNTING 

by Donna Primas 
 

A new year dawns and that means the tax preparation 
season is on the horizon! Who does not dread a financial 
retrospective of the past year, if only a little? 
 

To make your life easier for next year, or to organize 
your income for 2018, make an annual Excel (or hand 
written) spreadsheet to keep your data organized. 
Remember, if using Excel, the columns and rows can 
be set up to add easily. 
 

At year’s end, the data on this page or two can also be 
easily sorted to analyze your income. Which employer 
paid you the most last year? What type of work gives 
you the most income? What is your hourly (or daily) 
pay range? A well thought out format can show you 
these things and more! 
 

I started my business and freelancing in 1983 and I have 
used Quicken since 1992. Yet I still keep an Excel 
spreadsheet for each year to get a quick snapshot of the 
clients, jobs, and income. It is a visual reference I often 
refer to that helps me check rates and track income. 
 

My spreadsheet is set up “landscape” and I most often 
print it on bright colored paper, so it stands out. It is the 
first page(s) of the three-ring binder of my annual chrono-
logically filed invoices that can provide additional details. 
 

These are the column headers that I have on my yearly 
Income Tracking spreadsheet: 
 

• Invoice # – If I issue an invoice, it is assigned a 
number. I keep one invoice copy in the job file 
with a second copy filed sequentially in my binder. 
The invoice number I assign is the last two digits 
of the year, a hyphen and a number. e.g. 19-1350. 
If a client pays me and I did not issue an invoice, 
I enter the income in chronological order without 
an invoice number. At the end of the year, this 
helps me go through my business check book or 
Quicken reports and ensure that all income is 
received and deposits recorded. 

 

• Employer/Company – Who I contracted with and 
who will pay me for the job. e.g. the DMC, company, 
or individual that hired me. (At the end of the year 

I sort this spreadsheet by Employer and insert sub-
totals, to easily verify that the 1099 and W-2 tax 
forms I receive show the correct amounts.) 

 

• Job Description – Be as descriptive as will be 
helpful to you to recall years from now why this 
job was priced the way it was. The date(s) of the 
job, the client or organization (not the DMC, but 
their client), number of participants, number of 
days or hours, etc. 

 

• Rate – The daily rate or hourly rate for the job. 
This is helpful when you work at different rates for 
different clients or have varying rates for different 
types of work. e.g. English vs Foreign Language, 
Supervisor vs Regular Staff, etc. 

 

• Type of work – I work locally and also out of 
town, I have a graphic design business and give 
lectures, so I have four “type of work” columns to 
track how much I make doing these different 
assignments. My columns are: Graphic Design, 
Local Work/Guide, Travel Staff, and Lectures. 
The total earnings for each invoice are placed in 
only one of these columns. 

 

• Other Monies – I have three of these columns. 
Per Diem is for employers that provide a flat fee 
for transportation or cell phone reimbursement, or 
a meal allowance per shift, per day, or per job. 
Once in a while, a company provides a check as an 
Expense Advance for me to use to tip a bus 
driver during the job. Expense Reimbursement 
is the column for small expenses incurred during 
the job—such as a tip given or an extra ticket 
purchased on behalf of an employer. I keep and 
track these non-income monies separate from my 
earnings. 

 

• Invoice Total – This is the sum of the up-to-four 
columns: one Type of Work, and up to three Other 
Monies (Per Diem, Expense Advance and Expense 
Reimbursement). It might also just be a repeat of 
one Type of Work amount. 

 

• Billed – The date I prepared and emailed the invoice 
to the employer. 

 

• Received – The date I received payment. A 
blank box here for more than 15 or 30 days (the  
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THE PALMETTO GUILD 
by Lee Anne Bain 
 

The Palmetto Guild was established in October, 2018, by the 
Charleston Tour Association with the cooperative support 
of the Charleston Visitors Bureau in response to the court’s 
decision that the city may no longer maintain mandatory 
testing as a requirement to be a licensed tour guide in the 
City of Charleston. 
 

The Palmetto Guild represents certified tour guides who have 
demonstrated proficiency on an exam administered by the City 
of Charleston. This test is based on competency of Carolina 
Lowcountry history, culture, and municipal regulations. 
 

The guild provides a way for certified tour guides in Charleston 
to educate our community and for visitors to our city to see that 
certified guides are beneficial to all. There is a difference between a certified guide and one that has “merely 
paid” to be in the industry. 
 

Guild members are professionals who are committed to historical accuracy, continuing education and providing 
an engaging experience for all visitors. Those that took the time to study, learn the history of Charleston, pass 
the test and continue their education moving forward show commitment to their profession. In any business 
relationship there is a certain level of competency and aptitude expected from the person you are working with, 
whether it be a teacher, mechanic, or hair dresser. This same concept applies to a guided tour. Visitors to our 
city want to feel secure that their guide has in-depth knowledge of the subject matter and that the historical 
facts being presented are true and accurate. When these standards are not followed, it negatively impacts all 
of us: our city, our guides, and our industry. 
 

The Charleston Tour Association is very excited that the city has chosen to appeal the judge’s ruling. They have 
filed a motion with the 4th U.S. Circuit Court of Appeals in Richmond Virginia. “The city continues to believe a 
mandatory licensing program for all tour guides is the most effective way to achieve the city’s objective of protecting 
tourists, residents, and the tourism industry from the problems caused by unqualified guides or unscrupulous guides” 
said the city’s attorney Carol Ervin. Currently, the test is still being offered by the city but only on a voluntary basis. 
 

No matter the outcome of the court’s ruling, we feel that the formation of the Palmetto Guild constitutes 
an appropriate step to ensure the ideals of Charleston tourism and is positioned to be responsive to whatever 
the future may bring. 
 

Lee Anne Bain is president of the Charleston Tour Association. To tour with Lee Anne, contact clunybain@gmail.com. 

 

usual terms on my invoices), means I need to 
follow up with the employer about payment. 

 

Since everyone’s business varies, you might want to 
add additional columns or repurpose a column I note 
above. Maybe a “Gratuity/Tip” column would be 
handy? Or a column to indicate the way the money 
was paid… check, cash, or direct deposit?  
 

I truly wish you a more organized and prosperous 
2019 and will help you get started! If you send me an 
email, I will send you a formatted Excel spreadsheet 
like the one I use that you can customize and use for 
yourself. Happy better New Year accounting! 
 

Donna Primas is an experienced tour guide, docent, 
corporate staff, business owner, and lecturer whose company 
name is Primas Copywrite. To tour with Donna, contact 
primascopy@aol.com. 

mailto:clunybain@gmail.com
mailto:primascopy@aol.com


 

 

 

EULOGY—JACKIE BERGMANN 
(A TOUR GUIDE FOR THE AGES) 
by Joe De Gregorio 
 

On December 28, 2018, the Professional Tour Guide 
Association of St. Louis, lost its most esteemed member, 
Jacquette “Jackie” Bergmann. At age 94, Jackie may arguably 
have been the oldest active member of any tourist guide 
association in the U.S. and likely beyond. She was present 
for PTGASL’s August 2018 outing to the new Arch 
grounds and renovated museum. At the January 16, 2019 
meeting the association’s members paid tribute to their 
Member Emeritus with stories and more stories. “She was 
one of my favorite guides, always prepared, prompt and 
personable.” “…her knowledge of St. Louis was vast…”  
 

Jackie was a founding member of PTGASTL and not 
unexpectedly the first Certified Tour Guide in St. Louis. She 
served in various capacities in the Association over the years 
but most often as a very efficient, detail-oriented treasurer. 
 

Jackie and I first met in 1993 and studied together to become 
docents at the majestic Cathedral Basilica of St. Louis. 
Although not Catholic, Jackie told me “This place speaks to 
me.” Jackie’s interest in historical St. Louis blossomed 
in the late 1930’s and she once lamented to me, “When 
they cleared all that land on the riverfront before WWII 
to prepare for building the Arch, they tore down a 
lot of historical buildings.” She was the wife of a 
prominent local surgeon and raised two successful 
sons, one a surgeon himself. When I surprised 
her by saying her son had just successfully completed 
a hernia operation on me, she replied as only a proud 
mother could, “Oh yes, he cuts well.” As a longtime 
member of the education committee, Jackie laid 
the groundwork for many an association outing to 
metro points of interest. She was a woman ahead 
of her time. As a final tribute, PTGASTL donated 
to her favorite charity, the Miriam Foundation, an 
organization that provides educational services to 
disabled and challenged students, of which Jackie was 
a long-term President. Finally, we in the business 
of providing tours should definitely follow her life 
mantra: “Do what you have to do to be successful.” 
 

Joe DeGregorio is a member of the Professional Tour Guides 
Association of St. Louis and an NFTGA Board Member at 
Large. To tour with Joe, contact joe.dehillboy@gmail.com. 

Save the Dates for These 
Important Events 

 

February 7-10, 2019 
SYTA Summit, Colorado Springs, CO 

 

February 16-19, 2019 
IATDG Comprehensive Interpretation Course for 

Guides and Directors, Washington, DC 
 

March 27-30, 2019 
NTA Contact, Tucson, AZ 

 

April 10-11, 2019 
NTA Destination Capitol Hill, Washington, DC 

 

April 29-May 2, 2019 
NAI InterpTech, Monterey, CA 

 

May 8-10, 2019 
Tourism Cares for Puerto Rico Volunteer Event, 

San Juan, PR 
 
 

Jackie 
Bergmann 

mailto:joe.dehillboy@gmail.com

