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Parks 21 
Parks 21 is a landmark agreement between the Tasmanian tourism industry and the Tasmania 
Parks & Wildlife Service (PWS) that established for the frst time in Tasmania, a shared vision 
with agreed goals and priorities for the growth and management of nature-based tourism with 
Tasmania’s national parks and reserves. 

Signed in December 2014, Parks 21 represents the commitment of the commercial tourism 
industry in Tasmania, represented by the Tourism Industry Council Tasmania (TICT), to deliver 
sustainable and world leading visitor experiences and activities respectful of the immense 
environmental, cultural and social values of Tasmania’s reserves. 

The agreement commits all tourism operators working within Tasmania’s national parks and 
reserves to environmental and socially responsible tourism, and to the active conservation and 
promotion of Tasmania’s remarkable natural areas. 

In turn, the PWS commits to work with commercial tourism operators in the presentation of 
Tasmania’s national parks and reserves. 

The agreement establishes a consultative process for industry views and priorities to be 
considered around PWS investment in capital infrastructure. Parks 21 also provides a clear 
process for seeking resolution of any disputes that may occur between the PWS and individual 
Commercial Visitor Services (CVS) license holders. 

The vision of Parks 21 is to maintain the share of all visitors to Tasmania who include a visit 
to a national park or reserves. By doing this we ensure visitors continue to disperse through 
regional Tasmania, contribute to regional economics, and further elevate the profle of 
Tasmania’s national parks and reserves with visitors from across Australia and around the world. 

…a shared vision 
with agreed goals 
and priorities for 
the growth and 
management of 
nature-based 
and eco-tourism 
with Tasmania’s 
national parks and 
reserves. 
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 Our strategic 
objectives are to 
better facilitate 
sustainable 
tourism activity 
and actively 
enhance the 
visitor experience 
in Tasmania’s 
national parks and 
reserves. 

Objectives 
Our strategic objectives are to better facilitate sustainable tourism activity and actively 
enhance the visitor experience in Tasmania’s national parks and reserves. We will do 
this byfocussing on three areas: 

• enhanced tourism focus 

• sustainable sxperience delivery 

• enterprise and economic activity 

OBJECTIVE 1: Enhanced tourism focus 

The PWS will work with industry to further develop as a leading nature-based tourism 
business, underpinned by best practice and research, a clear brand and marketing strategy, 
customer service and operator engagement. 

Since the launch of Parks 21 the parties have achieved the following outcomes to progress 
this objective:  

• PWS represented on the Premier’s Visitor Economy Advisory Council (PVEAC) through 
the Minister and the Secretary of the Department of Primary Industries, Parks, Water and 
Environment (DPIPWE), and the T21 Steering Committee through the General Manager of 
Parks and Secretary of DPIPWE. 

• TICT and PWS convened a reference group, including the University of Tasmania, 
on research. 

• Nature-based tourism operators’ forums (now called Parks 21 Forums) have been held in 
April 2015, September 2015 and October 2016, with an average attendance of 30 operators. 

• Eight PWS staf attended the 2015 Tasmanian Tourism Conference and the 2016 Tasmanian 
Tourism Conference. 

• Two PWS managers have joined the boards of Tourism Northern Tasmania, the Cradle 
Coast and the East Coast Regional Tourism organisations as appointed directors or ex-
ofcio observers. 

• PWS General Manager has regularly attended the TICT board meetings as an ex-
ofcio member. 

• PWS partnered with the University of Tasmania, Department of State Growth and the 
Queen Victoria Museum and Art Gallery to participate in the Tourism Research and 
Education Network (TRENd) and contributed seed funding to establish research projects. 

• PWS has initiated a review and redevelopment of the PWS website, targeting refreshment 
of the web interface and web content to provide a user-friendly and valued resource for 
visitors and commercial partners. 

• PWS is in the process of reviewing its style guide to ensure a contemporary and consistent 
‘look and feel’ is applied to all marketing and communication materials. 

• PWS is promoting use of the “Share the Wonder” and “Parks and Wildlife Accredited 
Operator” logo by commercial operators. 

• PWS is hosting the 24th annual Global Eco Asia-Pacifc Tourism Conference in Hobart 
from 21 -23 November 2016. The conference theme is “Ecotourism: Fostering Innovation - 
sustaining excellence”. 

ONGOING PRIORITIES INCLUDE: 
• Further elevation of the critical role of PWS and Tasmanian parks in the Tasmanian Visitor 

Economy through the ‘T21 – Tasmanian Visitor Engagement Strategy 2016-20’ 

• PWS to continue to work closely with its commercial partners to improve service delivery 
and facilitate a broad range of tourism opportunities in parks and reserves. 

• Guidance of tourism research projects through ongoing participation in TRENd. 

• PWS to review its strategic brand and marketing plan after the fnalisation of the Tasmanian 
brand review led by the Department of Premier and Cabinet. 

OBJECTIVE 2: Sustainable experience delivery 

Promote and enable exceptional, safe, appropriate and demand-driven commercially, 
socially and environmentally sustainable tourism experiences. 

Since the launch of Parks 21 the parties have achieved the following outcomes to progress this 
objective:  

• Industry consulted and input obtained through TICT in the prioritisation of projects funded 
through the Government’s $8 million Tourism Infrastructure Fund. 

• Opening of the Three Capes Track. 

• Visitor infrastructure audit by PWS is under way. 

• PWS visitor experience and visitor expectation research undertaken to date, and ongoing. 

• PWS is managing assessment and approvals processes for projects fowing through the 
Expression of Interest (EOI) process encouraging new sustainable commercial tourism 
activities in parks and reserves. 

• PWS has run an Invitation for Expressions of Interest process for a high quality, reliable and 
sustainable ferry service for Maria Island. 

• PWS leases and licenses focusing on sustainability and accountability, including 
requirements for industry accreditation. 

• PWS has maintained its own industry accreditation for all visitor centres and the Three 
Capes Track, through TICT. 

• PWS has commenced planning for delivery of the Tasmanian Government’s $15 million 
commitment to the Cradle Mountain Visitor Centre and Dove Lake visitor facilities 
components of the Cradle Master Plan. 

ONGOING PRIORITIES INCLUDE: 
• PWS ongoing focus on red tape reduction initiatives and streamlining interfaces with the 

PWS for assessment and approvals processes and business interactions with commercial 
operators. 

• PWS will be supporting the assessment and approvals process for the Tasmanian 
Government’s second round of the EOI process for tourism developments in Tasmania’s 
parks and reserves. 
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OBJECTIVE 3: Enterprise and economic activity 

Recognition that Tasmania’s parks and reserves are valuable assets that underpin tourism 
and other businesses, making a signifcant economic contribution without compromising 
the natural and cultural values of protected areas. 

• PWS has celebrated the 100 year anniversary of the proclamation of Tasmania’s frst 
national parks in 1916 –Freycinet National Park and Mount Field National Park. 

• PWS is undertaking a strategic planning exercise to ensure that the Service is well prepared 
to meet growth in visitor numbers. 

• PWS is supporting development of the new Tasmanian Aboriginal cultural tourism product; 
the wukalina Cultural Walk in the larapuna/Mt William National Park. 

• PWS is a key partner in the Healthy Tasmania Five Year Strategic Plan (July 2016) and will 
continue to promote the importance of parks and reserves for the physical, social and 
economic wellbeing of all Tasmanians. 

• PWS is working to design and deliver Stage 3 of the Three Capes Track Project in a manner 
that leverages of the success of the visitor experience promoted by Stages 1 and 2 of the 
track and that maximises economic beneft to the regional economy. 

• PWS has been active in drafting a new management plan for the Tasmanian Wilderness 
World Heritage Area that provides a contemporary framework for the protection and 
promotion of the area’s cultural and natural values. 

ONGOING PRIORITIES INCLUDE: 
• PWS will continue to pursue a more detailed understanding of the social and economic 

value of parks and reserves in Tasmania by promoting targeted research through the TRENd 
partnership and through ongoing review of visitor research literature. 

• PWS will continue to strategically reinvest revenue streams, derived from strong visitation 
and commercial activity in parks and reserves, into management systems and visitor 
infrastructure to ensure the ongoing sustainability of the visitor experience in Tasmania’s 
parks and reserves. 

• TICT will continue to advocate for community recognition of the critical economic 
contribution Tasmania’s parks and reserves make to the Tasmanian visitor economy, and in 
generating jobs in regional communities. 

• PWS and the Tasmanian tourism industry will continue to work strategically in identifying 
community-building strategic infrastructure priorities across the State, building onthe 
success of Three Capes and the Cradle Mountain Master Plan. 

Measuring progress 
KEY INDICATOR: 
Market share of visitors to Tasmania visiting parks 
and reserves 

GOAL: 
Maintain or increase market share of visitors to Tasmania who visit national parks. 

BENCHMARK (JUNE 2014): 
In the year ending June 2014, 36.3% (or 380,800) of all visitors to Tasmania visited at least one 
national park during their time in Tasmania. Source: Tasmanian Visitor Survey, Tourism Tasmania 

PROGRESS (MARCH 2016): 
In the 12 months ending March 2016, 39% (or 457,000) of all visitors to Tasmania visited at least 
one national park during their time in Tasmania. Source: Tasmanian Visitor Survey, Tourism Tasmania 

NOTE (OCTOBER 2016): 
Tourism Tasmania are likely to release results for the 12 months ending June 2016 by early 
October 2016. 

Figure 1. Proportion of visitors to Tasmania who went to at least one national park 

Source: Tasmanian Visitor Survey, Tourism Tasmania 
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INDICATOR 2: 
CVS Operators holding a license or lease 

GOAL: 
Increase the number of sustainable tourism businesses operating within the reserve system 
through CVS processes, including expressions of interest. 

BENCHMARK (NOVEMBER 2014): 
42 tourism focussed leases, 159 licensed tourism operators (November 2014). Source: PWS records 

UPDATE (SEPTEMBER 2016): 

Date Tourism focussed leases Licenced tourism operators 

Nov-14 42 leases only 159 

Nov-15 58 leases and non-standard 
licences 

186 

Sep-16 73 leases and non-standard 
licences 

195 

Source: PWS records 

INDICATOR 3: 
CVS Operator Satisfaction 

GOAL: 
Address operator issues and increase operator satisfaction with the PWS. 

BENCHMARK: 
There is no baseline data; a measure of operator satisfaction is to be established. 

UPDATE (SEPTEMBER 2016): 
• In May 2016, the TICIT introduced a measure of the Tasmanian tourism industry’s general 

satisfaction with the performance of the PWS into the Tasmanian Tourism Industry 
Sentiment Survey 

• The most recent measure of tourism operator satisfaction from the TICT Sentiment is May 
2016 (the Spring survey) 

• The TICT will measure operator satisfaction annually, with the next survey in Spring 2017. 

Figure 2. Tasmanian Tourism Industry Satifaction with TPWS (May 2016) 

Source: TICT 

Figure 2: ‘Based on your own experience with the following organisations(s) how satisfed are you with their performance?’ 

INDICATOR 4: 
Commitment to tourism accreditation and 
performance standards 

GOAL: 
Increase the number and proportion of licensed operators who are also accredited. 
Increase the number and proportion of operators using the Share the Wonder logo and 
positioning statement. 

BENCHMARK (NOVEMBER 2014): 
• 73% of CVS licensees and lessees accredited with a recognised national tourism 

accreditation program in November 2014 (147 operators out of 201) 

• 24% of accredited licensed operators were using the Share the Wonder logo in November 
2014 (35 operators out of 147). Source: PWS/TICT records 

UPDATE (SEPTEMBER 2016): 
• 71% of CVS licensees and lessees accredited with a recognised national tourism 

accreditation program in September 2016 (189 operators out of 268) 

• The 189 accredited operators were comprised of 146 standard licences, 14 non-standard 
licences plus 29 leases 

• Operators who are approved have 12 months after approval to become accredited 

• 23% of accredited licensed operators were using the Share the Wonder logo in September 
2016 (45 operators out of 189). Source: PWS/TICT records 

• See table below 

• Some information is available in 2016 that was not available in 2014. 
Therefore, the comparison between 2014 and 2016 must be used with caution. 

Accredited CVS licenced operators Nov 2014 Sept 2016 

CVS operator accredited with TICT n.r. 157 

CVS operator accredited another scheme n.r. 32 

Subtotal –licensees or lessees accredited 147 189 

CVS operator – approved and not yet accredited, 
but have 12 months to become accredited 

n.r. 12 

CVS operator – status of accreditation not verifed 
as at Sept 2016 

n.r. 67 

Subtotal – CVS operator not accredited n.r. 79 

Total 201 268 

NOTES 
• n.r. – data not recorded for that year 
• n.a. – information not applicable or available as at Sept 2016 

Source: PWS records 

Accredited licenced operators using the 
Share the Wonder logo 

Nov 2014 Sept 2016 

Number of operators 35 45 

Percentage of operators 24% 23% 

Total accredited licenced operators 147 195 

Source: TICT 
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1. The PWS satisfaction benchmark of 90% 
has been adopted from the US Park 
Service. 

2. The rating is on a fve point scale – from 
1 = poor, below average, average, good 
to 5 = very good.

 3. This rating applies to the Overland Track 
surveys, and the Melaleuca survey 

INDICATOR 5: 
Visitor satisfaction and feedback 

GOAL: 
Work with tourism operators and PWS staf to improve the visitor experience and reduce the 
incidence of negative feedback. 

BENCHMARK: 
Various.   

UPDATE 2014: 
Further interpretation of various visitor research projects within parks and reserves by the 
PWS has pointed to a high level of satisfaction with the PWS. These sites will continue to be 
monitored with this indicator and reports made as required. 

UPDATE (SEPTEMBER 2016): 
The PWS collects information about satisfaction through (a) visitor surveys or (b) community 
surveys. 

VISITOR SURVEYS 
• Respondents on some surveys are asked to rate satisfaction with facilities or services, whilst 

on other surveys they rate their overall experience 

• The PWS has adopted a benchmark target of 90% of respondents giving a rating of “good” 
or “very good”1, 2 or – for a few surveys – if their experience was “one of the best things they 
have ever done” or “one of the best things they have done in the last 12 months.”3 

90%0% 

88%Cradle Mountain NP 2008 – facilities at Dove Lake 

Freycinet NP 2008 – satisfaction with facilities 

Mt Field NP 2008 – satisfaction with facilities 

Mt Field NP 2016 – satisfaction with facilities 

Tasman NP 2011 – satisfaction with facilities 

Freycinet NP 2015 – satisfaction with facilities 

Hartz Mountains NP 2002 – overall experience 

Overland Track Walker Survey 2004-05 – overall experience 

Overland Track Walker Survey 2005-06 – overall experience 

Overland Track Walker Survey 2006-07 – overall experience 

Overland Track Walker Survey 2008-09 – overall experience 

Melaleuca Visitor Survey 2014 – overall experience 

Lake St Clair NP 2004 – PWS facilities 

Lake St Clair NP 2011 – PWS facilities 

89% 

87% 

94% 

94% 

95% 

90% 

92% 

92% 

91% 

91% 

80% 

74% 

84% 

Figure 3. Proportion of respondents who rated measure as “satisfed” or “very satisfed” 

COMMUNITY SURVEYS (“COMMUNITY MONITOR”) 
• The 2014 survey of Tasmanians (the “Community Monitor”) asked two 

satisfaction questions. 

Question Score Notes 

“How satisfed are you 
with the performance 
of the Tasmania Parks 
and Wildlife Service’s 
management of 
tourism opportunities 
and facilities in parks 
and reserves?” 

80% Some Tasmanian respondents might not 
have visited a park or reserve recently, and 
their rating may be based on information 
gathered indirectly via people they know or 
from the media. 

“Is the performance 
of Tasmania Parks 
and Wildlife Service 
in managing tourism 
opportunities and 
facilities in parks 
and reserves better 
or worse than it was 
5 years ago?” 66% 
of respondents said 
performance was “the 
same” or “better”. 

66% of 
respondents 
said 
performance 
was “the same” 
or “better” 

Tasmanians will naturally assess the PWS 
against many more things than tourists 
would. This could include – among other 
things – biosecurity, fre management, fees, 
Aboriginal heritage, land care, pest control, 
roads, access and spending of public money 
on other things that are important to them. 

INDICATOR 6: 
Commitment to conservation through tourism 

GOAL: 
Increase the number of operators participating in responsible tourism, triple bottom line 
reporting, and public-private or philanthropic conservation partnerships to illustrate how 
tourism can assist with on-ground conservation initiatives. 

BENCHMARK (NOVEMBER 2014): 
• 10 Green Guardians (November 2014). Source: PWS records 

• Unknown numbers participating in EarthCheck and EcoTourism Australia 

UPDATE (SEPTEMBER 2016): 
• 8 Green Guardian operators for 2015-16 season 

• 16 EcoTourism Australia members/certifed operators 

• A social media campaign planned for the frst half of 2016 to celebrate these operators was 
postponed due to a focus by the PWS this year on promotion of the centenary celebrations 
for Tasmania’s national parks. 

10 11 



 

 

 
 

 

 

 

 
 

 

 

 

 

 

 

 

 
 

 
 

 
 
 
 
 

 

 

INDICATOR 7: 
Revenue raised through PWS business enterprises 

GOAL: 
Increase revenue raised through PWS business enterprises 

BENCHMARK: 
• 6% average increase over the last six years, from tourism related enterprises. Source: PWS records 

UPDATE (SEPTEMBER 2016): 
• The funds raised through tourism business enterprises have increased by an average of 10% 

for the 2015-16 fnancial year 

• This percentage is taken from the following revenue streams:  
• Park Entry Fees 
• Overland Track 
• Various Business Enterprises and 
• Commercial Visitor Services 

Revenue Streams 2014-15 Actuals ($) 2015-16 Actuals ($) % change 

Park Entry Fees 6,248,360 7,373,217 18 

Overland Track 974,924 1,176,341 21 

Three Capes Track1 3,387,297 

Business Enterprises 4,288,244 4,306,819 0 

Commercial Visitor Services 1,058,667 990,837 -6 

Total2 12,570,195 17,234,511 37 

1. The 2015-16 fgure for the Three Capes Track is for the 10 month period to the end of the fnancial year. Sales did not 
commence until mid- September 2015. 

2. The Total amounts for the ‘2015-16 Actuals’ and ‘% change’ columns are larger than expected due to the inclusion 
of an additional revenue stream – the Three Capes Track. If the Three Capes Track revenue stream is removed, 
the ‘2015-16 Actuals’ total is $13,847,214, and the ‘% change’ total is 10 per cent. 

INDICATOR 8: 
Value of investment and employment 

GOAL: 
Measure some of the indicators associated with the economic value of parks and reserves 

BENCHMARK: 
• The PWS employ approximately 360 staf; many in regional Tasmania and outside the major 

population centres 

• ‘Hundreds of jobs’ in the 268 CVS businesses.   

UPDATE (SEPTEMBER 2016): 
The PWS will, in conjunction with the University of Tasmania’s Tourism Research and Education 
Network (TRENd), investigate what options are available to study the value of investment and 
employment in Tasmania’s parks and reserves. 

INDICATOR 9: Community Monitor 

GOAL: 
Increase the positive results for the PWS from the Community Monitor of Tasmanians across 
the relevant indicators. 

BENCHMARK (2014): 
• 65% satisfaction (16% extremely satisfed plus 49% satisfed) with PWS management of 

parks and reserves (3% dissatisfed) 

• 17% believe PWS is performing better than it was fve years ago 

• 55% agree that the PWS is achieving a good balance between managing access and 
conservation 

• Source: 2013 Community Monitor 

• Note: the Community Monitor is a survey of Tasmanians undertaken by an independent 
research business. 

UPDATE (SEPTEMBER 2016): 
The PWS will conduct the next Community Monitor (survey of Tasmanian households) in the 
second half of 2017 (subject to other priorities in the PWS work program). 
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