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PART A – Project Submission: Poihākena tours: stories of Māori in Sydney 
1. What is your project? 
Poihākena tours: stories of Māori in Sydney is a 2-hour walking tour based in The Rocks, Sydney where 
Māori have lived, loved, visited, traded, worked and died since 1793. (Poihākena is the Māori word for 
Sydney – a transliteration of Port Jackson). Poihākena tours bring to life the wonderfully rich stories of 
Māori in Sydney through tangible connections to place, hands-on experiences and engaging story 
telling – underpinned by Matauranga Māori (knowledge of Māori Culture and history). Through 
interpreting intriguing, yet widely unknown stories of Māori in Sydney, the tour aims to increase 
awareness of the longevity and depth of Māori connection to Australia in order to empower Māori in 
Australia with a sense of connection to place, and introduce non-Māori visitors to the rich history and 
Culture of Māori in Sydney. 
“Poihākena Tours give a voice to the stories of our (Māori) ancestors and whānau/family who came 
here before us. One in five Māori now live in Australia and these stories are a reminder of our strong 
connection to Australia, and our history and heritage here.” Hohepa Ruhe, Kotahi Tourism Director. 
 
Prior to the launch of Poihākena tours, limited interpretation of Māori history in The Rocks followed a 
Colonial narrative - including an over-emphasis on trade in tattooed heads and positioning of Māori as 
‘savages’. We identified a need for interpretation that would give a Māori perspective, rather than 
perpetuating colonial stereotypes. While the tour was an idea in our heads for many years, it was a 
small greenstone chisel that revealed itself in 2012 on an archaeological dig site in The Rocks that 
sparked us to turn the idea into reality. Guardianship of the chisel sits with a NSW Government 
Authority and when it was established there was no intention to interpret or make the chisel available 
for viewing, we decided to tell it’s story – and others, from a Māori perspective by developing the tour. 
 
Poihākena tours run once a month on a Saturday for individuals and small groups, and are booked on 
request for larger groups and schools. Hāngi (traditional Māori catering) and Kapa Haka (performance) 
are offered as optional extras for Group and school bookings. Tours for school groups (K-12) meet 
Australian and NSW Curriculum outcomes, including meeting a need to support teachers of a Year 8 
selective history unit on Polynesian migration. This need was established through development phase 
consultation with a local secondary teacher (Head of History), and reinforced by the Head of the NSW 
History Teachers Association, who also reviewed the tour post-launch and provided feedback. 

 
2. How does it demonstrate excellence and best practice in heritage interpretation? 
The tour aligns with best practice principles of heritage interpretation including those outlined in The 
ICOMOS Charter for the Interpretation and Presentation of Cultural Heritage Sites (particularly with 
regard to the archaeological dig site visited as part of the tour); Mana Taonga principles for 
interpretation of Māori Cultural objects; Freeman Tilden’s six principles of interpretation and NSW 
Heritage office Interpreting Heritage Places and Items Guidelines (2005). The tour themes align with 
national and state themes, as well as themes outlined in The Rocks Interpretation Strategy (2012). 
 
Tour content is based on Hohepa’s research, supported with research undertaken by others who have 
given their permission to use it and encouragement to develop the tour including Paul Hamer, Rohan 
Howitt, Jo Kamira (Author of Dictionary of Sydney’s “Maori in Sydney”), Dion Peita (Australia Museum 
Pacific Collection Manager), Godden MacKay Logan and Dr Grace Karskens. Tour operations and 
content are underpinned by depth of knowledge of The Rocks where tour developers Melinda and 
Hohepa had worked (and loved – we’re married now!) for a collective 18 years. Stories have been 
curated to ensure links to place and themes. Taking visitors not only on a walk through The Rocks but 
also through time, stories unfold chronologically beginning with the arrival of the first (recorded) Ma ̄ori 
in Sydney in 1793. This story is shared at the harbours edge in Campbells Cove, where the tour 
begins. 
The following audiences were identified for Poihākena tours 
1. Māori – 1 in five Māori live in Australia, and most have lots of visiting friends and family 
from NZ! Māori also visit for work (e.g. visit Sydney for conferences) 
2. New Zealanders – 650,000 living in Australia. Additionally New Zealanders are Australia’s 
biggest inbound market. (Monthly tours are scheduled to align with Bledisloe Cup games in Sydney 
when there’s lots of Kiwi’s in town, but we don’t run a tour on Waitangi day as most Kiwi’s will be at a 
festival) 
3. Sydneysiders interested in history (e.g. National Trust members) and/or multiculturalism 
4. International and domestic visitors with an interest in Ma ̄ori Culture. Visitors include those who don’t 
have time/budget to go to NZ, and those who have previously visited and are excited to also have a 
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Māori Cultural experience in Australia! 
             
Audience Issues/expectations Risk management 
Māori - non Ngā 
Puhi 

Perceived bias to one 
iwi (tribe) due to early 
Māori visitors all being 
Ngā Puhi (i.e. ‘too Ngā 
Puhi orientated’ 

Tour content includes stories from various iwi. 
Guide has a (metaphorical) kit of relevant stories 
relating to specific iwi that are included to build 
engagement with specific visitors.Guides are 
aware of historic inter-tribal tensions, and respect 
these in interpretation (or avoidance) of stories 
that may bring up ‘old wounds’. 

 Māori – Elders 
 

Expectation Tour 
Guide speaks fluent 
Te Reo 
 

Preferred language included as a question on 
booking form.Initially Tour Guides were 
supported with a translator for Māori-speaking 
visitors, but our translator is now a trained tour 
guide! Tours available in either Māori or English. 

Māori Elders, 
‘history lovers’ 
 

Potential mobility 
issues (older 
demographic) 

Tour route adaptable for those with limited 
mobility 
 

All Potential for tour be 
perceived as ‘stepping 
on Aboriginal feet’ 
 

Processes for consultation with traditional 
owners advised by Elders and followed – 
Respect, Permission & Ceremony. 
Tour begins with Acknowledgement of Country. 
Guides refer questions about Aboriginal Culture 
and history to Aboriginal Tour providers. 

 
Communication – techniques and channels / choice of interpretive media 
“Face to face” was chosen as the medium for sharing stories of Māori in Sydney as it is the traditional 
story-telling medium for Māori, and allows visitors to get a ‘taste’ of Māori hospitality (manaakitanga), 
which is a key cultural protocol of engagement. Also a face-to-face experience (rather than a self- 
guided tour) allows guides to ‘tweak’ tour content, contextualisation and routes to meet the needs of 
booked participants. 
Rather than a lecture or presentation, a guided tour was chosen as a more engaging experience for 
our audiences e.g. visitors can experience walking in the footsteps of Māori traders, sailors and 
whalers of the past, visit relevant sites and view the greenstone earring exhibited at the Museum. 
Stories have been curated to ensure links to place. Taking visitors not only on a walk through the 
Rocks but also through time, stories unfold chronologically beginning with a story of the first (recorded) 
Māori in Sydney in 1793, shared at the harbours edge. 
Where relevant, stories are supported with historical imagery to engage visitors. The use of 
photographs and portraits of ancestors were selected not only to give faces to the people whose 
stories are being shared, but also because (photographs and portraits are considered ‘taonga’ 
(treasures) in Māori Culture (as are carvings and personal items belonging to ancestors).Historic 
photographs of sites in The Rocks that are shared in situ, help set the scene for stories. The use of 
historical imagery also adds a depth of veracity to stories. Laminating photographs makes them more 
durable for handling, and they can be easily wiped for cleanliness. A4 size was selected so images 
would fit in the Guides bags, while be at a size that that is clearly visible for most people while they 
have the image in their hand i.e.A3 was too big fit the bags and A5 was too small for easy viewing. 
(We trialled use of i-pads for images but variable lighting in locations on the tour route required 
adjustments for optimum viewing, which was disrupting to the flow of stories). 
On route, site interpretation is utlised as a story telling prop or resource e.g. the ‘façade of the Whalers 
Arms Hotel’ when talking about the Hotel which was popular meeting place for Māori whalers, sailors 
and traders. 
With a broad variety of audiences for the tour, the range of visitor prior knowledge is considerable. 
Guides use a ‘tool kit’ of relevant stories, depth of knowledge and communication skills to contexualise 
information as required. 
Tour ‘stops’, were selected for connection to place and stories, ensuring they are also safe and 
comfortable for visitors. The meeting place for the tour (Campbells Cove) offers iconic harbour views 
and allows for the tour to begin where the stories begin – at the harbours edge. It’s also easy to find 
and close to public transport. The ‘hero shot’ used for marketing was taken in this location, so it’s 
easily recognisable for visitors with fliers. Campbells Cove is not only a peaceful meeting spot with 
seating available and great harbour views – it also offers a ‘borrowed resource’ for story-telling with a 
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tall ship docked in the Cove. Visitors receive a map and clear instructions on the meeting place and 
time with their booking confirmation, as well as in a ‘reminder email’ a week before their booked tour 
date. 
 
Problem solving – an example A timeline on the wall of the Observer Hotel is an excellent resource to 
give context to little-known stories of Māori in Sydney, in relation to more widely known history. The 
timeline’s location in a sheltered courtyard makes for a great story-telling environment, including 
seating and shade. Understandably the timeline is popular resource for tour guides in The Rocks, and 
visited daily by many other tour groups. Poihākena tours (regular tours) start time of 11am has been 
scheduled to avoid ‘timeline clashes” with other tour groups. Also procedures have been put in place in 
the case of meeting another group at the timeline that is rather than disrupt the other Guide or rush 
him/her, the Poihākena tour route is seamlessly adjusted by Guides with nearby storytelling locations 
at The Rocks Discovery Museum and/or Kendall Lane utilised, visiting the timeline later when it’s free. 
Similar seamless route adjustments are applied, if access is limited to a site, and/or another tour group 
are using it. 
 
Poihākena tours monthly tours are scheduled where applicable as part of broader events in order to 
‘capture’ our identified range of target audiences throughout the year. Tour themes and/or key 
messages are adapted where relevant to align with the festival or event e.g. NSW History Week 2016 
theme was “neighbours’, and Poihākena tour theme for October 2016 was “Māori – more than just 
neighbours since 1793”. Further examples are outlined below. 
 
Event Audience Month 
Harmony Day Multi-Cultural special interest March 
National Trust Heritage festival 
 

Domestic ‘history-lovers’ April/May 

Matariki (Māori New Year) Māori/New Zealanders July 
NSW History Week Domestic ‘history-lovers’ Oct 
 
Guides wear a branded uniform and carry resources in a branded bag. The logo for Poihākena tours 
sits under Kotahi Tourism brand, sharing the same distinctive whale tail shape and traditional Māori 
designs in the logos. The whale tail represents whales, sacred to both Māori and Australian Indigenous 
cultures. Paradoxically whales are also significant to the story of Māori in Sydney in that many Māori 
who came to Sydney in the early days of the colony worked on whaling ships, and Māori in Aotearoa 
(NZ) supplied visiting ships and shore based whaling stations with food, contributing to the growth of 
Māori economy pre-1840. The blue colour in the logos represents the Tasman Sea that both connects 
and divides Aotearoa (NZ) and Australia. People are represented in the patterns within the whale tail. 
The varying shades of brown in Poihākena tours logo represent 2 lands – NZ and Australia. The yellow 
colour in Kotahi Tourism’s logo depicts sandstone/ saltwater, in acknowledgement of Country and 
Aboriginal experiences offered through Kotahi Tourism on the NSW Coast. 
Kotahi Tourism commits to ‘deliver on promises’ outlined in our marketing collateral, ensuring the tour 
meets visitor expectations, and all experiences described are included. 
Environmental considerations Visitors are asked to bring/wear sunscreen, hats and water on hot 
days, and wet weather gear and umbrellas is it’s wet or likely to rain. A wet weather tour plan provided 
for Guides suggests alternative stops for story telling e.g. outdoors undercover sheltered story-telling 
sites identified, Museum exhibitions relevant to Poihākena tour themes. Additionally, for scheduled and 
small private tours on very wet days one of the many local cafes is utilised, where relevant (site- 
specific) stories are shared over a coffee that the Guide ‘shouts’ the guests. I.e. tour inclusion on wet 
days at Guides discretion. The actual café choice sometimes dictated by a sudden torrential downpour! 
Guides are aware of café locations throughout the Rocks and seamlessly include the (unadvertised) 
stop into the tour narrative and experience. The Big Dig Archaeology Centre is booked for school and 
large private group bookings as a wet weather ‘back up’ venue. From the venue, which is accessed via 
Māori Lane, visitors can view locations where greenstone has been revealed. It also provides a dry 
and comfortable location for the song at the end of the tour, and for groups who have ordered hangi 
lunches. 
Methods of engagement used include 1. Introduction - a powerful mihi at the beginning of the tour, 
sets the scene for Māori perspectives. The Guides passion and command of language conveys ‘This is 
a Māori tour and I a Māori man/woman, passionate and knowledgeable about my culture”. Translation 
ensures an inclusive experience rather than a performance. 2. Hook, Line and Sinker (Pastorelli – 
Scott method) is used to link stories and maintain engagement throughout the tour. ‘Hook’ – how did 
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greenstone taonga (treasured objects) come to be in The Rocks, Sydney? Line – hear intriguing 
stories; see the earring at The Rocks Discovery Museum. Sinker – on the actual archaeological site 
see the specific locations where the greenstone objects were revealed, walk down Māori lane & finish 
with waiata that’ll give you goose bumps (or make you cry). 3. Hospitality – Manaakitanga Attention 
to ‘housekeeping’ at the beginning of the tour assures visitors they will be taken care of 
(manaakitanga), and this ‘caring’ is implemented throughout the tour including physically (e.g. 
amending route or assisting up stairs, for those with mobility issues, knowing where the nearest toilet is 
at all points of the tour route, selecting shady locations for tour stops on sunny days); and also in 
‘emotional’ context e.g. contextualisation and curation of stories to ensure they’re meaningful to all 
visitors on the tour; use of resources to add meaning to stories e.g. photographs, cultural objects and 
natural resources, relevant interpretation panels on the tour route; hongi when meeting Māori visitors 
to establish trust. 
For children a fundamentally different approach is taken, where children take the role of ‘history 
detectives’ to find evidence to support the Guides stories. Additionally more hands-on activities are 
included such as traditional games and action songs. Guides are experienced in working with children. 
Programs for school groups have been developed to meet specific learning outcomes for various 
stages and syllabi. 
Stakeholders and method of engagement. Following protocols of “Indigenous people working 
together’ advised by Elder Uncle Max Dulumunmun Harrison - Respect, Permission, Ceremony (show 
Respect, ask permission, perform ceremony together). Respect: Poihākena tours was launched after 
years of working with Aboriginal community in Sydney to ensure Aboriginal perspectives were included 
in interpretation of The Rocks, and our own personal Cultural Awareness journeys including formal 
training via TAFE, and ‘On Country’ training with Elders in Narooma, NSW South Coast. Mutual 
respect and networks developed during our first 10 years in Australia, meant that it was ‘culturally ok’ 
to take the next step of ‘asking permission’. Permission was sought and received from Indigenous 
stakeholders in The Rocks including Metropolitan Local Aboriginal Land Council; Dreamtime Southern 
X who run Aboriginal tours in The Rocks, Tribal Warrior Association – Aboriginal Cultural harbour 
cruises. Specifically Elders and Community Leaders consulted were Uncle Max, Aunty Margret 
Campbell, Shane Phillips, Uncle Allen Madden, and Uncle Max Eulo. Invitations and sharing of 
ceremony and food at the tour launch aligned with Māori protocols of ‘kotahitanga’ – working together, 
ensured stakeholders felt valued for their input – and enjoyed a memorable evening that included a 
smoking ceremony, Welcome to Country, stories, performance and food. Stakeholder liaison regarding 
tour route and operations was undertaken with stakeholders including Sydney Harbour YHA, The 
Rocks Discovery Museum, Dreamtime Southern X and The Rocks Rangers. For the Museum and Dig 
site components of the tour, consultation included establishing operational procedures (e.g. internal 
site viewing location that overlooks one of the places where greenstone was revealed is only able to be 
used on tours with less than 12 participants). 
Implementation - Stand-alone or multi-stage project 
Tours: While Poihākena tours are a stand-alone product, Sydney isn’t the only place in Australia with 
‘stories of Māori’. Research into Māori in Australia is continual – both our own research and in 
conjunction with historians. Where opportunities arise to interpret stories of Māori in other locations in 
Australia, we’ll take them! For example, in 2016 in partnership with Black Knowledge Australia, we 
developed Parramatta Māori Tours, based on research undertaken by Parramatta City Council. Tours 
were guided by a Māori-Koori Guide (History student) who had permission from local Dharug Elders to 
share Māori stories on Dharug Country. Tours were run as part of the National Trust Heritage Festival 
and History Week in 2016. Parramatta Māori Tours were developed to compliment rather than 
compete with Poihākena tours and can be booked these days as a private tour for groups. Incursions: 
Recognising that schools with larger percentages of Māori students are mainly in Western Sydney, we 
have also developed Māori Cultural incursions that take ‘stories of Māori in Australia’ to classrooms. 
Incursions are available in NSW and ACT. 
 
How project worked in conjunction with other facets of the operation (e.g. marketing) 
Product Mix/ Cultural protocols: In alignment with cultural protocols for telling Māori stories on 
Aboriginal Country, Kotahi Tourism ensures our visitors also have access to opportunities to hear 
Aboriginal stories of Country from Aboriginal people, hence offering Aboriginal experiences through 
Kotahi Tourism that our visitors can book. We work closely with Aboriginal Operators in various 
capacities including product cross-promotion, shared booking systems and guide training. Poihākena 
tours sit alongside other Cultural heritage experiences including Māori and Aboriginal Cultural 
incursions for schools, Aboriginal tours in Sydney, Narooma and Scotts Head and an Aboriginal 
Cultural Cruise in Sydney Harbour. All tours/cruises have regular departures, and can also be booked 
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for groups and schools. 
Access - Language: Poihākena tours are available in English and Te Reo Māori. Guides are trained 
and experienced in working with interpreters making (private) tours accessible to speakers of other 
languages. 
Special interest groups: Stories are curated and contextualised for special interest groups e.g. specific 
iwi (Māori tribes); local history groups, Pacifica (migrant) groups. 
Mobility: The tour route is adapted for varying levels of mobility. This is particularly important from a 
Māori cultural perspective, to ensure stories and experience are available to Māori Elders. For 
example, the tour route can be adapted for private groups with visitors in wheelchairs or with limited 
mobility, to begin at the ‘top’ of the Rocks (start at the Dig Site) and go down, making it easier to 
manage. Where the route normally takes stairs, there are alternative access points that the Guide can 
(seamlessly) select if visitors can’t manage stairs. 
Training and development - Guide training is individualised depending on Guiding experience. On 
site training includes familiarisation with The Rocks, guiding skill workshops, tour observations, 
opportunities to ‘buddy’ guide, and ‘practice tour/s’ (with feedback provided). On-going development for 
Guides includes training workshops run by KT Directors for Māori and Aboriginal Guides from 
Dreamtime Southern X and Ngaran Ngaran Culture Awareness e.g. ‘How to get 100% 5-Star rating for 
your tours’ and “working with school groups’; Conference/symposium attendance e.g. Te Pouhere - 
Māori Historians Conference, IA and INNZ conferences; and benchmarking opportunities e.g. other 
tours in The Rocks, Māori tours in NZ. Content knowledge is built through access for Guides to a 
library of relevant books, an ever-evolving ‘recommended reading’ list and sharing of relevant links 
(e.g. documentaries, exhibitions, research) with the team. 
3. Resources needed for project 
 
Item Details Cost 
Launch event costs 
 

Welcome to Country, smoking ceremony, venue 
hire, catering, kapa haka group. 

$2,360 
 

Tour interpretation 
resources 
 

Hands on Cultural objects and resources, 
laminated photographs 

 $300 
 

Guide uniform Branded jersey, t-shirt, cap umbrella and bag. $210 
Branded umbrellas For visitors who don’t BYO on rainy days (x5) $125 
Tour development  Kotahi Tourism Directors. Value-in-kind. $75 per 

hour.110 hours. 
$9000 

Peer review Value in kind. 5 reviewers x 2.5 hours. $75 ph $937 
Graphic design  Logo  $100 
Marketing collateral Brochures, posters  
Insurance Public & Product Liability Insurance 1st month $93 

Total  $13, 425 
Kotahi Tourism Directors 120 hours includes write script, tour outline, operations manual, risk 
management plan; source resources; consultation (research, alignment with Cultural protocols); 
stakeholder liaison re: tour route and operations, organise launch event. As tours were guided by 
Hohepa for the first year of operation guide training expenses were not incurred in the project 
development phase. 
 
Choice of interpretive media for maximum or desired effect - Laminated historical imagery 
(drawings and photographs) - light and easily portable, A4 size fits into Guide resource bag, can be 
handed around so all participants have an opportunity for a close look, weather-proof, can be wiped 
clean. Images selection is based on relevance to sites and stories, and images chosen support story 
lines. Site interpretation though-out The Rocks is utilised to add meaning and context to story-lines 
(e.g. timeline, silhouette of the Whalers Arms Hotel), as are relevant Museum exhibits and 
interpretation panels. ‘Hands-on’ resources include NZ flax (harakeke) and flax woven objects. The flax 
is picked following traditional protocols that ensure the sustainability of the plant. After the tour the flax 
is either woven into a flower and given to a visitor, or composted. An uncut piece of greenstone (with 
no sharp edges) and a greenstone pendant give ‘feel’ to the greenstone earring behind glass at the 
Museum, and assist visitors (along with a photograph that includes scale), to visualise the greenstone 
chisel. Greenstone (nephrite jade) is a strong, durable and has a lovely feel when touched - ideal for 
‘hands on’. Additionally Guides wear greenstone pendants and use their personal stories of 
connections to their pendants to interpret to non-Māori audiences the concept of greenstone being 
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‘taonga’ – a treasure e.g. a pendant gifted to a Guide by his wife on his wedding day (instead of a ring). 
Cost-effectiveness - Poihākena tours are financially sustainable with operational expenses covered 
by tour revenue. The launch event was the greatest ‘outlay’ for Kotahi Tourism, but it was an extremely 
cost effective way of initially reaching target audiences, with invited guests including Māori and 
Aboriginal Elders and community, historians, tourism and heritage industry peers, media and 
journalists. The event showcased core ‘values’ of the tour by following cultural protocols (Māori and 
Aboriginal) and demonstrating manaakitanga (hospitality) and Matauranga (knowledge of Māori history 
and Culture). It was also an opportunity to acknowledge stakeholders and supporters. Branded uniform 
items and umbrellas are a cost effective way of promoting the tour in The Rocks. Guides carry fliers to 
hand out when approached about the tour. 
Financial sustainability - Poihākena tours are financially sustainable with operational expenses 
covered by tour revenue. Minimum numbers are required for school and private group bookings. The 
risk of scheduled tours not having numbers to adequately cover guide salary is eliminated by a working 
in partnership with a Māori Community Leader ,an experienced tour guide with vast networks (NZ and 
Australia). He is contracted for tour delivery for a percentage of tour revenue. 
Social sustainability - The tour provides employment and business opportunities for Māori in Sydney 
including tour guides and hāngi providers. Kapa Haka is performed by Te Raranga A Whanui, a local 
non-profit cross-generational community group who perform as a fund-raiser for their travel to Kapa 
Haka competitions. The tour also provides an opportunity for Māori in Australia to connect with their 
culture and heritage. 
Future proofing – tour guides become the Guardians of the stories shared. Additionally the tour is 
‘captured’ with the combination of manuals, outlines and script being designed to allow someone to 
‘pick up and run’ the tour without our direct input (in case we win lotto and suddenly take off on a world 
trip or something). Kotahi tourism directors mentor a number of Māori youth who have an interest in 
developing interpretation skills and knowledge of Māori history in Australia (potential guides). Also in 
line with Māori custom of events always being inclusive of children, Guides are encouraged to bring 
their own children on tours and the current Guide’s 3 children (ages 5-8) are also becoming story 
guardians - he’s even had dates corrected by them on occasion. When the children join with him to 
sing at the end of the tour, past, present and future are connected in a heart-warming way that reflects 
tour stories, themes and objectives. 
 
4. How has your project met clear and measurable outcomes for your organisation & 
stakeholders? Measurement of project success includes visitor feedback, which is requested from all 
visitors. Through a survey, visitors are asked to rate the Tour, Guide and booking process (part of the 
visitor experience which begins when visitors connect with Kotahi Tourism such as through our website 
or over the phone. 16% of visitors have completed feedback surveys with a 100% recommendation 
rate. Other ratings are as follows. 
 
 Excellent Very Good Good Average Poor 
Tour 68.18% 27.27% 4.55% 0% 0% 
Guide 77.27% 18.18% 4.55% 0% 0% 
Booking system 61.90% 

 
23.81% 0.52% 4.76% 0% 

Success is also measured through reviews (we’re proud of our 100% 5-star rating record on Trip 
Advisor and the comments on both surveys and trip advisor), and booking numbers. Annual visitation 
targets are set which have been achieved each year since launch. Repeat visitation and word of mouth 
are other indicators of success. Repeat visitation is mainly from education groups e.g. Teachers tend 
to book annually or bi- annually depending on syllabus, and Māori language schools visit with new 
intakes (6-monthly). Word of mouth from our visitors is also contributing to increasing sales e.g. one of 
the students on a special tour for Sydney Māori and Pacifica youth, told his teacher about the tour, and 
she subsequently booked tours for both year 8 and Year 12 students from his school. Another example 
is positive reviews on Trip Advisor and social media (35% of visitors who completed a feedback survey 
2017-18 checked reviews before booking). Also some visitors (23 to be precise) have subsequently 
purchased tour gift vouchers for family and friends. The tour also contributes to an increase in visitation 
and repeat visitation for The Rocks Discovery Museum. While the tour focuses on the Port exhibition, 
visitors are provided with a brief overview of the Museum and encouraged to return later. 
 
Feedback from historians is a valuable measurement of the historical veracity of the tour, and this has 
been outstanding e.g. Rohan Howitt “The stories and information about the pre-1840 presence of 
Māori in Sydney were familiar to me, but they were told in a way that brought them to life. They 
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triggered my historical imagination in new ways and have made an incredible contribution to my own 
research.” Industry peer feedback is reflected in the awards Poihākena tours has won - 2015 winner of 
the NSW National Trust Heritage Award for tours and multi-media and 2017 Luxury Travel Guide, Tour 
Operator of the year – Sydney. Media has also been very positive including radio interviews with ABC, 
Radio National (NZ), a segment on TV One news (NZ), article in the Milton Ulladulla Times and 
participation in documentary shown at Te Papa – The National Museum of NZ and available on-line. 
Environmental criteria - The tour has been designed to have minimal environmental impact. The tour 
location is handy to public transport (bus, ferry and train), and the walking tour generates zero waste. 
With regard to hāngi, practicalities of cooking and serving necessitate the use of tinfoil dishes, however 
this is collected, washed and recycled by the hāngi provider, who also composts leftover food and 
cardboard lids. 
Evaluation, research and review - Pre-project audience research was undertaken with Māori, NZ, 
‘heritage’ and tourism networks using a survey with questions probing interest for a Māori tour and 
hāngi, as well as feedback on content, tour price and duration options. Additionally verbal feedback 
was sought from networks via meetings and phone. Peer review of the tour during development phase 
was conducted by an Australian-based Māori historian, Aboriginal Guides from Dreamtime Southern X 
and Ngaran Ngaran Culture Awareness, a local secondary school Head of History and a tourism 
industry colleague (Kiwi living in Australia). Their collective feedback was taken on board resulting in 
tweaks to content and operations (e.g. more interactive components included on tours for schools such 
as learning how to hongi/ traditional greeting). Since launching the tour feedback and reviews have 
been sought from all visitors, and suggestions for improvement implemented where applicable e.g. 
making the tour available in other languages for groups with an interpreter, offering a family price 
option for 3 children, instead of just 2. A request for reviews and feedback is sent following the tour 
with links to a survey and Poihākena Tours Trip Advisor page. A separate survey is sent to teachers.  
 
Aspects of Poihākena tours that work well include: 
 • Inclusion of Māori Cultural protocols in the tour experience (e.g. introductory mihi, finishing with 
song/waiata) adds authenticity and enhances visitor experience. Visitors mention getting goose bumps 
or tearing up when hearing the greeting and song. 
• Delivery of the tour by Guides with skill and experience in interpreting for diverse audiences ensures 
visitor engagement for a wide range of visitors 
• A well thought out and flexible wet weather plan allows for a great visitor experience in all weather 
conditions 
• Adaptable tour route ensures visitors of all levels of mobility can experience the tour 
• Hands-on games and experiences for school groups engage students and reinforce learning 
outcomes 
• Offering hāngi as post-tour option for groups and schools. Food adds another dimension to the 
Cultural experience for our visitors, as does meeting the hāngi provider, who ‘blesses’ the food in line 
with cultural protocols before serving, and shares insights into cooking method and ingredients. 
 
Things that didn’t work: Initially the meeting place for the tour was outside the Museum of 
Contemporary Art as it offers iconic harbour views, allows for the tour to begin near the harbours edge, 
it’s easy to find and close to public transport. While the location was fairly peaceful during the tour 
development phase, we changed the meeting place after running the first couple of tours as we it was 
sometimes too noisy (buskers and near-by events), huge passenger ships often blocked the awesome 
view and it had a ‘busy’ vibe that didn’t make for a relaxing start to the tour. 
 
How the project could be improved - Accessibility and visitor comfort: As public works improve site 
accessibility and visitor comfort, and/or new site interpretation is installed, amendments are made to 
tour route and operations where relevant. For example, current works being undertaken at Campbells 
Cove will improve visitor experience by providing additional options for wet weather shelter, shade and 
seating for tour participants, as well providing a direct ‘wheelchair accessible’ route to George St. 
Content: There are still a few ‘gaps’ in the stories of Māori who lived, worked, loved, visited and died 
in The Rocks including the names of Māori who have been written in history with European names e.g. 
‘Friday’, or nameless e.g. ‘Māori wife of Richard Byrnes’. By adding details as they become available, 
stories become even more engaging for visitors, particularly when iwi (tribal) connections are 
established for Māori visitors. 
 


