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Abstract

Zoo or captive wild animad nutrition is globaly evolving into arespected science. Itisill initsinfancy and
there are many unknowns particularly with today’ s economic environment. However, thereisone certainty
about this emerging arena, and that is, only the people caring for these anima's and their dedication, will

improvethefield of zoo nutrition. Often “ people skills,” rather than nutritiona expertise determine success
within azoologica inditution. For example on alocd scae, if an optimum diet isformulated for an animd,
but the keeper does not believe in it and does not feed the diet —what good doesthe diet do? If aCurator
or Area Supervisor is dienated because the nutritionist did not follow the “chain of command” —thenthey
cease to be effective. Learning to communicate with those you work with on afrequent basisisakey to
success—thereisno placefor ego. On anationd and internationa scale, if anutritionist doesnot participate
inthe exchange of idedlswithin scientific forums (AZA, CNS, NAG, AAVN, ACVN, EZNRG, ESCVN,
ECVCN,), or viastientific literature or the Internet (list serves, web sites); what vaue does nutritional work
completed at one zoo, or in one country, aid in the preservation of endangered species? We dl need to
work together and we all need to communicate. Communicating effectively —whether verbally or written—
is essentid for the procurement of nutritiona knowledge and the maintaining of the captive wild anima

populationsin zoologicd inditutions.

COMMUNICATION -THE SIX RULES

“I know you believe you understand what you think | said, but | am not sure you redlize that
what you heard is not what | meant!” ANONYMOUS

Communication. How often have you read or heard about communication and its effectiveness? But have
you redly heard? Lets talk about people skills and using them. People skills - that gut feding when to say
the right thing, nod your head, look someone in the eye, step forward, step backward, say something or
keep your mouth shut - people skillsisthe key to effective communication. | havefound that if you can just
listen, redly listen to what someone hasto say, you make more progressin achieving your goas. Remember
you have two ears and one mouth, that can defined by saying that you have to listen twice as much asyou
tak! Soundssmpledoes'tit, but it isnot aways easy. For someindividua personditiesthisis extremey
difficult, but I havefound, evenif itischdlenging, it isworth theeffort. In my work, | havesix rulesthet | try
to use when working with people. They are asfollows:

1) Be postive and chearful.

2) Learn names.

3) Ligen - redly ligen.
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4) Be open-minded — keep in mind that your way is not the only way.
5) Be sincere and keep your word.
6) Follow up on what you implement.

1) Bepositiveand cheerful. Weredly do create our own environment. There have been scores of books
written on the subject, but it isactualy very smple. If you are pleasant and cheerful, people won't
cringe when you walk in, or see you as a necessary evil. Y ou don't haveto go in bouncing off the
walls, just be postive. Watch for the results, it's catching.

2) Learn names. Anindividud’s nameis part of who they are. A nameisimportant. If you teke timeto
learn it and call people by their name, it makes them fed good. Learning someone' s name tells
“them” that you think they are important. Everyone needsto fed important. If you make them fed
better, they are more likely to work with you instead of againgt you. Thereisasaying that, “People
who fed good about themsalves, produce good products’.” It worksin this industry too!

3) Listen - really listen. Have you ever been talking to someone and their eyes keep wandering away or
they get thisdistant look. Or they wave a someone dse waking by whiletaking to you? How does
that makeyou fed? Comparethat to Someone meetsyour eye asyou are peaking, giving you their
full attention, and taking in every word. How doesthat make you fed ?Who would you rather work
with? Who do you think “others’ would rather work with? Do you redly ligen?

4) Be open-minded - your way isnot the only way. When discussng on how “something” should be
approached, whether that isfeeding an anima, or implementing anew diet, take sometimetolisten
to what othersthink. By discussng and congdering what someone dseisthinking, you give“them”
a chance to participate, to be part of the project, and let them take some ownership in what is
evolving for theanimd. Did you ever stop to think that you might have missed something, afact thet
isobviousto others? Who knows, their ideamay be better than yours. If you can include othersin
your work, it becomes more important to them, and the ultimate winner isthe animd. Besdes, if
you are not openminded, others will not be either.

5) Be sincere and keep your word. How many times has someone told you that they would do
something and it does’t hgppen?When you work with that person again, do you believe what they
say? Do you trust that they will do asthey say or do you follow up, “just in casg’? When you tell
someone that you are going to do something, do it. Smple asthat, do it. If you cannot, let them
know what is going on. People have long memories and it easer to lose someone' s trust than to
keep it.

6) Follow up on what you implement. If you start a project or change adigt, follow up on it. By you
coming back to “check” on the progress, you give it importance. If you change a diet and never
follow up on it, how can you redly determine if it was a success? What kind of message are you
giving? If you take a vested interest in your work and its progress, others will see it and will be
waiting for you with questions and observations.

THE PEOPLE

If you stop to think about it, most people work at a zoo to work with theanimas, however, if they cannot
work with other “higher primates’, they will not last long. “ Higher primates’ a acaptivewild animd facility
include, but are not limited to: 1) the zookeepers, 2) adminigrators, 3) the veterinarian; 4) volunteers ad

Copyright © 2003 Nutrition Advisory Group



interns; 5) the public; and 6) the scientific community. Now even though these are dl people, and in essence
people are the same, you have to keep in mind the “position” individuads have. Position should not be
important, but face it - in the “red” world - it is. Therefore, each individua will have to be gpproached
differently. Kegp in mind, that if you take the time to get to know an individua, your success rate of
achieving your godswill be much higher.

“The best minute | spend isthe one that | invest in people”.”

A few wordsof caution may be of benefit as you begin to implement these steps of communication. 1tisnot
inyour best interest to dways be everyone sbest friend. Y ou till haveto be professona, and you sill have
to get your job done in a timey fashion. You can get to know someone, and ill maintain tha fine
professond line. If you crossthat fine line, you will find that when you make unpopular decisions, fedings
may be hurt. When fedlings get hurt, then you are dedling with raw emotion. | said it wassmple, but | did
not say it was easy. Now, lets take alook at the people anutritionist deals with on adaily basis.

Z00 Keepers

The zookeeper is probably one of the most important people to have on your “sde.” These individuas
spend every day with “their” animas. They feed them, they clean them and after that they give them treets.
They cdl for help when the animas are Sck and they think up thingsto entertain them. Thisalmost hasthe
ring of “motherhood” initslines, doesit not? Now enter the zoo nutritionist. Opening their notebook, the
Zoo nutritionist saysto feed only biscuits (how boring!) and stop feeding those grapes, not o many oranges,
forget the peanuts entirely and heaven sakesno honey!!! Let metell youthat if youwak inand start making
changes without mgjor attention to just what isgoing oninthis*household”, therewill never beachangein
the diet! Oh yes, it may be up on “the’” white board, or a chalkboard, on the computer, posted on the
refrigerator, even on the magter in the commissary, but NOTHING will change unless you convince the
keeper of itsimportance to the animd.

Now step back and replay this scenario, anutritionist walksinto the*zookeeper’ shouse’ and asks* how is
itgoing?’ “How are George and Martha (al animashave namesinazoo)?’ What’ sgoing on, and doYOU
think that there is anything thet | can do? What you have doneisto take the individud off of the defensive
and you have asked their opinion. What higher respect can you give them, than your ear and your timeto
listen? But then you HAVE to listen. Now this obvioudy can be overdone, and you could come off as
“fake’ and never be effective. However, there is a balance where there can be mutua respect and
accomplishment of gods.

Adminigrators

Every zoologicd ingtitution hasits hierarchy that dictateswho answersto whom, and who givesthe orders.
Usudly thereisadirector at the“top.” Thedirector sendsdecreesto the curators (mammal, bird, reptilesor
fishes) and the veterinarians. The curators then “lay the law” to area supervisors, who then “control” the
zookeepers. The veterinarian works in between al of them. Wherethe nutritionist is classified dependson
the zoo. It isimportant to stress that even though an individud may scoff a the importance of hierarchy, a
hierarchy is essentia. The director isthe “top” of the hierarchy and going dong with that “position” isthe
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respongibility of thewhole zoologicd indtitution. If something happensand the director knows nothing about
it, thefirg thing he/shewill doiscal the curators and on down. Inworking within azoologica indtitution, itis
essentid tofollow this*chain of command” or rather this*“ chain of communication”. That way, dl inrolesof
respongbility know whét is going on.

“Higher primates’ are closer to the anima world than we realize and frankly many are quite territoria. Be
aware of territories. If you pay closeattention, you will find that egos are closdly associated with territories,
andif you*“trepass’ into aterritory you find just how largean egois. Thekey isto remember the* position”

(or territory), and then get to know the person. If you respect that person and their “position,” working

becomes much easier. Now - are nutritionists any different? Have you looked at what “your” territory is?
Do you get alittle “burn” deep ingde when the vet or curator gpplies a nutritiona principle without your
advise? We need to work as ateam —whether that team iswithin azoologica indtitution or aprofessona

organization? These are hard questions for some to answer, but how powerful the answers can be!

Veterinarians

To the nutritionigt, the vet isthe “other” partner in science that is needed to make captive anima nutrition
come together. In order to get the whole nutritional picture, ablood pand and sadly sometimes necropsy
results are essentid clues in deciphering captive wild anima nutrition. The animd nutritionist is not as
effective without the participation of the zoo veterinarian. Now what is the “podtion” that the vets are
coming from? Keep in mind, that vets have been the resdent scientist for years. They have dways been on
the hot seat answering dl science-related questions. For some, the entrance of anutritionigtisablessngand
an as=t. There are others, however, the addition of anutritionist isan inconvenience, only adding moretoa
workload that is dready too heavy. All veterinarians that | have worked with recognize the importance of
nutrition, but have limitations on what they want to do with it.

Volunteersand Interns

Volunteers or docents (as they are cdled) do the “grunt” work of the zoo. The work that is tedious and
boring or jobsthat no onewantsto do- liketaking with the public answering those“inane’ questions, thisis
what the volunteers and interns do. Often, volunteersand internsarethereto * get their foot inthe door”, get
zoo experience and often for no or little pay. Itisamazing that if you takejust afew minutesto find out their
name, ask how they are and how they are doing, the “importance’ you give to the individua and whet a
difference that it makesin how they gpproach their tasks. Everyone deserves and needs to be recognized.
Because volunteers and interns have an unclear “pogtion” they are often forgotten in the hierarchy.

Public

The public has more control over azoologicd inditution than most redize. Why isit that we have a papa
bear, a mama bear and baby bear al in one cage - even though thisis the mog “unnaturd” thing for a
gpecies? Thisis done because the public wantsto see, a“family!” Now as anutritionist, how do you
feed mama, papa and baby when they are dl in one exhibit? Why isit that we do not feed live lambs or
bunniesto the lions, tigers and bears? We don’t do this because of public perception. The old saying,
“the customer isawaysright” hasits price. In generd, the captive wild anima nutritionist does not have
as much to do with the public, however, there is dways a public impact. What is the “ pogtion” of the
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public and how do you think they affect your role as a nutritionist?

Scientific Communities

As azoo nutritionis, the scientific community is essentid not only to keep current in our fied, but dso to
provide input for othersin the exchange of ideds. If we dl hide the “secrets’ of kegping animas so that a
singleinditution can seem superior, the oneswho ultimately suffer are the animals. Communication among
individuds, among zoologica inditutions— both at nationd and internationd |levels— and with the academic
community is criticd if we are to maintain many of the endangered and threastened species. The world is
becoming smdler and thinking at the global level isnecessary to continue the evolution of captivewildanimd
nutrition into arespected science. Already scientific agenciessuchasAZA, CNS, NAG, AAVN, ACVN,
EZNRG, ESCVN, ECVCN and others are providing the forum to present the accumul ated knowledge-
viascientific meetingsor intheliterature or the Internet (list serves, web sites). Within these arenasand with
continued communication, the community of captive wild anima nutritionists will continue to procure
nutritiona knowledge needed to maintain the wild animals of today.

SUMMARY

| am sure that you can list other people that a captive animd nutritionist works with daily. Thisisonly a
gart. The thing to remember about people isthat al want to be heard and dl want to succeed. It is
human nature to want to be liked and to succeed. It would be easy to throw your “power” around, or
your education, or your knowledge, but to “redly” work with people, you have to get to know them.
Perhaps more important than getting to know people isto respect them. It is also human nature that we
will never like everyone, but we can respect them for what they are and what they are doing. Keep in
mind the Sx “keys’: 1) create your own environment; 2) learn names, 3) listen (two ears and one
mouth); 4) open-mindedness; 5) sincerity; and 6) follow-up. Communication IS SIMPLE, but it isnot

aways essy.

“Influencing peopleisthe art of letting them have your way”. ANONYMOUS

Implications
If acaptive animd nutritionist takes the time to get to know the people and their “postion” a the
zoologicd indtitution, their progress will be much greeter.
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