Report No. 07/11

Recreation and Tourism Review Committee

REPORT OF DIRECTOR OF NATIONAL PARK MANAGEMENT & EXPERIENCE

SUBJECT: UPDATE REPORT ON TENBY NATIONAL PARK VISITOR CENTRE
INTRODUCTION

The following report provides an overview of service delivery over the last 6-8 months and highlights key achievements as well as future challenges. 

OVERVIEW

The Tenby National Park Visitor Centre (TNPVC) serves approximately 45,000 visitors a year (more than Carew Castle or Castell Henllys) in an important tourism location within the National Park. The centre has maintained income (to date), despite a poor start to the year, lower throughput, and the current economic climate. Changes have been made to the exhibition to add value to the visitor experience including the addition of an in-house history film on Tenby produced by the Visitor Centre Manager.

Customer feedback on the services and facilities on offer at TNPVC remains overwhelmingly positive both in person, via the visitors book and through this year’s visitor survey.  The full results are yet to be fully analysed, but it does show that approximately 97% of respondents were ‘satisfied’ or ‘very satisfied’ (77% very satisfied) with no visitors indicating that they were ‘not satisfied’ with the service that they received.

BUILDING

Discussions are ongoing with PCC to ultimately combine services in Tenby in order to create one visitor information centre that can serve the whole of the town. However, both organisations are presently hampered through existing lease arrangements. For PCNPA, we have a lease that extends to 2019 which makes any significant changes over the coming years potentially costly. Despite these restrictions there is a commitment across both organisations to unify the service in time.
Until a joint TIC service can be progressed PCNPA has been exploring opportunities to share office space at the TNPVC site and tentative discussions have been held with the National Trust, Pembrokeshire Tourism and Tenby Town Council. Unfortunately, in all instances, a mutually beneficial proposal could not be reached.

The new Head of Outreach & Experience at PCNPA is presently exploring ways of improving the facade of the existing premises in order to increase visitor numbers and a range of options will be presented to SMT early in 2012 for discussion and approval.

STAFF

Reduced winter opening times were introduced in 2010 and will continue this year. Staffing costs have been reduced by approximately £2,000 per year through reducing the hours of opening with no noted impacts on visitor numbers and/or relations with the trade. The centre presently operates with a ‘skeleton’ staff of just one full-time Officer, the Visitor Centre Manager, augmented by two part-time Centre Assistants.
:

‘CENTRE’S REVIEW’
The Tenby Visitor Centre Manager recently presented a range of ideas for consideration in response to the ‘Centre’s Review Report’ earlier in the year. Appendix 1 contains ideas that are being explored in order to reduce running costs whilst enhancing the services available to visitors in Tenby.

It includes ideas to boost throughput by:

· Improving road signage to the centre.  Replacing an existing damaged brown sign, and installing an additional sign in Tudor Square.

· Install promotional posters (preferably A3) within the town’s notice board cabinets. 

· Revamping the centre’s webpage.

Increasing income by:
· Investigating on-screen advertising for local attractions across NP centres.  

· Continuing  to develop sales

· Expanding the existing range of activities and events
CONCLUSION

Tenby National Park Visitor Centre remains an important part of PCNPA’s suite of facilities aimed at increasing awareness and understanding of the National Park amongst visitors to the area. The need to create a joint TIC service with PCC remains the main priority but is unlikely to be achieved in the medium-term due to the existing lease arrangements. However, operating costs will continue to decrease as further ‘back office’ savings are realised in the 2012/13 financial year bringing the operating costs down to £72,000 per year from 2013 onwards (a reduction of approximately 5%).
Recommendation
Committee are asked to:

1. Note the update report.

(For further information, please contact James Parkin, jamesp@pembrokeshirecoast.org.uk)

APPENDIX 1 – COST REDUCTION IDEAS (EXAMPLE)
	Tenby National Park Visitor Centre
	
	

	Report Actions + New
	
	Lead 
	

	Potential Action
	Anticipated Outcome
	Officer
	Progress to Date

	Research possibilities for leasing the internal space to 3rd parties
	More 'joined-up' service and potential to reduce running costs through additional income
	James Parkin
	Ongoing - recent discussions with PCC, NT and Tenby Town Council, regarding joint activities at the site in Tenby.            

	Research financial advantages of closing the centre during the winter months
	Reduce running costs
	Richard Griffiths
	Winter hours reduced significantly in 2010.  Full closure unlikely to yield significant saving without losing staff, but will be researched further.

	Explore opportunities for early termination of existing lease agreement.
	Reduce costs
	Gary Meopham
	Deadline end of Sept 2011

	Research opportunities to augment staff with local volunteers
	Reduced staffing costs
	James Parkin
	Ongoing

	Explore opportunities to manage Tenby site in conjunction with Carew Castle. (Replicating current arrangements between CH and Newport)
	May reduce staffing costs.  Will provide a more flexible staffing resource with officers able to work across 2 sites as needed.
	James Parkin
	Deadline - end of Oct 2011                                                

	Make formal 'offer' to PCC to share premises.  (The NT may be interested in a similar arrangement)
	Reduce costs & provide a more useful 'joined up' service.
	James Parkin
	Formal meeting and correspondence with PCC.

	Reappraise current product lines and look at product lines with higher profit margin. (Also look to sell PCNPA items through other outlets in Tenby).
	Increase income
	John Worrall
	Deadline end of December 2011                Progress to date: Some new lines introduced - new window shelving.

	Explore the potential to hire out the internal space for community events/meetings
	Increased income
	John Worrall
	Deadline end of December 2011                                      Room has been used by the NT, Town Council in the past, but few and far between.  Other local halls use well established, Civic Society in Augustus Place etc.  Problems with access to stock during out of hours etc.

	
	
	
	

	Revamp middle room. Install public internet access and Wi-fi desk, local produce refreshment vending,  photocopying - all to run alongside interpretation
	Increased income
	John Worrall
	See separate sheet                      Decision to progress at Nov meeting?

	Reduce winter staffing levels, trim summer staffing levels.
	Reduce costs                            (9% of total salary budget)
	John Worrall
	See separate sheet                         Commenced winter 20010/11

	Attraction advertising.                                        Promotion via window screen (and within centre?)  Local attractions approached and offered 30 sec rate cycled display over 7 months
	Increase income establish local links
	John Worrall
	See separate sheet                      Decision to progress at Nov meeting?

	Wheelchair Hire
	Increased income
	John Worrall
	See separate sheet                      Decision to progress at Nov meeting?

	Greater marketing of the centre
	Increased throughput/income
	John Worrall & Marketing Officer
	Seasonal posters (A3) in local display units  Approach PCC (again) to improve road signage.

	Donation Box in Exhibition
	Increased income
	John Worrall
	For security reasons, incorporate into existing display unit.  By Feb 2012
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