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1.
INTRODUCTION

Tourism is one of the most significant sectors of the Pembrokeshire economy and one which impacts on many aspects of life in the county.  Visitor experiences depend upon the interaction of many factors: most are services provided by the private sector; some are services delivered by the County Council,  and local communities within the county also have their part to play in creating a high quality destination which visitors will want to experience, revisit and recommend to others. It is important to remember that while visitors benefit from what Pembrokeshire has to offer, residents of the County can also benefit from facilities and services primarily provided with visitors in mind, as well as from tourism’s overall contribution to the economy.

Getting the balance right is essential, and the County Council’s vision may be summed up in the following statement:


“Pembrokeshire is recognised nationally and internationally as an outstanding and distinctive coastal destination, providing good quality facilities for visitors and residents to enjoy, whilst safeguarding its communities and environment through the sustainable growth of a prosperous, year-round tourism industry”.

This strategy seeks to provide a framework to guide the actions of the County Council  and its public, private,  and community sector partners in achieving this overall aim.

2.
STRATEGIC CONTEXT AND GUIDING PRINCIPLES

This strategy has to be considered within a broader framework.

Given the cross-cutting nature of tourism, a number of Pembrokeshire-specific plans and strategies will influence a local tourism strategy, notably amongst others:

-
The Community Plan for Pembrokeshire

-
Pembrokeshire County Council’s Corporate and Improvement Plan

-
The Pembrokeshire Objective 1 Framework

-
The Pembrokeshire Economic Framework

-
The emerging Joint Unitary Development Plan for Pembrokeshire

In pure ‘tourism’ terms it draws on elements of ‘Achieving our Potential’, the tourism strategy for Wales, developed by the Wales Tourist Board in 2000, and recently reviewed; and “Open All Year”,  the regional strategic plan prepared for the South West Wales Tourism Partnership in the summer of 2004.  

The four key themes of

-
Competitiveness and profitability

-
Quality and value

-
Partnership

-
Sustainability

which frame the national and regional strategies, will also provide the focus for the strategic approach in Pembrokeshire.

The successful integration of activity at national, regional and county level to maximise synergistic opportunities but minimise duplication is key, and a number of guiding principles can be applied to help achieve this:

A Strategic Approach

An integrated long-term strategic approach is needed to ensure that consistent, incremental improvements are made and to encourage the various organisations involved in tourism in Pembrokeshire to follow convergent strategies to achieve common goals.

Working in Partnership

The various tourism organisations at national, regional, county and local level need to work in partnership at an operational level as well as at a strategic level to ensure that fragmentation is minimised and that the sum output of their joint activity is greater than the sum of the individual activity.

By working in partnership with other organisations and individual tourism operators, far more is likely to be achieved more cost-effectively, than working independently.

Additionality

Developing additional, new custom is important both for existing businesses and new businesses capable of attracting new markets.  High levels of repeat business are recorded by many accommodation providers, which indicates that persuading potential visitors to make their initial trip tends to generate multiple trips.

Displacement

Displacing business from one accommodation sector to another is counter-productive.  However, support for existing businesses needs to acknowledge that they may need to refocus and improve to remain viable.  Also, new enterprises may develop to serve new markets.

Prioritising

Limited resources must be used to greatest effect, and difficult decisions may have to be made to ensure that the maximum benefits are achieved.  The tourism industry is very complex and diverse, with differing abilities to contribute to the local community.  The public sector should provide services and assistance at a destination level,  which the private sector is unable to provide or co-ordinate itself, or where the Council is the only or most appropriate provider.

A Marketing Focus

Promotional activity needs to be targeted in order to maximise the business generated.  

A Community Focus

The rationale for public sector support for tourism activity is the benefit that tourism brings to the local community, economic security brought by employment and an enhanced level of local services being principal benefits.

A Customer Focus

Tourism activity needs to be customer focused.  Promotional activity needs to be giving the right messages to the right people in order to persuade them to visit.  Tourism related services need to provide the service visitors expect, when they want it and where they want it, in order to maintain their commitment and encourage them to return.

Focus on micro business

As the vast majority of tourism enterprises in Pembrokeshire are small or micro businesses, this needs to be reflected in the way services are provided.  Their proliferation, estimated at 87% of businesses operating in tourism, makes them a core, rather than a peripheral part of most visitors’ holiday experience.

Innovation

Innovation will play an important role in tourism and may be defined as “doing things differently” as well as “doing different things”.

3.
THE IMPACT ON AND BENEFITS OF TOURISM TO PEMBROKESHIRE

Appendices 1-5 of this document set the context in the form of:-

- an audit of tourism industry provision in Pembrokeshire, 

- a statistical summary of the volume and value of tourism in Pembrokeshire,

- a description of the scale and scope of cross-cutting County Council services and activities having a bearing on tourism,

- SWOT and PEST analyses of the County’s tourism economy,

- a summary of national trends in tourism. 

Measuring the local impact of tourism in terms of volume and value is notoriously difficult and can only be achieved by the application of econometric models which are inevitably indicative rather than definitive.  Two such models – known as Cambridge and STEAM – are widely recognised, the former using disaggregated national “topdown” data applied to local measures of bedstock, occupancy, visits to attractions etc. and the latter using similar “bottom up” information, collected locally on a sample basis.  Neither model is without drawbacks, and the analysis in Appendix 1 illustrates the discrepancies, but, either way, tourism is obviously a key industry in Pembrokeshire, the spin-off benefits reaching far beyond the accommodation and attraction sectors, contributing several hundred million pounds per annum to the local economy and supporting thousands of jobs.

To briefly set the scene, there are an estimated 95,000 visitor bedspaces in Pembrokeshire, of which 62% are in the caravan and camping sector.  There are approximately 3500 self-catering units available, capable of accommodating over 25,000 people, and about 9,800 bedspaces available in serviced accommodation.  51% of establishments participate in inspection and grading schemes.  Average annual room occupancy levels in serviced accommodation are low (less than 45% compared with UK average of 58% or more), and, although the seasonal emphasis is changing slowly, most  visits occur between June and September.

There are 81 visitor attractions (27 open all year) in Pembrokeshire, more than any other County or ‘marketing area’ in Wales, of which the 5 major ones, together with the Pembrokeshire Islands, are capable of generating visits independent of the other facilities available in the county.  Activity provision is also a strength, particularly those focusing on the resources of the National Park and the coast.

There are over 300 art and craft producers and retailers in the County, and a healthy and growing local produce initiative.

The principal events and festivals held in the County are largely for the benefit of local audiences, although a few, such as the County Agricultural Show and the main music festivals, do attract significant numbers of visitors.  Most contribute to visitors’ experiences but are not capable of attracting visitors in their own right.

4.      THE CUSTOMERS’ PERSPECTIVE

A Visitor Survey was undertaken across Pembrokeshire over a twelve-month period from December 2003 to November 2004.

The principal aim of the research was to develop a better understanding of visitors to  Pembrokeshire and their perceptions of the area, in order to target services appropriately and to enhance our ability to evaluate changing attitudes and inform improvements and developments.

Methodology

The research methodology adopted consisted of a series of face-to-face interviews conducted across Pembrokeshire throughout the year and a self-completion survey distributed at a number of outdoor activity providers, information centres and other locations.

The face-to-face research exercise began in December 2003 with 1,446 interviews completed over the 12 month period.  193 self-completion  questionnaires were returned.

Main findings

· The age range of visitors was evenly spread with no dominant age group.

· 30.2% of the visitors to Pembrokeshire were classified as socio economic group AB and 36.7% as C1

· The average size of the group/party visiting Pembrokeshire was 3.33.

· Visitors to Pembrokeshire from the rest of Wales accounted for the largest proportion of  total visitors (34.0%).

· The most popular lengths of stay were a holiday of one week (29.1%) and a short break of 1-3 nights (30.4%). 14.2% of visitors came on a day trip to Pembrokeshire.

· The majority of respondents stated that their visit to Pembrokeshire was not their main holiday of the year.

· The two main reasons why people chose to visit Pembrokeshire were its ‘attractive coast’ (45.8%) and that they had visited before (48.7%).

· Visitors were also asked ‘unprompted’ which features and attractions had attracted them to Pembrokeshire.  The main reasons were the Beaches and Coast (91.1% of all respondents), with the other reasons including ‘Heritage’, ‘Nature & Wildlife’ and ‘the National Park’.

· The majority (91.1%) of visitors to Pembrokeshire travelled here by car.  Other modes of transport used were the bus/coach (3.0%) and the train (2.5%).

· The main areas of importance attached to the pre-holiday experience were those of unspoilt scenery, culture, peace and quiet, family friendly aspects and walking.  All initial expectations were surpassed and all the factors were rated in a positive manner following the holiday.

· Tenby (28.1%) and St David’s (12.4%) were the most popular locations to stay; other areas included Saundersfoot (11.6%) and Narberth (6.7%)

· The majority of people took part in ‘walking’ (69.7%), ‘boat trips’ (14%) or ‘bird watching’ (7-8%).

· The three most visited locations in Pembrokeshire were ‘Coast and Beaches’ (87.3%), ‘Countryside’ (75.2%) and ‘Castles & Heritage sites’ (60.2%).

· The preferred type of accommodation for visitors staying in Pembrokeshire was self-catering (28%), with 16% staying in a hotel.

· In terms of visitors who had paid for their accommodation,  i.e. not staying with friends or in their own caravan or property, 88.9% of visitors rated the accommodation  ‘very good’ overall, with only 1.2% rating it as ‘Poor’ or ‘Very Poor’.

· Rented static caravans received the most favourable overall rating of accommodation (91.9% rated as very good), closely followed by Bed and Breakfast (91.5%) and Self Catering accommodation (90.6%).  Hotels were rated less favourably overall, in particular in terms of décor and value for money, in comparison to the other main types of accommodation.

· The lead time in terms of people planning their visit to Pembrokeshire varied throughout the year, with the proportion booking furthest in advance for the summer quarter, when 44.8% booked at least three months in advance.

· The most popular source of information on Pembrokeshire was that of ‘previous experience’ (55.9%) and the second most popular source was the Internet (16.0%).

· The majority of visitors to Pembrokeshire were very happy with the overall experience of visiting Pembrokeshire.  In particular, the warmth of welcome and the cleanliness of beaches were the two main factors rated as ‘very good’.

· In terms of value for money, the majority of respondents rated Pembrokeshire as either ‘Good Value’ or ‘Very Good Value’, with around one third of respondents rating it as ‘Very Good Value’.

· The majority of respondents stated that they were likely to return to Pembrokeshire within the next 5 years.

The twelve month study of visitors to Pembrokeshire has provided a number of important baseline figures in terms of visitor characteristics and an evaluation of the tourist offer that Pembrokeshire currently provides.

The information  identified that the characteristics of visitors to Pembrokeshire vary throughout the year in terms of demographics, activities taken part in and place/type of accommodation stayed in.

The vast majority of visitors to Pembrokeshire are very happy with the destination and the facilities and activities available.

Although the findings are very positive a number of aspects can be identifed as areas for improvement or development:

· Raising of standards amongst all accommodation suppliers to achieve a rating of more than 90% (very good) across all accommodation types.

· The food offer in the county could be improved in terms of variety and quality of places to eat.

· Increasing awareness of specific attractions and activities so that people explore other areas of the county rather than just the natural environment.

· Encourage more people to use alternative forms of transport when travelling to and within the county,  other than the car.

· Create demand for attractions and activities throughout the year.

· Ensure that website and internet resources are up-to-date and comprehensive in provision, given that one sixth of visitors use them at present and the number will potentially increase in coming years.

· Capitalise on the fact that the majority of visitors intend returning to the area by monitoring their opinions over time.  This should build on existing partnerships between the local authority, businesses and the local community to ensure mutual benefit, and a culture of integrated quality management.

5.
OBJECTIVES AND ACTIONS

KEY OBJECTIVES

The strategic objectives identified for tourism in Pembrokeshire reflect the vision and principles expressed:

1)
To improve the quality of the tourism experience in Pembrokeshire

2)
To improve the accessibility of Pembrokeshire as a destination

3) To develop effective working partnerships so that all sectors work together to

exceed visitors’ expectations

4)
To embrace a sustainable approach to tourism development which benefits the industry, the community and the environment as well as the visitor

1)
A Quality Experience

Providing a high quality experience is crucial in getting visitors to return to, and also to recommend a destination to others.  It should be based on the customer-focused concept of Integrated Destination Management, central to which is the year-round availability of high quality facilities and enterprises.

1.1.
All development and promotional activity should be based on sound research:

-
the County Council will undertake  (in partnership wherever possible) research at destination level including volume and value analysis; visitor surveys; market research and will also monitor the effectiveness of its destination promotion activity.

-
the County Council will continue to develop an industry web-site providing relevant research findings to help inform business development.

-
the County Council will encourage businesses to undertake market research specific to their enterprise to help inform sound business practice.

1.2.
The County Council will continue to take the lead in introducing an integrated approach to the management of the Pembrokeshire destination:


-
gathering baseline information


-
working with the private and community sectors to develop systems

to monitor progress against identified targets.

1.3.
The County Council will participate in national initiatives through Destination Performance U.K. (DPUK) and the Beacon Council scheme to identify and share best practice in destination management.

1.4.
The County Council will ensure that all council-provided services and infrastructure as detailed in Appendix 2, which impact on the visitor experience, are delivered and maintained to a high standard.

1.5. The County Council will support and influence, where appropriate, the development of high quality accommodation,  attraction, activity, catering and retailing opportunities to address any weaknesses in the product offer.

1.6.
Through its ‘Quality Pembrokeshire’ initiative, the County Council will work to improve the quality and appearance of the built environment, and the public realm.

1.7.
The County Council will actively assist and encourage businesses to participate in quality assurance schemes, such as:


-
statutory registration if introduced by the Welsh Assembly Government


-
accommodation verification and activity accreditation schemes


-
Pembrokeshire Produce Quality Mark

and assist the development of associated robust compliments and

complaints procedures where appropriate

1.8.
The County Council will support the efforts of the relevant agencies – Tourism Training Forum for Wales; GALLU; People First – in encouraging tourism businesses to improve business skills and invest in developing staff and career opportunities, in order to deliver service standards that exceed customers’ expectations.

2)
An Accessible Destination

Pembrokeshire, thanks to its fine natural environment and its National Park designation, coupled with elements of cultural and historic heritage, is one of the few identifiable “brand” or “icon” destinations in Wales.  However, markets change and visitors become more sophisticated and demanding in their requirements, and, in order to meet the needs of short-break/additional holiday markets and to counter perceptions of remoteness, the county must ensure ease of both physical access and access to the sort of information that people want.

2.1.
Over 90% of visitors to Pembrokeshire come by road, and this is unlikely to change in the foreseeable future.  Slow progress on the trunk roads west of St Clears can lead to frustration and can be perceived as a limiting factor for the short breaks market which requires efficient communication.

-
The County Council will continue to press for improvements to the A40(T) and A477(T) west of St Clears

-
The County Council will investigate options and pursue the development of Haverfordwest Airport for the benefit of high value short break and other markets

-
The County Council, through SWWITCH and other working partnerships, will seek to optimise rail and other public transport services into and within the county

-
In partnership with the port authorities and ferry companies the County Council will seek to maximise the benefits of having two ferry ports within the County.

· In partnership with the port authorities and the CruiseWales consortium, the County Council will support the development of Pembrokeshire as a destination for cruise ships.

· The County Council will seek to facilitate the development of marinas and safe havens at appropriate locations within the County in order to maximise the benefits from the growing participation in sailing and cruising.

-
the County Council will seek to provide an optimum level of consistent, high quality, relevant signage.

2.2.
Good access to the coast and countryside is a fundamental requirement of a successful rural and coastal destination, particularly in Pembrokeshire where the Coast Path National Trail is an extremely important resource and where walking, cycling and other activities are key niches.

-
the County Council will, in partnership with other agencies, work to improve the rights of way network as resources permit and in accordance with agreed priorities, so as to encourage and enable use by residents and visitors alike.

2.3.
The County Council will work to provide, and support initiatives to encourage the private sector to provide, access to services, facilities and information for visitors with special needs.

2.4.
In a time of rapidly changing markets and customer requirements, as well as evolving media and means of access to information, a successful destination must be able to provide the information that  people want, when they want it and how they want it.

-
the County Council will continue to evolve the image of Pembrokeshire as a desirable and sought-after high quality year-round destination through positive perceptions generated by pro-active media coverage and P.R. activity.

-
the County Council will continue to co-ordinate pre-visit destination promotion to the domestic market through an innovative approach to the main brochure and other printed material, the visitpembrokeshire web-site and other evolving means in order to raise awareness of Pembrokeshire and to interest potential visitors in the destination.  We will encourage operators within the industry to contribute to and complement this activity.

-
where appropriate, and in partnership with WTB, the SWWTP and other local authorities, the County Council will contribute to overseas, and national and regional niche promotional initiatives.

-
the County Council will encourage the private sector to develop and promote marketable packages to attract the short break and niche visitor.

-
the County Council will continue to participate in an evolving and cost-effective regional partnership to generate business travel interest (particularly high value small conferences, residential meetings and incentives) via the British Association of Conference Destinations, to establish contacts and refer to interested operators.

-
the County Council will continue to develop high quality Tourist Information Services to attend to the information needs of visitors during their stay in Pembrokeshire.

-
the County Council will encourage the friends and relatives of the county’s residents to visit the area by making information on events, activities etc. easily available to local people via tourist information centres and points and websites.

3)
EFFECTIVE PARTNERSHIPS


An enjoyable and memorable visit is made up of a series of satisfying experiences, at an essentially local level, which are  delivered by a wide range of public, private and community interests.  It goes without saying that effective working partnerships at the right level are the key to a successful and sustainable destination.

3.1.
At a national level the County Council will participate in Destination Performance U.K., and related initiatives, to identify and share best practice in destination management, integrated quality management, and destination performance monitoring.

3.2.
At an all-Wales and regional level the County Council will work with WTB/WAG, WDA, the South West Wales Tourism Partnership, other Marketing Areas and local authorities to co-ordinate effort and avoid duplication in areas such as research, marketing and promotion, quality assurance, destination development and information provision.

3.3.
At a county level the County Council will continue to forge and maintain productive partnerships and dialogue at the appropriate level with a wide range of parties:

-
the presence of the Pembrokeshire Coast National Park contributes enormously to the existence of Pembrokeshire as an identifiable “branded” destination.  The County Council will work productively with the National Park Authority in respect of, for example, the current UK-wide work on brand concepts for national parks which may provide the basis for “icon destination” opportunities; destination management and performance monitoring; visitor management initiatives; sustainable and green tourism initiatives; interpretation and information provision, including website developments and links.

-
the County Council in association with the RTP will support the development of Pembrokeshire Tourism Ltd. as a county-wide, representative industry association, and will encourage affiliation to it by other geographic or sector-specific associations.

-
the County Council will continue to develop its relationship with guide advertisers through the Stakeholders’ Club; the Destination Pembrokeshire information bulletins; the industry web-site and other appropriate means, and will encourage more businesses to participate in collective activity contributing to destination development and promotion.

-
where appropriate the County Council will foster working relationships with specific private sector groupings for specific purposes, such as port authorities and ferry companies, attractions and activity operators.

-
internal “partnerships” within the County Council, between service delivery departments, will be enhanced in order to ensure proper signposting and effective corporate working and understanding between those services impacting on (or impacted upon by) visitors and the tourism industry.

-
at a community level the County Council will work with Community Councils and other community groups to foster and further develop a high standard of welcome and pride of place that will benefit both visitors and local residents.  The County Council will also liaise with community representatives through appropriate tourism-specific groupings such as the Tenby Tourism Growth Area Steering Group; the Tenby Walled Town Residents Association in respect of pedestrian priority,  and PLANED and ‘Hidden Britain’ in respect of  relevant niche activity.

4)
A SUSTAINABLE INDUSTRY


The “sustainability challenge” is to optimise the benefits tourism can bring to the County and its residents, whilst managing and caring for the environmental,  cultural and historic assets that make it so attractive to visitors.  The protection of these attributes, which are what makes experiences memorable, makes tourism a force for sustainable development, and will help to develop a self-sustaining tourism industry.

4.1.
Addressing seasonality and creating a destination with year round quality and appeal is key.  The County Council is able to contribute to this directly in terms of promotional emphasis and the availability of services it provides but, more crucially, by encouraging and influencing private sector operators to provide a year-round experience.

4.2.
The County Council will assist and encourage the economic sustainability of tourism businesses through advice, support, cost effective co-ordination of activity, and a flexible and creative approach to identifying exit strategies in cases where overall benefit would be achieved in terms of the quality of the destination.

4.3.
The County Council will contribute wherever possible to ensuring that tourism activity is market and outcome-driven rather than funding-driven or grant-dependent.

4.4.
The County Council will endeavour to extend the scope of tourism for wider community benefit;


-
by encouraging visitors to explore more of the county


-
by further developing the Pembrokeshire Produce/True Taste initiatives


-
by continuing to develop the Arts and Craft trails and food directories

-
by the appropriate development of events such as Pembrokeshire Fish Week outside the main summer season

4.5.
The County Council will continue to develop transport initiatives such as Coastal Buses; cycleways; Park and Ride schemes and walking initiatives in association with partners, such as through Greenways.

4.6.
The County Council with partners will continue to deliver a high standard of beach management and to participate in the Green Seas Initiative, Blue Flag and Green Coast Awards, Coastcare project etc.

4.7.
The County Council will lend support to initiatives such as the Outdoor Charter Group in order to encourage good environmental practice by activity and other providers.

4.8.
The County Council will ensure that its promotional material encourages visitors to adopt a responsible approach to the environment.

4.9.
The County Council will support initiatives, such as those of WTB and Local Agenda 21, in encouraging the private sector to work towards Green Dragon and other awards which embrace environmentally sustainable practices.

4.10.
The County Council will encourage the private sector to develop “green” environmentally sustainable tourism products which have mainstream appeal.

4.11.
The County Council will assist and encourage communities and the tourism industry to take pride in their area and contribute to the development of a special local experience and a sense of place.

6.
DELIVERING THE VISION


This strategy is intended to be a flexible framework for action which complements, at a county level, objectives and actions articulated at a national and regional level.


It aims to provide a point of reference in the context of ever-changing structures, initiatives, circumstances and markets, which identifies the fundamental principles, unlikely to change in the short to medium term, which are essential for the successful management and performance of a visitor destination.


The detailed actions required to deliver the vision will evolve and develop over time, but the key, from a local authority point of view, as evidenced in the English Beacon Council work on sustainable tourism, is the recognition that destination management and performance relates to policy, strategy and service delivery across the Authority.  It provides a key to regeneration, contributing towards market growth and maximisation of benefit to local communities, an effective tourism strategy being formed by a Council’s systematic approach to business and service management.

The County Council will take forward its own actions through its Community, Corporate and Improvement and Service Business Planning processes and will develop, with others, an effective Destination Management and Performance Monitoring system against which those actions can be measured.  It will give as much support as is practicable to its public, private and community sector partners to enable delivery of the necessary elements for success that they are primarily responsible for. 

The Tourism and Regeneration Division will take responsibility for raising awareness of tourism-related matters with other service departments, identifying ways of improving communication, and highlighting where improvements can be made in response to issues raised by visitors or the industry. It will also, through its Business Plan, establish mechanisms for an integrated approach to destination management within the county, monitoring the actions set out, and setting targets where possible or practical.

The following table indicates how the County Council’s contribution to delivering the identified actions will be progressed and monitored.

	Action Point

Reference No
	Lead

(1 –Tourism & 

       Regeneration Division

2 – Other County Council

       Service

3 – External Partners)
	
	How action will be monitored or progressed by the County Council

	A Quality Experience
	
	
	

	1.1.
	1.
	-
	Action point in T&R service business plan measured by progress reporting on actions and outcomes and Local PI’s relating to promotional activity.

	1.2.
	1.
	-
	Action point in T&R service business plan measured by progress reporting on actions and outcomes and Local PI’s relating to promotional activity.



	
	
	-
	Maintenance of effective relationships.

	1.3.
	1 and 2
	-
	Action point in T&R service business plan measured by progress reporting to WPI Review Group on Best Practice.  Draft PI’s developed nationally relate to:

a) Stakeholder and Visitor Satisfaction

b) Efficiency

       -           TIC cost per user

· Marketing, cost per response or  cost per conversion

c) Quality Assurance – Inspected/graded only policy



	1.4.
	1 and 2
	-
	Awareness – raising and involvement of other relevant services by the Tourism and Regeneration Division.



	1.5.
	3
	-

-


	Maintenance of effective relationships.

Provision of honest, responsive and targeted support and information.



	1.6.
	2
	-

-


	Action points and PI’s in Quality Pembrokeshire and Maintenance service business plans.

Awareness-raising by Tourism and Regeneration Division.

	1.7.
	1 and 2
	
	Action points in T&R, Econ Dev and Public Protection Service Business Plans, measured by progress reporting on actions and outcomes and PI’s where developed.




	1.8.
	3
	
	Maintenance of effective relationships, sign-posting and information provision by T&R Division.



	An Accessible Destination
	
	
	

	2.1.
	1, 2 and 3
	-

-

-


	Action points in service business plans, measured by progress reporting on actions and outcomes.

Awareness raising with other relevant services by T&R Division.

Maintenance of effective relationships with external partners.



	2.2.
	2.
	-

-

-


	Action points in Planning Division and Transportation service business plans

Awareness raising by T&R Division.

Maintenance of effective relationships with PCNP, CCW and Community groups.

	2.3.
	2 and 3
	-

-


	Action points in service business plans, measured by PI’s and progress reporting.

Maintenance of effective relationships with the private sector through signposting and information provision.



	2.4.
	1 and 2
	-

-


	Action points in T&R and Information and Communication Division service business plans, measured by local PI’s and progress reporting on actions and outcomes.

Maintenance of effective external relationships, 



	Effective Partnerships
	
	
	

	3.1.
	1.
	-
	Action points in T&R service business plan measured by PI’s and progress reporting to WPI Review Group on Best Practice.



	3.2.
	1 and 3
	-

-
	Maintenance of effective relationships.

Action points in T&R service business plan measured by progress reporting and PI’s.




	3.3.
	1, 2 and 3.


	-

-

-


	Developing and monitoring of Memorandum of Understanding with PCNP.

Maintenance of effective relationships measured by stakeholder satisfaction levels and progress reporting on joint working.

Awareness raising, involvement of relevant departments and signposting by T&R Division, measured by progress reporting on actions and outcomes and PI’s in other service business plans where appropriate.



	A Sustainable Industry
	
	
	

	4.1.
	1, 2 and 3.
	-

-

-


	Action points in service business plans.

Maintenance of effective relationships with the private sector.

Measured by information  from Visitor Surveys against baseline.



	4.2.
	1, 2 and 3.
	-

-
	Action points in T&R and Econ.Dev. service business plans.

Policy co-ordination by PCC and PCNP as Planning Authorities.



	4.3.
	1, 2 and 3.
	-

-

-
	Maintenance of effective relationships.

Provision of honest, responsive and targeted support and information.

Measured by business successes/failures and customer satisfaction.



	4.4.
	1, 2
	-
	Actions in service business plans measured by progress reporting and information from visitor surveys against baseline.



	4.5.
	2.
	-

-

-


	Actions in Transportation & Environment business plans.

Awareness raising by T&R division.

Measured by visitor and user survey information against baselines.

	4.6.
	1,2.
	-

-
	Actions in Leisure Services business plans measured by progress reporting, PI’s and visitor/user surveys.

Maintenance of effective relationships with external organisations.



	4.7.
	1
	-
	Actions in service business plans and maintenance of good relationships measured by membership of Outdoor Charter and Marine Code groups.



	4.8.
	1
	-
	Actions in T&R business plan measured by progress reporting and information from visitor surveys.



	4.9.
	3
	-

-

-
	Signposting by T&R division

Actions in Transportation & Environment Business Plan

Maintenance of effective external relationships measured by numbers of businesses achieving awards.


	4.10.
	3.
	-
	Maintenance of effective relationships and the provision of honest, responsive and targeted information.



	4.11.
	1,2, 3
	-

-

-
	Actions in T&R and Transportation and Environment service business plans.

Maintenance and development of effective relationships with community groups.

Measured by numbers of community environment projects and involvement in Pride of Place and Wales in Bloom initiatives.
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