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Item 2.  FUTURE PROVISION OF VISITOR INFORMATION 
 

1.  Purpose of the Report 
 
1.1  The purpose of the report is to inform members on the findings of the Visitor 

Services Review and seek authorisation for the immediate release of funding to 
implement short term actions in preparation for the 2013/14 visitor season. 
 

2.  Recommendations 

2.1  The Authority is recommended to: 

a) endorse the Visitor Service Review, undertaken in response to the closure 

of Ingram and Rothbury National Park Visitor Centres; 

b) authorise the implementation of short term actions (Table 1) and  the 

proposal to bring forward £7,600 of existing budget from 2013/14, as set 

out in Paragraph 6; and 

c) note the actions in the medium and long term  Action Plan (Table 2) for 

2013/14 and 2014/15. 

 

3.  Implications 

 
3.1 Financial 

The short term budget requirement of £14,600 will be met from existing resources, 
including the carry forward of £7,600 from the £10,000 per annum identified for this 
purpose, in the Medium Term Budget Plan from 2013/14 onwards. There is no effect 
on unallocated reserves.  
 

3.2 The financial implication of the investment required to fulfil the medium to long term 
actions as identified in Table 2 will need to be assessed in detail and could be funded 
through the 2013/14 – 2015/16 Business Plan.  

 
3.3 Equality 
 The Equality Impact Assessment of the Authority’s Budget Proposal, written in 

January 2011, highlighted the possible negative impacts of the centre closures 
particularly on the old, the disabled, women, and our developing audiences. The 
measures and actions presented in Table 1 and 2 provide alternative provision of 
information for visitors which begin to mitigate the negative impact of the closures.   

 

4. Background  
 
4.1  Direct savings of £79,000 (2013/14) and £81,000 (2014/15) from Visitor Centres 

have been identified in the budget savings plan.  In September 2012, following a two 
year period to find alternative means of delivering the services provided from Ingram 
and Rothbury Visitor Centres, the Authority made the difficult decision not to reopen 
the National Park Centres from March 2013. 
 

4.2  This followed a period of detailed and commercially sensitive negotiations whereby it 
appeared that alternative means of keeping the centres open could be achieved.  
Whilst currently discussions on alternative delivery of services from the two locations 
are continuing to be looked at it is however now time to investigate and plan 
mitigation measures to lessen the impact of the closures. 

 
4.3  The closure of the two centres has forced a radical review of how the Authority 

delivers a ‘Welcoming Park’ especially in the north of the National Park.  This report 
and attached paper provides information for members on early findings from the 
review.  
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4.4  The measures being proposed will not replace the service being lost, but will partially 
mitigate the impact of the closures in the short term and will implement measures 
necessary to facilitate the closure of the centres.  In particular the measures will 
begin to address the issue of loss of resources of visitor information and public 
facing information staff.  
 

4.5  In the medium and long-term, other measures and actions to increase capacity and 
knowledge within the organisation, the volunteer service and our partners will need 
to be resourced if we are to deliver a truly “Welcoming Park” in the future. 

 
4.6  This report uses the review to inform and recommend to members where future 

investment should be targeted to ensure that the essential quality of the visitor 
welcome is retained in the short-term, and developed and strengthened in the 
medium and long-term.  Resources of £10,000 per annum have been set aside for 
the task of providing alternative visitor provision from 2013/14 onwards. 

 

5. Delivering a ‘Welcoming Park’ 
 
5.1 The review ‘Delivering a ‘Welcoming Park’ (Provision of visitor information and 

interpretation following the closure of Rothbury and Ingram National Park Centres) 
(Appendix 1) assessed the possible impact of the centre closures on the Authority’s 
ability to engage with visitors and provide them with the information, services and 
facilities that they would expect.     
 

5.2 It also assessed the significant impact of the loss of professional and knowledgeable 
staff on hand to welcome, orientate, inform and inspire visitors about the National 
Park and their intimate knowledge and trusted relationship with the host communities 
and local businesses. 

 
5.3 It explores and assesses a range of options that have been, and are still being 

explored by staff to mitigate against the impact of the centre closures and presents a 
number of initial actions for implementation.  

 

5.4 Main options identified are; 
 

1. Enhance the role of National Park Information Points 

 Review and where relevant enhance some of our existing Information Points and 
where appropriate expand the service to new locations.  In some cases provide 
additional services to provide ‘Enhanced’ information points. 

 

2. Ambassadors: Volunteers  
Build capacity and knowledge by recruiting new and up-skilling existing volunteers to 
be part of a ‘National Park Welcome Team’.  The volunteers would be trained to 
welcome, orientate, inform and inspire visitors about the National Park.  A small 
number of volunteers would be located at key sites across the north of the Park at 
peak visitor times. 
 

3. Ambassadors: Private Sector 
Build on the lessons learnt from the ‘Coast & Country – Your Passport to 

Northumberland’ scheme focussing on providing business ‘Ambassadors’ across the 
National Park and especially in the north of the Park enabling businesses to provide 
a more knowledgeable welcome to the area and promotion of the National Park for 
their customers.  
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4. Signage and Information Panels 
 Realign marketing of the National Park to reflect the loss of the two centres and  

continue to provide a welcome in the National Park by enhancing infrastructure 
ensuring that there are facilities and services on the ground.  

 

5. Electronic sources of Information 
Advances in IT, especially in the development of mobile phones and smart phones, 
requires development, of appropriate apps and mobile website content to welcome, 
orientate and inform visitors about the National Park. 

 
5.5 The review is on-going and the implementation of mitigation measures will be over 

the short, medium and long term.  Priority will need to be given to measures and 
actions which need to be in place prior to the start of the ‘traditional’ holiday season.   
In the medium and long-term, other measures and actions to increase capacity and 
knowledge within the organisation, the volunteer service and our partners will need to 
be resourced if we are to deliver a truly “Welcoming Park” in the future. 

 

6. Short Term (2012/13) 
 

6.1 Before the ‘traditional’ holiday season starts again in 2013 (from Good Friday, 29th 
March), the Authority will need to ensure: 

 
a) that publications and signage of the National Park reflects the changes being 

implemented; 
b) that visitors can locate the Breamish Valley and guide themselves through the 

valley to the attractions/places they want to visit; 
c) that visitors can locate the Harthope and College Valleys and guide themselves 

from Wooler;  
d) that visitors can find information about what they can do and see in the National 

Park, in Rothbury and at other locations in and around the National Park; and 

e) at peak times visitors will have access to information from members of the 
Volunteer Welcome Team.   

f)  IT solutions are explored and adopted to strengthen the visitor welcome in the 
short and medium term. 
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6.2 Table 1 is the costed action plan for the Short-Term (Q4 2012/13). 

 
Table 1. 

Objective 

 2012/13 
Actions by March 2013 Costs* 

Visitor Welcome to 
the Cheviots 

Reinstall road signs from Wooler to Harthope Valley 
(quoted costs) 

£2,800 

New road signage at the A697 junction *£2,000 

Install NNP 1
st
 Phase imagery and reuse Ingram 

plasma screen in Wooler TIC, in The Cheviot Centre 
*£1,500 

National Park 
Welcome within 
Rothbury 

New out-of-hours panel for Church House  £150 

Replacement sign on pavement, outside  Church 
House 

*£150 

Welcome to the 
Breamish Valley 
#  Existing Village 
Enhancement Budget 

# Head of Valley Map installed at Ingram Bridge Car 
Park 

£2,500 

# New road signage within the Breamish Valley 
(quoted costs) 

£2,000 

# New on-site signage at Bulby’s Wood £500 

Enhancement of 
National Park 
Information Point 
network 
# Existing Information 
Points Budget 

# Replacement displays at:  Cafe Maelmin, Milfield, 
Barrowburn Tea Room, Star Inn at Harbottle, Camien 
Cafe in Rochester, Old School House Tea Room in 
Elsdon and Border Hotel in Kirk Yetholm.  

£2,000 

Volunteer 
Ambassadors 
# Existing Volunteer 
Expenses Budget 

# First phase training of volunteers to become  a 
‘National Park Welcome Team’ undertaken by March 
2013 and first volunteers deployed by Easter 2013 

£1,000 

                                                                TOTAL £14,600 

*These costs are estimated but based upon costs of previous work 
 

6.3 It has always been recognised that if it came to the closure of the visitor centres at 
Ingram and Rothbury future investment would be needed to retain the essential 
quality of the visitor welcome. For this purpose resource has been indentified in 
budgets from 2013/14 onwards for visitor provision (Paragraph 4.6).  

  
6.4 What has not been recognised within budget planning is the need for additional 

actions in the current financial year.  It is therefore proposed £7,600 is brought 
forward from the 2013/14 budget to supplement existing core budgets (Table 1).   

  
6.5 The remaining £7,000 will be met, as anticipated, from existing budgets within the 

2012/13 budget allocation (Table 1). 
 

7. Medium to Long-term (2013/14 – 2014/15) 
7.1 The priority in the medium to long-term will be to: 

a) Recruit and reinvigorate the personnel presence within the Park through the 
recruitment of ambassadors, both within the voluntary and business sectors 

b) Provide additional services to provide ‘Enhanced’ information points. 
c) Invest in facilities such as Bulby’s Wood in the Breamish Valley 
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d) Explore future partnership arrangements between the Authority and Village Hall 
Committees to provide out-of-hours visitor information and host temporary 
exhibitions: 

e) Install interpretation and new signage at other strategic locations e.g. Carter Bar 
f) Adopt and implement appropriate and effective new information technology 
g) Reprint visitor information, where it is needed 
 

7.1 Table 2 is an indicative list of Medium and Long-Term (2013/14 + 2014/15) actions.  
Work is still ongoing as there are still a number of unknowns regarding existing and 
future provision.  These actions once finalised and costed will be bid for from 
ongoing Business Plan budgets.  

  
Table 2. 
 

Objective Actions 

 2013/14 

5.1   New Information Point panels at Hedgeley Services, 
Powburn 

Investment in Bulby’s Wood  

Explore future partnership arrangements between the 
Authority and the Ingram Village Hall Committee and if 
feasible provide out-of-hours visitor information and  
temporary exhibitions 

Visitor Welcome 
elsewhere in the 
National Park 

Install 2
nd

 Phase of NNP displays in Wooler TIC in the 
Cheviot Centre, including new video 

Improved road signage to Elsdon 

2 new Information points within Rothbury and  Coquetdale 
(TBC) 

Enhancement of National Park Information Point network 
including ‘Enhanced Information Points’. 

Volunteer 
Ambassadors 

Ongoing support for National Park Welcome Team  

Mobile display unit 

Business 
Ambassadors 

Tourism business awareness and training programme  

New print Reprint of existing essential print and where necessary new 
print of additional material 

                                               

 2014/15 

Volunteer 
Ambassadors 

Ongoing support for National Park Welcome Team 

Business 
Ambassadors 

Tourism business awareness and training programme 
(Year 2) 

Visitor Welcome to the 
Cheviots 

Installation of new on-site interpretation and road signage 
at Carter Bar 

New technology Innovation in IT information provision (development of new 
apps, wifi hubs, etc – dependant on roll-out of hi-speed 
broadband) 

New print Reprint of existing essential print and where necessary new 
print of additional material 
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8. Conclusion  
 
8.1  The short and medium term impact of the visitor centre closures will be severe, both 

in terms of the Authority’s ability to welcome people to the National Park, as well as 
its reputation with local communities and businesses, with whom a special 
relationship with our centres has evolved over the years.  
 

8.2 The Authority’s staff, partners, local businesses and communities will need to feel 
that the Authority is not ‘abandoning the north’ of the National Park, that it has a plan 
in place to deal with the impact of the centre closures and stakeholders will need to 
know that the Authority is committed to supporting visitor welcome initiatives with its 
partners. 

 

8.3 The Visitor Service Review has explored a range of options that will partially mitigate 
the impact of the closures and this report presents a number of recommendations to 
members for the short, medium and long term.  Key to this is replacing the loss of 
information staff with visitor welcome volunteers and enhancing the network of 
information points in the north of the Park.  Further works already planned as part of 
the village enhancement  programme will further enhance signage and information 
provision. 
 

8.4 Members are recommended to endorse the Visitor Services Review, authorise the 
implementation of actions in the short term and proposals to carry forward funding as 
set out in Paragraph 6 and note the actions in the medium and long term Action Plan 
as set out in Table 2. 

 

Contact Officer: 
For further information contact Head of Operations on 01434 611505 or e-mail: 
derek.proudlock@nnpa.org.uk  
 

Background papers  
Northumberland National Park Authority – Delivering a ‘Welcoming Park’(Provision of 
visitor information and interpretation following the closure of Rothbury and Ingram 
National Park Centres) 
  
 

  


