Tourism Services - Customer Satisfaction Report 2011
Introduction

This survey aims to find out customer satisfaction levels for the two parts of the tourism service

Part A - Visitor Services (includes TICs)

TICs offer visitors information and advice on short breaks and holidays; provide literature on activities and destinations in Dorset; provide a booking service for coach and ferry services, theatres, events and attractions in the area and sell vacant rooms to visitors.

The survey aims to determine the level of satisfaction of visitors to the area or local residents visiting our 4 Tourist Information Centres (TICs) – approximately 500,000 recorded admissions each year 

Part B – Tourism Promotion and Development

Promotional work - consisting of website activity and development to www.westdorset.com and www.visit-dorset.com; media advertising, press and PR, residents’ week promotion and production of targeted publications. This work is carried out on behalf of local tourism businesses who pay approx £70,000 towards the service costs each year.

Development work includes raising our profile with tourism businesses and key stakeholders in the private, public and voluntary sectors through two printed newsletters, regular email newsletters and the www.westdorset.com/trade website, providing business advice, subsidised training and working in partnership with various groups.

The survey aims to determine the level of satisfaction of local tourism businesses (accommodation providers, attraction owners and other tourism and leisure businesses - approximately 300 paying customers each year) who use the services provided by the Tourism Promotion and Development Team.




Part A: CUSTOMER SURVEY 2010 – TOURIST INFORMATION SERVICE

Introduction
A customer survey was conducted during spring 2010 in Dorchester, Bridport, Sherborne and Lyme Regis Tourist Information Centres to assess the quality of the service offered at each TIC and identify the key services customers were using. 

Methodology
The customer survey in the form of a written questionnaire was placed in each TIC for general pick up for six weeks (6th September – 15th October 2010). The total number of completed questionnaires was 297 broken down by TIC as follows:

Sherborne 59, Lyme Regis 25, Bridport 35, Dorchester 178.



Summary of findings

Tourist Information Centre Service:

	
	Dorchester
	Bridport
	Lyme Regis 
	Sherborne

	Percentage of respondents that were very satisfied or fairly satisfied with the range of information at the TIC

	98
	88.5
	100
	97

	Percentage of respondents that were very satisfied or fairly satisfied with the range of goods for sale at the TIC

	86
	94
	81
	80

	Percentage of respondents that were very satisfied or fairly satisfied with the efficiency and helpfulness of the TIC staff

	99.5
	100
	100
	100

	Percentage of respondents that were very satisfied or fairly satisfied with the quality of information given by the TIC staff

	98
	94
	100
	98

	Percentage of respondents that were very satisfied or fairly satisfied with the TIC facility overall

	99
	100
	100
	91




Reasons for Visiting the TIC

· The main reason for the visit was to obtain information on things to do (at Dorchester, Lyme Regis and Sherborne TICs) and to purchase tickets/goods or service (at Bridport TIC).

· The second most popular reasons were to find information on transport (Sherborne), to purchase tickets/goods or services (Dorchester), to find information on things to do (Bridport) and to obtain information on accommodation queries (Lyme Regis).

Internet research prior to visit

68% of visitors to the TICs had not used the internet for research prior to their visit. Of those that had used the internet prior to their visit, information on accommodation was the most researched area.

62% of customers’ preferred method of accessing information in the TIC was from a member of staff.   

Visitor profile

	
	2004
	2008
	2010

	Percentage of respondents at Dorchester TIC that were local residents
	49.5%
	69.5%
	60%

	Percentage of respondents at Dorchester TIC that were on holiday
	34.7%
	15.8%
	29%

	Percentage of respondents at Sherborne TIC that were local residents
	59.9%
	73.2%
	47%

	Percentage of respondents at Sherborne TIC that were on holiday
	19%
	11.0%
	32%

	Percentage of respondents at Bridport TIC that were local residents
	58.8%
	52.9%
	58%

	Percentage of respondents at Bridport TIC that were on holiday
	31.6%
	34.1%
	30%

	Percentage of respondents at Lyme Regis TIC that were local residents
	21.6%
	24.3%
	4%

	Percentage of respondents at Lyme Regis TIC that were on holiday
	63.8%
	56.8%
	88%




Lyme Regis had the highest percentage of overseas visitors (33% of respondents)

Equalities



Other than age the other 5 equalities questions were not asked.

Action Plan

Repeat in 2 years time at the same time of year.






Part B: CUSTOMER SURVEY 2011 TOURISM DEVELOPMENT AND PROMOTION

A survey of tourism businesses was carried out in May 2011, to establish levels of satisfaction of the tourism services provided by the District Council. See Appendix 2 for a copy of the tourism accommodation questionnaire and Appendix 3 for a copy of the tourism attraction questionnaire. 

Methodology
A questionnaire was sent out in the post to approximately 250 advertisers including accommodation and attractions businesses and 71 were returned. 

Summary of Findings

· 49% of the businesses that responded were self catering, 33% were B&B/Guest accommodation, 10% were Holiday/Touring Parks and 8% were hotels.
· 40% were located near Bridport, 25% near Dorchester, 18% near Lyme Regis, 12% near Sherborne and 5% near Beaminster.
· Of those businesses surveyed – 55.5% record the source of all enquiries.  81.5% record the source of all bookings.
· Over the past 12 months the majority of business was generated from an equal amount of new and repeat visitors.  31% of business came solely from new visitors. 
· Over the past 12 months the source of enquiries and bookings were generated as follows:

	
	None
	Very Few
	Some
	Most

	West Dorset TIC’s
	14.8% 
	53.65% 
	27.75% 
	3.70% 

	Westdorset.com
	13.23%
	22.68% 
	62.37% 
	1.89% 

	Vist-dorset.com
	21.84%
	29.12% 
	43.68% 
	5.46% 

	Own website
	7.56% 
	0% 
	18.9% 
	73.71% 

	West Dorset Holiday Guide
	22.68% 
	20.79% 
	51.03% 
	5.67% 

	Passing traffic
	46.08% 
	23.04% 
	30.72% 
	0% 



Other sources included Farm Stay, Trip Advisor, Dorset Coastal Cottages and other websites. 

· The majority of visitors reached the business’ own websites via search engines 35%, referrals from other sites 25%, via westdorset.com 14%, visit-dorset.com 9%.  The remainder was unknown.
· 59% of businesses regularly use the extranet system to update accommodation availability
· Of the 41% of businesses that do not regularly update availability, the majority, 23%, preferred to update by phone to their nearest TIC, 18% found that it was too time consuming or that they had sufficient bookings,  15% felt the system was too difficult and just over 12% were not aware of the extranet facility. 
· 75% of businesses do not use any other external online booking agents.  
· Just over 95% of respondents felt that they are regularly updated by the tourism team (through emails, newsletters and www.westdorset.com/trade).
· 71% said they were either fairly satisfied or very satisfied with the service of the West Dorset Tourism Team and from the comments, the TIC service seems to be particularly valued.























· 46% of respondents would prefer our work to have a greater emphasis on promoting West Dorset rather than Dorset.  An increase of 17% on the previous survey.
· 23% would like to see a joint Dorset Holiday Guide rather than a West Dorset Holiday Guide.  
· 28% of the businesses that work with the West Dorset tourism team responded to this survey.  While this is a good rate of return, it is important to note that it may not be fully representative of the views of all West Dorset tourism businesses. 

Selection of comments
Businesses were asked to leave any comments or feedback regarding the service of the tourism team or general comments relating to the future direction of tourism.  Here are a selection.  To view all comments, see Appendix 4.  

‘Promote Dorset as Cornwall do’
‘Emphasis on special promotions’
‘Balance would seem about right’
‘Great as it is, don’t dilute it’
‘Dorset is too big, West Dorset needs a focused brochure’
‘Have tried Dorset and the South West for past 13 years and they do not work’
‘More focusing on promoting Dorset as a whole destination not fragmented into smaller areas’.

For all responses to the questionnaire, see Appendix 5.










Appendix 2

Customer Feedback and Satisfaction Survey

Please take a few minutes to complete this questionnaire. West Dorset District Council’s tourism team would appreciate your feedback so that we can continually try to improve our service. 

1. 	What type of Business do you run?

 Self-catering  	 Hotel          B&B/guest accommodation 		
 Holiday Park/touring Park         

2. 	Which town are you located nearest to?

 Bridport 	 Dorchester 		 Sherborne 		 Lyme Regis		
 Beaminster 

3. 	Do you record the source of all enquiries?

 Yes					 No 

4. 	Do you record the source of all bookings? (If ‘No’ go to question 8)

 Yes 					 No 

5.		Over the past 12 months, have you received more custom from new or repeat visitors?

	 New 	 Repeat 	 About the same 

6.	Please tick to show the source of your enquiries and bookings over the last 12 months 
	(please tick one box on each row)  
	
	
	None

	Very few
	Some
	Most

	West Dorset Tourist Information Centres

	
	
	
	

	www.westdorset.com
	

	
	
	

	www.visit-dorset.com
	

	
	
	

	Own website
	

	
	
	

	West Dorset Holiday Guide
	

	
	
	

	Passing traffic
	

	
	
	



			
	
Other (please specify) _________________________________________________________					


7.	For bookings and enquiries received via your own website, please give details of how customers have reached your website. 

 Search Engine			 www.visit-dorset.com		
 www.westdorset.com

 Referral from other websites 	 Don’t know

Other (please specify): _________________________________________________________ 

8. 	Do you regularly use the extranet system to update the westdorset.com and visit-dorset.com websites and Tourist Information Centres with your vacancy data?

 Yes 				 No

9. 	If no, please can you tell us why?

 Was not aware of the extranet	 Time Consuming		 Too difficult

 Prefer to phone TIC		 Have sufficient bookings	 We use Eviivo/Frontdesk

Other (please specify) ___________________________________________________________

10. 	Do you use other external online booking agents?

 Yes		 No		If ‘yes’, which ones? _____________________________________

11. 	Which of the following functions would you like to see the district council’s tourism promotion and development team focus on? (please tick as many as appropriate)

	
	Greater emphasis on promoting Dorset rather than West Dorset


	
	Greater emphasis on promoting West Dorset rather than Dorset


	
	A joint Dorset Holiday Guide rather than a West Dorset Holiday Guide


	
	Research


	
	Business advice/training









Other (please specify) __________________________________________________________
 
12.		Do you feel you are regularly updated by the tourism team (via emails, newsletter and www.westdorset.com/trade) with what is happening in your local tourism industry?

 Yes 				 No 

13. 		What is your general opinion of the services provided by West Dorset District Council’s tourism team (including TIC services, publications, marketing campaigns, websites, training courses offered, advice, support etc)?

	Very Satisfied
	Fairly satisfied

	Neither satisfied nor dissatisfied

	Fairly dissatisfied
	Very dissatisfied

	
	
	
	
	







14. 	We would be pleased to receive any comments you may have about the services provided by the Council’s tourism team:
	__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


Name & Business (optional): _______________________________________________________________

Thank you for taking the time to complete this questionnaire.  
Please return in the pre-paid envelope provided by 1st July 2011





















Appendix 3
Customer Feedback and Satisfaction Survey - Attractions

Please take a few minutes to complete this questionnaire. West Dorset District Council’s tourism team would appreciate your feedback so that we can continually try to improve our service. 

1. 	Which of the following functions would you like to see the district council’s tourism promotion and development team focus on? (please tick as many as appropriate)

	
	Greater emphasis on promoting Dorset rather than West Dorset


	
	Greater emphasis on promoting West Dorset rather than Dorset


	
	A joint Dorset Holiday Guide rather than a West Dorset Holiday Guide


	
	Research


	
	Business advice/training






 






Other (please specify): _______________________________________________________________

2. 	Do you feel that you are regularly updated by the tourism team (via emails, newsletter and www.westdorset.com/trade) with what is happening in your local tourism industry?

 Yes 				 No 

	Very Satisfied
	Fairly satisfied

	Neither satisfied nor dissatisfied

	Fairly dissatisfied
	Very dissatisfied

	
	
	
	
	


3. 	What is your general opinion of the services provided by West Dorset District Council’s tourism team (including TIC services, publications, marketing campaigns, websites, training courses offered, advice, support etc)?


4. 	We would be pleased to receive any comments you may have about the services provided by the Council’s tourism team:
______________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________

Business (optional):
__________________________________________________________________________________________________________________________________________________________________

Thank you for taking the time to complete this questionnaire.  
Please return in the pre-paid envelope provided by 1st July 2011


Appendix 4 – Feedback Comments
1. It would be to the local industry advantage to strengthen liaison and support for local tourism associations to coordinate activities.

2. We find them proactive. Responsive to issues we might raise and we find our guests and ourselves the staff in the Dorchester TIC to be very helpful and friendly.

3. Please rearrange listings in the holiday guide. You always start with “a”. Properties lower down the alphabet don’t get fair chance of bookings but are expected to pay the same rates.

4. Websites appear very low on search engines when doing a town specific searches such as ‘B&B’s in West Bay’. Have informed your TIC of this.

5. It must be time to look forward with pooling of resources to achieve a more cost effective service and strengthen the brining together of private and public sectors.

6. Cost of subscribing to obtain star grading is too expensive. We are not sure we benefit sufficiently from it anymore and are thinking of skipping inspection in future.

7. It would be useful to promote special offers/deals, especially in the off season.

8. The Extranet facility is time consuming. It seems over complicated and may give prospective visitors misleading information.

9. Concerned that TIC’s do not carry out familiarisation visits where as other TIC’s do. Same price being paid for less of a service.

10. These questions are too difficult as cannot compare so unable to justify response.

11. Excellent service from TIC, Bridport in particular. West Dorset Holiday Guide provides most bookings from hard copy guides that we advertise in.

12. When I phone the tourism office they are always very helpful.

13. Tourist office always try to book B&B guests when I phone to inform them and say I am empty.

14. Always hard to determine where our internet traffic comes from but westdorset.com always seems well placed in searches. I believe it is important to keep westdorset.com separate for marketing. So as it is, is very good.

15. Despite having peak weeks available and informing Dorchester TIC by phone I have received no enquiries or referrals.

16. If you go Dorset wide Lyme Regis and area will get very little from it. The brochure and the TIC are most valuable. 

17. I have found the TIC in Bridport to be most helpful but remain surprised at the general low level of enquiries and bookings this year to date. Is this generally the experience within TIC’s?

18. Very happy with the service provided by you.

19. They are always very helpful and the local Tourist Information Centre has been useful in solving any problems I have had.

20. Being in Chickerell we feel a little isolated from the rest of West Dorset.

































Appendix 5

Q1
What type of business do you run?

	Self Catering
	49.35%
	(35)

	Hotel
	8.46%
	(6)

	B&B/Guest Accommodation
	32.43%
	(23)

	Holiday/Touring Park
	9.87%
	(7)



Q2
Which town are you located nearest to?

	Bridport
	40%
	(26)

	Dorchester
	24.60%
	(16)

	Sherborne
	12.30%
	(8)

	Lyme Regis
	18.5%
	(12)

	Beaminster
	4.60%
	(3)



Q3
Do you record the source of all enquiries?

	Yes
	55.40%
	(36)

	No
	44.6%
	(29)



Q4
Do you record the source of all bookings?

	Yes
	81.50%
	(53)

	No
	18.50%
	(12)



Q5
Over the past 12 months have you received more custom from new or repeat visitors?

	New
	30.80%
	(20)

	Repeat
	10.80%
	(7)

	About the same
	44.60%
	(29)



Q6
Please tick to show the source of your enquiries and bookings over the last 12 months? (Please tick one box for each row)

	
	None
	Very Few
	Some
	Most

	West Dorset TIC’s
	14.8% (8)
	53.65% (29)
	27.75% (15)
	3.70% (2)

	Westdorset.com
	13.23% (7)
	22.68% (12)
	62.37% (33)
	1.89% (1)

	Vist-dorset.com
	21.84% (12)
	29.12% (16)
	43.68% (24)
	5.46% (3)

	Own website
	7.56% (4)
	0% (0)
	18.9% (10)
	73.71% (39)

	West Dorset Holiday Guide
	22.68% (12)
	20.79% (11)
	51.03% (27)
	5.67% (3)

	Passing traffic
	46.08% (24)
	23.04% (12)
	30.72% (16)
	0% (0)




Other

	www.bedandbreakfast.co.uk

	Farm Stay

	Pay per click campaigns (Google ad words)


	Sherborne Town Council

	Eviivo

	Pearl of Dorset leaflet

	Trip Advisor
	Owners Direct
	RSPB Holiday Guide

	Independentcottages.co.uk
	www.cottageguide.com
	Dorset Coastal Cottages

	Laterooms/booking.com
	
	



Q7
For booking and enquiries received via your own website, please give details of how customers have reached your website?

	Search Engine
	35.60%
	(40)

	Visit-dorset.com
	8.90%
	(10)

	Westdorset.com
	14.24%
	(16)

	Referral from other websites 
	24.92%
	(28)

	Don’t know
	8.01%
	(9)



Other (8.01%) (9)
	Monkeyworld.org
	Publication adverts
	Trip Advisor
	Repeat customers



Q8
Do you regularly use the extranet system to update the westdorset.com and visit-dorset.com websites and Tourist Information Centres with you availability?

	Yes 
	58.52%
	(38)

	No
	41.58%
	(27)



Q9
If no please tell us why?

	Was not aware of the Extranet
	12.5%
	(5)

	Time consuming
	17.50%
	(7)

	Too difficult
	15.00%
	(6)

	Prefer to phone to TIC
	22.50%
	(9)

	Have sufficient bookings
	17.50%
	(7)

	We use Eviivo/Front Desk
	5.00%
	(2)



Other 10% (4)

	Own website is sufficient
	Not interested in the booking system
	Time consuming and not user friendly, although improved.



Q10
Do you use any other external online booking agents?

	Yes
	24.64%
	(16)

	No
	75.46%
	(49)



Examples

	AA.com
	Laterooms
	Hoseasons

	Farm Stay
	Eviivo
	Cottages Direct

	Blue Chip Holidays
	Milkbere Cottages
	Booking.com




Q11
Which of the following functions would you like to see the district council’s tourism promotion and development team focus on? (Please tick as many as appropriate) 

	Greater emphasis on promoting Dorset rather than West Dorset

	9.2%
	(8)

	Greater emphasis on promoting West Dorset rather than Dorset

	46.00%
	(40)

	A joint Dorset Holiday Guide rather than a West Dorset Holiday Guide

	23.00%
	(20)

	Research

	8.05%
	(7)

	Business advice/training

	4.60%
	(4)

	Other*

	9.20%
	(8)



*
	Promote Dorset as Cornwall appears to do.
	Clearly define towns. West Bay is not part of Bridport.
	More focusing on promoting Dorset as a whole destination not fragmented into smaller areas.

	Emphasis on special promotions.
	Proactively take the tourism viewpoint to other departments within the council. 
	Great as it is, don’t dilute it.

	Balance would seem about right.
	Dorset is too big. West Dorset needs a focused brochure. Have tried Dorset and the South West for past 13 years and they do not work.
	Continual  optimisation of the websites. 




Q12
Do you feel you are regularly updated by the tourism team (via email, newsletter and westdorset.com/trade with what is happening in your local tourism industry?

	Yes
	95.48%
	(62)

	No
	4.62%
	(3)










Q13
What is your general opinion of the services provided by West Dorset District Councils tourism team (Including TIC services, publications, marketing campaigns, websites, training courses offered, advice, support etc)?

	Very satisfied
	26.18%
	(17)

	Fairly satisfied
	44.66%
	(29)

	Neither satisfied nor dissatisfied
	20.02%
	(13)

	Fairly dissatisfied
	3.08%
	(3)

	Very dissatisfied 
	3.08%
	(3)



Q14
We would be pleased to receive any comments you may have about the services provided by the Council’s tourism team. (22) See Appendix 4
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