
 
 
 

 

 
 

Report to: Joint Museums Committee, 17th September 2021 

 
Report of: Museums Audiences Manager 
 

 
Subject: INCOME GENERATION REPORT 

 
1. Recommendation 

 
1.1 That the Joint Committee note the post-Covid recovery in income 

  generation and next stage of work plan. 

 
2 Background 

 
2.1 The Covid-19 pandemic had a significant impact on income generation for museums, 

with most income streams halted entirely during lockdown, and some taking longer 

to restart. This was partially offset in 2020-21 and 2021-22 Q1 by income-loss 
compensation for local authorities. 

2.2 The pandemic has also influenced customer demand and expectation, and how our 
competitors in the commercial sector are behaving. The market has changed with 
many hire venues discounting and adding benefits to win business and customers.  

2.3 Museums Worcestershire’s strategic planning had anticipated that several income 
generation strands would be mature and resilient by 2022 and targets were set on 

this assumption. These targets will prove challenging to meet given the service and 
the sector is still recovering from long periods of closure. 

3 Information  
 

RETAIL 

3.1 Following City Council investment into the redevelopment of the shop at the Art 
Gallery & Museum, the refurbished Foyer shop has provided a much more inviting 

and confident retail space. Culture Recovery Funding has enabled us to commission 
independent expertise from a Retail Consultant and the teams from both the Art 
Gallery & Commandery shops are taking this advice forward with a positive impact 

on income.   

3.2 Two new front-line staff appointments are bringing in both small museum and High 

Street knowledge and experience.  Work has begun on sourcing new suppliers, a 
write-off and disposal policy for the old stock reserve and better utilisation of data. 

3.3 Income from the Art Gallery & Museum shop in June 2021 was 58% higher than in 

2019 and 90% higher than in 2018, and spend per visitor in June 2021 was 28% 
higher than in 2019 and 41% higher than in 2018, demonstrating the impact of the 



 
 
 

 

refurbishment and stock advice. However, while spend per visitor is rising 
significantly, it was still only 57p in June 2021, against a regional museum average 

of 71p (for 2018-19, the last benchmark figures available), reflecting the challenges 
of the space available for retail which has to accommodate circulation including use 
by the City office staff, and additional Covid mitigation facilities at the moment. 

3.4 During lockdown an online museum shop was created using the City’s e-payment 
portal to sell a small range of prints and Christmas cards. This had limited success 

commercially but brought in useful learning. We are exploring how we can take 
forward both more efficient customer payment systems and online print-on-demand 
services that reduce administration time.  

3.5 Funding from the Cultural Recovery Fund has also enabled the commission of a new 
much-requested Commandery guidebook. Produced by visitor attraction guidebook 

specialists, the guidebook will be priced affordably and will provide a valuable source 
of income to the Commandery. 

CAFÉ PARTNERS 

3.6 The independent Commandery Coffee quickly pivoted their business to provide what 
lockdown customers required in terms of a quality take-out offer and were able to 

increase their covers with re-orientation of the kitchen servery and outside seating 
spaces. Their business has grown and is a real community asset, maximising the 

potential of the Commandery’s location. 

3.7 The additional toilet facilities specifically for the café, funded by the City Plan agreed 
by the Place & Economic Development Committee, will enable additional café 

initiatives outside The Commandery’s normal opening hours. Work on installing this 
will be underway shortly. 

3.8 We are looking to work with a new caterer at the Balcony Café at the Art Gallery & 
Museum to build business and work with us on future planning for the museum; 
funding set aside in the City Plan by the City’s Place & Economic Development 

Committee will bring in external expertise to ensure the Café can maximise the 
current space it has and advise on opportunities. 

ROOM HIRE 

3.9 The Commandery provided a successful, rapid response to the needs of a wedding 
market much-changed by the pandemic restrictions, through offering a bespoke 1-

hour ceremony-only package and in one case arranging a wedding in 24 hours for a 
couple who had had their plans thwarted elsewhere. A review of packages and new 

marketing will enable the service to expand our position in the marketplace and 
create awareness of our unique offer for couples. 

  



 
 
 

 

3.10 We plan to do more intensive work over the next 12 months to work out the post-
Covid needs of venue-hire customers. Research into a new room hire model at The 

Commandery will benchmark our offer against similar venues and will explore 
initiatives based around offering an evolution of our successful activities to a 
corporate market. Cultural Recovery Funding enabled the installation earlier this year 

of wifi at The Commandery which had been identified as a significant barrier to the 
success of this income stream. 

TICKETING 

3.11 A pre-booking system through Art Tickets for the very popular Titanic exhibition at 
the Art Gallery & Museum was designed to support safe, quiet visit times to visit. It 

has been well used by visitors and has reduced the need for queue management. It 
is a young system, provided by the Art Fund to support museums, and has suffered 

from some technical glitches as well as being more challenging for staff to manage 
on the front line. It has been a useful pilot for future planning. 

3.12 Step 4 of the reopening roadmap enabled the service to work again with partners; 
the popular Pikes and Porcelain combined Commandery and Museum of Royal 
Worcester ticket relaunched in July, placing these two museums at the heart of the 

city’s tourist offer and benefitting from the city’s popularity as a staycation 
destination. The Commonwealth Games may present an opportunity for the local 

Destination Management Organisations (Visit Worcester and Visit Worcestershire) to 
initiate more joint ticketing and marketing schemes, and we have put forward the 
Museums Worcestershire museums to be included. 

3.13 The Commandery residents’ annual ticket has been a benefit enjoyed by the city’s 
residents since the early 2000s and remains less for a whole year of visiting than a 

single regular admission. This year we have reviewed alternative options for the 
residents’ package, but recommend that this is still the best offer for both residents 
and for income generation. We aim to provide a range of additional benefits, 

including discounts on visits elsewhere, to resident ticket holders for the 2022 
season and are therefore proposing in the Fees & Charges Report an above-inflation 

increase. 

MEMBERSHIP 

3.14 The Art Gallery & Museum and The Commandery membership schemes offered the 

opportunity to engage with our most loyal supporters who were at risk of social 
isolation during the pandemic. Despite many membership benefits not being 

accessible to members during the pandemic, good ongoing communication and 
mutual support meant an 80% retention rate. The schemes have so far raised £7.5k 
and have funded some high-profile conservation work for the collection and 

exhibition programme. We plan to transition these schemes to the new museums 
fundraising charitable body when it is established, which will enable the addition of 

gift aid recovery. 

  



 
 
 

 

NEW INITATIVES 

3.15 The brief for designers for the new Escape Room at The Commandery will shortly go 

out to tender, and we are hopeful that this can be installed and launched in early 
2022. A review of staffing options, optimum opening hours and pricing levels is 
underway. There was significant public interest in this new offer following the 

approval by Joint Museums Committee in March to progress this work. 

3.16 The partnership with Hartlebury Castle Preservation Trust limits opportunities for the 

earned income streams that the City Museums have worked on. There is, however, 
real potential to align our evidenced wellbeing impact of museum activity with social 
prescriber and service commissioning outcomes. We are investigating best practice 

models and local networks to plan how this strand of work may develop at the 
County Museum. A report on this planning is scheduled for the November Joint 

Museums Committee meeting. 

 

 
Ward(s):   All wards 
Contact Officer: Helen Large, Tel: 01905 25371, Email: 

Helen.Large@worcester.gov.uk 
Background Papers: None  
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