
 

 
 

Report to: Joint Museums Committee, 3rd March 2022 

 
Report of: Museums Manager 
 

 
Subject: 2021-22 QUARTER 3 PERFORMANCE 

 
1. Recommendation 

 
1.1 That the Joint Committee note the performance information provided    

relating to the 3rd quarter of 2021-22. 

2. Background 
 

2.1 The appended service plan and summary of performance indicators give an account 
of progress in delivering the work programme against service priorities and targets 
in comparison to previous years. In addition, the assessment marks from Visit 

England’s ‘mystery shopper’ assessments undertaken in Q3 have been included in 
this appendix. 

2.2 The annual service plan for 2021-22 was approved by the Joint Museums Committee 
at the March 2021 meeting. Appendix 2 notes progress against targets in Q3. 
Targets achieved in Q1&2 and reviewed at previous meetings and those for Q4 that 

are on track and will be reported at the next meeting have been removed for clarity.  

3. Information  

 
3.1 As Covid infections increased in November, we saw increased nervousness to visit 

and our lowest comparative visitor numbers since reopening. This was broadly in line 
with visitors to Worcester City Centre, which was about a quarter down on 2019 in 
Q3. It was very positive to see school visits returning in greater numbers than in the 

last four years and website and social media engagement continuing to grow. 

3.2 Unlike many museums, including the national museums, none of the Museums 

Worcestershire sites had to close due to reduced staff because of Covid and self-
isolation absences. This is a credit to the front-line teams who have undertaken 
regular testing and filled in for colleagues as needed to ensure the museums would 

remain open. 

3.3 We have noticed a change in visitor behaviour and demographics, with visitors now 

choosing more to come for a special event or exhibition rather than a general visit. 
The strong performance of Christmas at the County Museum, and Halloween tours at 
the Commandery are particular examples of these. We will continue to monitor this 

closely over the next six months, and future programming will respond to this 
changing demand. 

  



 

3.4 Although earning income has been a challenge in 2021-22, it was positive to see that 
the increased income targets this year were being reached, with increasing spend 

per visitor at both shops across the year. This follows significant work undertaken by 
the teams to improve the stock and displays and respond more rapidly to visitor 
trends. The Art Gallery & Museum café reopened in January 2022 and this will have a 

positive impact both to income and to visitor experience. 

3.5 The majority of the annual service plan is on track for completion at year end with 

considerable forward progress having been made even while managing the 
challenges of the last year. Covid has reduced capacity in the team, both because of 
sickness/isolation absences and because vacant posts have been held vacant as long 

as possible to compensate for lost income. This reduced capacity has meant that 
some projects have not progressed as fast as originally planned and some small 

elements will transfer into the 2022-23 service plan.  

 

 
 
Ward(s):   All wards 

Contact Officer: Philippa Tinsley, Tel: 01905 25371, email: 
philippa.tinsley@worcester.gov.uk 

Background Papers: Appendix 1: PIs summary 2021-22 Q3  
    Appendix 2: MW Service Plan Q3 2021-22  

  



 

 


