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[bookmark: _Toc410683506][bookmark: _Toc410748597]Executive Summary

This project is vital to the ongoing success of Big Pit. Making improvements to the visitor experiences will be fundamental to the achievement of the desired outcomes. The most significant benefits for this project is the added value experience the ‘Jobaknock’ system will have on the visitors experience.

1. Background Information

Company Name: Big Pit National Coal Museum 

Address: Blaenavon, Torfaen, NP4 9XP

Opening Times: Monday – Sunday: 0930 till 1700

Big Pit is a National Coal Museum, based around the former Big Pit Colliery, which was sunk in about 1860, closed in 1980 and reopened as a museum in 1983. Big Pit are part of the National Museum of Wales where admission to Big Pit is free. Big Pit is the United Kingdom’s leading mining museum and offers an entertaining yet informative day out for everybody. The attraction annually receives approximately 160,000 visitors. More than 60,000 of these are part of formal education groups.















1.1 Internal and External Stakeholders


2. Project Definition

Over summer 2015 at Big Pit, there is a demand amongst visitors that the time spent in the waiting room area for the underground tour to be shortened meaning there was clear pressure to generate income from value added experiences. A new system has been implemented recently at Big Pit that will shorten the visitor waiting times for the underground tour which is called ‘JobaKnock’, this system will save time waiting and also generate an income for the organisation. Big Pit is a free visitor attraction so added the new pre-pay booking system ‘JobaKnock’ will give them a bit of income guaranteeing fast track time slots for visitors. 

2.1 Project Aim

To review and improve the waiting room aspect for the Underground Tour for the visitor experiences by the end of 2019. 






2.2 Project Objectives

· To increase visitor flow 
· To generate an income 
· To expand on the visitor experience 
· To get visitor feedback on the ’JobaKnock’ system 
· To investigate the positives and negatives of the ‘Jobaknock’ system 
· To make improvements to the system when needed 

3. Project Justification 

The overall aim for this project is to propose a plan for generating income at Big Pit whilst also improving the waiting room aspect of the visitor experience. This will be done to ensure Big Pit customer satisfaction with the new ‘Jobaknock’ system is a good system that have recently been implemented at the attraction. The consultancy chose to undertake this project as it was a well-known and popular attraction close to them with a lot of back ground history. By a phone call to the organisation discussing potential projects, this particular project is now being conducted taking it further. 

With the focus being concentrated upon the aim and objectives set for this project, the hope is that the following outcomes will potentially be seen at Big Pit:
· Big Pit will see an increase in income
· Big Pit will see more people using the ‘Jobaknock’ fast track underground tour ticket system 
· The new system to become more popular 
· Better waiting room aspect (people not waiting for 45mins to an hour) have set times for the underground tour with a ticket

3.1 Potential Benefits

There are potential benefits and outcomes for the project. Firstly, it will generate an income for Big Pit as this will be there only income meaning the more people that use it, the more money they will receive. There will be a less waiting time for the visitors, with no queues; this will make a difference as the underground tour is the famous part of Big Pit being lowered 300 feet where a guide explains the different ways in which coal was mined and transported, and share some of his own experiences. Buying a ‘Jobaknock’ ticket gives you that freedom to explore the rest of Big Pit then returning to the underground tour for the time slot you booked in for, if the ticket was not purchased the queue during busy periods can be up to 45 minutes to an hour to make sure you participate in the tour. Main benefit for the new ticket system is that you have a guaranteed slot for the tour as it is more of a ‘fast track’ aspect. On-going positive customer feedback if the system meets visitor needs. 
The consultant believes the best approach for research would be to undertake questionnaires, this will provide Big Pit with customer feedback on the positives and negatives of the system giving Big Pit the opportunity to make any adjustments for more people to use the system. Taking the visitors honesty, reasonable suggestions and answers into count, it will help Big Pit as an organisation to increase revenue as making changes listening to what visitors suggested it will suit the needs to the visitors having their opinions making them leave satisfied. 

3.2 Potential Project Costs

For this particular project, the consultant will offer valuable time and expertise to provide the management of Big Pit with an ample report. Yet the professional cost for the project will not cost anything due to the ‘Jobaknock’ system already been implemented and to get customer feedback, questionnaires are free to make, and the consultant is willing to take time to conduct these during Easter holidays. 

3.3 Project Constraints

Time is the major constraint of the project due to the number of tasks that are required before submitting the report. Time can be an impact on the amount of input that can be put into the work and the time spent on each portion of the report. To ensure not to fall back on time, weekly reviews on the amount of time left is essential. 
Capacity is another constraint having to do so much work in such a short time can impact on the level of work produced. This is where Gantt charts come into place to make sure key dates are met supporting the final report being conducting in a good amount of time. 
[bookmark: _Toc410730185]Low responses from the surveys and questionnaires can hinder the gathering of the overall results and reduce the impact of the report. To decrease this, restrain, surveys will be carried out face-to-face, even if this takes 1 day or a week. This will ensure a good collection of data to move on to get balanced opinions in the final report.

3.4 Assumptions 

The consultant assumes the management is willing to diversify the target market which will be apparent when the data has been collected and analysed. Furthermore, once the report has been completed the consultant is expectant that Big Pit is still trading and that the owner is open to the suggestions of the findings.

4. Research Methodology 

The purpose of the research is to discover the answers to the questions using various research methods to fulfil the data requirements of the final report. For this project to have a balanced combination, the consultant will use Qualitative and Quantitative data for it to be reliable and well backed up.
Research is, thus, an original contribution to the existing stock of knowledge making for its advancement. As such the term ‘research’ refers to the systematic method consisting of enunciating the problem, formulating a hypothesis, collecting the facts or data, analysing the facts and reaching certain conclusions either in the form of solutions(s) towards the concerned problem or in certain generalisations for some theoretical formulation Kothari, C. (2011). 
The best method which is most appropriate to answer the question for this study is to take an epistemology approach as it focuses on what is known to be true. It is a way of thinking opposite to ontology, Hallebone, E. et al (2009). Using an Interpretivism subjective approach it is important for the researcher as a social actor to appreciate differences between people. Moreover, interpretivism studies usually focus on meaning and may employ multiple methods in order to reflect different aspects of the issue. Saunders, M et al (2012). There will be an inductive approach which begins by collecting data that is relevant to the topic of interest. Once a substantial amount of data has been collected, the researcher will then take a breather from data collection, stepping back to get view of the data. At this stage, the researcher looks for patterns in the data, working to develop a theory that could explain those patterns using both qualitative and quantitative data. 




When referring exclusively to this project the following methods of research will be used:

    4.1 Quantitative Research  

The Quantitative data for this project will consist of questionnaires with prudently considering the best questions so the end results will provide meaningful data. These will be conducted during the Easter Holidays at Big Pit face to face with a pen and clipboard reaching out to all the visitors professionally. Consultant chose to conduct during Easter holidays due to it being Big Pit’s busiest period, meaning responses will be high asking a large amount of people and receiving a good range of data to build a clear picture to analyse the findings. 
Using quantitative research will bring out the comparison of what types of customers are using the system and why.  
Quantitative research will help answer the following questions:
· Reasons for visiting 
· Areas they visited 
· Purchased a ‘Jobaknock’ or not?
· If yes, why did they buy the ticket 
· How did they find using it and how did they find out about Jobaknock? 
· Positives and negatives of the Jobaknock system 


4.2 Qualitative Research

Qualitative Research will give an insight into current customers opinions regarding the Jobaknock system if they used it. The consultant will only use the interview approach if they used the system to get a balanced view on what people thought of it. This type of research will be structured in a way that they will be able to obtain reliable results, keeping in mind it is essential to survey a large amount of people if possible, reaching a variety of target markets. 
The interview approach will be informal conducting a form of one to one session between the consultant and the customers to obtain their sights. Also interviewing the communications officer in who the consultant has a close contact with to see if they have anything to add to analysing the results needs for the final report.



5. Project Plan

The plan for this project will stretch between presenting the project in January 2019 to the end of May 2019 when the consultation document will be completed. 

For this project there is a life cycle to follow containing four key milestones to reach and progress further; making sure the determination for this project is on track by deadline day. the four milestones are: 
1. Define the project 
2. Gather the data
3. Analyse the results
4. Report 

There is a schedule in place for key tasks to avoid underestimating the timetable. This will assist the consultant to review the schedule on a weekly basis, update any information and add any new tasks if need be so they project keeping moving forward. Regularly updating the project plan (Gantt Chart), will help stay on track and aid the project manager to become deeper into the final proposed project, leaving gaps for any adjustments for unforeseen circumstances which commonly inherent in project management. Keeping on top of each task is required to ensure a timely end for the end of the report. 

5.1 Schedule 
Gantt Chart 
[image: ]
	Core Lectures
	10/01/2019 – 12/02/2019

	BID Event 
	12/02/2019 – 20/02/2019

	Project Initiation Document
	20/02/2019 – 18/03/2019

	Final Report 
	18/03/2019 – 08/05/2019



5.2 Project Management Team Structure

When referring to any project, it is important that who you are in contact with play an important role throughout the process to make sure everything is on track to what they wanted from you, each having a varying level of involvement with the project throughout. 

The Consultant: This role will be undertaken by Cerys Worwood and is the individual who has identified and discussed the project with Big Pit and has created the aims and objectives which will be focused upon. The consultant will be seen as the project manager from the commencement of the project until the completion date in May 2019. 

The Client: This role will be undertaken by Kathryn Jenkins and is the individual who opposed the project onto the consultant to undertake. Kathryn is the communications officer for Big Pit. The consultant and client have been in regular contact to keep up to date on progress. 

5.3 Communication Management Strategy

This is a core section that requires consistent communication frequently between the client and the consultant. The communication strategy for this report has the objective to ensure greater effectiveness and to be carried out in a simple easy manner. 
Key communication channels will be:
	Emails
	Will be used to arrange meetings when required

	Face-to-face
	Will be used to arrange formal and informal meetings with the communications officer 

	Telephone
	This channel will be used for any further information if required.



Communication will be straight forward with Big Pit to carry out the research and to stay in contact. These communication channels in place will allow for quick questions and answers related to the project, but also if Big Pit has anything to discuss it is easy for the consultant to pop there if possible if not there are other great ways to communicate quickly. All communication will be logged in an appropriate manner, meetings will have minutes recorded after the completion of the meeting. Emails will be logged for the final report on a laptop with back up on a memory stick, so no data will be lost. 


6. Project Authorisation (Please Sign, Print and Date)

Consultant : __________________________________________    Date:         /          / 



Participant: ___________________________________________    Date:         /            /                       
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