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 Business Plan 2019/20
Business Plan Update














	Action
	Detail
	Milestone/Measure/Outcome

	Meeting Customer Needs

2019/20
	
	

	Further develop community/outreach partnerships, working with external providers to support the development of  cultural opportunities and improve participation in arts and culture 
	· Actively seek to develop new partnerships linked to business aims and objectives and customer needs

· Engage community in relevant aspects of service planning and delivery

· Further raise profile and increase participation in cultural activity

· Develop new audiences
	· Linked to action plans/business plan, further community links/partnerships will be developed through 19/20 and beyond. 

           Status AMBER 



	Review marketing plan 
	· Draft plans in place for Motherwell Concert Hall and Theatre

· Extend plans to cover Airdrie Town Hall and Summerlee Museum 

· New plans link to sectional action plan priorities

· Consider actions for community facilities and catering

· Develop further use of IT, including social media, to improve efficiency and enhance external communications, activities, processes and engagement

· Engage in greater cross sectional working and joint marketing of projects to increase market saturation

· Increase focus on thematic and targeted campaigns

· Monitor uptake via surveys at events and on website
	· Complete actions identified in existing marketing plan 

· Draft new marketing action plan 

· Use plans to Increase bookings, increase income, increase attendance

Status AMBER



	Establish baseline for monitoring customer satisfaction and gain better understanding of customer segmentation
	· Develop customer consultation processes, plans and timeline

· Agree content and communication of customer surveys

· Develop and utilise existing customer databases to increase sales and audience development 

· Establish trends in customer need and improve the visitor/customer experience in order to increase income/attendance 

· Increase new customer participation and spread of users across the organisation

· Link to Programming Group
	· Generate feedback from customers

· Increase customer satisfaction rate to average of 95% by March 2020
· Use data from customer surveys to gain clear evidence based understanding of current audiences 

· Use this information to inform programming, pricing and promotion 
· Build new customer base

Status AMBER


	Develop a systematic approach to gathering evidence and examples of how training leads to service improvement
	· Linked to employee development plans, process to be  identified to enable feedback from training opportunities

· Advise section managers of feedback and include relevant action within sectional plans
	· Engaged employees benefit from training opportunities which are then used to improve service delivery

Status AMBER
         

	Relaunch Airdrie Town Hall
	· Consideration and consultation required regarding future programme for venue

· Venues team to work in conjunction with Community Arts team and Marketing Manager to agree launch programme and promotion
· Need structured programme for community events to allow opportunity for greater business development
	· Raise profile of Town Hall

· Establish regular and consistent programme of activity 

· Increase attendance

· Increase income

Status RED



	Investigate digitisation of Archives and Local Studies collections
	· Source external funding 

· Improve access to the collections

· Enhance new museum collection on line resource
	· Improve access

· Increase income

Status  RED



	Continue to improve digital access to museum collections
	· Carry out user evaluation of the collections website to inform phase 2 of development and apply for further external funding 
	· Increase number of digitised items available to public

· Increase number of visits to the website
Status RED



	Review and where relevant, develop, library outreach services including the mobile service
	· Review existing provision and future provision in line with efficiency savings

· Better utilise service to suit customer needs based on current usage and future developments 

· Identify opportunities to deliver more services via outreach team
	· Following Board approval confirm future role of library outreach and mobile services
Status RED

	Undertake capital projects within community facilities, libraries and venues in line with 5 year capital programme 
	· In line with allocated capital budget develop scope of project through liaison with NLC Property Services
· Monitor progress and spend by reporting to NLC on period by period basis

· Ensure project scope meets CultureNL requirements
	· Improved community estate funded via NLC capital budget
Status AMBER



	Progress key digital service improvements including projects rolled out via DigitalNL
	· Continue to identify relevant digital projects across the organisation
· Secure funding to support digital development (from NLC and other sources)

· Ensure organisation’s IT/digital services are fit for purpose
	· Reduce costs and time resource by digitising services where possible
· Enable workforce and utilise digital services more readily

· Develop further digital services for use by customers

Status AMBER



	Developing the Organisation
2019/20
	
	

	Develop CultureNL health and wellbeing plan
	· Create stronger and clearer links between the CNL vision and individual service delivery

· Integrate service KPIs into the section plan

· Involve existing partners in the development of the plan

· Further develop partnerships  to support the health and wellbeing agenda

· Raise awareness of the positive effect which leads from participation in cultural activity

· Increase participation of people aged 13 to 25 and those over 60 using CNL services – contribute to building resilience, improving mental health and provision of advisory services

· Utilise feedback from How Good Is Our Culture and Sport self evaluation
	· Following Board approval of the plan, priority actions will be delivered, commencing during 2019
Status AMBER


	Develop 3 year retail action plan
	· Linked to the museums and heritage plan, catering action plan and the business development working group the 3 year plan will identify retail opportunities across the service, consider stock and display options, pricing and promotion

· Consider external support from retail adviser
	· Following Board approval of the plan, priority actions will be delivered, commence 2019/20
Status RED


	Continue to work with How Good Is Our Culture & Sport framework
	· Communicate the values and impact of culture to staff, customers and stakeholders

· Continue to undertake the self evaluation process, focusing on one quality indicator per 12 -18 months
	· Identify quality indicators to be assessed following revised scheme and undertaken during 2018/19 and 2019/20
· 18/19 assessment complete

Status AMBER


	Maximise opportunities for volunteering and promote these opportunities to the wider community
	· Increase levels of community participation, engagement and volunteering

· Extend range of volunteering opportunities available within CultureNL (aim to increase by 10%)
· Develop volunteer skills base through training 

· Secure funding for volunteer projects (target £5,000)
	· Increase volunteering opportunities and funding to support these opportunities
Status RED

	Review maintenance arrangements for community estate
	· Create maintenance plan for whole organisation
· Continue to monitor Central Repairs Allocation and revenue spend 

· Review best value options available

· Benchmark against other organisations
	· Ensure cost effective delivery of maintenance plans
Status AMBER



	Obtain on line employee self serve rota system
	· Mainly aimed at Venues, Catering and Community Facilities a self serve system would allow more efficient use of resources to plan and staff events/lets/bookings. 
· Links to digital development for community facility caretakers
	· Reduces level of resource required for staff scheduling
· More efficient operating model

Status RED

	Review and update current Community Arts Action Plan 
	· Review progress against existing plan 
· Develop further to include greater emphasis on partnership working; external funding; profile and reach; developing further work with children and young people and with older people; further development of dance 
	· Increase attendance and income
· Develop new audiences

· Deliver relevant, impactful and creative arts opportunities in North Lanarkshire

Status AMBER


	Submit application for external funding to support an Artist-in-Residence at Photomedia Studio
	· Submit expression of interest to Creative Scotland
· Submit full application 

· Provide creative opportunity for emerging artist

· Develop further engagement with local community 
	· Develop new creative partnership

· Host artist in residence project and associated exhibition/sharing of work
Status RED


	Deliver new programming strategy
	· Programming Working Group created

· Undertake staff, customer and non-user research 

· Based of professional experience, customer feedback and availability of product and budget develop new programming strategy for cultural services
	· Create group

· Commission research

· Research markets

· Benchmark against competitors

· Develop and deliver strategy

Status AMBER



	Develop an action plan in preparation for the formal process of applying for Archives Accreditation 
	· Seek advice and guidance from Scottish Council for Archives (SCA) and National Records of Scotland
· Submit expression of interest

· Prepare for assessment review

· Comply with SCA timetable for submission and assessment
	· Secure full accreditation of Archives

Status RED

	Work in partnership to redevelop Summerlee Ironworks site
	· Apply for funding to preserve the archaeological remains and fully interpret the site
· Deliver community engagement projects
	· External funding secured

· New visitor attraction developed

· Key part of Scotland’s industrial heritage preserved

Status RED



	Replace Gladstone MRM booking system 
	· Replace with updated, multifunctional platform in order to allow users from different venues based teams to access the Venues diary, manage resources, provide reports and notes through to bill preparation
	· More efficient, effective booking system making best use of resources within Venues team
Status RED



	Develop Venue Benchmarking Consortium
	· Explore opportunity with similar non-competitive venues in Scotland to agree ready made tour plan for bands and acts. 
· Encourage promoters and agents to use the tour plan and recognise financial benefits for all concerned

· Opportunity to share information and operational good practice across Venues
	· Build strong relationships with other venues and with promoters.
· Build reputation as touring venue

· Engage with promoters to secure more high profile standing concerts

Status RED



	Financial Sustainability 2019/20
	
	

	Deliver further savings package for Council
	· Savings package developed for 2019/20 including reduction in management fee, funding of cost pressures and impact of merger

	· Approved savings package in place for delivery from April 2019
· Managers developing proposals for consultation with staff and Trade Unions

Status AMBER


	Increase venue ticket sales income by 5% per annum
	· Venues and marketing teams to collaborate to increase ticket sales income through increased offer/promotion

· Potential to attract new customers


	· Income generation realised by March 2020
· Maximise ticket sales/capacity at all venues

· Increase frequency of visits

           Status RED
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