
Small/Large Visitor Attraction of the Year 
 
Feedback for Applicants – 2016 
 
The standard of applications for the 2016 Excellence Awards was very high in both the Small 
and Large Visitor Attraction categories. We are not able to provide individual feedback to all 
contestants, but are able to offer general, and hopefully useful, feedback that will help 
individual businesses to refine their application and enter again for the 2017 awards.  
 
The following information is intended to help you improve your application for 2017. The 
section headings correspond to those completed in your application. 
 
Outstanding Customer Service.  
There are a number of sources of information that we take into consideration when 
assessing this area of the application; independent visitor reviews, visitor testimonials and 
evidence on the website.  
 
With regards to independent visitor reviews, we do take into consideration rankings and the 
range of recent reviews on TripAdvisor and Google. We look at how the attraction responds 
to reviews, the tone used when replying to negative reviews. We look at what measures the 
attraction is taking towards requesting reviews. Ensuring that you take control of your 
management rights on the site, so that you can respond positively to negative reviews, adds 
to the feeling of good customer care.  
 
Visitor feedback could be added as part of your evidence on the application. Perhaps adding 
your visitor survey results, copies of comments cards or an image of feedback posted in a 
comments book. 
 
If you are a participant in VisitEngland’s Visitor Attraction Quality Scheme then attach your 
most recent report following an assessment. The staffing section will be taken into account 
when assessing your level of customer service.  
 
General Impressions of the Site 
When judging this category, we are looking at the actual attraction; what sets you apart from 
the rest? What makes you stand out? What within the application itself excites the reader to 
visit? 
 
Again, the best evidence for this will be on the website and backed-up by customer reviews 
and testimonials. Consider how you are promoting your own business in words and pictures.  
How are you promoting and selling the local area?  Do you blog?  Do you use social media?  
Are your visitors responding with good feedback in reviews? If not, then work on it over the 
year.   
 
Food & Beverage 
Make sure that attachments are relevant to the visitor experience, e.g. corporate hospitality 
brochures are not relevant. Perhaps your attraction promotes locally sourced products. If so, 
have you made this obvious both in the application and on your website? Provide evidence 
to support any theming of the menu e.g. provide copies of menus and/or links to the menu 
on your website. 
 



As mentioned above, if you are a participant in VisitEngland’s Visitor Attraction Quality 
Scheme then attach your most recent report following an assessment. Catering, cleanliness 
and staffing sections will be taken into account when assessing your on-site catering 
facilities. This applies even if your facilities are limited or operated by a third party contractor, 
they will still be assessed. Once again, the best evidence for this will be on your website and 
backed-up by customer reviews and testimonials.   
 
Marketing and Promotion 
Some of your marketing will be visible to the judges; e.g. your website and social media. 
Other initiatives and campaigns will not be as easy for the judges to access. Remember to 
provide good and comprehensive evidence of marketing plans and campaigns. Could you 
upload your promotional and events leaflets online in PDF format? 
 
Again, if you are a participant in VisitEngland’s Visitor Attraction Quality Scheme then attach 
your most recent report following an assessment. The pre-arrival section will be taken into 
account when assessing how you promote and market your attraction.  
 
Sustainability 
The level of involvement with sustainability varies enormously across the attraction/tourism 
industry. Some attractions are able to install biomass boilers, use reed beds wastewater 
treatment, recycle their waste, use low-energy light bulbs and use local suppliers across all 
aspects of the attraction. For other business this not possible. When judging this section we 
do take into account the size and style of the business and will not penalise the smaller 
operator.  We do, however, expect to see an appropriate level of involvement from each 
business. 
 
It is important to provide as much information as possible in the form of evidence with your 
application. Again, that evidence is more powerful if it is seen in context. Images of recycling 
points and visitor explanatory notices will all help.   
 
Accessibility 
The judges look for evidence of accessibility across all platforms, e.g. website, promotional 
leaflets, reviews and social media sites. Attach your Access Statement and Access Policy or 
provide links to where they can be found on your website. Are your staff trained in disability 
awareness? What additional things does your attraction provide to help visitors with access 
needs e.g. sensory garden, pictorial menu for visitors with learning difficulties, fast track 
entry system, etc. 
 
Remember 
It is unlikely that every business can offer excellence in all areas of the judging criteria and 
there is always room for some improvement. The judges will look at each entry in the context 
of its size and style and judge accordingly.   
 
When judging this award we are looking for the attraction that excels in all of the areas 
above and offers the best visitor experience. 
 
  
 
 
 


