
 

 
 

MEMORANDUM TO THE BOARD 
 

M ARKETING REPORT –  JANU ARY  2010 
 
Report by Marketing Director 
 
1 PURPOSE 
 
To inform the Board of developments and issues in the Marketing Directorate, which includes responsibility 
for the boating business. 
 
2.1 MARKETING 
 
2.1.1 Communications 
Media coverage is summarised weekly and reported to Board members by email.  Therefore only top line 
issues will be covered here.  
 
Most communications activity since the last Board has been focused on exploiting the Treasury decision on 
property and building support for third sector strategy.  This is reported more fully in the Chief Executive’s 
paper on this subject. 
 
November and December saw continued excellent media coverage.  Of particular note was the coverage of 
the results of British Waterways’ annual wildlife survey which was our best coverage ever, with interviews on 
BBC Radio 4’s Today Programme and articles in the national, regional and specialist press   
 
The freezing of approximately 90% of the network and consequent safety advice received extensive 
coverage also.  
 
2.1.2 Marketing 
 
As promised at our Annual Meeting, we published the interim report on third sector strategy Setting a New 
Course in early December. 
 
Creative concepts (from McCann Erickson) for the 2010 Yours to Enjoy summer campaign to generate visits 
to the waterways have been approved.  This year’s campaign will cover 11 destinations in England & Wales.  
The campaign’s objective continues to be to encourage more people to use the canals as part of their 
everyday lives but in light of the new strategy we will be testing volunteering messages at a couple of the 
destinations.  As well as continuing with the tried and tested doordrops and outdoor media we will also  
 
Fundraising model research began on Saturday 16 January to understand how strong the BW fundraising 
proposition is and what proportion of waterway visitors might consider financially supporting a charity that 
cares for Britain’s inland waterways.  The canalside face to face research runs until early February. 
 
2.2 STAKEHOLDER RELATIONS AND PUBLIC ENGAGEMENT   
 
2.2.1 Volunteering  
 

• Volunteer Activity  

9945 direct volunteer days to date (last year finished with 16.000 days).  Restructuring has disrupted our 
previous good progress in this area though the volunteering team is now picking up the threads and we 
are breaking new ground with volunteer involvement in analysis of consultation. (see below).  We will not 
achieve the increase we wanted this year even though spring projects such as Towpath Tidyshould  
make a good contribution to the numbers.   
 
 
 

• Canal Adoption Scheme – HFC Bank – Birmingham 
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BW is supporting the HFC Bank HQ in Birmingham to launch a canal adoption scheme to its employees 
on the 26

th
 Jan.  The bank wish to encourage it's staff to volunteer locally and take ownership of local 

environment issues.  This is the first of a number of canal adoptions to be introduced and is part of the 
Public Engagement Strategy approved by the board last year.  
 
We are exploring a similar arrangement with BT in Stoke and Capital One in Nottingham.  All of these 
adoptions focus on c.1 mile of waterway giving support over a sustained period. 
 

• Volunteer Focus Groups/Workshops 

Throughout January the volunteering team are facilitating nine regional volunteer workshops. The 
sessions are intended to encourage local waterway teams to meet with local groups and individuals to 
understand their aims and aspirations 
 

• Volunteer Involvement in Mooring Consultation  

The boating team have welcomed the involvement of skilled and experienced volunteers to help them 
review responses to the public consultation on Moorings.  
 
Analysing the responses from any public consultation is a time consuming, important task and it is 
particularly useful to have access to volunteers who understand the business.  The volunteers will 
analyse all responses and provide the BW team with statistics.  This volunteering activity is likely to be 
performed in the volunteer’s home and is therefore accessible to a wider range of people than site 
based work. 
 

2.2.2 Education and Learning  
 

• Resource support and public awareness – In 2009, over 50,000 copies of resources have been 
forwarded directly to schools, groups, organizations and families.  This includes WOW leaflets to 
every primary school in Britain, nearly 6,000 wildlife survey leaflets and over 22,000 leaflets and 
resources on request. 

• Website hits – The education pages on the WOW website received 126,000 hits in 2009, a 16% 
increase on 2008.  

• Learning Links Funding – We have succeeded in obtaining a small amount of funding (£1.5k) from 
the Museum, Libraries and Archive Council to enable a staff development project.  The project will 
improve the archive and research skills of one our education advisors through the delivery of a 
Waterways at War project.   

 
2.2.3  Information for elderly and disabled customers 
 

At its September meeting the Board asked for further clarification on the way in which we propose to 
provide information to elderly and disabled customers.  The operations team is looking to refine and 
roll out the methodology developed in the Equal Shares for All project developed in Wales with 
Welsh Government funding. 
 
Using this methodology we plan to approach potential partners working in the disabled and elderly 
charity sectors to try to obtain funding and/or volunteer support to start to map facilities available on 
the network and record them on waterscape.  Until we know what support is available we cannot put 
a firm quantification on the change we plan to achieve. 

 
2.2.4 Complaints 
 
To date (in the financial year 2009/10) the Waterway Ombudsman has completed 13 investigations. The 
Ombudsman fully upheld two of these complaints and she found partially against British Waterways on four 
occasions.  Seven were not upheld.  

The overall volume of complaints is down by 9% in comparison to the same period in 2008/09.  249 first 
level and 48 second level complaints have been received to date this financial year.  

 

2.2.5 Freedom of Information Requests 
 
The number of information requests has tripled this year. 187 Freedom of Information Act requests have 
been received to date.  In the same period in 2008/09 60 requests for information were received.  There are 
no visible trends regarding information requests and generally the requests have concerned a wide range of 
issues.   
 



A newly appointed Freedom of Information Officer ensures consistency of approach and legal compliance.  
He is also due to co-ordinate internal staff training on this and other data protection issues shortly.  
 
2.3 INTERNAL COMMUNICATIONS 
 
Following a series of briefings hosted by directors during November to engage all employees with the new 
strategy, staff focus groups are taking place across the country to test understanding, gather feedback and 
see what the concerns and questions are.  The weather has caused some of these to be postponed so a 
detailed report will not be ready in advance of the board meeting but headline results will be available. 
 
Work is starting on the employee survey with field work scheduled for March.  As well as the usual 
engagement measures around satisfaction, motivation and loyalty, the survey will include questions on the 
new strategy to test levels of support. 
 
The STAR (Special Thanks and Recognition) award has recently been introduced to replace the customer 
service award.  It has been redesigned to reflect the new structure and expanded so that commitment, 
positive actions, great contributions by an individual or team can be recognised.  STAR winners are 
rewarded with a £50 voucher. 
 
2.4 BOATING BUSINESS 
 
2.4.1 Licences and Moorings Business Performance to Period 9 
 
The F8 forecast (reported within the leisure line at corporate level) envisages a good result for licences with 
CBIT at £14.82m at year end up £881,000 on original plan and moorings coming in around target with CBIT 
at £4.67m just £69,000 ahead of plan.  
 
The key issue for us, looking ahead, is the abrupt change in the market for BW directly managed moorings 
since November with only around 50- 60 % of berths selling at auction and very few of those selling doing so 
at above guide price.  Although the number of sites coming up for auction is a small percentage of our 
overall berths, we are monitoring this change closely and looking for innovative ways to market sites. 
 
2.4.2 Enforcement 
 
The National Boat Check in November saw a reduction of unlicensed boats to 5.3% (6.8% in 2008) which 
makes the financial year end target of 4.8% achievable. 
 
This will be the last National Boat Check because our data collection is now so comprehensive on a month 
to month basis that we no longer need an annual snapshot. 
 
2.4.3 Web licensing 
 
The new online web licensing arrangements allowing virtually any customer to renew online will be ‘soft 
launched’ on  this month.  Once we have checked they are running smoothly, publicity to increase take up 
will begin. 
 
2.4.4 Boating trade customer events 
 
Three events for the boating trade are to be held during February and March.  The informal early evening 
‘get togethers’ for the trade team and boating businesses are part of building new relationships and 
exploring current issues for the trade.  
 
2.4.5 New Marinas 
 
We are currently on track to meet our target of facilitating the creation of 10,000 new berths between 2006 
and 2015 with 4500 built by the end of 2009/10.  However, although we continue to receive Expressions of 
Interest at virtually pre-recession rates, we are beginning to encounter greater difficulties with planning 
consents.  Some specialist planning advice and a potential PR campaign are being prepared on this issue.  
 
 
 
Simon Salem 
Marketing Director 
January 2010 


