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Resource 1
Coalex Ltd is a small traditional coal mining business in Yorkshire. It has been in operation for over 200 years. Coalex Ltd employs 35 miners and 10 oﬃce-based staff. Coalex Ltd has a network of mining tunnels
underground. Above ground, Coalex Ltd operates from a cluster of Victorian mine buildings, some of which are disused. The business also has coal storage sheds, a delivery area and a large car park. There is main road
access to the site.
The supply of coal to UK households is the coal mining business’s only source of revenue. In recent years, Coalex Ltd has experienced a significant drop in sales. As a result, Coalex Ltd is planning to open a visitor centre
to generate additional income. The visitor centre will operate alongside the working coal mine. The visitor centre will comprise a coal heritage museum, an education room, a gift shop, a café and a restaurant. The board
of directors intends to convert the disused Victorian buildings into a base for the visitor centre. The visitor centre will be staffed by existing employees. The admission charge will be £4 per adult. The board also intends to
offer visitors a brief tour of the mine itself, for an additional fee.
An initial change mangement meeting has taken place. Below is a summary of the main contributions and thoughts of those who attended this meeting.

Key:

verbal contribution

Although I am not
sure how to go about it, I
think we should advertise the
new visitor centre abroad,
especially now that the pound
sterling has weakened.

I assume we all
agree that we do not
need a project manager to
implement the plans for the
new visitor centre.

Michelle

Donna

Market research produced by
Visit Yorkshire, our local tourist
board, suggests there is a growing
demand for industrial heritage visitor
attractions. These are very popular
with the over-55s, especially if
they also serve good food and
drink.

Human Resources
Director

Sales and Marketing
Director

Paul
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With a very limited training
budget, I wonder how I can fund
the customer service training which
is needed so that our office-based
staff and miners can work in the
visitor centre.

School groups are
increasingly searching for
industrial visits. However, they
may think our visitor centre is
too dangerous to visit.

The local council might be reluctant
to grant planning permission to change
our disused Victorian buildings into a
visitor centre. The change of use for a
café and restaurant may be especially
problematic. We will need the
council’s approval.

As ever, we have limited
cash. However, the interest rate
is currently low, so we could get a
loan to help fund the visitor centre. I
would need the board’s agreement
to a new financial plan to help
get the loan from the bank.

unexpressed thought

Finance
Director

Managing
Director

David
Now the UK is out of
recession, there should be
more demand from the public for
a visitor centre. We need to open
our doors as soon as possible.

Production and
Health and Safety
Director

The miners’ trade unions are
not currently supporting the idea of the
visitor centre. They fear it will eventually
lead to the closure of the mine and we will
become just a tourist attraction.

Bibek
The visitor centre and car park could be
dangerous for the general public and school
groups because this is a working mine. I am
not sure how to reduce the risks.
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Resource 2
Coalex Ltd’s visitor centre has been open and trading for 6 months. Despite this, some of the
museum exhibits are not yet finished, there are no mine tours running, and there is a temporary tea
and coffee station in place of the planned café and restaurant. The following document has been
put together for a board meeting, in order to review progress and plan for the future.
Sales Key Performance Indicators (KPIs):

6 month
Actual

6 month
Target

Adult entrance revenue
(Child admission is free)
School group revenue
Food and refreshment revenue
Gift shop and mine tour revenue

£32 000

£24 000

£2000
£16 000
£3000

£4000
£120 000
£26 000

Human Resource Indicators:

After
opening the
visitor centre

Before opening
the visitor
centre

Average number of mining accidents
Average number of visitor accidents
Average number of days lost from
industrial action

0.17 per month
3.0 per month

0.33 per month
0.0 per month

1.0 per month

0.5 per month

Key points already noted by the board of directors
•
•
•

Brand image is being affected by some of the exhibits not being finished and the mine
tours not running.
The delay in local council approval to convert two of the Victorian buildings into a café
and a restaurant is holding back the project significantly.
Schools really like the education room, but it is not yet fully furnished so it cannot be
used properly. This may be affecting the reputation of the visitor centre as a place for
school children to visit.

Informal feedback from visitors to the visitor centre
•
•
•
•

“There is no café or restaurant, only a temporary place to get a drink outside. Good
service but nothing there I wanted to eat or drink.” Sarah, Adult visitor
“We had a great day, the kids got free entry with paying adults, but the exhibits were not
finished and the tours were not yet available. We would not come back, or recommend
it, until it is fully completed.” Tara, Parent
“The car park was big, but dangerous. I slipped over in all the mud and grazed my
arm!” Jean, Senior Citizen
“The shop didn’t have small pocket money toys. My pupils could not afford to buy
anything the gift shop sold.” Jack, Teacher
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