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ADMINISTRATION COMMITTEE 
 

NOTES OF THE MEETING HELD ON MONDAY 4 NOVEMBER 2013 
AT 4.30 PM IN COMMITTEE ROOM 16, PALACE OF WESTMINSTER 

 
Members present: 

 
Sir Alan Haselhurst (in the Chair) 

 
Karen Bradley 

Thomas Docherty 
Mr David Evennett 

Mark Hunter 
Nigel Mills 

Nicolas Soames 
Mr Robert Syms 

Mark Tami 
Keith Vaz 

Mr Dave Watts 
David Wright 

 
Apologies: Mr Tom Harris 

 
 

1. DECLARATIONS OF INTERESTS 
 
David Evennett and Robert Syms declared their interests in accordance with the 
Resolution of the House of 13 July 1992. 
 

2. NOTES OF DISCUSSION 
 

The Committee agreed the informal note of the meeting held on 21 October 2013. 
 

3. STONE CLEANING TRIALS ON THE ESTATE 
 
The Committee noted a paper on trials of stone cleaning work on the Estate. 

 
4. FIRE SAFETY 

 
John Bradbury, Deputy Fire Safety Manager, Fire Section briefed the Committee on fire 
safety training and regulations. Members were notified of muster points, exit routes, 
fire safety procedures and evacuation procedures.  
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5. VISITOR ACCESS AND FACILITIES REPORT 
 
Aileen Walker, Director of Public Engagement, Lawrence Ward, Serjeant at Arms, and 
Richard Latham, Deputy Serjeant at Arms, briefed the Committee. 
 
The Serjeant at Arms acknowledged that while progress had been made in reducing 
visitor queuing times, there were still queues at peak times. The introduction of airport 
style security equipment and training for staff at Portcullis House had dramatically 
improved security processing times at that entrance.  
 
A Member suggested that, signage should be introduced along the ramp at Cromwell 
Green to give an indication to visitors of remaining queue time. The Visitor Inflow 
Working Group was addressing these issues. The Deputy Serjeant at Arms confirmed 
that Visitor Assistants were already instructed to give visitors an approximation of 
waiting times. Adding signage to the ramp would now also be considered as an 
additional measure. 
 
Aileen Walker, Director of Public Engagement, noted that commercial tours had been 
highly successful over the summer and visitors had entered the building smoothly. The 
number of visitors from commercial tours had reached 220,000, compared to 161,000 
visitors the previous year. 
 
The Committee noted that good progress is being made on the majority of actions 
agreed by the Commission relating to the Committee’s Visitor Access and Facilities 
report, particularly those relating to Visitor Services, but registered concern that 
queuing times were still not short enough. 
 
The Committee agreed that it would like an update at a later meeting on evidence 
that ongoing actions to reduce queues are working. 
 

6. VISITOR SERVICES: TICKET PRICES 
 
Deborah Newman, Head of Visitor Services, briefed the Committee. 
 
The Committee agreed to support an increase to the full price adult ticket and 
concession tickets from February 2014. Ms Newman noted that the proposal was in 
line with prices for comparison organisations and that many people could enter at a 
reduced rate or for free. 
 
The Committee noted that from February 2014 the standard commercial tour would 
become an audio tour and the personally-guided commercial tour would become the 
premium tour. 

 
7. RETAIL SERVICES UPDATE 

 
Deborah Newman, Head of Visitor Services, and Diana Christou, Retail Business 
Development Manager, briefed the Committee. 
 
Ms Newman explained that the focus of the retail service over the past few months 
had been on product development for visitors. Sales in the Westminster Hall shop were 
up and recent survey results showed an improvement in visitor experience. A new 
product ranges would be introduced which would increase the number of products 
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available across the shops. 
 
It was agreed that Retail Services would provide a further update to the Committee 
on progress in the next quarter. 
 

8. CATERING PROGRESS REPORT 
 
Richard Tapner-Evans, Director of Catering, and Liz Crotty, Programme Manager, 
briefed the Committee.   
 
Richard Tapner-Evans, Director of Catering, explained that the Catering Services 
Savings Programme had generated savings largely due to changes in staffing, 
procurement and management of cleaning contracts. Mr Tapner-Evans expressed 
thanks to the Committee for supporting the savings initiatives. As a result of the 
programme, Catering Services was a leaner, more business-like operation in which 
customer service principles were embedded through the ACE initiative (ACE – 
Attention to detail, Consistency, Energy in Customer Service).  
 
Improved customer satisfaction had been demonstrated though improved scores on 
surveys and ‘mystery diner’ assessments.  
 
The Committee agreed that the Catering Savings Programme which was set up to 
deliver the recommendations from the Catering Services Report is now closed. 
 
The Committee agreed that Catering Services is to be congratulated on maintaining 
its focus on delivering these recommendations during a period of change resulting 
from the Savings Programme.  
 
THE COMMITTEE WILL NEXT MEET ON MONDAY 11 NOVEMBER IN COMMITTEE 
ROOM 16 


