
ABINGDON-ON-THAMES TOWN COUNCIL 

FINANCE AND GENERAL PURPOSES COMMITTEE 

30th MARCH 2021 

Agenda item 15: 

Report of the Visitor and Community Information Assistant 

The purpose of this report is to update members on the service provided at 

Abingdon Visitor and Information Centre and ideas for the future of the 

service.  

1. Introduction to the Service 

Abingdon-on-Thames Visitor and Community Information Centre is an 

important part of Abingdon Town Council and its function as a Town Council 

service is to provide residents and visitors with information about the town, 

and events.   

The Visitor and Community Information Centre operates from 9:30am – 

3:00pm, Monday – Saturday inclusive.  

It assists in social cohesion and drawing more of the population into using the 

town and into town life.   

2. History and background of the information centre 

At commencement in The Old Abbey House the Visitor Information function 

was combined into a role with a new Town Receptionist post. It opened 1st 

August 2005 after the withdrawal of all Tourist Board funding for a Tourist 

Information Centre.   

The Visitor and Community Information Centre has worked closely with the 

Tourism section of Economic Development at District Council. 

Council reception, phones and general duties were fitted in around welcoming 

and responding to enquiries.  

Two staff are currently employed on a Rota system and Staff have good 

qualifications. In-post training includes national trail and Wessex Downs 

ambassador, Tourism SE City and Guilds courses and Welcome Host Gold, 

Welcome All (for service appropriate to those with disabilities) and Welcome 

for Overseas visitors which gives useful insight into the ways of being sensitive 

to customers of other nationalities and ethnicity.  



Current opening hours fit with the network of our local towns (Faringdon, 

Wantage and Didcot, Thame, Wallingford, and Watlington.)  

Please see Appendix A Information Offices and their services 

To some extent the name of a service dictates its function. Information Point 

for example is used throughout the industry for an unmanned browsing point. 

Staff themselves in each town (with regular meetings and interaction) refer to 

Abingdon-on-Thames Information, Faringdon Information etc. although the 

chosen titles on signs may be more complex. The title Community Information 

is used by County Council for welfare matters and services they run so Visitor 

and Community Information Centre was chosen by Town Council;  Community 

Information has become a bugbear as the office gets enquiries and questions 

which are not part of this council’s service to answer. Web algorithms and 

passers-by make requests for community health, nurses, midwives, community 

centres, community transport, county-wide buses to us. There is no objection 

to assisting people but the miscellany of enquiries can make the space 

awkward to manage. Some councillors will have observed in the past optimistic 

visitors alongside bereaved families. 

Since 2018 however the Information Centre has been located within the Town 

Council offices on Bridge Street.  

Noticeable though is that one person in a small room does not give as good an 

impression as most Information offices in the area. People travel from beyond 

our region by flight, coach, train, car and enter the office expecting ISO quality 

standards.  Abingdon has high standards in responding to customers which are 

always maintained but for locals and visitors first visual impressions and 

resource availability are important.  Pictures and visuals speak louder than we 

can and without a display people have visited and left without seeing the 

Thames or the town’s attractions. 

Town Council has no statutory duty towards tourists and tourism. The 

agreement with District Council was to act as a focus for visitors – with the 

support of the District Economic Development team. This gives a requirement 

to have information on a forty-mile radius. Tourist Information Centre 

directories, tourist brown signs on roads and finger posts impose a duty 

beyond the local one. District staff are not involved in Abingdon life, therefore 

the function in Abingdon, Faringdon and Wantage and other towns has 

become each Town Clerk’s responsibility.  



 

3. What the information centre currently does 

The Visitor and information Centre assists with local, visitor and tourist 

information customer service. There is a dedicated ‘info@’ email address that 

is monitored by the Visitor and Information staff, staff keep the town diary 

updated, and assist with the Town Council Website. 

Staff provide useful information to visitors of the Town encouraging them to 

visit the Museum and other areas of interest within the town. Other duties 

include assisting with accommodation enquiries, marketplace bookings, 

assistance with events and ticket sales, fishing season admin (over 550 local 

anglers and day and season paid permits).  

A high rating in a Hidden Britain survey has been achieved and staff have an 

ambition to keep the high standards. 

4. Usage figures 

Currently the Visitor and Information Centre face to face visitor is closed to the 

public due to the Covid-19 Pandemic but enquiries can be made via email or 

telephone which are still operating as normal.   

Volume of customers can vary from more than forty each hour in Summer to 

less than forty per day in Winter. 

Please see Appendix B Statistics Summary 

 

5. How the information centre delivers/ can deliver in future on the 

council’s vision and key objectives 

 

The Council's Vision is "to develop an inclusive community so that Abingdon 

is the place where everyone wants to live and where the wellbeing of 

residents is prioritised.  In developing this community, the town will be one 

which is environmentally sustainable, vibrant, resilient and safe." This is core 

to delivering and developing our services. The Council has adopted four key 

strategic objectives in order to achieve this Vision: 

 

1 To respond effectively and speedily to the climate emergency. 

https://www.abingdon.gov.uk/system/files/sites/default/files/towncouncil/strategy_document_.pdf


 

2 To develop a resilient, sustainable town which will provide a home for 

residents now and in the future. 

 

3 To manage the Council’s assets efficiently and effectively to meet for the 

needs of the community now and in the future. 

 

4 To work with community partners to support those who are vulnerable 

and in need and to create opportunities to increase social inclusivity. 

Maintaining the town’s identity, community spirit and resilience, fairness, 

drawing people into town life to explore it will be necessary. 

Messages to residents to maintain knowledge of Abingdon as one inclusive 

town, to visit and use resources in all parts of town could be part of an ongoing 

remit. This is all subject to Town Council’s decision and dynamic objectives. 

Information on Town services, clubs, societies, volunteering, festivals, events, 

things to do could have seasonal presentations added. When operating as 

Guildhall Reception a ‘celebration’ board had themes (for example we 

promoted the Good Neighbour project, Events diary, Carbon Cutters’ wildlife, 

Abingdon Marathon and sports in town, Age UK Abingdon, Abingdon at 

Christmas, drama, Comedy Club held monthly at Guildhall).  

An effective location which people can find allows message delivery and two-

way communication which can ensure that simple enquiries are closed quickly. 

Visitor Information in the title and appropriate links can keep the town at the 

top of web searches, it is effective for marketing Abingdon. Working in support 

of Council’s published aims and the objectives set by the Communications, 

Marketing and Events Officer will be the focus. 

Without drifting into District or County areas of policy, some elements of the 

Local Plan 2031 ( Part 2 Sustainability, Green issues, Science Vale, our shopping 

centres, converting day visitors to overnight visitors Part 3 Supporting 

prosperity and the visitor economy)  and the local enterprise plan are relevant 

to this service.  

 

 

 

 



6. Location 

 

Recommendations in relation to location to follow.  

Members are requested to note this report and consider the information 

above when deciding on the future location of the Information Centre.  

Lorraine Atkins - 10th March 2021 


