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Chairperson and Committee Members
ENVIRONMENT AND COMMUNITY DEVELOPMENT COMMITTEE
26 MAY 2016
Meeting status: Public
Purpose of report: For decision

I-SITE SERVICE DELIVERY
PURPOSE OF REPORT
1

This report summarises Kāpiti i-SITE service delivery options including internal
service delivery and out-sourced delivery.

2

It seeks a decision from the council to on a service delivery model that will
provide a vibrant, professional service and outstanding experience for visitor to
the District and Kāpiti residents.

DELEGATION
3

The Committee has delegation under Clause 7.1 of the Governance Structure
and Delegation: 2013-2016 triennium to:
‘develop policies and work programmes that support the social,
economic, environmental and cultural interests of the community.’

BACKGROUND
Economic Development and Visitor Attraction
4

Growing the visitor economy in Kāpiti has been identified through the Economic
Development Strategy as a key driver in accelerating economic development
aspirations. In February 2016, the Kāpiti Visitor Attraction Plan (at Appendix A)
was adopted as an implementation plan for delivering visitor focussed initiatives.

5

The Kāpiti Visitor Attraction Plan aspires to bring additional economic benefits to
the District while contributing to a vibrant, interesting and exciting place to live
and visit. It is well researched and documented that a place that is attractive to
visitors also attracts residents, students, migrants and investment.

6

Ensuring international and domestic visitors are doing and spending more while
visiting a district or region is a key function of i-SITE Visitor Centres all over New
Zealand. For eight years the Council has made its main investment in i-SITE
operation and tourism sector support through an external contract for service
initially with Nature Coast as a joint venture with Horowhenua, and for the last
four years with the Kāpiti Company Limited (KCL). The term of the current
contract with KCL expires on the 30th of June 2016.

7

KCL has informed the Council that the company will be winding up its operation
at the conclusion of its contract term and will cease operating as a visitor
information and tourism support service.
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8

This provides an opportunity to review the current service delivery model against
good practice and determine the optimal service delivery model to ensure the
outcomes of the Visitor Attraction Plan and the wider Economic Development
Strategy are met.

Service Delivery Models
9

Destination Planning Limited was commissioned to review and summarise a
range of visitor centre service models to help inform a decision when adopting a
model of service delivery for the Kāpiti district. The findings of the report were
presented on the 4th of February in a briefing to Councillors.

10 The presentation examined a cross-section of visitor attraction service models,
including Horowhenua, Whanganui, Wairarapa and Hutt City. The key
recommendations from Destination Planning Limited included:


maintaining a service that is i-SITE accredited



securing a vibrant visitor space that reflects the community and
showcases key Kāpiti tourism attributes



bringing the service in-house to be managed by the council with a
view to reassess the service delivery if an industry entity emerges



relocating the service to a space with better proximity to public
transport.

11 Report SP-16-1856, examining potential location options was presented to
Council in a public excluded meeting on 21 April 2016. The Council’s decision
will be made public once the lease contract has been finalised in mid-May.
Annual Plan 2016/17 consultation document
12 In April, the Annual Plan sought community input to proposed changes for the
second year of the Long Term Plan; this included a decrease in average rates by
reducing the Kāpiti i-SITE visitor service budget by $50,000. This would be
achieved by bringing the service in-house to become a council delivered service
and reducing the range of services offered to visitors.
13 At the time of writing this paper the Council’s decision on the Kāpiti i-SITE Visitor
service budget reduction had not been determined. However, initial submission
feedback on the Annual Plan identified that;
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A total of 14 submissions on the i-SITE service were received.



10 of those 14 submitters were in favour of bringing the i-SITE service
in-house to be delivered as a Council service.



2 submissions encouraged a reduction or cessation of the service.



1 submission indicated its interest in delivering the service as an
independent Trust.



1 submission did not comment on the service delivery but
acknowledged the importance of the i-SITE service to the wider
community.
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ISSUES AND OPTIONS
Issues
14 Council officers undertook a parallel process to review service delivery models
that had the potential to be a best fit for the Kāpiti District, the approach was to:


Test the market to ascertain any organisations or industry entities that
would be suitable to provide an energetic and high quality service to
visitors within budget.



Analyse the scope and size of the service with the view to
internalising the service delivery within the Council to ensure an
energetic and high quality service was delivered.

Testing the market: out-source as a contract for service
15 In February, council released a request for expressions of interest for a Kāpiti iSITE visitor information centre (at Appendix C). Organisations with appropriate
qualifications and experience in visitor attraction were invited to submit.
16 The criteria specified that a minimum of five years track record in providing
visitor information services in New Zealand and experience in managing a
tourism information facility was essential along with meeting the i-SITE staff and
training requirements.
17 Two expressions of interests were received: the first is from current staff at the
Paraparaumu i-SITE (at Appendix D); the second is from Te Newhanga Kāpiti
Community Centre Charitable Trust (at Appendix E).
18 Both expressions of interest received do not satisfy the criteria specified in the
request. The table below shows the gaps in requirements.
Criterion

Te Newhanga Kāpiti
Community Centre
EOI

Smith& Ashton EOI
(current i-SITE staff)

Provider criteria:
An established provider which
excels in the provision of
information services and has
effective governance and
management
An organisation with at least 5
years’ experience in in providing
visitor information services in NZ
i-SITE accreditation criteria:
One paid staff member fully
trained to i-SITE NZ
requirements (on site during
opening hours)
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Experience criteria:
Have a proven track record in
providing a world class visitor
experience including;


upselling



increasing digital presence

In-house delivery of i-SITE visitor service
19 During February, appropriate work was undertaken to size and scope the
existing service with the view to internalising the i-SITE visitor centre function.
This would mean that the council would manage the service with key
deliverables embedded into council’s activity to inform key performance
indicators.
20 During the scoping phase, advice was sought from i-SITE New Zealand. The
Executive Manager informed council officers that there are only two i-SITE
owners who currently contract out management. One is this council and the
other is South Waikato District Council (Tirau and Tokoroa i-SITEs). The
Executive Manager also stated that it is common practice for councils to directly
run i-SITES as over 30 councils in New Zealand operate in this way.
21 Further preliminary findings in favour of bringing the service in house under
council management, include:


A reduction in costs of managing and monitoring an external
contract.



Improved facilitation of alignment with the events and visitor plans
and the wider economic development strategy.



Flexibility to adjust i-SITE service levels to meet demand.



Enhanced facilitation of partnerships and relationships with regional
organisations (such as Department of Conservation, Positively
Wellington Tourism and Grow Wellington/WREDA).



Strengthened strategic relationships with national organisations
such as Air New Zealand.

Options
22 There are two options to consider in providing an effective and high quality
service to visitors that meet the i-SITE accreditation requirements. A new service
model is required to go live on 1 July 2016 to maintain i-SITE accreditation as
recommended in the Visitor Attraction Plan adopted.
Outsourced model
23 The council continues to operate within the existing service delivery model that
sees the i-SITE Visitor Centre outsourced as a contract for service with a
qualified and experienced provider.
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24 This option would require the council to work with the provider to ensure
alignment with the aspirations of the Visitor Attraction Plan and wider Economic
Development Strategy.
25 To further pursue this option, a Request for Proposal would be issued to the
successful organisations that satisfy the criteria within the expression of interest
request. From here an evaluation panel would be established to make
recommendations on the final decision on awarding the contract. However,
neither expression of interest received, satisfied the criteria, and accordingly the
outsourced model is not viable.
Council-managed service
26 The Council internalises the service within council activity and takes over the day
to day running of the service.
27 This option includes an establishment phase where the Kāpiti i-SITE service
management would be overseen by the Strategy and Planning group;
Programme Design and Delivery team to streamline the alignment with the wider
Economic Development Strategy and Visitor Attraction Plan. After the
establishment phase the i-SITE visitor service will be transitioned to a permanent
service group within the Council. Due to the visitor information function of the iSITE, the service has a suitable fit within a group that also has a visitor/customer
focus. This will be determined in early 2017.
28 The two expressions of interest received do not fully satisfy the criteria specified
in the request, therefore the preferred option is a Council managed service.
29 This option also supports the 2016/17 Annual plan consultation proposal to bring
the Kāpiti i-Site Visitor Centre in-house as a council delivered service.

CONSIDERATIONS
Policy considerations
30 The Kāpiti Economic Development Strategy sets a new framework for the
district’s economic development and has a focus on visitor attraction.
31

A new Visitor Attraction plan has recently been adopted by Council and
identifies key issues and opportunities that will contribute to positioning Kāpiti as
a community that is thriving, vibrant and diverse. Reviewing the current i-SITE
service features as an initiative to be undertaken in 2016.

Legal considerations
32 There are no legal considerations

Financial considerations
33 There are funds allocated within the Economic Development activity budget as
defined by the overarching Kāpiti Economic Development Strategy for 20152018. The amount is $300,000 and includes the i-SITE lease costs at
Coastlands Shopping Centre.
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Tāngata whenua considerations
34 Council has a major role in supporting and enabling iwi-led initiatives that give
opportunity for tāngata whenua to welcome visitors in the true spirit of
manaakitanga. Council will make efforts to facilitate greater iwi-Māori presence
in visitor attraction including Visitor Centre services.

SIGNIFICANCE AND ENGAGEMENT
Degree of significance
35 This matter has a low level of significance under Council policy.

Consultation already undertaken
36 On-going communication has been carried out between the Kāpiti Company
Limited and the Council, and consultation with key stakeholders in the visitor
attraction industry was carried out as part of the Visitor Attraction Strategy
external consultancy. Initial conversation has already taken place with Te
Whakaminenga o Kāpiti and representatives of the ART forum.

Engagement planning
37 An engagement plan is not needed to implement this decision.

Publicity
38 Publicity would be to support the marketing and promotion of the i-SITE Visitor
service. Any additional publicity could be in the form of a media release
informing the community of the Committee’s decision.

RECOMMENDATIONS
39 That the Environment and Community Development Committee note the two
expressions of interest received.
40 That the Environment and Community Development Committee approve the iSITE visitor centre service and tourism support service being managed directly
by the council from 1 July 2016.
Report prepared by

Approved for submission

Approved for submission

Tania Parata

Wayne Maxwell

Stephen McArthur

Manager, Programme
Design and Delivery

Group Manager
Corporate Services

Group Manager
Strategy and Planning

ATTACHMENTS
Appendix A: Kāpiti Visitor Attraction Plan
Appendix B: Request for Expressions of Interest: Kāpiti i-SITE Visitor Centre
Appendix C: Expressions of Interest: Ashton & Smith
Appendix D: Expressions of Interest: Te Newhanga Kāpiti Community Centre
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Kāpiti Visitor Attraction Plan
2016-2018
This plan sets actions to grow the visitor economy in Kāpiti, enabling us to accelerate the vision for a thriving, vibrant and diverse district

Visitor attraction and economic development

Kāpiti District Economic Development Strategy 2015-2018 – Positioning Kāpiti (excerpt)

The Kāpiti Coast District Council adopted an Economic Development
Strategy as an overarching strategic framework for guiding the
Council’s activity. The Strategy identifies a number of drivers to
achieve economic development growth and success, the four focus
areas are: open for business, building capability, leadership and
responsiveness, and positioning Kāpiti. Council’s investment in visitor
attraction will add value to the positioning Kāpiti outcomes, which are
to:


develop a more cohesive identity and inspire a sense of
collective pride and belonging



differentiate ourselves and cut through a crowded market



improve perception and build reputation



attract investment



make it easier for our partners to work with us because we
can articulate who we are, where we fit, what we stand for
and what we have to offer.

Delivering high return initiatives will assist the District to achieve its economic development outcomes. The Kāpiti Coast has an opportunity to use the
visitor economy to accelerate its vision for the District that is thriving, vibrant and diverse. This plan sets actions for the Council to deliver visitor focussed
initiatives for 2016-2018.

Major events have the ability to draw visitors to the District and can encourage visitors to spend more time and money in Kāpiti while promoting the
liveability of the District, adding to the visitor experience. The Kāpiti Events Plan 2015-20181 sets a roadmap for creating a vibrant events portfolio for the
District and is a perfect companion to the Visitor Attraction Plan. Both plans are fundamental to allowing the District to realise its full potential as a visitor
destination.
Visitor attraction and the local community
The visitor economy can enhance the District’s wellbeing though the provision of employment and
incomes, great social amenity and more choice for residents. Creating an appealing destination for
visitors also makes it more attractive to residents with enhanced recreation and entertainment
opportunities, leading to increased economic benefits.
Showcasing the history, culture and attractions of an area to attract visitors can bring about a real
sense of pride and identity in residents. This all adds to the satisfaction and contentment of people who
live on the Kāpiti Coast.

It is important that local attractions appeal
to locals and visitors alike as vibrancy, safety
and community culture add to the visitor
experience and make a place great to visit
and live.

Visitor attraction and tāngata whenua
The Kāpiti Coast has a rich and colourful Māori history that contributes to the District’s identity. This provides an opportunity to offer distinctive
experiences and presents an opportunity for tāngata whenua to facilitate initiatives that develop a greater iwi-Māori presence in Kāpiti attractions, public
spaces and visitor services. Council has a major role in supporting and enabling iwi-led initiatives that enable tāngata whenua to welcome visitors in the
true spirit of manaakitanga.

Transport and connectivity
Transport connections into the Kāpiti district are improving with a number of significant transformational projects underway that have the potential to
increase economic growth through improving the district’s connectivity and visitor access. These include:

1



Expressway and Transmission Gully development



State Highway 1 revocation

Kāpiti Events Plan 2015-2018 was adopted by the Environment and Community Development Committee in December 2015.



Blenheim, Nelson and Auckland air services to Kāpiti Airport



cycleways, walkways and bridleways development.

These projects play an important part in establishing a forward plan for visitor attraction and create opportunities for the District’s local communities including town centre revitalisation, loop drives and local destination plans.

The Kāpiti Coast District Council is responsible for the provision of
services that supports local experiences and creates a safe and
healthy environment for visitors to enjoy.
The council plays an important role in determining the level and
quality of investment in destination promotion, including regional
marketing activities, events and festivals, gardens and parks, local
swimming pools and other public facilities which influence
tourism development.
Enhanced local amenities make the District a great place to live,
visit and invest in.

Plan for action
This plan sets actions for council to deliver visitor focussed initiatives for 2016-2018.
Focus areas for 2016-17
Establish the Councils place in visitor sector leadership and delivery
o

Strengthen collaborations and establish partnerships with Positively Wellington Tourism, Wellington Regional Economic Development Agency
(WREDA), Immigration, Ministry of Business, Innovation and Employment, Kāpiti Chamber of Commerce and Manaaki Kāpiti.

o

Development of major events for Kāpiti that offer a vibrant events portfolio (as set out in the Kāpiti Events Plan 2015-2018)

o

Review service delivery of Kāpiti visitor and tourism service

o

Support and advocate for tāngata whenua initiatives and investments that contribute to principles of manaakitanga

Improve marketing and distribution
o

Develop and invest in digital imagery library and develop a foundation resource for destination marketing

o

Review official publications to improve design and content, business buy-in and consumer appeal

o

Begin to market promotions that link to existing events in Kāpiti

o

Undertake and support innovative high impact media initiatives both internationally and domestically

o

Develop bespoke Kāpiti media and establish an advertising plan

o

Undertake innovative and high impact promotional initiatives that set Kāpiti apart from other destinations

o

Developing a digital and social media plan that increases exposure domestically and internationally

o

Work with key commercial operators

o

Improve standardized visitor maps and signage

o

Create collateral, maps and other tools that improve the visitor experience

Focus areas for 2017-18
Improve destination and product development
o

Develop market –ready products showcasing key areas of visitor attractions in Kāpiti;
-

Heritage
Golf
Tramping
Fishing
Arts
Gardening
Ornithology
Shopping
Education (international students and their families)

o

Establish a cycle tourism working group to shape a plan to market Kāpiti as a destination for easy family-friendly cycling and walking

o

Develop a cooperative cluster of meeting, wedding and group retreat operators to develop targeted multi-channel promotion of this sector

o

Continue to facilitate discussions amongst key stakeholders to advance the proposed Kāpiti Island Gateway Centre

o

Work with tāngata whenua to include local Māori art, design and stories in the Kāpiti i-Site

o

Support the implement of more bi-lingual signage throughout the district, particularly for important place names

o

Support a feasibility study and business case for facilities that will benefit visitor attraction

Success indicators
A set of action orientated indicators have been identified to monitor progress in overall visitor attraction in Kāpiti. These are outlined in the table below.
Overall Visitor Sector Indicators

How will it be measured/source

Grow the amount and proportion of Kāpiti’s GDP (gross domestic product)
contributed by tourism

Annual reporting - Infometrics– district GDP from tourism data

Grow the number of FTE (Full time employees) supported by tourism

Annual reporting - Infometrics Ltd – Tourism employment data

Grow international visitor expenditure in Kāpiti

Annual reporting – Ministry of Business, Innovation and Employment;
Regional Tourism Expenditure data

Increase in commercial accommodation numbers for Kāpiti

Statistics New Zealand, Accommodation survey data

Build loadings on flight services to Kāpiti Coast

AirNZ report

In most cases, 2014/2015 data will be used to establish a baseline for comparing data to monitor progress. The information collated will provide a report
series that will analyse trends and contain valuable regional and national information from which priorities for further analysis can be identified to inform
decision making and priorities setting.
Individual initiatives within the plan are likely to have their own set of refined success indicators that will reflect the objectives and deliverables of the
activity. It is envisaged that these indicators will influence the overall visitor sector indicators for Kāpiti.

Appendix B

Request for expressions of interest (REOI) for i-SITE visitor information centre
Closes: Friday 25th of March 2016
The Kāpiti Coast District Council is seeking expressions of interest from organisations
to provide a professional and positive tourism and visitor information service.
This request for expressions of interest is for organisations which have the expertise to lead and
manage a forward looking visitor information service on the Kāpiti Coast through the Kāpiti i-SITE.
We seek organisations with demonstrated strategic and team leadership to achieving measureable
results. Background and experience in economic/tourism development and promotion is preferred.
Background
The purpose of the i-SITE is to provide an energetic and high quality service to visitors ensuring they
have a world class holiday and community experience whilst maximising the tourism benefits to the
district. This includes:





welcoming visitors to the area, answering questions, providing solutions and making
bookings efficiently
staff using extensive local knowledge and good knowledge of New Zealand districts,
accommodation, attractions and travel options to assist visitors
maintaining accurate up to date records of tourism operators in the district and building
good relationships with the owners
exceeding visitors’ expectations.

Our process
Parties interested in delivering the i-SITE and visitor information services are invited to register their
interest with by 5pm on Friday 26 March 2016 to samara.shaw@kapiticoast.govt.nz . Please submit a 2 - 5

page document (maximum) telling us about your ability to develop and manage an i-SITE. Provide
key information about your organisation and the experience you have at managing a tourism
information facility.
What we want
The Kāpiti Coast District Council is looking for organisations with a minimum of five years’ track
record in providing visitor information services in New Zealand. Such organisations must satisfy the
the i-SITE staff and training requirements specifically:


One paid staff member trained to full i-SITE New Zealand requirements on duty at all
times and specifically dedicated to the servicing of visitor information enquiries and

Kāpiti Coast District Council Request for Expressions of Interest: Kāpiti i-SITE operation
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bookings. Additional staff must be provided at peak times and to cover absentees
such as sick leave, annual leave, etc.
The minimum requirements for all staff must be met as per sections 5.1, 6.1 to 6.9 iSITE Membership Requirements and Standards.

Our requirements
We require an established provider which excels in the provision of visitor information services
and has effective governance and management.
The provider must:


have at least one i-SITE fully accredited staff member



have a proven track record in providing a world class visitor experience



have previous experience in operating an i-SITE accredited centre



have knowledge and skills in maintaining digital channels for visitors



have the ability to develop additional income through upselling and commissions from
tourism operators.

Please provide:





an introduction of your organisation and its primary business purpose with your experience
and areas of expertise
track record of previous work in relevance to this proposal
references for similar projects undertaken
additional information on the organisation’s current service provision and administration
processes

Further information please contact: Jennie Gutry jennie.gutry@kapiticoast.govt.nz or telephone 04
2964 645
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