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The challenge for 2021

Understanding how to build TRUST and CONFIDENCE among the attractions-visiting public

…….that we are still safe places to visit  

…….that we are still able to deliver the same (or better) full, rich and engaging visit experiences 

What differences are we likely to see when re-opening this time around?

What implications do these have for how we physically present ourselves?  

What implications do these have for how we communicate with audiences and visitors?

What implications do these have for budget planning?

05/05/2021
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How have we been generating insights? 
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Periodic waves of online research among representative samples of the attractions-visiting public:

“UK adults who visited at least one attraction in the UK in 2019”

869 

survey 

responses

Wave 6: 26-31 January

Lockdown easing announcement (22 Feb)

Scot.

c.100

London 

c.200

2020 Waves Sample Boosts Prompted by…..

1 20-24 April 668 from UK - First lockdown

2 13-18 May 919 from UK Wales Initial lockdown easing England (13 May)

3 9-12 June 1,065 from UK Scotland England gardens open (1 Jun), zoos / shops (15 Jun)

4 8-11 July 716 from UK - England indoor attns / hospitality open (4 Jul)

5 26 Aug-2 Sep 720 (Lon & Scot only) - End of school holidays / Eat Out to Help Out

1,090

survey 

responses

Wave 7: 3-9 March

Scot.

c.300

London 

c.200

1,066

survey 

responses

Wave 8: 21-27 April

Scot.

c.300

London 

c.200

Open shops / outdoor attns. in Eng. (12 Apr)



How is the public feeling 

about visiting attractions?



Since early March, there has been a further very strong positive shift in appetite for visiting 
attractions when they re-open.  In particular, much of the large ‘stubbornly cautious’ segment are 
now at least beginning to consider visiting  
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Historic houses, stately homes, palaces

Museums / art galleries

Theme parks

Zoos & safari parks

Castles & historic monuments

Farm attractions

Gardens

Country parks & nature reserves

Already visited (in 2021) As soon as the opportunity arises

Will wait and see what happens for short while Unlikely to want to visit for a long time

Wave 8:  HOW SOON before you visit each of these 

types of attraction* (%)

Q: How soon do you think it would be before you visit each of these types of attraction after they re-open?

Already / as 

soon opp. 

Unlikely for 

long time

+8 -11

+6 -11

+7 -11

+7 -13

+4 -12

+8 -11

+7 -10

+4 -13

% change vs. W7 (early Mar ‘21)

Bases: All who tend to visit this type of attraction – Wave 8

*those yet to receive the vaccine were asked to assume that they would not have received the vaccine at the point of re-opening (39% at Wave 8)



The appetite for visiting is now way higher than at the point when indoor attractions re-
opened in 2020
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Historic houses, stately homes, palaces

Museums / art galleries

Theme parks

Zoos & safari parks

Castles & historic monuments

Farm attractions

Gardens

Country parks & nature reserves

Already visited (in 2021) As soon as the opportunity arises

Will wait and see what happens for short while Unlikely to want to visit for a long time

Wave 8:  HOW SOON before you visit each of these 

types of attraction* (%)

Q: How soon do you think it would be before you visit each of these types of attraction after they re-open?

Already / as 

soon opp. 

Unlikely for 

long time

+8 -6

+9 -3

+14 -14

+15 -7

+8 -11

+12 -13

+14 -8

+10 -9

Bases: All who tend to visit this type of attraction – Wave 8

*those yet to receive the vaccine were asked to assume that they would not have received the vaccine at the point of re-opening (39% at Wave 8)

% change vs. W4 (early Jul ‘20)



Although remaining at lower levels than attractions, appetite for visiting theatres and 
concert venues is also growing – albeit at a slightly slower rate
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MUSIC CONCERTS (INDOOR)

THEATRES

MUSIC CONC./FEST. (OUTDOOR)

Historic houses, stately homes, palaces

Museums / art galleries

Theme parks

Zoos & safari parks

Castles & historic monuments

Farm attractions

Gardens

Country parks & nature reserves

Already visited (in 2021) As soon as the opportunity arises

Will wait and see what happens for short while Unlikely to want to visit for a long time

Wave 8:  HOW SOON before you visit each of these 

types of attraction* (%)

Q: How soon do you think it would be before you visit each of these types of attraction after they re-open?

Already / as 

soon opp. 

Unlikely for 

long time

+8 -11

+6 -11

+7 -11

+7 -13

+4 -12

+8 -11

+7 -10

+4 -13

+5 -10

+4 -9

+4 -8

% change vs. W7 (early Mar ‘21)

Bases: All who tend to visit this type of attraction – Wave 8

*those yet to receive the vaccine were asked to assume that they would not have received the vaccine at the point of re-opening (39% at Wave 8)



After lagging behind in early March, appetite for visiting among those living in the 
Midlands and North of England has now caught up with the rest of the UK
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44
47

40

44
46

34
31

48
51

49

44 43

38

51

61 60 60

65
62

51

62

TOTAL MARKET London South / East Midlands North Wales Scotland

Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Any 'I have already visited in 2021' or will ‘as soon as opportunity arises’ (%)* 

Base: All respondents (Wave 6: 869, Wave 7: 1,090, Wave 8: 1,066)

*those yet to receive the vaccine were asked to assume that they would not have received the vaccine at the point of re-opening (39% at Wave 8)

Q: How soon do you think it would be before you visit each of these types of attraction after they re-open?



Although still lower among those aged 55 or over, visit appetite has grown significantly 
across all age groups since early March
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Any 'I have already visited in 2021’ or will ‘as soon as opportunity arises’ (%)* 

44

59

42

35
32

56

39

58

39

48

57

50

41
37

54

45

61

43

61

73

58 59

50

71

57

75

54

TOTAL
MARKET

16-34yrs 35-44yrs 45-54yrs 55+ yrs With children No children Members Non-
members

Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Base: All respondents (Wave 6: 869, Wave 7: 1,090, Wave 8: 1,066)

*those yet to receive the vaccine were asked to assume that they would not have received the vaccine at the point of re-opening (39% at Wave 8)

Q: How soon do you think it would be before you visit each of these types of attraction after they re-open?



There is no doubt that anxieties around returning are easing for many, but two-thirds 
still express some fear or concerns as visits move closer to reality
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22

1

1

1

5

7

1

2

3

7

3

4

7

12

4

7

3

12

25

2

4

7

8

11

29

Don't like mask wearing

Don't like pre-booking

Raised prices

More limited / worse experience

WORSE EXPERIENCE

Cautious even with vaccine

Not until self vaccinated

Not until all / popn vaccinated

ANY VACCINE

Need for mask wearing

Need for cleanliness

Need to know safety measures in place

OTHER SAFETY MEASURES NEED

Worried about catching / spreading

Cautious / nervous

Will not return until under control

Will not return yet

ANY GENERAL VIRUS FEARS

Concern with indoor attractions

Need pre-booking / limit capacity

Concern of others obeying distancing

Need for social distancing measures

Crowds / too many people

ANY DISTANCING

Wave 7 (3-9 March) Wave 8 (21-27 Apr)

64% expressed fear or concerns about visiting

(73% at end Jan, 66% in early Mar)

Bases: All respondents (Wave 6 – main sample, 694, Wave 7 – main sample, 687, Wave 8 – main sample, 708)

Q: Please tell us in your own words how you currently feel about visiting attractions after they have re-opened to the public.

43% expressed confidence / desire to return

(26% at Wave 6 – end Jan, 40% in early Mar)

1

1

2

1

8

9

13

20

33

3

2

5

3

5

8

17

13

29

Mental health / wellbeing

Attractions need support

NEED TO / MUST RETURN

Attractions are safe

Will visit outdoor attractions

CONFIDENCE IN ATTRACTIONS

Excited / can't wait to return

No worries / fine

GENERAL CONFIDENCE

Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)



There is a lingering caution and nervousness about returning, driven by ongoing general 
fears about the virus 
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I feel positive but afraid. What if the

thing goes the wrong way?

I am nervous but excited to

visit museums and places of

heritage again

Cautious. I will only visit large

places and only on weekdays.

A but nervous to go because

the threat of covid is still there

Apprehensive, because of the virus,

but also wanting to pay a visit to

somewhere for a different scene

A little wary. Unsure and not confident

vaccines will overcome Covid. Mutations...

etc new forms.... I suppose the future is a

little uncertain with Covid still.

I will wait until after June just to see if

infections rise in the general public

Cautious / nervous (12%) Worried about catching / spreading (6%)

Bases: All respondents Wave 8 – main sample (708)

Q. In what ways do you currently feel differently about the prospects of visiting attractions, compared with how you felt during the first lockdown in April to June last year?

Still fear a new wave will result in the opening of non

essential places. Feel the vaccine roll out should

progress more before unlocking the country

Hesitant to go yet due to unknown

state of virus

Nervous/confused, will they be

open, can we just visit on whim,

will it be crowded

I have been to one outside attraction

(Longleat) but I am still very nervous

and it feels like people are scared of

one another



As we saw in early March, vaccines and associated falling infection rates have been the game 
changers in driving confidence.  However, a fear of crowds has become ingrained for many
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1

2

7

9

2

6

9

13

29

WORSE EXPERIENCE

Public less cautious

Less comfortable with crowds / people

ANY DISTANCING

Less hopeful / long time

Feel less safe / more scared or worried

More cautious / hesitant

More variants / infections / deadly / real

ANY GENERAL VIRUS FEARS

Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

25% feel LESS positive about prospect of visiting 

attractions than in first lockdown

(39% at end Jan, 22% in early Mar)

Bases: All respondents (Wave 6 – main sample, 694, Wave 7 – main sample, 687, Wave 8 – main sample, 708)

Q. In what ways do you currently feel differently about the prospects of visiting attractions, compared with how you felt during the first lockdown in April to June last year?
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<0.5
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7
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7

1

2

3

5

1

5

6

2

4

6

Starting to beat virus

More hope about normality

ANY GENERAL CONFIDENCE

MENTION OF VACCINES

Need to support attractions

Fed up staying in / need to get out

NEED TO / MUST RETURN

Happier to visit attractions

Feel attractions will be safer

CONFIDENCE IN ATTRACTIONS

Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

31% feel MORE positive about prospect of visiting 

attractions than in first lockdown

(18% at end Jan, 29% in early Mar)

How feel DIFFERENTLY about prospect of visiting attractions, compared with first lockdown in April to June last year



A notable proportion of the population has become conditioned to fear being in 
environments with other people around them
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I want to avoid large numbers of people in one place, i.e. the

sort of common experience when at visitor attractions.
People hassling me in queues

and not keeping their distance

I don't want to be near

people. It makes me sad.

I feel like I can't go to the places that I would normally go

to because there will be too many people there and I

don't know if they have been exposed to the virus or not

Bases: All respondents Wave 8 – main sample (708)

Q. In what ways do you currently feel differently about the prospects of visiting attractions, compared with how you felt during the first lockdown in April to June last year?

I wouldn't feel comfortable if there were too many

people, which I didn't calculate before

Q: Please tell us in your own words how you currently feel about visiting attractions after they have re-opened to the public. What are your hopes? What are your worries or anxieties?

8% mentioned feeling less comfortable with crowds / people when asked what 

is different now compared with first lockdown

A little worried about going out and mixing with

people again while we're still in the pandemic

Is just a bit weird to visit places full

with people at the moment



Now that we are vaccinating younger age groups who were already more confident about 
visiting, it is not surprising that the impact of the vaccine on visit confidence has dropped since 
early March
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Base: All respondents yet to have the first vaccine dose (Wave 8: 286)

Wave 8:  Any 'I have already visited in 2021' or ‘as soon as opportunity arises’ (%)

62
65

57

73

56

71

58

66
69

60

76

60

78

60

TOTAL
MARKET

16-34yrs 35-54yrs 55+ yrs With children No children Members Non-
members

NO vaccine First vaccine dose

Q: Assuming you had NOT received the first dose of the Covid-19 vaccine, how soon do you think it would be before you visit each of these types of attraction after they re-open?

Vaccine Impact

Wave 7:

Wave 8:

+10

+4

+12

+4

+11

n/a

+11

+4

+9

+3

+12

+7

+10

+2

+7

+3

Q: Assuming you had received at least the first dose of the Covid-19 vaccine, how soon do you think it would be before you visit each of these types of attraction after they re-open?



National confidence around use of public transport to visit attractions has slipped back a 
little since early March – perhaps perceptions of increased ‘crowds’?
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33

29

31

26

38

41

36

36

30

30

33

37

Taxi / minicab

Overground train

Public bus

Underground / metro train

I would be comfortable using I would be anxious but would probably use I would be anxious and would not use

Base: All who ever use each form of transport to travel to visitor attractions, Wave 8

Wave 8:  How will you feel about using each of these types of public 

transport to travel to visitor attractions after they re-open? (%)

Q: Before the Coronavirus outbreak, there may have been some visitor attractions that you travelled to by public transport.

How will you feel about using each of these types of public transport to travel to visitor attractions after they re-open?

72%

Taxi/minicab

79%

Public bus

80%

Overground train

73%

Underground / metro train

% ever use for attns

-6

-5

-5

-6

% change v. W7 (Mar)

WOULD USE



Among Londoners, confidence has not slipped back as much as nationally  
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20

20

20

Taxi / minicab

Overground train

Public bus

Underground / metro train

I would be comfortable using I would be anxious but would probably use I would be anxious and would not use

Base: All LONDONERS who ever use each form of transport to travel to visitor attractions, Wave 8

Wave 8:  How will you feel about using each of these types of public 

transport to travel to visitor attractions after they re-open? (%)

BASE:  All living in LONDON (n=210)

Q: Before the Coronavirus outbreak, there may have been some visitor attractions that you travelled to by public transport.

How will you feel about using each of these types of public transport to travel to visitor attractions after they re-open?

82%

Taxi/minicab

96%

Public bus

95%

Overground train

97%

Underground / metro train

% ever use for attns

-1

-2

-4

+2

% change v. W7 (Mar)

WOULD USE



80% of the attractions-visiting public in London would now use public transport to visit 
attractions
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Would be comfortable using / would be anxious but would probably use to visit attractions (%)
BASE:  All living in LONDON

57 58

63

67

80

79

56

74

68

72

82

80

61

70

74
73

85

81

60

76
75

79

79

81

Wave 2 (13-18 May) Wave 3 (9-12 Jun) Wave 5 (26 Aug-2 Sep) Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Underground Public bus Overground train Taxi/minicab

Base: All LONDONERS who ever use each form of transport to travel to visitor attractions

Q: Before the Coronavirus outbreak, there may have been some visitor attractions that you travelled to by public transport.

How will you feel about using each of these types of public transport to travel to visitor attractions after they re-open?



How can we build trust and 

confidence in visiting?

What should we do?

What should we say?



Once vaccines have been fully rolled out to the population, there is notable support for 
some form of ‘proof of vaccination / exemption’, especially for indoor venues  

19
Base: All respondents who tend to go to this type of experience, Wave 8

29%

41%

30%

Indoor attractions

All visitors provide vaccine proof

All visitors provide vaccine proof or exemption

Vaccine proof NOT made a condition

Wave 8:  Preference for use of ‘proof of vaccination’ to gain entry to attractions (%) 

Q: Assuming that a Covid-19 vaccine had been offered to every adult able to have one, which of the following best describes your attitude towards using some form of proof of vaccination to gain entry to………

32%

39%

29%

Indoor events e.g. concerts, talks

19%

34%

47%

Outdoor attractions

25%

38%

37%

Outdoor events e.g. concerts, festivals



The key driver of whether someone prefers ‘proof of vaccination / exemption’ is age –
although there is still a majority of younger adults who would be in favour
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Wave 8:  Who would prefer ‘proof of vaccination / exemption’ to gain entry? (%) 

70
67

70
75

TOTAL 16-34yrs 35-54yrs 55+ yrs

Indoor attractions

Base: All respondents who tend to go to this type of experience, Wave 8

Q: Assuming that a Covid-19 vaccine had been offered to every adult able to have one, which of the following best describes your attitude towards using some form of proof of vaccination to gain entry to………

71

64

72

79

TOTAL 16-34yrs 35-54yrs 55+ yrs

Indoor events e.g. concerts, talks

53 54 53 51

TOTAL 16-34yrs 35-54yrs 55+ yrs

Outdoor attractions

63 62
65 63

TOTAL 16-34yrs 35-54yrs 55+ yrs

Outdoor events e.g. concerts, festivals



After February’s significant drop in anxiety around using indoor attraction facilities after re-
opening, this anxiety has not decreased any further in March / April 
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Base: All respondents (Wave 8: 1,066)

Wave 8: Will feel more anxious or uncomfortable about using than usual at attractions (%)
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10

10

12

15

16

35

23

26

30

32

36

38

43

44

73

NONE

Guided tours - outdoors

Playgrounds – outdoors

Outdoor kiosks selling food / drink

Outdoor events e.g. concerts, cinema

Cafes / restaurants – outdoor seating

ANY OUTDOORS

Shops

Audioguides / headphone tours

Playgrounds – indoors

Guided tours – indoors

Toilets

Cafes / restaurants – indoor seating

Indoor events e.g. talks, shows

Interactive exhibits visitors touch

ANY INDOORS

Q: At visitor attractions, which of these, if any, would you feel more anxious or uncomfortable about using than usual after they re-open?

% change v. 

W7 (early Mar)

+3

-1

+3

+1

-6

+1

+2

-4

+3

+4

+2

-

-

-2

+1

-4



As the reality of visiting gets closer, improvements in anxiety have stalled with facilities 
where distancing is potentially an issue
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Base: All respondents

Will feel more anxious or uncomfortable about using than usual at attractions (%)

Q: At visitor attractions, which of these, if any, would you feel more anxious or uncomfortable about using than usual after they re-open?

52

44

49

43

57

38
39

26

34

23

Wave 2 (13-18 May) Wave 3 (9-12 Jun) Wave 4 (8-11 Jul) Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Interactives Indoor events Cafes Audioguides Shops



MUCH more 

comfortable

-2

-3

-2

+2

-

+1

-3

+6

+3

+4

-

+3

Most safety measures will still be highly comforting to visitors
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24

35

37

23

33

38

25

30

37

37

38

39

40

40

35

40

41

37

34

43

39

38

38

43

30

20

21

33

24

22

35

24

21

20

20

3

6

4

8

3

2

6

3

3

5

4

Videos on website showing measures in place on site

Taking temperature of all visitors on entering

OTHER

All staff wearing masks or gloves

Compulsory for visitors to wear masks/face coverings

PPE

Notices on site reassuring visitors about cleaning etc.

Hand sanitiser at entrance and around site

Staff visibly cleaning surfaces

CLEANLINESS

Compulsory to book your visit online in advance

Maximising distance from staff

Distancing measures in queues and around site

Limiting numbers of visitors on site at one time

Staff making sure visitors follow distancing

DISTANCING

Much more comfortable A little more comfortable Would make no difference Less comfortable

Bases: All respondents – Wave 8 (1,066)

Wave 8:  Which of these measures would make you feel more 

comfortable about visiting (%)

Q: Thinking about attractions generally after they re-open, which of these measures would make you feel more comfortable about visiting?

% change v. W7 (early Mar)



The impact of providing hand sanitiser on feelings of safety has decreased notably over time, 
although measures focussed on distancing have remained highly comforting 
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Base: All respondents

Which of these measures would make you feel MUCH more comfortable about visiting (%)

44

33

45

37

45

38

Wave 2 (13-18 May) Wave 3 (9-12 Jun) Wave 4 (8-11 Jul) Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Limiting visitors Hand sanitiser Distancing measures Staff ensuring distancing

Q: Thinking about attractions generally after they re-open, which of these measures would make you feel more comfortable about visiting?



Compulsory wearing of face coverings is now more comforting than hand sanitiser in 
the eyes of prospective visitors
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Base: All respondents

Which of these measures would make you feel MUCH more comfortable about visiting (%)

44

33

45

37

23

45

38

Wave 2 (13-18 May) Wave 3 (9-12 Jun) Wave 4 (8-11 Jul) Wave 6 (26-31 Jan) Wave 7 (3-9 Mar) Wave 8 (21-27 Apr)

Limiting visitors Hand sanitiser Distancing measures Visitors wear masks Staff ensuring distancing

Q: Thinking about attractions generally after they re-open, which of these measures would make you feel more comfortable about visiting?



We would appear to be some way off the public feeling comfortable about removing 
Covid-19 safety measures from visitor attractions
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Base: All respondents, Wave 8 (1,066)

9%

15%

14%

18%

44%

Agree strongly Agree slightly

Neither agree nor disagree Disagree slightly

Disagree strongly

Wave 8:  Agreement that:

“The time has come to remove all Covid-19 safety measures used by visitor attractions”

Q: How much do you agree or disagree with the following statement: “The time has come to remove all Covid-19 safety measures used by visitor attractions”

Who are more likely to agree (25% overall) ?

Young adults: 16-34s (34%), 35-54s (22%), 55+ (15%)

Families: Children in household (30%)

Members: Members (36%)

Who are more likely to disagree (62% overall) ?

Older adults: 16-34s (47%), 35-54s (62%), 55+ (80%)

Non-families: No children in household (66%)

Members: Non-members (66%)



Key take-outs



Key take-outs (Wave 8: 21-27 April)

Since early March there has been a further very strong positive shift in appetite for visiting attractions when

they re-open. In particular, much of the large ‘stubbornly cautious’ segment are now at least beginning to

consider visiting

With visit appetite now way higher than at the point when attractions re-opened in 2020, we might expect

higher demand than last year – particularly once the ‘wait and see’ segment are reassured on safety

Although still lower among those aged 55 or over, visit appetite has grown significantly across all age

groups since early March and regional differences have disappeared

However, even with the perceived success of the vaccine rollout and continued declining infection rates,

there is a lingering nervousness about the visit attraction experience when returning to visit – particularly

around crowds and distancing

Three-quarters of the attractions-visiting public are not yet ready to remove Covid-19 safety measures,

again especially those focussed on distancing

Once vaccines have been fully rolled out to the population, there is notable support for some form of ‘proof

of vaccination or exemption’ to gain entry to attractions, particularly indoor venues

80% of the attractions-visiting public in London would now use public transport to visit attractions



A reminder about tracking visitors at your attraction:
ALVA Visitor Recovery Benchmarking

Visitor tracking survey to understand how visitors have been reacting to safety measures, their impact

on visit experience as well as how visitor profile, motivations and marketing triggers are changing

Story so far……. 44 attractions participating and 43,000 visitor survey responses (Jun-Dec 2020)

Going forward……. 35-40 attractions participating until October 2021

A reminder:

Online post-visit survey sent to visitors

Questionnaire updated for 2021: esp. how safety measures have impacted the visit experience

Results via online dashboard and analysis tool on a shared basis - benchmarks for sectors and individual attractions

Bespoke questions and reporting available

Low cost – less than £1,000 per attraction, with large discounts for multiple attractions

To discuss how this might help you, use this form to get in touch: https://www.surveymonkey.co.uk/r/LBF7WMQ

https://www.surveymonkey.co.uk/r/LBF7WMQ


Contact
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Steve Mills, Director

+44 (0) 20 3287 9444

+44 (0) 7532 666884

steve.mills@decisionhouse.co.uk

www.decisionhouse.co.uk 

@decision_house

https://twitter.com/decision_house


Questionnaire:  Wave 6 (26-31 Jan 2021)



Questionnaire:  Wave 7 (3-9 Mar 2021)



Questionnaire:  Wave 8 (21-27 Apr 2021)


