
Heritage Inspired

Creating the
Perfect 

Welcome

Contributing to the awareness, knowledge and understanding of South Yorkshire’s rich 
heritage (architectural, cultural and social) both among local people and visitors.



WELCOME TO THE CHURCH

This training is based on our experience, and that of 

similar projects across the UK.

Developed by Heritage Inspired, in association with the Churches 

Visitor and Tourism Association.

It is relevant to all faith sites, not just churches.

It aims to ensure we can provide consistent first class 

service to all visitors.

It is part of a series, developed to help you and other 

volunteers:

- achieve excellence in customer service

- exceed visitor needs and expectations

- be courteous, helpful and give a warm welcome

- focus and develop individual skills.
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The big picture



UK TOURISM

Tourism is fifth largest industry in the UK, work 

£115billion.

30 million visitors bring an estimated £16.5billion.

The tourism industry provides:

- Information to help people plan their visit.

- Things to see and do.

- Accommodation.

- Food and drink.

- Transport.

OFor further insights and statistics from VisitBritain 
please visit: www.visitbritain.org



Yorkshire TOURISM

Yorkshire is ranked 3rd most visited holiday destination in England for 

domestic staying visitors.

Yorkshire’s share of the overseas leisure visitor market stands at 

around 4% of trips, ranking it 7th most visited by overseas visitors of 

all the UK regions. In the last six years, Yorkshire has proved to be the 

fastest growing international destination in England . 

For further insights and statistics from VisitYorkshire 
please visit: www.yorkshire.com/industry

Visiting heritage sites is one of the favorite activities of visitors to 

Yorkshire.



Heritage faith TOURISM

Visiting heritage sites is one of the most popular pastimes 

in the country.

35 million visits are made to churches every year.

Four out of the top five visited historic sites in the year 

2000 were churches.

Ecclesiastical Insurance Group say:

“If possible churches should be left open during the day”

“the presence of legitimate visitors will help deter those with 

criminal intent”

For further reports and resources, visit: 
www.cvta.org.uk



Your area

Is your area getting its share of visitors?

Is your area getting its share of visitor spend?

What have you got that could attract visitors?

Could you help to encourage visitor spend in your 

area?

Tourism supports services and facilities that can benefit the 

community (eg transport, shops and pubs).



The value of an excellent welcome



The value of an excellent welcome

When welcoming people, it is vital to remember that people 

are entering a special place, a living place and a place of 

prayer.

There are many similarities between faith sites and other 

heritage attractions, but the spiritual significance of a faith 

site should not be ignored.

People usually expect a faith site to be something of a 

sanctuary and a place where they can find peace and 

tranquillity.

Thinking about who will visit and why will help you to make 

visits welcoming and enjoyable, and encourage visitors to 

come back!



Who will visit, why and what do they want?



Who visits faith sites:

- Local members of the community, their family & friends.

- Casual visitors looking for a quiet place.

- School, college & university groups.

- Tourists - local, national or international.

- Local history societies & special interest groups.

- Walkers and cyclists.

- People attending an event or exhibition.

In short, faith site tourism:

- Is undertaken by people of all ages and all nationalities.

- Generates valuable income from visitors.

- Promotes the understanding of faith, heritage and culture.

- Provides income to help upkeep and conserve our heritage.

- Acts as a focus for economic regeneration.

Who will visit



Important questions

Is your site open, other than for services?  Are opening 

times advertised?

Is there information about events and activities?

Are welcomers / guides on duty?

If your site is closed, are there times when it could be open 

or is there a key available?

Is your site clean and tidy, bright and well lit?

Is there any information available about your site and its 

interesting features?

Overall, consider objectively.

Would a visitor find your site welcoming?



There are nine million people with a disability in the UK, 

and they should not be excluded.

- We have legal responsibilities under the Disability Discrimination 

Act.

- We have a social responsibility to welcome everyone equally.

- There is a strong business case for attracting disabled visitors.

An Accessible service

Meeting other specific needs:

- Make sure you know about your church’s facilities and services.

- Ensure that visitors aren’t disabled by your attitude.

- Offer services appropriate to the needs of visitors from all cultural 

and ethnic backgrounds.

- Be prepared to welcome visitors of all ages.



Setting your standards

The reputation of your site is based on the service 

standards you offer all your visitors.

Poor service is the fastest way to lose visitors.

How to set your standards:

- Standards should be a guide to help you do your job.

- Standards should ensure consistency in levels of service.

- Standards should help measure the effectiveness of your service.

Why not use make some time to set the standards for your site!

Delivering excellence:

- Everyone wins from service excellence.

- Aim high ~ make excellent service your goal.

- Exceed visitor expectations.

- Set and maintain standards based on visitor needs.



Welcoming visitors



First impressions

Think about the physical environment, what might put 

you off as a visitor?

- Dirty environment.

- Too hot or too cold / draughty.

- Poor / misleading signage.

- Dim / inappropriate lighting.

- Litter.

- Untidy / unsafe churchyard & paths.



First impressions

The outside of your site is very important as this is the first 

area any visitor will see. 

There are a few things that can be done to give a positive 

first impression:

- A welcome sign displayed near all entrances, letting people know 

your site is open for visitors. Vinyl banners can be purchased quite 

cheaply and displayed each time you are open.

- A notice board with times of regular services & opening times.

- A panel giving a short history of your site and community can be 

displayed near to the entrance.

- A clean and tidy doorway and porch, and cared for churchyard / 

outside area.

Some sites have set up a ‘club’ of people who meet one 

morning a week to clean and tidy the building, inside and 

out. This is a good way of getting the community involved.



First impressions

Once the visitor is inside, there are many ways to make 

your faith site more welcoming:

- Light the entrance porch and any other dark areas of the building 

with energy saving lamps.

- Print all notices in a clear and reasonably sized font.  Make sure you 

use  plain English.

- Play soft music.



We have all experienced poor service of one kind.  

If your welcomers have a negative attitude towards visitors 

they may:

- Look bored or disinterested in visitors.

- Fail to acknowledge visitors, when appropriate.

- Look miserable and fail to smile.

- Look scruffy and unprofessional.

- Not consider visitors to be important to your site.

Welcomer qualities

Your welcomers / guides may be the first and lasting 

impression in a visitors memory.

“tourism in England needs welcomers and guides with vision, 

to help show visitors how to start looking for the treasures 

that our ancient faith sites contain”

“a good guide can make a church come alive, and make it 

even more interesting for visitors”



Welcomer qualities

Welcomers / guides come from many backgrounds.

If you were “press-ganged” into doing the job, or are worried 

about it and are not sleeping, DON’T DO IT!

You do not need to be an academic, a history or architecture 

expert to be a successful welcomer.

But it helps if you are a people person, in other words:

- That you like meeting people.

- That you are a good communicator, curious and interested in people

- That you are confident about standing up in front of a group.

- That you are able to LISTEN as well as talk.

- That you have a sense of humour ~ this will come in handy!

It also helps:

- If you are reasonably fit.

- If you are knowledgeable about your church.



Visiting a faith site can be intimidating.

- People could be visiting your church for a variety of reasons. 

- Welcomers need to be sensitive to peoples feelings and needs.

Meeting visitors

The most important thing to do is make ALL visitors feel 

welcome and relaxed in your building.

Smile, say hello and welcome.

- Offer your services, and any written information.

- Let people know what their options are for exploring. 

- Pass the time of day, but give visitors the time and space to make 

their own decisions.

Working in pairs can be useful.

- If you are expecting lots of visitors it can stop queues building up.

- One person can spend more time with a particular group without it 

affecting other visitors.

- If a visitor has special needs, one person can go off to fetch any 

equipment needed without leaving anyone feeling abandoned.



Make sure your welcomer / guides are easily identified so 

that visitors know who to go to with any questions.

- Perhaps by a badge, sash or uniform.

There are many ways to explore a faith site.

- Some people like to browse around a building on their own, perhaps 

with a leaflet explaining some of the interesting details. 

- Other people will enjoy the experience more if they are 

accompanied by a knowledgeable guide. 

- If possible allow people to choose how they would like to explore 

your faith site.

Try not to make assumptions about what a visitor knows or 

understands

- Someone who has been attending the same church for 50 years 

may not know the significance of a particular carving right next to 

their seat, whilst a Muslim teenager may have studied church 

architecture at school or college.



There are three types of communication:

Verbal communication ~ 7%.

- What we say ~ choice of words, vocabulary.

Vocal communication ~ 38%.

- How we say things ~ volume, pace, pronunciation, pitch, variety.

Non-vocal communication ~ 55%.

- Body language ~ eye contact, facial expressions, gestures, posture.

Talking to visitors



Talking to visitors

To communicate successfully:

Choose your words with care.

Use your voice effectively.

Use positive body language and smile.

Ask appropriate questions to find out what visitors need.



Listening to visitors

It is important that visitors should feel confident enough to talk 

to Welcomers / Guides.

When a visitor approaches you with a question or comment:

Stop talking.

Stop doing other tasks.

Concentrate.

Listen to the speakers tone of voice.

Watch for visual clues.

Listen with an open mind.

Give feedback & summarise key points.



complaints

Complaints:

- 10% of dissatisfied visitors complain.

- 90% of visitors do not complain but do tell an average of 7 people.

- 13% tell as many as 20 other people.

Dealing with feelings:

- Don’t take complaints personally or get angry, most of the time it is 

not you who has caused the problem.

- Remain calm and in control, and listen to the complaint.

Dealing with the problem:

- Know your site’s policies.

- Take action to deal with complaints as quickly as possible.

- Thank visitors for bringing problems to your attention.

- Apologise and empathise with the visitors.

- Find out what the visitor wants.

- Suggest alternatives and agree what is to happen next.

- Try to stop the problem recurring.



Health & Safety



All faith sites should have a health and safety policy, which 

you can add to with regard to visitors.

Lighting:

- Some churches are quite dark.

- Light switches may not be easy to find.

- In exceptional cases, lighting may not be up to required standards.

Health & safety

Old buildings can be minefields of health and safety 

hazards.

- They are buildings whose shape, size and floor levels have been 

changed over the centuries.

Aisles & pews:

- Spaces between rows of benches and pews can be inadequate for 

wheelchair users.

- Wheelchair users will also have problems if seating areas are on 

platforms.



Uneven floor:

- Floor levels may be uneven due to graves and grave stones settling 

in churches.

- In churches, there are usually steps between porch and nave, nave 

and chancel, and chancel and sanctuary.  These need white edging 

strips.

- Carpeting, particularly patterned carpets, on floors and steps can 

mask the fact that steps are there.

Tower visits:

- If churches have towers, you should consider carefully whether to 

allow tower tours.

- The difficulties these raise are numerous.  Guidance is  available in 

a free tower tour pack available from HERITAGE INSPIRED.

Churchyards & outside space:

- Visitors will also visit the churchyard, where there are also risks.  

Are gravestones secure?  Is the grass cut, so that trip hazards can be 

seen?  Has moss gathered on paths making them slippery?

Your site should be checked regularly and risk assessments 

completed.  This will identify risks and help you overcome them.



Risk assessments

A risk assessment is a careful examination of what could cause 

harm to people within your site, so that you can weigh up 

whether you have taken enough precautions or should do more 

to prevent harm.

The aim is to make sure that no one gets hurt.

You should carry out regular risk assessments of your site, and 

for any special event or activity.

Hazard:

- A hazard means anything that can cause harm.

Risk:

- A risk is the chance, high or low, that someone will be harmed by 

the hazard, and the severity of the harm.



To assess the risks at your site, follow the five steps below:

Step 1 ~ Review the hazards:

- Walk around the site, inside and out.

- Look afresh at what could reasonably be expected to cause harm. 

- Make a note of each of these.

- Ask a colleague to do the same, and compare notes.

- Remember, some hazards may not be immediately obvious.

Step 2 ~ Consider who might be harmed:

- Staff, as well as visitors, should be considered .

- Think about all the groups of people who use the site.

- Identify the hazards each might face.



Step 3 ~ Evaluate the risks:

- Consider how likely it is that each hazard could cause harm ~ this will 

determine whether you need to do more to reduce the risk.

- If action is required, ask yourself  “can I get rid of this hazard 

altogether?“.   If not, “how can I control the risk so harm is unlikely?”. 

- If you find that something needs to be done, draw up an action list and 

give priority to any remaining risks which are high and / or those which 

could affect most people.

Step 4 ~ Record your findings:

-Record your findings and inform your staff and volunteers of any 

precautions, procedures or facilities you make available.

- Keep a written record of your assessment.  It will remind you of 

particular hazards and precautions and will help in any insurance case.

Step 5 ~ Review your assessment:

- It is good practice to repeat and update your assessment whenever 

there is a change to the premises, or if new events are proposed.

- If a change may introduce new hazards, you will want to consider 

them in their own right and do whatever you need to keep risks down.



Heritage Inspired
Contributing to the awareness, knowledge and understanding of South Yorkshire’s rich 

heritage (architectural, cultural and social) both among local people and visitors.

Thank you!

We hope that you have found it interesting 
and helpful.

Remember, relax and enjoy meeting new 
people and introducing them to the hidden 

gems of your church!
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