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Delivering a catering masterplan ready for

the Museum’s 150" anniversary
Robert Wetherell, Head of Events & Catering

Introduction

An overview of the catering operation at NHM and how we work
with Benugo, our catering partner

Delivering a high-quality catering offer to a diverse audience
Adapting the offer through a catering masterplan

Refurbishing outlets and building a new restaurant in the grounds
of the Museum

The importance of running a sustainable operation
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Natural History Museum
South Kensington, London

- The Museum is a world-class visitor attraction
and leading science research centre

- 4.6m visitors in 2022, set to exceed 5m visitors
in 2023

- 80 million objects spanning billions of years
- 900 staff

- Mix of permanent and temporary exhibitions,
including Titanosaur: Life as the Biggest
Dinosaur and Wildlife Photographer of the Year

- Our vision is of a future where both people and
planet thrive

- Our mission is to create advocates for the planet
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Catering partner
Benugo

« Started on the high street 25 years ago
« Catering partner at NHM since 2008

* Operate in London and beyond
«  Abba Arena
«  V&A
«  Edinburgh Castle
« Parks and stations
« John Lewis

» Skara Brae
 |n house v external

« Why Benugo?
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The catering operation
At NHM

Outlets

3 Cafes — The Kitchen, Central Café,
Darwin Centre Cafe

T. rex Restaurant

Anning Rooms

Pop ups Q. &
- - A\ : - F Y. ‘
. . . N 3 N .
Vending machines A\ e 4 H RO L s
. . - B :'- x V 3 ) . e - ) : l F Y
Museum events bars — silent disco, ¢ : , R g ' sb s \ .

Dinosnores for Grown Ups, members’
events

Catering for other events — Dinosnores
for kids, internal meetings

Our audience

The catering offer
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Online presence

Eat, drink and shop

Roaming the galleries can be exhausting
stuff, so why not rest and refuel in one of
our cafes? There's a selection of fresh
food and hot and cold drinks available.
Browse the shops for dinosaur- and other
nature-inspired gifts.

Find out what's available >

T. rex Restaurant

Step back in time and dine with the
dinosaurs in our family restaurant.
Enjoy pizzas, salads, toasted
sandwiches and desserts. Kids'
meals are available.

In the Green Zone. Open 11.00-
16.00.

T. rex Restaurant menu >

Central Cafe

Take a break and enjoy a selection
of sandwiches and salads, or tuck
into crisps, cakes, pastries and fruit.

Takeaway is available. High chairs
are available.

In the Blue Zone. Open 10.00-
17.30.

Central Cafe menu >

T.REX ik
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SALADS

Samoc chidges solod teg) £
Rocsted peppers. 1asted counetie, pickded ed cion. rodhat
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pcnd burger 50uce E¥ s ON REVERSE

The Kitchen

Choose from sandwiches, wraps
and seasonal salads, or try our
cakes, pastries and muffins. For
Kids, there are special lunch and
activity packs.

In the Red Zone. Open 11.30-16.00.

The Kitchen menu >




Pre-visit
marketing —
ticket booking
system
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Get ready for your vislt 10 the Museun Miow in Drowser

NATURAL
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We look forward to seeing you soon

Ready to rock

Are you ready for your tip ta the Museumn? Here's some important mformation 1o check
before you visit

entrance an Crormwet R
N is not slep-fras

arrive 3t your selected time with your Sckets ready for nspection. Our Visitor

Assistants y check your tickets at several ponts as you gueos and enler the

Museun

Downlead cur Mussum map 1o guide your wa
provide the wides! possble

about wheelchair hire, audio guides and mare informabion about g the

aur visitors. Find out mare

Museun
Explare aur exhibitions and events to find out what'

Eat, drink and shop

vegetyian and vegan aplions and stop at
ane af cur shops 1ot
=ouvenin of pick up a

N H M SOC | a.l % Natural History Museum
media : |
channels

Our T-Rex restaurant has achieved the #FamilyCafeStandard from

and @benugo M

great to see our restaurant being recognised for its family

g
=
T

where visitors sit down and enjoy delici ood, outstan
menu and sustainability ing with the dinosaurs
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Location of outlets —the Museum map
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Catering masterplan —why?

 Why did we want a catering masterplan

*  Dovetail with Museum masterplan — exhibitions, branding,
wayfinding

« Catering has evolved piecemeal over the years, opportunity to
reflect and set new strategy

* Allocate CAPEX appropriately

* Understand how we are meeting the needs of our visitors and
what we can do better

« Ensure we have the right options available at the right part of
the journey

*  Opportunity to communicate with the rest of the Museum

«  Generate additional income for the Museum by increasing
conversion and average transaction value

* The brief

«  We want to create a Catering Master Plan that sets out our
vision and top-line strategy for the development of our public
catering facilities through to 2031

. Forward Associates

« Collaboration with Benugo, started in 2019

Zxs 332 Delivering a catering masterplan at NHM

O1.

Look & Feel

04.
Branding

07.

Customer
Expectations

02.
Style of Service

05.
Concept

(10

Dwell Time

-

08.

Food Offer

1.

Exclusivity

03.

Quality of finishes
+ Touchpoints

06.

Volume of people

09.

Price

12.
Space

Per Person
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Catering masterplan —what we researched T

 Customer flow

secondary purchases

« Tiering, ranging from 1 to 8
» Tier 1 — coffee cart / vending / ice cream cart

 Tier 2 — coffee van / kiosks / street food van / artisan ice
cream

» Tier 3 — fast food outlet / café / food hall

« Tier 4 — order or pay at counter restaurant / premium fast food
 Tier 5 - casual dining restaurant

* Tier 6 — premium casual dining restaurant

« Tier 7 and 8 — fine dining restaurant / private members club

« Signage and wayfinding

Zx2 $3Z Delivering a catering masterplan at NHM

KEY

ier 3 is the lynchpin [siGlR{elleRells
drink offer. It is the most popular primary

Audiences - different at different times meal option and meets the needs

of most visitors. It is also designed

to handle the peaks of service much
» Customer behaviour — primary and better than other tiers.

fone 1
fone 2

fone 3

Tier 3 Outlets

Second floor

© The Trustees of the Natural History Museum, London
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Catering masterplan — what next

* Refurbishing cafes

* Increase capacity

» Updating offer

* Theming each space whilst delivering core offer

* Operating modes — promoting different offer at
different time of day

» Creating new outdoor restaurant
* New pop ups
* Digital screens

« Wayfinding

« This is our go-to point of reference for considering
new propositions

Zx2 Q§z Delivering a catering masterplan at NHM © The Trustees of the Natural History Museum, London 12



The Garden Kitchen
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Benugo pilots carbon food
labelling with the Natural

L

. History Museum
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OUR
BROKEN
PLANET

HOW WE GOT HERE AND WAYS TOFIXIT.

#OurBrokenPlanet
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https://www.youtube.com/watch?v=K3tx3Xm3PIM
https://www.nhm.ac.uk/about-us/a-sustainable-museum.html
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Thank you

Robert Wetherell

rwetherell@nhm.ac.uk
in
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