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OVERVIEW 

Scottish Tourism Week, now in its fifth year, was initiatived by Scottish Tourism Forum in 2006 

to raise the profile of the industryôs importance to the economy, encourage business to business 

networking and bring together the public, private and elected sector towards a positive single 

agenda.  STF has secured ministers from Westminster and Scottish Parliament and senior 

industry executives from the hospitality, investment and public sector. 

Iain Herbert, Chief Executive, STF: 

2009 was a successful year for the industry in terms of visitor numbers, undoubtedly helped 

through the year of Homecoming.  The industry has felt the pressure of previous investment 

costs, increasing overheads and additional costs in meeting new legislation including the 2005 

alcohol licensing laws estimated at costing industry £60m1and future changes to fire regulation 

laws affecting small self-catering and B&B establishments estimated at over £12m guidance.  

Legislation should be used as a blunt instrument where failure to change is seen and collectively 

we must work together to channel limited precious resources inot opportunities for growth.  With 

the public purse set for dramatic sales of economy, industry must work toensure it steps up to the 

plate and that every penny of spend for the future is sused for clear benefit and real partnership. 

ACTIVITIES   

Recognising the significance of the role of tourism nationally and regionally, Scottish Tourism 

Week included a seminar in Dumfries and Inverness.   

2 March -  STW Industry Dinner, The George Hotel, Edinburgh 

3 March  STW Conference ñDelivering for Scotlandò, Murrayfield, Edinburgh 

3 March  STW MSP Parliamentary Reception, Scottish Parliament 

4 March  TFFC Skills Group Launch, Glasgow 

5 March  STW Seminar ñThe Rural Questionò, Dumfries 

  

                                                           

1
 Figure supplied by SPBA 
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EXECUTIVE EDITORIAL  

 

 

 

 

 

 

 

This year Scottish Tourism Week engaged with over 640 different organisations around Scotland 

throughout the week long run of events; the largest engagement so far and a step towards helping 

to bring the industry closer together.  2010 saw Scottish Tourism Week reaching the rural and 

highland areas for the first time; holding seminars in Dumfries and Inverness supported by local 

MSPs Jeremy Purvis and Richard Lochhead and joined by Westminster MP Tobias Ellwood, 

Shadow Minister for Culture, Media and Sport at our Highland seminar. 

So what were the key messages that came out of Scottish Tourism Week, what has changed from 

last year?  

Leadership, skills and quality of service  

Ministers and speakers alike focused on leadership, skills and quality of service. Richard 

Lochhead MSP commented on the importance to attract and develop staff with the right skills for 

the industry with a reported 61% of tourism employers reporting skills shortages in customer 

service. The minister mentioned The Government is funding a project which will allow 

individuals to have their qualifications recognised by the Scottish Credit and Qualification 

Framework. Lawrence Durdan, Skills Development Scotland spoke on improving skills and 

commented although Scotland performs well in terms of academic qualifications it doesnôt 

always transfer into productivity, he stressed the need to address how skills and talent is used in 

the workforce and to recognise the staff is the most important asset to a company. Willie Roe, 

HIE, mentioned that later this year HIE will be introducing bespoke MIT approach, designed 

especially for tourism businesses in the Highlands. He commented óIf we want to be the best 

destination in the world, then we need to be attached to the best business school in the world to 

help us to achieve what we all want.ô 

The past year has seen the Tourism Framework for Change deliver the TFFC Leadership Group, 

established to take forward the framework for change, with Stephen Leckie announced as Chair 

and Bob Downie as Vice Chair.   

The Tourism Framework for Change Skills Group launched the new Skills Strategy during 

Scottish Tourism Week; led by Peter Lederer, it sets out the priorities for skills development for 

tourism. The key areas identified are; Attracting New Talent, Improving Skills, Customer Service 

and Membership and Leadership. The Skills Group consists of STF, People 1
st
, HIT Scotland, 

Institute of Hospitality, Springboard and Skills Development Scotland.   

 

Iain Herbert, John Swinney MSP, Khaled Shahbo 
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Working in Partnership - a coordinated, collaborative approach 

The past year has seen a collaboration been public, private and elected sectors working more 

closely than ever before.  John Swinney MSP, commented on the benefits of the tourism industry 

demonstrating far greater leadership from within the industry, and has set out the expectations 

that the industry has of the public sector, of the Government and to make clear, how, if the 

industry works collaboratively, with clear leadership more can be delivered. 

The concept of the co-ordinated themed marketing featured heavily throughout the week. The 

óHomecomingô campaign assisted in achieving occupancy figures of 91%. Tourism saw 

considerable success in difficult times.   

Tourismôs contribution to Scottish economy 

Tourism is vitally important to the Scottish economy and not just Scotland, the UK too. As 

Tobias Ellwood, Shadow Minister for Culture, Media and Sport confirmed during the Highland 

Seminar that tourism is the UKôs fifth biggest industry, generating over Ã144 billion a year.  

The visitor economy is bigger than some of the industries traditionally considered most important 

to Scotland.  Oil and Gas employ ½ as many people as tourism, and £1.7bn revenue from whisky 

is small compared with the £4.2b of the tourism contribution to the economy and contributed 5% 

to the GDP (compared with 6% of the financial industry). Tourism can help lead Scotland and 

the UK economy back to growth. As Philip Riddle called it; óthe sleeping giantô that brings us 

out of the recession.   

With the current economic challenges facing the industry, Iain Herbert brought attention the 

implications that VAT has on the struggling economy.  Both the French and German 

Governmentsô reaction was to reduce VAT rate from 19% to 5.5% and 7% respectively.  

Equally, small businesses currently working under the VAT threshold find it hard to make a 

profit once you are above the threshold and thus tend not to work above the threshold. A sliding 

VAT Scale was suggested to encourage industry growth amongst smaller business. 

Around 17%, (£700 million) of the annual tourism spend in Scotland is on food and drink and 

with such a potential to increase this figure.  The food and drink sector employs 360k people and 

the Government has committed £75m to create more jobs, sales and exports through Government 

funding streams, with further investment in the skills and innovation required to increase its 

value to Ã12.5 billion by 2017. Richard Lochhead MSP commented óWe can do much to improve 

the growth of the Scottish food and drink and tourism economies in Scotlandô. The 

Governmentôs food and drink policy óRecipe for Successô emphasises the need to build on the 

reputation as the land of food and drink. 

Scottish Tourism Forum 

STF has over the past year achieved solid partnerships to drive and achieve results.  STF has 

become the single voice of the industry, recognised as a óvalued and key partner in the public 

and private sector organisationô Jim Mather MSP. 

Over the past year weôve seen a subtle change in new members joining our valued members. STF 

is seeing a variety of members showing their interest and commitment to the industry; transport 

providers have become more involved with STF with ScotRail, Easyjet, Virgin Trains attending 
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open meetings and Stagecoach owner, Brian Souter, speaking at STF AGM in October last year. 

Transport organisations are now seeing themselves as a mainstream portion of the tourism 

industry, essential to our success. STF has also seen an increase from the financial sector with 

accountants and lawyers joining STF, seeing the tourism industry as a specialist market STF has 

seen a steady growth of membership increased by 18% on 2009 last year. 

2010 and beyond? 

So what lessons can be learned from last year to ensure that 2009 success story is repeated? As 

Jim Mather MSP commented óThe themed concept is here to stayô. Certainly the 2009 óThe Year 

of Homecomingô created a unifying campaign and an umbrella message for VisitScotland and 

businesses large and small.   

This year the Minister announced 2010 as óThe Year of Food and Drinkô with the launch of the 

new óA Taste for Eventsô at STW Highland Seminar in Inverness. The campaign will seek to 

promote Scotland through its wealth of local food and drink and to help pubs, restaurant, hotels 

and cafes to building on Scotlandôs International reputation. The Minister commented óTourism 

can help lead Scotland and UK economy back to growth.ô  Letôs plan ahead for the next four or 

five years so that adequate planning and resources can be given.  As the national marketing 

agency, promoting Scotland for leisure and business tourism, VisitScotland needs a reasonable 

budget and STF encourages politicians to see this as an investment, given its tangible return into 

the economy, rather than a cost.  The industry must play its part too, by offering consistently high 

customer service, excellent value for money and experiences which encourage people to return 

and tell their family and friends about their great trip to Scotland.  Politicians at local and 

national levels must contribute by thinking of this vital industry when planning future legislation 

and the impact it might have on business.   

 

 

 

Iain Herbert, CE, STF 

 



 

 

9 

MSP SIGN UP TO SUPPORT SCOTTISH TOURISM WEEK 

In preparation for Scottish Tourism Week, STF invited MSPs to show their support by inviting 

them to be photographed signing a support card ñIôm backing Scottish Tourism Weekò on 11 

February 2010.  We saw a slight increase in MSPôs attending the event from last year.  All 

commented on the importance of tourism to the Scottish economy.  

JIM MATHER MSP, MINISTER FOR ENTERPRISE, ENERGY AND 

TOURISM. 

ñTourism is one of our vital industries and Scottish Tourism Week raises the profile of this 

sector.  It also celebrates the achievements of the industry and encourages businesses to be 

innovative and forward-thinking in their drive to provide the best possible customer experience.  

I and several ministerial colleagues are pleased to be taking part in some of the activities during 

the week and I would urge eveyone in the industry to take advantage of the range of events 

organised by Scottish Tourism Forum.ò 

FERGUS EWING MSP, MINISTER FOR COMMUNITY SAFETY 

ñIn my constituency of Inverness East, Nairn and Lochaber, we have the highest mountain, Ben 

Nevis, the deepest Loch - Loch Morar - also I believe some of the friendliest people, especially 

those who are in the business of offering visitors a marvelous holiday experience.  

In my patch, we offer visitors a vast array of attractions.To name but a few we have the West 

Highland Railway, the Glenfinnan Monument, Glencoe, Ben Nevis and most of Scotland's 

highest mountains. The Aonach Mhor ski and mountain bike resort, Inverlochy Castle - Europe's 

best hotel, the highland capital of Inverness, the beaches and golf courses of Nairn, the 

Cairngorm National Park, the Aviemore Mountain resort, the Strathspey Railway, the Landmark 

adventure centre, the Clan MacPherson centre, Glen More Lodge, Badaguish Centre for children 

with special needs, every outdoor sport activity yet devised by the human species,  as well as 

some  of the most famous constituents in the world, such as Bob Dylan (musician, occasionally 

resident) and Nessie (people friendly monster, permanent resident)2. There is plenty of scope for 

plenty of fun, and plenty of room for plenty more visitors to come to the Highlands -which they 

are doing in ever greater numbers. The role of the Scottish Tourism Forum is key in promoting 

these and countless other attractions throughout the land, which makes Scotland such a great 

place to have a holiday.ò  

RICHARD LOCHHEAD MSP, RURAL AFFAIRS SECRETARY 

ñEach year around 15m visitors come to Scotland, spending over £4b and almost a fifth of that is 

spent on food and drink.  We know that visitors want to sample fresh, local, seasonal produce 

and are prepared to pay a premium for the privilege.ò 

                                                           
2
 In the interests of accuracy and cross party working, the Loch Ness Monster is also represented 

by neighbouring MSP, John Farquhar Munro. 
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BRIAN ADAM MSP, SNP ï ABERDEEN NORTH 

ñI am delighted to support Scottish Tourism Week again this year. We are lucky in Aberdeen to 

be surrounded by so many attractions from beautiful castles and gardens to wonderful golf 

courses, with more on the way soon, as well as conferencing facilities and a wide range of hotels 

to suit any market, budget or business. This year I will be going to Japan and will be using the 

opportunity to speak about Thomas Glover, a Scot who helped establish Mitsubishi, as well as 

promote Scotland and the opportunities here. Tourism is vital to help the economic recovery and 

we need to ensure that local businesses and produce is at the centre of this.ò 

 

WENDY ALEXANDER MSP, SCOTTISH LABOUR ï PAISLEY NORTH 

ñI think weôre learning more and more about how to promote Scotland effectively in terms of 

tourism. Iôm really struck by the number of people interested in tracing their family roots and 

how much you hear thatôs becoming in the past. I think weôre also learning how to sell Scotland 

on a year round basis. There was a wonderful Autumn campaign in Renfrewshire, there was the 

Celtic Connections in January - thereôs a big tourism potential around traditional music ï and 

Iôve just booked a holiday for the family for a weekend in May on one of the Scottish Islands, so 

all to play for.ò 

RICHARD BAKER MSP, SCOTTISH LABOUR ï NORTH EAST 

SCOTLAND 

ñIôm delighted weôre having a Scottish Tourism Week again. Itôs a very important time to be able 

to focus and celebrate in the potential weôve got for the tourism industry in Scotland. In my own 

region in the North East we have a blossoming golf tourism industry and weôre looking to attract 

more and more people to tourist destinations in the area and to more events. Certainly, I think, 

itôs a time where we can be very confident about the future of tourism in Scotland.ò 

RHONA BRANKIN MSP, SCOTTISH LABOUR ï MIDLOTHIAN  

ñIôm happy to back Scottish Tourism Week. In my own constituency of Midlothian, tourism is 

hugely important ï whether itôs the Rosslyn Chapel, whether itôs the Scottish Mining Museum, 

whether itôs the walks along the River Esk or the wonderful hotels and B&BS. Itôs hugely 

important for Midlothian. Itôs hugely important for Scotland.ò  

JACKSON CARLAW MSP, SCOTTISH CONSERVATIVE & UNIONIST ï 

WEST OF SCOTLAND 

ñThis is going to be a particularly challenging year for everyone because of the state of the 

economy, and so this particular week promoting Scottish tourism is absolutely vital to the 

success of a whole series of businesses all across Scotland. I encourage everybody to do their bit 

and support Scottish Tourism.ò 
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WILLIE COFFEY MSP, SNP ï KILMARNOCK & LOUDON  

ñRepresenting Kilmarnock and Loudoun, we have different aspirations, I think, to attract tourists 

to the area. Weôve fabulous history and heritage, both industrial and other based in Scotlandôs 

history, to offer new visitors to Kilmarnock and Loudoun. Perhaps thereôs not the more 

traditional things one may expect when they come  visit us ï but nevertheless the council are 

doing their very best to bring these matters to peopleôs attention and encourage people to come 

and visit us in Kilmarnock and Loudoun.ò 

ROSEANNA CUNNINGHAM MSP, SNP ï PERTH 

ñI think that everybody knows how incredibly important tourism is for the whole of Scotland. 

Iôm an MSP from Perthshire ï I know how vital it is on my patch. I think Tourism Week is a 

fantastic week and I hope everybody understands how important this is for Scotland.ò 

LINDA FABIANI MSP, SNP ï CENTRAL SCOTLAND 

ñTourists love Scotland and Scottish tourists love Scotland too. We should all recognise how 

important it (tourism) is for the wellbeing of Scotland and its economy.ò  

MURDO FRASER MSP, SCOTTISH CONSERVATIVES & UNIONISTS ï 

MID SCOTLAND & FIFE 

ñAs a resident of Perthshire, Iôd like to promote the county of Perth and Kinross as a great place 

to visit. We have whisky distilleries, we have castles, we have history, we have battlefields and 

wonderful scenery, weôve golf courses, weôve shopping - weôve got everything youôd require. 

Itôs a great part of Scotland and tourism is a huge and important part of the local economy.ò  

ROB GIBSON MSP, SNP ï HIGHLANDS & ISLANDS 

ñTourism is of course vital to Scotland, with the Highlands & Islands in particular becoming the 

focal point in attracting visitors.  Modern consumerism is changing and people are increasingly 

looking for authentic experiences and rejuvenation - things the north of Scotland has in force.  As 

an MSP I will continue to support the Highlands & Islands to make its development and ability to 

meet visitors' needs adaptively for the benefit of the whole of Scotland." 

KAREN GILLON MSP, SCOTTISH LABOUR ï CLYDESDALE 

ñTourism is a vital industry to communities across Clydesdale helping to support and maintain 

businesses and employment across a whole range of services. Clydesdale enjoys a rich cultural 

heritage exemplified by the World Heritage Site at New Lanark and events such as Scottish 

Tourism Week offer up the opportunity to celebrate that heritage.However I want to see a more 

cohesive approach which builds links between our tourist attractions, unlocking the stunning 

green spaces which surround many communities in my constituency.  Such an approach could 

spread, creating links across central Scotland with the establishment of rambling and cycle 

networks that could be enjoyed by locals and visitors alike.ò 
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RHODA GRANT MSP, SCOTTISH LABOUR ï HIGHLANDS & ISLANDS 

ñI want to support Tourism Week because I think we have a huge amount to offer, not only in 

our accommodation, but in our culture, our heritage, our local produce, our scenery and activities 

and we need to make sure that everyone works together in all those industries to encourage 

people to come in and come back again.ò 

IAIN GRAY MSP, SCOTTISH LABOUR ï EAST LOTHIAN 

ñScottish Tourism Week is really important because tourism is important to Scotland. I represent 

East Lothian and it really is now one of the biggest employers that weôve got, and thatôs true of a 

lot of Scotland. As we try to get through recession and back into recovery, tourismôs got a very, 

very big part to play.ò 

CHRISTOPHER HARVIE MSP, SNP ï MID SCOTLAND AND FIFE 

ñIôm a sort of fixture, because I live in Melrose which is probably one of the most beautiful 

villages in the Scottish Borders, so why not come and visit it?ò 

JOHN LAMONT MSP, SCOTTISH CONSERVATIVE & UNIONIST ï 

ROXBURGH & BERWICKSHIRE 

ñTourism is obviously a big industry across Scotland, but particularly in my own area ï The 

Borders ï itôs a particularly important sector. I think we should be doing more than what we have 

been doing in the past to try and encourage people to look and see whatôs on their doorstop and 

decide to come and visit the local attractions as opposed to travelling many more miles, because 

very often what we have to offer ourselves can be just as good, if not better, than some of the 

things they have abroad.ò 

MARILYN LIVINGSTONE MSP, SCOTTISH LABOUR ï KIRKCALDY  

ñTo me, Scottish tourism is just absolutely vital for Scotlandôs economy - weôve seen such a 

growth in tourists coming to Scotland. We have had a bit of a blip because of the economy but 

hopefully now that we see the recession picking up, we will see more tourists coming back. I 

think whatôs been encouraging is the amount of Scottish people and people from the United 

Kingdom spending holidays in Scotland. Scotlandôs a marvellous country; weôve got so much to 

offer and I think the quality of our welcome says it all. I would just ask everyone to come to 

Kirkcaldy in my constituency and see the birthplace of Adam Smith; everything weôve got to 

offer and everything that Fifeôs got to offer.ò 

LEWIS MACDONALD MSP, SCOTTISH LABOUR ï ABERDEEN 

CENTRAL 

ñTourism is a fantastic growth area, both for Aberdeen which I represent, and for Scotland as a 

whole. We have a fantastic product; we need to make sure that we tell as many people about it as 

we can and that we give the tourism industry all the support from Government that it needs.ò 
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TRICIA MARWICK MSP, SNP ï CENTRAL FIFE 

ñTourism is so important for Scotland. It allows people to come and see what an absolutely 

wonderful country we have, how hospitable we are to everybody because we love our country 

and we want everybody else to love it too.ò 

MICHAEL MATHESON MSP, SNP ï FALKIRK WEST 

ñTourism is a massive contributor to the Scottish economy. Itôs extremely important we do 

everything possible to try and boost tourism within the country. In my own constituency we have 

fantastic tourism facilities, such as The Falkirk Wheel and Callender House which are very 

popular with overseas and domestic visitors and itôs these types of attractions we have to make 

sure that we promote as much as possible. Tourism Week is an ideal way of actually doing that.ò 

JAMIE MCGRIGOR MSP, SCOTTISH CONSERVATIVE & UNIONIST ï 

HIGHLANDS & ISLANDS 

ñI support this initiative. I think anything that brings more tourism to the Highlands and Islands is 

a wonderful idea. Weôve got the best beaches, weôve got the best scenery and weôve got the best 

archaeological historical tourism in the world. 2009 was the year of the homecoming, which 

encouraged people to start coming back and I very much hope that this will continue in the years 

to come.ò  

IAN MCKEE MSP, SNP ï LOTHIANS 

ñLast year I walked the West Highland Way and I can recommend it as an absolutely fabulous 

way of spending a holiday in Scotland. Go for it.ò 

STUART MCMILLAN MSP, SNP ï WEST OF SCOTLAND 

ñIôm supporting Scottish Tourism Week as tourism really is a vital industry in Scotland and 

certainly my area in the West of Scotland - I do really believe there is so much untapped 

potential. I think that the Governmentôs support of it has shown its commitment to ensuring that 

tourism really should be more of an economic driver. I would encourage as many people in 

Scotland to take part in some of the wonderful events and locations that we currently have in the 

country.ò  

NANETTE MILNE MSP, SCOTTISH CONSERVATIVE & UNIONIST ï 

NORTH EAST SCOTLAND 

ñTourism is really extremely important for the North East of Scotland, where I come from. 

Weôve some of the best scenery in the world and some of the nicest people in the country. To 

encourage tourism, I think itôs very important for all parties within the public or private sector to 

work together to promote tourism and encourage people to come to Scotland.ò  
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ALISTAIR MORGAN MSP, SNP ï SOUTH OF SCOTLAND 

ñIôm representing the South of Scotland which is a rural agricultural area and tourism is a very 

important contributor to local economy ïprobably the biggest or second biggest contributor ï so 

the success of Scottish Tourism Week and Scottish Tourism is vitally important for our area.ò 

ELAINE MURRAY MSP, SCOTTISH LABOUR ï DUMFRIES 

ñRepresenting as I do a rural constituency, the tourist industry is very important down in 

Dumfries and Galloway and I hope that weôll do all we can to support the industry both locally 

and nationally, because itôs also very important to Scotland.ò 

MICHAEL PRINGLE MSP, SCOTTISH LIBERAL DEMOCRATS ï 

EDINBURGH SOUTH 

ñIôm delighted to be here supporting Scottish Tourism. Clearly, there are a huge number of 

people employed in the Scottish tourism industry. Itôs a vital cog in Scotlandôs economy, 

particularly with this global recession. Weôve really got to encourage more and more people to 

come to Scotland and spend money in Scotland ï that is for the benefit of all of us. Perhaps the 

focus in the immediate foreseeable future should be people nearer to home, as people coming 

from far away may not be able to afford it. But we do need to encourage Scottish tourism as 

much as possible and in as many ways as we possibly can.ò 

MIKE RUMBLES MSP, SCOTTISH LIBERAL DEMOCRATS ï WEST 

ABERDEENSHIRE & KINCARDINEN 

ñTourism is an absolutely an essential part of industry in my constituency in West Aberdeenshire 

and Kincardine. It supports a tremendous number of jobs, and certainly I think we should be 

doing everything we can to promote tourism and visitor numbers across Deeside, Donside and 

The Mearns in Kincardineshire.ò 

MARY SCANLON MSP, SCOTTISH CONSERVATIVE & UNIONIST ï 

HIGHLANDS &ISLANDS  

ñThis is an excellent idea; an excellent initiative. We had a bumper year last year in the 

Highlands and anything that can be done to encourage people to stay at home, holiday at home 

and for more people to visit Scotland is fabulous.ò 

JOHN SCOTT MSP, SCOTTISH CONSERVATIVE & UNIONIST ï AYR 

ñWith a wide range of unique attractions, a rich history and some of the most stunning scenery to 

be found anywhere, Ayrshire has an enormous amount to offer tourists. Whether itôs Ayrshireôs 

championship golf courses, our world-celebrated Burns heritage, beautiful beaches and 

coastlines, vibrant towns and picturesque villages, our country estates, superb hotels, restaurants 

and pubs, or simply the warm welcome that is guaranteed from local people, everyone coming to 

Ayrshire can be assured of an enjoyable and memorable visit.ò 
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IAIN SMITH  MSP, SCOTTISH LIBERAL DEMOCRATS ï NORTH EAST 

FIFE 

ñI welcome Scottish Tourism Week as a way of promoting the importance of tourism to 

Scotland. Itôs a very large part of our economy and with a constituency like North East Fife and 

St. Andrews, East Neuk, Falkland Palace and suchlike which are all absolutely vital industry and 

I hope it all goes wellò  

MARGARET SMITH MSP, SCOTTISH LIBERAL DEMOCRATS ï 

EDINBURGH WEST 

ñIôve got Edinburgh Airport in my constituency so obviously one of the things that I want to see 

happening is increased flights into Edinburgh so more and more visitors can come to our city, 

and also we can encourage people to have better links across Europe. As far as Edinburgh as a 

whole is concerned, obviously we are a gateway for the rest of Scotland ïcrucial in terms of 

Edinburghôs festivals which are available all year round and weôd always encourage people to 

come and visit Edinburgh. Not just at the festival time when itôs very busy, but also to come and 

see some of the other festivals that we have throughout the year.ò 

SHIRLEY ANNE SOMERVILLE MSP, SNP ï LOTHIANS 

ñRepresenting the Lothians is one of the most fantastic opportunities Iôve had. There are 

festivals; there are opportunities, whether itôs for large businesses or for small businesses to get 

involved in that particular vantage of it. It now happens throughout the year and itôs a good 

opportunity for everyone to get involved and come to Edinburgh.ò 

JAMIE STONE MSP, SCOTTISH LIBERAL DEMOCRATS ï CAITHNESS, 

SUTHERLAND & EASTER ROSS 

ñTourism is absolutely vital to my constituency. It is one of the few long term sustainable 

businesses and weôve got the quality product. Weôve got the scenery, weôve got the people and 

weôve got the culture, and everything we can do to boost tourism is crucial, and thatôs why Iôm 

here today.ò 

DAVE THOMPSON MSP, SNP ï HIGHLANDS & ISLANDS 

"Tourism is a cornerstone of the Highlands & Islands economy and is largely made up of small 

businesses.  It is crucial that MSPs support these businesses through the good times and bad - 

easing the burden during economic downturns and supporting their growth during the fruitful 

times.  UK residents alone spent nearly £500m visiting the Highlands in 2008 and that figure will 

only go up as the north continues to develop and harness its potential." 
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JIM TOLSON MSP, SCOTTISH LIBERAL DEMOCRATS ï 

DUNFERMLINE WEST 

ñI think tourism extremely important to my constituency of Dunfermline West. As a former 

capital of Scotland, Dunfermline has a great Abbey and palace and just a few miles down the 

road a fabulous facility at Culross, which is a living, historical village. I encourage anyone to 

visit Dunfermline, the sights to see and particularly our historical background will give a great 

day out for any visitor.ò 

MAUREEN WATT MSP, SNP ï NORTH EAST SCOTLAND 

ñTourism plays a vital part in the economy of Scotland. We have a wonderful country ï there are 

still lots of it to explore and exploit in terms of tourism. With more people staying at home for 

their holidays, we should be able to have many more people come to Scotland and also Scots to 

explore their country more.ò 

SANDRA WHITE SNP ï GLASGOW 

ñIôm pleased and thrilled to support the Scottish Tourism Week. I think Scotland is an absolutely 

fantastic country and coming from Glasgow, I see the tourists coming to Glasgow every weekend 

- and for longer as well - and I think itôs absolutely fantastic to see so many people from abroad 

actually experiencing the beauty and the culture which Scotland - and particularly Glasgow ï 

has. I look forward to even more from Scottish Tourism Week.ò 

 

MSP Consitiuency Party 

Brian Adam Aberdeen North SNP 

Wendy Alexander Paisley North Scottish Labour 

Richard Baker North East Scotladn Scottish Labour 

Rhona Brankin Midlothian Scottish Labour 

Jackson Carlaw West of Scotland Scottish Conservative and Unionist 

Willie Coffey Kilmarnock & Loudon SNP 

Roseanna Cunningham Perth SNP 

Fergus Ewing Inverness East, Nairn & Lochabar SNP 

Linda Fabiani Central Scotland SNP 

Murdo Fraser Mid Scotland & Fife Scottish Conservative and Unionists 

Rob Gibson Highlands & Islands SNP 

Karen Gillon Clydesdale Scottish Labour 

Rhoda Grant Highlands & Islands Scottish Labour 

Iain Gray East Lothian Scottish Labour 

Christopher Harvie Mid Scotland and Fife SNP 

John Lamont Roxburgh & Berwickshire Scottish Conservative and Unionist 

Marilyn Livingstone Kirkcaldy Scottish Labour 

Richard Lochhead Moray SNP 

Lewis Macdonald Aberdeen Central Scottish Labour 

Tricia Marwick Central Fife SNP 
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Jim Mather Argyll & Brute SNP 

Michael Matheson Falkirk West SNP 

Jamie McGrigor Highlands & Islands Scottish Conservative & Unionist 

Ian McKee Lothians SNP 

Stuart McMillan West of Scotland SNP 

Nanette Milne North East Scotland Scottish Conservative & Unionist 

Alistair Morgan South of Scotland SNP 

Elaine Murray Dumfries Scottish Labour 

Michael Pringle Edinburgh South Scottish Liberal Democrats 

Mike Rumbles West Aberdeenshire & Kincardinen Scottish Liberal Democrats 

Mary Scanlan Highlands & Islands  Scottish Conservative & Unionist 

John Scott Ayr Scottish Conservative & Unionist 

Iain Smith North East Fife Scottish Liberal Democrat 

Margaret Smith Edinburgh West Scottish Liberal Democrat 

Shirley Anne Somerville Lothians SNP 

Jamie Stone Caithness, Sutherland & Easter Ross Scottish Liberal Democrat 

Dave Thompson Highlands & Islands SNP 

Jim Tolson Dunfermline West Scottish Liberal Democrat 

Maureen Watt North East Scotland SNP 

Sandra White Glasgow SNP 

 

Party MSP MSP Elected 

SNP  17 47 

Scottish Labour 8 46 

Scottish Conservative & Unionits 7 16 

Scottish Liberal Democrat 6 16 

Green 0 2 

Indepenents 0 1 

No Party Affiliation 0 1 
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STW INDUSTRY DINNER ï 2 MARCH 2010 

Feedback from Scottish Tourism Week 2009, led STF to run the Industry Dinner before the STF 

Conference, in order to make the three events; Industry Dinner, STW Conference, and MSP 

Reception as accessible as possible to those travelling from a distance.  It was felt that it would 

minimise the days taken out of delegates working week by combining the 3 events over a short a 

period as possible. 

We were delighted to welcome the following MSPs as our guests: 

 John Swinney MSP, Cabinet Secretary for Finance and Sustainable Growth 

 Lewis Macdonald MSP, Scottish Labour 

 Iain Smith MSP, Scottish Liberal Democrat 

 Roy Gibosn MSP, SNP 

   

KHALED SHAHBO, CHAIR, STF - WELCOME ADDRESS 

We set a record this year; we had 640 different organisations engage with us around Scotland. 

One of the things I am most proud of is that we set out to be the voice of the industry and a 

unifying, consolidating entity in tourism. Certainly from the feedback weôve been getting and the 

results weôre seeing I believe that weôre certainly well on our way, if not already there, to 

becoming the full voice of the industry. We are now recognised, most importantly, collectively as 

one industry. Both directly and indirectly, the industries that we support and that support us are 

recognised for their economic contributions, and I think thatôs terrific. Five years ago that simply 

did not exist. We were segmented and we were too busy arguing with one another to have a 

collective voice that anyone could actually listen to.  

Now, itôs not been a perfect year. Weôve been engaged in many struggles, and challenges and 

have been working with both industry partners and with our public sector agents that support us. 

There have been a variety of tasks, political and policy issues, and  legislative issues that weôve 

tried to lead on and we will continue to do so on your behalf. Understanding one thing about the 

political and legislative agenda that we face and the policies that come before us as an 

organisation to represent all of you, and with all due respect to our public sector agents that are 

so helpful and quite frankly supportive of our efforts ï and I want to emphasize how supportive 

they are ï but as an industry, if we do not provide leadership and stewardship for these 

initiatives, the default of most Governments ï and with all due respect to the Government we 

have today, and I want to emphasise their support and help ï Governments will fill that voice of 

leadership and stewardship with regulation and legislation. Therefore, itôs incumbent upon us as 

an industry to fill that void and give direct engagement, direct and honest feedback but also 

practical solutions; listening to the entire case and not just one side of the argument in order to be 

productive.  I think that is what weôve brought to these initiatives, though not entirely with 

success.  

There are examples, such as converting a new alcohol licensing act in 2005 ï Minister, I guess 

you can take a pass on this one; it wasnôt your Government that passed it ï with a bill of sixty 

million quid. Five years on, I think we all wouldôve been happier to have engaged proactively 
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and to react passively to the passing of that legislation. Knowing that we had a £60m bill coming 

to us, I think we couldôve put aside some of our lesser differences in order to engage more 

proactively. Now although that gets you off the hook, it doesnôt get you off the hook for the 

solution. Through all the efforts of STF and most directly our Chief Executive Iain Herbert; 

youôll see many of the specific accomplishments with the formation of many organisations to 

help guide us through the next twelve months. I think youôll be very, very pleased with what 

weôve done for you as members and done in coordination with our public sector agents as well.  

We will at STF, continue to become a more powerful and communal voice for the industry. We 

must not close our eyes to the opportunities in the future. I realise the economic outlook is not as 

bright as one would hope, but there are silver linings to every cloud. We have a unique, once-in-

a-lifetime cultural and economic event coming to Great Britain and Scotland needs to benefit 

from that. We need to exploit - in the best possible way - our relationship with the Olympic 

Games in 2012. And that opportunity to exploit in a productive and conscientious way begins 

now, not later. We will continue throughout the year to bring you more opportunities and to 

engage in a multitude of levels, preparing us for our own Commonwealth Games in 2014. Weôre 

proud to bring those opportunities and that knowledge base to all of our members.  

Finally Iôd like to draw your attention to later in the evening: we have a fantastic prize in support 

HIT Scotland, who are terrific supporters of STF and the tourism industry and all the great work 

they do. David Cochrane asked me to put a plug in for the effort theyôre making in trying to 

climb Kilimanjaro later this year. I personally think theyôre nuts, but I think we need to support 

crazy people! So for all of you that are personally engaged there, including our Board Member; I 

wish them well. Please come back safe and sound, and I think we should do everything we can to 

support them ï theyôre going to need serious medical treatment and therapy when they get back. 

But also thanks to Cameron House for the terrific prize that we will be drafting a little bit later. 

 

IAN GARDNER:  THE GRACE.  

 

As we gather in this fifth Scottish Tourism Week 

Let us pause in prayer in which we seek 

Continued blessings on our trade,  

And countless happy holiday memories made. 

We give thanks for our cities, culture, heritage and golf courses 

And we hope that Mr Swinney might find us more resources; 

For to give our staff and guests a smile 

Means the budget has to stretch quite a while. 

And before we eat, our thought now turns  

To the immortal words of Robert Burns.  

Finally, a quick Burns advert ï let us all be clear 

For the trust opens the Bardôs Birthplace Museum in Alloway later this year. 
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THE SELKIRK GRACE: 

óSOME HAE MEAT AND CANNA EAT,  

AND SOME WAD EAT THAT WANT IT,  

BUT WE HAE MEAT AND WE CAN EAT,  

AND SAE THE LORD BE THANKIT.ô 

JOHN SWINNEY MSP, CABINET SECRETARY FOR FINANCE AND 

SUSTAINABLE GROWTH ï KEYNOTE ADDRESS 

Good evening ladies and gentlemen, itôs a pleasure to be here once again with you tonight.  I 

have to say, I will go away from tonight with a completely new dimension of how appeals for 

money are made to you. I do hope that none of my political colleagues here tonight tell any 

members of the cabinet that if you pray in the presence of John Swinney for some more money 

you might actually get some! So, I hope Ian Gardnerôs innovative way of introducing the evening 

has fallen completely on deaf ears. It is one thing when you sit in a church and youôre prayed to 

as a member of the Government as you think on some particular Sundays óI really need that this 

weekendô, but itôs another thing being prayed to for money in the course of tonightôs event. Great 

innovation, Ian ï of course, characteristic of the innovation of the tourism sector in Scotland.  

I want to say first of all, how much of a pleasure it is to be here this evening. Itôs encouraged the 

industry in what is clearly a very tough economic time for the whole country, to celebrate that in 

adversity the Scottish tourism industry has performed extremely well and contributed 

significantly to the Scottish economy.  Any industry that can attract approximately 15 million 

visitors to take an overnight trip to Scotland, that can generate £4b to the Scottish economy, that 

can support more than 20,000 businesses and that can account for over 9% of the Scottish 

workforce is an industry very much worth celebrating.   

Thatôs all been achieved and delivered against the backdrop of what I think all of us would 

accept as difficult economic circumstances ï but in circumstances where the industry seized the 

opportunity that was presented last year by the year of Homecoming and absolutely took it to its 

heart. I was struck when I was at this event last year by the sense that I had from many 

practitioners in the industry, of the welcome and the value that was attached to having such a 

focused and clear campaign to give purpose to the industry and to give purpose to the 

opportunity that was being created. I have to say, I saw the industry capture that sense of 

opportunity and run with it throughout the country. In October last year, my wife and I spent one 

night ï we only get very few nights off as politicians ï in Gairloch. And when I went into the 

guest house we were staying in, there was a little brochure produced by the Gairloch Business 

Association of all the things that you could do in Gairloch and its surrounding areas ï an 

excellently produced local venture ï and right on the front of it, capturing the link to the national 

effort, was the logo of Homecoming. It just said to me that it was illustrated in every part of the 

country that people were willing to take up the message of Homecoming, absorb it into their 

planning and ensure that they maximise the opportunity to benefit from that.  Even that small 

business leaflet there in Gairloch said something to me about the appetite within our 

communities in Scotland, to take leadership of promotion of their own localities and to give 

leadership to the way that tourism is promoted in every locality of Scotland.  

Of course, that is in no small measure down to the way that the Scottish Tourism Forum has, 

over the years, I think frankly changed the culture in the tourism industry, to encourage the 
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industry to demonstrate much greater leadership from within, to set out the expectations that the 

industry has of the public sector of the Government and to make it clear how if the industry 

works together with clear leadership, more and more can be delivered.   

The Scottish Tourism Forum has played an integral role in making sure that can happen and itôs a 

very welcome contribution indeed. Much of that effort has been focused around the realisation of 

the goals of The Tourism Framework for Change which has set very ambitious targets, which the 

Government fully endorses. These include growing tourism revenue by 50% by 2015. Thatôs a 

challenging target which is certainly worth achieving, and one that weôre determined to achieve 

with our combined efforts. I certainly very much welcome the way in which the industry has 

collaborated with the Government , the way it has worked together to articulate its aspirations 

and desires and its hope for support and participation with the Government. This makes it 

possible for us to respond positively to those many challenges.  

I canôt overstate to you the importance of having a clear and well-articulated message to 

Government.  We hear many, many messages ï I certainly hear many demands for financial 

assistance ï and we know that the public spending challenge is going to be very significant for all 

of us in the years to come. So, the importance of having a clear agenda and a clear set of 

aspirations articulated by the industry is of enormous assistance and it makes it possible for the 

Government to capture some of that sense and to be able to respond as positively as we can.  I 

encourage the industry to continue working together, to continue to set out clearly to Government 

the aspirations that the industry has and to give us a clear example, a clear steer of what the 

industry would find to be beneficial in its work.  

Now, in many aspects of the development of the Tourism Framework for Change weôve seen 

active industry participation in all of that activity. The principal among that has been the new 

Leadership Group which has been established to take forward the framework for change and Iôm 

very pleased tonight to be able to announce that Stephen Leckie ï who will be well known to 

many of you as Managing Director of Crieff Hydro, where I was inadvertently almost snowed in 

last Thursday - has agreed to become Chairman of the new Leadership Group. This is a fantastic 

development and I look forward to hearing more from the Group about the aspirations within the 

industry. I would like to pay a warm tribute to Gavin Ellis, who has been Chair of the previous 

monitoring group that undertook this activity. Gavin was the recipient of last yearôs Silver Thistle 

tourism award and has worked extremely hard to raise the profile of the industry. So, a very 

warm welcome to Stephen in his new role and a warm thank you to Gavin for his efforts in 

taking forward this activity through the years.  

On the subject of new roles and new faces, as many of you will be aware, at the end of this 

month Peter Lederer will step down as Chair of VisitScotland, having served in a board or 

leadership position in the former Scottish Tourist Board or in VisitScotland for fifteen years as a 

board member or as a chair. Peter would have had to commit a significant criminal offence to 

have got fifteen years in the Scottish Justice System but Iôm glad he gave his contribution to the 

tourism industry. Peter has been ï without any word of exaggeration ï a truly outstanding leader 

of the Tourism Agency, Scottish Tourist Board and VisitScotland. As a minister of an incoming 

administration, when Peter was in office, appointed by our predecessors, it has been an absolute 

pleasure and privilege for Government Ministers to get to know Peter and to work with him in 

the change of Government. The tourism industry has been extremely well served by Peter 

Lederer and I would like to take this very public opportunity to thank Peter for fifteen years of 



 

 

22 

outstanding service and wish him every success in the business career that he continues to take 

forward in Scotland.  Thank you very much Peter, for all your efforts.  

Iôm hoping that the development of Scottish tourism may actually lead to one of Peterôs 

unfulfilled dreams being realise. Some time ago, Peter and I had a conversation about a trip that 

his son had made to New Zealand, and his son had sent him a photograph of some exotic bungee 

jump off an extremely high bridge over a river. Peterôs refrain to me was, óThatôs what Scottish 

tourism needs: an opportunity for a bungee jump off a significant bridge over a river.ô Well, it 

just so happens that Perth and Kinross Council has accepted a planning application which will 

enable people to jump off the Garry Bridge, just north of Pitlochry. Normally (and itôs in my 

Parliamentary Constituency), members of Parliament are queuing up to inaugurate new 

developments in their Constituency and Iôve graciously said to the organisers of this particular 

intrepid adventure - which I think is a fabulous idea ï óIôm not your man.ô Peter Lederer would 

have something to contribute! I do hope that the venture is inaugurated in some style, which Iôm 

sure Peter will cave to as a generous contribution to Scottish tourism! I drove over the bridge the 

other day and saw a minibus from backpacker.com sitting in the car park. There were about ten 

tourists that were out, and the boy driving the van was extolling the virtues of Scotlandôs rich and 

vibrant history, and I just thought to myself óI wonder how many of them would fancy a bungee 

jump off this bridge?!ô We look forward to that developing.  

With Peterôs departure at the end of the month, we are required to appoint a new Chair to 

VisitScotland. I was delighted this afternoon to be able to announce that Mike Cantlay has been 

appointed by Ministers as Peterôs successor as chair of VisitScotland, starting at the end of this 

month. Mike served on the board of VisitScotland from 1998 to 2005, and was Deputy Chairman 

of the latter part of that period, and currently is chair of the Loch Lomond & The Trossachs 

National Park, where heôs done an excellent job in transforming the work role of the National 

Park. Mike brings to this role a wealth of knowledge in the tourism sector, the retail and business 

development sector and I know that he will also bring to this role ï and Iôve seen it in his 

contribution both in terms of his leadership of Forth Valley College and his leadership of Loch 

Lomond & The Trossachs National Park ï an energy and dynamism to ensure that the tourism 

industry is able to make an ever greater contribution to the Scottish economy. He will have our 

every support as Ministers to fulfill that vision and that ambition, so I give a very warm welcome 

to Mike Cantlay and look forward to working with Mike in taking the Scottish tourism industry 

to where it rightly belongs as a most significant player in the Scottish Economy. Welcome Mike, 

to your new role.  

Tomorrow, the Government sets out its next development of the economic recovery strategy and 

at the heart of many of those developments, is the Governmentôs agenda of ensuring that we 

work co-operatively and collaboratively right across the Scottish Economy to work through the 

challenging economic times that we face. As part of that effort, we will be setting out a range of 

different initiatives to take forward the tourism industry.  

My colleague Jim Mather will set those out at the Conference tomorrow. We hope to capture 

some of the sense of the role and expectation that the Government has of the tourism industry 

and our determination to work constructively to achieve that. There are many different facets to 

that work: the promotion of Scotland abroad, the industrialisation of products through the 

activities of individual companies ï whether itôs about the determination to capture more of the 

events of the tourism market and to make sure that we make Scotland a firm destination for 

peopleôs expectations and imaginations.   
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We saw from the Homecoming campaign last year that it is entirely possible to martial and to 

promote a commanding proposition as to why people should come to visit Scotland and why 

people who live in this country should visit and understand their own country. Weôd great 

success at that and we intend to build on that in the years to come, because in all of our efforts 

we have to ensure that we create strong foundations for a successful and vibrant industry. We can 

see in a range of different ventures around the country the investment thatôs been made by the 

industry, the commitment being made of time, resources and energy to ensure the industry has a 

stronger proposition to offer. Undoubtedly, as we look at different parts of the country and 

different sectors within the industry; that investment over many years is now beginning to be 

afoot. I certainly look forward in the challenging years to come to working with the industry to 

ensure that we capture that sense of energy and dynamism within Scottish tourism; that we 

capture it for the benefit of the country, that we capture it for the benefit of the Scottish Economy 

and that we can establish very clearly a great future for Scottish tourism, which the industry 

richly deserves. I hope that tonight, and for the remainder of Scottish Tourism Week, you have a 

very successful series of events that can lead to good debate and good discussion about how we 

can respond positively to the challenges within the industry and to create very secure foundations 

for the years to come. Thank you very much. 

PETER LEDERER ï AFTER DINNER SPEECH 

As I reflect on nine years as Chair of VisitScotland, starting in 2001 ï Foot and Mouth, Mad 

Cow and 9/11 all in a few months ï what a journey it has been. As I hand over to Mike Cantlay 

and as I look ahead I see an industry that is at another crossroads. The prosperity it has achieved 

over many years should never been taken for granted. It is a disparate and complex industry, but 

one with huge growth potential and opportunity. It is also a sector where the competition, both 

from 190 other destinations, and for consumerôs disposable income ï is increasing. Travellers are 

becoming more aware and more demanding. Customers have more choice and power than ever 

before.  

The question I pose, as I step down after nine, most enjoyable, years at the helm of VisitScotland 

iséñwhere now for Scottish tourism?ò. Is more of the same good enough or do we have to come 

together in new ways to invest and develop relationships, to ensure that we really become the 

benchmark by which other countries measure themselves, in terms of marketing, product 

development, innovation, skills, sustainability and profits? I suggest the latter.  

As industry leaders, everyone in this room knows that the world has changed forever. The UK 

has seen the worst deterioration in public finances of any developed country. The political and 

business environment will not return to what you think of as normal. The public sector represents 

an enormous, unsustainable proportion of our economy. Public monies for tourism, training, 

skills and all other initiatives that we have benefited from will not be available to the same 

extent.  

In difficult times, it is useful to think of strategic alternatives, some alternative operating 

solutions. For example:  

SOCIALISM: You have two cows. You give one to your neighbour.  

COMMUNISM: You have two cows. The State takes both and gives you some milk.  
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FACISM: You have two cows. The State takes both of them and sells you some milk. 

NAZISM: You have two cows. The State takes both and shoots you. 

BUREAUCRATISM: You have two cows. The State takes both, shoots one, milks the other and 

then throws the milk away.  

SURREALISM: You have two giraffes. The government requires you to take harmonica lessons.  

TRADITIONAL CAPITALISM: You have two cows. You sell one and buy a bull. You herd 

multiplies and the economy grows. You sell them and retire on the income.  

ROYAL BANK OF SCOTLAND VENTURE CAPITALISM: You have two cows. You sell 

three of them to your publicly listed company, using letters of credit opened by your brother-in-

law at the bank, then execute a debt/equity swap with an associated general offer so that you get 

all four cows back, with a tax exemption for five cows. The milk rights of the six cows are 

transferred via an intermediary to a Cayman Islands company secretly owned by the majority 

shareholder who sells the rights to all seven cows back to your listed company. The annual report 

says the company owns eight cows, with an option on one more. You sell one cow to buy a new 

president of the United States, leaving you with nine cows. No balance sheet provided with the 

release. Then the public buys your bull.  

Investment  Government ï I am delighted that during my time as Chairman, both with the 

previous and current administrations, Tourism has been placed centre stage in terms of 

commitment, understanding of the potential and as part of economic recovery. I would like to 

thank Ministers and the Scottish Government for their support and commitment.  

We all acknowledge times are going to be tough in the public sector, but tourism has the 

potential for real growth and to attract significant investment. I urge the Government to continue 

to invest in marketing Scotland. This is not about Government spending, it is about Government 

investment. The ROI is clear to see and measure. Homecoming 2009 was a great example and 

starter for ten. 

Conversations with Government must continue to be open, constructive and mutually supportive. 

It is crucial we work together to keep the tourism growth on track.  

Industry  There is no question, the industry is more confident and is working together more 

effectively. The industry is now seen as having significant growth potential and offering good 

investment opportunities. However, this is one of the most supported industries in Scotland after 

farming. Donôt take it for granted. We must always be able to demonstrate the returns for any 

investment of public money, particularly in this world that has changed forever.  

Talk to Government as you would with any investor. Donôt go to Government or its agencies 

with problems ï go with ideas, options, solutions and demonstrable, measurable returns on any 

proposed investment. And to everybody in the industry, in every corner of the country ï get 

engaged. It is so easy to shout from the stands. Believe me, it is not so easy to be a player, coach 

or referee.  

Sustainability   A brief word about sustainability. This industry can lead the way for Scotland. 

Sustainability is about the environment ï who better to show the way, than tourism businesses?  



 

 

25 

We can improve our top line and many of the environmental improvements to our business, save 

money and help our bottom line. We can engage with our customers in a new way.  

Sustainability is about the economy, and the successful development of economy, to be prepared 

for a very different world. We can lead the debate. And sustainability is about social 

responsibility and once again the tourism industry is very well placed to sustain the fabric of 

rural environments and jobs in every city, town, glen and village in the country.  

Market and Sales  After nine years, I would like to acknowledge and thank everybody who 

works for VisitScotland and EventScotland. They are committed to our industry and to playing 

their part in Scotlandôs growth and success. VisitScotland provides many opportunities for the 

industry, from partnership in campaigns to potential funding through the Growth Fund. The job 

of a tourism agency is to market the country at home and abroad and I am pleased to say there 

has been significant success on that front. However, there is always much more to do, better 

ways of doing things and times when we can be faster on our feet. Just like your business? 

The biggest challenge in this unique marketing/product scenario is that industry has to have faith 

in the marketing agency, and the marketing agency must have confidence in the product, and a 

belief that those who buy it wonôt be disappointed. That is why I urge everyone to think a bit 

more about the opportunities we all have as individuals or businesses, large or small, and how we 

can make a difference. That is the challenge my successor Mike Cantlay and the Board will 

faceé It is not simply about running VisitScotland more efficiently and cutting costs whenever 

possible. It is about engaging the whole community, including Government, at all levels, to think 

about the opportunity tourism presents.  

There are great examples of excellence out there and organisations like the Scottish Tourism 

Forum who are taking the responsibility for industry strategy, not just representing views. From 

talking shop, to action and delivery. There are also many businesses out there that do not need or 

look to the public sector for support. We should learn from them. What distinguishes them (and 

you only have to look at VisitScotlandôs Thistle Award winners) is good service, continuous 

improvement in product and training, brilliant marketing, a can-do attitude and the confidence to 

shape their own destiny.  

Another plea is for better sales. We must learn to sell. In the B&B I have been involved in for a 

number of years, our goal is to separate as much money from every guest as possible, and for 

them to say it was worth every penny, cannot wait to do it again and tell all their friends. I 

maintain that for every £1 we take in Scottish Tourism, we miss another £1 due to lack of selling 

skills (e.g. retail, desserts, wine etc.). That means we could make our 50% growth aspiration in 

six months.  

Customer Experience  Having worked in the hospitality industry for as many years as it took to 

turn my hair this colour, I find it striking that many of the challenges I faced early in my career 

remain today. Training is still not at the top of everybodyôs agenda. We still seem to accept that 

our industry is the job to have when all else fails. We must address this, and all portray and 

demonstrate an industry that presents fantastic careers for all abilities in every corner of the 

country.  

You have heard me bang on about quality for the past 26 years. Without training and 

development, quality does not improve. Todayôs customers want it now and want it customised. 

Word of mouth is increasingly important because of a decrease in trust. Consumers are wealthier, 
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but value is increasingly important (value for time and value for money). Higher satisfaction but 

more complaints. More choice, but less time to choose. Demand personalisation, but resent 

intrusion. Tomorrowôs customer will expect, demand more. Only those businesses that have 

planned, shaped their organisation and developed their people will flourish in this changing 

environment.  

As we all travel the world, the best product and service we find, wherever we find it, becomes 

our expectation.  But we in Scotland are not alone. Here are some other examples I have 

collected: 

Cocktail Lounge, Norway: ñLadies are requested not to have children in the bar.ò 

Hotel lobby, Bucharest: ñThe lift is being fixed for the next day. During that time we regret that 

you will be unbearable.ò 

Hotel brochure, Italy:  ñThis hotel is renowned for its peace and solitude. In fact crowds from all 

over the world flock here to enjoy its solitude.ò 

Hotel, Zurich: ñBecause of the impropriety of entertaining guests of the opposite sex in the 

bedroom, it is suggested that the lobby be used for this purpose.ò 

On the menu of a Swiss restaurant ï ñOur wines leave you nothing to hope for.ò 

A sign posted in Germanyôs Black Forest: ñIt is strictly forbidden on our Black Forest camping 

site that people of different sex, for instance men and women, live together in one tent unless 

they are married with each other for this purpose.ò  

Hotel elevator, Paris ï ñPlease leave your values at the front desk.ò 

Hotel, Yugoslavia: ñThe flattening of underwear with pleasure is the job of the chambermaid.ò 

On the door of a Moscow hotel room: ñIf this is your first visit to the USSR. You are welcome to 

it.ò 

Tourist agency, Czechoslovakia: ñTake one of our horse-driven city tours, we guarantee no 

miscarriages.ò 

Australia & New Zealand (donôt they speak English there?) 

On a poster in Sydney ï ñAre you an adult that cannot read? If so, we can help.ò 

In a New Zealand restaurant: ñOpen seven days a week, and weekends too.ò 

On a highway sign in Australia ï ñTake notice: when this sign is underwater, this road is 

impassable.ò 

Tokyo hotelôs rules and regulations: ñGuests are requested not to smoke or do other disgusting 

behaviours in bed.ò 

Hotel, Japan ï ñYou are invited to take advantage of the chambermaid.ò 

Hotel room notice, Thailand: ñPlease do not bring solicitors into your room.ò 
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Quality is not only about hotels, it is about our streets, our transport, our shops, our police, in 

short everybody, everywhere.  

Quality is not about stars it is about: 

 Spotlessly clean, everywhere  

 A warm welcome, everywhere  

 Professional people, well trained, everywhere  

 And value for money everywhere 

This is also about pride. I have never understood, while in the stands at Murrayfield, Scots 

proclaim pride in their country. But, how can we say we are proud of our country if we throw 

litter from our cars, accept poor service and accept the presentation of a sub-standard product and 

infrastructure to our visitors? These visitors are assessing our pride every day. Until we instil 

more pride into everything we do, we will not realise our potential. The same goes for the 

hospitality sector. Yes we have some real gems, but we also continue to be tarnished by operators 

who take little pride in their product, fail to see beyond their short term horizons and then 

complain that business is slow.  

It would be easy for me to move on from this task that I have relished, pouring over statistics 

about how good we have been and how very rosy the garden is. Yes, we have had successes and 

we are very fortunate to have a team at VisitScotland and EventScotland who put their heart and 

soul into the business of selling Scotland.  

However, if we are to choose the right road, the country as a whole has to accept the challenge 

and requirement to do their bit better every day.  I hope that we avoid the low road scenario and 

the cul-de-sac and take the road to even greater success. I have been very proud to work for you 

over the past nine years. I will miss it but will keep a critical, but always constructive, eye on our 

industry.  

I would like to thank everybody in this fantastic industry for all your support, openness and 

encouragement over these past nine years and wish each one of you and Scotland all possible 

success.  

SPONSORS 

STF is grateful to our sponsors for supporting the  Industry Dinner: 

 BH&HPA  

 David Bett Associates 

 The Caravan Club 

 The George Hotel  

 Tartan Ink 

 Tomatin Distillery  

 VisitBritain 

 VisitScotland 
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HIT SCOTLAND 

During the course of the evening a charitable collection was made on behalf of HIT Scotland, a 

Scottish based charity which raises funds to support and encourage excellence in the hospitality 

industry.  HITôs mission is óto assist people to achieve their potential within Scottish hospitalityò.  

For the last 15 years HIT Scotland has helped those training to enter the industry and those 

already within, to realise their full potential.  This is acheived thorugh practical supprot, 

including bursaries, scholarships, industry events and the Emerging Talent conference. 

Total donation amounted to: £2,155.00  

We are grateful for Cameron House sponsorship of the winner receiving the prize of a dinner for 

two at the Martin Whishart restaurant, with a night suite at Cameron House Hotel. 
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STW CONFERENCE óDELIVERING FOR SCOTLANDô 3 MARCH 

2010 

KHALED SHAHBO, CHAIR, STF ï ENTERPRISE RENT-A-CAR 

Good morning, everyone and thank you for making it. Those of you that were at the Industry 

Dinner last night, I want to thank you for coming and mustering the energy to get out of bed this 

morning. I thought I went to bed reasonably early and I left most of you in the bar, so thank you 

again. Yesterday we launched Scottish Tourism Week and today we get down to business. I think 

we had an incredible kick off to our efforts this week and thank you again to our team for putting 

that together.  

This is the fifth annual conference, and Iôm delighted that weôre seeing a record number of 

attendees and a record number of businesses engaging with us ï throughout this week and this 

year over 640. This is a testimony to everyone in our industry and everyone involved has put into 

engaging with one another and co-ordinating efforts, more so than weôve ever seen before. The 

last year has been an interesting one. Obviously, itôs been a little bit challenging for us, but 

certainly Scottish tourism held its own over the past few months. When you look at the statistics 

ï especially when you consider how hard hit the rest of the world was, I think we certainly 

punched above our weight. It wasnôt without having to be more creative then ever; I donôt think 

that trend is going to change in the next twelve-eighteen months. Most economic predictions are 

still a bit challenging and thereôs a lot of uncertainty out there. But we will continue to be 

resilient Iôm sure, and find new ways of creating opportunities within our industry.  

Did we make the most of our visitor opportunities over the past twelve months? I think all of us 

would say we probably didnôt. Did we find creative ways to bring more and different people in? 

Of course we did. Thereôs still a tremendous amount of room for improvement as we move 

forward. Weôve seen a different variety of members of the industry getting engaged. Transport 

providers have been more involved then ever, as we saw with our engagement with Scot Rail, 

Easyjet, Virgin Trains etc. Theyôre seeing themselves now as a mainstream portion of the 

tourism industry and are very, very essential to our success. The last year has not come without 

challenges and next year will not come without challenges. We still have to be very boisterous 

when it comes to an environment that challenges our issues when it comes to our businesses and 

obstacles to our development. An example of which ï and Minister, you donôt get the blame 

here, it happened before you arrived in Government, but you have the burden of trying to fix it ï 

the Alcohol Legislation Act of 2005 was an interesting piece of legislation. Itôs currently 

estimated to have cost over £16 million. To a greater degree, we all want our cities to be safer 

and more enjoyable places to visit, but has this legislation alone achieved this? I think we can 

agree that it has not. But true responsibility doesnôt lie with the Government in this one. It lies 

with the people in this room. Itôs the absence of true leadership and stewardship within our 

industry, and industries joining together to argue a productive and pragmatic solution to 

Government.  In the absence of this, all Governments will fill that void with bureaucracy, 

legislation and regulation. Itôs incumbent upon us in the private sector to make sure that we have 

a single voice. I hope youôll agree that STF has become that voice over the past twelve months. 

Through the work with STF, out Industry Leadership Group was formed. It was announced last 

night that the new Chair of TFFC was Stephen Leckie and I want to congratulate him, wish him 

all the best and to thank him for taking on that challenge. I also want to thank Gavin Ellis for 

having been so instrumental in developing that as well.  
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Weôre going to hear from a variety of speakers today; Iôm very excited to hear from all of them. I 

think weôre going to have an interesting day and I hope youôll stay engaged throughout. There 

are a tremendous amount of opportunities in the year to come that we at STF will try to bring 

you. We intend to be a conduit of knowledge and opportunity sharing for the industry, more so 

than ever. We have tremendous opportunities in the next few years, not at least the once-in-a-

lifetime opportunity of the 2012 Olympic Games. We in Scotland have to look at the Olympic 

Games as a true opportunity ï more than just the chance to serve a few displaced Londoners for 

three weeks ï it is truly a once-in-a-lifetime, economic, cultural development event. The sooner 

we get on the train to take advantage of those prospects, the sooner we can all learn from them 

and apply those closer to home with the Commonwealth Games and the Ryder Cup to follow. 

We have a chance to elevate Scotland to world class notoriety; far more than it already is. 

Generations to come will look at us in dismay if we let this pass without true engagement, true 

involvement and full commitment.  

Thank you to all of you who are participating today. You will notice that there are some people 

conspicuous in their absence. For the industry to develop and truly become one productive voice 

and to work with Government, we must have everyoneôs collective input. The missing people 

who are in this room ï you know who they are ï itôs time to get everyone on the bus. Those that 

are not, we need to give them a polite, persistent nudge. We need them on board if we can move 

forward at the pace all of you hope to. I thank you all again for your attendance today.  

 

JIM MATHER MSP, MINISTER FOR ENTERPRISE, ENERGY & 

TOURISM 

Itôs great to be here today and great to see so many of you. Iôd like to thank Khaled Shahbo, Iain 

Herbert and Gavin Ellis for the work of the Scottish Tourism Forum and the style of the forum. 

Itôs industry led; a coalition of the willing, the doing, the investing and the experimenting the 

innovative elements of this great sector. They have a determination for the sector to become a 

resilient, robust immune system that can take things, dust themselves off and come back again 

stronger. Itôs something that strikes a chord with me and itôs producing solid results, even 

through the difficult recessionary year last year. It faced down the deduction of corporate 

business and delivered a great performance in very difficult circumstances. I think now theyôre 

preparing for the future and are ambitious for more. Now with the Scottish Tourism Week theme 

of óDelivering for Scotland;ô now is the time weôve all got to play a role in it ï not just in tourism 

but in all of Scotland.  

My ambition is to have 5.1 million people involved in tourism. The forum promises to bring the 

industry closer together, and itôs clear that everyone in Scotland should have a similar objective. 

We need more people keen to see us improve, more focus on the positives ï while working on 

the inhibitors that we face ï and continue our development on an altruistic approach on the 

customer, boosting that customer experience and increasing their sense of ownership. If we do 

that, then the jobs, the vibrancy, the balance of payments and more Scots holidaying at home, the 

rest of the UK holidaying in Scotland, more overseas visitors coming here; it will all play well to 

us.  

Iôve recently taking the Arbitration Rule through Parliament. I got a surprise dividend from that 

and met some wonderful people. Arbitrators: fine, mediators: terrific. The one guy that really 
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struck me was a guy called Ken. Ken has got a very interesting proposition which he calls his 

óLadder of Unity.ô Itôs a six rung ladder. First of all on the ladder is Opposition. We can be 

united in opposition against Government, VisitScotland, other markets etc, but this is an added 

rung on the ladder. Much better to get up the ladder. I was surprised how low the next one was. It 

was Unifying a Worthy Goal. It was only second because the higher rung was Uniting Round a 

Fair Process. The next rung is about relationships, where weôre beginning to like and trust each 

other. The rung above that he calls Experience. Weôve come under difficult times and the 

relationshipôs held together. The final rung is when we care about each other. The hotelierôs 

trying to boost the ferries, the ferry company is trying to boost golf and so on and so forth. This 

is very important. I was struck by Iain Herbertôs model of bringing this sector together. So, a 

worthy goal, working with the customer, bringing in others that could and should help us ~ 

RSPB, National Trust, SNH, Transport Interest etc ï and essentially moving forward. Itôs very 

much in line with the thinking of a lady called Margaret Wheatley, who saysé depressinglyé 

that most fears of human endeavour can be looked upon like quantum physics. Chaotic, 

disordered, inexplicable. But if you have a worthy goal, if you have a can do attitude, trust and 

decent communications, it can be dramatically self ordering. I think this is what weôre going to 

see in this great sector of yours. Itôs a continuous improvement loop that we can be in thatôs 

moving things forward. The Scottish Tourism Forum is walking that walk, talking that talk and 

the tangible results speak for themselves.  

This year we have 640 companies engaged in Scottish Tourism Week, well up on 2009, weôre 

enjoying a steady growth on membership ï 18% up in 2009-10; and the forum is now recognised 

as a valued and key partner in the public and private sector organisations. Itôs accepted now as 

the voice of the industry ï anyone who read The Scotsman yesterday would see that. This sector 

has had some considerable success in these difficult times. The Homecoming event last year saw 

occupancy figures of 91% and an extremely high self-catering occupancy rate across Scotland. 

Now weôre looking at the legacies that have come from Homecoming. Weôve people like Stewart 

Spence up at the Marcliffe in Aberdeen, with perpetual Homecoming terms on the tariff board. 

So if youôre coming home from Glasgow or Pennsylvania youôre getting special terms at the 

Marcliffe. What Homecoming showed us in legacy terms was our ability to pull together as in 

industry, bring other people into help us and create massive events.  

That increased cohesion is the basis for this continuing aspiration of Iain and Khaledôs. This 

focused conversation, this better alignment with public bodies and this ability to prove that 

tourism touches everything in Scotland. Tourism is the showcase of who we are, it is very much 

a leading sector that can give other sectors a basis to move forward from. Pulling together is 

happening internally, as we heard earlier ï with the TFFC, same aspirations for growth, same 

routes to success, increased sense of ownership. With the TFFC and Stephen Leckie ï who was 

very quick to lobby me ï weôve got a lot of energy coming forward in the sector. I think weôre 

moving beyond where weôve been. I think this is the industry reclaiming its primacy, reclaiming 

its own sector; working in partnership with VisitScotland, EventScotland and others. Itôs turning 

itôs back on what the Americans call óThe Responsibility Virus.ô If you get into a position where 

other people take responsibility it can create inertia, undermine collaboration and authority, it can 

create misunderstanding, mistrust and resentment and breaks down communication.  

Those days are behind us and I spend much of my time bringing people together. Stephen Leckie 

came to me today and said he wanted to meet. Iôm keen to meet with him, but with a critical 

mass with others to make sure we go forward together. This is all very timely because you were a 

crucial part of the economic recovery plan in these difficult times. Youôve already played your 
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part in that and will continue to do so. Itôs important for the industry to know that you sit at the 

hub of what we do. Weôve a strategic forum to get people together: Scottish Enterprise, HIE, 

Skills Development Scotland, The Funding Council, Scottish Government with VisitScotland in 

the room. Weôre working very hard to make sure that tourism continues to play that part and that 

tourism is the element that connects with many people working from abroad. We must maintain 

this momentum that weôve got in tourism to recruit more bright young people, to give customers 

a genuine authentic experience and to be altruistic with them and send them back with great 

stories to tell and that sense of ownership.  

The key thing to say about Homecoming is that themed years are here to stay. The Homecoming 

legacy came at a good time. Our New Zealand colleagues are very good at tourism, but the one 

thing theyôre very jealous of is Homecoming because they donôt have the history to do that. I 

think this themed opportunity is about building additional chapters using your version and 

manual of tourism. 2010 is food and drink. Weôre going to make Scotland the land of food and 

drink. Weôre going to make sure we tap into all the allies weôve got: Scotland Food and Drink, 

NFU, Farmerôs Markets... weôre going to boost it very hard, breaking into localism and 

capitalising on everything weôve done in food and drink over the last thirty-two months. I think 

weôre going to see 2010 with an increased clarity of what weôre about, increased clarity from 

VisitScotland what itôs about, attracting visitors through marketing, engaging and supporting 

partners within the industry and creating this greater tourism coalition, which is potentially 

enormous. Food and drink, visitor attractions, culture, heritage, the arts, activity holidays, 

genealogy, wildlife and environmental tourism, RSPB, SNH, National Trust, Councils, 

Enterprise Agencies, Historic Scotland... thereôs a huge coalition that we can bring together 

there. Together, we have the potential to deliver a genuine added value, authenticity, active 

holidays that give people that sense of shared ownership when they go away and that desire to 

come back and talk about us so we can progress further.  

VisitScotlandôs capability marketing continues to be strong and effective. Theyôve been winning 

prestigious marketing awards at home and abroad, and that again boosts the brand. This includes 

winning an Adrian award in America, beating off eleven hundred entries. The focus that theyôve 

got for 2010 is rock solid. I was with them in Prestonfield House last week, launching the 

European Touring Campaign which is based very much on the idea of óMeet the Scots,ô an 

approach to authenticity about real voices and real people. Theyôre making more of the Drive it 

Home golf campaign, theyôre creating a new Thistle club for Thistle Award Winners, and are 

pushing forward their way of working for us in a proper and effective way.  

All in all, weôre pushing hard on all fronts and weôve now reached a position where, as Peter 

Lederer passes the baton on, heôs leaving VisitScotland and the industry in really good shape. 

Iôve the highest gratitude for the work that Peter Lederer has done for the past nine years, and 

have really enjoyed working with him. Heôs brought energy, focus, charisma and method to the 

job. Heôs been a strong and visionary Chair, working very hard on Homecoming and helping us 

secure the results we needed in the difficult times and I know heôs laid down a very strong basis 

for 2014 and the Ryder Cup. Now, we have a new era under Mike Cantlay. Iôve known Mike for 

a long time. This is a second coming for him; heôs the former deputy-chair of VisitScotland, 

current Chair of Loch Lomond & Trossachs National Park. Heôs a great ambassador with ideas 

and passion and is hitting the ground running.  

Youôve got lots of engaging speakers today talking about heritage, innovation, customer 

experience... and as I said to you at the start weôll be selling Scotland as the land of food and 
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drink this year. Weôll be selling Scotland as the extra stopover after the 2012 Olympics and are 

looking to elevate, attract and build. EventScotland is continuing to deliver in terms of preparing 

for the 2014 Ryder Cup. Our friends at the SCDI and Business Club Scotland are creating an 

online portal to give us more going on there and now we have the ability to move forward 

together. Letôs all sit down together and look at what weôre trying to achieve in terms of fantastic 

visitor experience, look at the obstacles in terms of us getting there, bring all the multiple truths 

in parallel to try and make this happen and start implanting in engaging those different ways of 

working. If we can do that, then we can continue to make real progress to take tourism to a much 

higher level. After weôre done here, Richard Lochhead and I are off to launch food and drink. 

That means that in Government now, youôve got rural affairs and the environment much more 

closely linked with what youôre doing this year. That should be a new chapter in your book and 

you should stick with it forever from now on. Thank you very much indeed.  

 

MINISTERS QUESTION TIME 

Q.CAROLINE BORWICK, HISTORIC HOUSES ASSOCIATION:  

Just a few figures that some of you might not be aware of: In Scotland there are 220 

members/properties of the Historic Houses Association. These are privately owned, privately 

maintained historic houses ï all grade one or grade two listed houses and gardens. Forty-four of 

those are regularly opened to the public during the season. A further ninety offer special visits or 

hospitality across the section. A few figures that may be interesting: we did a survey in 2009 ~ 

fifty -six houses contributed. Their annual visitor database was 1.25 million, their gross annual 

turnover was £12 million. Of the houses offering hospitality the annual guest numbers were 

52,019 and the gross annual turnover was £10.4 million. These houses are not supported by the 

Government in any way, they do not have exemption on VAT for repairs and they are listed and 

have to be fully maintained. The total contribution to the employment in the region is around 

2200 people. With the Government supporting more of local businesses, I would ask you to take 

the Historic Houses of Scotland into your consideration. Please keep us in your minds when you 

are looking at the financial implications. There is an issue of VAT exemptions.   

A. JIM MATHER:  

I speak as MSP for Argyll and Bute which has a good number of historic houses ï not least of 

which Inverie Castle. Iôll be in Inverie on Friday with Bell Ingram, discussing the bringing 

together of not just the owners of historic houses but essentially estates. Land management. This 

is us trying to bring together all the sectors of our economy in Argyll and Bute; weôve done 

everything from culture, heritage and the arts through tourism, through transport etc. Essentially 

we want to get them talking to each other, talking to RSPB, SNH and others, trying to pull the 

whole thing together. When we start having conversations, things emerge and weôve come to a 

very clear conclusion that land management is fundamental, whether itôs for economic 

development, tourism, housing associations, renewable energy... Weôre trying to take a systems 

thinking approach that says we need to involve everybody, constituency by constituency, all 

pulling together. The historic houses ability to fill our B&Bs, fill our pubs, make our transport 

more viable is very much appreciated.  
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Q. IAN GARDNER:  

Itôs about coming together isnôt it, whether itôs historic houses, charities etc ï itôs about joining 

in with the rest of the industry. Khaled, do you have a comment? 

A. KHALED SHAHBO:  

There is an avenue for us to consider that, and one of the things that weôre trying to do at STF 

with our policy committee, is take a more holistic view of what policy positions the industry 

needs to take. So we need input from a variety of sources and you have compelling numbers and 

arguments. But in isolation, they may not make a big enough splash in the pond. But coming and 

engaging with us and our policy committee and allowing us to put your arguments alongside 

several other organisations, we can then put together a more pragmatic and practical to 

Government other than you simply raising your hand and saying ówe need help.ô We join up our 

policies and view them holistically. We avoid the law of unattended consequences: when you 

make one adjustment for one portion of an industry, but then you have an unintended negative 

impact on another portion of the industry. There is an avenue for you to pursue that and certainly 

weôll take that on board and look at it holistically with the other policy requests that weôre 

looking at.  

Q. JANET HOOD, BII:  

This it to the Minister. If the licensed trade spent £60 million converting one licensing regime to 

another, might the money be better spent training our staff? Weôve got another problem coming 

up in the industry, in that if we wish to be an innovative, forward thrusting industry, weôre part of 

the tourism industry and we want to make it work. Variations on licenses are now our next 

problem. Pretend this is a dining room. If you wanted to permit tea-dancing in one half of your 

dining room, to enhance your afternoon trade by bringing in people from the local old folks 

home; you would have to spend approximately £3000 and wait six months to move half a dozen 

tables aside. If you wanted to put on a conservatory to enhance your business, not only do you 

have to get planning and building standards that are accepted but you have to go through a six 

month (at least) licensing application to enable you to do that. In several areas of Scotland, there 

is no surety that you will get this application through.  

One licensing board said to me óOch, aye ï what weôll do (because there is not surety in the 

application) is weôll take a legislation, weôll look at it weôll say you can go ahead an build it, but 

once itôs built youôll have to come back and get your variation application finalised and thereôs 

no guarantee that we will finalise what is on the ground.ô That is something that will stop any 

innovation or forward moving. What is the Minister going to do about it? These matters have 

been drawn to the attention of his colleagues, the civil service and the answer that weôre getting 

is ówe do not see this as a problem.ô I do.  

A. JIM MATHER:  

Thereôs a certain element of evocative nostalgic legacy here, because this was the work of one 

George Lyon whoôs the MSP I replaced in parliament after the last election. Iôve appointed and 

bolstered a gentleman called Russel Griggs who runs the Regulatory Review Group. Russel is 

about getting a better regulation, and I meet him on a rolling three weekly basis. Thatôs how 

 



 

 

35 

seriously I take it. Russel has been working on licensing, pulling together the trade and looking 

to see what we can do to take it forward. He and I are about to engage with Kenny MacAskill and 

Fergus Ewing on the justice side of the house. We are essentially ówalking the walkô in terms of 

trying to break down our own barriers and get people talking to each other across the various 

disciplines to get not less regulation ï because less regulation had a disastrous effect in the City 

of London ï but to get better, more appropriate regulation aligned with what we all want in terms 

of good results. 

 So Iôve got to tell you, the message that this lady has just given me is very poignant and I take 

that reinforcement on board. I will be engaging with Russel and colleagues to take us forward. 

One view is ódonôt impose your view with control and then walk away thinking job done. Iôd far 

rather be open to other people, get their influence, their input and continually revisit it to make 

sure it improves over time.ô I stand before you in a state of grace of that. Iôve run my 150th this 

week. Getting people in the room, brainstorming technology, mind mapping to get their issues on 

the table and feeding that back to get improvements on the table. Life isnôt perfect, but weôre 

trying to improve it and get us all in alignment.  

Q.IAN GARDNER:  

Iain, the licensing issue has been huge for a number of members, hasnôt it? 

A. IAIN HERBERT:  

Yes, we mustnôt underestimate the impact itôs had on the industry. As Khaled alluded to earlier, 

legislation is probably the end point, the last piece in the jigsaw. I think what weôre doing 

through the Leadership Group, through discussions with STF, is actually creating a position 

where we can talk through the challenges weôre facing. So we know sustainability, we know 

Governmentôs objectives around the sustainability side ï real targets there. How can we answer 

some of those, work with it, how can we benefit as an industry to then move that forward? I think 

probably, if weôd seen the type of flow of that conversation coming at an earlier stage, we 

probably wouldnôt be faced with those unintended consequences that we saw. So really, the 

collective opinion now we have to use very systematically and look at where these potential 

obstacles are coming in the future and work our way through it. I do think we have an 

administration thatôs very keen to listen to what we have to say. Itôs up to us to make sure that we 

really are putting those views across and actually avoid working with legislation, because as an 

organisation weôre very aware of the obstacles.  

Q. STEPHEN OWEN, RUFFLETS:  

Minister, you mentioned collaboration across private and public sectors. I think your phrase was 

ótrust breaking out.ô How can lead bodies, both national and regional, encourage that trust to be 

developed a bit more openness and understanding across business, so they can actually open 

more doors and work together effectively? How can that be enabled? And one observation in 

terms of food and drink ~ how can we get it so the choice of beer at Murrayfield isnôt an English 

beer (John Smiths) or an Australian beer (Fosters)? 
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A. JIM MATHER:  

Let me take the trust question first. Recently I read a book by Matt Ridley called The Origins of 

Virtue. He looks at the old adage of the prisonerôs dilemma: where you and I are put up for the 

same crime and put in separate jails. We could both be each otherôs alibis and get a reasonable 

result or given you trust me so well, I could shop you and get off. Thereôs been the big debate 

amongst philosophers that the moral debate was loaded in favour of doing the dirty on your pal. 

What they failed to do, and what Matt Ridley has looked at; when you get this in reality, in a 

community, in a sector it just doesnôt work. The potential for reputational damage and the 

potential people who would ostracise you would kick in.  I want the opposite; coming together. 

The way to do that is get people in the room. I met Susan Deacon  - an MSP to the Parliament 

through to 2007 ï and she and I came to the same conclusion. You want to solve any problem ï 

get all the people in the room and listen to them. In getting people to buy more indigenous 

products; Iôm very much in favour of that. Again, weôve got to get our folk our there, selling and 

getting this concept across that what we are selling as a totality is an authentic experience. That 

experience will be a damn sight more authentic with a pint of Bellhaven in your hand than 

something from parts outwith here. So we need to get as aligned as possible and gain that trust.  

Q. IAN GARDER:  

Khaled, weôre not all in the same space yet, are we? Thereôs still some work to do.  

A. KHALED SHAHBO:  

Yes, and our role in STF is prioritising those issues. With all due respect the question about 

domestic beer; if youôre prioritising challenges in Murrayfield, the beer is the least of them! We 

have some other challenges that we need to focus on first! 

Q. IAN GARDNER:  

Iain, would you like to wrap up? 

A. IAIN HERBERT:  

In terms of what we have seen with members and non members coming together, we are 

definitely moving forward. Jimôs very passionate about getting the right people in the room. 

When he first came into office he realised that the transport producers did not understand their 

role in tourism. A recent meeting we had with ScotRail, EasyJet etc highlighted simple things 

that are still happening which we can improve. An example of that is  that bus and ferry 

companies need to match up their timetable so the bus doesnôt turn up and the ferryôs gone. Letôs 

get them having conversations, it really is as simple as that. Letôs get the planning happening at 

the same time. We are seeing changes come through ï a lot of it isnôt rocket science and we can 

bring that together fairly easily.  

Q. IAN GARDNER:  

Khaled? 
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A. KHALED SHAHBO:  

I talked about all the policy and legislative challenges that we get presented to us that we review 

and ultimately take it through our policy committee. We now have a forum to communicate the 

challenges in one voice. That doesnôt change the fact that ultimately we need someone to act. We 

need changes implemented and that is the next phase of it. Simplifying it and making it a 

comprehensive message that looks at all elements of our industry. Now, as one voice, we can 

wield much more influence than simply one lone voice in the corner. One lone voice can be 

ignored. Twenty lone voices speaking individually can be ignored. But when we co-ordinate and 

consolidate that we cannot be ignore for long. Thatôs what weôre trying to achieve. We know 

there are opportunities there and obstacles to our business and bureaucracy that has to be 

overcome. After we get everyone together, after all the dialogue is done, thereôs something left. 

And thatôs to actually do something about it. Hopefully in the next twelve months weôll be able 

to report back.  

 

IAIN HERBERT, CHIEF EXECUTIVE, SCOTTISH TOURISM FORUM 

Well good morning everybody. My voice is slightly rougher which perhaps reflects us having the 

industry dinner last night rather than perhaps after today but I hope those who attended enjoyed 

last night and thank you for making it here promptly today.  

Today, Khaled has introduced you to what we want to focus on today and give you a bit of an 

update. Obviously weôre all aware, I think, of last yearôs performance and óHomecomingô and the 

benefits that it has brought through the year. But certainly for this year we are seeing 

undoubtedly challenging times ahead. No doubt we do have to react very quickly. Margins are 

under pressure; however there is still a level of confidence coming through from our sector. 

 I would lobby not our Holyrood friends, but our Westminster cousins in terms of their support 

for our industry. If we look at European countries such as France and Germany, they have 

reacted very quickly in terms of supporting their tourism industry. They have adjusted their 

operational costs in terms of VAT. Both France and Germany rates sit currently at about 19% 

and have been adjusted to about 5.5% or 7% respectively. That has created a really positive 

aspect in terms of moving things forward for their industry and puts them in a much more 

competitive base, encouraging business into their sector. Theyôve certainly made some bold 

decisions there in terms of  the fact that continuing to raise the level of tax may reduce the overall 

revenue raised for the exchequer. Certainly the experiments that theyôve seen there have 

increased the take from tourism even despite the drop in VAT.  

Something also Iôm keen to explore is in Scotland we see a lot of businesses, smaller businesses 

working under the VAT threshold. When you talk to these companies you will find that they will 

work up to the threshold of VAT and then effectively stop because of some sort of arbitrary 

target or threshold. Would it not be better to consider some sort of sliding scale in terms of VAT 

threshold, to encourage those businesses to work that little bit harder?  Currently to go into VAT 

you have to work about £20,000 a year harder before you can then start to make progress. Is it 

worth it?  I think we see a lot of that across Scotland where people work up to there and then 

stop. We have to make sure we donôt become an economy thatôs very seasonal and I think there 

is real pressure on us at the moment.  
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So as an industry I think as Khaled said, us coming together and certainly what we are seeing is a 

real energy and a real focus coming through. Iôm delighted with the progress that weôve made 

through the Forum and through the energy of our board and also all of our members and 

membership organisations. Weôve seen a real coming together in terms of focus and I think itôs 

vital that we articulate very clearly our priorities. What we see as important, what is really going 

to help us move forward in terms of being a solid industry? Iôm delighted with the progress 

around the new industry Leadership Group and certainly the focus from that point of view, is 

very much to be connected to the grass roots of industry.  

But to adopt a new approach and certainly through that group to come together to provide a 

diamond tip, if you like, of the top of the pyramid of tourism; to really cut away any duplication, 

to help priorities and challenge industry thinking, so not just outwardly but inwardly as well. 

Very much to position ourselves as the career of choice, not just something that people fall into, 

or perhaps do as a summer job and then move onto something else. But to do that and achieve it 

we have a long road to travel. We can start to see early stages, in terms of measureable outcomes 

coming through. We all recognise the reducing public purse and certainly that need for more 

industry ownership moving forward and indeed industry contribution; but I would suggest we 

also need to see and be reassured that those resources are being used and targeted effectively. 

Thatôs up to us as well again to prioritise and to share those priorities with our public partners.  

Iôd like to draw your attention to the work already done to date. Iôm delighted that Stephen 

Leckie has now taken on the role as Chair of the new Leadership Group. Heôs supported 

currently by Bob Downie as Vice Chair and a range of very high profile industry people and Iôm 

sure everybody in the room will be connected with in some way or form. Members include: 

Freda Newton, Claire Bruce, Robyn Worsnop, Gordon Rintoul, Alex Pagget, Stephen Carter, 

Richard McConnell, Graeme Gibson, Iain Limond, Peter Taylor and a few others that I wonôt 

mention just now. Iôm also delighted that as part of Bobôs role he has also been spearheading the 

Investment Team and also with Peter Taylor heading up the Sustainability Team as well. 

Certainly progress has been measurable in terms of things moving forward. Weôll be carrying 

more information on our website and later today and tomorrow.  You may be aware in Glasgow 

tomorrow we have an update on the skills side, which will deliver a Skills Strategy Plan with 

some very interesting targets. Iôm not going to steal their thunder today because I think that 

would be unfair, but very exciting and certainly a good measure of progress to date.  

Sales and marketing, well weôre looking at what the industry spends very much those joint 

initiatives where we can really add and maximise the returns from both events but also other 

activity. Again we must avoid duplication, review of local engagement and as you probably 

aware the Forum is currently undergoing some research on local engagement. Itôs vital that we 

see that being used to the best possible effect and recognise the importance of local authorities 

but equally weôre not creating a landscape of duplication and division but one of unity and 

cohesion.  

In terms of other work and certainly we see from Business Club Scotland some real positive 

work around events and maximises the potential from those events. Something weôre not very 

good at is making the most out of what we have. Terms of investment briefly marketing, itôs a lot 

easier to market and gain more investment and Iôm sure weôll hear more today to some of our 

contributors this afternoon around investment and challenges that may be seen in investing in 

Scotland. But we have to drive the standards we have to deliver constantly high standards for our 

visitors. Itôs a lot easier to then market if we are hitting those targets. I think we shouldnôt hanker 
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after unrealistic projects either; weôd see projects that would be nice to have, but has little chance 

long term sustainability. We have to be real about what weôre going to priorities over this next 

period.  

Transport: we can all see issues around transport and itôs vital to our infrastructure to make sure 

that we have good experiences for our visitors coming through. A lot of it is around creating an 

experience for visitors, are they aware of the travel time from Edinburgh to Inverness. When you 

ask them to draw on a map do they know where Inverness is, has to be a question sometimes. 

What we can see is in terms of travel, if they have a great experience. We have been talking with 

Scotrail etc about wrapping the train and making it an experience; creating a Highland explorer 

and creating real positive experiences for the visitors coming in, low cost but big impact in terms 

of the partnership.  

Sustainability Iôll touch on briefly, both in terms of one of our key headings under sustainability 

is economic, but also environmentally vital that we have a mainstreaming effectively 

sustainability. Undoubtedly what we have seen is the early adopters of sustainable practice are 

now making very, very good solid and commercial sense. So itôs not just a nice to do itôs a must 

do in terms of driving change through our industry. I think also the role of this group is to de-

clutter, translate and, dare one say, the sustainability agenda is almost becoming as cluttered as 

the skills agenda in terms of the number of players involved. I think our group can bring clarity 

from that and also what it can bring in terms of potential for our sector.  

Itôs vital that we answer the big questions for our sector, one being air transport. We all talk 

about it but itôs the elephant in the room. There is a danger that, excuse the anachronism, but the 

danger is that elephant grows into a dinosaur because we donôt talk about it and we all know 

what happened to the dinosaurs. So from our point of view we need to address that, we need to 

look at it quickly. We donôt just need to tax visitors lets be more inspirational than that. Letôs 

send them away feeling that theyôve contributed back into Scotland and potentially gone away 

with a bit of Scotland with them as part of their visit. Perhaps simple ideas such as planting a 

tree, replanting Caledonian forest could perhaps be a way for them going away feeling theyôve 

contributed into Scotland and certainly through Google they could then perhaps see where their 

tree is in Scotland and feel a bit of ownership and loyalty as they leave, so not just a tax. I think 

certainly in terms of the Leadership Group what we are looking to do is to bring together all of 

these pieces of work and one of the key areas has to be around customer experience. Weôre only 

as good as the last visitor. We all know the user generated comment thatôs out there and itôs vital, 

absolutely vital that we develop the right quality and consistency of approach and 

professionalism across our industry.  

Itôs great to see so many people here today and I think that a testimony of the passion thatôs felt 

in this room about getting the offer right and the success but, as Khaled said, we know people 

who should be in this room who make a living out of tourism but perhaps donôt contribute back 

into it. Well times are changing and we need to make sure they are part of this conversation. I 

think time to talk is good but in terms of skills action plans, as soon as you mention it I can watch 

lights going out and peopleôs eyes - skills action plans. How many debates have we had, how 

many plans have we had. Well the time for talking is stopping and tomorrow you will see a true, 

solid, action plan coming through. Clear targets, industry driven and a focus for our sector 

moving forward so I would encourage you to all read through it and get behind it.  
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In terms of our sector as well I would suggest a lot of what we do in the skills side is cultural. If 

we have the right culture in an organisation itôs a lot easier to then move things forward and itôs 

important we develop that to move things forward. What we can see perhaps emerging from that, 

(and discussions are underway) might frighten some employers in the room, but if you can 

imagine a trip adviser for staff. Now what that means is the employees then get to say how good 

an experience theyôve had working within your organisation. Obviously it needs carefully 

management to make sure it works effectively but recognising the quality of talent is probably 

key to driving forward the success of a business. You can see how that might then work moving 

forward, and a great way to encourage people who perhaps say they are doing right thing, to do 

the right thing in their business.  

So as we move forward there are some real opportunities to grow. I think it is a huge task ahead. 

We have certainly some very key outcomes that we want to see for this Leadership Group to 

move forward and weôre looking forward to this action coming through and engaging with you 

about it as this pushes forward. I think certainly we have to see positive, measureable, 

accountable and cohesive action to achieve Scotland potential and professionalism and pride in 

what weôre doing which I know we all share in this room today.  

Certainly in terms of STF to close, we use our voice very carefully I would suggest, we use it 

constantly pushing and challenging. Iôm sure any of the public agents in the room today have 

known when weôve been on the phone or have been in contact with them to make sure that we 

are moving things forward. We tend not to use the media as a battle ground more as a last resort 

when things are failing. Achieving solid partnerships to drive and achieve real results is 

important. Moving people and agents is an art and in terms of reaching the right solution is 

definitely something that we are working on. We would suggest that lets all join together to be 

part of the solution not part or to be seen perhaps as a problem. Tourism really is the shop 

window for Scotland, something we can be proud of. It reaches across other sectors we perhaps 

still donôt appreciate it. Positive change is happening; more of the same is not an option. We have 

to move forward and change and I would encourage everyone today to take an active role and I 

hope you enjoy the rest of the day.  

 

TOURISM QUESTION TIME 

LENA WILSON, SCOTTISH ENTERPRISE 

Thank you very much. Good morning everybody. Iôm delighted to be here today and I think the 

first thing for me to say is the title of this conference couldnôt be more apt particularly 

considering the economic environment and the challenges that weôre all continuing to face in 

Scotland more than ever and itôs certainly going to be a theme of my tenure as Scottish 

Enterprise Chief Executive. We need to look at how the organisations that are going to be 

represented on this panel this morning can work together, with you the industry, to just deliver 

more for Scotland. So I hope that today weôll all be able to, no pressure on the rest of my 

panellists, weôll all be able to give you a much greater insight into how we can work together to 

achieve that because itôs not about one single organisation.  

There are huge opportunities out there. Itôs very easy to underestimate the significance of this 

sector for a wider economy. We all know the contribution that the sector makes in terms of about 
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Ã4 billion GDA adding to Scotlandôs economy and the 218,000 jobs it supports. We also know 

that tourism is one of the strongest sectors of the Scottish economy over the past 18 months and 

latest intelligence shows that Scotland is bucking the trend compared to the rest of the UK. 

International visitors to Scotland fell to just 0.2% in the third quarter of 2009 and thatôs 

compared with a 7% drop for the UK as a whole and visitorsô spend in the same period increased 

by 7.5% for Scotland compared with just 2.8% for the UK.  

Often in Scotland we can sometimes fail to see the bigger picture and recognise the wider role 

the industry plays in improving Scotlandôs image and reputation overseas. Now in my time 

recently for the past three years as Chief Executive with Scottish Development International it 

never failed to amaze and inspire me to hear about peoplesô perceptions of Scotland around the 

world and I was travelling 10-12 weeks a year wearing out my shoe leather selling Scotland, 

regardless of where I was there was a common theme. They all knew about aspects of Scottish 

history or heritage whether it was our landscape, our major attractions such as Edinburgh Castle 

and some of our more famous exports such as whisky and golf.  

This international familiarity with Scotland is a huge asset that we just cannot ignore. The latest 

brands index report which was published earlier this year highlighted that Scotland was ranked 

14
th
 out of 50 advance nations. The top 10 was dominated by large advance nations such as the 

US, France and Germany but the report did highlight that Scotland enjoyed a unique reputation 

abroad for its size. What was particularly interesting to me in that report is that our high scores is 

in relation to our culture and our heritage providing a good quality of life and offering what was 

cited as, a friendly welcome; three of the fundamental ingredients for a successful tourism 

industry.  

I think the question now is how we can capitalise on this and ensure that we use these resources 

to build an even stronger tourism industry that can deliver more for Scotland. And as Scotlandôs 

main national economic development agency we support those sectors unashamedly which can 

deliver more for Scotland. For tourism our focus will continue to be on providing the very best 

advice and support to add value in the areas that will have the greatest impact on the Scottish 

economy. We will continue to work on a one to one basis with Scottish tourism businesses and 

also through our many projects and events such as the annual business tourism conference. Our 

package of support aims to assists Scottish tourism businesses to make improvements which will 

result in them being better placed to take advantage of opportunities whilst making a significant 

contribution to the Scottish economy.  

Key to achieving greater economic value will be encouraging more innovation to help businesses 

adapt and respond to changing market conditions and opportunities. We need to help companies 

to identify new product offerings in key areas where we know that there are opportunities for 

Scottish companies such as; mountain biking, golf, food and drink. It is areas like these that 

Scotland has a real distinctiveness and can set itself apart from its key competitors. By 

developing capabilities within these markets, companies cannot only generate new revenue for 

their businesses but also contribute to an overall experience that will encourage visitors to return 

to Scotland again and again. I really do think weôre beginning to see some real successes in this 

area.  

Over the past five years more than 3,200 businesses have participated in our tourism innovation 

toolkit workshops; while we also supported the development of 40 new innovative ideas, through 

our Tourism Innovative Development Awards. The most recent evaluation weôve done indicated 
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that our innovation support had generated more than £15 million in additional turnover for the 

industry, created 200 jobs and added £6 million to the Scottish economy. I want to increase that 

return on investment and that kind of leverage. So last year we extended support in this area by 

launching the Tourism Innovation Fund offering companies matched funding and specialist 

support to help get new innovative ideas off the ground, that will generate new tourism spend, 

improve the visitor experience and develop new markets.  

Rome Edinburgh was one of the first recipients of the Tourism Innovation Fund last year and has 

used the funding to develop a new GPS based walking tour around Edinburgh that can be 

downloaded to a PDA, Blackberry or iPhone. So as well as providing visitors with great service 

it also provides scope for advertising revenue and cross promotion with other tourism businesses. 

The company recently launched a new application for the iPhone launched in January. 

Downloads for the application in January and February were 200% more than they anticipated 

and the company is now to build on this success with other products and developing new markets 

for the guide. So a real crossover of the digital industry with the tourism industry and as Jim 

highlighted earlier there is also huge opportunities for business to capitalise on Scotlandôs 

excellence in food and drink.  

Research has told us that visitors to Scotland want to eat local produce and are keen to taste 

regional and traditional dishes. So we need to ensure that Scottish companies are prepared and 

ready to take advantage of these opportunities. Over the past two years weôve seen 300 

businesses through a whole range of food tourism workshops which have focused on different 

aspects of Scottish produce. Only last month we held a food tourism Scotland event in Perth 

where 90 chefs and venue owners came together with 30 Scottish food suppliers to develop 

greater links between the two sectors and encourage more tourism businesses to exploit Scotland 

fantastic produce to improve the visitor experience. With events now being planned around the 

food and drinks sector for 2010 as Jim highlighted, we need to build on this momentum and 

continue to support businesses across Scotland to develop their expertise in this area. Food and 

drink is just one area where we can support companies to increase innovation and develop new 

product offerings.  

There are similar opportunities in a whole host of other areas such as mountain biking and golf 

which weôre working with Scottish companies to develop their capabilities. Part of this is being 

developed through Tourism Intelligence Scotland and itôs a project weôve been developing in 

partnership with Highland and Islands Enterprise, VisitScotland and the industries. The TIS site 

provides companies with the latest intelligence and insights to help them develop new products 

and target new customers. More than 1,500 people have already signed up to this service and I 

know that Iain Lomond who is the chair of Tourism Intelligence Scotland will be talking more 

about this in a little bit more detail later on. As well as innovation which I think is so vitally 

important we also need to remain focused around the development of Scotlandôs main tourism 

destinations?  

So weôve been working closely with our colleagues in local authorities to promote much greater 

collaboration within the industry in these areas and support existing partnerships such as 

Edinburgh Tourism Action Group, the St Andrews Partnership and the Glasgow Tourism 

Partnership. And itôs these collaborations that are going to help drive real improvements within 

the local sector while weôre also continuing to support by investing in appropriate infrastructure 

and identify new opportunities to attract inward investment from around the world. As part of the 

governmentôs economic recovery plan weôve accelerated Ã25 million investment for the Scottish 
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Exhibition and Conference Centresô new national arena while also investing in projects that will 

enhance the world famous Edinburgh Military Tattoo and the Edinburgh International 

Conference Centre.  

I think itôs the spirit of collaboration that exists within these local partnerships which I believe is 

going to be absolutely essential in strengthening our sector. By working together I know that we 

can ensure to make the most out of the potential, we have in this country. Its only by taking and I 

canôt stress this enough, this team Scotland approach ensuring close collaboration and alignment 

with those representing the public sector here today and working hand in hand with the private 

sector that we can ensure we make the most of the potential of what this country has to offer. Iôve 

absolutely no doubt that thereôll continue to be challenges ahead but I think weôve got huge 

potential in this country and we have some amazing assets which ensure that weôll continue to be 

seen as a top class visitor destination.  

With increasing competition from tourism destinations around the world and a continuing 

challenging economic environment we need to look at where we can offer our visitors a unique, a 

distinctive and a value offering. So I can assure you as Chief Executive of Scottish Enterprise I 

am absolutely committed to finding new ways to do that. Iôm delighted to be here and I look 

forward to working with colleagues not just at this table but also with a variety of you in the 

audience and I also look forward to the Q&A session later. Thank you very much.      

            

ROBIN PRESSWOOD, SLAED 

Scottish Local Authority Economic Development Sector brings together the 32 authorities to 

discuss economic development matters. Local authorities obviously have a much broader role in 

tourism and Iôve covered that in the slide but Iôm obviously not going to go through that any 

detail because Iôm convinced that everybody in the room is knows the importance and scale of 

the local authorityôs contribution.  

We did a study in 2002 which tried to quantify all of this stuff and it came to several hundred 

million pounds of investment of the local authority sector of that time and it remains immensely 

important. One of our jobs (as the economic development professionals within the councils) is to 

make sure that all of that resource is galvanised, brought forward and focused around the tourism 

strategies which increasingly the local authorities are driving forward. 

 I want to speak today about the direct local authority economic development investment in 

tourism. We just completed for the first time ever, a comprehensive survey of local authority 

economic development investment which concludes that we spent about £200 million in total, 

about £135 million of that is revenue spent, and of that about 17% goes towards tourism related 

industries. So thatôs roughly Ã20 million going from the local authorities into the tourism. Weôll 

cover some of that in the presentation in terms of what we do.  

We make a direct contribution of £5 million to VisitScotland, so whenever I meet Philip heôs 

always extremely nice to me. That goes towards supporting service level agreements, resourcing 

VisitScotland to run visitor information centresô and resourcing VisitScotland to do marketing 

out with the local authority area. Of that specific local authority I have to say weôve got a great 
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partnership generally across the country with VisitScotland and we very much value the 

contribution Philip and heôs team make.  

It is investment which is absolutely directly correlated to income for the local authority areas. 

Weôve identified that for every Ã1000 that a local authority spends on resourcing VisitScotland 

that is link to, itôs perhaps not a direct correlation, but it is link to Ã3 million visitor spends and I 

think thatôs a clear indication why the local authorities are so committed to resource this area of 

activity well. The local authority attractions (and this is a VisitScotland figure so it must be 

right), generates an estimated £61 million worth of income into Scotland because of the strength 

and quality of that offering.  

Just very quickly, as part of the research work weôve done recently, about what local authorities 

are up to, weôve tried to quantify who does what. As you can imagine itôs a discretionary service. 

Local authorities are not obliged to do anything in this area, but every area does some sort of 

economic development activity. Not all of them do the same things but weôve asked all the local 

authorities what do they do and if you look at the chart we had 31 out of 32 councils responded 

to our survey and youôll see 30 of them are doing regeneration work and 30 of them are doing 

area marketing and promotion which show that itôs absolutely core business for Scotlandôs local 

authorities.  

The partnership work has been emphasised very much by the other speakers today and SLAED 

and the Scottish local authorities generally are very committed to that.  

We are first of all trying to establish some national performance information for local authorities. 

In the past the local authorities measured the performance of their economic development teams 

they embed that within the single outcome agreements, they embed that within various other 

local documents. But because weôve all chosen to monitor performance differently we canôt get 

any national performance information. I know that is something which is frustrating to me as the 

chair of SLAED and I know it is frustrating to the minister and it frustrating to the national 

agency. So SLAED has established a working group in which VisitScotland and Scottish 

Enterprise improvement services has been engaged in to try and establish national performance 

indicators across the whole range of economic development activity including tourism.  

Second thing weôre trying to do is monitor more effectively where that local authority investment 

in tourism is going.  

The third thing is that the number of local authorities who actively engaged in tourism 

development as opposed to running tourist infrastructure is increasingly dramatically. There 

hasnôt been the same kind of change in the institutional architecture that weôve seen around core 

economic development with the changes at Scottish Enterprise, the abolition of the LEX and 

such like. Thatôs required in explicit repositioning and rethinking by the local authorities but 

none the less thereôs been quite a subtle and distinct change in the way in which local authorities 

engage in tourism and the relationship with VisitScotland.  

The final point is a pragmatic one that all the local authorities are hungry for a better relationship 

with VisitScotland, a more embedded relationship and thatôs something weôre working very 

closely with Philip and the team on, to try and ensure that the partnership is more embedded at a 

local level. I said that weôre increasingly taking the lead in area tourism activity. In the past all 

the area tourism partnerships tended to be led by VisitScotland, now weôre finding that 
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increasingly local authorities are taking the lead. Do you like my wee graphic there, thatôs the 

50% national tourist target that weôre making our contribution to getting up towards?  

Increasingly local authorities are taking the lead in these Area Tourism Partnerships. Iôll give you 

an example from my home turf in a second. We are driving strategy increasingly in partnership 

with VisitScotland, Scottish Enterprise, Highlands and Islands Enterprise and weôre developing 

local action plans to actually embed, bring together all the key players exactly the core message 

coming out of Jim Matherôs speech earlier on. Local authorities are taking a lead role in doing 

that to deliver the national priorities established by VisitScotland.        

Case studies I mentioned, I try not to speak too much about my home turf Fife when doing these 

national presentations but one very quick one because I think it is germane. VisitScotland when it 

was formed established the Fife Tourism Alliance and after a three year period the alliance 

agreed it was time to review that and VisitScotland was keen to review it as was Fife Council. 

We decided for a number of reasons that we wanted to change the format and the way in which 

that was structured so we created the Fife Tourism Partnership. It is now explicitly industry led in 

the past it was much more a public private thing. It is now explicitly industry led that we have 

VisitScotland and Scottish Enterprise on the board of course as well as Fife Council reps. It is to 

be an organic structure in that although it is a Fife wide umbrella organisation there will be local 

tourist association in each one of the towns which will feed that Fife wide structure and help 

ensure that the change weôre bringing about is driven from the bottom every bit as from the top.  

Finally weôve created in partnership with VisitScotland weôve chosen to create a Fife Tourism 

Partnership manager thatôs employed by Fife Council but very much embedded within the 

industry and here be with us today. That post will have the role of gingering up the local tourist 

associations as well as driving forward the tourism partnership and managing that crucial 

relationship with VisitScotland.  

The second Fife example, Iôm sure youôll think Iôm a bit cheeky giving another example but I 

thought it was germane given that the minister is gone off to promote food and drink. We are 

poised to launch the Fife food network which is something that Scottish Enterprise has been 

heavily involved in doing the preparatory work and now itôs very much private industry led. 

Theyôve come to the council with a strong proposal to pull together a network looking at 

production to plate, looking at agri businesses, food producers, farmers and also ultimately the 

restaurateurs and hotel sector looking at skills and knowledge, sharing best practice, increasingly 

promoting it ensuring that people are aware that Scotland food and drink in Fife is alive and well 

and its part of the quality tourism message.  

So the future focus for SLAED my final slide. I believe that we need a national framework for 

local funding agreements with VisitScotland. I know that Philip shares that view as well. It 

would be immensely helpful if we can provide some sort of national context for the negotiations. 

I personally donôt find it satisfactory that we have disagreements about how local funding 

arrangements for tourism taking place in the public domain. I think anything we can do to 

smooth that relationship and give it clear context for those negotiations I think would be 

immensely beneficial.  

The second one is that weôve got to do more as a local authority sector to share best practice 

amongst ourselves so the SLAED tourism network exists, it is one of the most vibrant networks 
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within SLAED and the regularly exchange best practice to make sure that weôre taking advantage 

of the learning going on in different parts of the country.  

I think the third one is a hot topic at a local level. A number of local authorities are now taking 

much more the burden of running visitor information centresô and the national review of visitor 

information which VisitScotland have done has been a very helpful contribution towards that. I 

think what we need to do, as SLAED, is start coming up with models to ensure that local 

authorities feel comfortable in that new role and any transition from VisitScotland to that local 

authority or indeed to the independent sector or the private sector have a context for it.  

The final thing very much a greening pole issue but it is one thatôs a live discussion within the 

SLAED tourism network is the new QA scheme. The impact of it on local communities and how 

thatôs going to change the perspective of local tourism, so thereôs a lot of debate going on about 

that topic as well. So Scotlandôs local authorities are absolutely committed to this agenda. Weôre 

delighted to have been invited along today to speak and weôll continue to work in partnership 

with the national agencies to drive this forward. Thank you very much.                                           

 

 PHILIP RIDDLE OBE, CHIEF EXECUTIVE VISITSCOTLAND  

Good morning. Itôs a great pleasure as always to be invited to address this conference - the 

highlight of Scottish Tourism Week. I look forward to this event every year and am delighted to 

be given the opportunity today to discuss how tourism is delivering for Scotland and how 

VisitScotland delivers for tourism. The development of this industry is central to the 

Governmentôs goal of sustainable economic growth and we, in VisitScotland, are absolutely 

committed to playing our part in making sure our key role is delivered in full.  

When I stood here last year we were in the midst of the worst economic slowdown in recent 

history. The headlines were unrelentingly bad, with banks in need of rescue, a falling pound, 

rising unemployment and high street favourites struggling to stay afloat.  

We are all one year on now and could all do with a little respite from the tide of gloomy business 

headlines brought by the recession, so let me share some good news of which we can all be justly 

proud. In the last year, a period when tourism to most destinations around the world took a 

pounding as business travel was curtailed and leisure travellers sought out the most affordable 

holiday options, not to mention the risk a Swine Flu pandemic posed to global tourism, Scotland 

will likely see an increase in overall visitor numbers.  

Why this happened weôll come back to in a moment. First, itôs important to emphasise why this 

success is so significant. The fact is that the visitor economy is bigger than some of the industries 

traditionally considered the most important to Scotland. Oil and gas employ half as many people 

and the £1.7billio n revenue from whisky doesnôt come close to half of tourismôs contribution to 

the economy. Tourism is worth £4billio n a year to Scotland, approximately 5% of GDPðnot so 

very far behind the 6% contribution from the financial services industry. Tourism employs 

200,000 people, accounting for 9% of the workforce nationally and as much as 15% in some 

rural areas. Crucially, the industry is spread right across the country, helping to sustain some of 

our more fragile communities, directly through the provision of jobs but also indirectly in its 

support for local shops, post offices and schools. A vigorous tourism industry doesnôt just benefit 

 



 

 

47 

hotels, restaurants, museums and taxis. It is good news right across the board. The industryôs 

foundations are solid, it has been with us for hundreds of years and will be with us for hundreds 

more to come provided we protect our core assets and reputation and exploit these reasonably. I 

firmly believe that tourism can help lead Scotland and the UK economy back to growth. It is 

encouraging to hear from the Minister that the Government also recognises the potential we have 

to help lead Scotland out of recession. Tourism could be the sleeping giant that brings us out of 

recession. If proof of that were required, we need only consider our performance through the 

economic darkness of last year.  

So how did Scotland hold its own when other countries declined? Part of the success can be 

explained by a good spread of risk. Unlike some of our competitor destinations, we are not over-

reliant on one particular country, so when important markets are under pressure, we can boost 

our effort in others. The strength of the Euro gave us a timely opportunity to do just that on the 

continent. In lucrative markets such as France and Germany, Scotland suddenly offered its best 

value in decades. By stepping up those messages in our campaigns for the European cities and 

touring markets, we protected Scotland against the kinds of body blow suffered by some other 

countries in Europe.  

Meanwhile at home, those exchange ratesðand a nervousness about economic prospects in 

generalðalso sparked the phenomenon of the óstaycation.ô A year ago none of us had probably 

heard this term, now we hear it every day in the news and, as a consequence, we are more 

actively targeting the UK market, especially the consumers we need to convert here on our 

doorstep in Scotland. Accounting for 83% of visitors, the UK is by far our biggest market, so as 

the Costas became too costly, we seized our chance to present Scotland as a timely alternative.  

Again, here the strategy was already in place through our series of seasonal marketing 

campaigns. Combined, the Winter White, Celebrate Scotland and Perfect Day campaigns brought 

in more than £100m in additional economic benefit alone. Exchange rates and the staycation 

trend are, of course, factors that benefited many other countries. What ultimately set Scotland 

apart was Homecoming Scotland 2009. As a means of raising Scotlandôs profile and giving the 

country a distinctive voice and unique proposition in a crowded marketplace, Homecoming was 

unprecedented. The ability of the campaign to stir the pride and confidence of the worldôs Scots 

has laid important groundwork that will bring dividends through VisitScotlandôs marketing well 

beyond the year itself.  

We learned a great deal from the Homecoming experience. We grew our ancestral tourism 

databases beyond our best hopes, forged new partnerships with powerful brandsðyou may have 

heard of Coca Cola?ð and the wider industry discovered what it could achieve when it pulled 

together under one banner. The wheels are in motion to build on this success in the future, but we 

wonôt be sitting around while we wait for a Homecoming II. As an industry, we will always be 

affected by world developments. Whether it be economic fluctuations, terrorism, disease, 

environmental concerns or just changes in market trends - when the world sneezes, tourism 

catches a cold. We are, though, very resilient. What is important is how we deal with momentous 

developments around us; we have to seize the opportunities and neutralise the threats. Weôre 

certainly getting better at doing this here in Scotland.  

We have already committed to repeating the óI am a Scotô ancestral campaign in North America 

this year, while broadening it to include those with other roots who simply love Scotland. Weôre 

building on the gains made last year through the accrual of 350,000 new consumer contacts and 
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the partnerships with 80 travel trade companies. Weôre not neglecting the new markets of the 

future in all this though. We continue to break new ground in China, Russia and India in 

particular. Meanwhile at home, weôre tapping the value of the staycation trend and the passion 

for Scotland reinvigorated by Homecoming.  

Weôve created a dedicated Scotland marketing team that will focus on growing day trips into 

overnight staysðlook out for a Scots-targeted campaign in the summer. This is just the latest in a 

series of changes we are implementing in response to a marketplace that is shifting under a blend 

of influences. VisitScotland canôt deliver for tourism in a vacuum, itôs vital that we keep step 

with the evolving behaviour of the consumer andðon the other side of the same coinðwe have 

to keep step with the needs of the industry by listening and responding to our businesses to 

deliver effectively. We have several exciting developments underway based directly on our 

consumer and industry feedback and there are more to come.  

Review of Quality & Standards - our quality schemes are the envy of the world. Namibia is the 

latest county working with us to drive up quality for visitors ahead of the anticipated knock-on 

benefits they foresee from the World Cup in South Africa this year. Here in Scotland we want to 

hold onto our title as world champions when it comes to quality and have been listening to your 

views about how we can deliver a better service for our industry customers and visitors. In the 

past 12 months we have conducted extensive consultations and workshops to gather your 

feedback. We are moving ahead with a new system which provides businesses with enhanced 

support to back up the growth agenda. The next phase includes the testing of a new, self-

assessed, minimum standard entry level to working with VisitScotland - an easier and cheaper 

first step on the ladder to full engagement with quality improvement. We shall also be doing 

further tests on User Generated contented and on how consumers want us to show differentiation 

at the top end of the ladder. As we move into this phase I would like to stress that we are still 

listening and want to hear your views through the Quality & Standards industry overseeing 

committees which have been very useful sounding boards in recent months.  

VisitScotland.com - the site has been in-house for over a year now and has had a great start to 

the year with more than one million user sessions coming to the website in January alone. Your 

feedback through the industry advisory group has been instrumental in delivering an improved 

system for industry and visitors. We are investing in a state of the art management system which 

will make updating and sharing content more effective and can report back to accommodation 

providers with visitor and booking numbers to their web listings on .com and can tell you the 

number of visitors to your own website that came through via VisitScotland.com. This 

development is in direct response to your feedback and will give you a very clear picture of how 

VisitScotland.com is delivering for you. It is an essential step in us moving more towards linking 

payment to results.  

Sustainable Tourism - our new Sustainable Tourism Strategy is about to enter its consultation 

phase and we want to hear from you. With your help, we believe Scotland can be a world leader 

in marrying tourism development with economic, social and environmental sustainability. 

Alongside this, a European-funded project will deliver unprecedented support to your businesses 

in promoting sustainable business growth. Please visit my colleagues on our exhibition stand in 

the foyer to find out more during breaks.  

Partnership Engagement - in the last year our senior management team has delivered a 

programme of stakeholder engagement events and meetings designed specifically to listen and 
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respond to our partners. Last October we held a national stakeholder summit to get our partnersô 

input into our corporate strategy. At a local level, we are improving how we engage based on 

feedback from local authority partners who want to have a single point of contact within 

VisitScotland to streamline communication and engagement. This is being delivered. Going 

forward, we are introducing a more systematic approach to ensure our senior management team 

meets regularly with key industry players in both the private and public sectors and we will be 

providing an annual update of how we are delivering for regional Scotland.  

Thistle Academy - we are working with our Scottish Thistle Award winners from the last 3 

years on an exciting project to help inspire excellence and share good practice across the 

industry. They have come together to establish the Scottish Thistle Award Winnersô Academy to 

help us raise the profile of Scottish tourism to benefit both the industry and individual businesses.  

TFFC - The refreshed Tourism Framework For Change, with its drivers for growth, is another 

vehicle which will pull us all together. The full industry leadership group has already met for the 

first time and we are looking forward to working with all parties to deliver growth for the 

industry. I would particularly like to compliment all involved for the progress that has been 

made.  

This is just the beginning, there is more to come this year. Engagement is a two way process and 

over the next year we will continue to build on these foundations by proactively engaging with 

industry and strategic partners and involving them in how we deliver for tourism. We recognise 

in the wider public sector that we will have to deliver more for less in the challenging times 

ahead and in relation to the Governmentôs Economic Recovery Plan, we are taking steps to 

collaborate more closely, particularly in relation to the joint promotion of Scotland and in shared 

services. We welcome the Ministerôs announcement that this will be Scotlandôs year of Food and 

Drink and my colleagues in Scottish Enterprise, Highlands and Islands Enterprise, the Scottish 

Funding Council and Skills Development Scotland and I are already working to see how we can 

jointly use this opportunity to trial a new, joined up approach to job creation. There has never 

been a more important time for our industry to unite. This is a defining moment for us all. There 

is no doubt that there will be challenges ahead for us in 2010. Economic forecasters are 

predicting continued economic recovery but at an uncertain pace. We are by no means out of the 

woods yet but the way out is perhaps starting to look clearer.  

The good news amidst all the blood, sweat and tears is that we are a resilient industry, holding 

our own during some of the most difficult economic times most of us in this room have 

experienced and hopefully ever will. We are all familiar with Scottish tourism. We are not so 

familiar with the potential of this industry, of the possibility that this industry is the sleeping 

giant that can awaken to deliver sustainable economic growth. 

 

LAWRENCE DURDEN, SKILLS DEVELOPMENT SCOTLAND  

Skills Development Scotland (SDS), some of you will be familiar and apologies to those whoôve 

heard me speak before. In 10 minutes Iôm going to try to give a very brief outline about what the 

organisation is, where we come from and really reinforce a lot if whatôs has been said about 

partnership listening to industry and supporting the tourism sector.  
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It was announced back in September 2007 that three organisations Careers Scotland, the Scottish 

University for Industry, Learn Direct Scotland as many of you will know it and the skills 

elements of Scottish Enterprise and Highland & Island Enterprise that look after the national 

training  Programmes will come together to make one organisation SDS.  It was a big task; 1,500 

staff worked across those three organisations. So as you can imagine the last two years have been 

pretty hectic for anyone whoôs been involved in merges and large organisations coming together. 

Itôs been an interesting time.  

Weôre now at a point where I think the new organisation is up and running. On the USB stick 

youôve got a summary of the operating plan (for those of you who have trouble sleeping) that 

gives you a lot more information about what the organisation is trying to do. A large number of 

Careers Scotland centres are still across the country and over 500 branded Learning Centres.  

Like many public sector organisations weôre driven by key policy drivers. I wonôt go through all 

of those but some key ones, (the Government Economic Strategy and particularly the fact that the 

key sectors of which tourism is one) are very important to us as an organisation, to support those 

sectors; the Skills for Scotland Strategy, the Economic Recovery Plan and many more and itôs 

important for us as an organisation fit into the strategic landscape. Last but by no means least 

there, is the Tourism Framework for Change. It is a key sector for us to support the tourism 

sector.      

What weôre about, (this is the corporate speak to some extent) is driving forward positive, 

sustained, improvement in Scotlandôs skills performance. Putting strength to work and what that 

means to me is about recognising that the people who work in the sector are the most important 

asset. If you donôt support the people, if you donôt develop the people, if you donôt recognise the 

achievements of the people who work in the sector then the targets, the very ambitious targets 

that are set for the sector will be difficult to achieve.  

Itôs part of our role, in partnership with industry and partnership with all the other agencies, to 

look at how we can support the people who work within the tourism sector. Itôs also a part of our 

role to be a catalyst for positive change in Scotlandôs skills performance. What does that mean? It 

means looking at doing things differently. Weôve heard the word innovative, itôs about joined 

upness, and itôs about trying to avoid duplication. If we are duplicating how can we do things 

more effectively and how can we make it easier for industry and employers to access the support 

thatôs available for them? 

Weôve got three key goals; all organisations have goals but Iôll try and keep them simple. The 

first is very much about the individuals, within Scotland the young people, the adults; itôs about 

enabling people to fulfil their potential. Itôs a big task but broadly it breaks down into helping 

people to become more agile in their career planning, to become better at planning their careers 

throughout life. We all know now that the traditional career paths have gone. Now to survive in 

the job market, to have a positive career you need to have skills around career management, 

career planning. So our role is very much to support people to achieve those skills. We started 

working with people at a young age in schools, but now we work with people of all ages so 

everybody can access our services.  

Create new levels of connectivity between learning and jobs:  (in plain English), to help people to 

make the move from learning, be it schools, and be it college or university into work. Itôs a big 

leap. Not everybody has the employability skills they need to have. Itôs a key role for us to look 



 

 

51 

at how we can work with others to help individuals to become more employable and to meet the 

needs of employers in terms of the core skills that they have, and to equip those individuals with 

the skills that Scotland needs.  

People in Scotland are very academic. We have an excellent academic record but it doesnôt 

always translate into productivity is what the figures show. So how can we do that? How can we 

take the talent that people of Scotland has and use that talent most effectively? Making skills 

work for employers. We need to do much more listening to employers and work more closely 

with employers and weôre looking to create new frameworks to develop skills for the 21
st
 

century. We have National Training Programmes which many of you will be familiar with 

modern apprenticeships, skills seekers get ready for work, National Training Programmes. We 

need to make sure that those are fit for purpose, that they meet the needs of both people training, 

but also meet the needs of employers and again that we listen to what industry is telling us about 

what they need. The good news is, weôre prioritising skills development in the GS key sectors of 

which there are six. Food and drink is one and tourism is one so again my job, as the manager for 

tourism within SDS, is to listen to the sector, to work closely with the sector and also to promote 

what we can do to help you to develop your business. To optimise how skills are use in the 

workplace and to make sure that the talent that people has working in the sector is utilised most 

effectively.  

Our third goal is being a catalyst for positive change. Weôve heard a lot about partnership and I 

think itôs great that we do. We need to work together, we canôt work in isolation. Iôve spent the 

last six months meeting a large number of people from across the sector, both in the private 

sector and the public sector, looking at how we can work more effectively together. We need to 

generate new approaches to entrench challenges. Sometimes there are difficulties and barriers 

that need to be overcome, traditional ways of working that need to change and again it is part of 

my role along, with others, to look at how we can do that more effectively and to focus our 

energies on national outcomes.  

There are a whole range of skills utilisation groups, national groups, strategic forums which 

weôre represented on but also community planning partnerships I was very interested in talking 

about local authorities there. A lot of my time is spent meeting local planning partnerships and 

others at a local level again; to look at how we can promote tourism at a local level and the role 

that SDS can play.  

In terms of what we do, Iôve mentioned National Training Programmes. In the last year thereôs 

been a 70% increase in modern apprenticeships starts and my role is really to argue the case for 

tourism, for more investment in training through the National Training Programmes across the 

tourism sector. We have Individual Learning Accounts which some of you may be familiar with, 

where itôs a funding stream for individuals who want to develop and train. Again thereôs a 

challenge there for the sector. How can the sector more effectively use Individual Learning 

Accounts and promote Individual Learning Accounts within the workplace. There has been a 

41% increase in ILAs recently and the threshold has been increased to £22,000 up from £18000, 

so now if youôre earning Ã22,000 you can access an Individual Learning Account.  

Information, advice and guidance services: we have a huge range of services in schools and to 

adults. Weôve seen an increase in the number of people using career centres, Career Scotland 

Centres and we want that to continue. Itôs a challenge for us as well to promote the sector 

perhaps to individuals who are thinking of a career change or young people leaving school. Itôs a 
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challenge there in terms of arguing the benefits of tourism, the great careers that are there within 

the tourism sector. We have a range of other products PASTE which is our support, along with a 

range of partners for people who have unfortunately been affected by the recession and been 

made redundant and a range of other products and services which Iôll go through.  

In terms of tourism the key challenges are well known. My own background was originally in 

tourism, I was a hotel manager for 10 years just after I left the aforementioned school. Failing to 

become a rock star I became a hotel manager as a second best option. A lot of the changes are 

very similar today which in some respects is a little disappointing. These are some of the key 

challenges management and leadership skills comes up against all the time. Iôve been involved in 

the work of the skills group that Iain was talking about earlier and management and leadership is 

one of the key skills for the sector in terms of how do you promote the very best leadership skills 

amongst the leaders within the sector.  

Customer service skills, how do we ensure that the visitor experience is as good as it can be, that 

the staff working within the sector, in small businesses and largest organisations are as aware as 

they can be of customer service and how important it is. A whole range of sector specific skills, 

the one always mentioned is chef skills, but thatôs not the only one, there are many others, but 

there are obviously specific gaps that need to be addressed.  I see it very much as SDSôs role, to 

support initiatives to do that.  

This issue of how to attract and maintain talent, itôs a very competitive world out there, in terms 

of attracting talent, and when I used to be a careers adviser to some extent there are still parents 

who will say ñdonôt go into that industry thereôs long hours and low payò. A lot has changed itôs 

a fantastic industry thereôs so much to offer so itôs how do you get that across to influences and 

young people and others.  

Joined up working by public and private sector organisations has been discussed. Employers tell 

me all the time theyôre not sure where to go for information, where to go for funding. I think itôs 

a key role for SDS to try and simplify the access to information, to make it easier to do and 

implementation of the TFFC skills plan and sustained implementation. Iain mentioned how we 

all can contribute to that to make it work.  

 

BERNARD DONOGHUE, VISITBRITAIN  

Iôm the co-chair of British Tourism Week as well as working for VisitBritain and we are 

absolutely delighted not only to sponsor todayôs conference but Scottish Tourism Week as well. 

VisitBritain as you know, youôre familiar with our work, we only do policy work and we only do 

marketing, we donôt do any domestic role. But what we do provide for Scotland and indeed the 

rest of Britain are 35 tourism embassies around the world providing marketing opportunities, 

platforms, insights, market knowledge and opportunities for you to work in partnership with us in 

order to ensure that Scotland gets the best deal out of a global market place.  

I was at the Dinner last night, which I enjoyed immensely not least because I was sat next to the 

editor of The Scotsman who was fantastically gossipy. I called it gossip he called it ósoft 

intelligenceô but I think we were kind of talking about the same thing really. One of the things we 

were talking about was the fantastic resilience and optimism of the tourism sector, always to 

 




















































































































































































