
• It should be easy to get to,
around and away.

• I don’t expect everything to
be the same but I trust it 
will all be good.

• I’d like to look in one place to
find out all about the area.

I WANT TO 
EXPERIENCE ALL
THAT THE AREA 
HAS TO OFFER

I WANT TO 
FEEL WELCOME
AND VALUED

I WANT IT 
ALL TO HAPPEN

WITHOUT 
ANY HASSLE

I WANT TO 
MEET FRIENDLY

PEOPLE

I WANT TO FEEL
LIKE I’M NOT 

JUST A BUSINESS
TRANSACTION

• I want you to deliver what
you have promised.

• I want to be trusted and
my custom valued.

• I want to feel you have
gone the extra mile.

• Be flexible to my needs.
• Offer me things that make

my trip great.
• Give me a number of

booking options.

• I want you to take pride in
what you do.

• I want to be thought about
and engaged with
appropriately.

• I want you to know who I
am and a little about me.

• I like a personal touch that
makes it a distinctive
experience.

• I want an introduction to
local tastes and traditions.

• I want to create happy new
memories.

WHAT VISITORS
WANT FROM
THEIR TRIP

WHAT
BUSINESSES

WANT

• How can I get to know
my visitors better?

• How can I target my
customers more
effectively?

• How can I deliver a better
experience to my
customers?

• How can I make the most
of my assets?

• What more can I do to
surprise and delight my
customers?

• How can I work smarter not
harder to add more value?

• What kind of training do my
staff need?

• How do I motivate my staff?
• How can I help them feel

fulfilled in their jobs?

• How can I keep my
interests alive?

• What can I do to feel 
less isolated?

• How can I develop my 
own skills?

I WANT TO
BECOME MORE

INVOLVED IN MY
COMMUNITY

I WANT TO GIVE
MY CUSTOMERS 

A BETTER 
EXPERIENCE

I WANT TO 
MAKE MY 

BUSINESS MORE
PROFITABLE

I WANT TO 
GET AND KEEP
GOOD STAFF

I WANT TO 
ENJOY WHAT
I DO MORE

• How can I find out
what’s going on?

• How can we work
together to be 
more effective?

• How can I meet other
businesses to
compliment my own?

• Find out about TIM
• Apply for a VisitScotland

challenge fund
• Check out Scotexchange.net

SHARE GOOD IDEAS
WITHIN YOUR COMMUNITY

•  Join a Quality Assurance
Scheme

•  Get mystery shopped
•  Attend Fully Booked

LEARN MORE ABOUT 
YOUR VISITORS 

•  Call the business gateway
•  Apply for a Tourism Innovation

Development Award
•  Take advantage of Scottish

Enterprise’s business
development tools

IMPROVE WHAT YOU DO
AND HOW YOU DO IT

•  Aim to become ‘Hospitality
Assured’

•  Put your staff through 
National Training

•  Reward your staff with a Scottish
Enterprise learning journey

MOTIVATE & 
ENCOURAGE YOUR STAFF

SIGNPOST
EXAMPLES EXAMPLESINSPIRE

•  Network with colleagues at
industry conferences

•  Become a friend of Pride 
& Passion

•  Go to a Gleneagles masterclass

GET MORE OUT 
OF WHAT YOU DO

•  Recommend other local
businesses to visitors

•  Give visitors ideas on what to
do and see in the area

•  Start a local tourism newsletter

•  Ask for visitor feedback
•  Know visitors’ names when they

arrive and offer refreshments
•  Get your business online with

‘web in a box’

•  Think about what you say
‘no’ to and find a way to 
say yes

•  Spend a day as a guest in
your own business.

•  Ask your customers for 
good ideas.

•  Teach your staff greetings in
5 languages

•  Hold weekly team meetings
•  Introduce bonus schemes

for staff

•  Share your interests
•  Be visible and helpful
•  Put your own mark on 

your business

HOW THE FRIENDS 
CAN HELP TO MAKE A DIFFERENCE

A UNIQUE 
EXPERIENCE 
THAT I CAN

RECOMMEND 
TO OTHERS

Must Visit.
Must Return.

The Natural 
Wonder of 

Northern Europe.
Enduring, 
Dramatic,
Human.
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