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The Scottish Tourism Forum

The Scottish Tourism Forum (STF) is an independent trade body that represents the interests of
Scottish Tourism businesses. STF was established in 1998 and is privately funded through
membership subscription. STF is not funded through the public purse and is proud of its
independence.

STF has members across all sectors of the industry, comprising both small and large operators in

rural and urban areas. Our members are made up of sector-based trade associations, visitor

attractions, accommodation providers, destination management organisations (DMOs), local area

tourism groups, skills training providers, tour operators and guides. Our membership has
O2yaraidSyidte INRBogy lff2Ay3a dza (2 O2yFTARSyilf e

Asiil KS W@2 A OS sEFfworiis KiSely Avivh Rsan@nib&tdhif) Government (at Holyrood and
Westminster), public agencies, advisory groups, grant award panels and lobbies on behalf of the
tourism and hospitality sector.

The Scottish Tourism Industry

The contribution of tourism to Scotland is now accepted & (G KS W6 SR NRO1Q G2 il
providing an industry that has withstood economic turmoil and crises, showing its resilience and
providing real, long term sustainable employment across all of Scotland.

The true extent of the importance of tourism to the Scottish economy has been put at £4.2bn based
on visitor expenditure measured by UKTS and IPS data, however the true contribution is
considerably higher with some estimates (Deloittes) putting this as high as £11.1bn in GDP terms if
the impact of leisure day visits is taken into account. The sector directly employs over 220,000
people, supporting some of the most fragile communities in Scotland.
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tourism offer, to maintain and grow our market share, encourage new opportunities and ensure a
sustainable future for the industry.

Making the Difference

In putting together this $hanifesto@ { ¢ CQa 202SOU A @S piodty adtidns thiN2 JA RS
will support tourism across Scotland and allow sustainable development of the sector.

The offer we currently have in Scotland is good; but it could be outstanding, both in terms of the
visitor experience and in terms of its contribution to the Scottish economy. In the past, the tourism
sector has been seen as disparate and difficult to communicate with. However, through the work of
STF, and the pressures brought by economic crisis and credit crunch, we have a single, clear and
increasingly loud voice.
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As we approach the Scottish Government elections, it is vital that the key issues for our sector are
fully understood. This manifesto sets out the key topics and actions that would put tourism on the
road to reaching its full potential.

The Keydsues

The tourism industry is a complex and interdependent amalgam of businesses and activities. If
viewed in its basic form it seems easy to understand; however, Scottish tourism is a patchwork of
inter-relationships which create the visitor product and deliver the overall visitor experience and
support many economic entities. Tourism is the shop window for Scotland, showcasing the fantastic
natural and built assets, activities and experiences for all to come and enjoy.

A crucial part of this patchwork is to understand and define the visitor; they can be an international

visitor drawn into Scotland through advertising, special interests (golf, genealogy etc) or a family
planningg K G GKS@ FFTNB R2Ay3 G GKS 6SS{SYR® ¢KS OA
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experience provided is the best possible and is one which will consistently build a solid reputation of

Scotland as a Whust seeQestination, not solely at national level but in every community,

accommodation operation, cafe and visitor attraction.

The complexity of the relationships required to deliver a memorable experience can result in an
inability collectively to tackle key issues, with a resultant dilution of the potentially positive changes
that can be made. STF, in its unique role as the national industry led tourism voice, has drawn
together priority issues which have the potential to propel the industry forward in an ever-increasing
competitive international arena. These issues come from feedback through the industry forums in
which STF is engaged and direct comments from businesses.

We would appeal to the incoming government to adopt these issues as priorities for action from
probably the biggest industry in Scotland, These are issues that will allow the tourism industry to
cement its role for the future, allowing it to create new wealth, new jobs, new opportunities across
all of Scotland supporting fragile communities as well as adding real value to the urban areas both
for visitors and residents alike.

The chart shown below provides an overview using four key headings, or themes to gather related
topics or issues for action. These themes are:

Infrastructure
Competitiveness
Sustainability (economic & environmental)
Quality of Experience

The centre of the chart illustrates common topics where one point re-occurs or is central to the
success of another and as such is pulled forward as a priority for action. Each of these topics is then
expanded to demonstrate the key issues and importance including the achievement of the central
priorities.
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[ Infrastructure

Broadband development - mobile & wired
National 'tourism arteries' development plan
Push for future high-speed rail links

Develop existing rail links to be more tourism
friendly

Development of new direct air routes to Scottish
airports

Expansion to road equivalent tariff

Protection of tourism environment both urban
& rural

Support for industry led approach \
Broadband
APD reduction
New route development

Competitiveness
New way of working through industry led
strategy

Streamline public partners to support industry
strategy

Reduction in APD

Development of new route development fund
VAT level & threshold

Fuel pricing with linked rural reduction

Work to maximise the leverage across the
industry networks including DMOs etc

Broadband
Level of people skillsand leadership

Demand led skills strategy
Access to Capital and investment incentives

k Aligning of public sector suport /

|

Sustainability (economic &
enviromental)

Marketing domestic & international

Support to local area initiatives - DMOs etc
APD

Capital investment relief

Continuation of small business bonus scheme
Access to investment capital

Work to stem the risks of increasing seasonality
across Scotland

Broadband

Become a world leader in good environmental
credentials and practise

\ Quality of workforce
\

Quality of Experience

Capital investment incentives

National campaignto provide a world class
welcome

Drive levels of product quality & consistency

Link to small business rates scheme and
quality/consistency

Broadband

Supportto local DMO intiatives to enhance the
offer & consistency

Development of people skills

4
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Key priority issues

The analysis made possible through setting out themes and topics for action in the chart (above)
enables common issues and priorities for action to be identified. The industry undoubtedly needs to
take ownership of some of the actions within this manifesto; however to meet all the aims a strong
set of objectives need to be agreed and addressed by public and private sectors working in
partnership.

STF encourages the future administration to adopt this industry manifesto to support and grow
tourism in Scotland. In summary these are:

Support industry led approach to strategy
Broadband accessibility both cabled and mobile
Development of new route development fund
Reduction or removal in the level of APD
Adopting a demand led skills strategy for tourism
Provide tax incentives for capital investment
Provision of access capital (on commercial terms)

Alignment of the use of public funds to support and develop tourism, providing
effective and aligned delivery of support.

Scottish tourism is uniquely positioned as the industry in Scotland to provide long term sustainable
employment with an increasing level of contribution to the Scottish economy. We commend this
manifesto to all the political parties both in advance of the election but also as a list of immediate
actions once in office, to drive real lasting change for the benefit of Scotland and its communities.
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Infrastructure

In the infrastructure area there are seven key points raised each of which has importance to the

development of tourism in Scotland; each is explained in terms of context and impact to

demonstrate the logic for it featuring as a priority:

Broadband development ¢ It is well recognised that O 2 Y & dzh&chkBr&now vast due to
the advent of the internet both via connected computers but increasingly via mobile
broadband. The projection of the use of mobile devices is set to rise dramatically offering a
vast array of options for our sector to embrace such as local area apps, cross-selling
opportunities, travel apps, interpretation apps, booking apps etc. All of this however comes
in the face of our current position of access to the internet let alone to mobile broadband.
Scotland currently sits around 11™ in the European league of internet accessibility although
this hides the true picture for rural Scotland where areas immediately outside the large
centres of population having low speed at best connectivity.

To safeguard our needs as an industry and our consumers needs for easy access to
broadband it is vital that we see our levels of connectivity as a top priority otherwise we are
sure to fall behind further, putting us into a downward spiral reducing our ability to sell,
inform or inspire visitors to enjoy visiting Scotland. We see our competitors recognising this
need and are placing massive resources to facilitate this ¢ we must see urgency around this
issue.

In recognising this as one of the most important parts of infrastructure we should also link
this across to continuous development of business skills to maximise the potential from
Broadband for tourism in Scotland.

bl dA2yF{f Wi 2 NgWihather indiNieS, MarkStacessibility is key to the
overall success that can result. Within tourism, however the priorities differ from those of
general transportation. The impact of this can result in sometimes relatively minor
improvements pushed down the order compromising the tourism agenda. To alleviate this it
is suggested a list of transport priorities for tourism is drawn up with support from Scottish
Government and agreement on how this is fed in to the national planning framework. Each
of the tourism priorities should show a direct link to growth in the sector to demonstrate its
importance.

Taking the lead in this action plan would be the A9 to deal with current and future levels of
tourism related traffic and the establishment of a sustainable ferry link directly to Europe
form the central belt.

Push for high-speed rail links - Scotland along with other parts of the UK is demanding high-
speed rail links however, this sits against a backdrop of decimated public finances and low
levels of opportunity to future build projects. Scotland suffers as well due to the lower levels
of predicted footfall moving us lower down the agenda for development.

6|Page




There are however decisions being made already that see high speed rail links spanning
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because of the lack of high-quality, high-speed rail links.

iv. Develop existing rail links to be more tourism friendly ¢ We have an opportunity to use our
current rail infrastructure to celebrate the natural and built environment the rail routes pass
through. If travelling in Canada or Switzerland visitors would see rail travel as a relaxing way
to view the scenery and not be too concerned at the time the route took to reach its
destination given that visitors are not regular commuters. Through offering visitor focused
commentary delivered through blue tooth technology or other means visitors can view the
Scottish scenery in a new light and broaden their experience of rail travel in Scotland. We
recommend a partnership between industry, rail providers and Government to unlock this
potential area, driving more visitors to use rail as a first choice option when moving around
Scotland.

V. Development of new direct air routes to Scottish airports ¢ Scotland in the past benefited
from a successful route development fund increasing the levels of new direct flights. STF
would encourage the Scottish Government to develop a replacement for the fund as a
matter of urgency. Scotland doesy 2 1 Kl @S | WKdzo Q | A NLJ2 NI
hub airport. This is unlikely to change due to the sheer weight of numbers around the
London area although travellers to and from Scotland may choose to use other European
hub airports. There are however a number of direct flights to Scotland and we would look to
Government and partners to strengthen the development of these new routes, opening up
new opportunities such as golf in Inverness or Aberdeen such as Germany.

vi. Expansion to road equivalent tariff ¢ During the previous parliament, an experimental road
equivalent tariff (RET) was set up on ferry routes to the Western Isles. The result of this for
the tourism market was pronounced, with increased levels of visitors consistently seen over
the year. STF would like to see RET becoming a permanent arrangement and, where feasible,
expanded to other areas. This creates an opportunity for areas to put themselves forward to
benefit from the RET demonstrating the advantages it would bring to the local area
economies.

vii. Protection of the tourism environment, both urban & rural ¢ The tourism industry relies on
high quality urban and rural environments for visitors to enjoy; we are seeing increasing risks
to this environment. It is important that the integrity of these is maintained to good
standards and that future development is planned sympathetically to safeguard its future
earning capacity ¢ short term goals can have lasting impacts.
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Compettiveness

New way of working through industry-led strategy ¢ Over the past few decades, the
tourism industry has been unable to come together to voice its priorities or indeed to show
sufficient leadership to move the sector forward. During 2010, with Government support, a
new group - the Tourism Leadership Group (TLG) - was formed. Working in partnership with
STF, this group is forming a revised strategy for the sector. We would call on the new
administration to support the growing level of industry leadership and unequivocally adopt
the strategic approaches that come forward from the TLG.

Streamlined public partner support for the TLG industry strategy ¢ With constraints on the
public purse, the gaining pace of industry leadership and the establishment of partnership
organisations such as DMOs we would look to Scottish Government to insist on clarity of
structure, responsibility and accountability for its agencies in supporting the delivery of the
revised industry strategy. In response to this, industry will set itself similar levels of
accountability for strands of the strategy.

Visasc{ O2GfFyR a 6A0K GKS NBad 2F GKS Y
by Westminster to increase border controls for the UK. The result has however been very
damaging to the UK for tourism. We see instances where we become instantly considerably
more costly as a destination or indeed inaccessible as an option due to the internal
challenges for gaining a visa. We fully understand the need for controls however we must
ask why we have put ourselves at such a competitive disadvantage.

APD/Route Development ¢ Within all conversations across the industry there is a call for
the development of new incentives to attract air routes into Scotland to replace the previous
route development fund. We understand there are challenges to establishing this, however
energy must be given to the development and encouragement of new routes.

The contra to this is the high level of airport passenger duty (APD) applied in the UK creating
a huge barrier to attracting international trade. The UK seems to be the only country placing
this burden on the traveller and indeed we are seeing some countries, Ireland being one,
planning to abolish the APD for visitors. This, along with VAT at 20% and other costs being
borne by businesses positions Scotland as one of the highest cost destinations.
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v. VAT level & threshold ¢ The UK has lost competitive advantage to countries such as
Germany and France which have acted in an innovative manner by lowering VAT rates from
around 20% to under 6% for hospitality businesses ¢ the return being attractive prices for
visitors, an increase to the respective exchequers and a widening of the differential in the
cost of travelling to the UK. We would encourage the future Scottish Government to lobby
for a more competitive VAT environment against our European neighbours.

Onasecondpointz GUKS o6dzf 1 2F {O020f | yRQ&andmadydza i NB

operate below the compulsory VAT threshold. This is often a life style choice as businesses
avoid going into VAT to reduce operational costs. This results in good small businesses often
closing their doors to business during the peak times, reducing the offer and potential
contribution to the economy. This highlights an artificially created barrier to encouraging
growth in the sector and extension of the tourism season. Again, STF would ask the future
administration to lobby to re-model the VAT threshold to remove this artificial barrier.

vi.  Fuel pricing with linked rural reduction- A real constraint on the tourism industry and the
promotion of holidaying longer in Scotland is the cost of fuel. We accept that current
international political unrest and other factors such as the value of sterling and global
demand for commodities, including oil have seen fuel costs moving to previously unthought-
of heights. However the biggest part is the disproportionate costs of fuel in the rural areas.
We would support action to mitigate the pricing outwith major population conurbations.

vii.  Work to maximise the leverage and cooperation across the industry networks including

5ahQacLYyi MBOSyld dAYSa ¢S KIS aSSy Iy dzLJa dzN

groups. STF looks towards support from Scottish Government, in conjunction with the
industry and local authorities, to look at ways of supporting DMOs in increasing the delivery
of excellent customer experience and access to visitor products and services.

viii.  Broadband ¢ As noted in previous section

ix.  Level of people skills & leadership ¢ The industry has moved forward a number of initiatives
and looks for the future Scottish Government to support, notably the Leadership School,
recently set up through industry initiative to increase the levels of leadership and skills base
in the industry. STF would urge the new Scottish Government to support the results of the
TLG revised strategy on tourism and the approach indicated for the future of skills training in
the industry.
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Sustainability (economic & environnmgal)

Vi.

vii.

viii.

Marketing domestic & international¢c{ O2 (1 f | YRQ& (2 dzNR & YWhugélyilNg S
its demographic over the past few years with a high reliance on the domestic market which
currently provides around 80% of the market. Changing this and attracting higher spending
international visitors to Scotland comes against a backdrop of diminishing funding to

VisitBritain and VisitScotland. We would look for Scottish Government to support industry

through its revised strategy to develop new ways of marketing (including emerging markets)

using the strength of industry and providing sustained resources for marketing. STF would
encourage Scottish Government, alongside industry, to lobby Westminster for continued

resources for VB to do a job for all of Britain in appropriate markets

Support to local area initiatives ¢ DMOs etc ¢ As noted in previous section
APD ¢ As noted in previous section

Capital Investment ¢ The industry consistently records its concerns over access to funding
through the traditional banking sector. We would call on Government in Scotland to look at
supportable models to ensure that businesses have the opportunity to access funding at a
commercial rate.

We would also call on Government work with Westminster to reinstate capital allowances
for hotel and other forms of tourism development to encourage improvements in the
tourism product. Not only will this increase quality and improve customer satisfaction but it
will also support additional employment.

Continuation of small business rates scheme ¢ During the past administration, we saw the
successful launch of the small business rate scheme that we would applaud. We would ask
for this to be continued and suggest that it could be used as a tool to encourage businesses
to work with local authorities or DMOQ @ drive the quality & consistency of visitor
experience in the area. We would also look for Scottish Government to review the dramatic
rates increases applied to larger hotel and other operators in the past session of the Scottish
Government. These increases hit industry hard, reducing its ability to re-invest in the
product and severely damaging our competitiveness with businesses south of the border.

Access to investment capital ¢ As noted in se@bn above

Work to stem the risk of increasing seasonality ¢ Over the past 10 ¢ 15 years Scotland has
seen an increasing commitment to making Scotland an all year round destination, reducing
the shoulder months and increasing the overall length of the season. This however STF
would suggest is now at risk of reversing as businesses see reducing market confidence and
heightened operational costs, resulting in increasing seasonality and a reduced offer for
visitors. This is a trend that needs to be stemmed and action taken to reverse swiftly or we
face a widening gap from cities to rural and ultimately a reduction in the value of tourism.

Broadband ¢ As noted in previous section
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ix. Become a world leader in good environmental credentials and practice ¢ Scotland relies on
it natural beauty and environment to draw visitors and it is vital that all businesses engaged
in the touch points for visitors are seen to be actively embracing good environmental
practice leading to Scotland being seen as truly a world leader in environmental issues.

X.  Quality of workforce ¢ As noted in previous section

Quiality of Experience

i.  Capital investment incentives- As noted above

ii.  National campaign to provide a world class welcome ¢ ¢ 2 Rl @ Q&4 02y adzYSNJ K

of choices and tourism is no exception as the proliferation of user generated websites
demonstrates. Scotland is renowned for its scenery and heritage, but sits consistently at
number 7 in the international customer welcome league. This provides an opportunity to
raise our standards. With the competitive levels of other nations rising to increase their own
market share Scotland needs to secure and grow its reputation for welcome and hospitality
for the future to secure our own market share.

iii. Drive levels of product quality & consistency- As mentioned in the paragraph above the
tourist has numerous ways of choosing and judging their visit, either recommending or
condemning their experience. To increase our standards of consistency of offer across
Scotland we should look to adopt methods to monitor customer satisfaction, react quickly to
failure, recognise gaps and inconsistencies, develop action plans and growth funds. The core
of this aim will sit alongside the revised tourism strategy and a structured proactive
approach is vital for success.

iv.  Link to small business rates scheme and quality/consistency ¢ As noted in previous section
V. Broadband- As notedin previous section

vi.  Support to local DMO initiatives to enhance the offer & consistency - One of the key issues
relates to the delivery of increasing levels of consistency and quality throughout Scotland
and across all types of tourism business. The delivery of this will come through the local
areas, creating cohesive and interdependent relationships to achieve and exceed visitor
expectations. Through this approach local areas will be able to confidently position
themselves for future increases in the local tourism economy.

Vii. Development of people skills- As noted in previous section
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In Summary

As noted in the sections above we encourage the new administration working in conjunction with
the Scottish Tourism Forum and the wider industry to make the priorities for their action to support
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industry and secure our competitive future.

In summary these are:

Support industry led approach to strategy

Broadband accessibility both cabled and mobile

Development of new route development fund

Reduction or removal in the level of APD

Adopting a demand led skills strategy for tourism

Provide tax incentives for capital investment

Provision of access capital (on commercial terms)

Alignment of the use of public funds to support and develop tourism, providing
effective and aligned delivery of support.

The Scottish Tourism Forum puts this document forward to the incoming administration in Scotland

to demonstrate its support by responding to these issues and through partnership working move the
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