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Scottish Government Response to the Scottish Parliament Economy, Energy
and Tourism Committee Report:

Issues affecting Scottish Tourism - Initial Report

2nd Report 2012 (Session 4)
SP Paper 82

Published 28th February 2012

Scottish Government welcomes the Committee's initial report into Issues affecting
Scottish Tourism and commends the wide-ranging nature of the issues highlighted.

Scottish Government wholly agrees with the Committee's conclusion in paragraph 48
that tourism is a critically important sector of the Scottish economy.

This response has been prepared by Scottish Government with contributions from
VisitScotland, Scottish Enterprise, Highlands and Islands Enterprise, Transport
Scotland, Skills Development Scotland and the Tourism Framework for Change
(TFFC) Skills Group.

In our response we have sought to provide the additional information and clarification
that the Committee has asked for, and we note that progress is underway on many
of the issues highlighted by the Committee.

The table following gives the Government response to the Committee's conclusions
and recommendations. The same paragraph numbering as in the Committee's report
is used for ease of reference.
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Comments, Conclusions and Recommendations with Scottish Government Response
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Comments, Conclusions & Recommendations
According to a recent GB wide survey, the number
of visitors to Scotland rose by 8% in the first nine
months of last year (2011) as staycations grew in
popularity, according to new figures. However, a
separate Office for National Statistics (ONS) survey
showed a 4% fall in the number of international
visitors in the first three quarters. In terms of
expenditure, the GB wide survey stated that
spending by visitors from the rest of Britain to
Scotland rose by 21% year-on-year to about
£2.3bn, while expenditure by overseas tourists fell
by 6% to just over £1.1bn. In essence, these
surveys show the rise of the staycation and the
continued challenges of attracting visitors from
overseas.

The Committee also heard that the collection of
statistics at a UK level is compromised, which
makes it very difficult for VisitScotland to compare
yearly like for like figures. Evidence suggests that
VisitScotland and others are not gathering the right
information to allow accurate assessment of what
has ha ened in the ast.
According to the main industry trade association -
the Scottish Tourism Forum - Scottish tourism was
worth, in expenditure terms, just over £4.2 billion.
Furthermore, the industry employed around
215,000 people, or about 8% of the total number of
eo Ie em 10 ed in Scotland.

Scottish Government res onse
A slight correction needs to be made here. The correct figures are as follows:

The combined GB and overseas overnight stats for the first nine months of 2011
show an 8% increase in the number of visitors to Scotland. These figures are
made up by combining the Great Britain Tourism Survey and the ONS survey that
the EET report refers to, known as the International Passenger Survey (IPS). The
figures for the individual surveys are as follows for the first nine months of 2011:

GBTS: 10% increase in number of visits
IPS: - 4% decrease in overseas visits

The spend figures quoted by the report for the individual surveys are correct. For
information the combined expenditure figures for the first nine months of 2011
show an 11% increase in expenditure as against the previous year.

The full year (provisional) figures are now available and are given in response to
paragraph 43.

Scottish Government do not agree that the collection of UK statistics at UK level
is compromised.

This point is dealt with further alongside paragraph 48 below.

For information the latest figures are given here:

The most recent figures on volume and value became available on 1ih April
2012: Overall there was a 9% increase in overnight tourism visits to Scotland
(overseas and domestic combined) in 2011 compared with the previous year,
with 15.7m visits. Overni ht tourism ex enditure was £4.51bn re resentin a
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To stimulate growth, the previous Scottish
Government chose to continue with the strategy set
out in the Tourism Framework for Change
document and to update and refresh this.

The Committee welcomes the ambition of setting
and trying to achieve a high tourism growth target
but notes the evidence from witnesses that the 50%
target is not considered achievable. We are
concerned that the Cabinet Secretary and the Chief
Executive of our main tourism agency for Scotland
have differing views on the achievability of the 50%
growth target. We recommend that the situation is
kept under review and that VisitScotland provide
the Committee with yearly statements on the
progress being made towards meeting the target
and, should this look less likely, supply us with
details of what steps it plans to take to address any
shortfall in progress.

14% increase in combined overnight tourism expenditure in Scotland.

For the first time we have figures for tourism day visits which show an overall
expenditure in Scotland of £6.2 billion in 2011.

The most recent Scottish Government employment figures show tourism related
employment in 2009 was 216,600 and tourism related GVA in 2008 was £4.1bn.

It is important that the Committee are aware of the current work being done by
the Tourism Leadership Group (the industry advisory group for Tourism) to
refresh the strategy for tourism in Scotland. They are due to publish a revised
strategy this summer, which is likely to address the overall ambition, suggest
targets and/or indicators and will indicate where growth will come from.

The Scottish Government is committed to tourism and is determined to draw new
visitors to Scotland. We remain ambitious for Scottish tourism and we continue to
work towards growing tourism.

The Tourism Framework for Change (TFFC) strategy was published in 2006. It
stated that "current estimates suggest that gross tourism revenues could increase
by 50% by 2015" and set an ambition that Scotland's tourism revenues would
grow by a similar amount. This was based on the then currently available world-
wide projections of tourism performance. Since then we have experienced the
worst global recession of modern times.

A refreshed, industry-led tourism strategy, developed by the Tourism Leadership
Group (TLG), after in-depth research and analysis and wide-spread consultation
across the industry, is due out this summer. Government and agencies have
supported the TLG in taking forward that work, and while it is not yet finalised,
current summaries of available research and progress reports have been
published through the Scottish Tourism Alliance (formerly Scottish Tourism
Forum) website.

Scottish Government will work with the industry to measure and report on
progress against targets and indicators in the revised strategy. Once the strategy
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48 Evidence received by the Committee would appear
to show continued dissatisfaction amongst industry
practitioners and others that we still do not have
access in Scotland to reliable and up-to-date
tourism statistics for the Scottish market. The
Committee recommends that the Scottish
Government carries out a feasibility study on
what would be involved in establishing a
Scottishbased, centralised source of
information and statistical collection which
would assist in better understanding trends in
the tourism sector and, in particular, could be a
tool for monitoring progress towards the targets
for growth.

is published we will provide to the Committee details of what Scottish
Government will report annually in relation to the revised strategy.

Progress against the current ambition has been reported regularly to the
Committee in the previous session.

Annex A provides details of steps being taken by SG and its agencies.to support
the industry to grow tourism.

Given the substantial existing work in this area, SG do not consider the specific
proposal of the Committee would represent good value for money, and could
potentially duplicate existing activity. However, that is not to say there is not
room for improvement.

SG proposes, taking account of a revised strategy and existing statutory/legal
commitments to provide data to EU, to bring together the key agencies with
intelligence on tourism, industry and local authority representatives to review
what exists, what more could be done with what we have, and what needs to be
done to make sure we can measure what the revised strategy sets out to
achieve. SG will be keen to ensure that any actions arising from that meeting are
proportionate and represent best value.

Existing activity:

The ambition for growth in the TFFC is monitored using the same surveys that
were used to develop the baseline. There have been some amendments to those
surveys over the years (IPS - Inclusion of Rosyth 2007-8 and a new methodology
in 2009, UKTS became GBTS in 2011). These changes are unlikely to have had
a significant effect on overall numbers and indeed an ONS discontinuity analysis
showed no major discontinuities in relation to the 2009 methodology. Therefore it
is considered appropriate that these two surveys monitor progress against the
2005 baseline.

Further background on the statistical surveys (IPS, GBTS, and Scottish
Accomodation Occupancy) is provided in Annex B
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Extensive and co-ordinated work is undertaken across the agencies to monitor
trends in the tourism sector:

VisitScotiand have a widely respected Insights team who, alongside co-ordinating
of the statutory monitors, carry out specific studies regularly - e.g visitor surveys
into attitudes/satisfaction, industry confidence survey as well as monitoring
qualitative trends. VisitScotland is widely acknowledged as being a reliable
source of information on consumer trends and geographical market trends.

SE/HIE, often in conjunction with VS, have carried out sector studies to
understand their value and growth potential. HIE have recently completed
accommodation audits for Inverness and Moray, working jointly with SOL They
are also working with VS to help shape a combined Shetland, Orkney and Outer
Hebrides visitor survey.

The Scottish Government is currently consulting on refreshed statistical
definitions for all the Growth Sectors, including Sustainable Tourism. This refresh
is required as the Standard Industrial Classification (SIC) codes, used to classify
business establishments by the main type of economic activity in which they are
engaged, have changed. The aim of the consultation, with regards to
Sustainable Tourism, is to arrive at a refined definition of tourism-related
industries that is shared by stakeholders and that will enable better monitoring of
change in the sector in Scotland. Once the definitions are finalised in May, the
Key Sector Statistics Database currently published on the Scottish Government
website (which includes a range of economic statistics for Tourism on the old SIC
codes) will be replaced by the new Growth Sector Statistics Database (setting out
a range of economic statistical trends for the Growth Sectors on the refreshed
definitions). Link to consultation on Growth Sector statistical definitions:
http://www. scotland. QOV. uklT opics/Statistics/S rowse/Susi ness/KevSectors

Dissemination of data/intelligence
In terms of spreading the understanding industry-wide:
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50 We would like to see current training and tourism
courses that are fit for purpose, with those who
work in the sector becoming more involved in the
creation and delivery of these courses.

Due to the volume of information produced within the surveys, VisitScotland
produces a number of factsheets, analysis and datasets based around the typical
requests received from enquirers. These are freely available on
www.visitscotland.orq/research and statistics.aspx

VisitScotland is always open to working with organisations to discuss their
information requirements and to providing bespoke data sets following
consultation and understanding of needs. To meet this requirement a dedicated
email address(research@visitscotland.com) is available. VisitScotland can
advise on appropriate resources based on the availability of data collected
through the statutory surveys.

Tourism Intelligence Scotland (TIS), managed by SE on behalf of SE, HIE and
VS makes detailed market intelligence from a variety of sources accessible to all
tourism businesses. Over 4,500 businesses have registered with the site and
eight Opportunities for Growth series guides have been launched with a further
two to be launched in April 2012. The agencies have also tried to encourage
industry to take more ownership of sharing performance data through TIS - to
talk about opportunities, season to date and to learn from each other. The TIS
project has been extended beyond the initial end date of March 2012 and the
contract for the current TIS provider is due to complete in September 2012. HIE,
SE & VS are currently planning the next phase, recognising that Market
Intelligence will continue to form an important aspect of the agencies work.

The Scottish Government's reform of post-16 education and training puts learners
at the centre by focusing on three strategic outcomes: jobs and growth, improving
life chances, and sustainable provision. One cross-cutting element of the work
seeks to articulate employer voices and economic needs so that learning equips
and prepares people better for employment. We shall continue to listen to
employers, industry groups, business organisations, sector skills councils,
training providers and others throughout this process.

51 The Committee notes that, following its The Review Group the Committee refers to in the report is the short-life task
predecessor's tourism inquiry, the Scottish Group set up in November 2008 to consider the previous Committee's concerns
Government undertook a review of college and on tourism skills. Its conclusions are qiven in Annex C.
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52

53

university provision for the tourism sector. We are
not sure whether this has yet delivered the
decluttering and rationalisation of provision that was
called for at the time. For us, the provision of
education, skills and training in the sector has to be
demand-led, enjoy the support of the industry and
offer a smaller number of industry-approved and
government certified courses which are delivered
by a limited number of centres with a geographic
spread in Scotland. We, like our predecessor, are
also keen to see the establishment of a small
number of hotel schools along the lines of the high-
quality models used elsewhere in Europe, with
greater emphasis on craft and technical skills. We
recommend that the Scottish Government
provides us with an update on the progress
being made by the Review Group formed in
2007/8 and tasked with an overhaul of service
provision.
We also welcome the evidence we heard from two
employers in the hotel sector on pay and conditions
and recommend that VisitScotland and the
Scottish Government continues to work with
employers and the STUC to improve issues in
this area.

The Committee welcomes the Scottish
Government's consideration of the provision of a
high-speed rail network for Scotland, dualling of
major Scottish roads and the delivery of faster
internet access. We recommend that Scottish
Ministers provide further information relatina to

As a result of the Group's recommendations The Scottish Tourism Forum - now
the Scottish Tourism Alliance - brought together a new industry led Tourism Skills
Group. This includes representation from People 1st, the Institute of Hospitality,
VisitScotland, Skills Development Scotland (80S), Springboard and Hospitality
IndustryTrust (HIT) Scotland.

The Tourism Skills Group have provided a detailed update for the Committee. It is
included as Annex D.

The International Leadership School in Scotland has been successfully
established, led by the industry, developed with support from SE and the Scottish
Funding Council and now being delivered by Strathclyde Business School in
conjunction with international partners Lausanne and Cornell.

This is not a role for VisitScotland.

Employment law is a reserved matter. Pay and conditions in individual companies
are a matter for individual business, their employees and their trade union
representatives. However, building on the example of specific joint work with the
STUC to support Scottish manufacturing, the Scottish Government will offer to
facilitate discussions involving industry representatives and the STUC on actions
which could assist companies and their employees, including, for example
research around good practice case studies from other countries.

Faster internet access

Scotland's Digital Future: Infrastructure Action Plan was published on 31 January
2012: http://www.scotland.qov.uk/Publications/2012/01/1487/0.This document
sets out how the Government's ambition for a world class digital infrastructure in
Scotland will be delivered.
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these projects to the Committee for its
consideration and would urge that, given the •
fast moving nature of technological
improvements, consideration be made to
bringing forward the timetable for
implementation.

•

Proaramme 1 of the Action Plan will deliver a steD chanae bv 2015: it will
address the current digital divide and put in place infrastructure in those areas
that the market will currently not go, with speeds of 40-80 Mbps for between
85% to 90% of premises and a significant uplift in speeds for the remaining
10-15% by 2015.
Proaramme 2 of the Action Plan sets out the Government's longer-term
ambition to achieve world-class bv 2020. We will ensure that the Government
has the right mechanisms, partnerships and commercial models in place to
deliver world-class infrastructure in a sustainable way and in partnership with
industry. We fully recognise that what is "world-class" today is unlikely to be
"world-class" in 2020. We will ensure that investments made in infrastructure
in Programme 1 are future-proofed.

The Scottish Government is committed to delivery of its ambitious digital
connectivity targets, which it believes are achievable.

Dualling of major roads

On 6th December 2011, the Cabinet Secretary for Infrastructure and Capital
Growth launched the Scottish Government's Infrastructure Investment Plan (liP).
The liP contains commitments to complete the dualling of the A9 by 2025 and the
dualling of the A96 by 2030. The Minister for Housing and Transport announced
the award of design work on the A9 Luncarty to Birnam section in January 2012
with a view to commencing construction by 2017.

Transport Scotland are currently preparing a strategy for the development of both
dualling programmes. The A9 strategy will be reported to Ministers in the Spring
and the A96 strategy in the Autumn. Ministers will provide more information on
the programme for these schemes once it is available.

The deadlines for completion set in the liP are challenging. These are long and
complicated schemes that must be robustly developed and widely consulted on.
Whilst it may be possible to construct some sections, such as A9 Luncarty to
Birnam, earlier it is unlikely that the full route dualling could be achieved any
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earlier than the dates committed to.

High Speed Rail

On 1 March 2012 Scottish Ministers met with both the Secretary of State for
Transport and the Secretary of State for Scotland to discuss Scotland's inclusion
in a UK high speed rail network. It was agreed that Transport Scotland would
work with the Department for Transport in development of planning of high speed
rail to Scotland. This planning process should commence in autumn 2012, with a
view to delivery of a detailed plan for high speed rail to Scotland by the end of the
current UK Parliamentary term (May 2015). The detail of this planning has yet to
be agreed between Transport Scotland and OfT officials (the first planning
meeting is scheduled for 30 April 2012) ,but it is anticipated that the final plan
may include route and station options, together with delivery and funding plans.

54 Planning problems, building control issues and the
difficult environment for inward investment in such a
relatively small country all impact on our ability to
raise our game in terms of quality, capacity and
new product. This simply has to
change. To drive this vital sector of the economy we
must work to catalyse indigenous as well as
international investment.

Scottish Government are keen to facilitate further investment in tourism and have
asked VisitScotland to develop a more strategic and proactive role in the planning
process. Initially VisitScotland will lead joint work - with developers, planners, and
economic development agencies - to prepare an evidence-based national
investment plan. This will provide a clear steer for developers and planners on
what tourism developments are needed and should be supported in different
parts of Scotland.

It is envisaged that the first draft of such a plan will be available by autumn 2012.
The implications for Planning Authorities will be identified, addressed and
communicated in a variety of ways, including through Scottish Government
Guidance to Local Authorities.

55 Equally important is the evidence we have heard Scottish Enterprise, in partnership with the Scottish Government, HIE and local
from the tourism industry that access to finance for authorities, held a sector opportunities funding summit on 18 January between
investment purposes is still an issue for some in this the banks, finance providers and key sector businesses. The session on tourism
sector and we would encourage the Scottish was positive and constructive and produced a number of action points that will be
Government to act where possible in encouraging taken forward by SE, HIE, the TLG and the banks. These actions include
more flexibility in bank lending criteria to allow the mechanisms to share tourism market intelligence; involving financial institutions
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tourism and conference markets in Scotland to and intermediaries in the refresh of the tourism strategy and improving
grow. communication by the banks on funding applications.

The Scottish Government remain committed to encouraging the supply of
affordable finance to support the cash, credit and capital needs of viable Scottish
businesses, from all sectors including tourism. Securing affordable finance
remains a considerable challenge for some viable businesses and further action
is needed to ensure those businesses have access to the affordable funding they
require to grow and support jobs. We continue to maintain pressure on the UK
Government and the banks at every opportunity to ensure SMEs have access to
affordable levels of lending. The Scottish Government have commissioned
another "Access to Finance" survey of SMEs to gain an insight into their
experiences of credit conditions in Scotland, and will share the conclusions with
the EET Committee but it is likely to be summer before the results are available.

Cabinet Secretary for Finance, Employment and Sustainable Growth wrote to the
Chief Secretary to the Treasury on 23 February 2012 indicting that the Scottish
Government is disappointed with the delivery of Project Merlin and levels of
lending dispersed to SMEs. A copy of the Minister's letter is online at:
http://www.scotland.qov.uk/News/Releases/2012/02/SMElendinq23022012

The Scottish Government can neither control the lending facilities that the various
banks offer to their respective customers, nor become directly involved in
individual company discussion with banks. Lending decisions are taken by the
banks after due assessment of all the facts and circumstances of the individual
application, including the risk involved in the proposed transaction. Decisions
about the pricing, terms and conditions of loans, or overdrafts, in specific
business cases are a commercial decision for banks.

Significant efforts have been made to widen the availability of affordable local
lending. For example, the East of Scotland Investment Fund was fast-tracked
through the European Regional Development Fund (ERDF) process. Companies
can now access local debt finance from the public sector in the East, West, South
and Highlands - up to £30,000 for new start-up and up to £50,000 for established
businesses. Tourism and tourism infrastructure projects are likely to be eliQibleto
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apply for support from these funds.

All lenders, bank or other organisation, rightly need to see a strong business plan
demonstrating viability and ability to repay the loan as an integral part of the
application process. Provision of advice on the business plan. cash flow and
other issues is available from Business Gateway and is now delivered across the
whole of Scotland by local authorities.

Scottish Enterprise is active on behalf of account managed companies it supports
(some 110 tourism businesses) with advisory support to help companies improve
their chances of securing funding.

56 We are heartened by the clear examples provided
to us of strong relationships working in tourism
between public and private sector businesses. The
Committee would encourage greater
partnership working and
recommend that examples of good practice be
examined by VisitScotland and be replicated
throughout the tourism industry in Scotland to
achieve consistency.

Scottish Government is delivering strong messages to agencies to encourage
closer working and itself works closely with the private sector through industry
advisory groups.

Partnership is at the centre of VisitScotland's work and VisitScotland will continue
to work with DMOs and other partners across the country, sharing good practice
to deliver maximum results for the tourism industry.

This recommendation is as much for the wider industry as it is for Government
and our agencies. Scottish Tourism Alliance is working closely with public sector
agencies and is seeking widespread participation from the industry through local
and sector associations.

Just as we saw with Homecoming Scotland 2009, one of the key legacies of the
"Winning Years" will be the partnerships forged and developed as we progress
towards 2014.

57 We detect a more open environment from The restructure of VisitScotland in 2011 saw the introduction of a new
VisitScotland in recent years to embrace the idea of Partnerships Directorate. The new directorate takes a more partnership than
more localised tourism partnerships, such as commercial approach to its work with the tourism industry and is also more
destination management organisations (DMOs), regionally focused with teams reporting in to the centre in a much more
being established. We urge VisitScotland to carry coordinated way. VisitScotland has developed a programme of industry
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58

on in this vein and ensure that it embraces DMOs,
city marketing bodies etc. However, there does
need to be better co-ordination at a national level
between VisitScotland and these regional or local
initiatives.
The Committee welcomes VisitScotland's Winning
Years strategy as a way for tourism businesses to
maximise the impact of, and legacy from, major
events in the period 2012 to 2015. We would like to
see, however, more detail on what
the strategy and objectives are and how
VisitScotiand hopes to measure the achievability of
these aims. The Committee believes that Scotland
should have a diverse tourism strategy which is not
too focussed on urban areas and major
events and includes rural, niche markets and year-
round tourism.

engagement across the country, holding a series of events and meetings to
ensure a more coordinated approach. In addition, VisitScotland has taken the
decision to mainstream the Growth Fund into the core budget to ensure its
successful funding programme for DMO marketing activity remains in place.

The Winning Years is not intended as a strategy but rather an umbrella term to
describe 8 key signature events (Year of Creative Scotland, Diamond Jubilee,
London 2012, Brave, Year of Natural Scotland, Homecoming 2014,
Commonwealth Games 2014 and Ryder Cup 2014). These are taking place in
Scotland during 2012 - 2014 and offer the opportunity for tourism businesses to
benefit from increased spend by visitors. The Winning Years seek to engage
agencies and industry alike in mobilising their resources to maximise the benefits
for Scotland. The strategy for VisitScotland remains its three year corporate plan.

Further detail on the Winning Years and the objectives are included at Annex E

The measurement of the impact of the events that fall within the descriptor of the
Winning Years will be specific and proportionate to each. For example, in terms
of the current Year of Creative Scotland (YoCS), which is being used to spotlight,
celebrate and promote Scotland's cultural and creative strengths on a world
stage, measurement will focus on the reach of Year of Creative messaging
across VisitScotland communications channels, the numbers of events funded
under the Year of Creative Scotland branding, numbers of people taking part in
YoCS funded and supported activity, and numbers of engaged organisations in
supporting delivery of the Year. Further detailed information for each of the key
signature events can be provided separately, if required.

On the point about the wider strategy: current Scottish Government support is
extensive and covers rural and urban areas, niche markets and year round
tourism. See Annex A.

As highlighted at 44 above, the TLG is revising the Tourism Strategy. We will
bring the Committee's views to their attention.

61 The Committee shares the view that forthcoming Scottish Government, in conjunction with its agencies, is happy to co-ordinate a
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major events provide a unique opportunity to yearly progress update.
showcase Scotland's tourism sector and
understands the importance of both maximising
opportunities and creating a legacy for communities
and businesses from these one-off events. It
welcomes the work done by the tourism agencies
and would a reciate earl ro ress u dates.
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ANNEX A

SCOTTISH GOVERNMENT AND ITS AGENCIES ACTIVITY IN SUPPORT OF
GROWING TOURISM

Winning Years

Scottish Government is providing over £400 million towards a series of world-class events
taking place in Scotland during 2012-2014. These events provide an unprecedented
opportunity for Scotland to grow tourism, stimulate the economy and position itself on the
global stage. These include:

• 2012 - Year of Creative Scotland, Olympic Games, Queen's Diamond Jubilee, the
launch of Disney Pixar's animated film Brave set in Scotland,

• 2013 - Our Year of Natural Scotland,
• 2014 - Commonwealth Games, 2014 Ryder Cup and Homecoming Scotland 2014.

Wide-ranging activity of Scottish Government agencies

VisitScotland

Marketing - to Scottish, UK and international leisure and business visitors

• VisitScotland prioritises its international markets according to the size of the potential
market, propensity to travel of the country's population, direct access from these
markets, interests of the target market's population and alignment with Scotland's
product offering. Examples of successful campaigns include the European Touring
Campaign, 'Meet the Scots', which has a budget of £1.25 million, generating nearly
£71 million additional expenditure in 2011 and the Long Haul Touring Campaign, 'I
Am a Scot', which generated £27 million in additional expenditure in 2011.

• More than 12.47 million visitors arrive in Scotland every year from the United
Kingdom and Ireland. They spend £2,736 million annually. Phase 1 of the "Surprise
Yourself' campaign has generated an additional £90 million for the visitor economy
from a dedicated budget of £2.78 million.

• The Business Tourism Unit (BTU) promotes Scotland as a destination for corporate
conferences, professional associations' conventions, incentive programmes for high-
achievers and exhibitions. VisitScotiand BTU generated leads to the value of
£121 million during 2010/11.

Information Provision - through literature, digital and social media, and VisitScotland
Information Centres (VICs)

• VisitScotland has a network 95 VisitScotland Information Centres (VICs) and 26
Partnership VICs spread throughout Scotland, welcoming more than 5 million visitors
per year. The majority of the VICs are open all year however some only open from
April to October. Many VICs have undergone extensive refurbishment in recent
years as part of a rolling capital investment programme.
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• VisitScotland's aim is that VisitScotland.com website becomes the definitive guide to
visiting Scotland, inspiring visitors with content from all over Scotland - from
accommodation and restaurants to walking and wildlife.

Quality Assurance - assurance provided to visitors and advice provided to tourism
businesses.

• Quality Assurance is a grading and classification scheme with almost 8,000
businesses taking part. The grading refers to the intrinsic quality of the business and
its outputs. This is the Star award. The classification categorises the business by
facilities, services, and type for example Hotel, Serviced Apartment, Exclusive Use
Venue, Hostel.

Securing and supporting major sporting and cultural events through the VisitScotland Events
Directorate, EventScotland.

• EventScotland invested £3.7 million in Scotland's events industry in 2010/2011. This
investment generated £57.5 million in additional revenue for Scotland's economy.
Last year 105 sporting and cultural events across Scotland were supported.

• EventScotland bid for and secures major events for Scotland. Recent wins include:
the 2015 World Artistic Gymnastics Championships, a three year deal for the MOBO
Awards and the World Orienteering Championships, which will be based in Inverness
in 2015.

VisitScotland works with a range of partners and stakeholders including tourism businesses,
industry bodies, Destination Organisations, local authorities as well as offering businesses
specialist advice. VisitScotland's Growth Fund assists local businesses to work together to
run promotional activity and has benefitted more than 700 businesses.

Enterprise agencies

Highlands & Islands Enterprise is tasked with creating sustainable economic growth in every
part of the Highlands & Islands. HIE Tourism priorities are:

• helping ambitious businesses, social enterprises and communities to grow
• taking forward a destination approach to opportunities at a sector level including

focus on key locations and products
• utilising HIEs broad development powers for example around ICT or transport in

support of tourism growth

HIE works directly with around 100 clients to help them prepare and implement growth plans
for their business. In the last 4 years, HIE has approved around £12 million against a total
project investment of £58 million to help Highland businesses deliver their growth
aspirations. This is over a broad mix of tourism businesses, social enterprises and whole
communities, reflecting HIEs economic and social remit and reflecting the reach of tourism in
the Highlands & Islands. Projects include Kintyre Developments, John 0 Groats
Regeneration, Scottish Open Golf Champrionships and the SailWest marine tourism project.

HIE is providing financial support in the region of £500k to a number of tourism groups
actively engaged in destination development including OCUK, Cairngorms Business
Partnership, Argyll and the Islands Strategic Tourism Partnership
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Scottish Enterprise's main roles in tourism are:

• providing intensive one to one advice and support to over 110 key tourism
businesses to help them realise their growth potential.

• Supporting tourism businesses to work together to deliver joint development projects
through tourism destinations groups (Edinburgh, Glasgow, St Andrews, Highland
Perthshire, Royal Oeeside, Loch Lomond and the Trossachs National Park), and key
product areas such as golf, mountain biking and business tourism.

• Supporting investment in key tourism infrastructure projects. Recent significant
investments include SECC National Arena (£25m), EICC (£16m), the new stands for
the Edinburgh Military Tattoo (£3m) and Abbotsford in the Scottish Borders.

• Supporting the sector to improve levels of innovation by providing businesses with
the latest market intelligence through Tourism Intelligence Scotland.

Scottish Oevelopment International (SOl) is the international arm of SE, HIE and the Scottish
Government. SOl supports the tourism industry by encouraging investment in hotels, resorts
and tourism facilities by UK and international developers, investors and operators. In
addition, as part of SOl's trade development role, it supports Scottish tourism businesses to
develop their overseas business and attract more international visitors to Scotland.

The agencies increasingly collaborate on projects, some examples:

• VS, SE and HIE collaborate to make detailed market intelligence accessible to all
tourism businesses through Tourism Intelligence Scotland. Over 4,500 businesses
have registered with the site and eight Opportunities for Growth series guides have
been launched with a further two to be launched in April 2012.

• VS, SE and HIE have been working to shape and deliver a strategic marketing and
knowledge exchange programme following the launch of the brand "Malin Waters".
This is a key element of the Sail West project which aims to create £8 million of new
expenditure and over 100 jobs in Argyll and the West Highlands

Examples of other agencies contributing to Tourism

• Skills Oevelopment Scotland works to develop skills for the industry and promote
tourism as a career.

• Scottish Natural Heritage welcome visitors to National Nature Reserves, promote
natural heritage and develop nature based tourism projects in remote and rural
areas.

• National Parks are a globally recognised brand and they are destinations in their own
right. Loch Lomond and the Trossachs National Park welcomed 2.2 million visitors in
2009 and Cairngorms 1.4m.

• Historic Scotland leads on heritage tourism in Scotland as the largest provider of
visitor attractions with 78 sites operating as paid visitor attractions, and a total estate
of 345 properties.

• Forestry Commission manages and facilitates tourism and recreation on the National
Forest Estate.

• Creative Scotland support and develop the cultural product that our visitors enjoy.
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ANNEX B

STATUTORY SURVEYS

The measurement of Scotland's tourism volume and value figures is an identified statutory
requirement in accordance with the EU Directive on Tourism Statistics (Council Directive
95/57/EC). The following surveys provide information to fulfil that requirement.

International Passenger Survey:

National statistics on cross border migration for the UK. Conducted by the Office of National
Statistics (ONS). Information from this survey is in the public domain published on the ONS
website.

VisitScotland funded surveys:

VisitScotiand is responsible for collection of other statutory information on behalf of the
Scottish Government which is subsequently aggregated and submitted as a UK response to
Eurostat (the EU statistical office in Luxembourg). As well as complying with the EC
Directive the surveys provide VisitScotland with consumer and industry profile information
which informs all areas of VisitScotland, partners and the industry.

Great Britain Tourism Survey:

Since January 1989, UK domestic tourism statistics have been provided by the United
Kingdom Tourism Survey (UKTS), a survey that has historically been sponsored by the four
national tourist organisations of the UK (VisitEngland (VE), VisitScotland (VS), VisitWales
(VW), and the Northern Ireland Tourist Board (NITB». The UKTS was designed to measure
the volume (trips and nights) and value of overnight domestic tourism trips taken by UK
residents as well as collecting information about trip characteristics and trip takers.

From 2011, data for Northern Ireland has been collected separately by NISRA (Northern
Ireland Statistics & Research Agency). The Great Britain Tourism Survey (GBTS) has
therefore replaced the UKTS to cover trips taken by residents of Great Britain to mainland
Great Britain, the Isle of Man, and Channel Islands, and is sponsored jointly by VisitEngland,
VisitWales and VisitScotland.

The research carried out for the three National Tourism Organisations meets the following
objectives:

• To provide performance measures of GB residents' overnight tourism, both absolute
and relative, with regard to the three principal statistical measures of trips, nights and
spending.

• To enable analysis of performance data by relevant trip characteristics.
• To provide data to support domestic tourism, and to provide a reliable and trusted

evidence base for use by public and private sector tourism organisations.
• To ensure data compatibility across Great Britain as a whole.
• To provide data which the UK is required by EU directive to report to Eurostat. Data

from the new survey will be added to Northern Irish data to create the UK outputs
required by Eurostat.

Scottish Accommodation Occupancy Survey:

The UK is required to report monthly occupancy rates for serviced accommodation to
Eurostat, the statistical office of the European Community. Responsibility for the provision of
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this data rests with the four national tourist organisations in the UK. To fulfil this
requirement VisitScotland has contracted occupancy data to be collated across the serviced
and non-serviced sectors of Scotland (which when aggregated into the United Kingdom
Occupancy Survey) will meet the requirements of the EU Directive.
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ANNEX C

CONCLUSIONS OF THE REPORT OF THE TOURISM EDUCATION AND TRAINING
TASK GROUP

• Clear and coherent leadership for skills development in the sector can only come
from the industry. The Tourism Framework for Change, with delivery led by the
Scottish Tourism Forum, is the place for this leadership to develop. It will
specifically address skills, through the creation of an industry-led skills group which
will develop a Tourism Skills Plan.

• The public sector, including publicly-funded learning providers, must listen and
respond to the needs and demands articulated by the work of the Tourism
Framework for Change. Public sector agencies must do more to share and
understand each others' work so they can provide a coherent response to the
private sector lead. In particular, they need to consult each other more effectively
before creating new qualifications and skills interventions for the sector.

• Flexibility in delivery methods is critical to industry and needs to improve. There is
scope for colleges and universities to be more innovative in when, where and how
they provide learning to support the sector. Industry should continue to articulate
its needs - which will be varied and require varying responses - in this area to
local and national providers. Partnerships between colleges, universities and
private training providers should be encouraged to meet this flexibility in demand.

• The current range of qualifications is not generally perceived as a problem by
industry leaders or by the sector skills council, People 1st. Signposting, on the other
hand, is. There are currently a large number of interventions by many different
organisations leading to confusion and uncertainty. Skills Development Scotland
should be responsible for a single repository of information which is clearly
signposted from relevant industry sites. The industry, through the skills group of
the Tourism Framework for Change, should determine which website should
signpost the industry to that resource.

• A lack of management and leadership skills is the single biggest threat to the
industry and its growth ambitions, and must be addressed across all education
and training provision. Getting this right will drive improvements in all the other
skills required for the sector to flourish and industry should articulate its needs in this
area as a priority. The vision developed for and through the feasibility study for an
International Tourism and Hospitality Leadership School will be a focus for this
articulation.

• Local hotel school developments will form part of the response to
management/supervisory and craft issues at a local level.
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ANNEX D

RESPONSE FROM THE TFFC SKILLS GROUP TO THE EET REPORT ON ISSUES
AFFECTING TOURISM

(Prepared by SDS in partnership with People 1st, Institute of Hospitality, Springboard and
HIT Scotland)

Paragraph 50

• The TFFC Skills Group is working closely with Scotland's Colleges to build closer
engagement between FE sector and employers. An event is being run on 27th April
at Gleneagles (hosted by Scotland's Colleges and SDS) bringing together employers
and FE tourism/hospitality staff to develop practical solutions to develop closer
working and understanding. The group is also working with FE Colleges to embed an
industry recognised Customer Service programme (World Host) within colleges
ensuring students leave with a strong appreciation of this key skill for the sector.

• There is evidence that all the awarding bodies engaged in the sector (including City
and Guilds, BII, ILM and Institute of Hospitality) have qualifications which have been
delivered with the full participation of industry. Furthermore the Sector Skills Council
(People 1st) engages the industry at every stage.

• Jewel and Esk College, Queen Margaret University and East Lothian Council are
working closely with local hospitality employers to develop a Hospitality Academy
that, from the start, builds in the requirements of employers to the programme to
ensure graduating students have the skills required by business.

• People 1st have recently been awarded substantial funding by the UKCES to support
a two year programme of work entitled "An Inspirational Skills Legacy". 5 out of the 6
UK Strands that will be delivered within Scotland from 1st April 2012 focus heavily on
ensuring there is better continuation of "fit for purpose" provision within the Scottish
Sector. This places the direct involvement of industry, at both the development and
delivery stages, at the heart of its two year programme of work. Key project work
streams will include:

1. Addressing the priority of Youth Unemployment within Scotland, People 1st will
continue to raise the standard of pre-employment training through the expansion
of its Employment 1st training programmes. These programmes have been
designed by employers to provide the essential skills for someone entering the
industry for the first time and will ensure that a robust national standard is
delivered across the sectors footprint.

2. To compliment this approach, People 1st will also be developing a series of
Employment Academies to enable larger employers to partner with training
providers to select and train job seekers. 20% of Academy graduates will gain
employment directly with the employers involved, while SMEs will be able to
recruit from a pool of trained workers who have developed new, and industry
recognised, transferable skills.

3. People 1st will also be developing, and piloting, a Voluntary Licence to Practice
across a number of sectoral occupations to help improve professionalism, reduce
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skills gaps and to promote these occupations as a more attractive career choice.
Employer development support will sit at the heart of this approach in Scotland.

4. Supporting the voluntary licence to practice approach, People 1st will also be
developing a Kite-Marking and Accrediting Scheme that will highlight and
recognise both those providers, and the provision they offer, that is most valued
by employers within Scotland. This long overdue approach will encourage
excellence in training and make it easier for employers and individual learners to
find the best solutions that meet their needs.

5. Working with Investors in People (liP) Scotland and Industry Employers, People
1st will be developing a more relevant and contextualised liP offering into the
sector, creating 'taster' versions aimed specifically at smaller businesses. liP is a
proven business tool to help organisations increase performance and
effectiveness.

6. Over the next 2 years People 1st will also be increasing its investment in
uksp.co.uk - an award winning careers website which provides a wealth of
information for jobseekers and those working in hospitality and tourism. UKSP
will also be expanded to cover the passenger transport sector, an area which
People 1st recently adopted through its merger with Go-Skills, developing robust
career maps, qualifications guides and job listings with employers committed to
training and development.

7. In support of Modern Apprenticeships within Scotland, People 1st will continue to
build employer understanding of apprenticeships, offering free advice and
guidance to help employers find the right solution for them, whilst facilitating the
sharing of best practice.

8. People 1st will also be offering consultancy support to help employers embed
apprenticeships into their in-house training programmes. This will help increase
the effectiveness of apprenticeships, remove unnecessary barriers and reduce
employer's reliance on contributory funding to support delivery and assessment.

9. People 1st will be setting up hospitality-specific Apprenticeship Training
Associations (ATA) to provide smaller employers with the benefits of having an
apprentice without the burden of all the paperwork, as the ATA will actually
employ the apprentice and will provide on-going support to the employer. People
1st will also be supporting local groups of employers, through the development of
Group Training Associations (GTAs), to work together to employ and develop a
number of apprentices, particularly in remote rural locations across Scotland
where there is a high predominance of SME businesses that might otherwise be
restricted in their involvement with training apprentices.

10. To complement all of the above activity, People 1st will also be developing a
practical, but robust, Return on Investment Model that will help test and
demonstrate the value and impact of training on a business' bottom line.
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Paragraph 51

The TFFC Skills Group noted that the focus in point 51 is very much on hospitality
education. It is also important to recognise that the tourism industry in Scotland
encompasses many other elements with their own education and training needs, including
areas such as Activity Tourism and sports activities, business tourism, events management
and visitor attractions. All of these have a valuable part to play in creating the tourism offer
and we should be careful to avoid focusing on hospitality alone.

The TFFC Skills Group has identified the following key skills priorities for the tourism sector:

• Management and Leadership
• Improve Appeal and Attract New Talent
• Customer Service
• Improve skills and address key skills gaps

Management and Leadership

This theme has been selected because of the crucial role that skilled managers and leaders
will play in achieving the ambitious growth ambitions set out in the overarching TFFC
strategy. There is evidence to point to a shortage of skilled managers and leaders within the
industry; and furthermore, many existing sector managers may lack the appropriate skills
and qualifications to improve productivity and drive sector growth.

This theme of the strategy aims to achieve two strategic objectives:

• Encourage and support businesses to professionally develop managers within their
businesses.

• Encourage and support individual supervisors and managers who wish to engage
with Continuous Professional Development (CPD).

Activities undertaken in Management and Leadership include:

• Development and launch of the International Leadership School in Scotland at
Strathclyde University.

• On-going delivery of Industry Scholarships by HIT Scotland.
• Introduction of the Women 1st Programme into Scotland.
• Development and promotion of leadership master classes.

Improve Appeal and Attract New Talent

This theme has been selected because of the sector's historical image as one of long and
antisocial hours, low levels of pay and unattractive work. This negative image of the sector,
coupled with a low level of awareness about the breadth of tourism career opportunities,
means that attracting new talent is a challenge. Furthermore, tourism has a high level of
labour turnover compared with other sectors. High churn can be costly and may have a
negative impact on skills development across the sector.

This theme of the strategy aims to achieve two strategic objectives:

• Engage with potential recruits (and those in a position to influence them) in order to
raise awareness of the breadth of opportunities and progression routes within the
sector.
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• Engage with employers to share best employment practices which in turn should help
to improve the appeal of the industry.

Activities undertaken in Improving the Appeal and Attracting New Talent include:

• Careers Promotion Activity throughout the year culminating in an annual Scottish
Tourism Careers Festival in March each year (linked to Tourism Week) - including
skills challenges, discovery trails, work tasters, buddy days, pop-up industry
experiences.

• Research undertaken into the perceptions of the tourism sector amongst young
people and the factors influencing career choice.

• Delivery of a number of events targeted at the key influencers of career decision
making (incl. teachers, careers advisers, Jobcentre Plus staff, college staff etc).

• Delivery of a range of employability programmes preparing unemployed young
people and adults for work in the sector - particularly through the successful IWiSH
programmes.

• Extension of the Springboard Ambassador Programme - training enthusiastic people
in the industry to deliver vibrant careers presentations and industry visits to potential
recruits and influencers; taking forward a Speakers into Schools Programme.

• Increasing the number and quality of work experience offered to potential recruits
and gaining commitment from employers in the hospitality and tourism sector to sign
up to adopting Springboard's INSPIRE work experience Quality Standard to ensure
all work experience delivered is of high quality, worthwhile and delivered as part of a
longer term resourcing strategy.

Improving Skills

This theme has been selected because research shows that employees hold lower levels of
qualifications than the economy as a whole and for many employees, the qualifications they
do have fall below the required minimum level for their job. There is also a need to address
skills shortages and gaps for specific occupations such as chefs, housekeepers and 'show
round' skills within the business tourism sector.

The strategic objectives are to:

• Encourage and support education and training providers to collaborate with
employers in raising the status of training and qualifications.

• Encourage existing sector employees to undertake CPD in order to raise the skills of
people working in the industry.

• Make it easier for employers to access information about skills qualifications and
funding.

Activities undertaken in Improving Skills include:

• Increase in the number of funded Modern Apprenticeship places for the sector by
32% in 2011/12.

• Development and accreditation for a new "Accommodation Management"
professional development award (PDA).

• On-going rationalisation of the qualifications currently on offer to the sector, removing
those that are no longer deemed to be "fit for purpose" by employers.
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• Roll out of Flexible Training Opportunities Fund targeting support for small
businesses.

• Completion of the UKSP website update and launch of the My World of Work website
including a Tourism specific section.

• On-going development of the 'OUR SKILLS FORCE' employer facing website by
SDS in partnership with SE, HIE.

• Production and dissemination of the 'State of the Nation Report 2011 by People 1st
• New MA in Travel Services developed and approved.
• Joint work undertaken with Scotland's Colleges to build stronger links between

business and Further Education.
• On-going development of the East Lothian Hospitality Academy by Jewel and Esk

College, Queen Margaret University and East Lothian Council in partnership with key
local employers and stakeholders.

• Discussions are taking place between key partners/stakeholders (including Glasgow
City Council, SDS, JC+) and the De Vere Academy into the possibility of establishing
an Academy(s) in Scotland.

Customer Service

This theme has been selected because research shows that excellent customer service can
generate repeat business and ultimately greater profits. However, there are concerns about
the consistency of customer service skills across the sector and the potential negative
impact this may have on the country's reputation.

The strategic objectives are to:

• Increase awareness of the importance of customer service training and the benefits it
can bring to businesses.

• Remove the barriers to accessing customer service training.

Activities undertaken in Customer Service include:

• The roll out and launch of World Host programme.
• Ongoing promotion and delivery of the Glasgow Welcomes initiative.
• Promotion and development of The St Andrews Standard.
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ANNEX E
THE WINNING YEARS

The next three years - 2012 through to 2014 - represent an unprecedented opportunity for
Scottish tourism and, indeed, the Scottish economy as a whole. These "winning years",
which will see Scotland placed on the global stage like never before, will allow Scotland's
largest industry to play its part in supporting the Scottish economy out of recession.

The Opportunities

The Royals: The Queen's Diamond Jubilee will be a significant celebration in Scotland after
a year where the young royal couples have demonstrated their affinity with Scotland.
VisitScotland are taking the opportunity to highlight key Royal connections across Scotland
during this period as well as highlighting the events taking place to commemorate the
Jubilee.

Brave: This Disney Pixar film will be a fantastic ambassador for Scotland and VisitScotland
and its partners are working to secure and exploit Scotland's biggest ever movie opportunity.
With a storyline involving magic, myths and legends, against a fairytale backdrop of forests,
castles, rivers and mountains, the theme of the film captures the beauty, nature and magic of
Scotland. The film will launch in 72 countries across the globe, driving consumer behaviour
and large-scale media activity. VisitScotland will be undertaking a substantial marketing
campaign in partnership with Disney to exploit this opportunity. Brave is expected to be a
massive global blockbuster, seen by several hundred millions of people at the box office and
on DVD. The projected return on the £7m (Scottish GovernmenWisitScotland) investment in
marketing Brave is £150m.

Olympics: Not only does the huge international media presence represent an enormous
opportunity for VisitScotland and its partners to promote Scotland on a global stage, the
potential for UK visitor displacement is significant. With the south of England full for the
whole of the main summer season, Scotland must tap into the staycation market and
encourage visitors, both leisure and business alike, to come north. VisitScotland will extend
its UK campaign, Surprise Yourself, and target this potential market in a very focused way.
The cultural Olympiad and the PR around the torch relay add to the potential impact of the
Olympics.

Years of Focus and Homecoming: Following the success of Homecoming 2009,
VisitScotland and EventScotland have been mandated by Scottish Government to work with
partners to initiate a series of Focus Years running from 2010 to 2013. These have been
developed to ensure co-ordinated national activity to spotlight some of Scotland's great
assets on the journey to the second Year of Homecoming in 2014. The four Focus Years
are centred on domestic and international tourism and the development of the events
industry in Scotland; and celebrate Scotland's reputation as a land of food and drink, as an
active nation, as a place of culture and creativity and as a place of natural beauty.

This year VS have an extensive campaign focusing on the Year of Creative Scotland, with
an additional £500k being spent on marketing activity both at home and overseas. In 2013
they will be turning their attention to the Year of Natural Scotland.

The organisation of a second Year of Homecoming in 2014 will also see Scotland once
again extend a warm welcome to the world to join celebrations in a year in which the
Commonwealth Games and the Ryder Cup will ensure the country is at the centre of the
global stage. VisitScotland will be ramping up its international marketing activity in Europe,
North America and Scotland's emerging markets to celebrate Scotland, our unique heritage,
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our substantial events offering and our country's ancestral connections around the world
through promotion of what will be a programme of inspirational events.

Commonwealth Games: the impact of the Commonwealth Games will be significant for
Scotland. Not only will it attract major media attention, the legacy of the investment in
sporting facilities will mean Scotland is well placed to compete for major sporting events in
the future.

Ryder Cup: The Scottish economy is expected to benefit by up to £100m during the week of
the 2014 Ryder Cup. The wider benefits are, perhaps, even more significant. As the third
most watched televised sporting event in the world, the Ryder Cup represents a huge
opportunity for Scotland to cement its reputation as the home of golf. In addition, Scotland is
investing in golf tournaments, and international marketing activity to promote the Open,
Scottish Open, Women's Open, Walker Cup.
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