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The Scottish Tourism Alliance is 
hosting Scotland’s national tourism 
conference on 4th and 5th March at 
Glasgow’s SEC and Nicola Sturgeon 

MSP, First Minister of Scotland will address 
the conference to mark the official launch 
of Scotland’s future tourism strategy and 
headline actions. There’s a great line-up and 
there’s still time to get a ticket. See page 15. 
Late last month I headed to Dundee 
to catch up with Bill Burnett, the newly 
appointed Regional General Manager for
North UK and Ireland for hotel 
management company Cycas Hospitality. His 
remit includes Staybridge Suites and Hotel 
Indigo in the city of Jute, Jam and Journalism. 
See our centre pages to find out what his 
plans are. 
Immigration is a touchy subject in hospitality, 
but not just hospitality, and following on 
from the Migration Advisory Committee 
report - there was plenty to be said. See 
page 16. 
One of the most important roles in any 
hotel is that of Reception and this issue we 
take a look at a few people who have make 
it an art. 
On a sadder note I was very sorry to hear 
about the death of Donald Clark of the 
Inveraray Hotel. His obituary is on page 26. 
He was a good friend and a great character. 
Life will be much duller without Donald. 

If there are any subjects you would like to 
see covered let me know. 

Susan Young 
Editor
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It has been another strong year for Apex Hotels as the 
business reported a 9.5% increase in turnover (up from 
£68.9m to £75.4m) as well as a 51% increase in pre-tax 
profit to £11.7m in its latest figures.

It is no wonder that boss CEO Angela Vickers, is delighted. 
She said, “Over the past year, we have delivered on our 
capital investment programme to upgrade the portfolio. 
We are delighted to see this has resulted in a strong 
performance across the financial year and demonstrates our 
continued commitment to providing modern facilities and 
the best possible experience for our guests.”

The Scottish-based group sold more than 465,500 rooms, 
an increase of 5.5% compared with the previous financial 
year while revenue per available room (RevPAR) also 
increased year on year by 2.4%.

The company said the positive figures were a result of the 
Edinburgh-headquartered group’s comprehensive investment 
programme.

Apex’s Temple Court (London), City of London and 
Waterloo Place (Edinburgh) hotels saw a total investment 

of £9m in the year to 2019 – bringing the cumulative 
investment on all three projects to £17.6m.

Said Vickers, “We invested £3.7m in the Serjeants’ Inn 
property adjoining Apex Temple Court Hotel allowing us 
to create a 20-room extension, including five luxury suites, 
meeting rooms and new wine bar Lazy Ballerinas – the total 
investment on this project alone totalled £12.5m.

“Finishing touches to bedroom refurbishments also took 
place at Apex City of London and Apex Waterloo Place in 
Edinburgh.  Meanwhile, we are pleased to report Apex City 
of Bath Hotel – the most recent addition to our portfolio – 
performed particularly well for conference and events during 
its first year of trading.”

The results of more recent investment will be seen 
later this year as Apex prepares to unveil the results of a 
significant refurbishment programme at its City Quay Hotel 
and Spa in Dundee. And there could be plans afoot for 
further expansion as the group revealed, “Apex intends to 
continue evaluating further expansion plans as opportunities 
arise.” 

STRONG GROWTH FOR APEX

A new four-star hotel in Glasgow 
planned on the site of a former office 
block on St Vincent Street, would be 
the first UK hotel for Austrian operator 
Vienna House. Artisan Real Estate put 
forward proposals for a 14-storey hotel 
with 252-beds. The new building will also 

boast roof terraces at different levels say 
the architects, Hawkins/Brown, “a varied 
palette of green/teal/turquoise terracotta 
cladding.”

The vacant office block on the corner of 
Pitt Street and St Vincent Street would be 
demolished to facilitate the new hotel. 

According to HotStats data, 2019 ended 
on a sour note for UK hoteliers.  
December marked the third consecutive 
month of year-over-year profit per 
available room decrease, as GOPPAR 
was down 0.9%. In sum, there were nine 
months in 2019 that saw YOY GOPPAR 
contraction.

Average rate (up 2.5% YOY) drove rooms 
revenue growth in December, leading to 
a 0.1% YOY uptick in RevPAR despite the 
1.7-percentage-point YOY drop in occupancy. 
Ancillary revenue, on the other hand, fell 
by 0.7% compared to December 2018, 
mostly due to a 2.1% decline in F&B revenue 
per available room. As a result, TRevPAR 
recorded a 0.2% YOY decrease.

UK hoteliers were able to keep overheads 
under control in December, placing 4.5% 
below the same month of 2018. This 

reduction was led by a 2.5% YOY drop in 
utility expenses. However, the 3.8% increase 
in total labour costs on the back of shrinking 
revenue took a toll on profitability. Thus, 
GOPPAR for the 2019 financial year closed 
0.8% below that of 2018.

Profit conversion in the UK was recorded 
at 38.4% of total revenue in December. 

Austrians plan Glasgow establishment

Edinburgh is to get five floating  
hotels on the Union Canal at 
Fountainbridge after the Scottish 
Government overturned the city  
council’s refusal of planning permission. 
Now Edinburgh Boatel will go ahead  
with plans to site five boatels, modelled 
on Scandinavian narrow boats, on  
the canal opposite Boroughmuir High 
School.

The plans were opposed locally and despite 
a recommendation from planners to approve 
the plan, councillors subsequently denied 
planning. 

FIVE BOATELS FOR 
FOUNTAINBRIDGE

UK HOTELIERS TURN THE PAGE AFTER UNEVEN PROFIT PERFORMANCE IN 2019

Bloc Hotels has now revealed that 
rather than replace Glasgow’s Dale 
House with a seven-storey hotel 
it now wants to demolish it. The 
company had full planning consent 
to replace the existing 1980s 
building, but is now seeking consent 
for its own design which will see 
the new hotel offer 160 rooms. The 
hotel operator is aiming to start a 
2-week demolition programme in 
February followed by a 100-week 
construction period.

Profit & Loss Performance Indicators –  
Total UK (in GBP)

KPI December 2019 v. December2018
RevPAR +0.1% to £90.43
TRevPAR -0.2% to £150.42
Payroll  +3.8% to £42.43
GOPPAR -0.9% to £57.76
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JAHAMA PLAN TO LOCATE 
FIRST HOTEL IN SCOTLAND
Jahama Group, the international property 
division of GFG Alliance, has revealed  
plans to develop its first hotel. The group 
has received pre-planning consent from 
South Lanarkshire Council for a 100 
bedroom hotel to be built on redundant 
land to the east of sister company Liberty 
and its Clydebridge Steelworks, near 
Cambuslang.

The estimated investment is £15m for the 
full-service hotel which will offer a wide variety 
of activities to leisure and business travellers 
and amenities to the local community. It will 
also include a restaurant, café, bar and state-of-
the-art fitness club.

The company is also said to be considering 
building a hotel near its Fort William aluminium 
swelter too. The company revealed in a 
statement that investment in hospitality facilities 
is part of Jahama’s “wider strategy to develop 
surplus land around existing and former 
industrial sites for a range of property uses.”

Jahama’s CEO Dilip Awtani said, “We are 
delighted to be contributing to the huge 
regeneration activity that is currently taking 
place in East Glasgow. The recent investment 
in the infrastructure and recreational facilities 
will drive tourism and business activity to the 
city, create jobs and other benefits for the local 

community. This is why we believe  
that Cambuslang is an ideal location for a 
modern enhanced-services hotel and leisure 
facility.”

He continued, “Our team has a wealth  
of property development and finance 
experience that can bring these plans to 
fruition and advance further commercial 
property developments, utilising the  
extensive land within Jahama’s portfolio.  
For this project, we would also be keen to 
partner with branded operators in the area 
or new to the city that can work with us to 
turn the hotel in Clydebridge into a popular 
destination.” 

Sanjeev Gupta, Founder and Executive 
Chairman of the GFG Alliance said: “We 
are focussed on Scotland as a key area of 
investment, already deploying funds of £500m 
as recently set out in our Scottish Investment 
Report.  The Clydebridge site was part of our 
first Scottish investment and I am pleased 
that the initial investment in the steel business 
is also bringing further local opportunities. 
“We have recently received permission to 
build a zipwire leisure facility in the Highlands 
at Kinlochleven so the tourism industry is 
becoming an increasingly important part of 
GFG’s Scottish portfolio.”  

The Moffat House Hotel, located 
in Moffat, Dumfriesshire is being 
marketed at £700,000 for the “ 
freehold”.

 Colliers International’s specialist 
hotels team has been instructed to sell 
the property by T C MacLennan of FRP 
Advisory LLP, Trustee in the Sequestration.

 Occupying a prominent and valuable 
town centre site, the Grade A listed Moffat 
House Hotel is an elegant and classical 
Georgian mansion house, and is set within 
1.4 acres of grounds. The property’s origins 
date back to 1761 when John Adam 
completed the design and building of the 
property for the Earl of Hopetoun.

 The Moffat House Hotel has traded 
for many years as a hotel business and is 
well established as a popular destination. 
Its location, almost equidistant from 
Edinburgh, Glasgow and Carlisle, and only 
one mile from the M74, ensures an ease of 
accessibility.

 The 21-bedroom Moffat House Hotel 
has a range of elegant public rooms, 
including a banqueting and function suite, 
and also includes a two-bedroom cottage.

 Alistair Letham, a Director at Colliers 
International, commented, “The Moffat 
House Hotel is a classic Georgian mansion 
house, unusually in a town centre location 
which all adds to the attraction of the 
property. It is easily accessible in this 
“corner” of southern Scotland. The hotel 
ceased trading in December 2019 and 
is its availability offers an outstanding 
opportunity for new owners to re-
establish this once popular hotel business 
in an attractive location.”

 For sales enquiries, please contact  
the hotels department in the Edinburgh 
office of Colliers International: Alistair.
letham@colliers.com

 

THE MOFFAT HOUSE HOTEL 
UP FOR SALE 
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The Hilton Glasgow has relaunched its restaurant 
with a new look and a new name ‘Tart & Lobster’. 
The restaurant has undergone a complete 
transformation with a Scottish-nautical vibe.  

Calum Ross, General Manager of Hilton Glasgow 
comments, “We are delighted to launch ‘Tart & Lobster’ 
and welcome guests from Glasgow, Scotland and visitors 
from around the globe. We listened to our guests and 
started the journey to redefine our food and beverage 
offering in 2017 with the opening of ‘Whisky Mist’, 
followed by our beautiful ‘Tea Lounge by Dilmah’ in 2018. 
Today, the journey is completed with the birth of our 
“treat” restaurant ‘Tart & Lobster’ where we invite guests 
to enjoy a leisurely evening in the warmth and passion 
of Scottish hospitality. We look forward to serving 
our wonderful dishes and a selection of wines from 
around the world in a modern, intimate and relaxing 
environment.” 

TART & LOBSTER MAKES IT’S DEBUT

April will see the re-opening of the 
Marmalade Hotel, on the Isle of Skye, 
following a major renovation and a large 
extension. The hotel, part of the Perle 
Hotel portfolio, closed late last year to 
allow the work to go ahead. The aim is 
to relaunch the hotel with 23 new luxury 
guestrooms added to the existing 11, plus 
new relaxation facilities.

The additional rooms will be housed in a 
new extension, constructed over three floors, 
with predominantly south-facing rooms with 
mesmerising views across the bay to the Cuillins 
mountains range.

In addition to the new guest rooms, the 

extension will also include a new reception 
space and entrance, a redesigned lobby, a 
relaxation room and more parking areas. 
The extension will, say the company, be 
“contemporary meets classical”; clad in dark, 
contrasting materials and sitting lower in the 
landscape, visually. It has been designed to 
complement the historic white house that is 
Marmalade.

General Manager, Graham Kelly, comments, 
“Marmalade has always been a landmark 
property in the Scottish Highlands – we have 
many loyal guests who have been coming to 
the hotel for years. We are thrilled to be able to 
offer more to the guests in the next year.” 

The Balmoral hotel has partnered with 
The Old Curiosity Distillery, to launch its 
first premium own-label Scottish gin ‘Baile 
Mhoireil’ a Gaelic name which translates 
as “Majestic Dwelling”, and which pays 
homage to the grandeur of the property 
located in the heart of Edinburgh. The 
hotel and the distiller collaborated to 
create a gin which features a string of local 
botanicals including rosemary, dill, sage, 
chamomile, anise and lemon verbena, all 
hand-harvested exclusively from The Old 
Curiosity Distillery.

Cameron Matthews, The Balmoral’s 
Gin Ambassador, said, “After two years of 
development with the Old Curiosity Distillery it 
has been a privilege to create our own spirit in 
order to meet the needs of our guests. The bottle 
design is a nod to the hotel’s history and will also 
make for a beautiful memento for our guests.”

Hamish Martin, Scottish Herbologist and 
Owner and Founder of The Secret Herb 
Garden and The Old Curiosity Distillery  
said, ‘We are so proud to partner up with  
The Balmoral to create this truly beautiful  
gin - it has taken time, many experiments and 
a passion to deliver and as we are only 6 miles 
away, it doesn’t get more local than that. It 
is also brilliant to be able to showcase what 
botanics can be grown here in Edinburgh. It is 
wonderful to share so many values; sustainable, 
provenance and of course allowing nature 
to thrive naturally, completely free from any 
chemicals. We hope you enjoy this gin as much 
as we have enjoyed growing, harvesting, drying, 
distilling and bottling it.’ 

Guests can purchase a bottle of Baile 
Mhoireil to take home from Bar Prince located 
in The Balmoral hotel, retailing at £12.50 for a 
5cl bottle or £47.50 for a 50cl bottle. 

The Balmoral launches 
Baile Mhoireil

April launch for a new-look Marmalade Hotel
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Hypnos Contract Beds is encouraging 
hoteliers to offer their customers a more 
natural night’s sleep with its ethically made 
Ashbourne mattress.

Designed specifically for the hospitality 
sector, this durable mattress boasts generous 

layers of sustainable natural wool fillings, 
that have become synonymous with the 
company’s decade-long pioneering journey 
into sustainable manufacturing. Known 
for only using natural materials that don’t 
produce harmful off-gassing, Hypnos has 
once again created an ethical product that 
will provide supreme comfort through 
sustainable design.

In addition to improving sleep, the range 
also offers hospitality providers with added 
health benefits. Its premium, sustainable 
fillings are hypoallergenic, absorbing moisture 
to leave a dry environment which inhibits 
the growth of any bacteria or fungus.

The Ashbourne comes complete 
with Hypnos’ leading anti-microbial, anti-
bacterial and anti-bed bug treatment, and 
also complies with Crib 5 Fire Retardancy 
regulations, so hoteliers can be assured their 
guests will get a comfortable, clean and safe 
night’s sleep.

If you want to know more check out 
www.hypnoscontractbeds.com 

HYPNOS CONTRACT BEDS OFFER AN ETHICAL MATTRESS
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Black Gold is a single cask single malt from 
Bowmore distillery. It’s the third release to join 
the Wemyss Malts Cask Club. Black Gold is single 
sherry hogshead cask of 1989 Bowmore that 
has matured for 30 years and bottled at a cask 
strength of exactly 50.0%ABV. Bowmore is the 
oldest distillery on Islay and one of the oldest 
distilleries in Scotland, tracing its distillation roots 
back to 1779.
“Black Gold is a strikingly distinctive single cask, 
single malt whisky and a great release to start 
the 2020 celebration of the 15th Anniversary of 
the founding of Wemyss Malts. I hope Cask Club 
members will enjoy, savour and share among 
friends the remaining 174 bottles as I purchased 
the first one for myself and have already enjoyed a 
few drams of it.”

THERE IS ALWAYS A FLURRY OF NEW BRANDS AND EXPRESSIONS AT THIS TIME 
OF YEAR. HERE WE ROUND UP EIGHT OF THE LATEST. 

WHAT’S NEW

Premium Dutch Gin 1689 has announced the 
launch of its new pink gin expression, The Queen 
Mary Edition. Based on the same recipe as the 
original Gin 1689, The Queen Mary Edition is 
designed to reflect the 17th century when the 
world’s first pink gin was created after mixing 
the original spirit with bruised strawberries and 
raspberries. 
It is a 100% sugar-free pink gin in a distinctive 
royal red bottle with luxurious gold lettering. Best 
served with premium Indian tonic, lots of ice, and 
garnished with sliced strawberries.
One of the founders Alexander Janssens says, “We 
are really excited to introduce Gin 1689 - The Queen Mary Edition to the 
UK. It follows on from the successful launch of the original Gin 1689 last 
year and continues to celebrate its Dutch heritage. It is the rebirth of an 
ancient premium gin recipe dating back from the time that the gin craze 
started in the UK. With our distinctive packaging and great tasting liquid, 
we’re confident that we can make a mark here. I was thrilled to discover 
the recipe whilst working in London and spending time in the British 
Library, as we knew William of Orange brought his Jenever recipe over to 
England when he became King; the beginning of gin’s popularity.”

05 A DUTCH PINK GIN

01 BLACK GOLD JOINS WEMYSS MALTS CASK CLUB

Arbikie Distillery, Scotland’s ‘field to bottle’ 
distiller, has announced the arrival of its 
second release of ‘Highland Rye’ Single Grain 
Scotch Whisky. The second Rye Whisky 
released in Scotland in over 100 years, and 
the first four year old.
Christian Perez, Production Manager 
at Arbikie Distillery added, “At Arbikie 
Distillery our primary objective is to 
capture the character and origin of our 
raw materials.  We strive to operate in 
a sustainable manner, combining human 
intellect, science and art. By embracing the 
true unpredictability of the elements, their impact on the growing season 
and our ingredients, we allow the character of each to shine.”
Arbikie’s Highland Rye Single Grain Scotch Whisky saw maturation 
was initiated in charred American oak barrels before being enriched in 
Armagnac barrels. The taste profile is of dates, apricot and caraway. 
Iain Stirling, Director of Arbikie Distillery commented, “As a young 
business we’re delighted to be restoring an ancient whisky category, 
Scottish Rye Whisky.
“Our Highland Rye whisky reflects our values of sustainability, innovation 
and quality in that we uniquely grow, harvest, distil, mature and bottle at 
the Arbikie Farm Distillery on the east coast of Scotland.”
A limited number of only 1220 bottles are available globally of the 
Highland Rye second release, priced at RRP £250.

02 ARBIKIE’S LATEST SCOTTISH RYE WHISKY

Fruit cider has been instrumental in driving sales in the 
cider category over the last few years and as a result, 
leaders in premium fruit refreshment, Kopparberg, has 
announced the launch of Kopparberg Cherry, following the 
success of their Rosé variant in 2019. It will be available 
within the hospitality industry in the next few weeks.
Kopparberg Cherry is a combination of light and fruity 
elements of apple cider with a sweet hint of cherry, enhancing 
the bright taste. The latest addition to the Kopparberg family 
makes a perfect alternative to that of a traditional apple 
cider, with a burst of cherry offering a balance between drier 
traditional ciders and sweeter fruit ciders.

04 KOPPARBERG CHERRY ON THE CARDS
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THE HUMBLING TRUTH 
ABOUT SOCIAL MEDIA

Over the past few weeks, we’ve 
witnessed more hospitality 
businesses come under fire on 
social media. The latest of these 

being Michelin-starred pub, the Fordwich 
Arms in Kent which last year was named 
‘UK’s Best Pub’ in the prestigious GQ 
Magazine Food and Drink Awards.

On this occasion, a disgruntled customer took 
to social media to air his displeasure about losing 
his £660 non-refundable deposit after cancelling 
a Hogmanay booking for eight people on the 
28th December. The customer cancelled because 
his father was involved in an accident overseas. 
Regrettably, he later died from his injuries. 

The Fordwich arms did attempt to resell the 
table to those on their waiting list; however, at 
such a late stage, everyone they approached 
had made alternative arrangements.  

All-in-all, an unfortunate set of circumstances 
and I suspect on any other night of the year the 
restaurant would have been happy to allow the 
customer to at least rearrange for another time. 
Understandably though, they wouldn’t expect 
walk-ins on New Year’s Eve, hence the non-
refundable deposit. The loss of such a booking 
would clearly impact a business of this size, 
especially on the premium night of the year.

Those in the hospitality trade will surely 
empathise with the owners, but when such 
a story hits social media, the public will have 
an entirely different view. The fallout from the 
story was enormous, and at the time of writing, 
the Fordwich Arms Facebook page was offline, 
presumably taken down by the owners who 
wished to ‘control’ the situation.

However, taking the page down does 
not stop the negative responses, it merely 
moves them to somewhere you can’t control. 
They could have chosen to review all posts 
before they were published, or even disabled 
comments altogether.  

Better still, setting aside of the economic 
implications, think about the ramifications of 
the decision not to offer the refund. Business 
owners, especially those serving the public, 
need to appreciate that everyone is a publisher. 
Social media has enabled everyone to voice 

their opinion and tell their story in their 
way. Likewise, they need to understand that 
invariably consumers will take the side of a 
fellow consumer over a business, regardless of 
who’s at fault.

Of course, sometimes things go wrong, and 
customers have a terrible experience that was 
uncharacteristic or beyond your control. Once 
again, expect them to jump on their favourite 
channel to let the world know about their bad 
experience. In this instance, eat a large portion 
of humble pie and engage with the customer. 
If possible, take it offline. Ask them to provide 
an email or telephone number so that you can 
discuss the issue. And when you get that contact 
info, make sure you eat some more humble pie.

Offer them compensation in the shape of 
a meal, or a discount on another stay. It will 
pay dividends. The people you’ve received 
complaints from that you later resolve, invariably 

become your best ambassadors.  
When things do go wrong, it is these 

ambassadors you can depend on for support. 
Every business using Facebook has a core group 
of supporters who regularly like and share the 
posts; these are your ambassadors. They will 
come to your defence because they have an 
affinity with the brand. This affinity is based on 
a previous experience of the brand, even if it 
started negatively.

You should nurture your online community 
and repeatedly acknowledge your loyal 
ambassadors; you never know when you’ll need 
them to come to your defence.

Nobody, especially a business owner, has 
ever won an online argument. So, even when 
you think, or know, you’re in the right, eat some 
humble pie and engage with the disgruntled 
party, they could become your brightest 
advocate!  

DOING THE ‘RIGHT’ THING WHEN IT ALL GOES WRONG
BY GORDON WHITE, MANAGING DIRECTOR, FATBUZZ 
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ALWAYS A WARM RECEPTION

 YARI POSENATO
ASSISTANT RECEPTION MANAGER 
GLENEAGLES HOTEL

How long have you been in the role and what attracted you to it?
I have been in this position for about 18 months. This passion started 
when I was at the Hotel School in Italy. I did a mock telephone 
reservation with my teacher and from that point I knew in which 
direction my career was going to go.
Name the most rewarding and the toughest things about 
working on reception?
The most rewarding aspects also happen to be the most  
challenging. Delivering top service to every guest at all times is what 
drives me. Sometimes a guest can approach me with entirely u 
nique request and I have to think on my feet to ensure that their 

expectations are exceeded.
Tell us about your proudest moment?
It was when I was recruited to work for Gleneagles, which in my 
opinion is the best hotel in Scotland, and one of the most iconic in the 
world.  To have the opportunity to be part of “The Glen Team” makes 
me happy every day.
What’s the strangest customer request you’ve ever received?
A guest was looking to land his helicopter in the hotel  in which I was 
working in Verona, which was impossible. I encouraged him to land nearby 
and organised a private visit for him and his partner.
Any tips for aspiring receptionists?
You need to have a genuine interest in your guests and listen to them, 
smile, and definitely enjoy what you do!
Name three qualities you need to flourish in this role.
Passion, curiosity, and an outgoing personality are three qualities that 
will stand any receptionist in good stead for the duration of their career.

 TARA GRIEVE
RECEPTION MANAGER 
CRIEFF HYDRO

How long have you been in the role and what attracted you to it?
I have been working on reception for nearly eight years now, four of 
those as reception manager. It was definitely the people aspect that drew 
me to the position. I love helping and meeting new people and working 
on such a busy reception desk because you come across so many new 
and interesting people on a daily basis.
Name the most rewarding and the toughest things about working 
on reception?
The most rewarding thing about working on reception has to be when 
you turn a guest’s negative experience into a positive one - nothing beats 
knowing that you have made that guest’s stay a hundred times better. The 
toughest thing about working on reception is when you can’t resolve the 
problem, whether that’s because the guest doesn’t accept your solution 
or the problem is out of your control.
Tell us about your proudest moment?
My proudest moment on reception would be when I helped an older 
lady who was looking for accommodation in Aviemore to carry on her 
holiday around Scotland. She didn’t have a clue how to book online and I 
sat with her for a couple of hours and got it sorted. She now returns on 
a regular basis and even brought her entire family and introduced me to 
them when she came to celebrate her 90th birthday.
What’s the strangest customer request you’ve ever received?
Just the other week, someone asked me if she could use her mermaid 
tail in the swimming pool! In all the time I have been here I had never 
been asked this before and had to call the leisure team to find out. Turns 

out she could! We learn 
something new every day.
Any tips for aspiring 
receptionists?
Let your personality shine 
through! No one wants to 
be checked in by a robot 
and guests will always 
return to you throughout 
their stay if you make that 
initial connection with them 
and it gives you the chance 
to build a great relationship 
with returning guests.
Name three qualities you 
need to flourish in this 
role.
There are so many to pick from but I top three would have to be.
1.  A friendly personality. Computer systems and processes you can teach, 
but it’s harder to change a personality.
2. Being able to stay calm and patient in a difficult situation is a must,  
and if you are this way, it will make your guests feel at ease.
3. Empathy. People save their money all year to have their holiday  
with us and if things go wrong we need to understand why they are 
upset.

RECEPTIONISTS ARE THE FACE OF THE HOTEL AND THIS MONTH WE SPOKE TO SIX PEOPLE WHO RUN THIS IMMENSELY 
IMPORTANT PART OF THE HOTEL.
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ALWAYS A WARM RECEPTION  KAREN GRAHAM
HEAD RECEPTIONIST 
BUSBY HOTEL 
CLARKSTON

How long have you been in the role and what attracted you 
to it?
I’ve been in this role 22 years, and was made Reception Manager 
just under three years ago. I was attracted to the role because I’m a 
people person and I love to talk – and no two people are the same 
so this job is never boring.  I like to build a rapport with customers.
Name the most rewarding and the toughest things about 
working on reception?
The most rewarding thing is seeing a happy customer. We get the 
feedback from all departments - bedrooms, functions, dining  - and 
it’s great to be able to hear that we’re doing a first-class job.  On 
the challenging front, it can get very busy. When everybody wants a 
piece of you, you need be able to multi-task.
Tell us about your proudest moment?
When Manorview took over,  the hotel was in a bad way. My 
proudest moment was walking through the doors and seeing how 
beautiful the hotel looked after its 10-month refurbishment.  We 
now have a wonderful product to sell.
What’s the strangest customer request you’ve ever received?
Someone once asked if they could have a room with a view and a 
balcony (this is Busby not Barcelona) and another guest asked for a 
microwave to be sent to the room.
Any tips for aspiring receptionists?
The job is not what people perceive it to be – like answering the 
occasional phone call and flicking through a magazine. It’s hard work 
and you must 
be organised.
Name three 
qualities 
you need to 
flourish in this 
role.
A cheery 
disposition. 
A thick skin. 
Compassionate. 
You are 
dealing with 
newly married 
couples on 
Cloud 9, as well 
as the bereaved, 
so you need to 
have empathy 
to work in this 
job.

 KIRSTEN SCHLEBUSCH
HOTEL SUPERVISOR (INCLUDING RECEPTION) 
ROKEBY MANOR, INVERGARRY 
INVERNESS-SHIRE

How long have you been in the role and what attracted you to it?
I’ve been with Black Sheep Hotels for five months. I was working for 
Casa Hotel in Yateley in Hampshire on reception previously. I really enjoy 
customer service and I love to find out what makes people tick, and 
problem solve, so this is the perfect role for me.
Name the most rewarding and the toughest things about working 
on reception?
The most rewarding thing is working with people - it’s also the toughest 
part because we each have our own idea of how we should be treated 
and this can be hard for someone in my position to work out.  
Tell us about your proudest moment?
It’s hard to identify a single moment because I take immense pride in 
everything that I do. When you’re on reception, you are the face of the 
company, so I like to feel proud of something I do every day because of 
the weight of responsibility this carries. 
What’s the strangest customer request you’ve ever received?
I get a lot of those, but I’m going to have to say that one guest ordered 
room service for their dog. I’ve also had guests ask me to reassure their 
partners over the phone that they’re not having an affair.
Any tips for aspiring receptionists?
I’m going to recommend a big bright smile and a caring attitude.
Name three qualities you need to flourish in this role.
Organised. Friendly (no matter what you’re feeling that day).  And a 
Sense of humour (most important)
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 CLAIRE GORDON
HEAD RECEPTIONIST 
MELDRUM HOUSE HOTEL 
ABERDEEN

How long have you been in the role and what attracted you 
to it?
I have been in the role for four months. Prior to this, I was in 
another hospitailty role at Aberdeen  Airport for 22 years.
Meldrum House has gained a reputation as one of Scotland’s top 
luxury hotels and isn’t far from where I live. I love meeting people 
and where better than Reception where you see different people 
every single day. It’s never boring.
Name the most rewarding and the toughest things about 
working on reception?
The most rewarding thing for me is being part of a fantastic team 
who have similar goals which is to deliver exceptional service from 
check-in to check-out and giving guests a memorable experience.
The toughest thing is juggling all the different duties in a timely 
manner - our reception can be very busy.
Tell us about your proudest moment?
When I joined, a professional photographer came to take my 
picture for the Meldrum House website. The marketing team 
used the photo on the hotel’s Facebook page, introducing me and 
welcoming me to the job. I couldn’t believe the reaction. I had so 
many nice comments from people who knew me and strangers. It 
got 159 likes and 29 comments - you don’t get that every day!
What’s the strangest customer request you’ve ever received?
This job requires discretion - so I’m really not sure I could possibly 
say!
Any tips for aspiring receptionists?
Be yourself and always try to have a smile on your face. You are 
usually the first and last person seen by guests so you are often the 
‘face’ of the business. Also, remember to ‘walk the customer journey’ 
regularly so you don’t get complacent.
Name three qualities you need to flourish in this role.
Friendly, hardworking and a team player.

 HAYDEN CHEEVERS
RECEPTION MANAGER 
HILTON GLASGOW

How long have you been in the role and what attracted you to it?

I have been with Hilton just over five years now, and at Hilton Glasgow 
just coming up to a year. I originally started here as an Assistant 
Reception Manager, and in August last year I got promoted. Hilton is the 
main attraction for me,  being one of the ‘World’s Best Workplaces’, and 
Hilton Glasgow attracted me because of the chance of progression.
Name the most rewarding and the toughest thing sabout working 
on reception?

The most rewarding thing is progressing my team and leading them to 
meet targets. The toughest thing for me is managing people’s perceptions.
Tell us about your proudest moment?

Winning Department of the Year for 2019! - This was chosen by the 
General Manager of the hotel and we won because we had a high 
retention score and because we smashed our targets.
What’s the strangest customer request you’ve ever received?

Someone called the hotel asking if we had a helicopter pad as they 
would be coming to us by their private jet. We organised a secure 
landing in a nearby area.
Any tips for aspiring receptionists?

Be positive, be authentic and be a team player.  This can be done by 
learning from others and personalising each guest’s experience, leaving 
them with a lasting good impression.
Name three qualities you need to flourish in this role.

Be confident, be resilient, and be proactive.
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FIRST MINISTER TO ADDRESS  
STA TOURISM CONFERENCE

The First Minister will deliver  
her address and endorsement  
of the strategy which has the 
vision ‘Scotland – we will be  

the world leaders in 21st century  
tourism’ on the morning of the 4th March 
following the unveiling of the strategy 
to around 500 industry leaders and 
stakeholders. 

 The one-and-a-half day conference features 
a host of global tourism experts and thought 
leaders who will share insights and inspiration 
on how Scotland will deliver its future tourism 
strategy vision of being the world leader in 
21st century tourism.

This year, STA has invited speakers from 
three competitor destinations, all of which 
share similar issues and challenges to the 
ones that Scotland has.  This international 
perspective, key learnings, advice and 
experience will be shared by Jóhannes Þór 
Skúlason, Director of the Icelandic Tourism 
Association, Conrad van Tiggelen, Director of 
Strategy and Branding at Netherlands Board 
of Tourism and Conventions and Jóhan Pauli 
Helgason, Development Manager at Visit Faroe 
Islands.  Malcolm Roughead, Chief Executive 
of VisitScotland will also join the experts for a 
panel discussion to discuss in more detail how 
we can tackle the 21st century challenges that 
are ahead of us.

Here is a snapshot of what to expect from 
the expert speakers who were asked What 
does 21st Century Tourism mean to you? 

Doug Lansky, one of the world’s most 
respected tourism development thought 
leaders and travel writers will anchor the 
morning sessions on 4th March, outlining the 
current situation and climate for tourism, the 
challenges ahead and possible solutions for 
growing a world leading sustainable destination.

“Setting goals to protect key assets,  
improve the visitor experience and local quality 
of life, and managing tourism to meet those 
goals.”

THE SCOTTISH TOURISM ALLIANCE IS HOSTING SCOTLAND’S NATIONAL TOURISM CONFERENCE ON 4TH AND 5TH MARCH AT GLASGOW’S SEC 
AND NICOLA STURGEON MSP, FIRST MINISTER OF SCOTLAND WILL ADDRESS THE CONFERENCE TO MARK THE OFFICIAL LAUNCH OF SCOTLAND’S 
FUTURE TOURISM STRATEGY AND HEADLINE ACTIONS.

BY SUSAN YOUNG

JÓHANNES ÞÓR SKÚLASON
DIRECTOR OF THE ICELANDIC 
TOURISM ASSOCIATION   
“21st century tourism means more. 
More tourism worldwide, more 
diverse experiences, more demand 
for authenticity and small scale local 
experiences. We will see digital and 
technological development change 
tourism, open up new possibilities and 
bring more emphasis on personalised 
services. The move toward more 
sustainable solutions and eco-friendly 
tourism will speed up, with people 
setting higher standards for responsible 
travel. And the positive impact of tourism 
on job- and business development will 
continue to increase quality of life in local 
and rural communities.”

JÓHAN PAULI HELGASON
DEVELOPMENT MANAGER FOR 
VISIT FAROE ISLANDS
“In the 21st century, we need to make 
it clear that tourism exists for local 
residents and not the other way around. 
National governments and the tourism 
industry need to put the interests of 
the locals at the forefront of every 
decision. That is the only way to achieve 
responsible and sustainable tourism 
development. If the hosts are happy, the 
guests will be happy.”

CONRAD VAN TIGGELEN
DIRECTOR STRATEGY AND 
BRANDING FOR NETHERLANDS 
BOARD OF TOURISM & 
CONVENTIONS
“Following the public opinion on 
smoking, driving on fossil fuel or food 
consumption, the current debate on 
tourism is an omen for an evolution in 
the area of   travel. 21st century tourism 
means putting the interests of residents 
first, respecting the environment 
and traveling in a sustainable way. 
21st century tourism requires 
‘conscious destinations’ and destination 
management.”

MALCOLM ROUGHEAD OBE
CHIEF EXECUTIVE OF 
VISITSCOTLAND 
“I’d suggest that the keyword going 
forward is ‘Change’.
Change in technology, change in skill 
sets, change in decision-making drivers 
to values-based rather than just value-
based, change in how we look at and 
protect our natural assets, change in our 
approach to a more sustainable future 
in terms of carbon emissions, waste 
reduction and ethical investment.”

THERE ARE STILL TICKETS AVAILABLE. CONTACT THE SCOTTISH TOURISM ALLIANCE
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IMMIGRATION IN THE SPOTLIGHT

The Migration Advisory Committee (The MAC) published 
its report last month which outlined its recommendations 
with regard to the government’s preferred immigration 
points-based system and salary thresholds for immigration.

UKHospitality Chief Executive Kate Nicholls commenting on the 
report said, “The future immigration system needs to work for the entire 
UK economy. That includes the hospitality sector which is the third largest 
employer in the country and provides jobs, training and opportunities 
in every region. Although the vast majority of the sector’s workforce is 
home-grown, businesses, particularly those in cities, need to bolster their 
teams with overseas workers. Hospitality is committed to upskilling its 
domestic workforce, but in the meantime, businesses are going to need 
to have access to non-UK talent post-Brexit.

“The low-skilled temporary visa route into work can work for our 
sector, as the majority of migrants in hospitality do not work in highly-
paid roles. The MAC’s proposal that Government looks again at how 
this would work in practice is welcome.  A continuing route for these 
incredibly valuable workers is paramount, 
particularly as hospitality has had the 
highest proportionate number of vacancies 
for the past 18 years. Currently, it runs at 
4.0 vacancies per 100 jobs, compared to 
a figure of 2.6 for the wider economy. The 
new system must be flexible enough to 
address sector-specific shortages across the 
economy and we are happy to work with 
to make the case for our industry.

“A helpful step forward would be to 
extend the Youth Mobility Scheme to EU 
countries and make this a vital part of 
future trade deals with other countries, 
thereby providing another route for young 
workers into the sector.

“The system needs to be flexible to address labour shortages and 
not focus solely on higher skills. We need skills routes for all and we are 
certainly willing to work with the Government to ensure the system is 
responsive, works for the UK and avoids unnecessary bureaucracy and 
costs for employers.”

The publication of the report also prompted an open letter from 
various business organisation to The Rt Hon Priti Patel MP, Secretary of 
State for the Home Department. The letter set out four key priorities 
that the authors believed would go someway to ensuring the new 
system works on day one for all UK regions and nations.

• A minimum salary threshold can work if it is set at a level that 
supports the economy and protects wages – the right threshold can 
provide confidence that migrants are not accepting wages lower 
than those of UK workers. This is currently achieved in the non-EU 
immigration system by requiring a salary that is both higher than 25% 
of people in the same occupation and higher than 25% of jobs across 
all occupations of the relevant skill level. The Migration Advisory 
Committee already recommends lowering the skill level to ‘A-Level’ 
or equivalent to secure a work visa post-Brexit. Following this 
tried and tested formula would mean that a worker from overseas 
would have to earn both more than £20,100 and more than 25% 

of people doing the same job. This would protect wages and ensure 
that shortages in jobs such as technicians, carpenters, translators and 
care-home managers can be addressed.

• Flexibility for skilled workers to enter the UK through a points-based 
system – salary isn’t the only way to predict somebody’s contribution, 
so an ability to hire people with lower salaries based on their 
qualifications, work experience and other attributes is welcome. This 
must add flexibility for businesses to hire the labour and skills they 
need, rather than be an additional requirement. A new unsponsored 
points-based route for skilled workers is particularly important for 
smaller businesses and should also be added. Additionally, lowering 
the salary threshold for shortage occupations is a principle we 
warmly support.

• A temporary visa route which supports all sectors of the economy 
– extending this unsponsored route from one to two years will 
encourage migrant workers to integrate into local communities 
whilst also ensuring they are more productive, rather than businesses 

having to constantly start over by 
hiring new people. Making this route 
available to all sectors, with a cooling-off 
period reduced to six months, will help 
companies plug vital skills and labour gaps. 
In-country switching to the skilled worker 
visa, if the eligibility criteria is subsequently 
met, should also be allowed.
• A radically reformed sponsorship 
process in place for the first
day of operation – the government’s 
ambition to radically simplify the current 
sponsorship system is both welcome and 
essential to reduce cost and complexity 
for firms hiring from overseas. Completing 
and testing these reforms before switching 

to the new system will help smaller companies avoid expensive 
legal advice. Minor adjustments to the existing non-EU visa route 
would be insufficient and act as a major barrier to accessing the skills 
needed to grow the economy.”

The letter concluded with “We look forward to working with the new 
government to inform the detailed design of a new immigration system 
in a way that commands public confidence and supports the UK’s global 
ambitions.”

Meanwhile, as we went to press, The Scottish Licensed Trade 
Association has also called on Westminster Government to go further 
on the Immigration Committee’s recommendation of a minimum salary 
threshold of £25,600 for EU workers post Brexit and reconsider its 
plans, says the SLTA . If introduced at this level, it will have a ‘devastating 
impact’ on the hospitality sector, says the trade body, with nearly 15% of 
EU nationals currently working in the tourism sector in Scotland and with 
projected future job vacancies in the sector of 112,000 by 2029, and any 
future thresholds must reflect the employment level requirements and 
current salary scales of individual business sectors.  The median real-time 
advertised salary in tourism in 2018 was £19.000, a salary threshold set 
at £25,600 for EU workers will, the SLTA says, have dire consequences for 
the hospitality sector.

(THE MAC) PUBLISHED ITS REPORT
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A YOUNG ‘VETERAN’
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INTERVIEW

Hotelier Bill Burnett has been in the 
industry 35 years and I caught up with 
him three weeks into his new role as 
Regional General Manager for North UK 

and Ireland for hotel management company Cycas 
Hospitality. 

Bill Burnett has recently been described as an 
‘industry veteran’ and he is indeed when you consider 
he has 35 years in hospitality under his belt. But he 
did start young. He started straight out of school and 
has moved up through the ranks at a steady pace. His 
experience has taken him from Glasgow To Edinburgh 
, Aberdeen and now Dundee and that’s where we 
caught up at the Staybridge Suites which forms part 
of a dual-branded property alongside Hotel Indigo, 
which also comes under his remit. The brands – Indigo 
and Staybridge, are part of IHG – and are managed 
by Cycas. Says Bill, “I have spent 15 years working with 
IHG in various properties. Our two hotels in Dundee 
I believe, offer the best bedroom product in Dundee, 
and a fabulous restaurant, Daisy Tasker that everyone is 
talking about.” 

Over the years he has opened, managed and 
rebranded hotels for leading hospitality companies and 
multiple hotel brands but it all started at The Crest 
Hotel in Erskine. Bill started out working part-time there 
while at school. He was doing room service duties in 
between studies and he says, “I got the bug.” 

He continues, “The General Manager John O’Malley 
was a big influence on me. He had the film star looks, 
a fast car and was at the top of the ladder. I thought to 
myself his job looks great. A year later, after my Highers, 
instead of going to study Architecture at Uni I decided 
to go straight into working full-time at The Crest and 
I was lucky enough to get on their Development 
Programme in 1986.” 

At the time, he reminds me, The Crest was one of 
‘major’ hotels in Glasgow’s and had its fair share of 
VIP’s and celebrity entertainers of the time. Two of the 
nicest he was introduced to being Bob Monkhouse 
and Frankie Vaughan but there were many others. The 
Queen Mother even visited for lunch – she was there 
after the launch of a ship on the Clyde. 

While at The Crest Bill worked in every department 
learning the grassroots of the trade. Over the next few 
years, he worked in the kitchen, restaurant, reception, 
housekeeping, conference sales and banqueting to name 
but a few. That was probably also the last time he filled 
in a timesheet. Since then he has worked as he needed 
to work. He admits, “I don’t think I have ever worked a 
40 hour week in my life.”

Over the next few years, Bill moved to North 
Berwick and worked for Trust House Forte at the 
Marine Hotel, then he went to the Excelsior in Glasgow 
(now the Holiday Inn) before joining the Central Hotel 
in Glasgow. 

Bill remembers his days there fondly. “It was a busy 
hotel and I looked after some fantastic events. At the 
time it was part of a group owned by Friendly Hotels. 
It was a tremendous learning experience and possibly 

the happiest days of my life. When I was there it was 
the largest and top performing hotel in that group and 
Glasgow’s biggest three-star hotel. I learned a lot of 
management skills, improved my F&B experience (it was 
a big F&B hotel) and also learned about maintenance. 
It was a big old hotel and I was there during the winter 
of the big freeze when it went to -20 degrees. The 
day before Hogmanay one of the water supply pipes 
on the roof burst at about 10pm – the water flooded 
seven floors – the fire brigade was involved and our 
hotel emergency teams. We had to fight to shut the 
water off, and the flood took out the electricity all 
around much of the building. Water had collected on 
a flat roof at level 2 and had formed a swimming pool. 
But the fire brigade was fantastic, helping us pump 
out the water and providing drying equipment to help 
us dry out areas of the hotel. We had a full house for 
Hogmanay! Our carpets were soaked, our settings were 
all ruined... but there was a great team spirit and we 
managed to reset and dry out (as much as we could) 
and host a Hogmanay Ball which went off without a 
hitch. It was a real team effort and a straight shift of 30 
hours! Coincidentally it was my last month as Deputy 
GM there. I was delighted when I heard it was being 
re-developed many years later.”

After leaving the Central Hotel he re-joined The 
Excelsior (now the Post House) and learned a new 
skill, Room Revenue Management. Says he, “At the 
time it was just starting to be a real thing.” It led to his 
first GM post at the Post House at Edinburgh Zoo. 
Says Bill, “During my time it was owned by Granada 
and it changed brand from being a Forte Posthouse to 
becoming a Holiday Inn. It was the biggest Holiday Inn 
in Scotland and at the time outside of London. It was 
my first introduction to a brand and it was fascinating. I 
had to take my team through the cultural change and I 
learned about the process of rebranding a hotel.”

Five years later he moved from Edinburgh to 
Aberdeen to take over a new Holiday Inn. It was to be 
his billet for the next 12 years, although not his family 
home – that remained in Erskine. 

He enjoyed the boom times and also worked through 
the difficult times in the Granite City. The company that 
he had joined had closed and redeveloped the hotel 
and it was set to re-open as the Holiday Inn Aberdeen 
West. Under Bill’s management, it went on to become 
one of the most successful hotels for IHG in Europe 
from a guest satisfaction point of view, winning various 
awards including IHG European Hotel of the Year. Bill 
comments, “From my perspective, it was great to open 
a hotel. It remains one of the highlights in my career 
that a relatively small Holiday Inn in Aberdeen was 
recognised internationally within IHG as being a centre 
of excellence for the brand.” When I asked how he 
achieved that he told me, “We focused on quality and 
we stretched the brand standards to the highest end 
of scale through the influence of the owners, Aberdeen 
entrepreneurs Ivor Finnie and Alan Wallace, and through 
the impact and dedication of the team.”

He continues, “When I got there it was a building site 
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and I had to recruit a team of nearly 100 staff 
by interviewing them off-site. I had to get them 
to visualise what we wanted to do. You might 
say it was a blind recruitment audition. But we 
managed to recruit a great opening team. Right 
from the start, we were fully occupied, and we 
delivered, which is a credit to the whole team. 
People had left successful jobs in other hotels 
to join the hotel, despite the fact it wasn’t 
finished when they interviewed. That opening 
management team stayed together for nearly 
eight years. I think the closeness of the team 
drove the success.” 

Aberdeen also allowed Bill to expand his 
career by getting involved in area management 
and with other hotel businesses and tourism 
bodies. 

He says, “One of the things I was most proud 
of in Aberdeen was the fact that we worked 
together with other hotel managers through 
Aberdeen City & Shire Hotels Association to 
help promote Aberdeen as a leisure destination. 
My aim will be to take a similar approach now 
and do that here in Dundee as well. We had 
a great mid-week business in Aberdeen but 
we needed to get the city recognised as a 
weekend leisure destination. The hotel industry 
really pulled together in Aberdeen even though 
we were all competitors. Since I have joined 
Cycas I have already had a series of meetings 
with other hoteliers in Dundee and hopefully, 
we will work well together to maximise the 
opportunity that Dundee offers as a staycation 
city. 

He adds, “When I was in Aberdeen we 
used to look at Dundee with envy. The city 
seemed to be developing its leisure market 
with its investment in the waterfront and the 
V&A. It was a smaller city than Aberdeen, but 
they seemed to be making more infrastructure 
developments .”

After leaving Aberdeen Bill moved back 
initially to the Central Belt and the Westerwood 
Hotel outside Glasgow. During that time, he 
undertook and delivered the hotels rebrand to 
a Doubletree Hilton. For Bill this was quite a 
short tenure – only two years. It was a Q Hotel 
and a resort operation and he helped put it on 
the journey to establish itself as a Doubletree 
by Hilton. 

Then the opportunity to join Cycas 
presented itself. Says Bill, “The timing was right. 
Cycas had recently taken on the management 
of the Dundee double-decker hotel, where I 
now have an opportunity to help build and 
develop it for the future.”

Bill reveals that he will make the most of the 
company’s European resources to help facilitate 
that. Explaining, “Centralisation is becoming a 
huge benefit. I can Skype colleagues in London 
and across Europe and make the most of 
shared resources. It makes our business more 
efficient. We also have Town hall meetings 

where everyone dials in at the same time – 
everyone gets a soundcheck on the company’s 
developments and changes. It is an opportunity 
to talk to people at the same level across 
Europe and share information.”

He says, “There are certain things that 
experience gently progresses you into. As you 
develop through management in this industry 
you realise you need to be contactable. It is 
not an industry that shuts down because it is 
5 o’clock – if your team need your help you 
respond. My phone is never off. There have only 
been a few occasions where I haven’t had to 
respond – and that would be because I was 
on the other side of the world.” He continues, 
“I was at a meeting with other hotel managers 
recently and we all had two phones on the 
table. Most hoteliers will relate to that scenario!”

However, he does admit some people can 
be put off by the working hours in hospitality. 
“In this day and age it can seem easier to search 
for jobs in other industries. Hospitality does 
have unsociable hours – breakfast is always 
from around at 6am, and we are open all day, 
in the evenings and at weekends - that’s what 
our guests expect. And sometimes it is hard 
to maintain enthusiasm and morale when 
people are working early hours and late nights. 
However how many industries can you come 
into without little or no experience and it 
can allow you to travel the world? I started 
without any experience. I was fortunate that I 
had the right people who helped guide me. It is 
important for me to do that now. A new start 
today could be a hotel manager in 10/12 years. 
I speak to people all the time who have just 
come into the industry. I tell them to focus on 
what we are trying to teach you and you can 
travel the world. With six months experience, 
you can make yourself desirable to other 
people in the industry. Maybe I could have 
gone abroad, but my family kept me rooted in 
Glasgow. I was always keen to avoid moving my 
children from school to school.”

His new role includes not just Dundee but 
the Staybridge Suites in Newcastle, Staybridge 
Suites in Liverpool, and a hotel in Manchester’s 
Northern Quarter which will be rebranded and 
relaunched as a Residence Inn in 2021.

Bill says “One of the attractions of joining 
Cycas was its ambitious growth plans which 
include hotels throughout the UK and mainland 
Europe.

“Cycas co-founder John Wagner brought 
Staybridge Suites to the UK while at IHG, and 
– believing so strongly in the extended-stay 
potential – set up Cycas Hospitality. Last year 
Cycas brought Matt Luscombe – another IHG 
recruit - onboard as the company’s first CEO to 
help bring the company’s ambitious European 
growth plans to life.”

Although only three weeks in his new 
role, Bill, as they say, ‘is on it’. “I am looking at 

“My role is to help 
develop and introduce 
new corporate and 
leisure business to our 
hotels - and to shout 
about our places.”
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our core revenue lines. We definitely have 
opportunities within our local market. My role is 
to help develop and introduce new corporate 
and leisure business to our hotels - and to 
shout about our places. We want to make it the 
hotel that everybody looks at and wants to stay 
at. It is a pretty big objective but if I look at the 
early indicators, it is entirely possible. We are 
No 1 in ‘Heartbeat’ which is the IHG internal 
guest recognition programme – for Staybridge 
Suites and if our customers look at Trip Advisor 
we are already 2 and 3 in the city - but we 
want to be 1 and 2. We believe that we can do 
this.”

Bill believes that Dundee could also stretch 
itself just a bit further to attract visitors. He 
explains, “I would like to see Dundee have a 
convention auditorium similar to Dublin. I think 
it lends itself to that with its University and 
Medical history. I think it would a real asset 
and add to the allure of the city. It’s also about 
positively harnessing the visitor assets we have 
got already and making the city more desirable 
for people to come to. 

“The city appeals to the leisure traveller. 
Dundee has Carnoustie, Gleneagles and of 
course St Andrews within easy reach. Our 
guests can use Dundee as a hub, and the city 
certainly attracts golfers during the summer 
months. We are already gearing up for next 
year’s 150th Open at St Andrews which is sure 
to be special – it’s always been a major event 

for Dundee and its surrounding areas, and this 
is the first time our hotels will be able to play 
their part.” 

On the subject of the proposed tourism 
tax says Bill, “Any tourism tax should apply 
fairly to all that benefit in tourism. Hotels are 
an all too easy target. Visitor attractions, retail 
and transportation to mention just a few are 
all benefactors of tourism and there doesn’t 
appear to have been any proposal which 
could fairly introduce a tax like that across all 
tourism sectors. If it does happen there has 
to be complete transparency on how the tax 
is utilised so that we can see that the money 
spent is of a direct benefit to its contributors. I 
think that is a very difficult thing to do. Councils 
are all under pressure and are cutting costs. 
There would be continued concerns over 
whether this new pot of money would be being 
appropriated to right causes at the right time.”

He also believes that technology ensures 
the way for better pricing for guests a better 
customer experience. Bill suggests, “Technology 
allows our guests customers the knowledge that 
we are pricing ourselves as competitively. There 
is a balance between quality and price and we 
work hard to establish our quality against other 
hotels. It used to be that our hotel personnel 
were involved in daily pricing decisions. We 
are of course still involved, but no-one will be 
surprised to know that our pricing is largely 
automated - computers and software systems 

play a large part in our industry today. Many of 
today’s guests wants to be able to book a hotel 
and also check themselves in. In many brands 
you can also have your own key ‘delivered’ to 
your smart phone App. allowing you to walk 
straight to your bedroom. There are many more 
advances to come. 

Technology aside sometimes it’s the old 
ways that are the best ways. Like taking the 
time to learn the names of your entire team 
– Bill’s latest challenge. He certainly talks the 
talk and literally walks the walk – last week it 
was across the Tay Road Bridge and back with 
his colleagues, and he tells me there are other 
activities such as yoga classes for employees 
which have been introduced too. He explains, 
“Health and wellbeing has become a headline 
for us all in this industry like so many others. It 
is vitally important for us to recognise this and 
to play our part in avoidance and if required, 
recovery. That is a challenge which we are 
taking on, and which Cycas champions internally 
through quarterly wellness weeks.”

Before I left I asked him who he admired in 
hospitality – he mentioned Stephen Carter, a 
stalwart of the industry, and Stuart Spence of 
Aberdeen’s Marcliffe Hotel. Says Bill, “I haven’t 
met anyone who has been a better advocate 
for the city of Aberdeen and the hotel industry. 
He is remarkable man.”

Bill is quietly remarkable too and ready for 
any challenges heading his way.
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Conservatories   Orangeries    Sun Lounges   Garden Rooms

 Mozolowski & Murray

Mozolowski & Murray
Conservatory Design Centre
57 Comiston Road Edinburgh EH10 6AG
Open 7 days, Monday to Friday 10am to 5pm, 
Saturday and Sunday 10am to 4pm

www.mozmurray.co.uk

To fi nd out more call us on 

0345 050 5440
Visit our design centre 
or request a brochure.

Working with you to deliver 
outstanding results on every project.

MW0153 Hotels Scotland 265x210.indd   31 18/12/2019   16:52
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DESIGN FOCUS

SALISBURY GREEN HOTEL 
& BISTRO
POLLOCK HALLS, 18 HOLYROOD PARK RD, EDINBURGH EH16 5AY

The 108-room Salisbury Green 
Hotel and Bistro, located within 
the landscaped grounds adjoining 
Holyrood Park, and owned by 

Edinburgh First, has undergone a £4.6m 
renovation over the last year – with the 
final phase of the makeover within its 
Mansion House now finished. 

The collection of 36 en-suite twin, double 
and single bedrooms within Mansion House 
now boast brand new mattresses and 
furnishings, while the decor retains the  
original character of the 18th century  
building. The work on the Mansion House 
was done in-house, with the design of the 

contemporary part of the hotel undertaken  
by 3D Reid.

Mansion House was originally built in the 
1750s for an Edinburgh merchant named 
Alexander Scott and the supporting walls of 
the house are still encased within the existing 
building.  

In its long history it has belonged to 
the Dick family of Prestonfield House and 
Edinburgh publisher William Nelson before 
being purchased by Sir Donald Pollock – after 
whom the University’s main halls of residence 
is named – in the early 1940s. From then 
it became a residence for students of the 
University of Edinburgh until 2006 when it was 

BY SUSAN YOUNG
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DESIGN FOCUS

converted to a hotel and conference centre.
Lyndsay Wilkie, Director of Business 

Development, said, “This marks the end of 
an intensive period of renovation at Salisbury 
Green Hotel and Bistro and we don’t think 
there will be any disappointment among our 
guests. We’ve worked very hard to ensure the 
accommodation and service matches its superb 
location in the City.

“We have the best of both on offer – there 
are rooms that appeal to all kinds of visitors, 
whether you’re looking for something modern 
or more traditional.”

Next door, in the contemporary part of 
the hotel, the other 72 bedrooms underwent 
a huge refurbishment in 2018, now offering 
guests top of the range Elite mattresses, 
new fitted bathrooms with Arran Aromatics 
toiletries as well as a contemporary lounge and 
bistro area downstairs.

Designers 3D Reid knocked through pre-
existing rooms to form larger deluxe room; re-
designed the bathrooms to create large walk-in 
showers and replaced all furniture and fittings, 
wall, floor and soft furnishings.

Along with a new and improved interior, the 
Salisbury Green Hotel now boasts access to 18 
electric vehicle charging points, including a Tesla 
Destination Charger. 



We offer one of the largest ranges of cleaning 
equipment from various manufacturers of cleaning 

equipment within the UK, as well as a huge 
collection of accessories and spare parts. 

Our aim is to continually meet the needs and expectations of our customers time and time 
again. This is done by providing an impeccable service, on-time delivery and supplying quality 
products including carpet cleaning machines, floor cleaning machines, vacuum cleaners, steam 

cleaners, pressure washers, outdoor maintenance and much more.

T: 01475 892111  E: sales@prochem-scotland.co.uk
www.prochem-scotland.co.uk
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I was very sad to hear of the death of 
Donald Clark of The George Hotel in 
Inveraray, but I feel very privileged to 
have known him, and there is one thing 

for sure, he lived life to the full. I am sure 
he may have had a few regrets, but not 
many.
I first met him in 1995 when he was the 
Scottish Licensed Trade Association’s Treasurer. 
He subsequently became President. In fact, one 
of our first nights out was a charity dinner in 
Renfrew - it was hilarious and his jokes came 
thick and fast.
In the early days of our friendship there were 
many dinners and conferences and Donald 
would keep us enthralled with his many stories. 
Latterly, we would catch up in Finnieston at the 
Ben Nevis, and he was always urging me to visit 
him in France where he had a home. Only last 
year, we caught up in August – at our Scottish 
Bar and Pub Awards. The George picked up 
the accolade Hotel Bar of the Year and also the 
award for Sunday Mail Pub of the Year. ‘Big D’ as 
he was affectionately known was delighted, and 
even said a few words and told a few jokes! 
Many people afterwards said he was one of the 
best speakers of the night. He told one of his 
favourite jokes... “he was the only man he knew 

that went on a ‘sponsored diet’ and ended up 
paying the sponsors!” He also entered our Hall 
of Fame.
Donald took over The George from his father 
at the tender age of 23, and he was 75 when 
he died. In fact, he called me last June to tell me 
it was his 75th and remind me that he shared it 
with former Bells green jacket - Billy Gallagher.
He was the 5th generation of the family to 
run The George, a great responsibility, and one 
that he has passed on to his sons Donald and 
Kris who are now the 6th generation to run it. 
It’s hard to imagine that 160 years ago, when 
the family took over, that they would have 
realised it would continue in the family for so 
many generations. The Clark’s are Tennent’s 
longest licensed trade continuous customer, 
for 160 years, as Angus Meldrum, former MD 
of Tennent’s, revealed. Angus was also a great 
friend of Donald’s.
He started out in the George at an early age - 
I remember Donald telling me that he used to 
join his father in the kitchen of The George as a 
young boy and watching his father, who wore a 
kilt in the kitchen at that time, cooking. He also 
remembered the days when locals used to use 
the hotel for a bath – paying a shilling for the 
service.

With Donald taking over at the age of 23, 
he definitely made his mark. He had an aura 
of not just a big man, but a great man. In his 
home town he helped every association going, 
from the pipe band to the Shinty club, and 
he even served on the local council. He had 
his passions – entertaining was one of them. 
He also developed a passion for artefacts and 
spent years trawling the country for treasures 
and one of his favourite possessions was a 
soup tureen gifted to his grandmother in 1891 
on the occasion of her wedding. The George 
is crammed with paintings, furniture and other 
bits and pieces that he found. I believe that 
when his sons Kris and Donald were organising 
their own Music Festival in the grounds of 
the hotel, they used to persuade their father 
to stay away and they would decant all the 
moveable items to a safe place, and then 
reinstate them after the festival!
At one point he and his wife Jimpy owned two 
hotels, The Loch Fyne and The George Hotel, 
before concentrating on The George which he 
ensured moved with the times – it is now well 
known for its pub grub, but it wasn’t always the 
case. He had an astute business mind and was 
always looking to the future.
Over the years, Donald played mine host to 
many famous people including Mick Jagger and 
Paul McCartney – but I am sure he would have 
treated them exactly the same as every other 
customer – he made everyone feel important.
Shinty may not have been his sport, but he had 
a passion for his local club and held various 
roles there and became Chairman of the club, 
a role that his father had also held. He was 
passionate about the club even flying in by 
Helicopter on one occasion – determined not 
to miss Inveraray’s Camanachd Final against 
Kingussie in 2002.
He may not have been a shinty player but he 
was a very good Rugby player, and indeed 
played for The West of Scotland first XV in his 
youth. He remained a lifelong West supporter. 
The club put out a statement on the sad news 
saying, “Donald was one of life’s real characters 
who left an indelible impression on all those he 
met whether on the field, in the clubhouse, or 
when offering his notoriously warm welcome 
and hospitality at the George Hotel in 
Inveraray.  He will be sorely missed.”
His funeral was crammed with friends and 
family from all the land, and from France 
and Spain too. They gathered to say a fond 
farewell to a legend. One told me it was the 
best funeral they had ever been at! I am sure 
Donald will be looking down, perched on a 
three-legged stool in the corner of Heaven’s 
version of The George, and will have been 
happy to hear the review!
Our thoughts are with his family, sons Donald 
and Kris, and grandchildren Anouk, Manon and 
Lola, and of course his partner Jane Somerville.

OBITUARY

DONALD CLARK
JULY 1944 – JANUARY 2020
BY SUSAN YOUNG

26 • HOTELSCOTLAND



Discover a Kingdom of Luxury

KING OF COTTON
The wor ld’s finest linen and towelling

EST 1880

www.kingofcotton.com

L O N D O N .  P A R I S .  B R U S S E L S .  N I C E .  M A R B E L L A

Visit our website for the finest range of quality bed linen, duvets, blankets, throws and table
linen, along with further collections of outstanding towels, bath robes, slippers and toiletries.
We offer these wonderful products at prices that are surprisingly low. 

We can also add Personalised Embroidery

to your purchased items. 

If you’re in the business of hospitality
register as a trade customer online to 
enjoy discounts and updates.

ScotsHtl500stripeAd.qxp_SctHotel  30/01/2020  15:26  Page 1



Wiesner-Hager is an Austrian family-owned business founded in 1849. High quality, 
innovation, design and low environmental impact encompass our entire chain – from 
raw materials to finished solutions.  In Austria, Wiesner-Hager has been the market 

leader for office chairs, office solutions and contract furniture for many years. Increasing 
efficiency while ensuring that employees are happy in their work environments - these 

are the pivotal issues we address. Ideas first! No matter how you look at it: every concept 
begins with an idea – and ideas want to be realised. We develop innovative products in 
cooperation with international designers so we can provide creative solutions for our 

customers in the commercial, hospitality, education and healthcare sectors.

WIESNER-HAGER
4th Floor, 104-110 Goswell Road, London EC1V 7DH United Kingdom

Telephone: +44 (020) 7490 3627  |  Email: London@wiesner-hager.com  |  Website: www.wiesner-hager.com
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The Pierhouse Hotel & Seafood 
Restaurant at Port Appin in Argyll 
as part of its mission to become the 
country’s ultimate seafood destination has 
appointed Michael Leathley to head up its 
kitchen team.

Leathley, 37, has worked in London, 
Aberdeen and Glasgow, and was Sous  
Chef at A’Challtainn Fish Restaurant in 
Glasgow.

Originally from North Shields, Michael 
who has lived and worked in Scotland for 
five years, has found inspiration in his family’s 
fishing heritage, taking his culinary lead from his 
grandfather, who was a day boat fisherman on 
the River Tyne.

He is now ready to steer The Pierhouse 
in an exciting new direction and is looking 
forward to heading up the kitchen team.

Michael Leathley, Head Chef at The 
Pierhouse Hotel & Seafood Restaurant, said, 
“Cooking at The Pierhouse is a real celebration 
of the natural environment we’re lucky to have 

around us. From the lobster creels at the end 
of our very own pier, to the finest wild hill 
venison from Lochaber, our dishes respect the 
abundance of local produce and the people 
who dedicate their lives to working on the 
land and sea to bring us the finest produce.

Fiona McLean, General Manager at The 
Pierhouse Hotel & Seafood Restaurant, said, 
“I am delighted and excited to be welcoming 
Michael to The Pierhouse family. I have worked 
with Michael in a previous role and I know 
that he will bring with him the skill, knowledge, 
expertise and commitment to build upon the 

growing reputation that we have here at The 
Pierhouse.”

Gordon Campbell Gray, Founder and 
Owner of The Wee Hotel Company, said, “We 
are all very excited to have Michael join us 
in The Wee Hotel Company, heading up the 
kitchen team at The Pierhouse.

“Michael shares our passion for all that is 
exciting and local, and we are thrilled that he is 
part of the company as we move forward with 
our philosophy of sustainability and fun, and of 
course simply the finest locally sourced food 
and happy guests.”

LEATHLEY ARRIVES AT 
PORT APPIN HOTEL

Kimpton Charlotte Square, 
Edinburgh has announced 
the appointment of a new 
Hotel Manager, Gordon 
Shaw.

Gordon’s hospitality 
experience began at the 
age of 12, helping in his 
grandmother’s business, The 
Chestnuts Hotel in Ayr. He 
took a trainee management 
position at Costley & Costley 
Hoteliers after graduating 
before joining the MacDonald 
Hotels team to expand his 
corporate knowledge, follwed 
by The Old Course Hotel in 
St. Andrews.

His most recent position 
was Hotel Manager of the Kimpton Blythswood Square in Glasgow.

Said Gordon, “When the opportunity to join the Charlotte Square 
team in Edinburgh presented itself, it felt like the natural next step in my 
career. We have an extremely dedicated team and while guest feedback 
at Charlotte Square is already fantastic, 2020 is about taking it to the 
next level. The hotels acceptance into both the Virtuoso luxury travel 
programme and the AMEX Fine Hotel & Resorts is a great opportunity 
to do this, providing us with a platform to showcase a service full of 
warmth, charm and personality, in one of the world’s most iconic cities.

“I feel a real connection to the Kimpton brand, its ethos and its values. 
We inspire curiosity, embrace people exactly as they are and aim to 
create extraordinary experiences for all our guests. We also don’t take 
ourselves too seriously and have a focus on wellbeing and good wine – 
two things very close to my heart!”

THE NO1 CHOICE FOR GAMING
AND LEISURE EQUIPMENT FOR
PUBS, BARS & RESTAURANTS

For more information contact us on: 0141 946 0444 

www.simsautomatics.co.uk

KIMPTON CHARLOTTE SQUARE 
EDINBURGH WELCOMES  
NEW HOTEL MANAGER
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EVENTS

Glasgow Barrowland was the venue for 
Manorview Hotels & Leisure Group annual 
party. The Group shut their doors to 
reward their entire 500-strong workforce 
with an opportunity to ‘get their rocks off’ 
at the famous venue.

Buses picked teams up from venue locations 
such as Biggar, Wishaw, Coatbridge, East Kilbride 
and Howwood, and took them on a mystery 
tour. 

The Group’s founder Steve Graham, briefly 
took to a stage, which has welcomed everyone 

from Simple Minds to David Bowie and Oasis, 
to congratulate the team on a successful year 
while showcasing a video of highlights. 

The entire evening was free for the 
Manorview team – all that was needed was a 
wristband, a lanyard pass, and a bit of swagger.

The purpose of this yearly event is to reward 
the team, while also strengthening  
the foundations of the Manorview culture – 
which states that everyone’s contribution is 
valued and every individual works together as 
one team. 

MANORVIEW ROCK THE BARROWLAND 
… FOR ONE NIGHT ONLY
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The owner of Aberdeen’s The 
Chester Hotel, Graham Wood,  
has revealed that his Signature  
Fine Dining Festival, and the 

generous foodies who attended and 
experienced the culinary creations of 
award-winning chefs at the event, have 
helped ensure that critically ill babies  
in the city’s neonatal unit will continue to 
have access to some of the best medical 
care in the country with a donation of 
£156,000.

Diners at Signature Fine Dining Festival, 
which took place in November at The Chester 
Hotel, have covered the costs of a high-
level training course for nurses at Aberdeen 
Maternity Hospital.

One of the key objectives of the four-month 
programme to transform best practice is to 
establish the unit as a centre for excellence in 
neonatal and family-centred care within NHS 
Scotland.

In addition to covering the costs of 
programme delivery, the donation will pay for 
two ventilators and an ultrasound scanner for 

the unit, which is for premature and seriously 
ill babies.

As well as paying for tickets to attend 
dinners staged by Michelin-starred chefs 
including Phil Howard, Daniel Clifford, Glynn 
Purnell and Martin Wishart, guests were also 
able to contribute by bidding on auction items.

While the majority of money raised from the 
13-day festival went to Friends of the Neonatal 
Unit, a further £29,000 was donated to The 
Parkinson’s Cure Trust to support the fund-
raising efforts of guest chef Martin Wishart.

He recently completed a 3,500-mile Atlantic 
sailing challenge, setting out just days after 
serving up a stellar menu at Signature. He has 
raised over £65,000 for the charity, which he 
wanted to support after witnessing first-hand 
the impact this debilitating disease has had on 
his mother.

Graham Wood, owner of The Chester Hotel 
and the man behind Signature, said he was 
delighted that the event was once again making 
a difference for good causes.

He added, “The award-winning Signature 
festival has become a highlight in the annual 

calendar of fine dining fans and while the 
primary aim is to help put Aberdeen on the 
map as a destination for foodies – and bring 
some of the nation’s top culinary talent on a 
rare visit to the north east – it is incredibly 
satisfying that it can be used to support such 
worthwhile causes.

“While we were able to gather together 
to enjoy exquisite food and wine and the 
company of family and friends, it is important 
to remember that some families who are 
looking after sick children and caring for loved 
ones do not have that luxury. Therefore, I feel 
incredibly honoured to make these donations 
on behalf of Signature.

“I’d also like to thank all of our guests and 
sponsors for such generosity and, of course, 
chefs who travelled from all over the country 
and presented such fantastic menus. Without 
them and their passion for the event, Signature 
simply wouldn’t happen.”

In the three years since its inception, 
Signature has generated over £500,000 for 
good causes in the north east and beyond. 
Signature will return in 2020. 
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Signature food festival donation helps neonatal unit 
to become Scottish centre of excellence in care
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christie.com

Buy businesses. 
Sell businesses.
Grow businesses.

East Haugh House Hotel, Pitlochry

The Claremont Lodge Hotel, Alloa

Kellerstain Stables, Edinburgh

Premier Inn Monifieth, Dundee

Freehold £3,200,000
•  Closing date 14 February 2020 @ 12 noon

•  Going concern sold free of Whitbread 
branding

T: 0131 557 6666
5244952

McNair Hotel, Edinburgh 5244958 5244964

Freehold £775,000
• 23 bed, 3 star hotel with sea views
•  Family owned and operated
T: 0131 557 6666
5244946

Freehold Offers over £1,600,000
•   4 Star award-winning small hotel on 

private grounds
• 12 bespoke en suite bedrooms
T: 0131 557 6666
5244921

FH £695,000 | LH £75,000, Annual
Rent: £70,000
• Bar, restaurant, function room
•  Refurbished to an excellent standard
T:  0141 352 7300
6846627

Freehold Offers over £900,000
•  9 bed small hotel in traditional townhouse 

overlooking Leith Links
•  Development opportunity - 3,808 sq.ft GIA
T: 0131 557 6666

Freehold Offers over £1,600,000
•  Detached luxury accommodation with gardens
•  5 en suite rooms, 4 new suites, and Owner’s 

accommodation
T: 0131 557 6666

The leading hotel specialist.
We transacted 152 hotel businesses 
in 2018, equating to c. 3 per week

The Scalloway Hotel, Shetland 
Islands

SHOWCASE
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Specifying a CFA member for your next flooring project could mean the difference 
between success — or a flooring failure. Most of the UK’s largest and best known 
Manufacturers, Distributors, Contractors and Consultants are CFA members  
— and for good reason. 

•	 CFA	members	promote	high	standards,	knowledge	and	expertise
•	 Specifying	CFA	members	will	maximize	your	investment	and	minimize	
costly	flooring	failures

•	 All	members	have	to	pass	a	vetting	process

Tel: 0115 941 1126 www.cfa.org.uk Email: info@cfa.org.uk

Specify CFA members
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CHECKOUT
Guests to the 2022 World 
Cup in Qatar will be able 
to stay in one of 16 floating 
hotels which will be located 
on the shores of Qetaifan 
Island North to provide 
accommodation for the 
masses within the fan 
villages during the football 
celebration. Each hotel 
will be 72-metre-long and 
16-metre-wide (236-feet-
long and 52-feet-wide), 
each consisting of 101 guest rooms, 
a restaurant, and a lounge bar. All of the 16 four-story 
hotels will be identical, offering a total of 1616 floating 
hotel rooms. It’s Qatar’s first touristic destination – and its 
certainly the plans are not just touristic but futuristic too.
Qetaifan Projects and ADMARES who will develop and 
build the hotels plan to deliver sustainable solutions with 
minimum ecological impact For instance the hotels will 
rely on solar energy. To ensure the overall functionality 
and attractiveness of the hotels, the modern and urban 
buildings have been designed by the award-winning Finnish 
architect firm, Sigge Architects.
Mr. Mikael Hedberg, CEO of ADMARES has revealed, “This 
is the first time ever that pure floating real estate has been 
used as a temporary solution for accommodation needs 
at this scale. These hotels do not require major ports and 
deep water as their draft is significantly less than large 
cruise ships”. He added “after the World Cup, the hotels 
can be placed at any coastal location where the water is at 
least 4 meters (13 feet) deep. We are excited to be part of 
the solution for the amount of accommodation needed for 
the FIFA World Cup 2022.”

You have to take your hat off to CEO of Apex Hotels’ Angela 
Vickers, once again the group under her guidance has had another 
strong year. The business reported a 9.5% increase in turnover 
(up from £68.9m to £75.4m) as well as a 51% increase in pre-tax 
profit to £11.7m in its latest figures.
I’m sure she would tell you it was a team effort – well done to all 
concerned.

For all you coffee buffs, and coffee is a stable in all hotels, 
a team of such researchers including Dr Jamie Foster, a 
mathematician at the University of Portsmouth have found 
that fewer coffee beans, ground more coarsely, are the 

key to a drink that is cheaper to make, more consistent 
from shot to shot, and just as strong. Dr Foster said, “The 
conventional wisdom is that if you want a stronger cup of 
coffee, you should grind your coffee finer. This makes sense 
because the finer the grounds mean that more surface area 
of coffee bean is exposed to water, which should mean a 
stronger coffee.”
When the researchers began to look at this in detail, it 
turned out to be not so simple. They found coffee was more 
reliable from cup to cup when using fewer beans ground 
coarsely.
“When beans were ground finely, the particles were so 
small that in some regions of the bed they clogged up the 
space where the water should be flowing,” Dr Foster said,
“These clogged 
sections of the bed 
are wasted because 
the water cannot 
flow through them 
and access that tasty 
coffee that you want 
in your cup. If we 
grind a bit coarser, 
we can access the 
whole bed and have 
a more efficient 
extraction.
“It’s also cheaper, 
because when 
the grind setting 
is changed, we 
can use fewer beans and be kinder to the 
environment.
Now you know!

We ran a story last month about New Lanark Hotels appealing 
a decision by the Scottish Charity Regulator not to grant it 
charitable status which the OSCR said wasn’t very clear.  In actual 
fact, OSCR’s decision to refuse to enter New Lanark Hotel on the 
Scottish Charity Register was confirmed on appeal by the First Tier 
Tribunal of the General Regulatory Chamber  on 11 January 2019.
It was the FTT’s decision which was appealed to the Upper 
Tribunal and it was their decision, not OSCR’s, which was quashed 
by the Upper Tribunal for failing to provide ‘adequate reasons’ for 
their decision.
Lord Tyre of the Upper Tribunal has confirmed that he will now re-
make the decision to decide whether to grant New Lanark Hotel’s 
appeal against OSCR’s decision to refuse to grant charitable status 
to it.
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Hypnos is proud to be Carbon Neutral, complying with PAS 2060.

Designed for sleep
Creating beautiful long-lasting beds and sofa beds, sustainably designed to maximise comfort,  

guaranteeing guests have a memorable night’s sleep and leave positive five-star reviews.  

Working in partnership with hoteliers to deliver tailored sleep solutions and outstanding value.

Douneside House, Aberdeen    Springkell, Eaglesfield    The Balmoral, Edinburgh    Glengarry Castle, Invergarry 

Meldrum Country House Hotel, Inverurie    Cameron House Luxury Lodges & The Carrick, Loch Lomond 

Fonab Castle, Pitlochry    Links House, Royal Dornoch    Carnegie Club Skibo Castle, Sutherland    Fingal, Edinburgh 

Crowne Plaza    Marriott    Corinthia    Amba    Premier Inn    Soho House    Holiday Inn 

Rocco Forte    InterContinental    Wyndham    Millennium    StayCity    Thistle    Jumeirah
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