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Make your venue the home of live sport. Bring your customers the live experience
they’ve been missing with huge live fixtures still to come this September.

In our new online series, we explore the vital role that pubs 
play in bringing local communities together.

Watch now: 
sky.com/business/footballshome

‘The Pub: FooTball’s home’

helPing bring 
communiTies TogeTher

Call now 

08442 414 664
Or visit skyforbusiness.sky.com

Sky Sports requires a Sky subscription agreement. Channels and content availability are dependent on the Sky subscription agreement. Equipment and installation costs may apply. Scheduling and content 
are correct at the date of print (10/09/20) and may be subject to change. Further terms apply. Calls to Sky cost 7p per minute plus your provider’s access charge. The F1 logos, F1 FORMULA 1 logos, F1 FORMULA 1 
logo, F1®, FORMULA 1®, FIA FORMULA ONE WORLD CHAMPIONSHIP TM, GRAND PRIX and related marks are trade marks of Formula One Licensing BV, a Formula 1 company. All rights reserved.
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Turn to p29  
for full details

Government guidance and rules, 
within a legal framework.  

Pubs – as was demonstrated so 
well by all the good deeds carried out 
during lockdown – should be seen as 
the saviours of our communities. The 
place to go to relax, eat and drink and 
be amongst friends during troubled or 
happy times. The place where there will 
be certainty, safety, a friendly face and  
a listening ear – with the reassurance 
of knowing that there are procedures 
in place, should anyone later be found 
to have the virus. In fact, due to the 
diligence of the venues with identified 
cases, health risks have been mitigated 
and venues have reopened in short order.  

The message, for anyone looking to 
get out and socialise, is that the pub is 
the place to go.  

And let’s not forget about the huge 
contribution pubs and the hospitality 
sector have made to the Government 
over this time.  

Eat Out to Help Out boasted 35m 
meals served with the Government 
investing £522m+ in the scheme. In 
return, pubs and the wider hospitality 
sector raised £250m in additional 
revenue for HMRC and played a major 
role in building consumer confidence 
within our communities, as well as 
securing long-term employment  
and playing a major part in helping  
the early recovery  
of the economy. 

This recovery is 
also about taking the 
chance to reset your 
business, adapt to  
the new trading  
world and change  
for the better.  

Covid-19 has seen 
massive changes the 
world over. Safety is 
now understandably 
front-of-mind for  
consumers, and 
pubs need to heavily 
promote and 
successfully market  
how they have massively changed and 
responded to these challenges. From 
Covid-secure environments, to the 
back-to-basics approach on everything 
from a shorter menu to cleaning 

regimes. And, we also know that our 
customers still seek out the fantastic 
hospitality experience that cannot  
be replicated in the home. Balancing 
these key elements of safety and 
hospitality will be business critical 
moving forward. 

Be assured too that your BII will 
continue to work hard for you, 
sharing best practice through these 

challenging times, 
while pushing for 
further Government 
investment, justified 
by the recognition 
of how important 
our sector is to the 
economy and our 
communities.  

Our message is 
clear. This sector  
is responsible, reliable 
and professional and 
has already proved 
that we are worth 
investing in, not only 
for the economic 
contribution that we 

make, but also for the vital role that  
we play in our society. 
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A s the weeks and months roll 
on, we have all begun to realise 
that the reality of the Covid 

situation isn’t going away any time 
soon. It’s here for the mid to long-term 
and adapting to new ways of working  
is going to be the best and only way  
to survive.  

I’ll go even further and say that 
grasping and using everything that’s 
being thrown at us, and turning it 
to our own advantage, is going to be 
essential for our survival. 

Maximising trade opportunities, 
whether that’s coffee mornings, steak 
nights or by upselling and exploiting 
the new rules of operation to improve 
your business is key in all of this. For 
instance, when customers arrive and 

sign in (or sign up virtually) to your 
Test and Trace scheme, ask them if you 
might use their data to keep them in 
the loop with pub news and offers. As 
they’re leaving after a good night out 
or lunchtime visit, talk to them about 
how safe they felt and how much they 
enjoyed themselves, asking if they’d 
mind you sharing their comments on 
your social media feed. 

There’s always a flip side to every 
situation and part of 
adapting and trading in 
the new world is about 
recognising this and 
meeting it head on. 

So, let’s celebrate 
how pubs are rising 
to the challenges – by 
complying with the 
latest Government 
guidelines and rules – 
and demonstrate how 
we, as a sector, are 
creating trusted and safe social spaces, 
where people can come together for 
support and sustenance, as well as to 
relax, unwind and have fun.    

Over this time, we have all become 
frustrated at the negative comments, 

both in the 
press and on 
social media, 
which have 
referenced 
pubs as part  

BII CHIEF EXECUTIVE OFFICER STEVEN ALTON CBII 

PUBS ARE TRUSTED SOCIAL SPACES, PLAYING HUGELY IMPORTANT ROLES WITHIN OUR COMMUNITIES.  
FROM A SAFE PLACE FOR PEOPLE TO GATHER, TO OFFERING A WARM WELCOME AND A SENSE OF BELONGING, 
PUBS HAVE ALSO PROVEN TO BE A SAFE INVESTMENT, DELIVERING THE GOVERNMENT A GOOD RETURN  
ON ITS MONEY.

OUR PUBS ARE  
A GREAT INVESTMENT

“PUBS ARE SAFE, 
WELCOMING 
ENVIRONMENTS 
THAT PEOPLE CAN 
TRUST AND BE 
ASSURED THAT 
THEIR WELFARE 
AND SAFETY IS 
PARAMOUNT”

of the problem in connection with  
the pandemic. 

Whilst there have been some 
isolated cases of poor practice, these 
constant and lazy attacks on our pubs 
are unfair and unfounded. Customers 
are safer socialising in a professionally-
run, Covid-secure pub environment, 
operated by trained professionals, than 
they are visiting friends or attending  
a house party for a night, where 

hygiene protocols 
are unlikely to 
exist. The pub has 
hand sanitisers at 
every passing point, 
enforced social 
distancing and 
documented  
cleaning regimes. 

Pubs are 
safe, welcoming 
environments that 
people can trust and 

be assured that their welfare and safety 
is paramount to the licensee and staff 
working there.  

These trusted spaces to socialise, 
meet family and friends, business and 
work colleagues, should be applauded 
by the general public and in the press, 
not denigrated.  

Great pubs – as run by the members 
of this professional institute – are 
properly managed environments, 
abiding to and working with 
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UP FRONT
A ROUND-UP OF NEWS, VIEWS AND BUSINESS TIPS 

B R I T I S H  I N S T I T U T E  O F  I N N K E E P I N G

A ddressing operators from 
Supersonic’s Marketing 

Podcast, Mark McCulloch said: “My 
fear is that if we go into a discount 
battle, we are going to hurt ourselves 
and each other, and we’re going to 
get back to people 
devaluing food, 
like they did in the 
casual dining days 
with Pizza Express 
and Italian brands 
getting into  
a price war, where 
everyone else  
gets sucked in.” 

Instead, he 
said, operators 
needed to reboot 
their brands, 
be focused with 
their offer and 
create something 
distinct that consumers 
will be willing to pay for. 

HE SUGGESTED 
OPERATORS  
CARRIED OUT: 
Diagnosis – return to 
your roots and retrace your steps to 
understand why you were so great 
in the first place and recapture that. 

Market research – understand 
your competition and what your 
customers think of you, what they 
need and what they want. 

Segment, target and position – 
recognise the value of each market 

segment you operate in and target 
the segments you want to go  
after. Find out what your share is 
compared with your competitor. 
Position your offer against each 
segment, and have one distinct offer 

per target. 

What makes 
you distinctively 
YOU – the greatest 
brands in the  
world have a logo,  
a colour and a tone 
of voice. Know your 
brand and what 
it stands for and 
promote it across 
everything that you  
do, from your menus  

to your social 
media and  
website. 

Set brand 
objectives – 
identify what 
you are going  
to do (and NOT 
going to do), 
so you can stay 

focused for the entire year. 

Target your customers – where 
are they looking/what are they 
using, in terms of social media, etc? 

Pricing – don’t just discount or 
cheapen your product, do your 
research to find out what your 
customers see as too expensive  
or too cheap. 

It’s time to “cut the umbilical cord” and stop the discounts, says  
Mark McCulloch of Supersonic Marketing, commenting on the high 
number of operators that have extended their own discount schemes 
into October and even November, following the mega success of the  
Government’s Eat Out to Help Out offer. 

TIME TO REBOOT  
YOUR PUB BRAND

Marketing

But, it will result in a “leaner, much 
more vibrant and sustainable number 

going forward”, said Morgan, speaking to 
KAM Media’s Katy Moses on Hospitality 
Talks. He explained: “It’s not a bad thing,  
as I believe it’s the number of pubs that 
are unsustainable. Covid-19 will hasten 
their demise.” 

In the recession of 2007, which coincided  
with the smoking ban, Morgan accurately 
predicted the closure of 10,000 pubs, 
reducing the total number, pre-Covid, 
from 57,500 to 47,500 across UK.

Morgan also called on property 
landlords to take a more sensible 
approach on rents, saying it was better  
to work with the current incumbent than 
see the buildings empty and having to find 

new lessees/tenants. 

Up to 3,000 pubs to close, forecasts  
Neil Morgan CBII, Christie & Co’s 
Senior Director Pubs & Restaurants. 

COVID-19 WILL HASTEN  
3K PUB CLOSURES 
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The  
‘RISHI AFFECT’ 

Eat Out to Help Out =
100m meals served 
84,700 signed up
130K claims worth

£522m+ 
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HELPING  
OUR CUSTOMERS 
GET BACK TO THE 
THINGS THEY LOVE

All customers will be asked to 
provide contact details to help 
us reduce the risk of a local 
outbreak of coronavirus.

2020.08.19_Test&Trace_GIRL_SERVING_POSTER_A4.indd   1 20/08/2020   4:06 pm
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Get on board 
with NHS  
Test and Trace

By maintaining records of staff, 
customers and visitors, and 
sharing these with NHS Test  
and Trace where requested, pubs 
can help identify people who may  
have been exposed to the virus.

Containing outbreaks early is crucial 
to reduce the spread of Covid-19, 

protect the NHS and social care sector,  
and save lives. This will help to avoid the  
reintroduction of lockdown measures 
and support the country to return to, 
and maintain, a more normal way of life. 

In addition to maintaining and sharing 
records, pubs must also continue to 
follow other Government guidance to 
minimise the transmission of Covid-19. 
These include the Rule of Six, keeping 
a safe working environment and 
following social distancing guidelines. 

The following information should be  
collected by the venue, where possible: 

Staff: 
• the names of staff who work  

at the premises 
• a contact phone number  

for each member of staff 
• the dates and times that staff  

are at work 

Customers & visitors: 
• the name and contact number  

of the customer or visitor – where 
there is more than one person, you 
can record the name of the ‘lead 
member’ along with the number  
of people in the group 

• date of visit, arrival time and,  
where possible, departure time. 

For printable forms and posters visit: www.
bii.org/coronavirus-advice/data-collection 

Test & Trace

Phil Kiernan, licensee and owner  
of Gloucestershire freehouse, the 

Farmers Boy Inn in Longhope for the 
past 20 years, has “marketed the hell” 
out of the pods, having invested in six 
using half of his £25,000 Covid grant.  

“If I had bought 26, I would have 
still filled them 
all. We have 
fitted the pods 
with fairy lights, 
wi-fi and electric 
heaters and we 
plan to dress them 
up for Halloween 
and Christmas,” 
he said. 

Each pod 
seats five people, 
creating an extra 
30 covers.  

“I believe that 
while people used to 
come in for the food 
and service, safety 
is now the most important 
thing. We’ve created a 
culture where people feel 
safe, especially those with 
children,” he said. 

As a parent of four-year-
old triplets, Kiernan has 
kept the play area open, leaving it to 
parents to make the call as to whether 
their children are allowed to use it. 

Other pub safety features include:
   Temperature checks for customers 

on arrival – with all data recorded. 
People are allowed three chances, 
but will be refused entry if they 
fail, as will anyone who refuses.

   Key fobs, which automatically 
open the toilet door, are handed 

The Farmers Boy Inn, famous for its award-winning pies, became  
a social media sensation when it opened its all-weather garden pods. 

Business boost

PODS, PIES & PLENTY OF PROFITS

out to avoid the need for people to 
‘kick’ open the doors. 

   Toilets are cleaned after each use. 
“When the Environmental Health 

Officer came to visit, he said we’d 
exceeded expectations, which was 
nice to hear,” said Kiernan. 

The Farmers 
Boy Inn also 
offers a takeaway 
service, through 
Just Eat. “Just 
Eat takes 13-15%, 
but four drivers 
deliver us £6,000 
a week in food 
sales, which is 
£24,000 a month. 
Over October 
to January, the 

takeaways will help keep 
us alive.” 

For bookings, the pub 
charges £10 per 
person, with groups 
being asked to pre-
order and pay on 
line. “We are quite 
top end and not 
very price sensitive. 
Our Christmas 
dinner spend is £70 

a head and our pies sell at £18.50. 
“Pies represent 75% of our eating 

trade. It’s a good job we’re not famous 
for salads, as we’d be struggling!” 

STONEGATE’S ‘ALBERT’ GETS VIRTUAL MAKE-OVER
Stonegate Pub Company’s multi-award-winning training programme, Albert’s 
Theory of Progression (ATOP), was reignited last month, opening courses to 
over 800+ delegates-in-waiting, with much of the learning going virtual. 

After lockdown forced the cancellation  
of more than 60 workshops, Stonegate’s 
Learning and Development team 
began redesigning many of the training 
programmes to facilitate online learning. 

This ensures that Stonegate employees  
can continue their growth 
within the company, while 
the on-going social distancing 
measures remain in force. 

GP: 75% on dry goods  60% on wet  
80% on accommodation  

Wages bills: aims for 23% but in July  
it came in at 15%. It’s expected to rise  
to 28% over November to January 
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Introducing  
a back office  

solution for pubs
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UP FRONT
A ROUND-UP OF THE NEWS, VIEWS AND BUSINESS TIPS

  

Mark Holden FBII, Inn Cornwall’s 
Company Director, made the 

investment in the vehicles, along with 
installing EV charging points in all of 
his pub’s carparks, after finding success 
with a takeaway delivery 
service during lockdown.  

Teams from the 
company’s three pubs 
delivered 25,000  
main meals to 10,000 
homes from Redruth  
to Falmouth, Fraddon  
up to Bodmin, thanks 
to the support of Ward 
Williams Associates, which 
lent Holden three EVs.

Inn Cornwall’s ‘Pub Grub  
Delivery’ service will be branded on 
the sides of the newly bought Renault 
vehicles, along with the dealer’s and St 
Austell’s Tribute logos. 

“I’ve been speaking to car dealers  
and they have seen a huge rise in interest  
in EVs. Looking ahead, having a charging  
point with designated parking spaces 

at each of our pubs means we will have 
a provision in place for our guests to 
charge their vehicles, while they come 
in and have a meal with us.”

Takeaway and delivery currently 
represents 17-20% of Inn Cornwall’s 

general turnover. 
It recently put the focus on  

children’s options for takeaway  
to appeal to family trade.

“Takeaways tend to be 
predominantly Indian, 

Chinese and pizzas, so  
we thought we’d create  

an offer that appealed  
to the whole family.”

Holden is also looking 
to market a ‘Christmas 

party offer’ for delivery  
to local office workers. 

“December is going to be a concern 
for us, so we’re focusing on making sure 
we look after our costs and be cautious 
with our labour, while making sensible 
predictions. We’re just experimenting 
and using all the tools in our box.” 

Three new electric vehicles (EVs) are the latest weapon in Mark Holden 
FBII of Inn Cornwall’s armoury, as the business continues to diversify.

EV CHARGING POINTS TO 
A GREENER FUTURE

Commenting after the Government’s announcement on the 
‘Rule of Six’ limits on social gatherings, it emphasised that 
Local Authorities and police now have the powers to respond 
to breaches of Covid-secure guidelines, with the introduction 
of Marshalls in towns and city centres.

PA continued that the Government also has the option 
to restrict trading hours as part of a ‘national action’. It has 
already introduced restricted opening within local lockdown 
areas, eg, in Bolton, after it saw a steep rise in Covid-19 cases.

In Scotland, face covering has become mandatory for staff 
and customers. 

Covid-19

Environment

Businesses have a clear duty to support NHS Test  
and Trace, says licensing experts Poppleston Allen (PA).

PUBS HAVE A DUTY TO SUPPORT  
COVID-SECURE MEASURES 

Oakman Inns calls 
for fairer taxes

Oakman Inns, which 
extended the Eat Out to 
Help Out (EOTHO) discount 
across September, is 
calling for an urgent 
review into the ‘fiscal 
disparity’ between 
supermarkets and  
the hospitality sector.

CEO of Oakman, which operates 
28 pubs and restaurants across 
the Midlands and the Home 
Counties, Dermot King said: 
“There is no doubt that the 
EOTHO scheme has been  
a major factor in helping us get 
back on our feet…, but the road 
to recovery is going to be a very 
long one and it is going to take 
much more than a few months 
of offers to get the hospitality 
sector back to where it was 
before lockdown.”

Calling for 5% 
VAT to be 
extended 
past January, 
King said: 
“We urgently 

need a review 
of the fiscal 

disparity between supermarkets 
and the hospitality sector with  
a specific focus on VAT.” He also 
called for an overhaul of the 
Business Rates system and  
a scrapping of employer’s 
National Insurance contributions 
for those earning under £20,000, 
to help create jobs. 

Tax cuts

PH
O

TO
: M

IC
H

AE
L 

M
AR

AI
S 

O
N

 U
N

SP
LA

SH



For under £1 per week, the smallest of businesses can
provide care for employees and their families.

www.roslyns.co.uk/BII

2020 ... 
WELL, WE

DIDN'T SEE
THAT COMING

24/7 phone/online access to a practising UK GP 
DOCTOR-LINE

24/7 phoneline offering expert legal and health advice/info
ADVICE

The Big White Wall, a safe online support space
SUPPORT

Access to discounts from 1000s of retailers
DISCOUNTS

Learn more about all of our services and get an instant quote.

This has been a uniquely 
challenging time for mental health.

£1 
weekly 

per person

under

BII members also get 5% off ALL SERVICES

Roslyns payroll can do more.
We call it  'Healthy Extras'.

Roslyns are the UK's leading provider of business services to the hospitality sector.
Accounts, Payroll, Stocktaking, Business Plans and more.
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S peaking to BII News, Asahi UK 
Holding’s Managing Director 

Victoria Segebarth said: “We’ve 
offered measures to facilitate order 
cancellations, uplift processes and 
have collected more than 90,000 casks 
and kegs from our customers’ cellars. 
We’ve worked closely with industry 
bodies, such as the British Beer & Pub 
Association (BBPA) to find solutions 
to any challenges. We were the first 
brewer to sign up to the BBPA portal 
to facilitate an easier process for the 
destruction of beer in outlets.” 

Asahi also conducted a survey 
to understand how best to support 
its customers going forward and, 
having identified that not everyone 
had digital ordering capability, it 
partnered with a tech company to 
develop a non-branded ordering and 
pay-at-the-table solution. 

For autumn and Christmas, it has 
brewed and packaged the new Fuller’s 
Vintage Ale, and will be offering 
£1.5m worth of packages for pubs, 
including point-of-sale material 
and takeaway pint pots, which 
are fully recyclable and come 

Brewery technical services teams have been busy supporting pub 
customers throughout lockdown and during the first few months  
of reopening, offering advice on everything from beer disposal  
to technical support and what ranges to stock. 

Wellbeing

Beer & brewing

BUZZWORKS’ TRAINS  
MENTAL HEALTH FIRST AIDERS 

USE TECH TO ENHANCE  
PUB EXPERIENCE

New technologies are helping 
operators navigate their way 

through the current crisis, but 
research from KAM Media and 
OrderPay suggests that many 

are getting it wrong, by not 
putting the customers first. 

THE FINDINGS REVEAL: 
One in two customers  

want to check Covid-safe  
measures online

40% of customers like the option  
of an ‘order and pay at table’ app

Three quarters of customers 
believe it’s the venue’s 

responsibility to give them  
a positive experience

Half of all customers think pubs  
are behind the times, when it 

comes to embracing tech.

To get a free copy of ‘A Technology 
Enhanced Customer Experience’,  
email: hello@KAM-Media.co.uk 

Turn to pages 64-65 to read OrderPay’s 
tips on using tech to overcome  

challenges this Christmas.

ASAHI SHOWS ITS SUPPORT  
FOR BRITAIN’S PUBS AND BRANDS

Buzzworks, the operator of 12 sites situated 
across Ayrshire, has upskilled 11 colleagues  
to become Mental Health  
First Aiders. 

Andressa Garcia, the 
Assistant Manager  
at Scotts Port Edgar  
(pictured right), 
said: “The course 
certainly opened 
my eyes to mental 
health and how to 
deal with those who 
are struggling from 
negative issues.”  

MORE SUPPORT  
FOR GREENE  

KING PARTNERS

Greene King Pub  
Partners announced  

an additional £6m  
of financial support  

for its 975 tied tenants,  
creating further rent 

concessions until  
the end of October. 

Tied tenants will also 
benefit from a trade  

credit of £35 per barrel 
 of beer and cider bought 

from Greene King.  
These latest measures take 
Greene King’s total support 

to an estimated £21m.

with lids, for customers to have them 
filled at the bar for take-home. 

Almost 18-months since Asahi 
acquired the Fuller’s brands and the  
Chiswick-based brewery, Segebarth  
was keen to emphasise its commitment  
to the beers and business.  

“We have invested over £2m in the 
first 12-months… we are in this for the 
long-term and remain committed to 
the heritage of Fuller’s and its brands, 
along with the growth and expansion 
of the cidery (Cornish Orchards), and 
investment in Meantime and the Dark 
Star Brewery, which has a new quality 
lab,” she said.  

Segebarth added that, to date, Asahi 
had given away more than 300,000 
complimentary pints of Peroni, Asahi 
Superdry and London Pride. “We 
will work closely with all category 
of customers as part of an uplift 
programme, as well as crediting any 
unused kegs.” 

CITIES BOUNCE BACK 
Footfall data from Wireless Social 

(September 9) says UK footfall 
continued to grow, with Saturday 

figures increasing 3% on the 
previous week’s figures. Liverpool 

saw its biggest decline (-11%),  
a potential impact of local 

lockdowns. London is tracking at 
40% behind February’s footfall. 

CGA’S DRINK RECOVERY 
TRACKER SHOWS DRINKS 

SALES UP IN AUGUST:
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OHH! OUR HOSPITALITY
OHH! BII’s ‘Business Doctor’ for over a decade and owner of licensed trade stocktakers and consultancy 
SureStock, Trevor Brown CBII stepped up to the ultimate challenge and took on a pub, a lease with  
a private landlord, last summer.  

OUR HOSPITALITY HERO! HERE WE CELEBRATE THE SUCCESS OF AN INDUSTRY FIGURE WHOSE OWN 
CAREER PATH HIGHLIGHTS THE VARIETY, THE OPPORTUNITIES AND THE FUN THAT COMES WITH 
WORKING IN THE HOSPITALITY SECTOR

A 
after 30+ years advising  
licensees how to run  
successful pub businesses,  
Trevor Brown CBII put 
his money where his 

mouth is, as the saying goes, to take on 
The Pickled Ploughman in Adderbury, 
near Banbury in Oxfordshire. 

Having added 30% to the turnover 
within the first six months of opening, 
he was able to prove to himself that he 
still had what it takes! 

“I always swore I’d never come back 
to running a pub again. But I needed 
to know that I could still do it,” says 
Trevor, who previously ran pubs 
“in his youth” and served as an 
Area Manager for Marston’s.

After this remarkably good 
start, he continued to build the 
business, delivering a very strong 
January to March. 

Trade was up at the pub 
by 40% by the time he 
entered lockdown – 
a time he used to 
plan, prepare and 
focus on remaining 
profitable by 
pivoting the 
business to establish 
a market stall  
outside the pub and  
a takeaway meal offer. 

 “It has been amazing. 
I’ve managed to roll-over a lot of 
goodwill created during lockdown, 
when I made an awful lot of friends 
in the village and the surrounding 
areas,” says Trevor, who has 
continued the takeaway service 
for the remaining people still 
shielding locally. He also plans to 
keep the takeaway business up his 
sleeve as “future proofing”, should 
another lockdown be imposed.  

Having secured the £25,000 
Coronavirus Government business 

grant, he invested in the pub, from 
decorating to £8,000-worth of kitchen 
equipment and creating extra seating.  

“I ordered a marquee in the first 
three weeks of lockdown, including 
all the furniture to go with it. It cost 
£10,000 and I considered it worth it,  
as I was thinking about how to take 
the inside outside, not just over the 
summer, but into the autumn and even 
the winter season.” 

In preparation for reopening, he 
removed eight tables from 

the main dining and 

bar area, which he replaced with  
the equivalent number in the 
marquee, plus extended the outside 
terrace into the car park. 

“An awful lot of pubs took the grant 
and used it for overhead costs. I ran 
the market stall, plus produced 100s  
and 100s of takeaways, offering a home 
delivery service to those that needed 
it. We literally didn’t stop for 111 days. 
We even made it onto the front cover 
of the village magazine, got an award 
for ‘Unsung Hero’ from the local MP 
and received TripAdvisor’s Travellers’ 

Choice award too.” 
In August, the 

Eat Out to Help Out 
Scheme (EOTHO) 
also proved a winner, 
with Trevor reporting 
like-for-likes up 104% 
working on margins 
that were up 2.3%, 
thanks also to the VAT 
cut to 5%. 

“The numbers 
were huge each week 
in August and I was 
sending the Chancellor 
a bill for neigh on 
£5,000 a week. 

“The saddest thing was that we 
were having to turn away three times 
the number of people we were able to 
serve over the Monday to Wednesday, 

but we managed to roll most of them 
over onto the other days. It meant 

we were pretty much trading at 
the equivalent of six Saturdays, 
with no adverse impact on 
Friday, Saturday and Sunday, 
which was encouraging.” 

While lockdown was all 
about planning and preparing 

for reopening, the summer has 
been about getting a return on the 

investment: making hay, literally 
while the sun was shining.  

“It’s not  
the survival  
of the fittest, 

but about those 
most adaptable 

to change & 
who exploit all 
opportunities” 



V I S I T  B I I . O R G

O
U

R
 H

O
S

P
IT

A
L

IT
Y

 H
E

R
O

! /
 1

3 
U P  F R O N T

OHH!HERO

“I feel much of our 
good fortune has come 
from what we did over 
lockdown, from the 
goodwill we created, through to all the 
improvements. And I’m proud to say 
because we traded profitability that I 
was able to pay all of the salaries, along 
with the rent in full, and still managed 
to show a profit. This was important 
because three new members of staff 
weren’t entitled to furlough.”

He continues: “Success is all about 
planning and 
putting in great 
standards and 
service, so you 
can take every 
opportunity. 

“I preached 
about all of this for 
10 years as the BII’s 
Business Doctor 
in my column in 
the old magazine. 

You’ve got to stand back and 
see what you’re doing. If the 
business model is broken, you need  
to change it.” 

He adds: “People love what we have 
done here and it has all been about 
investment and improvements: £2,000 
on high quality screening and having 
2m+ (not 1m, or even 1m+) between 

the tables. I’ve gone over 
the top, in terms 
of spacing things 
out, but I believe 
when your 
bread and butter 
trade is the 60+ 
brigade, it’s 
important that 
they love it. The 
total redecoration 
we did is paying 
dividends too.” 

Other changes 
have seen specials 
being taken off 
the menu, along 
with the fixed-
price dining offer 
removed. 

“We’re just 

about coping in what 
is a small kitchen, and 

reducing the menu has helped.” 
All the staff have their temperatures 

taken and recorded on a ‘sign in’ sheet 
every shift, and between staff and 
customers, we got through 40-litres  
of hand sanitiser over the summer. 

“The staff have their own hand 
sanitiser, which we’ve made very 
visible to the customers. They can also 
see staff preparing the pre-packed 
cutlery, which we sanitise and put 
into cellophane bags ready for guests. 
We’re receiving lots of very positive 
comments,” says Trevor, adding that 
the first guests on reopening were his 
parents, aged 92 and 89. “My mother is 
my harshest critic, so I thought, if I she 
enjoys a lovely lunch and leaves feeling 
happy and safe, that’s a sign I’ve got 
everything right.” 

It’s not, he adds, the survival  
of the fittest, but about those most 
adaptable to change and who exploit 
all opportunities. 

Trevor concludes: “The harder I work  
– and we’ve all worked incredibly 
hard throughout – the luckier I seem 
to get!” 

Banbury MP Victoria 
Prentis presents 
Trevor Brown, the 
owner of The Pickled 
Ploughman, with his 
unsung hero award
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SCAN ME

shieldsafety.co.uk/bii

Ask Shield Safety Group,  
the official BII Helpline Partner

You can call one of our Environmental Health 
Practitioners via our Safety Advice line who will  
answer your questions. Need some expert  
guidance, give us a call.

You will also get access to FREE downloadable expert 
advice around shutdown checklists and reopening  
plus 10% OFF when you sign up for the Safe to Trade 
Scheme - reopen with confidence, get COVID-19 safe.

To find out more about our helpline support, reopening 
risk assessment or Safe to Trade Scheme, scan the QR 
code or visit

or health & safety question?

Got a food safety, fire safety
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SCAN ME

shieldsafety.co.uk/bii

Ask Shield Safety Group,  
the official BII Helpline Partner

You can call one of our Environmental Health 
Practitioners via our Safety Advice line who will  
answer your questions. Need some expert  
guidance, give us a call.

You will also get access to FREE downloadable expert 
advice around shutdown checklists and reopening  
plus 10% OFF when you sign up for the Safe to Trade 
Scheme - reopen with confidence, get COVID-19 safe.

To find out more about our helpline support, reopening 
risk assessment or Safe to Trade Scheme, scan the QR 
code or visit

or health & safety question?

Got a food safety, fire safety

Fuelling enterprise

Research

SHARING KNOWLEDGE TO INSPIRE  
CONFIDENCE AND SUCCESS
The latest BII member research reveals that 60% of pubs are not making a profit. If trade continues as it is, 
60% of our membership expects to make redundancies – 15% have already let staff go. Only 22% of pubs are 
trading at, or above, 75% of their usual turnover.

Business Rates’ system, further grants 
and Government support on rent.

In the meantime, pubs are showing 
their mettle by adapting, planning, 
collaborating, investing and becoming 
leaner and meaner businesses. 

 OUR FAVOURITE TOP 10s
Stay flexible: trying to plan 

for every eventuality is exhausting, but 
having a ‘plan b’ up your sleeve and 
being willing to stay on your toes is key. 
Try new things and pivot, like a boxer in 
the ring, to help avoid the punches.

Menu re-engineering: simplifying 
menus to increase profit, reduce prep 
times and wastage. 

Using social media to help  
boost consumer confidence:  

as well as marketing  
your range and offers,  

promote your cleaning 
protocols, Covid-secure 
environments and talk 
about what you’re doing 
to keep your customers 
safe and happy.

Capturing data: (while 
remaining GDPR compliant) 

contact customers with 
inspired offers and special events. 

Create theatre and promote  
a great day/night out: people are 
bored with being at home and are 
looking to trade up, be spoiled and 
have fun.

T here is no doubt that the Eat Out to 
Help Out scheme has boosted sales 

for many food-led businesses, while the 
VAT cut to 5% has been hugely  
welcomed (with most opting not to  
pass it on), while Business Rate holidays 
and, for leased and tenanted pubs, rent 
concessions have been lifelines.  

However, 19% of our members have 
received no help at all and 28% offered 
deferrals only, with one-third having 
accrued between 21-30% of their 
annual rent or mortgage as debt. The 
majority of these have no repayment 
plan agreed. 

The good news is that over half of 
our members have received bounce-
back loans and 13% have benefited 
from the Coronavirus Business 
Interruption Loan Scheme 
(CBILs). And, best of 
all, the vast majority 
have reported that 
customers are 
happy and felt 
safe returning. 

The big three 
concerns for 
members, when 
looking ahead at 
the challenges are: 
profitability (83%); 
consumer confidence (66%); 
and staffing (38%). In terms of the help 
they need most, members are calling 
for Business Rate Relief to be extended 
until April 2022, the VAT reduction 
to continue for a year, a reform of the 

IN THIS EDITION OF BII NEWS, WE HAVE DEDICATED OUR PAGES TO SHARING PROFESSIONAL ADVICE AND TIPS  
TO HELP MEMBERS ADAPT AND THRIVE WITHIN THE BOUNDARIES OF THE NEW TRADING CONDITIONS. 

IN THIS SPECIAL REPORT, KATE OPPENHEIM SPEAKS TO OPERATORS AND EXPERTS ABOUT THE REALITIES OF,  
AND OPPORTUNITIES FOR, THE TRADE OVER NEXT 12-18 MONTHS 

Invest in outside spaces: from 
marquees to pods – keep your outdoor 
areas usable and inviting over the 
autumn and winter months. 

Love your staff: with many pubs 
losing up to 30% of their people, those 
remaining are working smarter and 
harder than ever. Show them the love 
by hosting a team night out and by 
investing in training to help develop 
their future careers.

Takeaways: keeping an ‘eat at home’ 
offer up your sleeve not only provides 
an extra income, but a lifeline should 
another local or (god forbid) national 
lockdown be introduced. Don’t just do  
food, include cask ales and wines too.

Share and collaborate: keep in 
touch with fellow licensees and local 
businesses, while supporting charities 
to stay in the loop and feel motivated.

Protecting your cash flow: keep 
cash in the bank as a safety net. Stay on 
top of every penny spent and cut costs 
by reviewing contracts and switching 
suppliers. Every penny counts.

Finally, don’t forget to ‘feel the love’  
– so many members have received 
messages of thanks from their regulars 
and communities over this time. Yes, 
there have been a few tricky customers 
out there, but if August proved 
anything, it showed that people put 
great value before their fears and were 
glad to be back in the great British pub. 

TRUSTED SUPPORT
Your BII is here to support great pubs like yours, today, tomorrow and for the future



B R I T I S H  I N S T I T U T E  O F  I N N K E E P I N G

VENNERS’ TOP 10 TIPS

LOOK AHEAD – NOT BACK  

one  
DON’T LOOK BACK  
IN EXASPERATION  

The pre-Covid world is no more, 
we have to deal with the present. 

Forget like-for-likes and concentrate 
on improving revenue and  

profits week-by-week. The only  
like-for-likes to consider are  
those in 12-18 months’ time.  

two BE BETTER AT WHAT  
YOU DO BEST  

Ensure customers come back for 
your key offer. This is not the time 
to be changing lanes. Provide the 
products and services that people 
want, so not only will they come 
back, but they’ll tell others too.  

three BRING YOUR CUSTOMERS  
ON THE JOURNEY  

Build on the relationships of the 
past and use social media to  

keep everybody aware of new 
developments. Loyal customers will 
try to do their bit to help you keep 

your doors open.

four KEEP MONEY  
OFF THE SHELVES  

Regulate spending and know what 
you have in stock to ensure your 
cash flow is robust. Controlling 

stock volume is key.  

five TAKE YOUR STAFF  
WITH YOU  

Be honest with them about  
the challenges ahead.  

If a staff member feels they are 
playing a part in the survival  
and growth of your business,  
they will engage more than  

ever before.

six BE PROFESSIONAL,  
SAFE AND SECURE 

Customers will be nervous  
for some time to come.  

First impressions, even for 
returning customers, should  
be that your venue is safe,  
secure and professionally 

managed. Visit other similar 
businesses to learn best  

(and worst) practices.  

seven SET OPERATING 
STANDARDS 

Protecting the stock and revenue 
of your business is key to  

surviving. That means setting  
good ‘Standard Operating 

Procedures’, especially when  
it comes to cash controls.  
If you’re responsible for  

a number of sites, it can pay  
to introduce third party  

compliance auditing as a tool  
for monitoring standards.  

eight PREPARE  
FOR LOCKDOWN II 
Spend time keeping track  

of the press and latest news; 
knowledge is power. Plan how you 
would handle staff and customer 

communications if a second 
national or regional lockdown  

were to affect you.   

nine DON’T JUDGE YOURSELF 
TOO HARSHLY 

In this tough environment you’ll 
likely need to make some incredibly 
difficult decisions, which may even 

go against your usual principles. 
You have to be willing to be ruthless 

to allow your business to survive.  

ten TAKE YOUR BUSINESS 
TEMPERATURE  

REGULARLY 
Keep a close eye on your  

business performance and ensure 
cash flow forecasts are updated to 
reduce surprises. Also, continue to 

set yourself goals, review what  
hurdles cropped up, how you  
dealt with them and how far  

off you were. 

Find out more about how to forecast  
for the months ahead in Venners’ 
article on p58-59
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Efficiencies

KEEPING EYES ON THE PRIZE
The current BII Licensees of the Year Award winners (the only licensees 
in history to hold the title for two years running) David Hage FBII and 
Mark Osborne of the Secret Pub Company in Nottingham, have cut 
overheads and are running an altogether leaner and meaner business. 

nervous about offering discounts this 
early after reopening.” 

For Christmas, they will once 
again create a ski chalet offer at The 
Radcliffe (pictured), while a marquee 
for drinking customers at The Railway 
creates an extra 35 spaces.  

“Our deal on the marquees makes 
them pretty cheap, we’re paying £60 
a week in rental, which includes them 

all being bolted down into the 
concrete. And we’ve invested 

a lot in Covid-secure 
measures.” 

Hage continued: 
“We’re feeling 
pretty positive and 
optimistic. We’re 
earning money 

and feel in a healthy 
position. I am even 

daring to think that 
either next year, or in 

2022, we can expand,  
as planned, to a third 
and fourth site.” 

While Hage said 
the business wasn’t 

continuing with 
its takeaway Sunday 

lunches and Friday night 
burgers, which served 200 and 150 
meals respectively over 10-weeks of 
lockdown, The Secret Pub Company  
has also gone into business with  
a start-up business, ‘Great Food to You’, 
which partners multiple restaurants  
to offer a nationwide delivery service.  

“We supply a Sunday lunch offer, 
which is designed to go from box to 
the plate within 40 minutes. It’s all 
prepared and part-cooked and put 
together by a skilled kitchen team in 
central London, before being packaged 
and labelled for delivery. It’s a slow 
burner so far, but we’re confident of  
a success with a Christmas dinner offer 
throughout December.” 

“W e have reduced our overheads, 
particularly through savings 

on labour and on salaries in the kitchen 
and front-of-house. It’s regrettable, but 
it has protected the jobs of the people  
we have got now.  

“I’m sad to say it, but we had to let go 
of about 30%. Every single one of those 
people was a great team member. But 
the three-month period of lockdown 
makes you look a lot harder 
at your business,” said 
Hage, who with his 
business partner 
Osborne, operates 
two Star Pubs & 
Bars’ leaseholds, 
The Railway in 
Lowdham and 
The Radcliffe in 
Radcliffe on Trent. 

“Life is full of 
anxiety and stress, 
because we don’t know 
what’s going to happen.  
But our business feels more 
efficient for the changes we have 
made. The team is very strong 
and working smarter, and our 
labour percentages have dropped 
from nearly 30% to 21%.” 

Despite having lost 40% of dining 
space due to the Covid-19 measures and 
both pubs trading at 30-35% down, 
compared to the same period last year, 
the first set of accounts for July showed 
profitability was up 40%. 

“But we acknowledge that this is 
down to paying 5% in VAT, not having 
to pay our Business Rates and paying 
only half of our rent, so we are cautious 
not to allow ourselves a false sense of 
security. Instead, we are squirrelling  
it away,” said Hage. 

They have opted against offering 
discounts and bounce-backs, as they 
don’t believe it will benefit their 
business in the long-term. “We feel very 

USE DEPOSITS  
TO GUARD AGAINST  
NO-SHOWS
Cashflow is a key element 
of your business. When your 
trade and even your capacity is 
limited by Covid-19 regulations, 
an empty table on one of your 
busiest nights of the year can 
cost you £100s, says licensed 
trade accountants Inn Control.   

“The ‘No More No Shows’ trade 
campaign highlighted just how 
devastating it can be for businesses 
operating on knife-edge margins, 
but one way to combat this is 
deposits.  

“There is a balance to be struck 
on requesting deposits, as you 
don’t want to put people off, but at 
Christmas we believe every operator 
should absolutely consider ensuring 
that a system for deposits is in place.  

“Your accountant can support you 
with this – from tools to help track 
who has and hasn’t paid, to advice 
on the VAT impact from refundable 
and non-refundable deposits, and 

how that 
differs when 
you get  
a no-show.  

“The public  
has never  
been more 
open to 
supporting 
hospitality 
businesses 
and this is one 
way they can, 
with neutral 
costs to  
themselves,  
in most  
cases.” 

Read Inn 
Control’s top  
tips on p66

1 2 3Plans change.  
That’s cool – 
Just let us know

Rebook for  
a future date 
– we still love you!

Encourage 
friends & family  
to do the same



B R I T I S H  I N S T I T U T E  O F  I N N K E E P I N G

1
8

 /
 A

U
T

U
M

N
 2

0
2

0
S P E C I A L  R E P O R TS P E C I A L  R E P O R T

 

Local support

TIME TO BUILD RESERVES & LOYALTY
Fuller’s tenant, Rich Jones MBII of The Lord Nelson in Brentford, West London (pictured on the front 
cover), gained huge local support and interest in the build-up to reopening,  as he overhauled the 
garden, thanks to his wife Elise, a commercial designer trading as Beau Riley  

allow us pre-approved planning until 
September 2021. 

“In December, we’re looking  
at creating a Christmas market in the 
garden with mulled wine 
and chestnuts, held over  
a few hours to spread out 
the time people come in. 

“We’ve been very lucky  
with Fuller’s, which has 
been great with rent 
support, and has given  

us a bit of freedom.  
We couldn’t  

have taken 
the risk on 

the garden 
without  
its help. 

“However, without 
knowing what future 

rule changes there 
might be, and with the 

introduction of the Rule of 
Six, it looks likely we won’t be able 

to have groups in for Christmas. 
“So we won’t produce our usual 

“W e created our new garden 
area [which reopened at the 

end of July] and that sparked a huge 
amount of interest locally and meant  
a lot of people, who had never been to 
the pub before, came to see the garden.  

“For us, one of the best things about  
Eat Out to Help Out was that people 
didn’t stop coming on those rainy days,  
which meant they got to sit inside the 
pub and see/feel how safe it was.  

“As long as it remains dry, people 
will be happy to sit outside 
with heaters and 
blankets, although 
we plan to cover 
parts of the garden 
as it essentially 
doubles our 
covers. I’m part of 
a Pubwatch group, 
with local pubs, the 
licensing officer and 
police and it has been 
good to know that we don’t 
require planning permission under 
the Covid-regs, which basically will 

Christmas menus for large groups, but  
instead, we’ll do tables of five and six,  
and create something more extravagant.  

“Also, local large companies, like 
GlaxoSmithKline and Sky, 
have told their staff not to 
leave their sites and use 
onsite catering instead. We 
used to get big groups of 
office workers, so now we 
are targeting families and 
smaller gatherings more. 

“With the risk of closure 
and so much uncertainty, we  
will be careful about what 
we print in advance and  
what we spend money on.  

“Now is the time to build 
up our reserves. We have got 

to take the positives where we can. We 
used lockdown to sit back and think 
about all the reasons we love working 
in this industry. Getting loads of 
messages from locals saying how much 
they missed us helped too. It makes 
you realise how much people love their 
local pubs.” 

“In December 
we’re looking 

at creating 
a Christmas 

market in the 
garden with 

mulled wine & 
chestnuts” 

PHOTOGRAPHY BY: JAMES FEAR
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Planning ahead

FROM RE-ENGINEERED MENUS TO CASH CONTROL 
– IT’S ABOUT BUILDING RESILIENCE 

TIME TO BUILD RESERVES & LOYALTY

“T he last few days of August 
were absolutely crazy, with 

our biggest day ever. Overall, we have 
been doing better than expected and 
are ahead of our forecasts, which 
estimated that we’d be doing 50-60% 
of last year. But while we have had the 
decent weather and stimulus from 
the Government, in terms of the VAT 
cut and the Eat Out to 
Help Out scheme, the 
big concern is what 
happens when we can’t 
use the beer gardens. 

“Covid has made 
people more conscious 
about being inside, so 
the traditional winter 
pub with everyone 
huddled around roaring 
fires isn’t something we 
will be able to recreate 
this winter. Outside will 
remain important, so 
we’ve got marquees, protected outside 
areas with temporary covers and made 
the most of our courtyard areas. 

“We’re hoping we are going to sail 
through this, as I can remember years 
where I’ve been wearing shorts and 
T-shirts at the end of October. Who 
knows what’s going to happen? We just 
need to keep a careful eye on everything. 

“As the job retention scheme ends, 
there will be an impact on jobs and the 
economy and with the weather closing 
in, people might ‘get the fear’ and not 
come out.  

“Pricing is part of it, but we don’t 
want to get hooked on low prices. The 
experience is more important for us. 
People remember a bad experience 
more than they remember price, so we 
will make sure they have a really good 
one, with quality food, served by happy 
staff, who engage with customers. Our  
ambience is great, our venues are clean  
and tidy and we find that people are  

James Nye, Managing Director of nine-strong pub, restaurant and hotel operator Anglian Country Inns 
(ACI), reflects on the past few months and shares his thoughts on the future

happy to spend money, if the experience  
is good. We do have a range of prices, 
with some at entry level, as well as 
premium offers.  

“In our kitchens we’ve also put a big  
focus on logistics, prep and continuity. 
We’ve engineered different menus in  
each of our sites, working with the Head  
Chefs to understand what the demand 

is. We’re changing our 
specials and have taken 
our menus back to 
their core. We started a 
programme in December 
called ‘Eat Better’, which 
is about better food for 
the environment as well 
as engagement with the 
community, partnering 
with schools to talk 
about healthy food and 
upskilling people to eat 
better. We see this time 
as a good opportunity 

to build healthier menus, add to our 
range and ‘bake it in’ now.  

“People are searching for something 
different and independents can promote  
the individualism of their sites. 

“Looking ahead, I definitely feel  

THREE THOUGHTS  
FROM JAMES NYE
Teams: We’ve had a tremendous 
response from our teams who have 
worked hard and been incredibly 
loyal. When we can, we will throw 
them a ‘socially distanced’ party, to 
say thanks, giving them food and  
a few beers to unwind – a night off.  

Manage cash incredibly well: 
Scrutinise spending and make sure 
you’re being responsible. This is not 
over yet and we’ve got a lot of doom 
and gloom to come over the next  
six to 12-months. 

When looking at the long-term,  
it’s got to be about sustainability:  
Sustainability isn’t just about the 
environment, it’s about having  
a positive impact on people’s lives. 
Being sustainable means looking  
after people, the planet and profits 
by being responsible and building 
resilience into the business. 

a sense of trepidation. We’ve had a very 
good start, which is encouraging, but 
it’s going to be a very tough year. Cash 
is going to be king.” 

Pub is The Hub’s Community Services Grant provided the 
couple with a £3,000 grant towards the total project costs 
of £8,887.

By improving the wi-fi (at the underused end of the bar), 
installing laptops, a Smart TV and a printer on some new 
tables, the couple hope the new facilities will be used for 
local groups, village meetings and training courses. 

Alex and Tanya Wiliams FBII were winners of the BII’s Licensee  
of the Year Award in 2018. 

Community

Alex and Tanya Williams of The Polgooth Inn in the Cornish village  
of Polgooth, near St Austell, have created a digital 
hub to provide internet access for local people  
who don’t have facilities at home.

SMART INSTALLATION AT THE POLGOOTH
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Business

HOW TO ADD £10K  
TO YOUR BOTTOM LINE
There’s never a bad time to put up prices, as long as you’re  
not seen as being greedy and you have a great offer delivered  
by well-trained, welcoming staff, says David Jones of payroll  
and accountant specialists DRJ Accountants.

cheaper ingredients with a careful eye 
on portions, could reap dividends too.

And he added: “Coffee provides pubs 
with a great opportunity. It is the most 
profitable thing anyone can sell with 
a GP of 80-90%. And then there are 
coffee liqueurs, which are all the rage 
in Latin America. You can sell a coffee 
for £2 but a coffee liqueur for £4.50 
per serve. There’s a fruit liqueur called 
Cuarenta Y Tres, Licor 43 from Brazil 

that’s hugely popular and sells 
for as little as £15 a bottle 

online, again it’s about 
maximising your profit 

opportunities. 
“Coffee liqueurs 

aren’t just for after 
dinner, but can be 

served after a special 
breakfast treat. It could 

be hugely profitable for 
your business.” 

DJ Accountants is offering new 
businesses help setting up, with  

a reduced offer of £150, instead of the usual 
£350-£400 for a business plan until October.

For more information contact the BII Trusted 
Partner at info@drjaccountants.co.uk

I ntroducing an across-the-board 
price increase of just a few pence will  

make a huge difference to your bottom  
line, yet could go unnoticed by customers. 

“For simplicity’s sake, let’s say 
you added on 6p – that’s 1p for the 
VAT-man and 5p for you – there’s no 
additional overheads, extra staff costs, 
rents, rates or anything else to pay, it’s 
just straight gross profit. When it all 
gets added up, it could be an extra  
£200 a week – that’s £10,000  
a year. The affect is 
absolutely huge.”

Jones continued: 
“Pricing is an often 
over-looked topic, 
but the supermarket 
principle, where they 
never sell anything 
for £4 but always £3.99 
is something pubs should 
consider. It’s the £1 barriers 
that you need to be careful about.”

Business boosters 
Jones continued that seeking out 
products with high GPs and creating 
meal deals and offers, which used 

Cleaning up!
Creating some noise  
around cleaning protocols  
can do much to increase 
customer confidence. If you 
have invested in a new product 
or state-of-the-art cleaning 
solution, make sure you shout 
about it on your social media 
feeds and via email marketing.

VIANET: best known for its draft beer  
flow monitoring service in 11,500 pubs,  
has launched a new product to its Smart  
Shield disinfectant service. The product  
is described as an “environmentally-
friendly decontamination system 
proven to kill 99.99% of known 
pathogens” from NTH Solutions,  
an NHS subsidiary company.

The disinfectant is designed to be 
used in live, working environments,  
a key requirement for healthcare and 
education locations. Staff can apply 
the disinfectant without having to close  
down the area and wear specialist PPE 
which, says Vianet,  “is a welcomed and  
reassuring process visible to customers”.

Once an initial application is carried 
out by Vianet and staff training given, 
a certificate is issued and ongoing 
audits are performed by technicians 
to ensure the disinfection is applied 
daily to NHS standards, to ensure the 
certificate is maintained. This deep 
clean is carried out each day, using  
a product manufactured in the NHS 
that enables reinvestment in front line 
patient care.

CLENZAIR: is offering an air purification  
system which it says neutralises 
99.99% of viruses and bacteria both  
in the air and on surfaces, creating  
a continuously safe environment 24/7.

Owner of Jerusalem Bar & Kitchen 
in Fitzrovia, London, Eric Yu said it 
was straightforward to install, with 
low running costs and no ongoing 
maintenance required. 

Units have also been installed  
in Be At One in Birmingham and 
Stonegate Pub Company is closely 
monitoring the trial. 

Shield Safety Group (SSG) is  
a BII Trusted Partners and looks after  

BII’s Health & Safety, Food, Fire and Covid 
advice line. It will help members with 
compliance checks and safety audits. 

Serving 20 cups  
of coffee a day  

at £2 a serve  
makes the business  

another £10,000+  
a year
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W hile Government guidance 
has been issued, it has proved 

difficult to exactly establish and 
remember everything that is permitted.

We have prepared a handy winter 
survival guide to ensure you are 
aware of all the ‘dos and 
don’ts’ under the current 
legislation in England. 

HERE IS A SUMMARY: 
If you are currently 
licensed to provide live 
or recorded music, this 
is permitted both indoors 
and outdoors of your 
premises, as long as this 
is socially distanced and a 
risk assessment is carried 
out to ensure this is safe. 

Outdoor musical performances are 
encouraged where possible, however 
you must check you are licensed to 
provide this, or otherwise apply for  
a Temporary Event Notice (TEN).

It must be noted that when providing 
live music the ‘aerosol production’ from 
raised voices, such as from singing, 
increases the transmission risk of the 
virus. This must be carefully monitored.

Quizzes can be hosted both indoors 
and outdoors, but this must be carried 
out with social distancing measures in 
place and a risk assessment completed. 

Live sport can be screened on 
televisions throughout your  
premises, however it is advised 
that steps, such as displaying 
posters to advise customers, 
should be taken to reduce any 
risk of unduly raised voices, 
including the lowering the 
broadcast volume.

Reconfigure indoor 
entertainment spaces to 
ensure customers are seated 
rather than standing, such as 
repurposing dance floors to 
customer seating.

Customers can still participate in 
‘pub games’ such as pool, darts and  
playing fruit machines. A risk assessment  
must be carried out to ensure these 
can be played safely and particular 
consideration should be given to social 
distancing and cleaning of the games. 

If you require any further information, 
please visit our website www.popall.co.uk 

or give us a call on 0115 953 8500.

  Even if you’re 100% wet-led, look to 
take advantage of the VAT-saving (you 
keep the 15% differential) by promoting 
soft drinks, tea/coffee and bar snacks 
– from simple hot food (eg, toasties, 
pizzas and hot dogs) to crisps, nuts and 
dried meats

  Make Christmas meals and real 
ales available for takeaway

  If you’re struggling without your  
usual entertainment, reintroduce 
traditional pub games like dominoes 
and cribbage nights

  Use your customer data to market 
whatever it is you’re going to do next

  Think outside of the box – with 
an emphasis on putting fun and 
community back into pubs, eg, why not 
invite regulars to provide commentary 
on sports games or compère the pub 
quiz for a change?

  Inflation-proof your early Christmas  
menus by being clever with wording, 
ie, avoid ‘fresh salmon’ when it might 
be a lot cheaper to buy frozen

  Push your pricing: a £20 bottle of 
Pinot Gris on your wine list can actually 
sell for £30 a bottle if you charge £5  
for a 125ml glass

  Keep up the charitable work to 
maintain your community standing. 
Giving the local primary school a pallet 
of compost for its veggie garden is  
low-cost but creates mega goodwill  

Business consultant and 
licensee Trevor Brown CBII 
encourages licensees to keep 
flexible and try new things.  
For instance:

Specialist licensing law firm, Poppleston Allen writes: Covid-19 has 
been a uniquely testing experience for all in the licensed trade, 
with the restrictions likely to be with us for some time. 

Get chatting with your social media,  
says Adam Driver of Authentic Comms

LISTEN UP 
Conversations are  
a two-way street. 

Listening is as important 
as talking. You can listen 

online by looking at 
customer or competitor 

profiles, following 
hashtags, keeping your 

finger on the pulse in the 
local area, and getting 

inspiration for your pub.

JUMP IN 
If you have a social 

media profile, use it. 
If not, or if you don’t 

have time, remember 
you don’t have to be 
on every platform. To 
help automate things, 

there’s a free version of 
a tool called Hootsuite, 
that can help schedule 

regular posts.

“ME, ME, ME” 
No-one likes a show off. 

Don’t just talk about 
yourself. Get involved 

in conversations. 
Ask questions. Share 
interesting things to 

your followers/potential 
customers. Add 

something of value that 
makes them stop in their 
thumb-scrolling tracks.

Licensing

Business tips

PIVOT TO  
PRODUCE PROFIT

A GUIDE TO WHAT IS PERMITTED

Be more social

For more tips, follow Adam Driver on Twitter (@adamdriver85) 
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Staffing

NEW MEAT, SAME GRAVY

This year has brought a wave of challenges, some expected (April’s 
minimum wage increase), others less so; who could have foreseen 
the Covid-19 pandemic? This unpredictability has made controlling 
our labour spend equally challenging. 

W hilst the global context  
of a pandemic means we are 

adjusting to a new normal, much of what  
we should have been implementing as 
best practice for controlling labour cost 
remains the same. 

Although initiatives like Eat Out To 
Help Out (EOTHO) and Rishi Sunak’s 
VAT cut have all helped to stimulate 
public appetite for returning to 
hospitality venues post-lockdown, 
to a certain extent, the 
benefit has been 
offset as operators’ 
labour costs 
have increased, 
particularly with 
training on new 
hygiene measures 
and enhanced 
cleaning processes.

Plan, plan, plan  
The discipline of 
planning your rota is more 
important than ever.  

The US and Europe traditionally 
have had a stronger weekday dining 
out culture, in contrast to the UK, whose  
culture is more akin to a weekend binge.  
EOTHO has proved that consumers are 
open to adapting their behaviour and 
are able to afford to dine out during  
the week, for now.

As operators, we too have had to 
adapt but it is also opening up a wider 
opportunity. It is much easier to manage  
a business that doesn’t have such highly  
defined peaks and troughs throughout 
the week – as long as you plan. 

 The business can work much  
more efficiently as the kitchen is not 
being slammed with high demand  

at weekends. Similarly, stock rotation  
is quicker and there is less waste.  
Food is also fresher and therefore  
food quality improved, generating  
a knock-on effect of happier repeat-
business customers. 

Brief the shift 
Looking ahead, when the furlough 
scheme comes to an end in October, 
disposable incomes are likely to shrink  

as the unemployment rate rises 
and dining out becomes 

more of a luxury. 
There may be less 

opportunity to 
upsell your desserts, 
coffees and the like.  

Ensuring you 
deliver a clear 

briefing at the start 
of every shift means 

you can maximise 
those upsell opportunities 

now. Also make sure all team 
members have slack tasks allocated 
to ensure those extra cleaning tasks 
are covered off. Manage the workload 
on every shift effectively across your 
team, so that everyone is stressed or 
slack equally and are still motivated  
to provide great service.  

If these new consumer habits 
become engrained as the ‘new normal’ 
of regular weekday dining, it might 
even mean that January and February 
don’t have to be the dry spells of old. 

Alastair Scott FBII is the operator of three  
pubs and a leading industry consultant,  
as well as the founder and CEO of S4labour 
– a single software platform that provides 
labour management and productivity tools  
for the hospitality sector.  

DRINKING DATA
KAM Media’s Katy Moses 
reports on the latest  
drinking findings: 
In 2019 alcohol consumption saw  
a trend towards quality over quantity. 
However, with hospitality permanently 
closed for over three months, 
consumers were drinking more at 
home – but we also know that they 
weren’t drinking more PLUS their  
usual out-of-home drinking.  

KAM research conducted in August 
tells us that beer drinkers, for instance, 
have changed their habits, as a result 
of lockdown, and, broadly speaking 
they’re drinking on more occasions  
but are having less drinks. That’s  
‘beer-drinking days’ up by 15%, 
but ‘beers per session’ down by 9%. 

It would appear that consumers’  
drinking habits have become more  
of a regular pleasure and less of  
a ‘big night’ out. This is also reflected  
in the increase in premium beer  
being consumed.  

MEAL KITS ON THE RISE
We’ve also seen the rise of posh meal 
kits (think Hawksmoor, Elite Bistros, 
etc) as a ‘treat at home’ which, while  
a tasty break from home cooking, aren’t  
cheap. So, again, it’s about quality over 
quantity... or premiumisation.

With the average household 
income reduced by 17% already, 
before recession really starts to bite, 
having a great budget offering and/or 
a great premium offering for that treat 
occasion is where it’s at. The middle 
ground may prove dangerous. 

LOW AND NO 
The low and no alcohol trend looks  
set to continue. 

In January, KAM Media research  
told us that 40% of UK adults were 
looking at reducing their alcohol 
consumption over this year. Jokes  
aside about drinking our way through  
a pandemic, we are still seeing  
an increase in purchases of low  
and no products. And, as we move 
through 2020, this trend seems to  
be gathering pace. 

Low and no is here to stay, so  
it’s wise to stock a good offering. 

For info, email Hello@KAM-Media.co.uk

BY ALASTAIR SCOTT FBII 
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P eople are continuing to choose 
their local pub to watch live sport, 

with positive feedback from our 
subscribers around the restart of the 
Premier League. 

Marketing clear and regular 
timeslots will help pubs plan, prepare 
and promote the games. 

This autumn and winter, Sky’s 
sporting line-up includes: 

  Nine F1 race weekends, including 
the Italian Grand Prix live from Monza 
and the season finale from Abu Dhabi 
(Dec 13) 

  Action 
from The 
Masters golf 
tournament 
(Nov 12-15) 

  A new, dedicated NFL channel, 
with at least five games every week, 
including the first-pick exclusive  
game on Sky Sports NFL on Sundays 
at 6pm and 9pm  

  The return of boxing Fight Nights, 
Premier League Darts, NBA, Super 
League, plus weekly tournaments 
from the PGA and European Tour 

Sky Sports will show the biggest 
games from the Premier League, EFL, 
Scottish Premiership and Carabao 
Cup. Plus, every England, Ireland, 

Northern Ireland and Scotland  
game from the UEFA Nations 
League exclusively live, and 
Wales games live. There are 
26 international home nations 
games from the Euro 2020 
Play-Offs and UEFA Nations 
League between now and the 
end of the 2020. 

For the start of the season, 
we’ve enhanced the new-look  
MySkySports.com, a digital one-stop 
shop to help you get your sport offer 
up to speed. 

Tracy Harrison is the Director of Marketing 
at Sky Business.

With the consumer appetite to watch live sport in the pub 
remaining strong, we believe that the start of the 2020/21 
Premier League season, coupled with the variety of Sky Sport 
content will help contribute towards pubs’ road to recovery. 

Sport

Message

LIVE SPORT IS ONE TO WATCH

BRACE, BRACE, BRACE  
FOR WINTER
The August boost to business, from 
the Eat Out of Help Out (EOTHO) 
scheme, put money in the bank for 
many businesses and brought some 
welcome relief.  

It also created a rise in consumer 
confidence and provided hope that this 
will continue to grow. For my business, 
Red Mist Leisure, August was the best 
month ever. 

But I appreciate that EOTHO has not 
been good for everyone and, indeed, it has 
actually been unhelpful to some operators, 
who have seen their custom go to food-led 
establishments instead. I have spoken 
to wet-led pubs who found it immensely 
difficult to watch their trade on Monday 
to Wednesday diminish to almost nothing 
during August. 

While we remain in uncertain times,  
as the virus has not disappeared, and with 
the weather turning and people likely to 
become more unwilling to dine outside, we  
must brace ourselves for the next six months.  

I am viewing the anniversary of the 
pub lockdown, which will follow Mother’s 
Day (March 14) next year, as the next 
big milestone for us. We don’t hold high 
expectations for the rest of this year,  
with a much softer Christmas in store.  

It’s a case of heads down and do 
everything we all can to get through this and  
to the end of March and next spring, when 
we can look forward to longer, lighter days 
and hope we have a vaccine by then, or 
that the virus will have disappeared. Until 
this time, let’s brace ourselves for winter.  

Mark is Managing Director of Red Mist Leisure  
with 10 pubs in Surrey and Hants.

BY TRACY HARRISON 

MESSAGE FROM  
MARK ROBSON FBII, CHAIR OF BII
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BILLY ALLINGHAM MBII  
STEAMIN’ BILLY, LEICESTERSHIRE 

KEEPING TILLS 
RINGING

“We’re creating all-year round gardens 
using retractable roof covers, heaters 
and blankets. With lockdown lasting 
longer in Leicester, we have changed 
some event space into co-working 
space. It’s about attracting and getting 
a different income. It’s not 280 people 
spending £40 a head, but hot desks 
(with internet from £40 a day). It will 
at least bring in some kind of revenue. 
We will sell food and drink to people 
working here, plus allow them to book 
a boardroom and meeting room too. 
We are adding a gym – class-led for max 
15 – plus changing rooms and showers. 
A multi-use space until we can use it 
as a function room again. It’s all about 
creating ways to bring in some revenue.”  

Steamin’ Billy 
offers takeaways, 
meat hampers, veg 
boxes, eggs, cask 
ale, wine and more.

“Covid means we are operating  
at reduced capacity, so maximising 
trade at Christmas will be important. 
We extended the EOTHO scheme, 
funding it ourselves on Thursday and 
Fridays, but running money-off deals 
all the time is no way forward. I’m 
very wary about making discounting 
a way of life. It’s about building 
loyalty. We have regulars who 
come out and are our core, 
loyal customers, but there’s 
a nervousness out there. 
Consumer confidence is a 
concern. We need to address 
the rent issue and help build 
consumer confidence.” 
Takeaway menu 
and gift vouchers 
available. 

MALCOLM NICHOLLS MBII 
HOUSEMANS BAR & RESTAURANT 
CHURCH STRETTON, SHROPSHIRE

1 2

‘How will you maximise the opportunities  
over the winter and festive period?’  

CONFIDENCE  
BUILDING

3

“It’s about how you react 
to a challenge. We saw 
lockdown as a chance to 
redecorate, change our 
food and drink menus, and 
relaunch the pub. You don’t 

know what’s going to happen with Covid but it’s been 
like that every day for the past six months. If you are 
positive and secure in the knowledge that you are 

offering a safe service, it gives customers’ confidence. We will 
add a marquee to the courtyard, which will accommodate an 
extra 50-60 people. We are very much the hub of the village.

Our Christmas menu offers a three-course set menu. Last 
year we had a buffet option, but obviously we won’t be doing 
that. Christmas Day will be a day when people can just come 
in to the pub and celebrate Christmas with a drink.”  
Justin Bowles and Wayne Robinson took over the Everards pub  
in May 2019.

JUSTIN BOWLES MBII  
THE QUEENS HEAD  
LITTLE EATON, DERBY 

COMMUNITY 
SPIRIT 

“It’s gonna be one hell of a tough time for a pub like mine and 
many others. So I am really aware that it will be a dogfight of  
epic proportions to win what discretionary spend is out there. 
What I can say is, I have taken all the hard and painful steps 
and have hard reset the best Little pub in Hampshire to the 
P&L model I started in year one, when I opened the derelict 
business five years ago. I am operating it around limited 
trading hours, which I can run myself with the help of a couple  
of local students at weekends.  
We will regrow again with a brand 
new five-year business plan and 
adapt to ‘follow the money’. 

We deliver same-day doorstep real 
ales (www.doorstepbeers.co.uk). I am 
100% pushing on with this, as 58%  
of folk I delivered to during lockdown 
have never stepped into the pub, 
opening up a whole new market.”
CAMRA Pub of the Year winner.

MATTHEW TODD MBII  
THE WONSTON ARMS, SUTTON SCOTNEY, HANTS

BEER DELIVERIES OPENS  
NEW DOORS4

WITH WINTER AND CHRISTMAS APPROACHING, SALLY BAIRSTOW SPEAKS 
TO 10 LICENSEES ABOUT THEIR PLANS TO KEEP THE TILLS RINGING
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“It will be our first Christmas here so 
we want to make the most of it and 
continue to build up our reputation as 
a great pub for food, drink, and good 
beer. We will have a set festive menu 
throughout December and we’d like to 
make the most of the outside space, 
perhaps have a choir or singers and 
carols, roasting chestnuts, etc. 

We’ve found Sunday nights can be  
a bit quiet so we will try different ways  
to encourage in people, acoustic music  
nights, gin tea parties, and I’d like to  
run beer and food pairing nights. 

As a beer sommelier, it’s a good way 
to show off our great beers and our 
food – people enjoy discovering how 
different beer styles work well with  
the various dishes on our menus.”
Ashley and Tia met while working at Fuller’s 
brewery in Chiswick, W London before taking  
over as tenants of The Cedars, their first pub. 

ASHLEY CHERRETT MBII  
& TIA NICHOLSON  
THE CEDARS, RYDE, ISLE OF WIGHT 

CAROLYN JORDAN 
THE JOLLY FARMERS, ENFIELD, MIDDLESEX 

CAELAN COLEFLAX-CHAMBERS 
THE BLUE STOOPS 
DRONFIELD, YORKSHIRE 

FIRST CHRISTMAS

DEPOSIT GUARANTEE

CHRISTMAS 
BONUS    

“Christmas is about celebrating but it’s tough – for 
us and our customers – to make plans with the 
uncertainty. We will just serve diner this year on 
Christmas Day, no drinkers in the bar. It will be better 
to manage social distancing and it gives us 20 extra 
covers. We have a set Christmas menu throughout 
December, it will get the spend per head up (there’s 
65% profit on the menu). We were later getting our 
offers printed, but messages are on the chalkboards 
and I’d expect to be fully booked even without the big 
office parties. All deposits are refundable – that 
gives people the confidence to book.”  
Carolyn has worked in the trade for 30 years.  
The Jolly Farmers is a McMullen’s pub since 1910.

“We’ve offered free arrival drinks 
or desserts in the past but decided 
this year to match deposits paid 
in August and September to 
go towards a booking in 2021 
(T&Cs apply). It’s a great way to 
encourage customers out and to 
get them back in 2021. Another 
popular event is ‘Breakfast with 
Santa’. Kids get to see Santa – at  
a safe distance – and go away 
with a gift. It’s always popular 
and brings more customers in. 
Things will be different this year 
with social spacing, but we will still 
make it really nice and special.” 
Caelan is manager of The Blue Stoops. 
It’s one of True North Brew Co’s 12 
venues across Sheffield, Barnsley  
and Dronfield.
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“We’ve 180 people booked for Christmas 
Day. We are confident we can sell what we 
offer; it’s a matter of seeing what the Covid 
rules will allow. We are fortunate to be busy, 
and we work to capacity, hoping limits will 
be eased. The EOTHO scheme brought some 
fresh faces through the door and hopefully 
we will see them back again.”  
Winner of CAMRA’s North East Pub of the Year  
for four consecutive years. 

“I’ve been thinking about how to 
winter-proof the business. We invested 
in a marquee over lockdown, which 
we will heat. Our Christmas menu is 
all costed and went to the printers in 
August, which is late for us. The 5% 
VAT is a lovely cushion, but we’ve still 
looked to inflation-proof our offer and 
be clever with the bottom line. Last 
year we only had a three-course menu 
option for parties, but we learned that 
a lot of people want two-courses, so 
we’ve addressed that. We’re also getting 
takeaway beer containers and offering 
Christmas meals for takeaway.”   
Trevor is Our Hospitality Hero - page 12-13.

DARYL FRANKLAND FBII 
THREE HORSESHOES 
LEAMSIDE CO, DURHAM

TREVOR BROWN CBII 
THE PICKLED PLOUGHMAN 
ADDERBURY, OXON

8
10“Business this winter will be a challenge. 

Capacity is down (27 from 90) so it’s about 
maximising trade. We have a full table service  
and we are taking bookings for private 
groups and office Christmas parties. We have  
a series of promotions and are expanding 

our cocktail range to add 
theatre and sparkle. It’s 
something different for 
North Wales. Our food  
offer will continue, with  
small plates to complement  
the drinks. We also do  
a ‘Platter to Go’ (cheese or 

charcuterie), which works well. Bringing back 
live music will boost income. Next year, we 
will launch a Sheldon’s loyalty card. We close 
for the first two weeks in January to give 
everyone a rest and recharge for 2021.” 
Food & Drink Business of the Year, 2019,  
Conwy Business Awards. 

KATE ROBERTS  
DIRECTOR, SHELDON’S BAR  
COLWYN BAY, N WALES

MAXIMISING  
MARKETING

DELIVER A GREAT 
CHRISTMAS

WINTER PROOFING 
& INVESTMENT
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Learning 
shaped to fit 
your needs.
Did you know…

We offer a wide range of digital and tutor led 
courses covering a wide range of topics. These 
range from compliance courses, to keep you 
safe and legal, to personal development subjects 
such as mental health and leadership skills. So, 
whatever your learning & development needs we 
have got the solution for you. 

Allergen Awareness 
First Aid 
Food Safety
Designated Premises Supervisor 
Cellar Management
Mental Health 

And many more...

Get in touch to discuss your 
training needs.

0151 647 1057
contact.us@cpllearning.com  

BII News Advert 2020.indd   1BII News Advert 2020.indd   1 13/03/2020   14:1813/03/2020   14:18
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APPRENTICESHIPS – THERE HAS NEVER BEEN A BETTER TIME TO INVEST IN YOUR PEOPLE 

R ecruiting an apprentice 
or encouraging a current 
member of staff to undertake 
an apprenticeship programme 

might be the best move your business 
ever makes. With national subsidies 
and regional incentive programmes, 
now is the moment to consider how 
you want to re-skill and refresh your 
teams to prepare them for the future.  

Whether you are looking at using 
the grants available to recruit  
apprentices into your business, or  
retain and retrain your current people,  
there are opportunities to start investing  
in the future of your business.

What is available?
Apprentices and apprenticeships 
come at a number of levels within 
various areas of the hospitality 
market to support your business 
growth. The broadest of these is the 
Level 2 Hospitality Team Member 
Apprenticeship.

With the equivalent of a GCSE 
qualification, this pathway offers 
learning within a licensed trade 
environment with specialist routes for: 

   Food production 
   Food and beverage
   Cask and ale service 
   Wine service 
   Cocktails & mixology
   Front-of-house & housekeeping

Whichever route or level your 
apprentice follows, they will learn 
about the business, the people and the 
customers that make our sector special.

Professional 
development 
pathways are also 
available through 
apprenticeships 
for the managerial 
levels, where 
more experienced personnel might 
be suited to a Level 3 Team Supervisor 
Apprenticeship, equivalent to A-level 
qualifications. Whether a food 
and beverage supervisor, or a bar 
supervisor, they will further develop 
their critical understanding of the 
business, the people and the customers. 

For those operating at an even more 

advanced level, the Level 4 Hospitality 
Manager Apprenticeship takes  
your business management team to 
another level, with specialist routes  
in revenue management, and food  
and beverage management.

Whatever the pathway and the level,  
the resulting knowledge, pride and  
confidence boost that apprenticeships 
can provide to the individual, will be 
reflected in your business.

Hiring an apprentice 
The London Progression Collaboration 
(LPC) https://www.thelpc.uk has been 
established to support employers 
operating within any of the London 
Boroughs to recruit apprentices.  
LPC is being funded by large 
employers’ unspent levy, with the 
focus on encouraging apprenticeship 

take-ups within the hospitality and 
construction sectors. 

The BII has already had some 
conversations with the LPC and it is 
keen to support our pubs and licensed 
venues to acquire and ‘skill-up’ the 
future workforce. LPC will certainly 
be able to help any BII members who 
are employers  based within any of its 

London catchment areas. Our hope is 
that incentives such as these will be 
developed across the rest of the UK.

Making sure that they’ve got 
what it takes 
Our awarding body, the BIIAB, offers 
the final assessments (known as end 
point assessments) for hospitality 
apprenticeships. Choosing BIIAB means  
that you know your apprentices have 
been assessed by fully trained, expert 
hospitality personnel, who believe in 
the support and development of our 
fantastic, vibrant, accessible sector as 
much as you do.

Accessing apprenticeships 
The BIIAB has hundreds of approved 
centres, which thrive on delivering 
excellence into hospitality. With 
the Government offering financial 
incentives for growing training 
opportunities within your business, 
the BIIAB can deliver qualifications 
for your people that will prove the 
hospitality sector is the place to  
be if you want a fun, inspirational  
career path. 

If you would like 
to find out more 

about the BIIAB, apprenticeships or 
any of our qualifications, please email 
customersupport@bii.org or head over  
to the website www.biiab.org for a full list  
of our centres offering apprenticeships 
assessed by the BIIAB.

“THE BIIAB CAN DELIVER 
QUALIFICATIONS FOR YOUR PEOPLE 
THAT WILL PROVE THE HOSPITALITY 
SECTOR IS THE PLACE TO BE” 



TouchBistro EPOS + 
Reservations

Customised EPOS solutions that support your pub 
in a new era of hospitality

Exclusive o�er to BII Members:
Purchase TouchBistro this autumn and get 3 months of TouchBistro Reservations free!*

Online Booking System
Seamlessly welcome back dine-in 
guests with TouchBistro’s 
Restaurant Booking System. 
Manage your operations, reduce 
no shows, and limit contact in 
your pub with software that helps 
you control the flow of diners.

Reports and Analytics
Keep centralised guest records 
for contact tracing. Use reports 
to make decisions about promos 
and sta� scheduling. Stay on 
top of the business – even when 
you’re not in the venue.

0203890188

*Go online to read the terms and conditions for this o�er: 

Online Ordering Integration
Streamline orders from multiple 
delivery platforms – like 
Deliveroo, JustEat, Uber Eats and 
more – right into your EPOS. Make 
it easier to manage all your online 
orders from one device!  

CLAIM OFFER:

touchbistro.com/gb/bii-2020
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NITAs 2020 to mark
exceptional triumphs

Open  
for entries  

NOW

“NITAs will 
recognise 

those who have 
developed and 

created new ways  
to support 

their staff and 
colleagues, 
despite the 

unprecedented 
challenges”

T he National Innovation in 
Training Awards (NITAs) 
from the BII recognise the 
‘best of the best’, when 
it comes to training and 

development in the licensed trade.
The heritage 

of these awards 
has long been 
engrained 
within Human 
Resources and 
Learning & 
Development 
departments, 
not only in the 
pub sector, 
but also across 
the wider 
hospitality 
industry. 

For 2020, 
the NITAs will 
be a platform 
to recognise not only those who 
have continued with their existing 
training programmes, 
but also those who 
have developed and 
created new ways to 
support their staff and 
colleagues, despite 
the unprecedented 
challenges facing them. 

While the usual 
awards ceremony will 
not be possible this year, 
BII passionately believes  
that those at the heart  
of recruitment, 
retention, development 
and wellbeing of 
their teams need to 
be recognised for the 
incredible contributions 
they have made over 
the last year, and 
in particular the last six months. 
Therefore this year’s NITAs also 
include three new awards. 

THE BII HEART OF THE 
COMMUNITY AWARD 
The BII Heart of the Community Award 
is to recognise ALL of the people who 
have gone above and beyond for their 
communities; coming together and 

looking out for 
each other, no 
matter what 
they needed 
themselves. 

Powered by 
Sky, pubs can 
be nominated 
by anyone 
for the award 
– including 
themselves! We 
want to hear 
the stories – 
preferably with 
pictures, video 
or social media 
posts – that 

celebrate what they did in lockdown 
to look after and engage with their 

communities, from 
providing essential 
groceries to feeding the 
vulnerable.  

Winners will receive 
digital assets to share 
on their websites and 
on social media, and 
also a  winner’s window 
sticker to display at 
the pub. BII will also 
be visiting some of the 
winners personally to 
celebrate their fantastic 
achievements. 

STAFF WELLBEING 
AWARD
This award will 
showcase those 
businesses that are 

paying more than just lip service to 
the wellbeing of their teams, from 
supporting people during lockdown to 

THREE NEW AWARDS JOIN THE NITAs LINE-UP FOR 2020, IN RECOGNITION OF ALL THE AMAZING 
SUPPORT AND EFFORT THAT HAS BEEN TARGETED AT OVERCOMING THE CHALLENGES OF THIS YEAR

offering caring and innovative ways  
to help them return to work and create  
a strong workplace environment. 

HOSPITALITY SUPPORT 
PROGRAMME AWARD 
This is to recognise an individual, 
company or collaboration where 
individuals, or teams, have worked 
outside of their usual roles to provide 
support and inspiration for our 
amazing industry and those who work 
within it. 

The core categories: 
   Best Training Programme:  

Managed Companies under 50 outlets 
   Best Training Programme:  

Managed Companies over 50 outlets 
   Best Training Programme:  

Leased & Tenanted Companies 
   Best Training Programme: 

Apprenticeships 
   Best Training Programme: 

Individual Operator 
   Training Professional of the Year 
   HR Manager of the Year 

FRANCA KNOWLES LIFETIME 
ACHIEVEMENT AWARD 
The Franca Knowles Lifetime 
Achievement Award is an industry 
recognition award. The winner will be  
chosen by a panel led by Keith Knowles  
CBII, CEO and founder of Beds & Bars. 
The award will identify and recognise 
an individual who leads by example 
and can demonstrate that people are at 
the core of what they do.   

visit our website www.bii.org  
for information on how to enter  

or nominate a pub for the BII Heart  
of the Community Award.

THE AWARDS ARE NOW 
OPEN FOR ENTRIES
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KAREN 
FEWELL

INNbox
TOP POSTS & BEST USE OF SOCIAL MEDIA

O ver the last few months 
 I have enjoyed returning 
to our local pub to eat out. I 

would like to think I am a responsible 
customer doing everything I can to 
support the business and help keep 
it open. However, I’ve seen business 
owners in the industry Tweet about 
the frustration of no-shows, 
while others post about 
irresponsible customers. 
Sadly, there are also too 
many heart-breaking 
messages from publicans 
who have no option but to 
close their doors. 

The reality is that most 
customers have no idea about 
running a pub or restaurant. They 
don’t think about the impact of not 
turning up or being a little lax with 
Covid-19 safety practices. But social 
media can be very useful in educating 
the public on how we can all help keep 
our pubs open and trading. 

HERE ARE A FEW IDEAS:  
Educate your customers  
about no-shows 
One of the most powerful posts I have 
seen on social media was from Paul 
Ainsworth after a bad weekend of 
no-shows. He posted on Instagram 
a really heartfelt message that 
explained the impact of cancellations. 
He talked about the unnecessary 
staff, the wasted food and therefore 
the financial impact at a time when 
everyone is trying to rebuild their 
hospitality business. It really made me  
think and I am sure many others too.   

Use social media to help inform and educate customers about their impact on your business, 
from no shows to Covid measures, says Karen Fewell 

ENCOURAGING GOOD PUB BEHAVIOUR
Online Success

Karen Fewell is a speaker and 
industry commentator on social 
media, marketing technology 
and future-proofing ‘your brand’  
and the founder of Digital Blonde,  
a leading agency specialising  
in the hospitality sector.  

Karen has spent lockdown 
supporting hospitality businesses 
with crisis comms and social media 
relationship building and is now 
helping clients with their  
marketing, as they 
prepare for reopening. 

Karen@digitalblondemarketing.com

Reviews are not just about  
TripAdvisor  
Many of your customers are reviewing  
your business and you are probably 
not even aware of where. Some 
reviews you will be able to find 
via location tagging on Facebook 
or Instagram and others will be 

happening via ‘dark social’. 
Dark social is things like 

Facebook Messenger 
and WhatsApp, where 
you have no means to  
see what the customer 
is sharing. If you 

are offering a safe 
environment and your 

customers are happy with 
what you are offering, when they 
settle the bill, ask if they would mind 
sharing their feedback with friends 
either via social media or in person.  

Show your commitment   
If you live in an area with a low 
number of Covid cases, you may 
find customers are confident about 
visiting hospitality businesses and 
may not follow all the guidelines as 
strongly as you would like. Use your 
social media accounts to remind 
customers about your new processes 
and the commitment you have made  
to keep them safe. If you have achieved  
accreditations like Visit England Good 
to Go and AA Covid Confident then 
post about these and explain what 
you had to do to achieve them. 

Use customer feedback  
I don’t think there is any harm in 
telling your social media audience 

about the positive feedback you are 
receiving as a business. Before your 
customers leave your venue, ask them 
what they thought of the experience, 
how safe they felt and whether they 
would mind if you shared their 
feedback on social media. Create  
a feature of the feedback with posts 
like “the nicest comment we received 
this week”. 

Don’t forget to keep reminding your 
staff that their actions could end up on 
social media and create a negative im-
pact for the business. I have lost count 
of the number of friends who have 
told me they won’t go to a particular 
restaurant because the staff don’t wear 
their mask properly. Don’t let your 
business be the one the locals are  
gossiping about on Facebook. 
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FOLLOW US:

TOP 
TWEETS

TOP POSTS

@BIIandBIIAB
britishinstituteofinnkeeping www.bii.org

@theshoulderofmutton 
strumpshaw 

OUR  
FAVOURITE  

POSTS

@biibizdoc
“When I bought this small country 
pub, never in my wildest dreams 
did I believe that my team could 
smash out 285 covers in a day! 
A superhuman effort & I thank 
my team and our customers. 

#EatOutToHelpOut Thanks  
@RishiSunak and to mum on her 

69th wedding anniversary.”

“The 1st September marks  
10 years @polgooth_inn. A Big thank 

you to our fab staff & customers  
new & old who have been  

a massive support through out  
our time at the Pub.”

@polgooth_inn

@the_castle_inn 
“A huge congratulations  
to this months EMPLOYEE  
OF THE MONTH Darcy!  
it’s so great to be able to 
post something positive  
and exciting amongst these 
scary times. Darcy works 
so hard, nothing is ever too 
much to ask and she is a joy 
to have on the team. Well 
done again!!”

@theshipinnrotherham  
“Today is the last day to get 
your favourite picture put  
a pint!! Don’t miss out!  
How cute is this one.”

@the_tilbury  
“A trial run of this week’s 
Tilbury at Home; baked chilli  
con carne, tacos. You don’t 
have to take our word for it  
but oh boy were these good!”

@TheFurAndFeathers 
Herriard  
“Great to be open, thumbs 
up from local licensing team 
keeping it safe. Open for 
Sunday lunch noon to 6pm 
food all day. Still space  
to book.”

@thehalfmoonmelplash
”All ready for our upcoming 
#sundaysessions at @
thehalfmoonmelplash 
Bookings now being taken 
for dine in Wednesday 
to Sunday in our 17th 
Century Pub and #covid_19 
Compliant Marquee...”

@TheDogAndFox 
“Meet Ben & Emily - the 
unstoppable brother & sister 
duo. This absolute dream 
team are back to ensure  
you have the best experience 
with us this weekend all the 
way through to the end  
of Summer!”

@mandyjmason 
“I had the best time hosting  
a wonderful group of panels of 
the first in a three part series  
of the ‘Colour of Wine’ as my  
role of Wine Ambassador for  
@BameHospitality - details  
of the second session coming 
soon #BAMEinWine”

@PubistheHub_uk 
“It’s great to see the new 
village store at the Rose & 
Crown in Longburton in 
Dorset swinging into position 
providing another valuable 
community asset!” 

@apavementaway 
“#FILLAFLASK HUGE  
thanks to the 85 volunteers 
who helped to distribute 
1700 flasks to #homeless 
over the past 2 days 

 STATS London team 
averaged 15,000 steps each 
totalling 900k & Brighton 
team averaged 5,000  
steps which totalled 125k. 
That’s a massive 1,125,000 
steps !! ”

@robbiesbrewery 
“We have signed a 
commitment to ensure that 
safety rules are adhered  
too in our pubs. This is  
a big team effort & we need 
your help! Please follow the 
guidelines on households 
& sizes & sign up to track & 
trace when you visit so we 
can all stay safe”
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“Everyone needs to 
speak to someone  

from time-to-time.  
A friendly voice  
to listen to you, 

offer advice  
and, perhaps,  

help you see things 
from a different 

perspective”

B etween January and July 
this year, the Licensed Trade 
Charity (LTC) helped over 

50,000 people via its website and 
helpline services, and grants.

It has also been working with  
a collective of five pub 
companies, helping 
them distribute funds 
worth around £900,000 
to team members 
needing support over 
this time. Employees 
of those businesses 
can apply for support 
through the charity’s 
fixed grants process.

LTC IS HERE FOR  
YOU, WHEN YOU  
NEED ITS SERVICES 
It advises: 

  Don’t bury your head  
in the sand! Life takes us all through 
ups and downs, Covid-19 or not, so 
take advantage of the support that 
is out there from the LTC and other 
organisations.

 Covid-19 has meant furlough  
for some, redundancy for others,  
and one way or another money 
concerns for most. The helpline 
0808 801 0550 is available 
free of charge 24/7 to offer 
practical advice about money, 
debt and housing worries. Give 
the helpline a call – it could 
reduce your stress and provide 
a practical way forward.

  Everyone needs to speak 
to someone from time-to-
time. A friendly voice who 
will listen to you, offer advice 
and, perhaps, help you 
see things from a different 
perspective. The LTC helpline 
offers all kinds of support, 
from telephone counselling to 
access to help for the mental 
wellbeing of both you and  
the members of your team.  
If there’s something making 

you anxious or worried, call the 
helpline for a friendly chat.

The LTC website also offers around 
60 free downloadable help-sheets, 
including one on mindfulness. If, 
like most people in the trade, you’re 

constantly multi-tasking 
and juggling a number of 
different tasks, the help-
sheets can provide tips on 
how to take a breath and 
allow yourself space to be 
present in the moment.

The charity has 
recently partnered with 
CPL Learning and is able  
to offer access to free 
courses through the 
website for mental health,  
with tips on how to cope  
using resilience, mental  
health and self-awareness  
techniques. Other 

courses support anyone who needs  
to find a new job or get back to work.

LTC’s services are available to 
everyone in the licensed trade, from 
team members, to managers and pub 
owners seeking help for others, but 
just as importantly, for yourself. 

THE LTC’S NEW  
FREE HELPLINE 
The Licensed Trade Charity’s  
new free helpline is operated  
by trained counsellors, who 
can help with support for any 
difficulty you are facing: 

  Stress at home or work
  If you are a pub worker and have 
been a victim of assault

  Bullying
  Money worries
  Anxiety
  Relationship breakdown
  Bereavement

Call 0808 801 0550
The charity also has useful factsheets on its 
website (www.licensedtradecharity.org.
uk/category/mental-health) to help with  
any problems such as: having a work 
life balance, depression, relationship 
breakdown, managing alcohol dependency. 

Visit Licensed Trade Charity for more: 
www.licensedtradecharity.org.uk   

0808 801 0550.

Wellbeing
THE LICENSED TRADE CHARITY HAS SEEN A HUGE INCREASE IN DEMAND FOR ITS SERVICES  

SINCE THE COVID-19 CRISIS STARTED, WITH CONCERNS ABOUT MONEY,  
HOUSING AND MENTAL WELLBEING ON THE RISE



BII: HELPLINE
0330 058 3878

Call now

BII HELPDESK + LANDLORD  
& PUBCO HELPLINE 

01276 684449 

SAVING YOU TIME AND MONEY  WWW.BII.ORG 

HR & Employment Law 
supported by Bhayani Law
0330 058 3878

Health & Safety 
Advice 
supported by 
Shield Safety Group
0330 058 3878

General Legal & Licensing  
supported by John Gaunt  
& Partners
0330 058 3878 

Tax Advice  
supported by RSM
0330 058 3878 

Business Rates  
Advice supported  
by Harris Lamb 
0330 058 3878

Option 1

Option 3

Option 2

Option 5Option 4
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TRUSTED SUPPLIERS SAVING OUR MEMBERS £1,000s  
FOR MORE INFORMATION, GO TO:  

WWW.BII.ORG/MEMBERS-AREA/TRUSTED-PARTNERS 

BII TRUSTED PARTNERS
INNFRASTRUCTURE
01484 840088
enquiries@innfrastructure.com 

INN-HOUSE ASSOCIATES
0845 260 0757
enquiries@inn-house.co.uk

INNSPIRED ACCOUNTANCY
01246 233108
www.innspiredaccountancy.co.uk

MELROSE
01454 419262
hello@melrosegroup.co.uk

MJ&A ACCOUNTANCY
01472 357068
abrierley.mja@gmail.com 

MORGAN WELLS
01274 580100
info@morganwellsuk.com

PLS MANAGEMENT LTD
0208 977 6255
office@pls.uk.com 

RS HOSPITALITY
07979 418211
anthony@rshs.co.uk

STOCKOLOGY
01472 885652
mark@stockology.co.uk

ELTA
01978 358535
sales@e-lta.com

ROSLYNS 
0114 213 8330
enquiries@roslyns.co.uk

CARROLL ACCOUNTANTS
020 8012 8483
accounts@carrollaccounts.co.uk

CMS PUB ACCOUNTANCY
0121 7302269
enquiries@cmspubaccountancy.co.uk 

DAVID JONES ACCOUNTANTS/DRJ
01937 581356
info@drjaccountants.co.uk

EVERETT KING 
0117 9255276
advice@everettking.co.uk

GMSM ACCOUNTING 
0117 203 4577
enquiries@gmsmaccounting.co.uk

HATCH BLUEPRINT
01889 592873
info@hatchblueprint.co.uk

INN CONTROL
01604 805715
info@inn-control.co.uk

INN TRADE ASSOCIATES
07925 284170
admin@inntrade.net

Accountants

Business Finance
PXL MORTGAGES
01785 256396
sales@pxlassociates.co.uk

Clothing & Uniforms 
DENNYS BRANDS
01372 377904
sophie@dennys.co.uk

Compliance
SHIELD SAFETY GROUP
020 3740 3744
support@compliancecentre.co.uk

Business Insurance 
PXL
0333 006 8444
biienquiry@pxlassociates.co.uk

Card Payment Terminals
FIRST DATA
0330 123 1241
fdmsleadmanagement@firstdatacorp.co.uk

PAYMENTSENSE
020 3893 2965
bii@paymentsense.com Jobs

HOSPITALITY JOBS UK
0844 800 6011
info@hospitalityjobsuk.com

Healthcare  
& Cleaning Supplies
COVEX GELS
01268 385 123
support@covexgels.co.uk

Drinks & Bar Snacks

KP SNACKS 
0800 917 4494
www.kpsnacks.com

THE SUN VALLEY NUT CO
0800 917 8181
orders@sun-valley.co.uk

E-learning
CPL LEARNING
0151 6471057
info@cpllearning.com
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TRUSTED SUPPLIERS SAVING OUR MEMBERS £1,000s  
FOR MORE INFORMATION, GO TO:  

WWW.BII.ORG/MEMBERS-AREA/TRUSTED-PARTNERS 

BII TRUSTED PARTNERS

Sports Broadcasters
SKY SPORTS
0844 824 5530
www.business.sky.com/pubs/home/

BRITISH INSTITUTE   
OF INNKEEPING  
INFOR HOUSE  
1 LAKESIDE ROAD  
FARNBOROUGH  
GU14 6XP  
01276 684 449  
enquiries@bii.org  

Licensing Law 
JOHN GAUNT & PARTNERS
0114 266 8664
bii@john-gaunt.co.uk

Utilities & Energy Saving
BEOND
0208 634 7533
bii@beondgroup.com

Ratings Advisors
HARRIS LAMB
0115 947 6236
pubrating@harrislamb.com

Mystery Shoppers
MELROSE
01454 419262
hello@melrosegroup.co.uk

Order and Pay  
Solutions
ORDERPAY 
www.orderpay.com/join-us

Wi-Fi Solutions
WIRELESS SOCIAL 
www.wireless-social.com

Takeaway/Delivery  
Set-Up Experts
KBOX GLOBAL
033 0124 8100
info@kboxglobal.com

Waste Disposal Services
WASTE SOURCE
0333 344 4083
sales@wastesource.co.uk

EPOS Tills
FIRST DATA CLOVER
0330 123 1241
fdmsleadmanagement@firstdatacorp.co.uk

TOUCH BISTRO 
0800 368 8707
bii@touchbistro.com

WINPOS
www.winpos.com

Stock Control
VENNERS
01279 620820
biimembers@venners.co.uk

ROSLYNS 
0114 213 8330
enquiries@roslyns.co.uk

GENERAL LEGAL, LICENSING,  
HR, EHO, RATES & EMPLOYMENT 
TAX HELPLINE
0330 058 3878
Operated by John Gaunt & Partners, 
Bhayani Law, Shield Safety Group, 
Harris Lamb and RSM

My numbers
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STATS

Helpline “We’ve phoned the HR advice line a couple of times and it has been 
worth its weight in gold. An hour’s worth of lawyer’s advice covers  
the membership fee. We also use the Employment Contract Builder  
and, when it is time to renew our tenancy, we will use the legal  
helpline to put ourselves in the best position.”  

DAVID HAGE FBII  OF THE SECRET PUB COMPANY,  
WINNER OF BII ’S LICENSEE OF THE YEAR AWARD 2019

“The BII’s support during 
the pandemic has been 
priceless. I have looked to 
it for guidance throughout. 
I am confident in my 
practices because BII  
has endorsed them. The 
partnerships have been 
useful too – we have taken 
up the Yoello ordering 
system. Also the updates 
each week make you realise 
you’re not alone and give you  
hope for the future.”
 

“I have been a member of BII since 2011 and 
consider it brilliant value. I have used the legal 
service on a number of occasions and have 
resolved issues from leases through to staffing 
issues and non-payment. The insurance discount 
more than covers the annual subscription.” 

DAVID HUMPHREYS FBII,  NORTH BAY RAILWAY, 
SCARBOROUGH

“I’ve been a member for 15 years, since  
I had my first pub. My dad bought the first 
year’s membership for me as he firmly 
believes you need to be part of an Institute, 
whatever profession you are in.”  

“I used the Helpline recently 
for the first time and was really 
impressed by the advisor’s  
speed and professionalism.”  

“The contract builder ensures that your employment 
contracts are legal and compliant, and you can complete  
one in less than 10 minutes! We have also availed of BII 
training and, in particular, the recent mental health one  
day training sessions. The cost of BII membership is  
a drop in the ocean when viewed alongside the potential 
savings and, of course, the all-important networking  
that the BII brings to its members.” 

SEAN WHITE MBII,  THE QUEEN’S HEAD, PINNER, MIDDLESEX  
GREENE KING PUB OF THE YEAR 2018; BEST BAR NONE  
PUB OF THE YEAR (HARROW) 2017, 2018, 2019;  
BII LOYA SEMI-FINALIST IN 2018.

“Without the BII and 
its support during 
lockdown, and while 
getting ready for 
reopening, life would 
have been so much more 
stressful. The fact that
BII sifts through all 
the information and 
makes it relevant is so 
important, as the time  
it would take me is not 
not available.” 

“Already I have found the BII site a godsend, 
especially with the current situation ongoing.”
DARREN TAYLOR,  GALAXY TQ

“I think every publican 
should be a member.  
The services BII offers  
are incomparable.”

After a 10 minute 
phone call you’re 

all the wiser.  
You don’t even 

have to wait 
in a queue on 

the phone. The 
Helpline experts 

are industry 
professionals, 

immersed in the 
sector and know 
exactly what you 
need to do and 
how you need 

to do it. For the 
amount I use it,  

it should be £150  
a month, but 
that’s just the 

cost for one year!
ANDY COLEMAN MBII,  THE HOUSE GROUP 

The number of 
Risk Assessment 

templates 
downloaded by 
members from  

Helpline Partner, 
Shield Safety 

Group, has 
totalled over

700
  

Our FREE  
helplines have 

answered 
queries about 

staffing, hygiene, 
insurance, 
reopening 
measures  

and so  
much more.

LEIGH SANTI MBII  
THE ATLANTIC INN, 
PORTHLEVEN, CORNWALL
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At a Glance
A GUIDE TO WHAT’S COMING UP, REVIEWS & DATES

15 October 
MUSHROOM DAY

18 October 
NATIONAL  

NO BEARD DAY

19-30 October 
SCHOOL  

HALF-TERM 

25 October 
CLOCKS GO BACK  

ONE HOUR

26 October 
NATIONAL  

PUMPKIN DAY

31 October 
HALLOWEEN

 

3 November 
NATIONAL  

SANDWICH DAY

5 November 
FIREWORKS NIGHT

8 November 
REMEMBRANCE 

SUNDAY

11 November 
ARMISTICE DAY

13 November 
WORLD  

KINDNESS DAY

12-15 November 
THE MASTER’S  

GOLF

15 November 
DIWALI – FESTIVAL  

OF LIGHT 

18 November 
MICKEY MOUSE’S 

BIRTHDAY

25 November 
DRINKS GIVING

26 November 
THANKSGIVING 

27 November 
BLACK FRIDAY 

30 November 
ST ANDREW’S DAY 

1 December 
NATIONAL  

CHRISTMAS LIGHTS 
DAY 

8 December 
NATIONAL  

BARTENDER DAY

12 December 
GINGERBREAD  

HOUSE DAY

13 December 
F1 SEASON FINALE 
FROM ABU DHABI

24-26 December 
CHRISTMAS 

28 December 
CHRISTMAS  

BANK HOLIDAY

31 December 
NEW YEAR’S  

EVE

1 January 2021 
NEW YEAR’S  

DAY

 4 January 
SCOTTISH  

BANK  
HOLIDAY

6 January 
THREE KINGS  

DAY 

8 January 
ELVIS PRESLEY’S 

BIRTHDAY

18 January 
WINNIE THE POOH  

DAY 

25 January 
BURNS NIGHT

DIARY DATES

Help hard-up families  
deliver a happy Christmas by 
encouraging regular customers 
to bring in a small, wrapped, 
new gift labelled as suitable  
for boy/girl and age group,  
to put under a tree to be given 

out to those struggling  
this Christmas. 

Notify your local newspaper  
and post on social media  
to raise the profile.  

Remember to operate to Government 
guidelines on remaining Covid-safe. 

Christmas spirit 

Community

Craft beer Hobgoblin is running 
a ‘Best Sipped in the Dark’ 
campaign until November, 
calling itself the ‘unofficial  
beer of Halloween’.

This Halloween, Hobgoblin will be 
revealing interactive UV/ glow in 
the dark murals in London. This 
is supported with out of home 
executions in city centres across 
Birmingham, Leeds, Liverpool,  
and Manchester. 

Halloween campaign content is available 
via https://www.wychwood.co.uk. 

Best Sipped 
in the Dark

Halloween

OCTOBER

DECEMBER

JANUARY

Christmas Markets  
are hugely popular in November  

and early December.
If nothing is planned near you, why not encourage local businesses and traders to come together to promote a range of food, drink and gifts?  
Could work virtually or with social 

distancing measures.  

NOVEMBER

In the market! 

Tyrrells is sporting ‘Proud to 
Support British Pubs’ branding. 
Part of an on-pack promotion 
across 1m special edition packs 
of crisps, it aims to “re-establish 
[pubs] as local legends within 
their communities”. 

Brand owner KP Snacks will be 
donating 5p from every pack sold 
to the Licensed Trade Charity. The 
initiative commits to raising £50,000 
for the charity and will run until  
the end of November across three  
of Tyrrells most popular flavours. 

Tyrrells donates  
5p to charity

Proud of pubs
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Not many new pub owners 
have to incorporate 
rebuilding a sea wall into 
their refurbishment plans. 

But this was the greatest challenge 
faced by Garth Hughes after buying 
The Royal George, which overlooks the 
River Taw estuary in Appledore, North 
Devon at the point where it flows into 
the Bristol Channel.

The pub had been empty for several 
years, with prospective purchasers 
of the freehold unwilling to take 
the plunge because of unhealthy 
speculation about the soundness of the 
structure. “The roof was too large for 
supporting walls,” confirms Garth. “It 
was slowly falling down into the sea.” 

Foundations had to be underpinned,  
internal walls removed and  
a panoramic view ‘through glass’ 
installed overlooking the water to 
fulfil Garth and wife Sascha’s vision  
of what the pub could become.  

FREEHOUSE  focus...  
GARTH HUGHES MBII  
SAVING A PUB FROM FALLING INTO THE SEA PROVIDED  
GARTH HUGHES MBII WITH SOME EXCELLENT FOUNDATIONS  
ON WHICH TO BUILD A BETTER, STRONGER BUSINESS.  
NIGEL HUDDLESTON REPORTS

Artist Sascha handled the interior 
design, scouring the internet for 
cheap, high quality furniture to keep 
costs down. 

Planning and building took almost 
two years before the new-look Royal 
George opened in July 2018: the 
former village local reinvented with 
an eye to becoming the area’s premier 
destination gastropub. 

The restoration project was funded 
with the help of a £170,000 EU grant, 
with no borrowing, the rest self-
funded by the couple’s savings from 
a previous life in Hong Kong, where 
Garth had worked for Barclays Bank.   

“We wouldn’t have been able to 
finish it without the grant,” says 
Garth. “And If we hadn’t done it, the 
pub would have been turned into flats  
because that’s how someone could  
have made more money, more quickly.” 

With hindsight, the risk-taking, 
ingenuity, agility and perseverance 
that went into the reboot proved to be 
good preparation for the challenges  
of 2020. Also, in 2019, the couple had 
bought a café, a short distance away in 
the village and renamed it The Little  

George. This 
has proved its 
worth this year as  
a hub for takeaways  
during lockdown. 

“The Little George trades 
at about 10-20% of its 
older brother,” says 
Garth. “We pivoted 
very quickly. 
The idea was 
restaurant 
quality food 
for people to 
finish at home 
– recipes that 
would be fiddly to 
do, so they’d never 
get around to doing it 
themselves.” 

Garth and his team 
hunkered down on other new 
projects, turning their sourcing 
and kitchen skills to creating 
their own brand of pies and ice 
cream, under the name Georgie’s. 

The pies are being sold from  
a vintage retro van stationed on the 
quayside at nearby Westward Ho!  
and the intention is to supply other 
retail and dining outlets. 

The pub-made ice cream is 
produced with milk from a local dairy 
farm, reflecting an overall sourcing 
policy of keeping food miles low and 
traceability high. 

“We insist on knowing where  
the food comes from. It’s all about 
ultra-high welfare animals.” 

The kitchen team has also been 
assembled from local talent. 

“It does take two to three years 
to build the right team. We’ve now 

PHOTOGRAPHY BY TERRY MATTHEWS 
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established a really strong 
reputation and there are young 
chefs in the area who are 
coming to us and want to work 
with the team. That’s amazing 
because two years ago we 

weren’t known for anything.” 
Garth says chefs are given full 

autonomy on menus within the 
overall principles of the business. 

Both kitchen and front-of-house 
staff have been taken on 

educational trips to visit 
Chris Lerwill the beef 

farmer or Origin,  
the Cornwall-based 
coffee supplier.  
A party even flew  
out to Florence,  
Italy, for a food 
course and visits  

to wine suppliers. 
Garth says: “When  

a server is talking to a 
customer they’re tapping 

into a genuine enthusiasm 
for what they’re doing. They  

can say: ‘we actually went there’.” 
With the pub hitting £1 million 

turnover in its first year, pre-Covid 
trading in the first part of the second 
year was up 5%, although Garth 
admits this was due to being “much 
sharper at managing 
costs”. He explains: 
“Our staff costs have 
been high at 38%; 
our goal is to get this 
below 30%. We’re not 

far off and I see that as 
a real achievement. 

“Utility costs are 
about 5%, but I believe 
that I can get better 
rates than my current 
contract. Finding the 
time to do this right 
now is the problem.” 

The Royal George 
has already won 
recognition from 
the Taste of the West 
Awards, the Good Food Guide, Muddy 
Stilettos and the Business Action 
Awards, the last arriving as lockdown 
neared its end. 

Since then, the Royal George has 
participated in Eat Out to Help Out 
(EOTHO) to help regenerate the 

business it had built up and benefitted 
from the Covid Business Rate holiday.  

EOTHO saw Monday-Wednesday 
covers increase by around 40%, with 
more customers splashing out on high 
value items such as lobster, though 
this gain was partly offset by a 20% 
fall across the remainder of the week, 
driven by reduced capacity from social 
distancing measures. 

The business has also benefited from 
late-summer revenue from four letting 
rooms that weren’t fully open for 
business in summer 2019. 

“We saw a really high demand from 
Monday to Wednesday and we were 
getting people in who didn’t normally 
eat with us. People have been working 
their way through the menu and 

having three courses, 
where normally they 
might have only two.  

“We chose not to 
pass on the VAT cut; 
we don’t have the 
luxury. I’m focused  
on protecting the 
wages of my team  
and I want to make 
sure we can build  
the business as much 
as possible to keep on 
doing that. 

“I am bullish  
about our future. But 
I wouldn’t have the 
same view if we had 
been a small, wet-led 

pub without any outside space. 
“Those businesses that offer  

a quality experience in food, location 
and service will benefit the most as  
people will naturally become picky 
about where they choose their 
designated special meal out.”  

HOW THE ROYAL 
GEORGE DOES IT  

Extending the trading day:   
If you’re just going for noon-2pm  

and 6.30-9pm you’re capped. 
Since reopening, we’ve opened 
for breakfast and brunch, we’ve 

lengthened the lunch service and 
have two sittings in the evening. We 

also have a Friday barbecue with 
fresh fish and meat between 2-7pm. 

Investing in local people:  
When lockdown came we had our 

winter crew. Normally in the summer, 
we have half as many staff again 

working, so when we reopened we 
had to hire people. We reached out 
to people to gauge the reaction, but 
without knowing exactly when we 

could reopen it was a real nightmare.   

Realistic pricing for the local 
market: Our Sunday roast is £16;  
the nearest pub may be £3 cheaper 

but we have to price it higher because 
of our food costs. We look to get 
between 50-70% GP on dishes.  

There are some that are exceptionally 
profitable and others that aren’t,  

but on balance we are getting  
to where we want to be.

Supper clubs: Held out of season  
for the local villagers to meet up. 

When we came back from Italy, we 
got sponsorship from a brewery and 
food suppliers for the chefs to create  

an Italian menu for £20. The idea  
was to create dishes based upon 

what they’d learned during the trip.  
We’ve also held Thai, American  

and Indian themed nights.

I am bullish 
about our future.  

I wouldn’t have 
the same view  
if we had been  

a small, wet-led  
pub with no 

outside space”

“
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Meet
MEMBERS

“

BII’S STRENGTH IS IN THE DIVERSITY OF OUR MEMBERSHIP: OVER THESE  
SIX PAGES, WE MEET THREE MEMBERS FROM VERY DIFFERENT BACKGROUNDS  

WHO ALL SHARE A LOVE OF THE INDUSTRY

While searching for their 
perfect pub, Simon and 
Samantha Stonehouse came 

across The Black Boy in Headington, 
Oxfordshire. But it was meeting 
the team at the Leicestershire-based 
brewer and pub owner, Everards, 
that sealed the deal, as they realised 
the advantages of being part of an 
established, family-owned business 
that oozed warmth and support.

Having signed a 10-year contract 
with Everards, they began making 
plans to refurbish the pub to create an 
attractive lunchtime spot, as well as  
a romantic setting for a date or dinner, 
for a December 2019 opening. 

“The pub was slowly building trade  
and then Covid came along,” says 
Samantha, adding, with all the 
enthusiatic energy that comes with  
a new endeavour: “But we didn’t 
let that batter our sails, we simply 
adjusted them!

“Everards has been a great partner 
as well as activating a rent-free holiday,  
the team was also on the end of the 
phone, if we needed any questions 
answered or just for some moral support  
during the height of the pandemic.”

This financial and empathetic 
support meant that Simon and Sam 
had energy reserves to think about 
how to move forward and diversify.

“We turned the front of the pub, 
our snug, into a community shop and 
worked hard to spread the word that 

we were open six-days a week selling 
fresh produce and kitchen essentials.” 

“We wanted the shop to be  
a deli-style operation, promoting and 
shouting about all of Oxfordshire’s 
amazing produce,” Simon continues. 

Establishing themselves as part 
of the community was a great way to 
publicise that this well-established 
pub, which had benefitted from a 
brand-new look, was now under 
the control of new tenants. Home 
deliveries served the locals during 
lockdown, accompanied by “Casual 
Coffee” on Fridays, as the Government 
restrictions began to ease and allowed 
people to get out and about again. 
Free coffee and cake 
was also given away to 
thank the community 
for its support. 

The success of the 
community shop led 
to a takeaway offer, 
with the pair signing 
up to Deliveroo as 
a way to get food to 
people efficiently, 
while creating a new 
customer base too.

“Having to 
diversify in the way 
we did meant that we 
were able to streamline 
the business and look 
at new systems and 
standards, helping us 

 
SIMON & SAMANTHA 
STONEHOUSE MBII

OPENING A NEW PUB JUST A FEW MONTHS BEFORE LOCKDOWN 
HASN’T STOPPED THIS INVINCIBLE HUSBAND AND WIFE DUO, SIMON 
AND SAMANTHA STONEHOUSE MBII, FROM CREATING SOMETHING 
SPECIAL FOR THEIR LOCAL COMMUNITY, REPORTS ELEANOR KIRBY. 

Upselling to guests  
has been important, 
as well as using social 
media well. We have 
seen great guest loyalty 
accrued simply through 
our regular posting  
& tagging the pub in 
other people’s posts” 
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media well. We have seen great guest 
loyalty accrue simply through our 
regular posting and tagging the pub in 
other people’s posts”. 

The couple have accrued solid trade 
experience over the years, with Simon 
working in pubs and 
restaurants since he 
was 18. With a smile, 
he asks: “Guess 
where Sam and I 
met?” It was in 1996 
at The Catherine 
Wheel in Henley-
on-Thames. 

Growing together and 
having a shared professional 
life has led to many creative 
endeavours. Over the past 30 
years, Simon has run large  
multi-million-pound sites to smaller 
village pubs, while Sam implements 
sales and marketing strategy through 
her umbrella business, Fabulous PR. 

A community pub, describing itself 
as being “here for every occasion”, 
the pair have worked hard to provide 
customers with plenty of reasons to 
visit regulary. From supper clubs, 
yielding £60 per head, the £25 per 
head Bottomless Brunch, to ‘Casual 
Coffee’ on Fridays.

Another element of their business 
empire is Lamb Catering, a business 
they purchased in 2017 and which 
services weddings, events and also 
dinners at The Black Boy. 

Born from an unrivalled love of  
putting on a chef’s jacket and hosting 

work hard on new income streams,” 
says Simon, hailing Deliveroo as  
a fantastic tool to “switch on when  
it’s quiet”. 

Simon says that Deliveroo yielded 
roughly 33% of weekly sales during 
lockdown, but with more choice 
available and higher uptake on the Eat  
Out to Help Out (EOTHO) scheme, it  
now only makes 2-5% per week in sales. 

“I believe it was a great tool to 
drive off-sales and generate new guest 
awareness for our pub. You do have to 
look at the cost versus profit carefully 
as delivery partners can take a hefty 
bite out of your profit.”

At one point during lockdown 
Simon and Samantha were welcoming 
100 people for takeaway collection per 
night – the overwhelming majority of  
whom are gradually making their way  
back through the door for eat-in meals. 

Sam has also been utilising her 
wealth of knowledge in marketing and 
events well, coming up with new ways 
to engage with locals and customers 
from further afield. “Because of social 
distancing, you can’t have a full pub, 
but you still need to maintain a strong 
income. Upselling to guests has been 
important, as well as using social 

dinner, Simon has a hand in creating 
new dishes, menu writing and working  
with new ingredients – which explains 
the 40/50/10 split on wet, dry and 
accommodation trading (The Black 
Boy has five rooms for guests who 

enjoy the immersive 
experience). 

“The Eat Out to Help 
Out scheme has been 
great, but what’s next? It 
was a short-term fix for  

a long-term problem. 
A VAT reduction to 
5% on drink sales 
and a look at beer 
duty would help  
a broader spectrum 
of pub businesses”, 
says Sam. 

Simon continues: “We’re grateful 
we could implement it in the 
restaurant, but it did bring its own 
issues, we had a very busy start to each 
week, rivalling Friday and Saturday 
trading, but Thursdays were slow.” 

Optimising GP margins, The Black 
Boy boasts a wide range of low and no 
options. “There has been a massive 
growth in new options becoming 
available, so we stock everything from 
non-alcoholic beer to mocktails.” 

With customer habits continuing to  
shift as confidence levels change, the  
enthusiastic partners – in love and in  
business – are proving they have the  
ability, the drive and the determination  
to grasp every new opportunity to 
secure a strong future.  

Making the most of your kitchen 
by optimising off-sales can make 
sure your staff rotas are put to 
good use when trade is quiet. 

Our Trusted Partners, KBox Global 
offers a readymade takeaway solution 
to pubs looking to make the most of 
their kitchen space. Working with you 
to set up your business for takeaway 
and delivery on Just Eat and Deliveroo, 
the KBox team help you buy the right 
ingredients from your established 
suppliers, training your staff and even 
recommending packaging to use.

Find out more on pages 56-57  
or via info@kboxglobal.com. 

Utilising  
kitchen space
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L ymington, a small port town on 
the south coast that’s so close 
to the Isle of Wight it could win 
in a staring competition, plays 

host to The Bosun’s Chair (named  
after an old navy practice of lifting 
high-ranking officers onto the ship), 
run by business partners Peter Troup 
and Jim Gedge.

After meeting in 2015, the duo set 
up Pelican Taverns with The Bosun’s  
(a Wadworth’s lease) and The Grapes 
(Ei) in their portfolio. The Grapes,  
a stone’s throw from Southampton’s 
waterfront and famously connected  
to the Titantic, is heralded as one 
of the city’s premier sports bars, 
being just a 15-minute walk from 
Southampton Stadium. 

With this very capable duo at the 
helm – Peter handles the operational 
side of the businesses, while Jim with 
a background in finance focuses on 
the figures – they have been seeking 
to maximise both businesses, driving 
revenue, reducing costs and tapping 
into all local opportunities. 

(On leaving the army in 1999, Troup 
spent five years with London’s Young’s 
Brewery, firstly as an Area Manager for 
its managed pubs division and finally 
as a Business Development Manager on 
the tenanted side.) 

Situated on Southampton’s busy 
Oxford Street, The Grapes benefits 
from being part of a thriving business 
community, with a strong and 
supportive network surrounding it.  
It also has a place in maritime history, 
as the pub where three brothers, fire 
crew for the ill-fated cruise-liner, 
famously stopped to have a last drink 

and ended up watching her sail away 
from Berth 44 without them! 

Unlike the erstwhile brothers, 
whose good fortune was purely 

down to luck and too much liquor, 
Peter and Jim understand the benefits 
of running a tight ship and working 
with local businesses to grow their 
customer base and drive footfall. 

“We’ve got an Oxford Street 
Association made up of quite  
a proactive group of people running 
different venues. There’s a coffee shop, 

brasseries, hotels and a microbar, and 
we meet up periodically to discuss 
opportunities,” says Peter.  

“We have organised a few music 
events and farmers’ markets too 
and we work on promotions that 
encourage customers to support all  
the businesses in the area.”  

Reopening The Bosun’s as soon as 
they were able to on July 4 (the date 
Government allowed pubs to reopen), 
with The Grapes following a little 
later, Troup was keen to make sure all 
guidelines were followed to boost staff 
and customer confidence. 

“It was like opening my first pub all 
over again, trying to grasp everything 
as I went along. Staff were a bit 
reserved initially, but their confidence 
grew the more they saw how seriously 
we have been taking procedures. 

“I made sure the business had  
a risk assessment and we have policy 
documents that all the staff have read 
and signed. They’ve also completed the 
‘Covid Secure’ training with CPL.”  

With both Wadworth and Ei pausing  
rent payments throughout lockdown 

MEET... 
PETER TROUP MBII

SHIPSHAPE AND READY FOR BUSINESS. BII’S ELEANOR KIRBY SPEAKS 
TO PETER TROUP MBII OF PELICAN TAVERNS ABOUT KEEPING A GOOD 
BUSINESS AFLOAT FOR THE FUTURE 
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is met and guided to their table by  
a host at the door anyway!” 

The decision to close on two of the 
Eat Out to Help Out (EOTHO) days has 
been a good one, due to the benefits of 
being able to align staff working hours. 
The Grapes is 100% wet-trade. 

“People only have a certain amount 
of money to spend and we thought it 
would affect our bookings on other 
days. I didn’t want to attract customers 
who had the discount in mind and 
might avoid spending money on 
alcohol on top of that,” he says. 

They also took the decision not to 
pass on the VAT reduction, which they 
saw as another way to preserve funds.  

“Reducing VAT on accommodation, 
soft drinks and food creates a lot of 
extra work for the business because 

you have to extract 
information and 
breakdown billing.  
I can imagine a lot of 
pubs have no simple 
method of doing this. 
It would’ve been a lot 
easier if, for instance, 
a one percentage 
discount had  
been applied, but I 

understand that the Government have 
had to be careful about being seen to 
encourage people to drink alcohol,” says  
Peter, adding that a well-programmed 
EPoS system was worth its weight 
in gold, when it came to simplifying 
procedures.  

“While we’re trading at a third  
of what we should be doing, being able 

and with staff on furlough, plus  
a £25,000 grant for the The Bosun’s 
(The Grapes was over the £51,000 
threshold, so didn’t qualify), Peter is 
appreciative of the help received from 
the Government and his pubcos. 

“Some of our costs were mitigated 
but 100% of our income was lost, so 
there was a drain on our funds. But 
we’ve put strong measures in place 
to allow us to put some fat back on 
for winter,” says Peter, adding that 
effectively they would be facing three 
winters in a row. 

 “At the beginning 
of August we took 
the decision to close 
on Mondays and 
Tuesdays, which I’ve 
never done before, but 
it meant we could give 
all the staff their days 
off at the same time.” 
This, he explains, 
allowed them to maximise the number 
of staff on duty when the pub is open. 

“We have extra staff to help clean 
the tables as soon as the customers have  
left and if, for any reason, we can’t do  
that right away, we have a sign asking 
customers not to sit at that particular 
table until it has been sanitised. In 
truth this is more for show as everyone 

“I DIDN’T WANT TO 
ATTRACT CUSTOMERS 
WHO HAD THE 
DISCOUNT IN MIND 
AND WANTED TO 
AVOID SPENDING 
MONEY ON ALCOHOL 
ON TOP OF THAT”

Adhere to Government 
Guidelines – build confidence in 
your customer base so that they 
want to return to the place they 
feel safest. 

Take advantage of any funding 
available – even if you don’t need 
a bounceback loan, it’s always 
better to take it out just in case. If 
you don’t use it you can pay it back 
before interest accrues. 

Streamline record keeping – you 
want watertight processes in 
place so that you can keep that 
VAT discount. 

Make sure your staff are well 
trained – the more confident and 
calm your staff are, the more they’ll 
pass this on to your customers.  

Put on a show – make sure 
customers can see staff using 
hand sanitiser, and think about 
how you can make PPE look 
more welcoming, by choosing 
face shields over masks.  

Build on collective knowledge – 
connect and offer support to local 
businesses in the area.

PETER TROUP’S  
TOP TIPS

to offer accommodation has helped us 
massively and we’re keeping pretty 
full at the moment. Accommodation  
is at a premium in Lymington.”  

The Bosun’s also has a fantastic 
garden, while the car park can be more 
fully utilised with a marquee on it.

With coastal areas such as 
Lymington and Southampton having 
reaped the benefits of the summer’s 
heatwave, Pelican is on the right tack 
when it comes to creating a ship-shape 
business for the long-term.  
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W hen in 2001 Peter  
Whitehead MBII lost all  
his American IT clients 
as they pulled the plug  

in the aftermath of the 9/11 attacks, his  
ability to think quickly, grasp a new 
opportunity and start again helped 
stand him and his Chef wife Fran in 
good stead to plan for a recovery as 
Covid-19 hit.

“Back in 2001, all my contracts 
were with American companies, just 

as the news of 9/11 hit. I got phone 
calls immediately saying ‘we need to 
halt everything’. The business plan 
got thrown out of the window and 

we needed to find a new avenue for  
earning money. My wife is a professional  
Chef, I like beer and a chat, so taking 
on a freehouse seemed like a logical 
thing to do.”

When earlier this year the risk of 
full lockdown was starting to look like 
a reality, it was Fran’s culinary skills 
that Peter saw as the foundations for 
their business survival strategy.

“We’re an independent pub, so 
contingency plans are imperative in 
my mind! I knew our country would  

be hit hard by the pandemic, 
so my first priority was ‘what’s  
perishable and what can we 
get rid of?’. We discounted brown beer 
and didn’t order as much in the weeks 
leading up to lockdown in March. We 
identified anything that could be made 
into non-perishable products too.”  

This saw the creation of the now 
famous Fur & Feathers’ preserves: 
chutneys, jams and chilli dipping sauce,  
all ready for the moment a customer 
asks “Oh, where can I buy this sauce?”. 

Financially, Peter and Fran have 
been in a good position, having 
£30,000-worth of savings, originally 
set aside for an expensive sewage 
renovation needed at the pub. But even 
with this cushion, mitigating loss and 
preserving cash was their primary 
goal, explains Peter. So, translating 
the Fur & Feathers’ luxury dining 
experience into a viable takeaway 
service required a lot of research.

“Fran came up with a list of 
ingredients and dishes she wanted 
to create, then we would sit down 
to look at all the components and 
packaging needed. We wanted to buy 

MEET... 
PETER WHITEHEAD MBII

THE FUR & FEATHERS IN HERRIARD, BETWEEN ALTON AND BASINGSTOKE  
IN HAMPSHIRE, HAS CARVED OUT A GOURMET NAME FOR ITSELF WITH  
THE HELP OF PETER WHITEHEAD MBII AND WIFE AND HEAD CHEF, FRAN.  
BII’S ELEANOR KIRBY SPOKE TO PETER ABOUT CREATING DELIGHT  
IN LOCKDOWN AND HOW THE ENTERTAINMENT POUND IS SHIFTING
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put a dress on, makeup and everything!”
Amidst the stress of redirecting 

their business efforts, Peter and Fran 
relearned how to make things fun, 
silly and exciting again. They took 
their portable fryer with them when 
catering for al fresco birthday parties, 
making fresh doughnuts outside.  
“It was a showstopper, it was so great 
to see a group of 30-year-olds turn 
into little kids,” says Peter. 

While the menu has been slimmed 
down, Peter explains that the pub’s 
“quirky fresh offering” has shifted 
towards comfort food. “One of our 
bigger sellers at the moment is ribs. 
People are going for the dishes they 
wouldn’t make at home, with our top 
seller at the moment being fish and 

chips. It has a high GP 
and we’re doing it our 
way – no scrimping on 
good quality haddock 
with lots of seasoning.”

He continued:  
“We’ve always been 
slightly protected 
against recessions, 
being at the top end of 
hospitality in pubs. And 
my past experiences of 
downturns have taught 
me that trading styles 

change, but also people stop gambling 
with their entertainment pound – 
they want to go out and get something 
they know is going to be good.

“We’ve got a regular crowd that like 

multi-purpose packaging 
that would keep the 
presentation inspiring.

“It was really 
important to avoid that 
‘homogenous slush’ 

look, so we ended up sending out our 
takeaway meals in kit form. You’d have 
meat and dry veg in one container, 
juicy vegetables in another and then 
sauce in the final container.”

The kits were available for 
customers to take home four times 
a week and led to a social media 
sensation that saw diners recreate 
a Fur & Feathers’ style dining 
experience at home.

“One chap was an amazing support 
to us. His family ate with us three 
times a week, diet permitting. They 
would get out a table 
cloth and lay up the table 
at home beautifully, 
serve their wine and 
plate up the food. Their 
meals looked stunning 
and it encouraged 
other people to do 
something similar. It 
helped new customers 
create a proper dining 
experience at home.” 

During lockdown, 
customers especially 
appreciated the opportunity to bring  
a little theatre to an evening meal. 

Peter says: “A lady came in, bless her 
cotton socks, saying ‘I’m so excited, this  
is the first time I’ve come out and I’ve  

“PEOPLE STOP 
GAMBLING 
WITH THEIR 
ENTERTAINMENT 
POUND – THEY 
WANT TO GO 
OUT AND GET 
SOMETHING THEY 
KNOW IS GOING 
TO BE GOOD”

to drink and chat, from people 
who own large international 
businesses, through to the one 
man band and even a publican! 
There’s a broad spectrum of 
experiences and views, and 

we use each other as sounding 
boards, especially when trying to 
gauge where the situation is going  
to go next.” 

At a time when being a freehouse 
could have felt lonely, connecting with 
other businesses to share information 
has ultimately provided a feeling  
of community and friendship for 
Peter, Fran and their customers.  

Keep your ‘track  
& trace’ practices  
fit for purpose…

“A lot of people are coming here 
and saying ‘wow, you’re doing 
Test and Trace, we’ve not been 
asked that before’. It’s sad to 
think that some pubs that aren’t 
doing an awful lot to make sure 
customer data is collected. 

“This is really important stuff, if 
we all do it and get it right, and 
everyone signs the form, we’ll just 
have small pockets of lockdowns.

“I understand that the 
legislation we have to deal with, 
compared to other industries, is 
huge, and we are all managing 
this behind the facade of being 
jovial hosts behind the bar, 
while beneath the surface we’re 
paddling like hell to stay afloat. 
But Test and Trace is so very 
important for our industry.”

https://www.gov.uk/create-
coronavirus-qr-poster
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IN THIS ISSUE WE’RE IN THE NW/NORTH WALES...

THE BII OPERATES THROUGH A NETWORK OF 10 REGIONS, 
SO YOU ARE NEVER FAR FROM HELP AND ADVICE ON ISSUES 
AFFECTING YOU AND YOUR BUSINESS 

BII WELCOMES GLEN DUCKETT MBII OF THE EAGLE & CHILD  
IN RAMSBOTTOM IN GREATER MANCHESTER, AS BII’S  
NEW CHAIR OF THE NORTH WEST / NORTH WALES REGION 

GLEN DUCKETT MBII 
NW / NORTH WALES CHAIR

G len Duckett was due to take over 
as Chair of the North West / 
North Wales Region last spring, 

but lockdown kept Mike Connell CBII 
holding the fort until September, as 
everyone on the Council focused on the 

priorities – the members. 
“I’d like to thank Mike and all 

those on the Council for being such 
a huge support to our members over 
this period. Together they made sure 
everyone knew how to fully utilise 

the BII services and got help to anyone 
with an issue or problem,” says Glen, 
who runs the Thwaites’ tenancy, the 
Eagle & Child in Ramsbottom.  

Glen is pleased to add that the region 
won’t be losing Mike’s expertise, as he 
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The Eagle & Child 
has won many 

accolades in recent years, including: UK 
Publican of the Year 2020 at the Pub20 
Awards; Sawdays’ Community Pub  
of 2019; Leading Restaurant in ‘This is 
Manchester Awards 2018’; John Smith’s 
Great British Pub of 2017; and Lancashire 
Life’s Family Dining Venue 2017

1. NORTH WEST/ 
NORTH WALES  
Glen Duckett MBII
Glen.Duckett@BII.org  
07787 121456

2. SCOTLAND 
Jo Graham CBII  
Jo.Graham@BII.org  
07701 042113

3. NORTH
David Wigham FBII 
David.Wigham@BII.org  
07453 450455

4. YORKSHIRE
Kelly McCarthy CBII 
Kelly.McCarthy@BII.org  
01904 744261

5. EAST MIDLANDS  
Sarah Halpin FBII
Sarah.Halpin@BII.org  
07442 491292

6. EAST OF ENGLAND  
Acting Chair:  
Jack Emery CBII   
Jack.Emery@BII.org  
07711 719412

7. WEST MIDLANDS/ 
SOUTH WALES  
John Rackham FBII
John.Rackham@BII.org  
07985 257658

8. LONDON
Greg Mangham CBII  
Greg.Mangham@BII.org  
07831 248421

9. SOUTH EAST  
(inc Channel Islands) 
Phil Davison CBII
Phil.Davison@BII.org 
07879 494088 

10. SOUTH WEST  
(inc Scilly Isles) 
Ludovick Halik CBII
Ludovick.Halik@BII.org  
07929 436865

MEET OUR  
REGIONAL CHAIRS

will remain a member of the Council. 
As a multiple award-winning 

licensee, running what the local 
paper describes as a ‘Lancashire 
legend’, Glen will be looking to pool 
initiatives and ideas from 
fellow publicans to share 
with members, in a bid to 
support them as much as 
possible in building up their 
businesses over the next  
year and into the future. 

Glen also wants to put  
a focus on health and wellbeing, in 
recognition of the stress many pub 
operators are under currently. 

“I have a particular interest in 
community engagement and social 
inclusion, as well as helping people 
within my community with mental 
health issues,” he says. “Mental 
health is a priority and it’s important 
we talk about how to serve our staff 
and communities better. 

“Before the Covid-19 crisis, 
mental health was a massive issue 
and now things are even worse. We 
need to offer as much support as we 
can to licensees, their staff and their 
customers, so more people have 
support and someone to rely upon.” 

When restrictions lift again, there 
are plans to take meetings out into 
new areas, by inviting BII members 
to host Regional Meetings in their 
pubs. “We’d all be there to support 
and answer any questions, plus offer 
training and workshops on a broad 
range of issues,” explains Glen. 

Glen has done a lot of work 
with young people around conflict 
resolution, in terms of learning how 
to deal with difficult and challenging 
situations, chaos and bereavement 
and understands how this fits within 
a work context. And he is a strong 
believer in promoting good health as 
a way to achieve better wellbeing. 

“It’s important to take time out 
during the day to walk or exercise – 
to get out of the business and avoid 
that feeling of ‘cabin fever’, which is 
stressful and in turn makes you less 
productive,” he says. 

“Equally, it’s important that 
we as publicans take days off 
and make plans to do something 
special in order to have nice things 
to look forward. It’s not good to 
procrastinate about why you can’t 

take a day or half a day out of the 
business. If you don’t have a member 
of staff you can leave in charge, 
close the pub for an afternoon once 
a week. Go for a walk, sign yourself 
up for a training course, join a yoga 
or keep fit class, or even just walk 
around the block or go to the park. 
It’s about getting out into the fresh 
air and moving in a different way. 

“I can guarantee when you 
get back, you will feel refreshed. 
Exercise is good for stimulating 
endorphins and improves your 
mood. Everyone needs time to think 
and when you’re stuck in one place 
all the time, you don’t deal with 
things as well as you might. You lose 
that clarity of mind. Everything all 
becomes like wallpaper. A break 
means you can be so much more 
productive when you get back  
to work.”  

COME ON BOARD
Are you a licensee with a pub  

in any of these areas  
willing to support your region?   

Liverpool city 
Merseyside 

Manchester city centre 
Lancaster and South Lakes

North Wales 

If you are, please contact Glen  
on 07787 121456.   
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Philip Thorley

Iwas asked in the summer, what 
plans we had for Christmas and 
what I thought trade would look 

like. With a gentle smile, I replied that 
I’d like to know what trade was going 
to be next week, let alone at Christmas!

While under normal conditions, 
our focus would be on the medium to 
long-term, currently we’re focusing  
on the short-term: today, tomorrow 
and next week, as we negotiate what  
is an ever-moving feast.

Some of these changes are being 
delivered by Government, such as Test 
and Trace, which I believe was thrown 
in far too late before it became law,  
and has been taken far too lightly by  
a number of operators. It’s something 
we are taking very seriously and 
seeing as an opportunity, not a threat, 
not least because it results in positive 
customer feedback.

PHILIP THORLEY CBII HAS BEEN A BII MEMBER SINCE 1983, A FORMER LVA  
PRESIDENT AND NOW CHAIR OF UKHOSPITALITY’S COUNCIL. HE OWNS AND 
OPERATES THE 19-STRONG PUB AND HOTEL GROUP IN A PART OF THE WORLD 
THAT HE CALLS THE ‘MEDITERRANEAN OF KENT’ WITH AN ECLECTIC MIX OF VENUES 
TRADING UNDER THE ‘THORLEY TAVERNS’ BANNER

For the Thorley Taverns Group (TTG),  
our focus is on getting things right and 
trading to ‘as near to normal’ as possible. 
We’ve brought in protocols to make 
sure our customer base is happy, as 
we believe they are the best advocates 
for our business. When they leave our 
pubs contented, they will actively 
spread the word about what we’re 
doing and how safe they felt with us.

Our ‘as near to normal’ policy has 
seen us taking some furniture out  
of the venues, rearranging seating 
so it’s back-to-back, and except 
where we’re running a full restaurant 
service, we still allow customers to 
order at the bar. We have introduced  
hand-sanitisers and increased cleaning 
regimes, both front and back-of-house.  
We’ve placed small screens at the 
order and collection points, but not all 
around the counter, to keep it all as ‘as 
near to normal’ as possible. 

Our approach is based upon us 
wanting customers to engage with 
staff, have a chat, see a friendly smile 
(staff aren’t wearing face masks) and 
receive our warm welcome with lots 

of please and thank 
yous. That’s all hard 
to do from behind 
a Perspex wall. The 
feedback we’ve been 
getting says we are 
doing it about right.

Our business has  
a few strands to it.  

We have got 10 
community sites and 
the rest have a more 
premium offering and 
include a couple of hotels. 
Our wet sales have been 
pretty good, especially 
where we have good 
outside space. We’re lucky 
in that many of our premises 
front onto beaches and cliff 
tops, meaning we have super 
outside spaces for customers to 
enjoy what has been the best 
weather since 1961! It’s even 
better than the hot summer of 1976, 
which I remember well as a school boy. 

Conversely to what I’m hearing 
from other operators, our food sales 
have been slower than usual.

Our wet-led pubs in community 
areas are benefiting from an element  
of people who usually commute 
to London and those who would 
otherwise have been away on foreign 
holidays. Operating in Broadstairs, 
Ramsgate and Margate has been good  
too, in terms of the ‘staycation’ market. 

The Eat Out to Help Out scheme did, 
however, deliver lots of customers we 
hadn’t seen for a while, the older and 
more nervous ones who, I’m pleased to 
say, usually rebooked before leaving.

Like the vast majority of pubs over 
lockdown, we kept our doors firmly 
shut, so we came out of this with 
both hands tied behind our back. 

We’ve suffered due to live 
entertainment and functions 
not being allowed. We’ve 
got two hotels and wedding 
venues and trade here has 
been all but wiped out.

“I’M A SPONGE FOR KNOWLEDGE AND BELIEVE THAT 
THERE IS NO SUBSTITUTE FOR SEARCHING FOR 
INFORMATION, TO LEARN ABOUT WHAT’S DOING 
WELL AND HOW PEOPLE ARE DELIVERING IT”
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That all said, we are trading 
better than expected. When I was 
making the CBILS (Coronavirus 
Business Interruption Loan Scheme) 
application, I was feeling fairly 
pessimistic, as I hadn’t anticipated the 
effects of the great weather, which has 
been a godsend. We’re actually 25% up 
on where we feared we might be. 

With our teams working harder 
than when business was trading at 
100% – having gone from three months 
lockdown into a reasonably slow 
start in July to suddenly being like 
Lewis Hamilton in the fast lane – it’s 
important to stay positive and focused. 

As a family company going for 50 
years and with all of our sites within 
10 mins of our head office, we 
are a very close-knit team. 
All of our Managers 
and Head Chefs 
directly report 
to me, therefore 
we have a flat 
decision-making 
process, no layers 
of management to 
go through. If there’s 
a good idea, we can do 
it now. If something’s not 
working, we can stop it now. 

Our ethos is to allow each GM to 
fully manage their venue, working 
with the Head Chef to have ownership 
of the businesses. With HQ tracking 
the sales and using Venners for 
stocktaking, etc, our GMs have the 

space to be more entrepreneurial. 
I’m a great believer in good 

communication and meet regularly 
with our GMs – using Zoom rather 
than physically during this period – 
and I learn from my mates in the trade 
too. I have a tight group of colleagues, 
which we called the G8, and we meet 
and share ideas. It helps to have been 
able to find our way through furlough 
and all the protocols together. 

I also Chair the Council of  
UKHospitality, which involves 
weekly Zoom calls with the Chief 
Executive Kate Nicholls and the others 
so, all-in-all, I couldn’t have been 
better informed. I share what I’ve 
learned with the G8 group too. I’m 

a sponge for knowledge and 
believe that there is no 

substitute for searching 
for information, to 

learn about what’s 
doing well and 
how people are 
delivering it. It’s 
important to be 

able to adopt new 
practices and see who 

is doing the best stuff. 
 I call it to ‘sharpen your 

saw’ – getting out and seeing 
what’s going on. 

As we continue to build trade into 
the autumn and winter, I want people 
to know what we are doing. It’s about 
making guests feel safe and secure 
and we like creating a bit of theatre 

around our cleaning routines! Reading 
people’s body language is useful too,  
to spot if someone is feeling nervous. 

We are being dominated by the 
protocols because guests want to see 
it done right – and we’re getting lots 
of great emails thanking the team, 
which is powerful.

We’ve used this time to make 
changes too, for instance, we’ve 
reversed the menu creep by producing 
shorter menus and we’ve not had 
any customer kick back. It simplifies 
things for the kitchen and gives us 
a better GP, add this to 5% VAT on 
food until the end of January and 
we’ve got a winning post that could 
work forward. After 16 weeks of 
haemorrhaging cash, we have got to 
look for some winning posts! 

In terms of Christmas, we actually 
plan our Christmas in January each 
year, when it’s fresh in our minds. 
So our menus are already done and 
pricing set. We’ve done the graft and 
have our plans. We would like to get 
the green light from Boris and the 
gang on weddings, as our restaurants 
are taking half the bookings but 
receiving lots of inquiries, but there’s 
not a lot I can do about that. 

It’s more important to remain focused 
on what we can achieve today and 
tomorrow, and not worry about all the 
things we cannot affect, because 
that’s a waste of energy! 
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William Robinson

T his summer afforded many 
pubs the chance to enjoy 
some sort of recovery, clearly 
supported by the Eat Out to 

Help Out (EOTHO) scheme, which 
was an incredible success for both 
our managed and food-led tenanted 
businesses. But as we move into the 
autumn and winter months we, once 
again, enter a more uncertain period. 

EOTHO was a life-saver in terms 
of sales and footfall, albeit with an 
intensity that put a huge strain on the 
teams, but most importantly it served 
to boost consumer confidence by giving 
people the sense that it was safe to 
return. But for the wet-led, community 
pubs it has remained pretty damn tough 
and I’m getting a sense we have become 
a trade of two halves. 

With such a huge differential in duty  
between the on- and off-trade, it’s 
hard for wet-led pubs (affected by 
continued social distancing measures 
on live music and sport) to promote  
a strong enough offer and ‘experience’ 
to get customers to come and spend at 
the pub, as opposed to going around 
to a friend’s house. And while August 
delivered food-led businesses the 
equivalent of six Saturdays a week 
– and with the added benefit of the 
VAT reduction – the small, wet-led 
community ‘boozer’ got nothing.

Our estate, like many others, is  
over-indexed in favour of pubs offering  

WILLIAM ROBINSON, MANAGING DIRECTOR OF ROBINSONS BREWERY’S  
PUBS DIVISION, SETS OUT THE CASE FOR WHY WE ALL SHOULD CARE  
ABOUT THE SURVIVAL OF THE TRADITIONAL, COMMUNITY PUB 

food, with 194 out of 240 tenanted 
establishments serving some form of 
food. But even here we are beginning 
to see price sensitivities emerge. 

During August, people were happy 
to trade up, feeling motivated by the  
discounts and the fact that they were  
not having to pay to travel to work. 
Everyone had the feeling that there 
was extra cash ‘out there’ to spend.  
But as we see increases in the Retail 
Price Index (RPI) and Consumer Price 
Index (CPI), which means inflation is 
going up, people may continue to pull 
back on their spending.

For the wet-led community pubs,  
the next 12 months will be increasingly  
difficult and critical in terms of 
survival. Some industry commentators 
may view these 
establishments as 
collateral damage, but 
I think not. Instead, 
we should be pushing 
the Chancellor to take 
a look at the unfair 
pricing differential 
between the on- and off-trade, as  
I believe there is something he can 
and should do on alcohol duty. We are 
living in a different world, one where 
the Government has the ability to step 
in and change the rules. 

Protecting our traditional local pubs 
is a message we must fiercely promote. 
From campaigning for Business 

Rates’ relief across 2021 and 2022 for 
those that need it most, to ending or 
reducing the alcohol duty disparity,  
we need to throw them a lifeline.

Government has to make tough 
decisions and I realise everyone can’t 
be saved, but taking steps to protect 
communities by supporting those 
businesses that best service those 
populations is crucial. Let’s not forget 
that the pub is the one environment 
where the regular sale and 
consumption of alcohol is controlled.

Throughout lockdown, pubs 
have diversified and provided vital 
support for their local areas – from 
opening grocery stalls and shops to 
delivering meals to the vulnerable. 
Publicans should be applauded and 

be remembered by 
those in power and 
who make decisions 
that will affect their 
survival.

Pubs should be 
viewed as part of the 
solution Government 

is looking for too: these pubs are  
the alternative to unregulated house 
parties! It’s ridiculous and farcical  
to believe that if the Government 
closes pubs in local lockdowns that 
people won’t go into other people’s 
homes – homes where people might 
not be so scrupulous about hygiene 
and cleaning protocols. 

“PROTECTING  
OUR TRADITIONAL 
PUBS IS A MESSAGE 
WE MUST FIERCELY 
PROMOTE”



V I S I T  B I I . O R G

V
IE

W
P

O
IN

T
 /

 5
1 

When it comes to high standards 
and protecting people, the pub is best  
placed to serve this need, while keeping  
communities together and safe.

The Government should consider 
the effects this pandemic has had on 
wet-led, community pubs, especially 
those situated within more price 
sensitive areas and where, logically, 
the community need is as great, if not 
greater. The Chancellor needs to decide 
whether he wishes them to survive – 
as I believe this is within his grasp. 

Never more so than over this time 
have pubs shown how capable they 
are of diversification. As a Director of 
Pub is the Hub, I’ve always seen pubs 
as chameleons, constantly evolving 
to reflect and serve local demand. But 
the additional social service that pubs 
provide within their communities, in 
terms of mental health and wellbeing, 
is unquantifiable. Whether that is by 
passively encouraging people to come 
together or actively organising events.

I genuinely fear for communities 
that will lose their last remaining pub 
and with it the chance to benefit from 
this local support network.

There’s a huge opportunity for these 
establishments too, with more people 
working from home. For those pubs 
without kitchens, more collaborations 
with the local takeaway or the street 
food van, could provide a solution.

There is so much for us all to learn 
between now and Easter. Without 

a doubt, many sites will be affected 
by new local lockdowns, as we have 
already experienced here in the 
North West, and collectively we must 
navigate our way through it.

Within our business we continue  
to work closely with our licensees, to  
support them with bespoke 
arrangements, specific to their 
individual needs. At the outset, we 
created a framework rather than  
a rigid set of rules and eight months 
on, where licensees are in a position to 
pay their rent, that allows us to offer 
more support to those struggling. 

We are all in this together and I’ve 
been delighted with the response 
from our tenants. We have established 
better relations and are successfully 
demonstrating how the tie works at  
its best. I hope that the many out there  
who have criticised brewers’ tied  
arrangements will recognise and not  
forget this goodwill and comprehensive  
support for our licensees.

As a family brewer, we are in this 
for the long-term. We are looking at 
what our legacy will be from this in 
five and 50 years’ time – it’s not just 
about surviving the next five months. 
And I hope that in five years our 
industry will emerge stronger and 
better for having survived this.

The Government can help by 
delivering clearer messages, setting out 
now what its plans are for autumn and 
winter, so we may understand what  

we might have to operate  
under. Subtle nuances are incredibly 
confusing and hard for the publican to 
comply with, particularly under the  
scrutiny of equally confused consumers.

As an industry, we must keep up 
our support of Test and Trace and 
ensure we act responsibly and to 
the best of our ability, so that the 
Government will judge us differently. 
It will be the difference between pubs 
remaining open, when things get 
tough, or being required to close. 

It has been truly tremendous to see 
the industry pull together, with the 
British Beer and Pub Association and 
the BII working with clear, actionable 
requests. It has been amazingly 
powerful and everyone deserves 
credit for what they have done. It has 
certainly protected jobs. 

As we look towards Christmas, the 
New Year and 2021, let’s not forget  
the struggles of the traditional, wet-
led pub, but instead recognise their 
merit as significant and worth saving 
in terms of their wider social value. 

William Robinson is a Director of Pub is the 
Hub, which is committed to helping pubs 
diversify and thrive as a centre of community 
life, providing essential services  
beyond the usual drinks, food 
and entertainment.

ROBINSONS
BREWERY
Robinsons owns 260 
tenanted and managed 
pubs across the North 
West of England. 

It’s one of the oldest and 
most respected names in British 
brewing, with a heritage that 
dates back to 1838. Throughout  
lockdown Robinsons continued to 
brew for the bottled beer market 
both for themselves and their 
contract packaging customers.
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I t goes without saying that this  
year has seen the most severe crisis 
for pubs any of us have seen in  

our lifetimes.    
And while the hospitality support 

package was welcomed at the start  
of lockdown, that package, including 
the vital furlough scheme, is coming 
to an end. It leaves many pubs facing 
reduced trade, increased costs and in 
many cases a large burden of debt to 
service at a time income has reduced. 

Despite this devastating blow to  
the licensed trade, publicans have 
shown they are innovative and 
resilient and despite the challenges 
and restrictions, have shown they can 
reopen pubs and 
deliver the great 
experience and host  
of community 
benefits which 
have made UK pubs 
world famous. 

GIVE CUSTOMERS SOMETHING THEY CAN’T GET AT HOME: A GREAT PINT  
OF REAL ALE OR CIDER, SERVED IN A SAFE, WELL-MANAGED ENVIRONMENT,  
SAYS TOM STAINER, CHIEF EXECUTIVE OF CAMRA, THE NATIONAL CONSUMER 
GROUP THAT PROMOTES REAL ALE AND THE PUBS THAT SERVE IT WELL

It’s clear the restrictions you must 
operate under have made life difficult. 
Operating under Covid-19 restrictions 
– vital to ensure the safety of both 
staff and customers – will change 
what a pub ‘is’ and could threaten the 
traditional pub atmosphere. 

Our surveys throughout the period 
of lockdown showed that a good pint 
in a great local was one of the things 
people missed most – which is a reason 
to be positive. If pubs can get it right, 
people will want to return. 

However, it’s clear from talking to 
our members and surveying drinkers, 
that numbers are likely to be down  
in the short-term, with around  

a quarter of 
previous regular 
pub goers still 
staying away 
from pubs – and 
those who are 
returning going 
less frequently. 

What is evident 
is that people 
want clarity and 
reassurance in 
order to return 
to the pub. Our 
members, and the 
wider drinking 
public, want to 

know what pubs are doing to ensure 
their safety, including advice on how 
you (the licensee) expect them to use 
the pub in order to maintain that safe 
environment. It’s clear customers will 
be less happy about stepping back 
through your door if there is no sign 
your pub is enforcing the Government 
guidelines on safe reopening. 

It doesn’t have to be as advanced 
as ordering apps, or as expensive and 
intrusive as endless screens and lots 
of red and yellow tape, but making 
it obvious you have policies and 
processes in place – which you, staff 
and customers follow – will help build 
that confidence. 

It looks likely customers 
are going to be more 
discerning and choosier 
about where they visit.  
A pub visit used to be 
a great, impromptu 
occasion. Sadly, now it’s 
something that takes  

a bit more planning – is the pub open? 
Do I have to book? Is there a time 
limit? When it takes more effort and 
investment to plan a visit, customers 
will do more research and will expect 
a great experience in return. So, 
make sure you’re offering something 
that makes it worthwhile, and make 
sure you’re communicating that to 
potential customers. 

Our research suggests what 
customers are now looking for is  
a choice of quality, independent beers 
and ciders which they can’t get in their 
supermarket delivery – otherwise why 
bother going to the effort of getting  
off the sofa? 

“ULTIMATELY THE CRISIS HAS CAUSED PEOPLE 
TO REALISE JUST HOW IMPORTANT PUBS 
ARE TO PEOPLE AND THEIR COMMUNITIES. 
THE IMPORTANT JOB NOW IS TO TAKE FULL 
ADVANTAGE OF THAT OPPORTUNITY”

Tom Stainer
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Cask beer has been something 
drinkers have particularly missed and 
been unable to get during lockdown. 
Cask has always been a key USP 
(unique selling point) for pubs and 
looks set to be an even more powerful 
tool to encourage customers to break 
the home-drinking habits they’ve 
picked up over the last few months. 

As always, quality will be key, 
so make sure that pint they’ve been 
gagging for is fresh, well-kept  
and something 
different and local, 
rather than a big, 
ubiquitous brand. 

Your reputation 
for quality is going 
to be even more 
important than ever. 

Customers will be 
happy to adhere to 
new safety measures 
and even book, or queue 
to get into venues – but 
only in those venues 
they’re confident are 
going to give them a good 
experience. And there is  
a great opportunity to  
win regular customers  
if you give them that 
reason to return. 

One benefit of the lockdown has 
been how successfully the industry 
has come together. 

We quickly found a unified voice to 
raise the profile of the licensed trade 
with Government. It has also been  
pleasing to see the effectiveness and  
impact trade organisations, including 
the BII, has had in representing its 
members – particularly when those 
who traditionally enjoy the ear of 
Government tend to represent the 

larger operators. 
This positive,  

sector-wide effort 
should give  
everyone optimism 
for the future.

CAMRA, alongside 
other organisations 

like the BII, will 
continue to call for 

support for licensees 
where it’s needed, but 

just as importantly it  
will be positioning pubs  

as worthy of long-term  
investment by the 
Government – not to shore 
up a failing industry, but 
to develop a vibrant sector, 
which can take advantage  
of this opportunity to 

diversify its offering, 
improve quality, adopt new 
technologies and importantly provide 
high quality training, development 
and a career path for young people. 

Ultimately, the crisis has caused 
people to realise just how important 
pubs are to people and their 
communities. The important job  
now is to take full advantage 
of that opportunity. 

TOM 
STAINER

Tom Stainer was the former 
Deputy News Editor of the 
Morning Advertiser and Editor  
of Morning Advertiser Scotland, 
before joining CAMRA to edit  
What’s Brewing and to launch  
BEER magazine more than  
10 years ago.

After serving as the Chief of 
Communications and Campaigns 
for several years, he became 
CAMRA’s Chief Executive at 
the start of 2019. Tom lives in 
Northampton – with his wife, son 
and two ‘annoying’ cats – where 
he enjoys the great local beer 
producers and pubs the town  
and county has to offer. 



Where should BII Members go for more information
Ring our dedicated helplines on:

Lines open Monday to Friday 9am to 5.30pm 

To obtain an online quote go to www.pxlassociates.co.uk 

Working 
together in 
partnership

**With regard to commercial finance and residential 
mortgages, whilst PXL will not charge brokerage 
fees, you may incur fees from the finance provider 

RECENT INSURANCE 
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An existing client spoke to us, 
he had a £250,000 commercial 
mortgage, but did not have any 
life insurance in place that would 
pay out and clear the mortgage 

if he died in the event of an 
accident or ill health. For as little 
as £30 per month we arranged 

a life policy that would run 
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clear it off completely.  
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covers the cost of our customers annual BII Membership fee 
for at least 2 years!

From conversations we have had with BII members, we realise there is a definite 
need to provide a full range of services to meet the demands of the members.

We now see ourselves as being a ONE STOP SHOP, offering a complete range 
of services that fulfil the needs of people and businesses operating within 
the hospitality trade.

•  Purchase your first or additional 
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•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
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•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
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•  Unexpected tax and VAT 
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person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
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an additional income stream
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We have helped a couple 
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Purchase price £320,00 and they 
wanted to borrow £125,000, 
which we arranged for them 
through a high street bank at 

a LOWER RATE than they had 
been offered by their own bank.
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offering all services 

mentioned here

FREE OF CHARGE**

*All the life 
companies we deal 

with have confirmed that 
there are no restrictions/

exclusions on policies paying out 
as a result of someone dying from 
the Coronavirus even if you have 
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access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
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A s well as the extreme 
societal impacts, Covid-19 
has been an absolute 
disruptor in our industry, 

with food service bearing the brunt  
of an ever-changing market operating 
under pressure.  

 Customers, unable or unwilling to 
dine in the normal way, are driving  
a rapid increase in an already growing 
delivery market. Here at Kbox, we’ve 
seen a surge in requests to partner with 
us – helping pubs, restaurants, hotels 
and others not only survive, but thrive 
in the current climate through the use 
of virtual delivery brands.  

with the traditional high 
costs of rent, labour and  
food, at the same time 
seeing year-on-year 
growth in delivery.  
From these learnings, we 
started to design menus 
and a tech solution for 
other host kitchens to 
use, offering the same 
benefits we had come  
to achieve. 

HOW CAN WE HELP? 
First of all, we’re a 
technology platform that 
connects pub kitchens 
with top performing 
‘delivery first’ food 
brands. As we evolve, 
so will our technology 
platform, and through 
sophisticated machine 
learning will enable  
all of our kitchens 
to benefit from deep 
data insights, which 
essentially means busier, 
more profitable kitchens. 

Virtual delivery 
brands are still not 
commonplace in 
pubs and it’s a missed 
opportunity that can 
increase your revenue 
significantly. Sometimes 
confused with ‘dark 
kitchens’ (kitchens 
cooking for delivery 
only), virtual brands 
enable under-used 
kitchens the opportunity 
to reach customers 
outside of their normal 
customer base, slotting 
in tailored menus and 
brands that are normally 
only available through 
delivery providers.  

Our experience is 
rooted in the commercial 
kitchen space, with our 
founder Salima Vellani 
creating the premium 
chicken restaurant brand 
Absurd Bird five years 
ago. Whilst successful, 
the business struggled 

OPEN UP NEW SALES AND REVENUE OPPORTUNITIES BY UTILISING 
YOUR CURRENT KITCHEN FACILITIES WITH KBOX 

ADAPT TO THRIVE  
IN THE CURRENT  
HOSPITALITY MARKET  
WITH KBOX   

In the UK alone there 
are over 50,000 pubs/ 
bars/restaurants/late 

night venues,  
of which a majority 

have underused 
kitchen spaces 

Food delivery 
market value  

in UK 2020 

Number of food 
delivery users in  

the UK 2020 

Number of users on 
food delivery apps 
20% year-on-year 

growth 

SNAPSHOT:  
THE MARKET  

IS HUGE! 

£4.6bn 

11M 

1.2bn 

The delivery market 
is expected to grow 

to a £1 trillion global 
industry within 

the next 20 years, 
accelerated  

by the emergence  
of Covid-19

“CUSTOMERS UNABLE 
OR UNWILLING  
TO DINE IN THE 
NORMAL WAY ARE 
DRIVING A RAPID 
INCREASE IN AN 
ALREADY GROWING 
DELIVERY MARKET”
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Our menus are created by a team 
of Michelin-starred chefs who focus 
on great tasting, simple to follow and 
teach recipes that travel well and 
appeal to a wide range of customers.  

These food delivery menus can 
be added to your current kitchen 
services, opening up  
a completely new line  
of sales and increasing 
your total revenue.  

We’re the fastest 
growing tech company 
in the UK to licence 
virtual brands and offer 
a full technology kit and 
support service to help 
optimise under-utilised 
kitchens. We like to say 
we ‘future proof’ our 
kitchen partners: when 
a brand no longer works 
or pulls in the sales we 
expect, we can swap it for 
one that will – all at no 

extra cost to the kitchen. 
We work closely with providers 

like Uber Eats and Deliveroo and 
our seamless integration within 
these platforms enables kitchens to 
maximise the delivery opportunity.  

 Our postcode analysis pinpoints 
the available food 
options, preferred 
cuisines, and delivery 
provider availability, as  
well as identifying trends  
and gaps in your local  
market. Our geographical  
analysis helps us to 
better understand the 
local area, in terms of 
residential catchment 
and access, and review 
demographic data 
in order to estimate 
delivery potential.  

We decide with our 
partners which brands 
will work best for them,  

not just on sales forecast but also 
operationally what fits well within  
the current kitchen set up. We  
take the messy and complex world  
of the delivery-first food business,  
and reduce and simplify it to one 
end-to-end system. With one tablet 
to control all the brands it means your 
staff can focus on creating fantastic 
dishes, rather than operational 
distractions. 

 And the best part is there are 
no upfront costs – it’s a risk-free 
opportunity – we make money when 
you make money. 

To speak with one of our team  
contact us below and we’ll get back  

to you straight away:  
info@kboxglobal.com 

www.kboxglobal.com/contact

FIVE  
SIMPLE STEPS

STEP 1
LOCATION REVIEW

We analyse your local 
area to understand 
trends and demand

STEP 2
BRAND SELECTION
We recommend brands 

based on location, 
kitchen kit and capacity

STEP 3
TECH SET UP

We provide the best 
suited tech for your pub

STEP 4
TEAM TRAINING

Full training guides  
& videos are provided

STEP 5
ONGOING 
SUPPORT

We continue to  
support after launch  
with marketing, sales  

+ service reporting  
and brand development

For more information email: 
info@kboxglobal.com

EXTRA REVENUE  
YOUR KITCHEN 
COULD EARN 

1  
delivery brand  
at single site =

4  
delivery brands  
at single site =

you could earn an extra  
£1,000 per week 

you could earn an extra  
£3,500 per week

SALES INFO: 
Average gross 
delivery sales  
- £3,500+  
per week

CASE STUDY:    
URBAN FOX 
Leamington Spa

“My experience 
with Kbox from 
day one has  
been fantastic. The team at Kbox 
have shown incredible passion  
and commitment in supporting  
us through every stage of the 
process from set up to delivery,  
and have provided continual  
support after launch.”

DAN, MANAGER  
Urban Fox, Leamington Spa
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“In a recession 
or any period of 
socio-economic 

restriction, 
consumers  

will purchase  
less often, but  

will trade up in 
quality of offer ”

A s if 2020 hasn’t been 
difficult enough for 
publicans, we are now 
fast approaching yet 
another challenge. In 

previous years, the early autumn 
would have seen the start of serious 
planning for Halloween, Christmas 
and New Year. But this year, trying to 
predict the right levels of stock volume 
for the season ahead has been a whole 
new ball game. 

 Well performing pubs have 
traditionally excelled 
at forecasting for the 
upcoming season.  
Where typically stock 
orders would be based 
on the evaluations 
of previous years of 
success, this year’s 
predictions will have 
to account for a host of 
different scenarios. From 
the best case scenario: 
a fully vaccinated 
population returning  
to normal; to the worst 
case scenario: a second 
full lockdown. With all 
these uncertainties, can 
pub operators forecast accurately?  

The challenges of forecasting   
‘Death by cashflow’ can be the slowest 
and most painful end to a business. 
It is by far the overriding concern 
for operators at the moment. Whilst 
controlling costs is key, cash flow is seen  
by many as a higher priority than profit. 

Tips for winter and beyond  
So what should pub operators consider 
when forecasting for the final quarter 
of 2020 and beyond?  

Sales turnover in past years will  
be almost impossible to use as a gauge 
for this year. Instead, the demand 
seen over the most recent months of 
trading will be a much better indicator 
for forecasting. Establishments that 
are perceived to be well managed, 
clean and safe will help relax 
guests, reassure them about their 
spending decision and encourage 
return visits. Ensuring a good level 
of communication and signage in 
regard to the safety measures in place 
is crucial. This will help towards 
sustaining a certain base of return 
customers in the run up to key events 
and, if well monitored, can be of  
great help in predicting demand for 
future events.   

Monitoring bookings and 
maintaining a deposit ledger will 
be equally important to help you 
anticipate stock requirements. Since 
party bookings tend to be made 

Operators need to safeguard their  
businesses by holding more money in 
the bank. A key part of this is keeping 
less money tied up in stock, or seeing  
it wasted by poor stock management.  

Revenue figures for reopened 
businesses this summer have been 
relatively encouraging, but they are 
not guaranteed to remain stable post 
Covid-19. The worry is, that if ordering 
isn’t controlled properly, the revenue 
made now may not meet supplier 
invoices that are due for payment in  

60 days time.  
A practical solution 

that some sites have 
introduced is to offer 
a reduced menu or 
offering. But this  
too brings its own 
challenges. There  
is a very fine line 
between running  
a site at minimal stock 
levels, whilst ensuring 
it doesn’t run out of 
products for customers.  

Maintaining  
a reasonable selection 
of choice is a must. 
Most customers 

are flexible, meaning that if their 
first selection isn’t available, they 
may opt for a proposed alternative 
without begrudging having to do 
so. However, when restricting your 
offering too much, a customer may 
become frustrated if no appropriate 
alternatives are available once 
products do go out of stock.   

ADVICE ON ACCURATE STOCK VOLUME FORECASTING FROM 
VENNERS, TO HELP MEMBERS AVOID TYING CASH UP IN UNSOLD 
PRODUCTS AND/OR EXPERIENCING LOSSES THROUGH WASTAGE

CONTROLLING 
STOCK VOLUME IN 
UNCERTAIN TIMES  



V I S I T  B I I . O R G

T R U S T E D  P A R T N E R S
T

R
U

S
T

E
D

 P
A

R
T

N
E

R
S

 /
 5

9 

“Maintaining 
a reasonable 

selection  
of choice is  

a must ”

closer to main events like Christmas, 
it is all the more important to delay 
ordering products as much as you 
can. At the same time, establishing 
clear guidelines regarding deposit 
terms and advertising these early will 
encourage customers to book sooner 
rather than later. If refunds due to 
local or national second lockdowns are 
guaranteed, then it is also imperative 
that you are able to honour these 
without hesitation. So don’t be too 
hasty to spend deposit 
ledgers and instead ensure 
monies are available for 
refund at all times.  

The common approach 
of ‘pledge ordering’ 
in early autumn, by 
committing to bulk 
discounted purchases for 
December, must surely 
be on hold for this year. 
If pubs do intend to make 
bulk discount orders, they should 
research this thoroughly and make 
these at shorter notice than usual. 
Seasonally pitched products, such as  

a new cranberry flavoured drink, may  
have a limited shelf life. Even if the 
shelf life extends past December 2021, 
one has to consider whether they 
really want money tied up on the shelf 
for that long if stock isn’t sold. 

It is widely reported that in  
a recession or any period of socio-
economic restriction, consumers will 
purchase less often, but will trade up 
in quality of offer. Therefore, don’t be 
tempted into heavy discounting or 

lowering the quality  
of products you’d 
normally serve. Whilst 
venturing out less often 
for low spend social 
occasions and restricted 
by the ‘six maximum 
rule’, customers will 
continue to celebrate 
birthdays and events as 
much as they can. The 
consumer will take less 

risk and seek a quality step up from 
their usual choice. 

Ultimately, the cornerstones of 
good stock level planning still remain. 

For more advice on accurate stock 
volume forecasting visit 

www.venners.com  
or call us now on 01279 620 866

Find out what they are by visiting 
our website: www.venners.com/
forecasting-stock-volumes.

The key points are to: 
  revisit par stock holding levels 
  review management of petty cash 

spending and delivery frequency 
  recheck security of exterior stores 
  check ‘use by’ dates of seasonal 

stock orders and maintain  
a constant eye on local trends, 
national news and virus 
developments 

  maintain excellent service and 
professional, safe management. 

And remember, stock control is much 
easier if you know customers are 
coming back.  
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ENERGY EXPERTS BEOND LOOKS AT TRADING IN THE CURRENT ENVIRONMENT 
WITH COST AND THE ENVIRONMENT IN MIND

YOUR ENERGY 
TOOLKIT  

T here are many reasons to 
be on top of your energy 
bills, many of which are 
now more important than 
they have ever been. If you 

have forgotten to renew your 2020 
gas and electricity business contracts, 
the energy suppliers may charge you 
‘extended supply prices’. 

Extended supply prices can be as 
high as double your current energy 
tariffs until you either 
switch supplier 
or renew. 
Suppliers 
are still 
enforcing 
these 
so stay 
vigilant. 

KEEP  
CONSUMPTION 
DOWN

10% of your energy could  
be getting used for nothing!  
Phantom energy is the electricity that  
devices pull from the outlet while 
plugged in, even when the device is  
off it can waste as much as 10% of  
your energy. 

Forgot to defrost your  
freezers before lockdown?  
Defrost your fridge and freezer 
regularly. The more ice that builds up, 
the harder they have to work and the 
more energy they use. Even if they’re 
supposed to defrost automatically, 
keep an eye on them to make sure the 
automatic function is still working.  
In the short-term, it may not seem like 
much, but thisismoney.co.uk found 
that this can save you £100-200 per 
year for each fridge-freezer! 

Some suppliers are only offering 
short-term gas or electricity renewal 
contracts, due to economic risks that 
they associate with the hospitality 
sector. Short-term contracts can be 
expensive, but there are alternatives, 
so check your market options and feel 
free to give us a ring. 

Direct Debit changed? 
Particularly if you have had to cancel 
your DD, your supplier may choose  

to credit check your business  
and may even ask for security 

deposits to continue supply. 

Consumption 
Changed?   
Check your terms and 
conditions (the Ts&Cs) as 
your supplier may charge 

you a penalty if you 
are not consuming 

at least 80% of your 
contracted energy.
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“Beond’s eAuction service was quick and easy  
and gave me a wide choice of suppliers, contract 
durations and competitive prices. An annual saving  
of 27% against my existing energy 
cost was beyond expectation and 
far better than my incumbent 
supplier had offered me previously.” 

PAUL HAMBLIN MBII
The Globe, Brentford  
Middlesex 

CASE STUDY: THE GLOBE, Brentford

info@beondgroup.com   
0208 6347523

Why do energy tariffs  
go up year by year?

Increasing oil prices and growing demand 

for gas all contribute to why tariffs 

tend to increase in price year-on-year. 

But recently the increase of costs for 

transporting electricity to businesses and 

homes, as well as the taxes and levies 

associated with environmental schemes, 

have been increasing at a greater speed.  

A good example of this is the Climate 

Change Levy, or CCL, which you may 

recognise from your recent energy bills.  

In 2018 this tax was just £0.00203 per KWH,  

but in April 2020 it increased to £0.00406 

per KWH, an increase of 100% in just 

two years. This is due to the challenges 

presented by global warming and the 

UK’s response to climate change. With 

pressure mounting on the Government 

to hit environmental targets, there is little 

chance of the increases slowing down. 

How can Beond help keep 
costs down while also helping  

contribute to a carbon-free world? 

Beond provides an online reverse 

eAuction which delivers the lowest zero 

carbon energy offers available. What is  

a reverse eAuction you may ask? Instead  

of asking one or maybe two suppliers for  

a quote, we invite up to 36 suppliers to bid  

for your business with full transparency. 

In effect, this works like eBay but instead 

of the competition driving prices up, they 

drive them down. The online reverse 

auction also delivers a range of energy 

options, all compared on a like-for-like 

basis, which cover the full range of zero 

carbon energy sources. The pros and cons  

associated with each type of zero carbon 

energy are explained and the consumer 

chooses the one that is most suitable for 

their requirements and business. 

You do not need to sign a contract  

to run an auction, just reach out to 

Beond’s dedicated BII consultant, Chisom  

(details below), for a no obligations trial.  

Can I move before the 
contract ends? 

You are unable to switch business 

contracts until it has ended (unlike 

consumer contracts). However, there is 

a ‘switching period’ before your current 

contract ends when you are able to start 

comparing prices and even get your next 

supply sorted and ‘locked-in’ before your 

current one ends. If you are worried 

about your current contract, whether due 

to price, consumption levels or another 

factor, feel free to get in touch with us  

to discuss your available options. 

Should I renew the contract 

now or wait until next year? 

Whether you should renew your contract 

or wait largely depends on when your 

current contract expires. If it has already 

expired, energy suppliers may charge 

you ‘extended supply prices’. These can 

be double your current energy tariffs 

until you renew. If unsure whether it is 

the right time to renew, contact Beond’s 

dedicated BII consultant (details below) 

for a ‘no obligations’ conversation.

Profit from your lighting 
in under three months!  
If you have not upgraded your 
lighting to LEDs, you are 
paying the price. Using one 
LED light for just four hours 
a day will pay for itself in 10 
weeks. As daylight gets shorter 
as we move into autumn and winter 
there is no time to waste. 

Repair the windows  
before winter arrives:  
Did you know that windows are 

responsible for 
25-30% of your 
building’s heat 
loss? Not an issue 
for most in the 
autumn, but it’s 
best to get on top 
of it before winter 

starts to kick in. 
Save money 

and heat by 
upgrading to 

double glazing. 

Still worried it’s too expensive?  
Try secondary glazing.  

To explore the various options for your 
business, reach out to Chisom Nwolisa, 
Beond’s dedicated consultant for BII members 
on either:chisom.nwolisa@beondgroup.com 
and/or 020 8634 7523.



Why choose Paymentsense? 

• They'll put together a rate that
matches your needs, so you don’t
pay a penny more than you need to

• Your current provider's exit fees are
covered up to £3,000*

• With Next Day Settlement you'll get
your cash quickly

• Their UK-based support team is
ready to help 24/7

For your bespoke offer call 
Paymentsense and quote 'BII' on 0203 
985 0185 or visit paymentsense.com/
uk/partners/bii

Let's free you up with a 
monthly rolling contract
Fed up with your existing payments service? BII has teamed up with 
Paymentsense to offer you a fflleexxiibbllee  mmoonntthhllyy  ccoonnttrraacctt with no charge for 
your first month of terminal rental - they'll even cover the cancellation 
fees with your current provider.

Copyright © 2020 Paymentsense Limited. All rights reserved. Paymentsense Limited is registered with MasterCard & Visa as an Independent Sales 
Organisation and Member Service Provider of First Data Europe Limited trading as First Data. Paymentsense Limited is authorised and regulated by the 
Financial Conduct Authority (FCA firm reference number 738728).       

*Offer only valid for businesses changing their payments provider to Paymentsense. Cover of cancellation fees up to £3,000.  Next Day Settlement subject to 
eligibility criteria. Other Terms and Conditions apply.
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Why choose Paymentsense? 

• They'll put together a rate that
matches your needs, so you don’t
pay a penny more than you need to

• Your current provider's exit fees are
covered up to £3,000*

• With Next Day Settlement you'll get
your cash quickly

• Their UK-based support team is
ready to help 24/7

For your bespoke offer call 
Paymentsense and quote 'BII' on 0203 
985 0185 or visit paymentsense.com/
uk/partners/bii

Let's free you up with a 
monthly rolling contract
Fed up with your existing payments service? BII has teamed up with 
Paymentsense to offer you a fflleexxiibbllee  mmoonntthhllyy  ccoonnttrraacctt with no charge for 
your first month of terminal rental - they'll even cover the cancellation 
fees with your current provider.

Copyright © 2020 Paymentsense Limited. All rights reserved. Paymentsense Limited is registered with MasterCard & Visa as an Independent Sales 
Organisation and Member Service Provider of First Data Europe Limited trading as First Data. Paymentsense Limited is authorised and regulated by the 
Financial Conduct Authority (FCA firm reference number 738728).       

*Offer only valid for businesses changing their payments provider to Paymentsense. Cover of cancellation fees up to £3,000.  Next Day Settlement subject to 
eligibility criteria. Other Terms and Conditions apply.

RED MIST LEISURE:  

SAVINGS OF £20K  

Last year we began working with  

BII Chair Mark Robson, Managing 

Director of pub operating group Red 

Mist Leisure. We were able to reduce 

spend on waste management  

per annum by £20,000. 

 This is one example of the value for 

members in asking BII’s Trusted Partners 

to look at your current contracts, from 

insurance, to finance to waste management. 

There are big savings to be made! 

Nothing makes us happier 
than seeing hospitality 
doors reopening up and  
down the country; but 

during these uncertain times we 
understand controlling costs is still  
paramount. Waste services providers  
should be flexible and accommodating,  
offering to pause, reduce and increase 
frequencies where you see fit.   

 We may well be out of lockdown, 
but there’s no doubt that BII members 
are continuing to take this time to 
review all areas of their business, 
including where savings can be made.

Here are a few tips to ensure 
your waste services are the 
optimal set up for your business:  

  Carry out invoice analysis and 
comparison reports on current market 
rates. Are the rates you’re paying for 
waste and recycling competitive and 
in line with the industry standard?   

  Review contract terms and 
conditions and establish renewal/end 
dates; make a plan for when you are 
able to go out to tender for your  
waste services. 

  Review scheduled services 
focusing on reductions; over-weights 
are standard for general waste and 
recycling. Increasing collection 
frequencies may be more cost effective 
to paying overweight charges. Or, if 
there are no overweight charges, trial 
a reduced service to decrease spend.  

  Focus on a strategy for increasing 
recycling rates through decreasing 
general waste and ensuring that 
services are set up for dry mixed 
recycling, glass and food waste. 
Limited on space? There may be scope 
to reduce a bin size and increase 
frequencies to accommodate a new 
recycling stream.  

Looking for support 
on any of the above?     
Waste Source is here to  
help! Get in contact with 
our team today and take 
advantage of our offer for  
a complimentary review 
with our waste experts. 

Get in touch today via  
sales@wastesource.co.uk  

or call us on 03333 444 083. 

WHEN IT COMES TO MANAGING YOUR BUSINESS WASTE, ARE YOU 
CONFIDENT YOUR SUPPLIER IS FLEXIBLE AND ACCOMMODATING, 
AS WELL AS WORKING WITH YOU TO REDUCE COSTS IN THESE 
UNCERTAIN TIMES? ASKS TRUSTED PARTNER WASTE SOURCE 

IT’S A WASTE  
NOT TO CUT  
YOUR COSTS   

WASTE SOURCE  
WILL SUPPORT YOU

with every possible option for 
waste collections, meaning 
that general waste will be  

your last resort.  

From cardboard to glass waste,  
food to metal, we can help with it all. 

Our team prides itself on being 
transparent with our customer base. 
We provide weight reports and with 

this data we can track your usage  
and increase/decrease the service 

where appropriate.  

We love a chat and will make sure 
your team knows how to use the 
bins to their maximum potential. 
We’re pretty hot on phone calls  

and emails and are always  
happy to help out.



B R I T I S H  I N S T I T U T E  O F  I N N K E E P I N G

6
4

 /
 A

U
T

U
M

N
 2

0
2

0

T he winter months provide 
pubs with a different set of 
challenges, as the sector 
moves from a phase of 

reopening to rebuilding. There will 
be big pressure to have a successful 
Christmas to end this most turbulent 
year, but in order to do so publicans 
will need to ensure that any 
operational glitches experienced this 
summer in the ‘new normal’ have been 
well and truly ironed out. 

Measures put in place to ensure  
a safe environment will be put under 
far greater strain than they were in 
the summer months. Without the 
relief valve that was the beer garden, 
operators will have to be efficient to 
ensure they keep guests safe and also 
provide an enjoyable experience. 

Many operators moved towards tech  
solutions, such as order and payment 
apps, as they looked to reopen and 
adhere to social distancing measures. 
These tech solutions will be put under 
the same strain as other operational 
systems, such as cleaning and 
sanitising procedures, and controlling 
numbers in venues, in the run up to 
Christmas. An efficient and high-
quality order and payment solution 
will be crucial in navigating these 
challenges and, after the rush of 
reopening, publicans should review all 
systems put in place over the summer 
before the festive season commences. 

OUTDOOR TO INDOOR  
Pub gardens have been a safe haven  
for publicans and guests alike during 
the reopening period. The fantastic 
weather, as well as scientific evidence 
pointing toward reduced virus 
transmission rates outdoors, has meant  
guests have flocked to the venues’ 
outside areas. For operators, temporary  
changes to planning legislation by the 
Government making it easier to serve 
guests outside were most welcome and 
provided much needed flexibility and 
increased capacity. 

But with the winter months 
approaching, 
outdoor 
areas will no 
longer be the 
saving grace 
for publicans 
and guests. 

OVERCOME THE CHALLENGES OF CHRISTMAS WITH THE SAVVY USE OF ORDER  
AND PAYMENT TECHNOLOGY, SAYS RICHARD CARTER, CO-FOUNDER OF ORDERPAY 

TECH DESIGNED TO 
ENHANCE & DELIVER   
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OPERATIONAL EFFICIENCY   
To really ensure optimal operational 
performance, tech solutions have to be 
completely integrated into all aspects 
of service, which needs real buy-in 
from staff. 

A significant barrier to staff 
engagement is the perceived trade- 
off/loss in tips, when customers use  
an order and payment solution. As  
a result, the tech is either completely 
neglected or deemed secondary to 
traditional customer service, meaning 
that the significant investment of both 
money and time is never redeemed in 
terms of operational gains or enhanced 
guest experience. 

At OrderPay we’ve incorporated 
a staff tipping functionality as part 
of our solution, removing this trade- 
off and reducing the barrier to staff 
engagement. 

Other features of the OrderPay 
solution also aid staff engagement and 
the integration of the solution into 
service. The ‘table service’ function 
allows for bills to be presented at the 
end of a visit, rather than paying for 
each round of drinks or meal, with 
both customers and staff able to add to 
a bill or tab. As a result, 
the order and payment 
solution isn’t detached 
from the rest of your 
service but is fully 
integrated. Having two 
systems that operate 
separately, one being 
your mobile order and 
payment solution and the other being 
traditional service will struggle under 

the strain of Christmas trading, but 
with table service, both are integrated 
allowing for far greater operational 
efficiency. Customers can enjoy the 
convenience of a mobile order and 
payment system, but also have the 
experience of great service from  
staff members. 

A MORE EXPECTANT GUEST   
As well as logistical 
challenges, 
operators can 
expect a less 
forgiving guest 
over the next 
few months. The 
excitement of 
returning to the 
pub, coupled with 
a certain amount 
of understanding 
and empathy 
toward challenges 
faced by pubs, will 
have dissipated. 
Previous mistakes 
and slow service 
that may have 
been forgiven 

will no longer be as palatable. This 
again points toward the importance 
of efficient operating systems, but 
also the need for operators to evaluate 
all aspects of customer experience to 
continue to drive sales and rebuild 
their business. 

A major consideration for operators 
when evaluating the customer 
experience provided by their mobile 
order and payment solution, is 
consumers’ usage of apps. There 
is significant research indicating 
that people use only a very limited 
number of apps – and only keep newly 
downloaded apps for a short period. 
Some operators have moved toward 
creating their own app. But taking into 
account the reality that consumers are 
highly unlikely to download multiple 

apps and also with less forgiving 
consumers this winter, operators 
should ask whether this is the right 
move for them. 

Similarly, operators who have 
chosen a web-based solution will 
likely have experienced pushback 
from consumers, due to the 
limitations of these solutions which 
make it very difficult to add genuinely 
experience-enhancing features. 

We strongly 
believe that, 
with the right 
functionality 
and experience 
available to guests 
in the palm of their 
hand, the right app 
will improve your 
guest experience 
and operational 
efficiency no end. 
One key piece of  
functionality which  
can only be executed  
as part of an app 
and that will provide  
a top rate customer 
experience during 
the Christmas 

period, is Gifting. During the 
season of goodwill, enabling 
users to gift a drink or menu 
item to colleagues, friends 
and family will create great 
engagement and help drive 
sales in venue, while you will  
also have the chance to surprise  

and delight your best customers with 
your own gifts to attract their custom. 

The autumn and winter months will 
be crucial for many pub businesses in 
their long-term recovery from this 
crisis. Operators should look closely 
at the tech solutions available to 
them and how they help provide an 
enhanced customer experience as well 
as seamless service that will be critical  
in overcoming the challenges ahead. 

For more information please email us on: 
sales@orderpay.com

 

www.orderpay.com

“TECH SOLUTIONS HELP PROVIDE  
AN ENHANCED CUSTOMER EXPERIENCE 
AS WELL AS SEAMLESS SERVICE THAT 
WILL BE CRITICAL IN OVERCOMING 
THE CHALLENGES AHEAD”
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www.inn-control.co.uk

LICENSED TRADE ACCOUNTANTS INN CONTROL PROVIDES BII MEMBERS WITH ITS 
TOP 10 TIPS TO HELP BUSINESSES AVOID THE BLUES THIS WINTER SEASON

10 TIPS TO GET YOU THROUGHa Covid winter
This has been a year unlike 

any other in (almost) 
living memory. While the 
resilience of our trade has 
been truly inspiring, with 

teams pulling together and embracing 
difficult conditions to keep businesses 
afloat, there are still challenges ahead. 
Maximising the key opportunities 
over the winter and festive period of 
2020/21 will be key to avoiding difficult 
situations come January and February. 

Here we have put together 10  
ideas in order to help you keep your 
finances warm as the nights get colder.

1ENSURE ACCURATELY COST 
MENUS AND BAR RANGES  

– as a result of the massive impact  
of the spring and early summer, 
there have been a variety of differing 
reactions from trade suppliers and  
the wider market. Ensure that your 
pricing structure is still working for 
you and that your cost of sales has 
not quietly increased under the radar, 
while you have been busy dealing  
with relaunching your business.  

2INTRODUCE MEASURES  
TO CONTROL PORTION SIZE  

AND OVERPOURING – never 
before has training and oversight 
been so important. While the 5% VAT 
rate has provided welcome margin 
support, wastage and over-serving can 
now be even more detrimental to your 
bottom line. With customers away 
from the bar, often the staff have less 
immediate pressure – ensure they use 
this time to minimise waste. 

3BE CREATIVE WITH EVENTS   
– traditional boom times for 

certain businesses (Halloween, Bonfire 
Night, Christmas Events/Late Night 
Local Shopping) will look different this 
year. Dependent on the latest advice, 
these events could still produce a good 
income, while remaining safe and 
socially distanced, if you are able to 
tailor it to your business. 

4 CHRISTMAS MENUS – get your 
offer and table plans in place as  

early as possible – even if bookings are 
lagging behind previous years. Strongly 
promoting your festive plans will give 
customers confidence to book. If you’re 
taking deposits, advertise that these 
are fully refundable in the event of any 
local lockdown.   

5SUPPLIER HEALTH CHECK   
– especially if you have a summer 

seasonality, now would be the time  
to ensure there are no oversubscribed 
services. Services, such as our business 
health check, can help you get the  
best prices from professional brokers 
to ensure you are not paying over  
the odds. 

6OUTSIDE TO INSIDE – if you 
can retain some outside space to 

increase capacity in the early autumn 
months by providing cover and heat, 
you could help to keep your social 
distancing requirements in place 
without dropping capacity. Obviously, 
any expenditure should be weighed 
against returns – use your accountant 
to produce a project valuation. 

7 CROSS-TRAINING WITH 
STAFF – time invested in staff 

flexibility has never been so valuable. 
Keeping staff costs low as flexible 
furlough reduces and ends could be 
the difference between success and 
business failure. Having staff that can 
fulfill various roles is a real boost. 

8 KEEP NEW CUSTOMERS 
INTERESTED – Eat Out to Help 

Out may have brought many new 
customers to your pub. Why not work 
with your accountant and stocktaker 
to potentially offer your own scheme 
for the winter months, to keep their 
interest and them coming back?   

9 MAKE SURE THAT FLOOR 
STAFF ARE AWARE OF 

DRINKS/DISHES THAT HAVE 
A GOOD CASH MARGIN AND 
PROMOTE THEM – up-sales training 
and a little knowledge of your most 
important lines can support your 
leaner times. 

10CASHFLOW IS KING –  
ensure that you spend time with  

your accountant looking at your budgets  
for the remainder of the year and 
2021. Things have likely changed in 
some way for every business, and your 
old budgets may not still be relevant. 

Should you wish to discuss  
any of the above, the team at  
Inn Control is here to support you.  
Just call 01604 805715 and our trade 
team would be happy to help. 



Complete  
point of sales system:
FREE 3 months trial
Improve sales and customer experience with Winpos

So what is it?
Winpos EPOS is a complete point-of-sale system, which includes  
a comprehensive support package. Optimised for the hospitality industry, 
Winpos is a complete tool kit for running your business. Imagine being able  
to do almost every business task or process through one system!

How much is it?
The basic price is only £95 per month which includes  
setup, training, hardware, software and ongoing support. 

As a BII member however, for the first three months  
you get everything for FREE, so you can test out  
the benefits.

And what’s in it for me?
Boost sales with a centralised stock control and account reconciliation

• Increase your ability to scale and grow with a scalable point-of-sale  
system including touchscreen tills, printers, scanners and swipe cards

• Make it easy to take payments on mobile devices
• Effortlessly managing allergy information with recipe information
• Uncovering what your customers like and want more of
• Increase spend-per-head

www.winpos.uk

Winpos has not only provided me an Epos solution that is right for my pub  
business, but did so to fit my budget, from sales to support, everyone has been  
very professional and great to get along with, and I wouldn’t hesitate  
to recommend them to any other pub-based business.”
COLIN JOHNSON, DIRECTOR, SOUTHERN COUNTIES TAVERNS
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To find out more or donate further please visit:  
tyrrellscrisps.co.uk/licensedtradecharity or call 0800 0566110

5 pence from each pack sold  
will be donated to the Licensed Trade Charity, to help pub  

people across Britain get back on their feet following Covid 19.
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