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SUPPORT

   BII’s Trusted Partners  
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Our Special Report 
shines a spotlight  

on career paths  
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in pub people 
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Local is better
enquiries@idcltd.com 0330 094 8788

All idc suppliers
are accredited to
BRC standard
or equivalent

No delivery charges

Next generation supply chain 
management systems

Bespoke management reports 
monitoring sales, performance 
and costs

Consolidated and efficient 
invoicing and statements

Quality local supply, reducing 
food miles and ensuring best 
possible freshness and quality

No minimum order

One national price

Dedicated customer service 
team to manage the entire
supply chain from ‘gate to plate’

Bespoke, managed product list 
with full cost and budgetary 
management

Up to 6-day service per week 
with orders provided on a day 1 
for day 2 basis

Add variety and local provenance to your menu

idc source top quality, local products at national supply prices. Our technology,
combined with in-house expertise, means we can make local supply work for you on

a national scale.

Call us today to find out how you can save time and money, whilst adding amazing
local produce to your menu.

new supply partners of BII
Introducing
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Tel: 01590 679655  E: holidays@newforestcottages.co.uk  www.newforestcottages.co.uk

in and around theNew Forest
Picturesque holiday cottages30
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L ast year proved to be the most 
difficult and challenging period 
that our pubs have ever faced, 

but it also served to show why our pubs 
really do matter. It highlighted the 
importance of pubs beyond their  
contribution to the economy and 
employment, in terms of the critical role  
they play and the genuine value they 
bring as the heart of their communities.

It has been devastating to watch first 
class operators adapt their businesses 
to meet all of the Government 
requirements, to then face further 
and further unfounded restrictions. 
We understand how many of you 
feel singled out by the Government 
imposed restrictions on our pubs.

The BII has remained clear over the 
last few months, that if Government 
implements restrictions resulting in 
your businesses being unable to operate 
profitably, then realistic business 
support is needed.

Whilst many elements of the package  
of support provided by Government 
have been welcomed – not least the 
extension of furlough until March and 
the initial grant 
support – our 
pubs remain 
in desperate 
need of further 
support right 
now. We have put a clear case forward 
for Government support that’s needed 
to safeguard our pubs in the short-
term, as well as longer term measures 
to aid recovery throughout 2021, in 
the form of cancelled business rates 
and the reduction of VAT across all pub 
sales –including alcohol. 

Away from Government, it’s 
heartening to know that the British 
public will not easily forget how their 
communities were held together 
by the kindness, generosity and the 
hard work of their local pubs. And if 
this time has taught us anything, it is 
that you – our members – are to be 
celebrated and cherished as special, 
unique and irreplaceable. 

We genuinely mourn for those 
businesses lost and for the lives of those 
who have been significantly impacted. 
And we want to ensure that those who 
remain, do so as stronger and better 
prepared operators, 
powered by the energy  
of their determination  
and their teams. So many  
of you have shown 
incredible resilience, 
constantly searching for 
and adapting to a better 
way forward – one that 
will allow you to trade positively and  
to rebuild your business in 2021.

Past recessions have taught us that 
hospitality is usually the early casualty 

in any downturn, but is always the first 
to bounce back. 

Reading the strong messages and 
spectacular achievements of our 
members among the winners of the 
Heart of the Community Awards 
(pages 13-17) and seeing the unrivalled 
support and investment in your people 

BII CHIEF EXECUTIVE OFFICER STEVEN ALTON CBII 

IF THERE IS ONE MESSAGE FOR 2021, IT’S THAT PUBS MATTER 

PUBS MATTER

“PUBS BRING US TOGETHER. THE BII  STRIVES 
TO BRING ITS MEMBERS TOGETHER TO INSPIRE, 
DEVELOP AND SUPPORT YOU IN ALL THAT YOU DO” 

– as highlighted in our NITAs (page 23) 
is proof, if ever it was needed, that the 
UK’s hospitality sector is once again 
ready to lead the ‘new world’ charge 
that’s coming.

And what we have got is a stronger 
sector, one that has diversified, 
sharpened and evolved to morph its 
way out of this crisis. From tech that 
enables great table service, online 
bookings, ordering and payments, to 
cleaner, safer and more customer-
focused environments, our members 
tell us that they have taken and used 
this time to look at, assess, question 

and rebuild their businesses 
to enable their recovery in 
the coming year. 

Your BII will continue to 
support and supply you with 
the necessary tools, services 
and insight, while sharing 
the many inspiring stories 
from across our UK-wide 

membership. We are here to help carry 
the load, while pushing for clarity and 
further assistance from Government.

As 2021 begins, our momentum 
builds as we continue 
to champion our  
sector as the fantastic, 
vibrant place to work 
and socialise that it is, 
working closer than 

ever before with our fellow key trade 
and industry bodies, UKHospitality, the 
British Beer & Pub Association (BBPA), 
CAMRA, SIBA and Pub is the Hub. 

Collectively and collaboratively,  
our industry is speaking clearly, loudly 
and with authority to Government 
Ministers, officials and journalists  
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B I I  N E W S

Tom Kerridge (left) and his team 
at the Hand & Flowers in Marlow 

received the BII’s Heart of the 
Community Award for their 

‘Meals from Marlow’ campaign

This year marks BII’s 40th 
anniversary and we will be 
using this, and the return 

of the Licensee of the Year 
Awards, as the perfect excuse  
to celebrate how special and 

important pubs are to us  
and the nation as a whole. 

As we begin the search for  
the winner of our Licensee of the  

Year Award 2021, we do this in the 
full knowledge that 2020 has been 

the most challenging year pubs have  
ever faced. Yet licensees have never 
been more resourceful, adaptable  

and resilient – and never have  
your achievements and triumphs  

been more hard won. 

WE HOPE YOU WILL SHARE YOUR 
STORIES WITH US BY ENTERING  

THIS YEAR’S AWARDS  
and, in doing so, reflect upon  

the ups and the downs, the battles, 
the losses and the gains. 

These special awards  
in BII’s very significant 40th year 

will culminate in a massive 
celebration in London on June 15, 

at our SUMMER EVENT – and  
quite frankly, we can’t wait!

Visit our website, WWW.BII.ORG  
for full details on the entry criteria 

and how to apply.

JANUARY 18 
OFFICIAL LAUNCH OF BII’S  

LICENSEE OF THE YEAR AWARDS

JUNE 14 
FINALS JUDGING DAY

JUNE 15
BII’S SUMMER EVENT 2021

in every forum available, to keep up the 
pressure for more and better assistance: 
from 5% VAT – which we want to see 
extended to drinks – to continued 
business rates relief, extended furlough, 
grants and more. 

We may feel at times that our pleas 
have fallen on deaf ears, but we must 
not lose sight of the ground gained 
since the beginning of the pandemic. 
Hospitality is making headlines, week-
upon-week, and everyone is waking up 
to what they face losing – an important 
and vital part of our nation’s heritage. 
A community resource that provides 
sustenance for the soul. 

Last summer’s successful return to  
the pub for many only serves  
to give us hope that 2021, 
once restrictions are 
eased and ultimately 
removed, will see the vast 
majority of customers 
return with confidence.  
A confidence built upon 
and nurtured by your 
absolute commitment to 
deliver safe, social places.

Your existing customers 
hugely value their local,  
but we believe you will also be 
welcoming new customers; those 
who have benefited from the grocery 
stalls and home-delivered takeaways 
that many of you have provided. This 
period has shed new light on our pubs, 

as essential hubs of the community, 
providing safe and inviting places for 
people to personally reconnect with 
friends and family.

Possibly for the first time, people 
are beginning to understand that pubs 
aren’t just about the food or the drink 
– you can buy that anywhere. And this 
was a message expertly put across by 
Tom Kerridge in his BBC Two series 
‘Saving Britain’s Pubs’, which featured 
Amy Newland and Ian Durnall, BII 
members and Heart of the Community 
winners (on this issue’s cover). 

Pubs are: community, conversation, 
humour, entertainment, celebration, 
commiseration, support, wellbeing,  

an antidote to loneliness and being 
part of something special. 

Pubs bring us together, 
and your BII strives 
to bring its members 
together to inspire, 
develop and support  
you in all that you do.  
We absolutely believe that 

by working together, we 
are stronger and we can 
keep moving forward with 
determination and courage,  

as you rebuild your businesses. 
At the end of the day, we are all  

in no doubt about how much our  
Pubs Matter. 

Display with pride – your 
2021 membership badge   

HUNT  
BEGINS 

FOR  
LOYA 2021 
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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

K erridge’s view of the 
business had been 

pivotal, she explained: “I’m 
glad we did the programme, 
not because of all the people 
who got to see it, but because 
we had a fresh pair of eyes 
on the business. I had always 
wanted to do more with the 
pub, but Ian thought it was 
too risky. Tom assured us 
that nothing was going to 
get any better until we did 
something big.”

She said that all too often 
a fear of change and being 
scared of upsetting people 
was what held publicans 
back from making crucial 
business decisions. 

“We recently replaced 
Guinness with a Cornish 
stout, St Austell’s Mena Dhu, 
because no one was drinking 
it. But how often do pubs 
keep a beer on just for one  

of their regulars?  
“Traditional pubs are 

dying out and we have  
to be prepared to change to 
survive – that means stop 
worrying how we might 
upset John, or whoever, 
from down the road,” said 
Newland, adding while 
locals had been ‘voices of 
doom’, to their demolishing 
a wall of their 300-year-old 
inn, feedback to the new 
space had been phenomenal.  

The couple invested in the 
region of £50,000 to open up 
the bar area to make more 
of the panoramic views of 
the amazing countryside – 
with help from local builder, 
Trevor, to finish the project. 

“It’s an anxious time 
and we still have no idea 
what’s going to happen next. 
Cornwall is doing well at 
the moment, but we’re just 

25 miles from Plymouth 
and our Tier could change. 
Tier 2, I believe, is the worst 
because we’ll be turning 
people away, which can only 
destroy a pub.”  

She added: “When you 
consider what we contribute 
to Government, including 
54p a pint in beer tax, it 
doesn’t make any sense for 
pubs to be ‘picked on’ in the 
way they have been. People 
don’t understand all that  
we do; many think that we 
get out of bed at 11.30am  
and open the doors at 
midday – Saving Britain’s 
Pubs has shown people what 
it really means to run a pub  
– the work and hardship.” 

The White Hart’s shop  
and takeaway meal 
service won it one of  

the BII’s Heart of the Community 
Award (turn to pages 13-17). 

Freehouse owner Amy Newland MBII, who runs the White Hart in Chilsworthy, 
Cornwall with partner Ian Durnall, says having the support to make the big changes 
has been a lifeline, thanks to appearing in Tom Kerridge’s Saving Britain’s Pubs BBC 
Two programme last November.  

PUBS MUST TAKE COURAGE
TO MAKE VITAL CHANGES

Saving Britain’s Pubs

“
“

In terms of 
communication 

over the last 
six months, 
BII has been 

amazing. What 
you guys are 

doing is tailored 
to our industry 

– it’s the best 
researched and 

most useful.  

I really like  
the member 

surveys. 
These are very 

helpful in 
understanding 

what’s going on, 
the impact  

on other 
businesses  

and how they’re 
responding. 

While 
interesting 

reading, they are 
a good gauge for  
what’s ‘normal’.

JAMES BARBOUR 
Corner 5 Restaurant  

Box End Park  
Bedford  

Find out more about 
James in our  

Meet The Member  
profile on pages 42-43. 



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

U P  F R O N T
U

P
 F

R
O

N
T

 /
 7 

OCTOBER SAW  
A 42% DROP IN THE  

VOLUME OF COMPLAINTS,  
according to the monthly  

Customer Sentiment Tracker from  
Feed It Back and KAM Media, which  

monitors feedback from more  
than 89k customers to help the 
hospitality sector keep a track  

of how customers  
are feeling.  

Plan now for the tax 
bills and repayments 

Licensed trade expert 
David Jones of David Jones 
Accountants reminds BII 
members not to forget that 
tax liabilities for the Covid-
related business support will 
need paying.  

“The Business Rate Grant of 
£10,000 or £25,000 was not a tax-
free gesture and if you’ve taken 
advantage of deferring other 
payments, borrowing money or 
postponing VAT bills, at some point 
these will all need paying. Don’t 
let it come as shock when the time 
comes by not planning for it now, 
as it could derail your business’s 
recovery further down the road,” 
said Jones. 

Other advice to members included, 
that any businesses having to make 
staff redundant were advised to 
plan ahead and give the individual 
notice to take holiday while 
furloughed, otherwise untaken 
days would have to be paid.   

“It may be unpalatable to have to  
think about these things, but you  
have got to take steps to protect 
your business and the people still  
employed within it,” he said.  

“This trade shows an amazing  
level of resilence and 

positivity. It is an industry  
that is fundamental to 

society, family, friends  
and community 
and it is crucial that 
it is protected. It’s 
hugely damaging to 
communities when 

pubs close down.” 

For more info contact  
info@drjaccountants.co.uk.

Tax

Now is the time to work on  
and understand your business: 

analyse what cash you have available 
(including access to bank loans and 
other credit) and prepare for what’s 
to come. 

“Cash is what every business is 
going to need to survive. Nobody 
knows what’s going to happen next, 
so the ability to plan, forecast and 
prepare various business models 
will be essential in order to face the 
external factors that you will have no 
control over. 
Cash in the 
business is what 
will allow you 
to last,” said 
Temperton.

When it 
comes to getting 
help, he added, 
the first port of 
call for tenants 
and lessees 
should be their 
pub operator 
or brewer, for 
freetraders the 
bank or brewery, 
he advised. 
“When you 
approach your 
pubco, brewer 
or bank for 
help, go to them with a full business 
analysis that will fully illustrate how 
long your business has left.  

“Use cash flow calculations to 
show at what point you expect to start 
making a loss and, from a commercial 
point-of-view, how long you can 
survive. Producing hard evidence 
in the form of a business model that 
shows where you are now and where 
you will be in six-months, along with 
all the financial information, stock 
take records, accounts, staff wages, 
etc, will give you the best chance of 
getting support,” he said. 

Businesses had to prepare 
themselves for lower consumer 

Analyse, plan and prepare for the worst over the next 6 to 12 months,  
is the sombre message from Geoff Temperton, Managing Director  
of hospitality business specialists, Roslyns. 

Business

SURVIVAL IS DOWN TO  
CASH FLOW, PLANNING  
AND PREPARATION

confidence levels, as Covid-related job 
losses and business failures hit, plus the 
looming economic fallout from Brexit, 
which would upset food prices, the 
supply chain and recruitment.  

Temperton advised publicans 
to follow in the footsteps of big 
businesses, which had been planning 
to the ‘nth degree’ and reducing 
spending through the introduction 
of smaller menus, lower staffing 
levels and generally cutting back 
on everything that didn’t affect the 

customer 
experience 
and service. 

“The 
trade has 
undergone 
the equivalent 
of six years’ 
of change in 
six months, 
and using 
the ‘Kübler-
Ross Change 
Curve’ as way 

of an illustration, 
that brings shock, 
denial, frustration 
and then depression. 
If you can’t get out 
of this depression, 
it’s over. But if you 
have a plan, you will 
experiment with 

different ways of trading and make 
new decisions, which will 
bring positivity and 
result in a higher 
performance, and 
more advanced 
levels of 
competency 
than you 
started out 
with,” said 
Temperton. 

BII Trusted Partner, 
Roslyns, has more  
advice on pages  
64-65 in this issue. PH
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UP FRONT
A ROUND-UP OF NEWS, VIEWS AND BUSINESS TIPS

Chris and Deb Irwin MBII took over 
Shepherd Neame’s award-winning 

gastro-pub, The Kings Head in Wye,  
at the end of August. Not the best time 
to take on a new business in a new 
sector, you might think, but the  
Irwin’s are used first-hand experience 
of successfully navigating previous 
recessions to make a success of their 
dream pub. 

“We might be new to the trade, but 
I started my own events company in 
2006 and went through two global 
recessions. I see this at just another 
one of those and, with the great 
support we’ve been getting from the 
brewery and our suppliers, we’re just 
cracking on with it,” Chris Irwin told 
BII News. 

“Taking over at the end of August 
meant we missed out on the Eat Out 
to Help Out scheme, but we launched 
our own version and this really 
helped. And although we were down 
in terms of turnover, we held onto 

our profit margin. Our takeaway offer 
has been flying too, breaking our own 
projections,” he said. 

“We are putting as much money 
away as we can as a contingency fund, 
to keep us going until trade returns.”  

Their takeaway offer, which covers 
its costs and provides ‘a bit’ extra for 
the pub, offers pizzas, Sunday roasts 
and favourites, such as sausage and 
mash and handmade burgers. Their 
Chef bakes all their own bread and 
even makes their own chocolates,  
to serve for free with their coffees.  

“When it’s your business and 
money, you’re prepared to work hard 
and we have an amazing team. 

“One of the first things we did 
when we took over was to pay more to  
any staff we believed were under-paid  
and under-valued. Everyone is as 
important as everyone else and by 
making this an enjoyable place to 
work, that feeling of goodwill will 
passed on to our customers.” 

Using experience of working through two global recessions  
is helping one Kent couple find success with their first pub. 

LESSONS FROM RECESSIONS
HELP NEW TENANTS  
NAVIGATE SAFELY 

Covid-proofing

Go to work  
on a pub breakfast

A full English breakfast joins 
the takeaway and delivery 
offer from Mark Holden FBII 
and his Inn Cornwall team, as 
they seek to expand the new 
‘Pub Grub’ food offer across  
all the day-parts. 

“They are proving really popular with 
builders and construction workers on 
sites who want a full English breakfast 
delivered to them in the morning,” 
said Holden, who is charging £8 per 
breakfast, including VAT and delivery. 
“Even if it’s just one order, we are still 
happy to deliver, because it’s about 
putting our neck out to show we are 
open and here to serve from 8.30am 
to 8.30/9pm.” 

Breakfasts as a day-part represent 
a huge opportunity for pubs, with 
demand growing year-on-year.  
Worth an estimated £7bn, breakfasts 
are forecast to be worth more than 
£12bn by 2030 (figures pre-Covid).  
On average, the UK adult consumer 
eats breakfast out-of-home 1.9 
times per month, according to Simon 
Stenning at Allegra Strategies. 

Inn Cornwall, which operates 
three pubs – The Victoria Inn in 
Threemilestone, The Victoria Inn 
in Roche and The Norway Inn in 
Perranarworthal – invested in a fleet 
of electric vehicles last summer as it 
geared up its takeaway and delivery 
services, marketed as ‘Pub Grub  
– call the pub for your doorstep grub’. 

The offer was extended over the 
Christmas period to include  

an office party pack, which was 
well received, said Holden. 

Diversification
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Charity

Marketing

Drinkers keen  
to experiment  

with new brews
Local and independent 

brewers are proving 
increasingly popular with 

beer enthusiasts post-
lockdown, according to 

research, which identified 
that 91% of drinkers had 
tried a beer that they’d 
never consumed before.

Feedback from 800+ craft  
and modern beer consumers in 
October 2020 identified changes 

in their behaviour following  
the first lockdown, which saw  

a move to trial new brands  
and actively seek out local and 

independent beers. 

The research is the first in  
a series of reports focused  
on tracking the behaviour  
of UK ‘beer enthusiasts’,  

a collaboration  
between Brew/LDN  

and KAM Media.  

Average on-trade spend  
on beer per week is  
£26.89 and average  

off-trade spend  
per week is £25.22. 

22% of beer enthusiasts 
consumed an alcohol-free  

beer in the last two months. 
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Run entirely by volunteers, they collected donations of £25 per 
child to provide a toy sack each. 

The pubs, all in the North West, were the: Spinners Arms, 
Grapes, Victoria, Freemasons Arms, Albion Inn, Champs Sports 
Bar & Grill, Boars Head, Devonshire Arms, White Lion, Railway, Packhorse,  
Sir Robert Peel Hotel, The Ivy Leaf, Woodley Arms, Red Lion, Crown, Rock Horse, 
White Horse, Garricks Head, Farmers Arms & Champs Urmston. 

Gavin Wolstenholme of the Ivy Leaf Hotel in Macclesfield,  
Cheshire and 21 other Punch managed pubs were on  
a mission to ensure local children experienced the magic 
of Christmas and received a present. 

PUNCH PUBS DELIVERED  
CHRISTMAS MAGIC

“What’s not good is to go 
back to your old ways,” 
he told BII News. “Pubs 
need to see themselves as 
distributors of stuff – like  
a shop. You have something  
great to sell and you need 
to think about all the 
different ways to 
sell it.” 

McCulloch 
continued: 
“What are you 
curating? If it’s 
your homemade 
pickle or 
sandwiches, 
why not get 
them listed to 
sell on Amazon? 
If customers talk 
a lot about your 
furniture or glassware, start 
selling that! Whether you 
use Deliveroo or whatever, 
it is time to get ‘you’ to  
your customers.  

“People have got to start 
thinking AAA – any time, 
any place, anywhere,” 
he said. “If customers love 
your cask beer, get it out to 
them. How about creating  
a drive-thru in your carpark?” 

McCulloch said that much 
of the diversification 
successfully delivered by 
many pub businesses were 
things people should have 
been doing already, to keep 
up with the ever-changing 
marketplace. 

“It puzzles me 
that people 
had become 
complacent and were 
not keeping up with the 
way the market was 
moving. People got caught 
napping on their couches, 
just taking what was being 
giving to them. Too many 
pubs literally just opened 
their doors and expected 
people to come in,” he said. 

“There’s something 
to be said for healthy 
paranoia – that fear that 
what you have created 
will be taken away 
from you tomorrow. 
Coronavirus has created 
that situation for many 

people and now it’s time 
to put yourself outside 
of your business and 
see what you could do. 

“Ask yourself: if 
alcohol became 
banned, what would 
I do? Shut down, or 
reinvent myself?  

It’s about sparking 
those thoughts, 
those ideas 
and having the 
mentality that 
if you can’t get 
through it, around 
it or over it, then 

break the glass that’s there 
for an emergency.” 

He added: “Once a quarter 
or even once a year,  
take a day out of the 
business to ask yourself 
the ‘what if’ nightmare 
question. It can only 
improve your business.”  

Everyone has got a plan, until they’re punched in the face – and we have 
all been punched in the face. That’s how marketing guru Mark McCulloch 
described the current trading situation for many pub businesses, which 
were fighting to survive the trading restrictions and rules.  

Any time, any place, anywhere “

“

For me, the BII is  
the fall back support,  
a family of sorts, like  

a knowledgeable parent 
or friend, where you know 
the advice does not always 

have to be followed  
but is solid, trusted and  

the best you will find.

NICHOLAS BEARDSLEY 
The Olde Fleece  

Stroud, Glos 
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Youth employment 

Motivating staff to 
work harder for you
Empowering your team members  
to take a more pro-active role  
in the business can bring huge 
benefits, in terms of higher 
customer satisfaction and increased 
sales, says Anthony Ringer of 
business specialists RS Hospitality.

“It’s about each team member 
understanding how they can contribute 
more to the bottom line and, therefore, to 
the success of the business. For example, 
regularly briefing your barstaff to know 
which drinks offer the best GP, or which 
beer barrel or bottle of wine needs 
actively selling to prevent any wastage.” 

Ringer suggested a return to a focus 
on ‘hotspots’: eye-catching places to 
put premium products on the back 
bar or dishes and drinks on the menu, 
to encourage customers to choose 
those over something else and thereby 
maximise the sales opportunities. 

A little healthy competition is also good 
amongst the team, he continued, even  
if it was just giving £5 each week to the  
team member who sold the most desserts,  
or the most expensive bottle of wine.

“It’s also a fact,” he said, “that when staff 
engage more readily with customers, 
spend time chatting with them and asking 
about their day, etc, that they are more 
likely to stay for longer – and spend more.”

Review your staff hours  
Don’t just rota staff in from 12-3pm 

or 5pm-12am. Use your till system or 
cellar monitoring equipment to identify 
the peak times and rota on a 15-minute 

basis. If you’re busy at 7.30pm,  
don’t get staff to arrive at 7pm. Five 

minutes before is all that’s necessary.  

If your pub gets quiet towards  
last orders, stagger staff hours,  
to have fewer staff on duty for closing 
time. Being smart with the rota might 

save you £100s a week. 

Top tips

T he Kickstart role must be totally 
new and not affect any existing jobs 

within the business. Employers will 
also receive £1,500 per person to help 
with support and training. In return, 
an unemployed youngster gets valuable 
on-the-job experience.

Each Kickstart employee will be 
paid to work 25-hours-per week for  
a six-month period. Employers are 
given the option to top-up wages, 
should they wish to pay over the 
National Minimum Wage, or extend 
the person’s weekly hours. 

HIT Training’s Robert Bird said that 
the new Kickstart programme provides 
businesses with the perfect chance to 
expand or explore new opportunities. 
He encouraged employers to apply now 
for new roles that they think could 
support the business over the spring 
and summer.

“There is already a waiting list to 

apply, with applications taking 8-12 
weeks to process, so if you think you 
may be able to help a young person out 
of unemployment, I’d advise you to 
start applying now,” he said. 

Applications to the scheme, which 
are being accepted until December 
2021, are through intermediaries, such 
as HIT Training. Full checks to assure 
compliance will be carried out.  

While intermediaries will support 
applications, it’s the local Job Centres 
that will find suitable applicants. Bird 
advised employers to be clear about 
what they want and to restrict the 
number of applicants to, say, 10 to keep 
it manageable.

“Kickstart is about doing the right 
thing and helping 16-24 year olds get 
into employment,” said Bird. “Ideally, 
it will lead bright and enthusiatic 
individuals into traineeships and onto 
apprenticeships within businesses.” 

Kickstart gives businesses the chance to expand their offer  
and team by employing a 16-24 year-old, paid for by the 
Government, with an added incentive of £1,500 per starter. 

KICKSTART 2021 BY SIGNING  
UP TO THE NEW YOUTH  
EMPLOYMENT SCHEME
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KICKSTART
To apply (under 30 roles):  
applications for Kickstart  
must go through an 
intermediary and can  
be made from now until  
the end of December, 2021.  

Speak to your training 
provider or BII to find  
out the easiest way  
to get involved. 

The intermediary/training 
provider will act as a buffer  
between your business and 
the Government. It will also 
provide the template to 
make the initial application, 
as well as paying the £1,500 
incentive and the persons’ 
monthly salary.

To find out more go to 
www.gov.uk/guidance/apply-
for-a-kickstart-scheme-grant-
29-or-less-job-placement. 
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Over the next five pages, BII News celebrates the magnificent achievements of publicans 
and their teams. Whilst sadly there’s not space to feature every one of our winners,  

each will receive a letter from our CEO and a window sticker for their pub 

AN INDUSTRY BURSTING WITH HEROES: WE COULDN’T BE PROUDER OF THE AMAZING,  
KIND AND GENEROUS PEOPLE WORKING AT THE HEART OF THE HOSPITALITY SECTOR  

 

LUCY BONNER   
Brewery Tap, 
Furneux Pelham, 
Herts
From setting up a shop  
to providing a village 
playground for local  
families, Lucy, mum 
Ebe (pictured) and 
the team have proved 
themselves to be the 
heart and soul of their 
community.

MOLLY THOMAS  
The Swan, 
Braybrooke, Leics
Front-of-house 
Manager Molly and 
the team helped 
create the Braybrooke 
Together support 
group for anyone 
shielding or unable  
to get out locally.

SHARON 
HOOKINGS
Red Hart Inn, 
Blaison, Glos
Sharon and her team 
rallied together to 
create a contactless 
delivery service 
that kept the pub 
community connected, 
and also raised funds 
for charity through 
virtual pub quizzes.

DARRAN & 
CAROLINE LINGLEY
Five Bells,
Colne Engaine, Essex
Home to the ‘army 
of volunteers’ during 
lockdown, the Lingleys 
remained at the heart 
of community support 
throughout, and even 
entertained locals 
with their live cookery 
programmes.

PAUL DEXTER
The Old Swan, 
Northampton
Paul launched his 
‘Pub-in-a-Box’ to fund 
free stews for his 
village’s most isolated 
residents. Helping 
locals stay in touch with  
the pub and its sense 
of community too.

HANNAH-JANE 
HARRISON & 
DAVID HAGUE
Duke of Wellington, 
Shoreham, W Sussex
This vibrant local, 
usually known for its 
ales and live music,  
pivoted to provide 
takeaways and  
a delivery service. 

CHERYL BREW 
Spanker Inn,
Belper, Derbys
Cheryl and partner 
Paul have been 
lovingly restoring 
the pub to give their 
community back 
its local. From an 
‘essentials’ store’  
in lockdown to a cafe 
offer, they’re looking 
after their locals well.

KELLY & JAMES 
WALTERS
Eagle Tavern, 
Heage, Derbys
Known for their  
fund-raising exploits, 
the couple kept coming  
up with new ideas to 
fund and install a life-
saving defibulator  
in the village.

BILLY CALLAWAY 
& RYAN STACEY
The Pheasant, 
Highclere, Berks
With 35k children in 
W Berks registered 
for free school meals, 
the couple made 
food boxes for those 
missing out on their 
daily school lunch. 

Heart  
Communityof the

S U P P O R T E D  B Y 

EMMA & MARK 
FLYNN 
Commercial Inn, 
Leeds
Emma & Flynn kept  
in regular contact 
with their locals, while 
encouraging them 
to meet up safely for 
daily exercise, walks 
or just coffee, as well 
providing food parcels 
to the vulnerable.
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AWARDS 2020

MARK MARRIOTT 
The Cannon, 
Gillingham, Kent
Mark and his team 
take pride in and care 
of their community,  
by supporting them  
with takeaway beer, 
street bingo, quiz 
nights and more.

GAVIN PRICE 
Fountain Bar, 
Aberfeldy, P&K
Gavin and his team 
dished out in excess of  
40,000 free meals to 
over-70s self-isolating 
locally throughout the 
pandemic, providing  
a free hot meal, direct 
to their door each day.

GAVIN 
WOLSTENHOLME
Ivy Leaf Hotel, 
Macclesfield, Ches
The team at The Ivy 
Leaf used lockdown  
to help raise money 
for a defibrillator in 
the village, they have 
also been running  
a takeaway service.

SALLY PICKLES 
Bowgie Inn, 
Newquay, Cornwall
While Andy pulled 
veggies, Sally 
produced meals and 
created live streams, 
connecting locals with 
people from all over 
the world. 

TARA ELLIOTT 
Kings Highway, 
Rowditch, Derby
After a local school 
burnt down, Tara and 
the team opened their 
doors to give children 
a much needed place 
to study and feel safe.

ADAM NOBLE 
Jolly Brewers, 
Shouldham Thorpe, 
West Norfolk

Along with a shop, 
Adam signed up to 
Resolution Pubs’ 
£12,000 ‘give back’ 
scheme to thank 
customers for  
their support.

MARTIN DURRAD 
The Garibaldi, 
Knaphill, Surrey
The Garibaldi stepped 
in to raise well over 
£1,700 for their local 
hospice, which was 
struggling to raise 
funds over lockdown.

ANDY PICKLES 
Bowgie Inn, 
Newquay, Cornwall
Andy swapped pulling 
pints for pulling up 
vegetables, to help 
support the local 
farmers and make 
sure all the vegetables 
were harvested.

AMY NEWLAND  
& IAN DURNALL
White Hart, 
Chilsworthy, Cornwall
Amy & Ian (featured 
on the cover and p6) 
extended their shop, 
providing deliveries 
and takeaways to  
their locals.

GEORGE GILLETT
The Plough, 
Effingham, Kent
George and his team 
were super busy in the 
kitchen, providing over 
800 free fish and chips 
to those aged over-70 
in the village during 
lockdown.

ANITA GEORGE
Logan Rock, 
Treen, Cornwall
Anita and her team 
haven’t stopped 
supporting – takeaways,  
quizzes, fundraising, 
sports sponsorships, 
as well as delivering  
daily newspapers to 
the vulnerable.

CEE-JAY WILLIAMS
Junction Tap, 
Woking, Surrey
Cee-Jay spent 
lockdown and 
beyond using his 3D 
printer to make more 
comfortable PPE 
equipment for NHS 
healthcare workers.

NATALIE DYSON
Red Lion, 
Shobrooke, Devon 
This family-run pub 
set up an online food 
ordering service, 
along side a ‘meals 
on wheels’ provision 
to support the 
vulnerable and those 
locals shielding.

HEATHER 
BRANDWOOD 
The Bellflower, 
Preston, Lancs
Heather and the team 
kept the community 
going with various 
good deeds and 
services, from home 
deliveries to setting  
up a food bank. 

BII Heart of the Communi ty 

EMMA PIPER 
Erpingham House, 
Norwich
Meditation classes 
were provided to 
help keep people’s 
spirits up and support 
anyone struggling.
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SHIV LEWIS 
The Garibaldi, 
Redhill, Surrey

Shiv worked extra 
hard during lockdown 
to keep supporting the 
community through 
an online click and 
collect grocery service.

GEMMA LOVE
The Quart Pot, 
Wickford, Essex
Gemma has supplied 
over 1,500 sets of 
scrubs, scrub bags 
and hats to the NHS. 
The Quart’s team also 
supplied food to the 
homeless and children 
during half-term.

DANIEL 
LOWBRIDGE 
Lincolnshire Safer 
Communities, 
Ashby, N Lincs

Although not a pub, 
the work Daniel  
and the team do at 
the Lincolnshire Safer 
Communities helps 
keeps people safe, 
giving young adults 
the chance to gain 
qualifications and 
engage with the wider 
community. 

CHRIS HERRING
Stirrup Cup, 
Barton Seagrave, 
Northants
Awarded for their 
community work 
over lockdown, Chris 
& Mark Hindwood, 
delivered hot food 
seven days a week, 
and hampers to 
celebrate VE Day.

JOANNE FARRELL
Windsor Castle, 
Marple Bridge, 
Greater Manchester 
Joanne and the team 
made a collection of 
food and drink for 
NHS workers at their 
local hospital, and 
created a street food 
offer for locals.

SAMANTHA 
& SIMON 
STONEHOUSE
The Black Boy, 
Headington, Oxon

The Black Boy cared 
for the vulnerable 
with food deliveries, 
delivering smiles 
and kindness along 
with free hampers 
to cheer people up. 
Samantha and Simon’s 
children even spent 
their pocket money 
on Easter eggs for the 
children in the village.

SARAH SIMMONDS 
& JUSTIN PRIOR 
Three Mariners, 
Oare, Kent
Providing groceries 
and deliveries to 
vulnerable people in 
the village, including 
takeaway feast nights, 
the couple created  
a WhatsApp group to 
keep people in touch.  

TREVOR BROWN 
Pickled Ploughman, 
Adderbury, Oxon
Trevor raised over 
£2,600 for Katharine 
House Hospice and 
was awarded the 
‘Unsung Hero’ award 
by Banbury’s MP 
for his services to 
the community over 
lockdown.

GEORGE 
CAMPBELL & 
DANIEL DUNNE
Spread Eagle, 
Bromley Cross, Lancs

George and Daniel kept 
their community going 
by swapping pints  
for produce as they 
turned the pub into  
a shopping hotspot.

MARK HOLDEN
Inn Cornwall, 
St Austell, Cornwall
Delivering over 
25k meals during 
lockdown, Mark and 
the team provided 
comfort, hope 
and some form of 
familiarity. They 
also gave away soft 
drinks to NHS Key 
Workers and stayed 
in touch with regulars 
who would 
otherwise have  
felt isolated. 

LISA & NEIL 
STAPLES 
The Crown, 
Gayton, Norfolk

Lisa and Neil reached 
out to NHS frontline 
workers, offering their 
three B&B rooms 
for free to nurses 
and doctors being 
brought into Norfolk 
during the height of 
the pandemic. They 
also set-up a website 
to assist other local 
businesses to offer 
similar support.

BII Heart of the Communi ty 
S U P P O R T E D  B Y 

SANDRA DAVIES 
The Swan,  
Thornbury, Bristol
Described as a lifeline 
during lockdown, 
Sandra and the team  
raised huge amounts 
of money for local 
charities, and collected  
clothing and useful 
items to sort and give 
away to the homeless.

DOREEN CAPPER
Mount View Hotel, 
Penzance, Cornwall
Doreen delivered low 
cost meals to those 
who were isolating 
and in need.

DANIEL PILLEY
Nine Jars,   
Haverhill, Suffolk
Daniel and the 
team cared for their 
locals with surprise 
deliveries, as well as 
supplying essentials.

JAMES BAMBURY  
The Bull,  
Broughton, Leics
James and the team 
raised over £7,000  
for the funeral of  
a local homeless  
man. They also set up 
a fruit and veg stall in 
the car park for local 
businesses to use.
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MICHAEL 
COSGROVE 
Blue Bell Inn, 
Desford, Leics
Michael set up a pub 
shop and delivery 
service for anyone 
who needed it. In the 
evenings, he provided 
virtual entertainment  
through Facebook Live, 
with quizzes, bingo  
and even DJ nights.

STEPH CARR & 
SAM LIVERTON
Old Ham Tree, 
Holt, Wilts
Steph and Sam’s 
delivery and takeaway 
service helped ensure 
that they could retain 
two staff members who  
live locally to the pub.

NICK BOTTING
The Angel & Crown, 
Richmond
Nick cooked hot daily 
meals for more than 
30 homeless people 
throughout lockdown. 
Local charity Spear 
directed rough 
sleepers to the service.

ZANNA PATCHETT
The New Inn, Norton Lindsey, Warwicks
As a community-run pub, Zanna and the 
committee team at The New Inn really made 
sure the people in the village knew they were 
there to help, by supporting them with any 
issues. They set up a takeaway and a delivery 
service together with a shop selling the basics.

TOM AIKENS    
Muse, London
Although not a pub, 
Tom supported Only 
A Pavement Away 
to create the social 
media challenge 
‘Meals in Five 
Minutes’, where people cooked a meal to raise 
money for charity. Each person donated £5  
and nominated five others to take part.

ADAM PRESTAGE
Witton Chimes, 
Northwich, Ches
A disco and DJ sets 
kept customers 
engaged and 
entertained, while 
raising over £500 for 
local sensory and soft 
play space, Tiny Steps.

BECKY & JOHN 
GIBBONS
Rose & Crown, 
Longburton, Dorset
A shop, created from 
a converted shipping 
container, saved locals 
from travelling three 
miles to the nearest 
store, thanks to a grant 
from Pub is the Hub. 
Groceries and meals 
were also delivered. 

JACKIE FAIRBURN
Hare & Hounds,  
Wakefield, Yorks
Jackie and her team 
supported 30 local, 
vulnerable people 
with weekly chats, 
and helped with their 
errands and shopping. 
Takeaway meals and 
afternoon teas kept 
locals supplied, and 
they donated treats to 
local care home staff 
and residents.

KELLY & ASHLEY 
McCARTHY
Ye Old Sun Inn, 
Colton, Yorks
From taking orders for 
fresh meat and fish, 
to homemade bread, 
chocolates and ice 
cream, pizzas and  
a shop, the McCarthy’s 
pulled out all the 
stops to create a truly 
amazing lockdown 
service and support 
for customers.

MARC HORNBY
Virgins & Castle, 
Kenilworth, Warwicks
Marc and his team 
provided free meals 
every Friday to those in 
the local Covid-19 support 

group. In addition, they gave children in the area 
free school meals during half term.

AMANDA 
HOLLAND
White Horse, 
Henley, Oxon 
Amanda went above 
and beyond by getting 
herself ordained to 
give a couple from 
her pub a special 
wedding, after theirs 
was cancelled due to 
Coronavirus. The pub 
also provided lunches 
for school children 
during half-term.

KRYSIA SAGE  
Wroughton Club, 
Swindon, Wilts
Owned and run  
by the community,  
the club stayed at the 
heart of the village, 
providing meals for 
the vulnerable and 
checking people  
were well.

RICHARD CURTIS 
Portsmouth Arms, 
Basingstoke, Hants
Richard, with help 
from son Oliver, raised 
over £50k+ for charity 
through his weekly 
quizzes. He even broke 
the World Record  
for the longest quiz! 

ROB SCAHILL 
Orange Tree, 
Baldock, Herts
After opening  
a community shop, 
Rob wanted to do 
more to help during 
the pandemic. Creating  
online bingo evenings 
and themed supper 
clubs, he raised over 
£22,000 for charity in 
aid of local musicians.
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ANDREW MOWAT 
Seaview Hotel, John 
O’Groats, Caithness
Andrew became the 
centre of community 
life, after setting up  
a support system 
for local businesses, 
along with  
a collection  
and delivery 
service to those 
unable to get 
out and about.

NICK MAY 
Alma Inn,  
Harwich, Essex
A triple whammy  
of great work, the 
Alma Inn team  
created a book 
exchange, stitched 
face masks and 
organised a pop-up 
farm shop to make 
finding supplies that 
bit easier.

RICHARD 
DOUGLAS
The Swan, 
Windsor, Berks
Owned by the local 
community and 
managed by Richard 
and the team, The 
Swan is a true hub 
with its virtual 
events, zoom 
book clubs  
and stories  
for little ones.

THE TEAM AT 
YUMMY PUB CO
Operators of four 
pubs in SE & London
Yummy co-ordinated 
the creation of 6,600 
care packages for  
NHS key workers,  
to help them regain  
a ‘sense of normality’, 
and delivered 21,000 
meals to homeless 
people in Haringey. 

KATE 
HAYDEN 
& PAUL 
WARRINER
Snow Goose, 
Farnborough, 
Hants
Locals were kept 
supplied with 
bakery products, 
while the couple also teamed up with Rushmoor 
Voluntary Services to deliver food parcels.

MICK &  
SARAH DORE
The Alexandra, 
Wimbledon,  
SW London
The Alex is always 
looking after its 
community, from meals for NHS frontline 
workers during lockdown, to its annual Christmas 
dinner tradition, for those who would otherwise 
be alone. Forced to cancel plans for 2020, they 
focused on raising money for charities instead.

MIRANDA 
RICHARDSON
Live and Let Live, 
Harpole, Northants
Miranda and the 
team did so much 
during lockdown 
with Mother’s Day 
deliveries, birthday 
drive-bys and even 
helping Chester Zoo, 
by sponsoring animals 
for the children in  
the village.

SIMON & RACHEL LEADBETTER 
The Mowden, Darlington, N Yorks
Simon and Rachel fed over 10,000 vulnerable 
and elderly locals during lockdown, using  
the pub kitchen to batch cook meals, delivered 
with the help of locals.

ROB & GILL BERRY
St John Inn, 
Torpoint, Cornwall
Rob and Gill created  
a shop within their pub 
to make food supplies 
more accessible to  
their local community.

STEVE MOORMAN 
Red Lion,  
Stiffords Bridge, Here
The team rallied 
together to create  
an outdoor seating 
area that could act as 
a community hub. 

ANNE MARIE 
McCARTHY
The Greyhound, 
Carshalton, Surrey
The Greyhound is  
a big supporter of the 
The Royal Marsden 
hospital. It has raised 
over £25,000 for 
the charity, but also 
allowed patients to 
stay for free, so they 
could continue their 
treatment safely.

KAREN & PHIL WILKINSON
Star Inn, Harbottle, Northum
Karen and Phil reacted quickly 
during lockdown by helping local 
residents with food and groceries, 
and other small businesses by 
sourcing supplies for them.

SHELBIE ROLFE 
Rockpoint Community 
Wallasey, Merseyside 

Teaming up with Rockpoint 
Records, Shelbie and  
the team supplied packed 
lunches to children  
during the half-term 
school holidays.

LIZ GIBSON  
Fox Inn, 
Matching Tye, Essex
The bar was turned 
into a small shop 
to supply locals 
with essential items 
throughout lockdown.
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1 2 ADAM PRESTAGE MBII
THE WITTON CHIMES 

NORTHWICH, CHESHIRE 

A LISTENING EAR

“I’ve learnt to be a good listener. It was 
surprising how many people would  
ring at 10.30pm or 11pm saying they 
were feeling a bit down or lonely 
through lockdown, so I became  
a bit of a counsellor really. They were 
probably people who had seen our 
online streams putting out positive 
vibes to everybody, and they sent 
me a text or Facebook message or 
just rang me direct. It made me feel 
positive knowing that people trust 
you to talk to about things like that. 
It’s overwhelming really. It’s taught me 
that the role of the pub is much more 
important than I ever thought.” 
Adam Prestage entertained people with 

live online DJ 
sets online when 
pubs were closed 
and say he has 
found BII support 
“brilliant” during 
his seven years  
as a member. 

“It helped to stay in touch with staff when 
they weren’t working. The Government’s 
part-furlough, part-work and part-salary 
scheme was very helpful and meant we 
could adapt as we needed to. We did  
a special VE-Day picnic hamper in the first 
lockdown that sold out within 36 hours. 
Something like that helped the staff.  
If they were delivering them, or 
taking the calls, they felt they were 
part of the community and it made 
them feel good. For staff who were 
fully-furloughed we stayed in touch 
using a WhatsApp group, and we 
did a quiz every week. It was about 
making people feel they were still 
important and 
helping them put 
the nonsense and 
negativity in the 
news to the back 
of their minds.”   

CHRIS HERRING  
THE STIRRUP CUP, BARTON 
SEAGRAVE, NORTHANTS 

‘How have you stayed focused and positive 
during the pandemic?’  

STAYING  
IN TOUCH

“It sounds a bit nuts but  
I started sea swimming the 
day after Boris Johnson’s 
announcement of the second 
lockdown in England. I go 
every day, there’s a group of  
about six or seven, three 
of whom are licensees, all 

having a socially-distanced swim – no wet suits; just 
straight in with swimming costumes on. We’re just 

doing it for our own mental health – to get us up, focused and 
ready for the day. It just energises me and I seem to have the 
same sort of drive that I had when the pub was properly open. 
I’ve been in a very different frame of mind from a few months 
ago. There are a lot of health benefits, but it’s also just a nice 
thing to do. It’s good job you didn’t ring an hour ago; I’d have 
been in the sea.”
BII members Tanya and Alex Williams extended the kitchen and bought  
a pizza oven to capitalise on takeaway opportunities during 2020. 

TANYA WILLIAMS FBII  
THE POLGOOTH INN  
ST AUSTELL, CORNWALL   

SEA SWIMMING!

“We’ve done a project to put on a food delivery service for 
the over-70s who were shielding. It really exploded. We 
supplied 10 houses the first night and it doubled each day 
after that. By the end of the first week, we were delivering 
to over 100 homes and it just continued from there. 

Other businesses got involved and we shared the workload.  
Between 10 businesses we delivered around 40,000 free 
meals during lockdown. A lot of good community and social  
spirit has developed from that. There were about 140 
volunteers from the local  
community working on the 
project at one point. I think it 
will have a lasting legacy. It’s 
been a real blessing for the 
whole town.”  
Gavin Price combines running 
the Fountain and three other 
hospitality venues with his role  
as manager of Elgin City FC,  
who play in Scottish League Two. 

GAVIN PRICE 
FOUNTAIN BAR, ABERFELDY, PERTH & KINROSS  

HEART OF THE COMMUNITY
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STAYING MOTIVATED AND ENERGISED HAS NEVER BEEN MORE IMPORTANT THAN NOW. 
NIGEL HUDDLESTON ASKED 10 OF OUR HEART OF THE COMMUNITY AWARD  

WINNERS FOR THEIR THOUGHTS ON HOW TO KEEP POSITIVE 
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“We have staff weIlbeing sessions every 
Monday morning, which includes yoga. 
It’s something we started near the end 
of 2019 and we carried on online during 
the lockdowns. Sometimes it’s fast-flow 
and sometimes it’s more meditative and  
relaxing, with life tips and breathing tips.  
It’s a live stream on Facebook page. 

I also go for a walk every day, by the  
sea or in the country, and live stream 
some of it from my phone. It gives me 
positive feelings because we get people  
from around the world – who’ve visited 
Cornwall – leaving nice comments  
and saying they’re looking forward to 
coming back. I’m a very positive person; 
if you focus on the negatives you just 
end up feeling that way.”
BII members Sally and Andy Pickles used 
social media and technology to keep people 
connected during 2020.
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SALLY PICKLES MBII 
THE BOWGIE INN, NEWQUAY, 
CORNWALL  

MARK HOLDEN FBII 
VICTORIA INN, THREEMILESTONE, CORNWALL 

PAUL DEXTER   
THE OLD SWAN, EARLS BARTON 
NORTHANTS 

SHARON HOOKINGS, MBII  
THE RED HART INN, BLAISDON, GLOS 

WELLBEING  
SESSIONS & YOGA

BE A MAGPIE, NOT OSTRICH! 

BE THERE  
FOR OTHERSGETTING A SENSE  

OF PURPOSE   

“Stay open! We pivoted the business and did 
takeaways and deliveries during lockdown. We  
were active and working constantly on the business, 
looking for new customer bases to pitch to. We 
delivered to up to 275 houses on some days, with  
up to 600 meals in rural areas. We’re trying to work 
out how that business model can work together  
with the pub operation in the future. It’s now 
an essential part of our business, substituting 
that percentage of the clientele base who 
might not have the confidence to come out 
after lockdown. We’re constantly looking for 
new ways to adapt. We try to be the magpie 
and not the ostrich.”  
Mark Holden’s Inn Cornwall operates three pubs.

“Constant engagement with the 
community is a must. We did free 
stew on a Wednesday for the elderly 
and the vulnerable; we delivered 
that out to hundreds of people.  
We also did a Christmas hamper 
appeal to ask the community to 
check their cupboards and if they 
had tins of food, bags of rice or 
pasta they could spare, to bring 
them to us – and we put together 
hampers to deliver to the elderly. 
After the first lockdown ended and 
we reopened, we were 66% up on 
normal. If you support people, they 
will support you.” 

Paul Dexter and his team funded food 
for the vulnerable by selling a not-for-
profit pub-in-a-box of drinks, snacks  
and “other bits and pieces”.    

7

“We tried to get meals out to all those who are 
vulnerable and unable to go out shopping. It helped us 
stay in business long enough to come out of lockdown, 
and we carried on doing it afterwards too. It helps 
me stay sane; otherwise I’d be sitting here in a very 
big building all on my own with nothing to do. It was 
£4-a-meal delivered to their door by local volunteers.  
A lot of people booked their meals and asked if we 
could get bread or milk, so we’d do their shopping  
and deliver that with their meals as well.” 
Doreen Capper is a BII member who has rallied the local 
community to help those in need during the Covid-19 crisis. 

“I lost almost four stone over the first  
lockdown through exercise and eating 
more healthily. I quite enjoyed it. It 
involved lots of walking but I also hired  
a personal trainer, who I’d meet outdoors  
to do circuits with bits of boxing. I’m 
still doing it. It’s made me massively 
feel better. There’s something about 
exercise that means you don’t worry so  
much. It takes you into this little space 
where you’re not thinking about anything  
except what you’re doing at that second.  
It takes away the worry and the stress.”   
Cee-Jay Williams used lockdown time to 
make face-shields and ear guards for NHS 
workers using a 3D printer. 

DOREEN CAPPER MBII  
MOUNT VIEW HOTEL, PENZANCE, CORNWALL 

CEE-JAY WILLIAMS  
THE JUNCTION TAP, WOKING, SURREY 

“The first lockdown 
was about getting  
help to people that 
needed it. We’re 
very rural and a lot 
of neighbours were 
vulnerable. We did 
people’s shopping for 

them: we were buying bread, flour, sugar 
and hand sanitizer. There’s part of the DNA 
of working in the hospitality industry that is 
about helping people. After lockdown and 
during the second one we got the payback; 
people supported us because of what we 
gave them in the first one. But helping 
people just gives you a lift as well. It gives 
you a sense of purpose.” 
Sharon Hookings has been a member for four 
years and has found BII’s email shots useful  
in distilling key Covid-19 information.

HELPING THE VULNERABLE

STAYING  
PHYSICALLY FIT 
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KAREN 
FEWELL

INNbox
TOP POSTS & BEST USE OF SOCIAL MEDIA
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K nowing how to market your 
pub business with all that’s 
going on is a question I get 

asked about regularly, especially 
whether it is worth investing  
in Facebook advertising as  
a cost-effective way to drive  
up footfall and bookings.  

Using the Facebook 
advertising platform can 
certainly support your 
marketing activity, but key 
to success is knowing 
how to avoid any 
potential stumbling 
blocks. So, here  
are six tips to get 
you started. 

1 Read the 
Facebook policies  

As Facebook has grown and 
weathered the privacy challenges  
of the last few years, it has revised its 
policies to protect Facebook users. 
This means, there are more rules for 
businesses using Facebook to adhere 
to. Before you begin advertising, take  
some time to fully read and understand  
the Facebook Advertising policy. This 
could prevent you from running into 
challenges from unapproved ads or 
even suspension of your ad account. 
You can access the policy here:  
www.facebook.com/policies/ads/.    

2 Get some free training  
I highly recommend taking 

the time to learn about how to get 

Maintaining customer contact and engagement through social media is an important way  
to keep in touch and drive sales – whether it’s a takeaway or inhouse service you’re offering

USING FACEBOOK ADVERTISING  
TO HELP DRIVE FOOTFALL 

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

the best from Facebook advertising 
before you begin. It’s also important 
to ensure your account is set-up 
correctly in Facebook Business 

Manager. Facebook has  
a free online training 

programme, Facebook 
Blueprint www.
facebookblueprint.
com, which 
includes training  

for beginners and 
those with more 

experience to ensure 
you set-up and manage your 

activity successfully. 

3 Use appropriate 
targeting 

The best part of Facebook 
advertising is being able to target 

your content to your own target 
customers. Within Facebook you can 
create your ‘Audience’ by specifying 
such things as age, geographic 
location or interests. You will find  
a wide range of food and drink 
interests within the platform. This 
helps you promote content to the 
people who will be interested in it. 
But watch out – don’t forget to set  
the age targeting to over 18s.  

4 The rules of good content 
still apply  

There is a misconception that the 
quality of the content doesn’t matter 
as much when you are creating paid 
posts on Facebook. This really isn’t 

the case, because you are putting 
money behind this content. In fact, 
you should put even greater effort 
into ensuring all content is relevant, 
interesting and in line with what your 
customer base wants to see. 

5 Budget  
The great thing about Facebook 

advertising is that you set the budget. 
This means small businesses can 
experiment with a budget they  
can afford. You really can start 
marketing locally for a few pounds. 
Start small and see what you get in 
return, you can always keep adding  
to the budget. 
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FOLLOW US:

TOP 
TWEETS

TOP POSTS

@BIIandBIIAB
britishinstituteofinnkeeping www.bii.org

@junction.tap

OUR  
FAVOURITE  

POSTS

@TheAlexSW19
“In an epically spaced out & safe 

#MeetUpMondays yesterday,  
29 lovely people came & had a right 
good time for our last of the year. 
The best bit? In a freak of nature 

SIX folks won the bingo full house 
simultaneously! So we gave  

out 6 lunch for 2/glass of vino 
vouchers. Brill!”

“We are looking forward to working 
with @BuryRedDoor to continue 
supporting @eatwellmcr to help 

feed vulnerable people in our local 
community during #lockdown2uk. 
Thanks to our customers for your 

ongoing support!”

“Jenny from Woking Borough Council 
called and said 12 children were 

going to go hungry today without 
school meals, so we have stepped  

up and fed them all for free!”

@EagleChildRammy

@blackboyoxford 
“WE DID IT // You are AMAZING!! Every  
Friday we attract a small crowd of 
cake fans and coffee lovers who come 
along to our pub to meet up and 
support our ‘Kindness Casual Coffee’. 
In return for some delicious cake and 
homemade cookies, we ask for a 
small donation to our chosen charity.” 

@thecastletring  
”Can’t believe our ‘Boris 
Menu’ has made the  
national press!”

@almawandsworth 
“Stuck for Secret Santa ideas?  
Why not put a big Christmas 
bow on the good old British 
pub? Our monetary vouchers 
are the perfect way to say 
thank you to your colleagues 
this December. Treat your 
team to the gift of the pub 
and support your local  
this Christmas.” 

@waggoninn 
“We are so proud to be part of 
such wonderful community.  
We have been blown away 
by our community this 
weekend offering help with  
our free packed lunch 
campaign. A MASSIVE thank 
you to Tesco at Greenfield, 
especially Heidi & Greg, who 
reached out after seeing our 
post and delivered hundreds 
of drinks for our lunches.”

@FullerSmithandTurner  
“Kicking off the festive 
season with the famous light 
switch on at The Churchill 
Arms, paying tribute to the 
wonderful NHS.” 

@PubistheHub_uk 
“Pub is The Hub’s  ‘Join Inn 
– Last Orders for Loneliness’ 
campaign, offers ideas on  
how publicans can help keep  
locals connected through 
community events and 
activities. #pubisthehub 
#LetsTalkLoneliness #JoinInn”

@Admiral_Taverns 
“Our licensees have gone above and 
beyond to make sure customers can 
safely return to their #community pubs. 
Read what our fantastic licensee, Carole 
Davis at the Clifton Arms had to say: 
https://www.lancashiretelegraph.co.uk/
news/18561146.pubs-reopening-want-
people-feel-safe-safe/”

@McMullens1827 
“Things that get old very 
quickly:
“So you don’t have any 
scotch eggs?”
“Come on just one more, 
Boris won’t know!”
“Yeah we’re definitely  
one family!”
“Yeah but it’s not law is it...”
We’re all in this together. We 
don’t make the rules, we do 
our best to follow them.”  

@biibizdoc 
“Lovely note from @khhosp. 
This is what pubs do when 
we are open. We don’t 
spread viruses, we spread 
hope. I am insanely proud of 
my team & humbled by my 
customers generosity. Thank 
you all so very, very much.”  

@TheCellarHouse
“Today is a good day. It’s 
not all over yet but why not 
have a mini celebration 
with friends and try our 
‘Winter Warmer’ on the 
heated patio. Just £6 each 
for our s’mores board & hot 
chocolate or mulled apple 
juice and handwarmers.  
Or £7.50 for a spiked 
versions of the same!”
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Time for your teams 

THANK YOU

Awards

SPRING FORWARD  
TO A BRIGHTER FUTURE 

S taying positive and focused on  
a better, brighter future has never 

been more important.
Staff play a huge role in creating 

welcoming, positive and secure 
environments for customers to enjoy 
the full and wonderful hospitality 
experience. Their contribution is 
known to have a favourable effect on 
the bottom line too. Happy customers 
are more likely to return more often 
and increase their spend in venues 
delivering a friendly, first class service.  

Continuing to invest in your  
people is key, from regular training 
and skills-based provision, which 
enhances their knowledge and 
confidence, to career guidance and,  
of course, in these times, looking  
after their health, and physical and 
mental wellbeing. 

Over these five pages, we have 
asked operators, including the winners  
and judges of the NITAs, to share their  
experiences and thoughts on the value  
of having well-supported teams  
engaged in training programmes.  

FOCUSED ON A BETTER, BRIGHTER FUTURE: IN THIS SPECIAL REPORT OPERATORS,  
INCLUDING WINNERS AND JUDGES OF THE NITAs, SHARE THEIR THOUGHTS AND INSIGHT  

INTO BUILDING A STRONGER, MORE CAPABLE TEAM AROUND YOU 

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

As we begin to leave the darkest weeks of the year behind us,  
it’s the perfect time to shine a bright light onto the amazing people 
working within our sector and the operators who support them,  
by creating sustainable and exciting career paths. 

Hospitality Support Award:  
ONLY A PAVEMENT AWAY,  
YUMMY PUB CO & PAUL PAVLI 

Training Professional Award:  
RHONA SYMON,  
STONEGATE PUB CO 

Staff Wellbeing Award:  
BREWHOUSE & KITCHEN 

Staff Wellbeing Award  
– Individual Operator:  
SALLY PICKLES, THE BOWGIE INN,  
NEWQUAY, CORNWALL 

Best Training – Apprenticeships: 
BREWHOUSE & KITCHEN 

Best Training – Managed Company  
over 50 outlets:  
MITCHELLS & BUTLERS 

Best Training – Managed Company  
under 50 outlets:  
BREWHOUSE & KITCHEN 

Best Training – Leased & Tenanted 
STAR PUBS & BARS

WINNERS OF BII NITAs  
– AWARDS THAT MARK  
THE EXCEPTIONAL TRIUMPHS 
OF THE LICENSED TRADE

Remaining positive and being  
a ‘glass half-full’ kind of person  
is key to getting through the  
next few months, says NITA judge  
Lee Woolley, Director of Learning  
& Organisational Development  
at The Stonegate Group, which 
reports seeing masses of  
positivity from people keen to  
use lockdowns to focus on their 
own personal development. 

“Usually everyone is going at such  
a pace it can sometimes be hard for 
people to focus on ‘me'. But I found 
that individuals really wanted to get the 
most out of their time during the second 
lockdown, in particular, to focus on their 
personal development,” he said.  

“We received a huge number of requests  
from people to carry on learning last 
year, with record numbers of sign-offs 
too – 525 people in total for us in 2020,” 
says Woolley. “People have wanted to  
do something during lockdown, or while 
on furlough. I think they realise that we 
are always going to need good people  
in the business.”  

He continued: “Hospitality is such  
a unique industry, where people 
can progress and there are always 
opportunities. What other 
sector can you run  
a business turning 
over £2m and be 
responsible for 
a team of 40 
people at the  
age of 21? 

“Hospitality is  
a true meritocracy, 
where you have 
the potential to 
succeed if  
you put the 
effort in.” 

People eager for  
personal development

Thanks to our main sponsor Sky, the judges and to all the companies that have come 
together to make the NITAs possible.
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Aimee Kent Level 2 apprentice  
at The Victoria Inn Threemilestone 

with GM Holli Pike (right)

The Kickstart Scheme gives  
businesses Government funding 
to create work placements for 
16 to 24-year-olds on Universal 
Credit and at risk of long-term 
unemployment. 

Employers, who can enrol 
Kickstarters into the business 
until the end of December 2021, 
which allows them to stay working 
in the business until June 2022. 
Government funding covers: 

  100% of the National Minimum  
or Living Wage, depending  
on their age, for 25 hours per 
week for a total of six months 

  NI contributions 

Employers also receive £1,500 
per job placement, to cover  
set-up costs and to support  
the young person develop  
their skills.  

A Kickstart job must not replace 
existing or planned vacancies, 
or cause existing employees, 
apprentices or contractors to  
lose work or hours. 

 

Youth Employment

JOIN KICKSTART AND RECEIVE FUNDING  
TO GET A YOUNG PERSON EMPLOYED
Mark Holden FBII, Director of multiple operator Inn Cornwall with three pubs and the Pub Grub 
takeway/delivery service, is taking advantage of the Government’s new Kickstarter scheme, which  
pays businesses £1,500 to fund a new work placement, as well as covering 100% of their wage. 

“K ickstarter is a scheme 
encouraging employers to 

take on 16-24 year olds for six months 
to help put them in better stead to 
find employment,” said Mark, who 
added that when first investigating 
the scheme, it appeared more 
complicated than it 
really is. “You can 
keep them on, or 
not, but it will 
provide the 
young person 
with good 
experience. 
For me, the 
opportunities 
are that I can 
get extra help 
with early prep 
in the kitchens, so 
I can expand my offer 
and services through the 
day parts, from the 
early mornings to 
evenings.”

If you are a smaller 
employer, looking to take on between 
1-29 Kickstarter employees, you will 
need to apply for the service via the 
Kickstart gateway, an organisation 

From January 1, 2021 employers will need to have a sponsor 
licence to hire most workers from outside the UK. 

There is a fee to pay to apply for a licence,  
as well as  rules on who is eligible.  

WORKING  
VISAS

or charity which will handle your 
application for you. 

Using the Government website  
‘find-a-kickstart-gateway’, you can 
put in your postcode or region and  
it will list recruitment, training  

and charities that will be able 
to help get your started.  

Success
Over the past 

six years, Inn 
Cornwall has 
facilitated 
more than 20 
team members 

through 
apprenticeship 

schemes, and with 
Truro and Penwith 

College, has three set 
to start at entry level this 

month. “We promote 
hospitality as a career 
path. Apprenticeships 
are good as they are 

accessible for all levels. Last year 
some of our managers completed 
Level 4 Apprenticeships in Hospitality 
Leadership,” says Holden.

THE KICKSTART  
SCHEME

Our Apprenticeships  
stretch across all areas  

of Hospitality and provide 
fantastic opportunities for 

people in life and work. 

Ask for BIIAB  
by name for your  

End Point Assessments  
and BIIAB the Best! 
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W ith 450 staff across 22 sites, B&K 
had 14 learners graduate from 

apprenticeships last year, including its 
first-ever brewer apprentice. Another 
seven apprentices are set to graduate 
in 2021. It currently has 23 learners on 
training programmes and says that solid 
investment in learning programmes 
and developing career pathways is  
a big part of the company’s 
wellbeing strategy.

B&K’s Head of People 
& Learning Development, 
Hayley Connor, says: “Putting  
our people first underpins 
all of our decision-making. 
Apprenticeships are key for 
us at the moment and we are 
really encouraging people 
to commit to their own 
personal development too. 

“Whether someone is part-time 
or full-time, they deserve a learning 
opportunity. We want to grow our 
business – we’re opening a new site  
in Worthing this year – and having our 
own talent pool has never been more 
important,” she says. 

“During the pandemic we’ve  
entered a talent bubble, but now we’re 
post-Brexit and with hopefully a return 
to a more normal trading environment 

within sight, it has never been more 
important to focus on growing the 
talent from within the UK.  

“This year, we will continue with  
the webinars and virtual training 
that have been very useful in helping 
us to connect and build relationships 
between teams and sites, as well as with 
our senior management team. The more 

training we do, the more 
people connect with one 
another and that creates  
a sense of belonging, while 
also giving individuals 
a chance to reach out to 
people, like me,” she says. 
“We also produce bespoke 
help, as some of the most 
challenging issues require 
something more personal.” 

Along with hospitality 
training programmes, B&K offers 
employees personal finance support. 
“We help people budget and understand 
things like their furlough pay, including 
how to maximise and top it up with the 
use of holiday and Universal Credit. Our 
monthly financial wellbeing courses are 
available for people to dip in and out  
of, as they need them. Our sessions on 
budgeting had over 100 people attending 
all five workshops last summer.” 

“These books are all superb. 
We make reading part of all our 
programmes. ‘Lead’ is particularly 
good because it actually makes you 
do the task and put the leadership 
journey together,” says Woolley.  

Stonegate's Lee Woolley is 
a huge advocate of learning 
through reading. Here he shares 
his current top three books:

THE BEST TEAM 
WINS: The New 
Science of High 
Performance  
by Adrian Gostick 

ATOMIC HABITS 
Tiny changes, 
remarkable 
results 
by James Clear  

To find out more visit https://www.gov.uk/uk-visa-sponsorship-employers or call  
our HR & Employment Law helpline on 0330 058 3878 and choose ‘option one’.  

Training and developing  
your people delivers a good 
Return On Investment…

Stonegate calculates that there’s  
a FOUR-TO-ONE RETURN, when you  
add in all the benefits of holding onto 
good team members for longer.  

Plus leaver rates decrease  
by MORE THAN HALF, as team  
members climb a level. 

And, where an internal candidate is 
appointed over an external candidate 
to run a site, that pub's profits 
are eight percentage points 
higher in a turnaround period that's 
recorded as being five weeks faster. 

TOP STATS

Award winner

THREE TIMES NITA WINNER 
PUTS PEOPLE FIRST
Brewhouse & Kitchen (B&K) performed a hat trick in the 2020 NITAs, 
winning the Apprenticeships, Managed Company and the Wellbeing 
award categories. It says its company ethos has always been to put  
its people first – never more so than in the current climate. 

GREAT READS

LEAD: 50 Models 
for Success in 
Work and Life   
by John Greenaway
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back up and running quickly and efficiently. As valued BII 
members, we are focused on getting your pubs ready to 
trade again and you can benefit from the following:

•  Three months £1 machine rental**

•  Improve hygiene with PIN-on-glass technology

•  Free Faster Funding** (normally £10 per month)

•  No minimum monthly charges on transactions
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Helping BII 
members get 
back to business 

Join thousands of hospitality 
businesses already enjoying fast 
and secure payment solutions 
using the latest technology.

Want to find out more?

Call 0330 123 1241* 
and quote “BII”

www.firstdata.com/bii
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and quote “BII”
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One in two city centre workers,  
who typically act or drank in venues 

(close to their workplace) three or 
more times a week, now works from 
home. A further 29% visited venues 

near work once or twice a week, 
according to the CGA BrandTrack. 

That means there is  
an opportunity to attract  
home-workers into their  

nearest local.

46% of consumers are visiting venues 
local to where they live more  

often, or as often, as previously did. 

55% are actively going out  
locally to support businesses. 

People are missing the spontaneity  
of visits and visits 'feeling normal'. 

Lee Woolley’s Top Books

Did you know?

Support 

NEW HABITS TO BUILD 
STRONGER TEAMS 
Build new habits, support teams and build resilience are the three  
key messages from Jamie Campbell, Chief Operating Officer at CPL 
Learning, presenting at the virtual People & Training Conference  
from Propel, in association with BII. 

  Reinforce resilience, share success 
stories with the teams  

  Wellbeing doesn’t stop because 
lockdown ends – keep it evolving  

  Empower your people to see what 
career development opportunities  
there are.  

W ith data gathered during 2020 
showing that three in five 

employees felt their wellbeing was  
being prioritised by their employees, it 
was important to continue that focus on 
the individual into the new year.  

Employers should support their 
people to perform ‘in the moment’, be 
themselves and deliver a great service 
effectively – being commercially focused 
to get the most out of every visit.  

The good news is, Campbell went on 
to say, that 64% of people have actively 
looked for ways to improve their 
personal or professional development 
over the nine months to November 2020. 
“Make sure you’re not just preaching 
to converted,” Campbell reminded 
employers, “but help those who aren’t 
seeing opportunities.”  

With many businesses establishing 
new habits over lockdown, Campbell 
identified the ones that operators  
should look to maintain: 

  Keep communicating openly – people  
expect employers to be more open 

  Hospitality experience is driving sales  
– customers are enjoying the focus on  
hygiene in venues, but the ‘hospitality 
experience’ must also follow through 

NOT JUST A JOB,  
BUT A CAREER
Sally Pickles of the Bowgie Inn  
in Newquay, Cornwall, is the  
winner of NITA’s Staff Wellbeing  
Award – Individual Operator. 
“Working in hospitality is very 
much a team effort and it’s  
a very social environment, so 
when the pubs closed, I think 
people in this sector struggled 
more than, say, an office 
worker in a 9am to 5pm role.  

“Suddenly to go from working 9-10 
hours, surrounded by a dozen staff  
and hundreds of customers is hard.  
While as a business owner I had lots 
of things to occupy me, I knew our  
team needed support. We stepped 
up a gear on our Facebook group 
and began sharing videos – from the 
building work we were having done at 
the pub, to our beautiful, but empty, 
Cornish beaches. We organised video 
calls, sent personal messages and 
kept checking in to see if everyone 
was okay,” says Pickles.  

“The November lockdown wasn’t so 
hard, as after a very busy summer, it  
was probably seen as a bit of a break.” 

The Bowgie Inn offers all staff induction  
training, along with age-related sales 
and cellar training. “We are a bit out 
on a limb, where we are based in 
Cornwall, and it’s not always easy to 
get people to attend courses in Exeter 
or Plymouth, so inhouse training 
works best for us. City & Guilds 
training and NVQs are really good.” 

She added: “There’s an attitude  
that ‘you’ve got to leave Cornwall for  
a career’ among the young. It’s mad, 
because you don’t need a Masters’ 
Degree to have a career. This is  
a proper job and I want people to 
embrace that. I left school without 
any qualifications and have worked in 
hospitality since I was 14-years-old. It’s  
a job for life. Cornwall is full of hotels,  
bars, restaurants, café bars and leisure  
facilities – all looking for good people. 
The hospitality sector enhances 
people through good training. You 
just need a ‘can do’ attitude.” 

Punch Pubs saw record numbers of training 
modules engaged with over the lockdown 
periods: 8,600 V 28,367 (Oct 2019 V 2020),  
the equivalent of 19,885 training hours. 

Punch offered pubs free access to training modules,  
to help licensees and their staff get ahead of the game. 
Included was free health & safety and food allergens training, 
to help wet-led venues reopen with a simple food offer.

Whether you are looking for 
Apprenticeships or Qualifications 
relevant to pubs and their people,  
the BIIAB can help develop, inspire  

and support your teams through  
their career pathways. 

Ask for us by name for your End Point 
Assessments, or visit our website to find 
out about the huge range of courses you 

can take, and BIIAB the Best!
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Keeping a ‘shot of humour’ and looking for the positives is key,  
says Caryn Savazzi, People Director at Loungers, which operates  
168 sites and has 4,500 employees. 

the economy, as well as a much better  
understanding of the scale of hospitality  
as an employer. Off the back of that, 
there is more of an association with 
being able to get meaningful careers 
and stay in hospitality. People like me! 

I’ve been in hospitality 
since age 16 and have a 
great career and absolutely 
love this business.”  

Savazzi continued:  
“The light has been shone 
on us and how great  
we have been… there’s  
a real pent up thirst  
for hospitality. People 
never appreciated what 
they’ve got until they’ve 
not got it.”  

She added that virtual learning  
had improved greatly, with the end  
of ‘death by Powerpoint’ replaced with 
‘really good stuff’. “We’re currently 
embarking on some ‘unconscious bias’ 
training [raising awareness of people’s 
prejudice or ignorance to encourage 
attitude and behavioural change 
to improve decision-making and 
performance]. And our head chefs,  
GMs and Head Office team is going 
through the best e-learning I’ve come 
across. This lockdown [November 2020] 
has been a good time to do it.” 

S peaking to Abi Dunn for 
November’s virtual People & 

Training Conference, sponsored by CPL  
Learning and produced by Propel in 
association with the BII, Savazzi said: 
“We’ve all been in the same storm, but 
not the same boat, having 
to galvanise the team and 
supporting people who 
are feeling vulnerable… 
we have had to adapt and 
have patience, especially 
when things are changed 
at 11th hour and then 
changed again. Keep  
a shot of humour, look for 
the positives and green 
lights in all of this.” 

Communication 
remains key, along with entertainment 
and maintaining fun inside the business. 

One positive that Covid-19 has 
delivered, she adds, is that hospitality 
is hitting the headlines and getting 
attention. “It pleases me to hear 
[Government] Ministers speak on a daily 
basis about hospitality – there’s even 
talk of having a Hospitality Minister. 

“We’ve got to look some sort for the 
silver lining of this horrible situation 
we have been in. For the industry, it’s 
exciting that there’s an understanding 
of the contribution hospitality makes to 

TAKE THE POSITIVES

Training delivers 
top returns for 
Coaching Inn Group
Regular training and inhouse 
career development has 
reaped rewards for Coaching 
Inn Group (CIG), which walked 
straight into being positioned 
in 44th place in Sunday Times 
'Top 100 Companies' Awards. 

Employer of 700 people across  
18 traditional inns, its investment 
in training and skills has resulted in 
78% of its management positions 
being filled by team members 
developed through its career 
progression programmes, with half 
of its General Managers promoted 
from within the business.

CIG’s Head of Learning & 
Development Lee Melton explained 
that fundamental to CIG’s success, 
was its commitment to running 
regular training sessions focused 
on core components, including: 
guest service and barista skills; 
wine, cocktail and gin masterclasses; 
and workshops in food and menu 
development. 

“We focus on core training to ensure 
that all our team members have the 
skills to perform in their role with 
confidence, and deliver exceptional 
experiences every time,” he said, 
adding that workshops had also 
helped identify – and enable further 
investment in – individuals with  
a passion for one particular area.

In terms of returns, CIG has 
seen a 40% reduction in 
employee turnover, 
with an average 
length of service 
of 3.6 years, 
rising to 6.2 
years for those 
in managerial 
positions. Eight 
Senior Leadership 
Team positions 
had also been 
filled through 
internal 
progression. 

“The light  
has been shone  

on us & how great 
we have been… 

there’s a real  
pent up thirst  

for hospitality” 
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Lee Woolley’s Top Books



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

3
0

 /
 W

IN
T

E
R

 2
0

2
1

A fter four decades in 
the entertainment and 
hospitality industry, 
Jamie Atkins FBII 
was enjoying semi-

retirement in France during the first 
lockdown. All this was to change 
in late 2020, when he got back into 
the pub business to reinvigorate the 
fortunes of his beloved rural 16th 

century freehouse, The Old Gate Inn  
in Heathton, Shropshire.

Since returning, Jamie has 
proved that he has not lost his touch, 
quadrupling trade from £1,500 
to £6,000 per week in the period 
from September 21 to the second 
lockdown on October 29, thanks 
to £60,000-worth of renovations, 
including the creation of an outdoor, 
all-weather space.  

A safari-style tent, which 
manufacturers, Intent Productions, 
claims is tough enough to have a party 
on or drive a car over, is helping to 

FREEHOUSE  focus...  
JAMIE ATKINS FBII  

WHEN FACED WITH COVID-19 AND A STRUGGLING RURAL 
FREEHOUSE, JAMIE ATKINS FBII TOOK THE OLD GATE INN  
UNDER HIS WING, CREATED AN INDOOR/OUTDOOR BUSINESS,  
AND SUCCESSFULLY DROVE UP THE SALES AND FORTUNES  
OF THIS TRADITIONAL, WET-LED PUB. SALLY BAIRSTOW REPORTS 
PHOTOGRAPHY BY PAUL CODY 

drive footfall to this predominantly 
wet-led pub, with visits topping 100 
customers a day as drinkers enjoy  
the Covid-safe outdoor space.  

Jamie opted for an open-sided 
tent over a more enclosed marquee 
because of the outdoor feel and 
level of ventilation. Wind breaks, 
using cleverly positioned Perspex 
screening and planting, help protect 
guests from any bad weather, while 
complimentary hot water bottles  
and blankets keep them warm.  

With over 37 years in the trade, 
Jamie explains: “My gut informs me 
if what I’m doing is correct and my 
accountant confirms later that all is 
well. It makes me happy to create  
a great environment and atmosphere 
and witness people enjoying it.” 

With an early career spent as  
a professional DJ and compere for 10 
years, Jamie went on to operate three 
pubs in Wolverhampton before taking 
over the tenancy of The Old Gate Inn in 
1988. He then purchased the freehold 
and his son took over in 2008, while 
Jamie took over the tenancy of the 

Great Western in 
Wolverhampton. 
“Now, I’m happy 
to be back with 
the old girl. 
Together we will 
fight our way 
through this 
crisis and make 
every effort to 
put a smile on 
guests’ faces  
(when allowed).” 

Jamie 
continues:  

“I wanted to 
take control myself 
and rebuild it, as  
I first did 32 years ago and 
I’m confident for the future. 
We’ve increased capacity 
with the outdoor area – it is 
an amazing structure covering 
264sqm of the garden. It’s safe 
and guests love it.”  

Undoubtedly, 
 people missed the  
pub during  
the lockdowns. 
“Customers 
always come back. 
There’s a level of 
trust. People know 
me and they know 
I offer excellent 
quality and value  
for money.” 

The reinvention of The 
Old Gate Inn has been a team effort, 
he explains, with Jamie’s friend 
and interior designer Jenny Tranter 
(pictured above with Jamie) being the 
brains behind the design and interior 
layout, along with the help of good 
quality contractors.  

The six-week refurb project saw 
the car park resurfaced, providing 
38 spaces, internal redecoration, 
currently with 12 socially-distanced 
tables, and 264sqm of the garden 
covered and transformed. An outdoor 
kitchen is a possible addition for the 
future. Even with the current social 
distancing measures, The Old Gate  
Inn can seat 70 people outside and  
40 inside. 
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The Old Gate Inn is in a small 
hamlet of 20-odd houses 
and a 10-minute drive from 
nearby towns. In the past, 
it was a destination pub, 
needing a strong food offer to 
attract people, but during the 
pandemic, 

customers 
have been 

much more 
willing to travel 

to rural settings, without the lure  
of full-on dining.  

“We used to have a strong food 
offer, but with all the renovations we 
haven’t made any decisions yet. It’s  
an added pressure and I don’t know  
if it is age or knowledge that’s making 

me want to just 
keep it simple,” says 
Jamie, who has been 
encouraged by seeing 
sales lift week-by-
week by keeping the 
offer simple with just 
a quality beverage 
and cheese and onion 
cobs (rolls).  

The pub has 
always struggled to 
attract lunchtime 
business, so opens 
at 4pm to catch the 
early evening/after 
work drinkers and 
at noon during the 
weekends. 

New year  
trading plans include  

a slightly extended food offering, eg, 
serving fries with cobs. Hours will  
be 4pm to closing and noon to closing 
at weekends.

 He is also looking to create a bit 
of theatre outside with a BBQ and 
Sunday afternoon Potjie 
(a South African way 
of cooking, where 
lamb shoulders 
and root veg are 
cooked slowly  
in a large cast  
iron pot).  

With what 
he has already 
created, along with his 
new ideas, Jamie is feeling 
confident enough to forecast his 
turnover will increase to £10,000 
a week with a 70/30 wet/dry split 
this first quarter of 2021. For spring 

and summer, he predicts further 
increases, potentially seeing weekly 
takings rise to £15,000 with a 60/40 

split in favour of wet. 
“This is about pride and 

passion. I’m happy to be back. 
This ‘old girl’ has survived two 

World Wars and I see it as my  
duty is to see her through this.  

FUNDING

PRICING

The six week renovations 
cost Jamie over £60,000 using his 
personal savings. The safari-style 
tent was £18,000. Resurfacing the 

car park, lighting, landscaping, 
painting and decorating were all 

vital – first impressions are so 
important, he insists.  

The changes have been made 
easier with help from suppliers, 

offering glassware, bar sundries 
and reduced cost purchases.  

“I’ve really noticed how supportive 
all my suppliers have been, 

especially now I’m a freetrader,” 
says Jamie, who has worked with 

Duvel to create a Belgian feel  
to part of the pub.  

“John from Duvel and his company 
have given me fantastic support 
and visited the pub every week  
to witness the transformation,  

their support is ongoing  
and the draught Vedett lager  

has proved very popular.”   

Four further Belgian bottled beers 
are on sale and Jamie wants to 

increase this list. There are plans  
to create an out-of-tent Belgian  

sun terrace too. 

The Old Gate Inn aims  
to achieve 58% GP  

across its drinks offer.  

There are ever-rotating locally 
brewed ales, including Hobsons, 

Holden’s, Church-End, Three Tuns, 
Enville, Ludlow, Wye Valley, Green 
Duck, Fixed Wheel. Ales are £3.70  

a pint, Carling £4.10 Vedett £5, 
Cider £4.20 and Guinness £4.20.  

Good quality wine  
by the 175ml glass is £4.20  

and 250ml is £5.60. 

Cheese and onion rolls  
(cobs) £2.50. 

During  
the pandemic, 

customers have 
been much more 
willing to travel 

to more rural 
settings, without 

the lure of  
full-on dining”

“

“I’m determined to survive this crisis, 
in order for The Old Gate to write more 
chapters for the future and to protect 
our great and envied institution of  
the local pub.”  
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Trusted suppliers saving our members £1,000s  
for more information, go to:  

WWW.BII.ORG/MEMBERS-AREA/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
FISERV
0330 123 1241
fdmsleadmanagement@firstdatacorp.co.uk

PAYMENTSENSE
020 3854 4149
bii@paymentsense.com

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

EPOS Tills
FISERV
0330 123 1241
fdmsleadmanagement@firstdatacorp.co.uk

WINPOS
www.winpos.com

Drinks & Bar Snacks
KP SNACKS 
0800 917 4494
www.kpsnacks.com

E-learning
CPL LEARNING
0151 6471057
info@cpllearning.com

BII    TRUSTED PARTNERS
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Trusted suppliers saving our members £1,000s  
for more information, go to:  

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

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

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

Operational  
Technology
VIANET 
01642 358800
info@vianetplc.com

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

Local Fresh Food
IDC 
0330 094 8788
enquiries@idcltd.com

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

Jobs
HOSPITALITY JOBS UK
0844 800 6011
info@hospitalityjobsuk.com

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

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

ROSLYNS 
0114 213 8330
enquiries@roslyns.co.uk

BII    TRUSTED PARTNERS

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

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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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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
FINANCE 

RESIDENTIAL AND
BUY TO LET MORTGAGES

COMMERCIAL 
INSURANCE

LIFE INSURANCE 
SERVICE*

Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
FINANCE 

RESIDENTIAL AND
BUY TO LET MORTGAGES

COMMERCIAL 
INSURANCE

LIFE INSURANCE 
SERVICE*

Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
FINANCE 

RESIDENTIAL AND
BUY TO LET MORTGAGES

COMMERCIAL 
INSURANCE

LIFE INSURANCE 
SERVICE*

Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
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Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
offering all our broker  

services mentioned here

FREE OF CHARGE**

*All the life 
insurance 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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444  
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
FINANCE 

RESIDENTIAL AND
BUY TO LET MORTGAGES

COMMERCIAL 
INSURANCE

LIFE INSURANCE 
SERVICE*

Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  

COMMERCIAL 
FINANCE 

RESIDENTIAL AND
BUY TO LET MORTGAGES

COMMERCIAL 
INSURANCE

LIFE INSURANCE 
SERVICE*

Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.
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01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

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 
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together in 
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**With regard to commercial finance and residential 
mortgages, whilst PXL will not charge brokerage 
fees, you may incur fees from the finance provider 
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he had a £250,000 commercial 
mortgage, but did not have any 
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pay out and clear the mortgage 
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a life policy that would run 
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clear it off completely.  
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Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 

NEW KO 02-09 First section.indd   7NEW KO 02-09 First section.indd   7 24/03/2020   10:2424/03/2020   10:24

 

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

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 
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“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
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I had my first pub. My dad bought the first 
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whatever profession you are in.”  
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ELAINE WALTON FBII ,  BOWYER ARMS, RADLEY, OXFORDSHIRE 
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“Without the BII and 
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“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 waitin 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 

OVER 

6,500 enquiries 
dealt with by  

your BII team  
and Helpline 

Partners  
in 2020

 

OUR FREE  
HELPLINES  

have answered 
queries about 

staffing,  
hygiene, 

insurance, 
reopening 
measures  

and so much  
more.

LEIGH SANTI MBII  
THE ATLANTIC INN, 
PORTHLEVEN, CORNWALL



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 
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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 
CASE STUDY

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 
alongside the mortgage and 

clear it off completely.  
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Our full range of services are:

We’ve helped 900+ BII members in the past 3 years, saving 
£600,000+ in premiums. The average savings more than 
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 
licensed premises
•  Refurbish or extend your existing 
premises 
•  Remortgage so you can take 
advantage of lower rates in the 
market

Cover can include:
•  Buildings, contents, fixtures 
and fittings, stock
•  Liability insurance - public 
liability, employers liability 
& product liability, life insurance
•  Unexpected tax and VAT 
investigation cover built in

We have specialist, experienced 
staff who can help organise:
•  Personal life insurance, key   
person protection 
•  Shareholder/partnership cover
•  Commercial loan life insurance 
protection
•  Health insurance

•  Remortgage your current home 
to take advantage of historically 
low interest rates
•  Purchase a buy to let property in 
the name of your pub to generate 
an additional income stream
•  Purchase a property ready 
for your retirement 

RECENT FINANCE 
CASE STUDY

We have helped a couple 
purchase a new pub in Wales. 

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.

To BII members we are 
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 

opted for self-isolation.

Some life companies even offer free 
access to a virtual doctor consultation 

24/7 over the phone/FaceTime. 
A perfect enhancement when 

people are struggling 
to gain access to their 

own doctor.

SPECIAL OFFER 
FOR BII MEMBERS

0333 0068 444
for Commercial Insurance 

01785 256 396
for Life Insurance, Commercial Finance 
& Residential Mortgages 
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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

Describing The Shakespeare 
Inn to the team, the BII’s Lisa  
Rayment was awestruck by  
how David and his wife Lynne  

created a safe and calming atmosphere. 
Situated in Kendal, the gateway to 

the picturesque Lake District, and 
offering five guest bedrooms, David 
(a one-time bridal and evening 
wear advisor) and Lynne (a Legal 

Secretary) first came across the pub 
in 2015 and, having taken it over, 

have gone on to build up an eclectic 
mix of regular trade and visitors.

“Our social media reviews really 
help us bring first-time visitors in,  
our current TripAdvisor score is about 
4.5 and Facebook is 4.9,” said David.

Reducing capacity from 60 to 32 
heads per sitting – devoting upstairs 
to dining, with drinks downstairs – as  
part of their social distancing strategy,  
David and Lynne saw an opportunity  
to  go further in order to set themselves  
apart from the competition, as they 
prepared for reopening in July 2020.

“We added screens, did a risk 
assessment and introduced measures 
that saw customers greeted at the 
door. It all created a really good 
‘flow’ around the pub and that’s why 
customers kept coming back.”

Using red rope and a red carpet  
to guide visitors from the entrance, 
along the one-way system, added  
a bit of glamour to the proceedings, 
which included checking guests’ 

temperatures at the door. “We have 
managed to have a little fun with 
this, as it’s another opportunity for 
customer interaction and to put people 
at their ease. Sometimes I mix in  
a ‘hands up’ to lighten up the 
situation,” David laughs.

All these changes have also meant 
that, when the rule of six came in, 
there wasn’t a need to chop and change 
anything. “We just had to create more 
tables of six,” he explains.

Pre-lockdown, the sales split at  
The Shakespeare was 70% wet and 
30% dry, but with the introduction  
of new dishes to the menu and events, 
food sales have  grown by 20%, by 
comparison to 
autumn 2019.

“We’re now 
operating at 50/50 
wet and dry, but 
it has involved an 
awful lot of hard 
work. We have made 
people feel safe 
and comfortable, 
reduced our 
menu, and added 
a more distinctive 
vegetarian and 
vegan offer.

“At the moment, 
we’ve dived deep 
into what we call 
‘Two’s Company’, 
which is a selection 

 
DAVID BURGOYNE FBII

DAVID AND LYNNE BURGOYNE FIRST CAME TO THE ATTENTION  
OF THE BII TEAM WHEN LISA RAYMENT, WHO IS IN OUR MEMBERSHIP 
TEAM, VISITED WHILE ON SUMMER STAYCATION. “WE WERE BLOWN 
AWAY BY THE ATTENTION TO DETAIL AT THE SHAKESPEARE INN,”  
SHE SAID, PROMPTING ELEANOR KIRBY TO DISCOVER MORE

We spend the most with 
local suppliers who we 
have a good relationship 
with and often get them 
to price match deals 
we’ve found elsewhere. 
Having loyalty 
reciprocated allows us  
to protect our business” 
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have been around £15.”
With such creative, yet 

streamlined, menus, David and Lynne 
are keen to protect The Shakespeare’s 
reputation for fresh food, even with 
the threat of price hikes coming into 
place this month 
(January).

“I firmly believe 
fresh is best but I 
recognise too  that 
we have to adapt 
the business if 
changes make that 
necessary,” he says.

“We spend the 
most with local 
suppliers, who 
we have a good 
relationship with, and often 
get them to price match 
deals we’ve found elsewhere. 
Having loyalty reciprocated 
allows us to protect our 
business.” 

David and Lynne also work pro-
actively with the team, to encourage 
the sharing of new ideas. 

He explains: “We arrange a staff 
meeting when the tips jar is full, 
which gets everyone together, and we 
do a Q&A session to encourage their 

of starters, more nibbly things. 
Customers can choose any three 
starters from a choice of 18 and then 
have a main. It has resulted in people 
staying for longer and spending more, 
because they feel comfortable and 
like the informality of adding another 
plate to the table.” 

Themed evenings are also a great 
success, with events like “Fish and 
Fizz”, “Sunday Lunch Club” and 
“Wine O’Clock”, it’s no wonder they 
have managed to maintain the trading 
levels seen during August’s Eat Out to 
Help Out scheme. 

“Food sales have increased so much 
that there has been little or no waste, 
which is a lovely position to be in,” 
says David.

Creating a bit of theatre around the 
menu too has created  a ‘celebratory 
feel’, which is appreciated by customers,  
especially as their re-emerged after 
the lockdowns. 

“If customers come in at 5.30pm 
and we don’t have a second sitting on 
that table, we encourage them to stay 
and order another round of drinks, 
which sees the average spend per head 
rise to £25-30, whereas before it would 

David Burgoyne FBII

ideas. They get their tips at the end of 
it and it sees everyone being actively 
involved in the business.”

With much uncertainty around 
the build-up to Christmas and the 

opportunity to host groups of 20-30 
people having “gone out of the 

window”, the couple feel 
secure in the knowledge that 
the increased food trade has 
provided stability. 

“We used to have a members 
club called ‘Friends of the 
Shakey’, which discounted 

the price with each drink 
ordered. But we’ve had 
to suspend it for now. 
Customers have been very 
understanding and, if 
anything, because we’ve 
ramped up the food, people 
don’t come in for the 
discounted pint, but would 
rather eat and invest in us.”

With customer testimonials from 
key workers describing the pub as 
‘one of the venues they feel safest 
visiting’, David concludes: “It’s very 
rewarding and tells us the measures 
we’ve implemented are what people 
are want and are expecting to see from 
the industry.”  

The Shakespeare Inn has reduced  
capacity to allow for social distancing 
measures, devoting upstairs to dining  
and downstairs to drinking

BII’s Lisa 
Rayment

“I became a member of the BII  
in 1996. When I returned to the trade 
after a short break, I was so keen to 
rejoin! I’ve been a member ever since 
and I’m an FBII, which some people ask   
if it’s a sign I’m in the secret service  
or something!”

“I’m quite old school [David  
proudly displays his BII plaque on the 
entrance wall to The Shakespeare  
Inn] but obviously now we’re online  
a lot, reading through updates on the 
BII website and your guides has been 
really helpful. ”

Updated regularly, our BII Guides 
help you cut through information 

overload and get to the facts you need to 
know. Interested in reading our guides or 
printing out our posters? 

Head over to www.bii.org/coronavirus-
advice/guides-and-printables
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Originally a farm in the 1950s, 
James Barbour took over the 
land that is now Box End Park 

from his father in the 1990s. But as 
floodplains impeded the possibility  
of growing produce, James worked 
with what nature had provided to open  
a 100-acre, purpose-built watersports 
and leisure park in 2007.  

 Box End Park has continued to 
evolve over the years and currently 
comprises the Corner 5 Restaurant 
and bar area, offering guests a lakeside 
setting in a stunning building  
with panoramic windows, along with  
corporate and conference 

“ENCOURAGING 
PEOPLE TO COME 
NOT ONCE, BUT 
TWICE OR MORE, 
HAS BEEN A KEY 
IDEA OF OURS, 
SO WE’VE BEEN 
LOOKING AT  
A LOYALTY CARD”

facilities, and a ‘special occasions’  
element, which caters for weddings 
and functions. Box End Park is licensed 
for civil cermonies and partnerships. 

Still a family business, the day-to-
day management is handled by James, 
who is also responsible for the indoor 
hospitality. Brother-in-law, Russ, 
heads up watersports, while James’s 
wife Hannah, runs the accounts. And 
speaking of accounts, James is pleased 
to report that takings for autumn 
2020 were up against 2019, despite the 
pandemic.

“Last year we were doing £6,000-
7,000 per week, but this autumn 
we were taking £9,000. We were 

completely shut for the first six to 
eight weeks during lockdown, 
until May when we found out that 
we could restart watersports. With 
open air swimming slots bookable 

at £5 per session, we were back 
open and operating with minimal 

staff and a lifeguard, 
and getting up to 100 
visitors a day!

“We’re essentially 
selling space on a lake 
with people able to 
come and go as they 
please.” 

The park and its 
facilities attracts  

a broad spectrum 
of visitors – from 
the more mature 
customers to the younger hobbyists, 

along with parents who bring their 
children to play on the water.

“It creates a melting pot of people, 
which could be a source of conflict 
where the restaurant is concerned, as 
people are there in wetsuits and board 
shorts, but it all works well. 

“People enjoy observing the sports, 

and it creates a relaxed atmosphere.”
(James mentions that the lake’s 

popularity got a massive boost during 
the London 2012 Olympics, when the 
Brownlee brothers, medal winning 
triathletes, became poster boys for 
swimming.)

As the warm, early summer of 2020 
arrived, it was clear to James that their 
watersports facilities would once again 

make a big splash. They 
welcomed 600-800 
people a day at one point.

As soon as the trading 
restrictions allowed, 
they went for a ‘soft’ 
reopening of the Corner 
5 Restaurant.

“We have always 
printed our menus on  
A4 paper, which makes 
it easier to change  
our menu, depending 

upon the ‘special’ on offer from our 
suppliers. 

“We keep very low stock levels 
and tweak our orders daily, if needed. 
We’ve been finding everything a lot 
easier with 95% of customers booking, 
compared to a normal summer where 
we might have had 20 people booked 
for lunch but end up doing 60+ covers.”

MEET... 
JAMES BARBOUR MBII

WHEN FLOODPLAINS STOPPED FARMING ON THE FAMILY’S LAND, JAMES BARBOUR  
TOOK OVER THE BUSINESS AND SET ABOUT CREATING BOX END PARK, NOW A FULLY 
FLEDGED WATERSPORTS AND ACTIVITY CENTRE, WITH A 45-COVER RESTAURANT, 
CORPORATE FUNCTIONS AND A WEDDING OFFER. BII’S ELEANOR KIRBY REPORTS

Pictured above: Sean Hazlett (Head 
Chef), Andrew Skinner (Sous Chef), 
James Barbour, Adrian Booth (General  
Manager), Sarah McKeating and Rebecca 
Atkins (Restaurant Manager)
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£7 average spend per head for a light 
lunch. And while customers are 
enjoying comfort food, James has 
noticed that many are keen to treat 
themselves to top-end products.

“From the moment we reopened, 
we found people were so much more 
appreciative of us, after three months 
of home cooking! Spend per head has 
gone up in the evenings, with guests 
increasingly interested in our 
small, but niche, wine selection.

“Customers are treating  
themselves and going for the 
more expensive bottles, 
like Champagne and 
Châteauneuf-
du-Pape. We’ve 
probably sold 
more ‘high-end’ 
wines in the 
past couple of 
months than we 
have in the last 
two years,” says 
James, adding that 
driving return visits was also key. 

“Encouraging people to return  
not once, but twice or more has been 
our main focus, so we’re looking to 
introduce a loyalty card. For instance, 
on your second visit, you’ll get a bottle 
of wine, the third a free dessert. I’ll  
let you know how it goes at the end  
of January!”

In the place of corporate bookings, 
they are offering gift vouchers to 
companies to give to their staff –
compensation for missed Christmas 

To make the most of all ingredients, 
the menu has a returned to a ‘comfort 
food’ offer and uses ingredients grown 
on their own land – a nostalgic nod to 
the Barbour’s farming days.

“Working with our Chef, Shaun, we 
have started serving homemade pies, 
which yield a fantastic GP: we have 
pulled pork with a honey mustard 
filling, or a minted lamb filling. The 
pork and lamb uses trimmings from 
our roasts – a great way to repurpose 
left-overs. With a short-crust case, 
puff pastry topping and a rich stock 
to go inside, they’re substantial and 
amazingly flavoured.

“Desserts are also a great way to 
utilise our own produce and cut costs. 
We have an apple crumble that’s made 
from apples grown on our trees and 
blackberries picked from the farm’s 
hedgerows. This all helps produce a 
great margin, but it is also lovely to 
have our own produce on the menu.”

Making the most of home-grown 
and left-over ingredients, James is 
able to maximise the profit on the 

At the end of a meal, ask  
if they’ve enjoyed their visit 

and if they’d be happy to receive 
information about special offers.

Our Trusted Partner  
Wireless Social can help 

businesses capture customer 
data more easily (GDPR 

compliant) by asking if customers 
signing up to your wi-fi are happy 
to receive marketing information.

  

BII’S TIPS  
FOR EMAIL CAMPAIGNS

celebrations. But rather than  
a blanket email to all customers, 
James prefers to tailor offers for 
each group (corporate, sporty and 
restaurant goers).

“Our online booking system 
is run by a local business, Avenista, 

which helps us capture email 
addresses. We have a database of 
6,000 contacts, which we import into 
Mailchimp for our email campaigns. 
It costs us £40 to £50 for an electronic 
campaign, but you immediately know 
who has opened/clicked through.”

There’s plenty at Box End Park to 
keep James and the team busy and by 

the time you’re reading this, 
they will hopefully be 

back at the Corner 
5 Restaurant, 
refreshed after their 
break and getting 
ready for whatever 

2021 will bring.  
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E be (Elizabeth) and Lucy 
Bonner first started working 
together in 2018 having 
bought their local pub, 
The Brewery Tap in the 

Hertfordshire village of Barleycroft 
End, where generations of their family 
had roots. Fast forward two years,  
and it’s clear that this unstoppable 
duo have not only transformed  
a tired old boozer, but have delivered 

fantastic services to both their local 
community and to customers from 
further afield.

It was October when their 
offer to buy the pub was accepted 

and their first goal was to open for 
Christmas. “Not with a chef, but at 

least for Christmas drinks,” says Lucy, 
who is pub Manager, while Ebe looks 
after everything else, in particular the 
garden, her labour of love. 

“We ended up exchanging and 
completing on the same day in 
December and then turned everything 
around in 11 days to open on the 14th,” 
remembers Lucy.

“It was just like DIY SOS for those 
first 11 days. At one point there were 

five people working within the 
space of five metres! The paint 
was still wet when we opened – there’s 
a door and some skirting that paid the 
price. It’s a funny reminder.”

It was the following March before 
they took on a Chef, and today they 
have Matt managing the kitchen.  
A local in the village, Matt used to work 
at Jamie Oliver’s parents’ pub, The 
Cricketers in Clavering, Essex, and he 
has been instrumental in developing 
The Brewery Tap’s food offer,  
including the Mother’s Day Sunday 
Roast takeaways, introduced as soon  
as the Coronavirus restrictions hit. 

Matt also introduced a two-
pronged approach to the food 
offer last summer, by creating 
a tapas menu for prep in the 
kitchen, while a wood-fired 
oven cooked and served pizzas 
in the garden. Having the 
outdoor pizza offer eased the 
pressure on the kitchen and 
delivered  a very healthy gross 
profit of  90% too.

“We called it the ‘Brewery 
Grazing Garden Menu’, as it 

MEET... 
LUCY BONNER MBII

THERE IS NO STOPPING MOTHER AND DAUGHTER DUO EBE (ELIZABETH) 
AND LUCY BONNER. HAVING REVITALISED THEIR LOCAL PUB, THEY SET 
ABOUT CREATING A GROCERY AND TAKEWAY OFFER FOR THEIR COMMUNITY 
OVER LOCKDOWN. BII’S ELEANOR KIRBY FINDS OUT MORE ABOUT THEIR 
SUCCESSFUL NEW INCOME STREAMS

Ebe (pictured above)  
and daughter Lucy have won 
a BII Heart of the Community 
Award too
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generated on a  Google Docs form.
“It was a four-phase process, first 

as a little shop in the pub, which we 
got ready in three days, then boxes 
for collection only in the pub. This 
migrated to the shed and later into our 
permanent structure in the courtyard, 
which we’ve called Furneux Stores.

“Pub is the Hub’s Jeremy English, 
was amazing. He asked us what we 
needed and how he could help. It 
meant that we could open up safely 
and successfully.”

Helping Lucy and Ebe along their 
journey into 
a permanent 
structure, Pub is 
the Hub provided 
funding for fridges, 
freezers and 
shelving units that 
allowed the shop 
to stock a broader 
range of products, 
all sourced from 
suppliers already 
used by the pub.

The shop has seen a huge uptake by 
customers, who come in for essential 
items, as well as popular patisserie and 
deli items (Scotch eggs are a particular 
favourite, yielding a GP of 75%), and 
then go on to visit the pub too.

With some more funding from the 
local parish council, the pair were able 
to set up a playground in the gardens, 
which has been a huge benefit to the 
community, as well as customer base.

was made up of lots of small dishes. 
Lucy continues: “People have really 

enjoyed the garden, and we have now 
installed a canopy and two dining 
domes, where we can install heaters to 
maximise their use over the winter.”

A community store has extended 
the business offer even further and 
is delivering an additional income 
stream. With help and support from 
the not-for-profit advisory group Pub 
is the Hub, along with membership of 
the BII, Lucy and Ebe have managing 
to develop a roaring trade in the sale  
of essential groceries, 
as well as offering 
dishes from their 
deli menu that stocks 
soups, quiches, 
sausage rolls and their 
famous Scotch eggs. 

“Before we opened 
the shop during 
lockdown, I’d say our 
trade was probably 
50/50 wet/dry split, 
due to our ‘die hard’ 
drinking group that we call ‘the old 
boys’. Now the shop has opened it 
has changed massively, food sales 
represent 40-50%, the shop is 30% 
and drink 20%, and takings from the 
shop are only going up and up and up.”

While the pair had thought about 
extending the pub before, lockdown 
really accelerated their plans, with 
the service kicking off by supplying 
200+ food boxes per week from orders 

“PUB IS THE HUB’S 
JEREMY ENGLISH,  
WAS AMAZING. HE 
ASKED US WHAT WE 
NEEDED AND HOW HE 
COULD HELP. IT MEANT 
THAT WE COULD  
OPEN UP SAFELY  
AND SUCCESSFULLY”

“The Parish Council match-
funded the playground. It has 
always wanted to have one  
in the village but never had 

the land or space,” explains Lucy.
“Having worked as a nanny before, 

I was really conscious of creating 
something for everyone.”

Pouring their energy into every 
element of their business, Ebe and 
Lucy admit that all the extra hours 
they’re working have been a form  
of escapism from all the bad news. 
“Mum especially loves coming here, 
manning the bar and chatting to 
everyone”. With the shop-turned-deli,  
playground, pub, café and garden The 
Brewery Tap is perfectly equipped to 
supply the village with happiness.  

“The BII’s emails really help 
breakdown the Government’s 
guidance and rules. They’re so 
clear and brightly coloured, it’s 
easy to find what you need,  
and especially useful coming  
from a trade body you can trust.  
There’s a lot of information out 
there, but, hand on heart, I only  
read the information BII sends out.”

Are you receiving BII’s INNfocus 
newsletter every Monday? 

Highlighting the latest news, guides, 
support and training, it’s something  
you simply can’t afford to miss! 

Need to change your email? Contact 
Your BII Team via membership@bii.org 
or call us on 01276 684449.

LUCY’S 
TOP TIP
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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 

IN THIS ISSUE WE’RE IN THE WEST MIDLANDS/SOUTH WALES...

RECONNECTING AND SUPPORTING THE REGION’S  
PUBLICANS THROUGH A SERIES OF EVENTS AND FUNDRAISERS: 
2021 IS THE PERFECT TIME TO SHOWCASE PUBS’ RESILIENCE

JOHN RACKHAM FBII 
WEST MIDLANDS / S WALES CHAIR

John Rackham FBII, who took over 
the Chair of the West Midlands 
and South Wales Region in 

November 2019, is firmly focused on 
the new opportunities that 2021 will 
bring to the region. “This is a new year 
and our chance to show the amazing 
resilience of our sector. We are in the 
people business and our customers 
look to us to lead the way,” he said.

There are exciting plans afoot.  
In the West Midlands, John 
has been busy organising 
a fundraising golf 
tournament to raise money 
for the homeless charity 
Only A Pavement Away 
(OAPA). His idea centres on 
helping to raise 
funds to launch 
OAPA support 
in Birmingham, 
which will bring 
greatly needed 
assistance and 
hope for the city’s 
rough sleepers and 
homeless. 

“The General 
Manager of the Aston 
Wood Golf Club in 
Sutton Coldfield, Simon Smith, has 
offered to host the event and will help 
me find some celebrities and golfing 
pros to make the day extra special. 
Simon is a professional golfer too.”

“I’ve also been talking with Aston 

Villa FC, which (fingers crossed) may 
even enter a team to play some golf 
on the day. They’ve already donated 
an Aston Villa shirt, signed by Jack 
Grealish, which we’ll be able to auction  
off on the day.” 

There are plans for a dinner and 
evening of entertainment.  

The original seed of the idea came 
to John while he was attending 
the launch of OAPA in 2018 – the 

brainchild of BII’s 
London Region Chair, 
Greg (and his wife 
Gill) Mangham CBII. 
OAPA supports people 
by helping them get 
back on their feet, 
working to find them 
suitable, long-term 
employment within  
the hospitality sector. 

“There are many charities in  
Birmingham helping rough sleepers  

in the city, but OAPA is different 
because it helps people find meaningful  
employment in the hospitality 
industry, which is a massive step in 
supporting these people in getting 
their lives back on track,” said John.  

“With the Commonwealth Games 
coming to Birmingham in 2022, there 
will be a massive opportunity for 
hospitality in the city, with extra jobs 
needed to cope with demand,” he said, 
adding that he would seek to raise the 
profile and promote the event more 
widely by working with local news 
and radio and using social media. 

John is hoping to confirm the 
date, which is looking likely to be in 
September as, he fears a spring event 
in May could be too risky.  

“I remember the days when 
Birmingham LVA had 600 members 
and everyone came together regularly 
to socialise and network. I think if this 
period has taught us anything it’s the  
need for the trade to come together more  
and support one another,” said John. 

“I believe the lockdowns and trading  
restrictions have bought an end to  
much of the old rivalries that existed 
between publicans, because everyone 
is having to operate under the same 
rules and restrictions. Everyone is 
doing the best they can to survive yet,  
at the same time have never been more  
willing to connect and help one another.  
It’s brought everyone down to earth. 

“Sadly, some pubs won’t survive 
this and it’s not just those that many 
describe as ‘natural wastage’. I’ve seen 
some very good pubs forced to close 
recently. That’s how bad it is.” 

As the new Chair, John says he is 
determined to “get it right” and put 

“I THINK IF THIS PERIOD HAS TAUGHT 
US ANYTHING IT’S THE NEED FOR  
THE TRADE TO COME TOGETHER MORE 
AND SUPPORT ONE ANOTHER”
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1. WEST MIDLANDS/ 
SOUTH WALES  
John Rackham FBII
John.Rackham@BII.org  
07985 257658

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

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

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

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

his region back on the map.  
“Our roles on the Council have 

been made much easier, thanks to 
the wonderful work of Steven Alton 
CBII and his team at BII HQ. The 
weekly bulletins and online support 
have been a lifeline,” he said. “And 
we are here, should anyone have 
questions or just want to connect.”  

Come on board
This year will see a range  
of events and fundraisers  

being organised in the region  
by John Rackham FBII  
and the committee.   

If you would like to find out more 
about what’s going on in the region,  

enter a team into the golf tournament 
or donate a prize for the OAPA  

Golf Day Fundraiser, please  
get in touch with John direct. 

John says he is keen to hear from 
members, so drop him an email to find 

out how you can get more involved  
at John.Rackham@BII.org. 

Through its relationships 
with company-partners 
operating in the 
hospitality sector, OAPA 
acts as the conduit 
between those who 
need help and potential 
employers.  

OAPA’s work, which 
includes handing out 
warm clothes and 
supplies over the winter,  
is made possible through  
the help of funding 
partners – Asahi, Barclays, 
Beds & Bars, Caterer.
com, Crisis, Fraser Giles 
Partnership, Greene 
King, Ocado and Thomas 
Franks – and a whole 
host of other industry-
related businesses.  

Employment is found  
through its impressive 

and growing network of 
55 industry employers: 
Pub Love; Young’s; 
Brewhouse & Kitchen; 
Beds & Bars; McMullen; 
Bermondsey Pubs; De 
Vere; Oakman Inns; Red  
Mist Leisure; The Yummy  
Collection; Fuller’s; Craft  
Union; Adnams; Cabana; 
Malmaison; Whiting & 
Hammond; Coaching 
Inn Group; Petersham 

Nurseries; Pizza Pilgrims; 
Topgolf; Greene King; 
Honest Burgers; The Ivy  
Collection; Byron; CDG; 
Gaucho; Corbin & King;  
Gourmet Burger Kitchen; 
Hand Picked Hotels; Seoul  
Bird; Macdonald Hotels; 
Thomas Franks; Paddy & 
Scott’s; Harvey’s; Savoy; 
Royal Air Force Club; M; 
Hush; Red Carnation; 
The Dorchester; Hache; 
Bounce; Redemption 
Roasters; Cook; Barworks; 
Brunning & Price; Kew 
Garden Hotels; Caravan; 
Le BAB; Marriott Bonvoy; 
M&B; Qoot; Thwaites 
and Vestey Foods.  

For more information 
on OAPA, please 
contact: Enquiries@
OnlyAPavementAway.co.uk 

ONLY A PAVEMENT AWAY
Only A Pavement Away works with the homeless, rough 
sleepers, former military veterans and ex-offenders to help them  
find hope for the future through securing useful employment. 

0808 801 0550
www.licensedtradecharity.org.uk 

support@ltcharity.org.uk

Covid Resource Hub 
OAPA has developed a ‘Covid 

Resource Hub’ (CRH) on its  
website, highlighting help and 
available benefits and lifelines  

to help hospitality workers  
over this time who have been  

impacted by Covid-19.    
It aims to help those facing  

hardship to access support and act  
as a possible preventative measure 
against long-term unemployment  

and homelessness. 

 The hub provides links to 
organisations and charities, 

including the Licensed  
Trade Charity. 

Government guidance, benefits, 
details on how to access universal 
credit, and find financial support  

are all listed.
PLUS:  

Advice on homelessness,  
rough sleeping and eviction, 

support with mental  
and physical health, help with  

Careers and CV advice 
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Vikki Hunt

T hroughout this pandemic, we’ve 
tried to be realistic and put 
in place plans that will see us 

through the next few days and weeks. 
We work on ‘best case / worst case’ 
scenarios, which means, if you don’t 
end up with your worst case, it’s a big 
bonus and gives you a lift. 

Giving yourself some space to 
think, I believe, is important. We were 
very fortunate to have got away for 
three days just before the November 
lockdown was announced. To have 
had that break from the business was 
hugely beneficial. We were staying in 
a cottage in rural North Yorkshire – 
literally miles from anywhere – and it 
couldn’t have been better. We returned 
energised and ready to get the team 
together to bounce around new ideas. 

Keeping your energy, motivation 
and positivity going is essential. I know  
that it’s not easy and it’s tough for many  
publicans, especially those 
that have wet-led businesses. 

IN THESE VERY UNCERTAIN TIMES, RESILIENCE IS KEY, ALONG WITH A GOOD DOSE  
OF REALISM, SAYS VIKKI HUNT FBII WHO, ALONGSIDE HUSBAND GAVIN, WAS  
A FINALIST IN THE BII’S LICENSEE OF THE YEAR AWARDS 2019 – THEY HAVE TWO  
PUBS IN NORFOLK, THE LODGE IN NORTH TUDDENHAM AND THE FOX IN LYNG 

PHOTOGRAPHY: @MATTSTURMANPHOTOGRAPHY

I’m part of a national pub forum and 
understand that even the thought of 
going through another lockdown, 
dealing with more regulations, as well  
as the constant uncertainty, is crippling. 

But I believe that doing everything 
you can do to keep trading is going to 
help yours, and your teams’, sanity. It 
doesn’t have to be anything massive. 
If you can’t have a shop, then how 
about offering fruit and veg boxes or 
bar snacks? Use your trade suppliers to 
provide something the supermarkets 
can’t. We soon found out that when 
the supermarkets started to run out  
of certain items, we were able to 
source them through our suppliers! 

Our shop has been hugely 
successful, along with our ‘Easy Teas’ 
takeaways, during the lockdowns. 
We have also been very lucky having 
enjoyed a hugely successful summer, 
with The Fox and The Lodge delivering 

our best ever 
profits. This has 
given us a safety 
net and allows us 
to feel confident 
that we can keep 
going until the 
spring – even 
allowing for 
our worst-case 
scenario. 

Our ‘Easy Teas’  
takeaways are popular because we 
sell the meals cold, to be reheated at 
home, which means we can undercut 
traditional takeaways on price as 
there’s no VAT to be added. We offer 
slow-cooked lamb shank with  
mash potato (sold separately), large 
family-sized trays of lasagne and a 
selection of pies and curries. But we 
also recognised that mainstream 

takeaways would stay open 
throughout the second lockdown, 
therefore demand would be lower, 
so we only did three days a week, 
knowing we could ramp it up if 
demand increased. 

Learning from our past experiences 
and doing research has been key.  

When we reopened both pubs last 
July, we told ourselves that should 
we face a second lockdown that we’d 
keep The Fox open, having closed 
it in March to focus on The Lodge. 
However, last October, we tested the 
water by seeking customer opinion via 
social media. It showed us that by the 
time we’d factored in staff costs and 
the unpredictability of sales, that it 
wouldn’t be viable. So we closed The 
Fox and furloughed the staff again.

Being able to pay the rent and the 
bills is critical. Both of our pubs are on 
private lease agreements and while one 
landlord has helped us enormously, we 
have had to pay full rent on the other, 
which has been hard. 

Another lesson we took from the 
first lockdown, was to create an online 
ordering system to allow customers 
to buy from the shop in a similar way 
that they do with the supermarkets. 
There’s a drop down section showing 
all our dairy products, for instance, so 
rather than them just emailing us over 
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TO KEEP TRADING IS GOING TO HELP 
YOURS AND YOUR TEAMS’ SANITY”

a list of basic items, they 
are likely to buy more 
as they can see the full 
range of what we stock. 

We also took the 
decision not to furlough 
all the staff at The 
Lodge, as we had done 
in March, as running 
the shop and preparing 
all the takeaway meals 
ourselves had been very 
hard work – it nearly 
broke us! 

The second time 
around, we opted to 
keep some staff part-
furloughed for a few 

hours each. It helped keep them, and 
us, sane. It’s good for people to have 
something to keep them busy, even if 
it’s just a couple of hours a week and is 
not as profitable for us.  

Last year also taught us that our 
customers are very loyal. As soon as 
we reopened in July, the trade was 
there. We even saw the best-ever 
quarter, which means we’re doing all  
the right things. 

Our new table bookings system, 
introduced in the summer, has been 
worth its weight in gold. It’s still a 
basic book and pen record, but we’ve 
set the bookable time slots to allow us 
to maximise every table. 

Before lockdown, everyone used to 
want to book a table for 7pm/7.30pm, 
but by introducing two-hour sittings, 

we have managed to double our 
occupancy. Customers are now offered 
tables at 4pm, 6pm or 8pm – giving 
them 15-30 minutes either side of 
those times. While the 10pm curfew 
was on, anyone choosing 8.30pm was 
told they’d only have an hour and 
a half. We’re a 45-seater restaurant 
doing 100-120 covers a night. It was 

one of the best things we’ve ever done. 
It’s about having the confidence to 

take back control: offering customers 
times that are best for our business; 
not keeping six extra bottles of each 
gin in the cellar,  
but saying to customers 
we’d run out of 
that one, but had 
another 25 gins for 
them to choose 
from. Holding 
less stock means 
we have less 
money tied up  
on the shelves.  

We have also been 
wary about rushing into 
things too quickly. We looked 
at investing in outdoor areas, as other 
pubs have done, but decided against it. 
When we heard pubs were to be closed 
again, we felt we had made the right 

choice for us. We’ve got great outside 
areas for the spring and summer that 
Gavin built – a fun and funky pallet 
seating grassed-area – but we want to 
keep cash in the bank for our reserves, 
should we need it.  

Looking ahead, having successfully 
held a few intimate weddings at The 
Lodge over the summer, including 

my own daughter’s 
which was just 
beautiful, we hope 
to do a few more of 
those, but not so 
many as to alienate 

our regulars. We may look to offer 
customers some rewards to entice 
them back in January and February, 
but we’ll wait and see first.  

I think it has definitely been easier 
for rural, food-led pubs to 

recover, as customers have 
been happy to travel out 

of the towns and cities. 
We don’t get masses of 
people turning up just 
to drink, which can 
put some customers 

off. It also means 
we can keep up with 

our thorough Covid-
safe checks, from taking 

temperatures to track and 
trace. It’s all about damage limitation 

– doing everything we can to keep 
trading, amply cover our costs, protect 
our staff jobs and make it 
through to the spring. 
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Keith Knowles

C ompanies from other 
industries have been 
poaching our people. It’s 
sometimes easy to forget 
that while hospitality 

is struggling, other sectors are 
performing well. So this is their 
chance to move in and steal some 
of our best employees – individuals 
who we, as an Investors In People 
(IIP) Platinum accredited business, 
have invested time and energy in.  

But as someone who always  
likes to see the positive side of things  
– a glass half full kind of person – 
there is even a positive side to this, 
because it highlights the huge worth 
and potential of the great people 
working within the hospitality sector; 
individuals who are not only well-
trained, but equipped with highly 
valued, transferrable skills and  
a strong moral code and ethics. 

“We know too 
that our former 
employees will 
remain advocates 
for our business 
and the industry in 
general – and it gives 
us the opportunity 
to recruit new blood 
and to promote 
people internally, 
which allows our 
business to evolve and not stagnate.  

We’ve got 269 people on our payroll 
in the UK and another 450 in Europe, 
and we work hard to make sure our 
people are on whatever is the best 
Government scheme for them. That 
means we keep agile, during the 
November lockdown, for instance, 
we moved from  operating a three-

PROUD OF HIS PEOPLE AND CONFIDENT OF THE FUTURE,  
KEITH KNOWLES OBE, CBII IS ONE OF HOSPITALITY’S GREATEST 
SUPPORTERS OF CREATING SOLID CAREER PATHS AND BRILLIANT 
OPPORTUNITIES FOR YOUNG PEOPLE SEEKING SUCCESS 

day-week to furlough. It’s about doing 
whatever is most efficent for our 
employees and to avoid redundances. 
Regrettably, we have had to let four 
people go. That really hurt. Since the 
company was formed in 1964 we’ve 
never made anyone redundant. But 
in the current climate, we have got to 
coldly evaluate the business and operate 
a model designed to allow us to survive. 

A model built upon customer 
research to understand what people 
will want going forward. 

We are predominately a chain of 
backpackers’ hostels 
with 5,000+ beds. 
Knowing whether 
people will want to 
share dormitories, 
or even travel to 
use our type of 
accommodation this 
year and beyond,  
is important.  

Last May, we 
carried out extensive 

research to understand if our core 
concept – to bring strangers together 
to share unique experiences – was 
still wanted. The feedback was really 
positive, with 800 responses from 
20-35 year olds who, while stuck at 
home, had retained their wanderlust 
and were busily researching their next 
trip. Hostels, they told us, remained 

safe places to travel to and where they 
wanted to be. And that is down to our 
staff, who are responsible for creating 
this Safe, Secure, Fun and Value for 
Money environment.  

Of course, we have had to adapt. For 
instance, people want more flexibility 
in terms of their booking, in case their 
plans have to change last minute. 
We’ve facilitated this by changing our 
terms and conditions to allow guests 
to book with more confidence.  

We must never forget the 
overwhelming support customers have 
given hospitality over this time. They 
recognise that our industry has been 
hit hard and they want to support us. 

For instance, last June, we were 
holding a significant amount in hostel 
deposits. We knew we couldn’t afford 
to lose this money and we needed to 
work quickly to create an offer that 
would keep this cash in the bank and 
stabilise our business. The result was  
a campaign that offered guests a 
voucher worth an extra 50% on top 
of their deposit value for use in the 
future. It was a success and saved us 
from refunding half of those bookings!  

Giving customers a reason to remain  
loyal and have faith in us is key. It’s  
about treating people how you, yourself,  
would like to be treated. We have 
kept our customer-facing channels, 

“GIVING CUSTOMERS 
A REASON TO REMAIN 
LOYAL AND HAVE 
FAITH IN US IS KEY. 
IT’S ABOUT TREATING 
PEOPLE HOW YOU, 
YOURSELF, WOULD 
LIKE TO BE TREATED”
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including customer service and social 
media, manned throughout. Our 
customers know that we will look 
after them. We’re here, we’re not 
hiding and we’re not going anywhere. 

It makes a huge difference – I know. 
I’m left loathing two companies for how  
they’ve responded to me over this 
time: American Express for bouncing 
payments made on our card; and O2 for 
cutting my phone off without notice. 
Both had apparently furloughed 
customer-facing staff and, I believe, 
were using Covid as an excuse for bad 
customer service. We, on the other 
hand, have stepped up and made sure 
customer service is as good as it can be.  

I believe people often underestimate  
the skills and the responsibility that 
come with working in hospitality. 
Take Alex Philiotis, GM at our 
St Christopher’s Inn Village 
in London Bridge. He’s 
got a staff of 50 and 
manages a bar and 380 
beds, turning over 
£5.1m a year; Sophie 
Herbert, our ‘Captain 
of Fun’ as I call her, 
joined us six years ago 
on a marketing internship 
and worked her way up to Marketing 
Director, winning several awards 
along the way; or Gemma Placey, our 
Finance Director, and Jan Kroezen, 
Tech Director, who both joined at 
junior levels and worked their way up 

to director and board-level.  
 My late wife Franca set out to give 

the new people joining us the chance 
to have meaningful careers. Through 
the development of great training – 
training that we were happy to share 
with everyone – we as an industry 
created a better shop window to 
showcase the many opportunities 
in hospitality. It’s not a job just for 
university students to earn a few quid 
by working behind a bar, Sophie, 
Gemma and Jan are proof that you 
can become a board director of an IIP 
Platinum company like ours. That 
makes me incredibly proud. 

I mentioned earlier that I am 
naturally a positive person and I believe 
this storm, like all storms, will blow 
through. It’s about how we make the 

best of it, by investing time and 
energy in becoming more agile, 

while investing in the best 
‘order and pay at table’ 
apps you can afford. We’ve 
found that by using ‘order 
and pay at table’ apps that 

we’re driving revenue up 
by 14%, as average orders 

are higher than over the bar/
usual table service, which reduces 

costs at the front line and gives staff 
more time to engage with the customer, 
rather than just processing an order.  

We can all use this time to look at the  
way we operate and to come out of it 
leaner and fitter; examining yourself 

in the third-degree, 
understanding what 
your capabilities are, what your 
objectives are and what your end goal 
is. How to meet the local demand, as 
well as the wider audience. And don’t 
beat yourself up when it goes wrong. 
You’re not in the game unless you get 
some things wrong - just make sure 
you get more things right.  

Gerald Richardson [successful 
multiple operator, a founding member 
of the ALMR, now UKHospitality, and 
a former BII Chair] was a Mentor of 
mine. He could see that we knew how 
to run pubs but not a business, and he 
helped us identify our strengths and  
learn how to constantly adapt and grow.  
It’s one of the reasons that I’m absolutely  
confident that we will come out of this. 

When I listen to our team, I know 
we are going to win. I look at people 
like Sophie, Gemma, Jan and Alex 
and feel incredibly proud of their 
achievements. And I’m comfortable 
knowing that we will be paving the 
way for more like them. Yes, they will  
have the choice to move into other 
industries or, hopefully, stay in 
hospitality, where I know they will play  
a huge role in making the social fabric  
that binds our communities 
together even stronger. 

KEITH KNOWLES OBE, CBII

The CEO of Beds & Bars Group,  
Knowles is also Chair of the 
Perceptions Group, which supports 
and promotes the development   
of long-term career paths for young 
people in the hospitality industry. 

The late Franca Knowles 
MBE (right) championed 
excellence through training 
and by developing career 
pathways. With Gerald 
Richardson, Franca started 
the group on its Investors  
In People journey. 
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Nick Mackenzie

It feels incredibly good to be back 
in the pub industry, having spent 
20 years out of it. I began my career 

with Allied and then Bass, and when 
I left two decades ago to join Merlin 
Entertainments [owner of big brands 
such as Madame Tussauds] my love of 
pubs and the sector never left me – I 
knew I’d return. In recent years I took 
a Non-Exec role with Thwaites, which 
led me onto the path to Greene King.

On joining Greene King in May  
2019, I was kept busy getting to know 
the business. Once the CK deal* was  
announced in the October, my plan 
was to set the business in a new 
direction, one that would focus on our  
culture and our 38,000 people. But 
in March 2020, we were faced with 
lockdown and everything that followed. 

Like many big businesses, we had 
set up a Covid crisis team earlier in  
the year, without really realising just 
how massive this was going to be. At 
least having the team in place allowed 
us to move more quickly – although 
the day Boris announced people 
shouldn’t go into pubs anymore, I had 
contracted Covid-19 and was confined 

to working in a bedroom. It was  
a pretty challenging few months.  

Throughout the pandemic our  
three objectives have been to:  

  Maintain financial stability  
  Protect our people and partners 
  Come out of this stronger than  

our competition 
From dealing with the crisis 

team, tasked with getting us to the 
other side of this, to ensuring we are 
well-positioned for the longer term, 
with the new structure and culture 
embedded into the business, I believe 
we are in good stead for the future, 
having also maintained support for 
our team and tenants throughout.

We know we have some of the best 
people in the industry and we have 
leveraged this. But we recognise too that  
some of them have had difficult times. 
The legacy of the Spirit Pub Company 
acquisition has weighed heavily on the 
organisation, and so we’ve unleashed  
a winning team of people to create  
an environment where everyone can 
feel empowered to make a difference. 

Our defined purpose is to “pour 
happiness into lives”, whether that’s 

our millions of customers or our 
employees and partners, so we 
are instilling values to allow 
people to ‘take ownership’ and 
have the ‘freedom to succeed’. 

We want Greene King to be 
the pride of British hospitality. 
This will involve creating a more 
balanced portfolio, one that will 
allow us to take advantage of  the 
opportunities in the premium 
market. Our focus has been in 

the ‘locals’ and value end of the market  
and, whilst these are still important, 
we will be investing in the estate in  
a slightly different way to maximise 
the value of every single asset we own.

Our new culture, while targeted 
towards our 38,000 employees in our 
managed and brewing operations, also 
affects how we act and work with our 
external partners and tenants. 

We hope that we have shown, 
throughout this crisis, that we have 
spent time and money thinking about 
how to protect our 1,000 tenanted 
businesses. It is well-documented that 
we have given over £25 million in rent 
concessions, along with extra support 
wherever we can. 

Government too needs to step up 
and be more long-term in its thinking: 
to provide support and other measures 
that will allow businesses like ours to 
start creating jobs again. We need our 
pubs to be profitable and many can’t 
be when forced to operate under the 
restrictions imposed. 

We’re hoping that in the lead up 
to Easter the restrictions will reduce. 
There is no evidence that pubs are 
responsible for the spread of the virus 
and the new tier system is unfairly 
targeting the industry and is massively 
detrimental to wet-led outlets. 

It’s especially worrying for some 
of the independent pubs and smaller 
operators in the freetrade, who don’t 
have access to the same levels of 
support as tied tenants. They need  
to be able to see their way through to 
spring. It would be a disaster for these 
pubs to close. Community is massively 
important, more so on the back of 
everything we have all been through. 

Government needs to extend the 
business rates holiday and VAT cut, 
freeze or reduce beer duty and provide 
bespoke support for wet-led pubs, 

“WHAT MANY PUB PEOPLE HAVE DONE OVER THIS 
PERIOD MAKES THEM HEROES AND DEMONSTRATES 
WHAT AN AMAZING SECTOR IT IS – ONE THAT’S 
PACKED WITH RESILIENCE AND PASSION”

IT’S 20 MONTHS SINCE GREENE KING CHIEF EXECUTIVE NICK MACKENZIE  
TOOK OVER THE REINS FROM ROONEY ANAND, AN “INTERESTING  
AND CHALLENGING” PERIOD, HE SAYS, YET ONE THAT HAS ENDORSED  
ALL HIS REASONS FOR WANTING TO RETURN TO THE INDUSTRY 
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which have been especially hard-hit.
We owe it to them to protect their 

businesses and people, and to keep 
viable pubs trading. I know we will 
lose some, but I am hopeful the vast 
majority will get through it.

I hope too that the support we have 
offered our tenants demonstrates the  
strength of the tenanted pub model 
and the tie. Greene King is the tenant 
of over 500 properties and we got 
nowhere near as much support from 
these commercial landlords.

We have also invested tens 
of millions of pounds 
in creating safe pub 
environments, which 
resulted in our 
customer scores 
going through 
the roof, post our 
July 5 reopening. 
Customers feel that 
the pubs are cleaner 
and safer than ever.

The investment in Covid-
safe protocols will continue  
for the first half of this year 
and we have plans to make 
CapEx investments in sites, 
as well as in digital and 
cultural programmes. We 
will continue to support our 
tenants too, including with  
an investment programme  
for the second half of 2021.

Of course, much of this depends  
on what happens in this first quarter. 
Our heavy fixed costs are burning 
through our cash reserves and so 
we will ensure money is well spent 
on creating a brighter future for our 
business over the next 12 to 18 months. 

As one of the bigger operators, 

in terms of sports coverage, with 
aspirations to become seen as the 
‘home of sport’, the loss of atmosphere 
around these occasions has been 
damaging, along with missing out on 
events like the Euros. But the good 
news is, customer demand is there. 

A proportion of customers do  
remain nervous, but that number was  
decreasing before the second lockdown,  
with fewer than 10% of customers not 
returning. Eat Out to Help Out helped, 
but the real facts are that pubs are not 

spreading this virus. 
Our figures across 1,500 sites  
from July 5 to November 5, 

showed that the number 
of contacts from track 
and trace was fewer 
than 40 out of over 
20 million customer 

visits. It’s tiny. We need 
to push the narrative 

that pubs are safe, 
pubs are regulated 
and based upon the 
numbers, pubs are 
one of the safest 

environments.
One very positive 

outcome from all of this  
is how our industry is presenting one  
voice to get the key messages out, with  

the British Beer & Pub Association, 
UKHospitality and the BII working 
together. It has been much harder  
in Scotland, where there appears to be 
a stronger anti-alcohol lobby in play, 
which has been very damaging to our 
200+ pubs and brewery there.

We are looking forward to 
continuing the journey we started  
pre-pandemic – to create a more diverse 
and inclusive business. We have set up  

employee-led groups to champion  
four key areas: the LGBT+ community, 
women, people from black, Asian and 
minority ethnic backgrounds, and 
those with disabilities. 

We have made strong headway. 
From having an all white, male 
executive board, we now have four 
women, one of whom is from an ethnic 
background. We have been consulting 
with figures from the black, Asian and 
minority ethnic communities, as well 
as with The Prince’s Trust and others, 
to increase the opportunities for young 
people from these backgrounds. 

It has a been a massive learning 
curve for me personally, since 
discovering our founder, Benjamin 
Greene, was a slave owner and 
advocate of slavery. When this was 
reported in the media, following  
the Black Lives Matter movement,  
I wanted to voice my abhorrence and 
to apologise, but more than that, I 
wanted to do something for the future 
by investing in a programme that will 
champion race inclusion and diversity. 

This industry is about people – all  
people – and we want to work tirelessly  
and passionately to make good 
experiences for our customers and 
employees. What many pub people 
have done over this period makes 
them heroes and demonstrates what 
an amazing sector this is – one that’s 
packed with resilience and passion.  
It’s the reason we are all here and love  
what we do – long may that continue. 

* Hong Kong-based CK Asset Holdings  
acquired Greene King in October 2019.
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INNvestments
A SPOTLIGHT ON NEW OPENINGS, INNOVATIONS, REFURBS & CAPEX

The new brewery and beer hall will  
see the creation of 40 new jobs.     

Phase one saw the 
opening last summer  
of a 3,250sq ft coffee 
house, Jenno’s, 
operated by an 
independent 
Leicester-based 
family, and 
Rutland Cycles, 
where visitors 
can buy or hire 
bikes to explore the 
site’s pathways, which 
link up to the national Cycle 
Network.  

The new brewery, beer hall 
and shop will also give people 
the chance to brew their own beer.  

Everards’ Chairman, 
Richard Everard said: 
“This really is an  
exciting time for us  
and the beginning of  

a brand-new chapter  
in our 170-year history.  

“We look forward to 
welcoming customers to our 
new home where they will 
be able to enjoy fantastic 
hospitality while overlooking 

both the wonderful 
meadows, but also our 

state-of-the-art brewery. 
We will be brewing  
a great range of beers 
and, of course, bringing 
our famous Tiger  

back to Leicestershire.” 

Nicola and Chris Tume 
took on The Plough last 
autumn, having worked 
for Nicola’s parents, David 
and Dilys Clack for many 

years. The Clacks’ two 
grandchildren Billy and 
Freddy Tume are also 
involved in the businesses.   

The revamp included 

seating for 84 customers 
outside with plans to 
further develop out-door 
space and covered areas 
for the winter.  

Nicola said: “At difficult 
times like this, a good local 
is more important than 
ever to the community 
it serves. People are 
travelling less and working 
from home more, so we 
want to give them a great 
pub they can enjoy on 
their doorsteps.” 

She added that 
residents had been 
very supportive of the 
refurbishment, despite 
it being closed for more 
than six months.  

IT’S A FAMILY AFFAIR  
FOR KENT-BASED PUB OPERATORS

NEW TENANTS TAKE  
A BALANCED APPROACH  
TO VILLAGE LIFE 

Three generations of Dartford, Kent-based family have taken on their third 
pub in the town, The Plough in Wilmington, a Star Pubs & Bars lease, which has 
been breathing new life into a community’s favourite after a £260,000 revamp. 

EVERARDS’ PHASE TWO MEADOWS DEVELOPMENT  
OPENS THIS SPRING
Everards is set to launch phase two of its £30m ‘Everards Meadow’ 
development, a 70-acre food, drink and leisure space, which will be home  
to its new state-of-the-art brewery and beer hall when it opens this spring. 

Two new Fuller’s tenants Nick 
and Steve de Wiggondene-
Sheppard took on The Bell 
at Outwood, near Redhill in 
Surrey, and plan to buck the 
trend of turning village pubs 
into restaurant-led businesses. 
Instead they’re looking to 
maintain a warm welcome 
for the locals with a balanced 
approach to serving quality 
food to attract diners 
from further afield.

Quiz nights, 
summer theatre 
experiences, gin 
and ale festivals, 
music events,  
fireworks and charity  
fundraisers are all 
being planned for this year, 
once restrictions are ease,  
to put The Bell at the heart of the 
local community.  

Steve said: “Too many village pubs 
have become so restaurant-led that 
the locals often feel like second-class 
citizens. At The Bell, we will be aiming 
to keep that balance and ensure the 
pub takes its place at the heart of  
the community.” 

He added: “The pub was here  
long before we were and we want  
to make sure we can take it in  
a direction that suits the village  
and the wider community.”

 



I N N V E S T M E N T S

PROPERTY NEWS  LIBERATION’S EXPANSION TO TAKE ADVANTAGE  
OF NEW TRADING ENVIRONMENT

The acquisition of the 
sites, which sees the 
company expand into 
the new trading areas 
of Gloucestershire, 
Surrey, Worcestershire, 
Oxfordshire, Hampshire 
and Berkshire, will be 
operated under its 
Bristol-based subsidiary, 
Butcombe Brewery. 

CEO of the Liberation 
Group Jonathan Lawson 
(pictured above right) 
said the acquisition was 
in line with the company’s 
clear strategy, set out 
last year, to expand the 
business as the right 
opportunities presented 
themselves.  

Lawson told BII News: 
“Our focus is largely on 

rural, premium food- 
led sites with rooms, 
so we can grow the 
accommodation side of 
our business.  

“Clearly 2020 has been 
unique and challenging 
for many reasons, but 
we are a diverse group 
geographically and with 
different sales channels, 
we have come through 

this robustly. With the 
backing of Caledonia [the 
investment group which 
acquired Liberation in 
2016], this deal was ‘on 
strategy’ and enabled 
us to expand our 
footprint, with further 
opportunities from 
brewing distribution 
and freetrade. 
Notwithstanding the 
current environment, it 
was the right thing to do, 
as it’s a great opportunity 
for the long-term.” 

The deal takes 
Butcombe’s pub 
portfolio to 60 sites, with 
Liberation’s Channel 
Islands-based business 
operating a further  
68 pubs.  

Current trends, including staycations, working from home and the  
consumer demand for locally produced and sourced products, created  
the right environment for Channel Islands and South West of England  
pub and restaurant group, Liberation to acquire 21 pubs from Wadworth  
last November. 

HAWTHORN SUPPORTS 
TENANT BY AGREEING SALE
Hawthorn has sold its pub The 
Roscoe Head in Liverpool to its  
long-term leaseholder and tenant, 
Carol Ross.

The pub has been in the Ross family 
for 40 years, although under various 
landlords.   

Ross said she was extremely grateful 
to Hawthorn for agreeing to sell the 
freehold. “We haven’t always seen 
eye-to-eye, but I have been extremely 
impressed by the way it has supported 
all its publicans during this pandemic.”

BIG SMOKE PUB CO LOOKING 
FOR GROUP EXEC CHEF
Esher in Surrey-based Big Smoke 
Pub Co, operators of seven pubs in 
London and the South, is recruiting 
for a Group Executive Chef to help  
it ‘stay ahead of its competitors’.

The freshly prepared food offer focuses 
on house-smoked meats, bar bites  
and Sunday roasts. 
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A T  A  G L A N C E

At a Glance
A GUIDE TO WHAT’S COMING UP, REVIEWS & DATES

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

JANUARY

FEBRUARY

MARCH

MAY

APRIL

1-31 January 
VEGANUARY – GO 

VEGAN FOR THE MONTH

6 Jan-21 Feb 
BIG SCHOOLS’  
BIRDWATCH 

18 January 
BREW MONDAY – DAY 
FOR A CUPPA & CHAT 

WINNIE THE POOH  
DAY 

18-24 January 
BIG ENERGY SAVING 
WEEK – CAMPAIGN  
TO CUT FUEL BILLS

25 January 
BURNS NIGHT

 

1-28 February 
LGBT HISTORY MONTH 

1 February 
NATIONAL SICKIE DAY 

– DAY MOST PEOPLE 
‘PULL A SICKIE’ 

1-7 February 
CHILDREN’S MENTAL 

HEALTH WEEK

4 February 
WORLD CANCER DAY

TIME TO TALK DAY     

5 February 
WEAR RED DAY

8-14 February 
14TH ANNUAL 

APPRENTICESHIP  
WEEK

12 February 
CHINESE  

NEW YEAR

14 February 
VALENTINE’S  

DAY

16 February 
SHROVE TUESDAY  
– PANCAKE DAY

17 February 
RANDOM ACT  

OF KINDNESS DAY

24-28 February 
YOU CAN CARE  

WEEK 

28 February 
FLORAL  

DESIGN DAY

 

1 March 
ST DAVID’S DAY 

2-7 March 
BRITISH PIE WEEK 

5 March 
ST PIRAN’S DAY

5-7 March 
CRUFTS 

8 March 
INTERNATIONAL 

WOMEN’S DAY 

14 March 
MOTHER’S  

DAY 

17 March 
ST PATRICK’S  

DAY 

28 March 
CLOCKS  

GO FORWARD  
1HR

2-5 April 
EASTER  

BANK HOLIDAY 
WEEKEND  

4 April 
EASTER SUNDAY

21 April 
QUEEN’S BIRTHDAY 

23 April 
ST GEORGE’S  

DAY

 

3 May 
EARLY MAY 

BANK HOLIDAY   

9 May 
INTERNATIONAL 
MOTHER’S DAY

17-22 May 
CHELSEA  

FLOWER SHOW 

31 May 
SPRING  

BANK HOLIDAY

DIARY DATES

The lead up to spring is packed 
full of dates and events that  
are perfect for pubs to get 
involved with. From Burns  
Night in January to Valentine’s 
Day in Febuary, March features 
three Saint’s Day and British 

pie week, while April and May 
herald some normality. 

If trade restrictions mean you 
can’t open, there’s no reason 
why a celebration can’t be saved 

for another date. Known for his 
high spirits and hard-partying, 

we’re sure Robbie Burns wouldn’t 
mind his special night being 
reorganised for later. 

Mother’s Day 2021 will, of course, 
be a big one this year – as it will 
hopefully mark an end to what  
has been a truly annus horribilis. 

And don’t forget next year, the 
Queen’s Platinum Jubilee will 
include a special four-day bank 

holiday in June.

June 2022 will celebrate Queen 
Elizabeth II as the longest-reigning 
monarch in British history, with the 
Government introducing a four-day 
weekend, with two bank holidays  
on both the Thursday, June 3 and 
Friday June 4. 

Making the most  
of events this spring

Shining the spotlight 
on our apprentices 

8-14 February 

LICENSEE OF THE YEAR AWARD
The Oscars of the hospitality  industry, the BII’s Licensee of the Year Award is back for 2021.
Details on how to enter, what  
the judges will be looking for,  as well as details of the winner’s prizes are all available on the  www.BII.org from January 2021.

Make it a date!

The light will once again shine 
on the nation’s apprentices, 
with a series of events and 
celebrations during National 
Apprenticeship Week from 
February 8 to 14. 

Employers within the 
hospitality sector 
will be invited to 
share and celebrate 
the success of their 
apprentices during 
the week, which will 
see various events and 
opportunites taking place.

BII would love to hear about your 
apprentices and team career  
development programmes.  
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TRUSTED  
PARTNERS

BII TRUSTED PARTNERS  
– YOUR DIRECTORY 
OF HAND-PICKED 
SUPPLIERS,  
OFFERING EXCLUSIVE 
DEALS AND OFFERS  
TO BII MEMBERS
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Trusted Partners

Learning the valuable lessons of 2020 to help build success in 2021

Top reasons to keep your bar snacks in sight during table service

Digitalising traditional promotions 

p 66

p 58

p56Wireless Social

CPL Learning

KP Snacks

Saving you time and moneywww.bii.org
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P ubs, bars and restaurants 
have been working hard since 
last March to adapt and move 
into other revenue streams, 

including food delivery and operating 
dark kitchens, to try and cash-in 
on the seemingly endless demand 
for quality food delivered direct to 
people’s doors.  

But help is now at hand too for 
the many wet and drinks brand-led 
operators, which have been struggling 
to carry the financial burden of two 
lockdowns and the ongoing trading 
restrictions. As one of the leading 
guest wi-fi and analytics suppliers 
to the hospitality industry, Wireless 
Social has developed solutions, which: 

  ease the cash flow pressures when 
venues are open and trading, and 

  focus on getting more money into 
the tills faster 

per redemption, paid for by the drinks 
brand and not the operator. 

 Traditionally, a lot of drinks brands 
will spend their campaign budget on 
in-venue promotional teams offering 
out samples of their drinks. So, the 
benefit of Hedgehog to drinks brands, 
is to digitalise the traditional sampling 
method and create an online customer 

journey, which is Covid-safe 
to get their products into 

people’s hands. Also, 
they can use Hedgehog 

to increase exposure 
of new or existing 
products, increase 
rate-of-sale  
of that product, 

better understand 
who their product 

consumers are and, of 
course, to support/strengthen 

relationships with the operators.

TARGETED VOUCHERS FOR 
YOUR TARGET GUESTS   
The brainchild of CEO Julian Ross, 
Hedgehog gives drinks brands the 
ability to send discounted drinks 
vouchers to guests as soon as they log 
into the wi-fi, to be redeemed at the 
till. The venue receives an agreed price 
of the discounted drink, and the brand 
gets their drink into the 
hands of their perfect 
target audience. 

Hedgehog is 
designed to bridge 
the gap between 
drinks brands 
and getting their 
drinks into the 
hands of guests  
in-venue, at the right 
place, at the right time. 

Wireless Social doesn’t 
charge any set-up fees, just a fee 

 
CUSTOMER REWARDS  
THAT HIT THE RIGHT TARGET 
EVERY TIME – CHEERS!     
AS ONE OF THE LEADING GUEST WI-FI AND ANALYTICS SUPPLIERS TO THE HOSPITALITY INDUSTRY, 
WIRELESS SOCIAL HAS DEVELOPED SOLUTIONS FOR DRINKS AND WET-LED OPERATORS
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Hedgehog can also be used to:
  spotlight new or existing products  
  increase the rate-of-sale  

of a particular product 
  provide customer data  
  to support/strengthen relationships 

with the venue operator 

With Hedgehog, all campaigns with 
any participating drinks brand  
can be set up and go live within  
a week, but usually less if your 
venues already have compatible EPOS 
software. This alone is a significant 

hello@wireless-social.com  
tel: 0800 561 0012   

www.wireless-social.com

GREAT RESULTS!
Hedgehog has been 

successfully trialled at  
a number of popular bars  

with exciting results.  

The ETM Group piloted Hedgehog  
at 14 of its London sites, offering 
a free pint of Heineken to anyone 

logging into the wi-fi and  
opting-in to receive marketing.  

In little over a week of 
implementing the system, there 
was a 30% redemption rate for 

vouchers delivered via SMS, and 
17% for emails across all venues.  

At ETM’s popular sports bar, 
The Greenwood, 314 vouchers 
were delivered with an overall 

redemption rate of 32%.  

Since the initial trial at ETM in 
summer 2019, the Hedgehog 

solution has been under constant 
development based on feedback.  
In more recent trials last August, 

the average redemption  
rate increased to 58%, with  
some campaigns reaching  

as high as 78%.   

INTERESTED? 

The Hedgehog solution  
is incredibly simple to setup. 

Operators are assigned  
a dedicated Account Manager.

Individual's needs are set up 
and handled by Wireless Social’s 

onboarding team, who will  
walk customers through  

the process.    

Get in touch today  
to get started! 

benefit for cost saving 
and means more  
of the drinks brands’ 
budget can be placed 
in the hands of the 
operator, without 
having it spent on 
in-venue promotional 
material and 
advertising the offer.  

There is also the 
option to follow 
up the in-venue 
experience with  
an email, asking for 
feedback from the 
guest about their 
voucher experience. 

For operators,  
as well as receiving money in their 
till, they get a happy customer, who is 
more likely to stay to buy more drinks 
– just because they received the first 
one for free! 

 Hedgehog also gives guests  
an incentive to login to the wi-fi,  
if it is promoted well through social 
media and in-venue advertising. 
This in turn generates an increased 
level of customer data capture for the 
operator’s marketing strategy. By 
feeding in the new marketable data 
into a chosen CRM system, it can be 

used to trigger 
relevant email 
newsletters  
to customers.  

OPERATOR 
BENEFITS   
In recent trials, 
operators were 
found to benefit 
from a 26% increase 
in visit frequency 
from those who 
redeemed the 
drink, and a 75%  
increase in wi-fi 
logins, increasing 
the guest marketing 
data collected  
by 185%. 

HOW IT WORKS 
The Hedgehog dashboard, where the  
campaigns are created, allows the drinks  
brand owners to choose specific target  
audiences to help them target effectively.

Audiences can be selected based on age, gender, interests  
(from pages liked on Facebook), location, day and time 
of week they visit the venue, or by specific venues.  

Once the audience criteria is set, brand owners can 
instantly send vouchers for free drinks and promotional 
messages to a specific target audience, as soon as  
a guest, matching the chosen criteria, logs into the wi-fi. 

The system also has a reporting capability to measure 
the recipients ongoing uplift in visits and loyalty, by 
tracking how much more often customers' devices are 
detected by the wi-fi network. On receipt of a voucher, 
the recipient’s device details are logged against the 
campaign and can be easily tracked to measure their 
future behaviour when guests return to the venue.
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DID YOU  
KNOW? 

BAR SNACKS OFFER A GREAT SALES OPPORTUNITY – LOW 
EFFORT BUT FANTASTIC RETURNS. HERE KP SNACKS SHARES 
ITS THOUGHTS ON HOW TO INCREASE YOUR CUSTOMERS’ 
SNACKING OPPORTUNITIES

GET READY FOR 
THE 2021 GREAT 
SNACK ATTACK
 

A n unprecedented year for 
the hospitality industry, 
2020 brought out the 
best in so many pubs, 
which despite suffering 

the burdens of forced closures and 
trading restrictions, 
responded to the 
pandemic with kindness, 
consideration and support 
for their communities and 
charitable causes.

In our survey of over 
2,000 people, 15% of 
respondents said their 
neighbourhood pub 
had helped organise 
food deliveries to the 
vulnerable, while 12% 
said their local had fed 
key workers, supported 
elderly residents (11%) 
and provided vital daily 
meals for children not  
at school (9%)1.  

And as soon as the rules allowed, 
pubs, bars and restaurants went 
straight back to doing what they 

 the opportunity to increase the spend 
from a drinks-only visit with the sales 
from pre-packaged snacks. 

With a massive 86% of customers 
purchasing bagged bar snacks, there’s 
a great opportunity to capitalise on 

do best – welcoming their 
communities with the very best 
hospitality the industry has to 
offer, albeit while operating in 
a significantly different way to 
previous years. 

Since the beginning 
of the pandemic, the 
hospitality sector has 
kept adjusting to the 
‘new normal’ and 
risen to the many 
challenges in  
its attempt to 
rebuild sales.  

As the No.1 
supplier of bagged snacks 
in pubs and bars2, KP 
Snacks is proud to support 
the hospitality sector.

As we look forward 
to a new year, we would 
like to help pubs get the 
most out of their snack 
range by encouraging 

pubs to review what sells well, while 
considering where higher profit 
opportunities might lie. A well-
positioned and promoted snack range 
can encourage customers to trade up 
and increase their spend. 

Matt Collins, Trading Director 
at KP Snacks, says: “We know that 
52% of customers3 purchase snacks 
on impulse and we want to turn 
these impulse opportunities into 
incremental snack sales for pubs and 
bars. Crisps and snacks can also help 
pubs recover lost food sales occasions.” 

While snacks won’t replace meal 
occasions, when the restrictions  
allow, they will offer pubs and bars 

of customers buy 
snacks on impulse 

of customers 
purchase bagged 

bar snacks 

52% 

86% 

“With massive 86% of 
customers purchasing 
bagged bar snacks, 
there’s a great 
opportunity to capitalise 
on this by stocking  
a range of best sellers”
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this by stocking a range of best sellers. 
And with 47% of customers saying 
they rarely purchase or never purchase 
snacks4, there are even more reasons 
to drive awareness and increase  
a customer’s likelihood of buying 
snacks more frequently.  

Having a core range available and, 
importantly, visible to consumers is 
key to capitalising on this opportunity.

THERE ARE LOTS  
OF OPPORTUNITIES 
TO MAXIMISE YOUR 
SNACKS SALES,  
for instance by creating: 

Credibility: stock a range  
of best-seller snacks to meet  
all your customer needs  

Availability: ensure your 
range is always available  
to purchase  

Visibility: position your 
snacks with high visibility 
-  37% of customers purchase 
snacks because they noticed 
them while at the bar!5 

When offering ‘only table’ service, 
promote your snacks range more 
efffectively by creating a bar  
snacks menu or display board.

HOT SNACKS 
HEAT UP 
YOUR SALES 
Brand new this 
year, is the McCoys  
Fire Pit range and 
pub-goers are in 
for a treat. Inspired 
by cooking over 
a naked flame, 
the new product 
is available in 
three unique and 
exciting flavours, 
Flame Roasted 
Peri Peri, Flame 
Smoked Chorizo 
and Flame Smoked 
BBQ Ribs.  

Familiar brands 
that are matched to 
your customer base 
are key in driving 
up snacks sales.  
KP Snacks’ 
portfolio is 
extensive and 
includes popular 
brands like: 
Tyrrells, the award 
winning hand-
cooked English 
crisp; KP Nuts, the 
UK’s number one 
nut brand with five 
packs sold every 
minute in bars; 
while for families, 
Hula Hoops, along 
with popchips and 

POM-BEAR, which are well-placed to 
capitalise on healthy snacking trends. 

1. Mortar Research, September 2020 - 2,000  
UK adults, aged 18-65 

2. Kantar OOH Panel 52 w/e 16.06.2020  
- Pubs & Bars 

3. CGA Pub snacking habits survey April 2020  
4. CGA Pub snacking habits survey April 2020  
5. CGA Pub Snacking habits survey April 2020  
6. Kantar OOH Pubs & Bars Spend 52 w/e 

29.12.19     

www.kpsnacks.com 

My pub 
attracts a 

wide range 
of customers, 
from families 
to traditional 
sports fans. 

My snacking 
range wasn’t 

something 
I previously 

looked at 
in depth, 

but having 
working with  
KP Snacks, I 

now stock and 
sell a trusted, 
iconic range 

of snacks 
suitable for all 
of my guests. 

JOHN HOARE  
- owner of Cassidy’s 
in Tunbridge Wells 

shares his experiences 
of effective ranging: 

KP Snacks has also invested in 
providing simple and relevant 
advice via its ‘Behind the Bar’ 
platform, offering category support 
and guidance to get snack sales 
moving for all types of outlets. 

This includes support and advice on  
what to stock, point-of-sale materials  
and merchandising recommendations. 
Pubs and bars who want help getting 
snacks sales moving can contact  
KP Snacks at thebar@kpsnacks.com. 

Matt Collins adds:  
“Pre-packaged snacks are 
popular and important in 
the OOH (out-of-home) 
environment, as they reassure 
consumers from a hygiene 
perspective and give them 
confidence to purchase. Brands 
that consumers trust and 
recognise, and that are highly 
visible, are critical to driving 
impulse sales and encouraging 
customers to trade up. At KP 
Snacks we have one of the 
most versatile portfolios on the 
market, from our best-selling 
KP Nuts, perfect when paired 
with a beer, to flavour packed 
McCoy’s, the ideal accompaniment  
to a cold drink.” 

‘BEHIND THE BAR’ 
PLATFORM 
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I dc operates a national network of 
local fruit, veg, dairy meat and fish 
suppliers. But there is much more 

to idc than just being a supplier – idc is 
an expert that is fanatical about fruit, 
mad about meat, dotty for dairy and 
very, very keen on vegetables. 

In-house experts are on 
hand to provide guidance 
on the best value and 
best quality produce 
on the market, to 
help you add some 
local provenance to 
your menu – without 
breaking the bank. 
Idc will even provide 
you with some trivia 
on rhubarb and oranges, 
which might be a nice touch to 
add to your menu, or use to clear even 
the busiest of pubs at closing time! 

WHAT’S GOOD RIGHT NOW?   
Using information from idc’s in-house 
experts, suppliers, and industry bodies, 
here are the highlights of seasonal 
produce, along with an idea of where 
to look for good value ingredients. 

FRUIT   
All the UK’s (and nearly all the 
French) apples are now picked and are 
being stored in smart gas chambers, 
keeping them fresh and meaning 
we don’t have to wait for Southern 
Hemisphere imports.  

While we currently rely on the 
Dutch and Belgian strawberry supply, 
we will soon be moving over to 
the typically larger Egyptian fruit. 
Raspberry and blueberry remain 
strong, while blackberry struggles, 

REASONS TO BE CHEERFUL  
An effective vaccination programme 
for Covid-19 should mean the return to 
some sort of normality for the catering 
industry, although there may be price 
rises and supply issues caused by 
Brexit. Local producers and suppliers 

will be best placed to help you 
feed hungry customers. 

BREXIT    
During the winter,  
the UK imports  
a large proportion 
of its produce from 
France and Spain,  

as well as meat from 
New Zealand and 

Ireland. This means there 
may be issues with supply and  

an increase in price, for both imported 
and domestically produced food.  

BII’S NEW TRUSTED PARTNER, IDC, KEEPS MEMBERS INFORMED  
AND UP-TO-DATE ON THE BEST PRODUCE, FROM FRUIT AND VEG,  
TO DAIRY, MEAT AND FISH 

BEARING FRUIT:  
IDC DELIVERS THE BEST 
FRESH LOCAL PRODUCE  
for your January menu 
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with the softer red cell fruit reducing 
its shelf life. Prices started to drop 
towards the end of December.  

We are well into the South African 
stone fruit season, where we may see 
varieties like the beautiful red flesh 
‘Black Pearl Plum’. We will also see 
new season peach, nectarine, and 
apricot for a short spell. Prices will 
typically be higher for the Northern 
Hemisphere fruit. 

December marked the start of  
a favourite citrus of the year – the blood  
orange.  In case you’d ever wondered 
how they are produced, the first Italian  
frost turns the anthocyanin water-
soluble vacuolar pigments to red. 
We are also now seeing the Spanish 
Sanguinelli blood orange, with its 
visually amazing red skin and flesh. 

Yorkshire ‘forced’ rhubarb became 
available part-way through December. 
This is first grown outside for a period 
of two years, so that exposure to the 
frost toughens the roots. The rhubarb 
is then lifted and placed into forcing 
sheds. Heat is then applied, forcing  
the rhubarb to grow 
quickly in search of 
light. It is harvested in 
candlelight to maintain 
the tenderness of the 
shoots and ensure 
growth. Too much light 
causes photosynthesis and causes  
a bitter flavour. This ‘forcing’ process 
produces a sweeter and more vivid red 
coloured Rhubarb.  

VEG   
January king cabbage is now available 
and the main season Spanish brassicas, 
salad leaves and tomatoes are coming 
through. Broccoli and cauliflower 
supplies will increase after the recent 

“IDC IS NOT JUST AN EXPERT, IT IS 
FANATICAL ABOUT FRUIT, MAD ABOUT 
MEAT, DOTTY FOR DAIRY AND VERY, 
VERY KEEN ON VEGETABLES”

0330 094 8788 
enquiries@idcltd.com

UK flush, until we solely rely on the 
Spanish and French supply.  

Prices have nearly doubled for the 
lettuces, like the frizzy endive, lollo 
rosso and oakleaf, compared with 
the recently finished English season 
produce. We will also be moving over 
to Italian mixed leaf and rocket; prices 
should remain steady through winter. 

Potatoes are all cold-stored now 
and though prices have been low for 
the last few months, it is likely that 
prices will rise in the first few months 
of the year, as demand matches supply. 

MEAT   
Because the UK imports lamb tariff-
free from New Zealand, but exports 
mostly to the EU, lamb prices are 

likely to drop. This could be anywhere 
from 5-15% depending on tariffs and 
transportation issues. 

Both beef and pork prices are 
expected to rise by at least 3% and, 
potentially, much more. In the case of 
beef this depends on Irish beef imports. 

These rises will affect locally 
produced meat, as well as directly 
imported products, so it may be time 
to dig out that Shepherd’s pie recipe.

LOCAL IS BETTER  
Consumers are increasingly interested 
in where their food comes from. Being 
able to include local provenance on 
your menu will be a real benefit, as 
will building a strong, local supplier 
base, which will help reduce the 
impact of global changes.  

Throughout 2020, idc maintained  
a consistent and reliable national 
supply to its customers, despite  
the challenges presented by Covid-19. 
This will continue, whatever 2021 
may throw at us, thanks to a strong 
national network of local suppliers, 
many of them family-owned 
businesses.  

Idc’s proprietary ordering and 
management system, i-curate, allows 

you to access local produce at  
a nationally fixed price, and 
control all your orders and 
invoices in one place. 

To find out more speak to one  
of the team on 0330 094 8788  
or customer.service@idcltd.com 



I thought I had signed up for a new contract with 
my existing supplier via a Switching Company  
who I usually use, back in July, but then had  
a letter from my supplier saying “we can’t continue 
with your registration due to your credit rating”. 
Several emails later, after they specified it was 
Experian, I sent them a copy of my Experian Credit 
report, which showed an excellent rating of 963 
out of 999, but they just said “this has not met our 
credit criteria on this occasion via Experian” and 
wouldn’t change their position.

That Switching Company also didn’t want to know 
me and stopped returning my messages, and I’d 
heard that several suppliers just weren’t taking on 
pubs at the moment (and if so, I don’t see why  
they couldn’t just say so, instead of trying to blame 
my credit rating?!). I started to panic, as the last 
thing I needed in the middle of a global pandemic 
that was decimating the Hospitality Industry was to 
be stuck on “out of contract” rates for electricity...

At the start of September, I contacted Beond 
Group with a plea for help, having seen them 
recommended by the BII. “I’m currently on out  
of contract rates with my supplier for electricity. 
I’ve been with them for years (and been in the  
pub for 14), always paid by DD and never had  
a problem, but they now don’t want to know  
me” I wrote.

I contacted Beond Group by email and got  
a reply straight away, even though it was out of 
office hours, and the next day I had the offer  
of a contract, and it was really quick and easy to 
sign up with just an on-line form to sign. We’ve all 
got enough to deal with at the moment with the 
Lockdowns and Tiers, so if anyone else out  
there is stressing about their Utility contracts,  
or just has one due for renewal, I’d definitely 
recommend giving them a call, or just dropping 
them an email. Yet another good outcome  
from my BII membership - thank you!

At the start of September, I contacted Beond Group with a plea for help, having seen  
them recommended by the BII. “I’m currently on out of contract rates with my supplier  
for electricity. I’ve been with them for years (and been in the pub for 14), always paid  
by DD and never had a problem, but they now don’t want to know me” I wrote.

A TESTIMONIAL FROM BII MEMBER  
THE DOVE & RAINBOW SHEFFIELD

To explore how we can help your business  
reach out to Chisom, your dedicated contact:  
chisom.nwolisa@beondgroup.com   
tel. 0208 6347523

Saving  
you time

“

”
WWW.BEONDGROUP.COM
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J 
anuary can often feel anti-
climactic, following the 
excitement and activity of the 
Christmas season. But this year, 

I am sure that I am not alone in feeling 
a tingle of anticipation and delight  
as we head into 2021.  

The shadow of 2020 will linger on, 
but fortunately there is much for pubs 
and bars to capitalise 
on. Many are seeking 
a chance to celebrate 
some level of normality 
and move away from the 
dreariness of last year. 
There will undoubtedly 
be an increase in the 
number of people 
taking staycations and 
looking to see those 
they hold dear. 

Premises Licence 
Even with the potential 
roll-out of a vaccine, 
there will still be  
a lot of hesitation 
and nervousness 
within the customer 
base. This will need 
to be addressed and 
you must begin to 
consider the future now, 
in particular, the scope of 
your Premises Licence, which 
may need to be unlocked so as to pay a 
dividend, as the warmer months come 
and people become more confident 
with visiting venues. 

Many lessons have been learnt and 
our sector has evolved rapidly during 
the last 10 months, but it is clear that 

FROM CONSIDERING THE SCOPE OF YOUR PREMISES  
LICENCE, TO APPLYING FOR A PAVEMENT LICENCE,  
THERE ARE KEY LICENSING ISSUES TO KEEP FRONT  
OF MIND, SAYS MICHELLE HAZLEWOOD CBII  

THINK LICENSING  
WHEN PLANNING  
AHEAD  

info@john-gaunt.co.uk 
tel: 0114 266 8664

Provision of Premises Licences. In some 
cases, it may be worth licensing these 
areas to provide necessary potential 
overflow for the busy summer months.  

This will also cover off the position, 
if things do not proceed as predicted 
by the Government. Another benefit 
is that the external area would be 
licensed as a long-term asset.  

As we begin to look forward to 
the new year, with warm summer 
nights and people mingling at the pub 
instead of their back gardens – it is 
key to start applying soon. 

Applications do not take long to 
be processed, but it is important to 
secure a suitable drawing to support the 
application and, if necessary, amending 
planning consents to avoid delay. 

A good social media campaign 
should also be started early to 
encourage customers to return and 
enjoy the pub experience once again. 

General legal and licensing help is available 
free from John Gaunt & Partners by calling 
0330 058 3878, Option 2.

“ It is clear that 
those sites that are 

visibly safe & 
customer friendly 

are those which 
will thrive”

MICHELLE 
HAZLEWOOD

Michelle Hazlewood CBII is a Partner  
at John Gaunt & Partners Licensing 
Specialists and Secretary of the BII 
Yorkshire Region. 
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those sites that are visibly safe and 
customer friendly are those which will 
thrive as the nights become lighter.  

Pavement Licence 
There is still the opportunity to make 
an application under the expedited 
Pavement Licence procedure.  

The application window is still 
open and licences 
secured now will last 
until October 2021. If 
the initial application 
was rejected, a newly 
revised application can 
be submitted. 

The difference 
in cost between the 
expedited Pavement 
Licence and the 
traditional Pavement 
Licence (which are 

secured principally from the 
Highways Authorities) 

makes it worthwhile 
to attempt a revised 
application. 

In anticipation 
of Christmas, and 
a hope for swell in 

trade, many sites 
erected temporary 

structures, such as 
marquees, to provide 

additional space – and many of these 
are still in place. Businesses now need 
to determine whether these additions 
are beneficial in the long-term.

Outdoor structures 
In most cases, these temporary external  
areas have operated under the Off-Sales  
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W hile some pubs 
may have dealt 
with 2020 better 
than others, it is 
undisputable that 

some publicans were better equipped 
to deal with the issues they faced 
than others. Success is rarely down 
to luck. But there are ways to align 
how well, or otherwise, your business 
performs in the future and it begins by 
embracing change, being creative in 
your thinking and hard work. 

LIFESTYLE VERSUS BUSINESS  
Running a pub business gets more 
and more complex with every year. 
It is those who can clearly appreciate 
that they are running a business and 
base decisions on that knowledge who 
will do the best. Individuals who stick 
their head in the sand at any sign of 
trouble will end up in trouble –along 
with those who like to use the phrase 
“but that is how we’ve always done it”.  

If you are telling yourself that you 
are too busy to do things, such as, 
reviewing your suppliers, looking 

of your business – from 
stock to customers. Use 
the simple mantra of 
IN, DURING and OUT 
(refer to the ‘Customer 
Experience’ panel on 
the left), or DELIVERY, 
STORAGE, SERVE. 

DEBT PLANNING  
Few of us are going into 
2021 without some debt. 
Whether that is money 
owed to the bank or a 
postponed tax payment.  

Put that debt in  
order and work out  
a plan. Once you can 
see how much you need 
to put to one side for 
debt repayments, you 
can meet with your 
accountancy company 
and work that plan into  
a forecast. 

SUPPORT   
One of our favourite 
sayings is: “Good 
businesses work well. 

GREAT businesses work together!” 
Are you regularly communicating 

at your GPs, meeting your pub 
company or accountant’s BDM, 
revisiting menus and stocked 
brands, etc, then we are forced 
to ask, “what are you doing with 
your time?”. 

Running a pub business is  
not about serving drinks 
and meals. That is not 
the business owner’s 
job. If serving is taking 
priority over doing the 
job that every business 
owner should be doing, 
managing the business, 
then that’s also a sign  
of trouble.

PRACTICAL STEPS   
Theory is great, practical  
is better. Take practical 
steps to review every 
aspect of your business 
and make it as efficient, 
cost-effective and under 
control as possible.  

Look at everything  
that comes in and out  

CHANGING YOUR MINDSET, YOUR BUSINESS AND YOUR  
FUTURE IS LIKELY TO HAVE A VERY POSITIVE RESULT ON  
YOUR SUCCESS AND FINANCIAL PERFORMANCE IN 2021

GETTING BACK  
ON YOUR FEET   

TOP TIPS 
CUSTOMER 
EXPERIENCE

STEP 1 
- IN -

Is the customer 
journey into your pub 
enjoyable? Are there 

directions online, is the 
car park clean, is the 

entrance clean, bright 
and free of clutter,  
is there a cheery  
hello on entry?

STEP 2 
- DURING -

Is the customer 
looked after, are they 

checked on when their 
drinks are low, is the 
Wi-Fi password easy 
to find, can they get 

information  
on any upcoming 
events or offers? 

STEP 3 
- OUT -

Is the customer 
thanked for coming to 
you and made to feel 
like you want them  

to come again? 
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with your pub company 
representative? They will be 
on your side and will help 
you where they can. If you’re 
a freeholder, speak to your 
landlord and also your suppliers. 

 Your accountant also wants 
you to succeed, so arrange  
a meeting with their representative 
or BDM. 

Roslyns believes your 
accountancy company is not just 
there to process numbers, but 
to provide guidance and advice. 
From practical support to ideas 
and professional assistance, 
based upon their own valuable 
experiences, and also those of 
their other, successful clients  
– no business is an island. 

Did you know, Roslyns payroll  
offers a FREE 24/7 HR advisory  

service as standard?

support@roslyns.co.uk 
www.roslyns.co.uk

“SUCCESS IS RARELY DOWN TO LUCK. BUT THERE 
ARE WAYS TO ALIGN HOW WELL, OR OTHERWISE, 
YOUR BUSINESS PERFORMS IN THE FUTURE  
AND IT BEGINS BY EMBRACING CHANGE BEING 
CREATIVE IN YOUR THINKING AND HARD WORK”

PROMOTE 
Do you have a website?  These days ALL businesses need  even just a simple one. 

What have you been doing  during the lockdowns?  Have you been supporting your community or charities, turning your hand to another job, or monetising  a hobby? Have you redecorated  your pub? Local press are usually  in need of content and will  want to hear your stories. 

RE-THINK
 When the future is  

uncertain, it is time to re-think  
what you do and how you do it.  
From the top to the bottom, this is  

the time for a full new year, new  
you, new pub approach.  

For support with your business  
contact us support@roslyns.co.uk  

and your local business  
development manager 

 will get in touch. 

ENGAGE 
Who are your customers?  
Think about both the current  

and the potential.  
Are you communicating  
with your customers?  

Do you communicate with  
your team? If they know the direction 

you are pulling the business in, they 
can pull with you in the same direction. 

Be consistent with opening  
times, especially during  

trading restrictions.  

MANAGE 

Is your rota efficient?  

You can download a free rota  

costing planner through  

www.roslyns.co.uk/toolkit.  

Are you managing your own time  

so you are getting enough rest?  

Not easy, but vital! 

Hunt out every last bit of  

paperwork for your accountant,  

it makes accounts more  

accurate and tax bills lower.  

PRACTICAL THINGS YOU CAN DO: 
NEW YEAR, NEW YOU,  
NEW APPROACH

REVIEW
...your business from a critical  

customer’s eye.  

...your suppliers. Start with your  
most popular items. 

...your pricing. Are you making the GP you  

need to? You can use a free online GP  

calculator through www.roslyns.co.uk/toolkit 

...and revisit your business plan.  
What did you intend to do when you  

were starting out?  

...if the business is still slow,  
ask yourself if you should change  

the menu or drink range? 
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“Building 
success  

in 2021 will 
depend on 
building 

confidence  
in your  

teams after  
a turbulent 

year”

I t’s a significant understatement to 
say that 2020 was one of the most 
challenging years most of us have 

faced in our lifetimes, and we expect 
to continue to face challenges as we 
navigate our way through the months 
ahead. But the new year also presents 
us with an opportunity to reflect and 
take stock.  

Diversifying operations    
Last year showed us how swiftly 
operators were able to adapt and 
diversify their offer, with many 
moving into the delivery and takeaway 
space for the first time. As 2021 begins 
to unfold, it’s time to ask if these 
operational changes were temporary, 
or if they could play a role in your 
business going forward.  

There are some interesting points  
to consider when appraising your 
‘extra’ offer, for instance, lockdown 
introduced many new 
customers to delivery and 
takeaway services.  

Insight specialists CGA’s 
BrandTrack showed that: 

  more than a quarter 
of home deliveries in 
lockdown-one were to first-
time customers, or to those 
having takeaways more 
often than usual 

  three in five customers 
indicated that they would 
continue their new delivery 
habits outside of lockdown

It’s always worth 
considering how your 
customer’s habits may have 
changed, especially as any delivery 
and takeaway services may help ease 
these same people’s transition back 
into venues, while providing you with 
a useful revenue stream in 2021.   

Building consumer confidence    
Operators have had a difficult time 
rebuilding customer confidence,  made 
worse by the ever-changing Covid-19 

hospitality workers anxiety around 
their job security, with 72% of 
respondents in the pulse survey 
reporting that they felt either very  
or slightly concerned about their 
short-term job security. 

Building success in 2021 will 
depend on building confidence in  
your teams after a turbulent year. 

Investing in training and 
development will help demonstrate 
that you are planning into the 
longer term, which in turn, will 
build confidence within your team. 
Additional support may be needed 
by any individuals who have spent 
significant periods on furlough. They 
would almost certainly benefit from 
refreshing their underused skills too.  

In summary, 2020 was undoubtedly 
a challenging year for all of us, but we 
have been able to learn a lot about our 
own businesses and the sector as  
a whole. Build on these lessons to drive 
success this year, and with the public 
behind us, we can look forward to 
building up the industry once more.  

rules and restrictions, which have 
only caused confusion and uncertainty 
around the safety of socialising. 

To help inspire confidence, 
understanding consumers’ expectations  
and fears is going to be key. And again, 

research can help.
After the summer 

lockdown, consumers 
reported high levels of 
satisfaction with the safety 
precautions used in pubs, 
bars and restaurants. 
However, as infection rates 
began to rise in September, 
so too did concerns about 
crowding and socialising.

In 2021, it will remain 
important to maintain the 
high levels of health and 
safety standards that your 
customers came to expect  
in 2020. Clear signage is  
a good way to communicate 

rules, procedures and how to order, 
while maintaining a spotlessly clean 
environment at all times will be vital. 

Team development   
In November, CPL Learning’s 
Hospitality Professionals data 
suggested that the announcement 
of the second national lockdown in 
England had a significant impact on  

info@cpllearning.com 
www.cpllearning.com

CPL LEARNING LOOKS AT SOME OF THE VALUABLE LESSONS WE HAVE LEARNED IN 2020  
AND MORE IMPORTANTLY WHAT WE CAN BRING WITH US TO BUILD SUCCESS IN 2021 

SETTING YOURSELF UP 
FOR SUCCESS in 2021
  



CONTROL THE RISK

PROTECT YOUR PUB

Say goodbye to paper-based checklists and complicated 
compliance. Riskproof is the ultimate app to simplify safety 
processes. 

• Complete your compliance checks on the go 
• Securely store all your data in the cloud for instant access 
• Get real-time information in seconds  
•  Monitor your pub’s risk level remotely, at the touch  

of a button 
• Save time and money  

To get your FREE trial, scan the QR code using  
your smartphone



Proud sponsors of:

We have been so inspired by pubs across the 
country who have played such a  vital role in 

their communities, despite the challenges they 
themselves face during Covid-19.

We just wanted to say thank you.

Heart of the
Community

Award 2020

Supported
by
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