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Caledonian MacBrayne Submission to Scottish Parliament Transport 
Infrastructure and Climate Change Committee Ferries Inquiry 

 
OVERVIEW 
 
CalMac Ferries Ltd (CFL) welcomes this Scottish Parliament Inquiry 
and is grateful for this opportunity to present its formal evidence as 
the largest of the David MacBrayne Group subsidiary companies and 
operators of lifeline ferry services in the Clyde and Hebrides.   
 
This submission takes two forms: firstly this summary of some key 
issues which could form the basis of our dialogue; and secondly, a 
number of documents which have been forwarded to the Clerk of the 
Committee for examination and discussion. Obviously, members can 
address specifics as they wish and we will be pleased to answer 
points made, where we can. Some other additional information such 
as marketing material and customer information will be made 
available on the day of the meeting. 
 
CONTEXT 
 
Caledonian MacBrayne’s (CalMac) prime purpose is the provision of 
lifeline passenger and vehicular services to the West Coast of 
Scotland. Both the Company and the Scottish Government are 
committed to providing the very best service to the island 
communities and visitors to our communities. 
 
The origins of the Company extend back 150 years, but it is the 
creation of the Scottish Transport Group (STG) in 1969 and the 
subsequent acquisition and merger of both the Caledonian Steam 
Packet Company Ltd and David MacBrayne Ltd that created the 
company as it is today. Throughout this time new services have been 
added or amended, all the while in an effort to meet the reasonable 
aspirations of the communities. 
 
As a result of corporate restructuring which took place in October 
2006 at the request of Scottish Government as part of the 
preparation for the tender process for the Clyde & Hebrides Ferry 
Services, CalMac Ferries Ltd. took over operation of these services as 
successor to Caledonian MacBrayne Ltd. 
 
All employees of the former Caledonian MacBrayne Limited, with a 
small number of exceptions, transferred their employment to CalMac 
Ferries Limited (CFL) with effect from 1 October 2006. The transfer 
had no impact upon employees’ terms and conditions. There was no 
alteration in ships' livery or branding. 
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CalMac Ferries Ltd has a wholly owned subsidiary: Caledonian 
MacBrayne Crewing (Guernsey) Limited, which employs and supplies 
all sea-going staff (approx 770) to CalMac Ferries Limited. 
 
CFL formally lodged documentation detailing the company’s bid to 
provide Clyde and Hebridean ferry services (CHFS) on 10 May 2007.  
Following the conclusion of the tender process, Directors of CalMac 
Ferries Ltd signed the contract to operate these services on 20 
September 2007.  The current contract runs from 1 October 2007 
until 30 September 2013. 
 
BRAND NAMES 
 
Caledonian MacBrayne and CalMac are trading names of CalMac 
Ferries Ltd. The iconic brand names Caledonian MacBrayne and 
CalMac, amongst some of the best-known and strongest brands in 
Scotland, are used on marketing, promotional and communications 
materials.  The name CalMac Ferries Limited is not promoted to 
customers, but is used as and when required for legal or contractual 
purposes. 
 
THE CHALLENGES  
 
CFL’s Mission Statement details its determination to providing a 
reliable, high quality service, focusing on customers’ needs and 
comfort, providing value for money to its customers, a stimulating 
workplace for all its employees and protecting the environment.  CFL 
is committed to the very highest management standards and aims to 
be acknowledged as the leading UK ferry operating company. 

The next few years will present the David MacBrayne Group with 
significant challenges. However, the period of the CHFS contract 
(until October 2013) will represent a period of relative stability for the 
Company allowing it to focus on a review and development of the 
CHFS Network. This review is desired by many of the communities we 
serve and supported by the Minister.  

CFL's ship management embodies a culture where, as a ferry 
operator, we have an absolute commitment to caring for the marine 
environment, ensuring the safety and security of our passengers and 
our crews and vessels, and regularly exceeding the standards set by 
the regulatory bodies in providing the lifeline services to the islands. 

 

As Harbour Authority at many of the Harbours used by the CHFS, 
Caledonian MacBrayne Ltd also had a unique understanding of the 
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challenges of maintaining and managing this hugely diverse portfolio 
of harbours. This insight and experience has also been transferred to 
CFL, which has an established relationship with all of the third party 
ports used to provide the Services. This relationship allows it to work 
with the Port Authorities to provide an efficient and effective service 
at third party ports.  

The Tender which confirmed CFL as operator of the CHFS services 
was based largely on current practice in relation to the operation of 
the CHFS network. The Company’s knowledge of the operation and 
the environment are amongst its key strengths.  Where possible, CFL 
responded to issues raised during the consultation exercise 
undertaken as part of the tendering process.   

However, the terms of the Service Specification, Public Service 
Contract (PSC) and Principal Contracts are such that in many 
instances CFL was unable to respond fully on all issues.   

The six-year PSC could enable opportunities to improve the service 
offered to some of the remotest areas of Scotland.  CFL looks forward 
to working with the Scottish Ministers, CMAL and the communities 
and other partners to deliver these potential improvements over the 
next six years, with a suitable level of funding and appropriate 
facilities and infrastructure.  

OUR BUSINESS 

During the last six years, CalMac (previously as Caledonian 
MacBrayne Ltd and latterly as CalMac Ferries Ltd) has reviewed most 
of the key areas of its business and operation. This process has been 
driven by the Board of Directors and has resulted in major changes in 
the management of the company’s business which have already been 
implemented. These changes have delivered significant 
improvements in the service offered by the company to its customers 
and overall value for money.  These changes form the cornerstones 
of our management of, and aspirations for the CHFS network. 

The bedding in of the relationship between CMAL and CFL will 
continue to require a significant amount of management investment.  
CMAL’s role and intentions in relation to the management and 
maintenance of the vessels and harbours are still developing.  

Some of the communities CFL serves are still unclear about the 
different roles CFL and CMAL now perform, the responsibilities they 
have and the obligations they share separately and collectively, and 
in particular with respect to community engagement. 
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The original brief for CMAL when Caledonian MacBrayne Ltd was 
restructured was a “lean and mean” asset owning company, with the 
ferry operator responsible for the maintenance and management of 
the assets on their behalf. There is significant precedent for this in 
the arrangements between NorthLink Ferries Limited and Royal Bank 
Leasing Limited for the Northern Isles fleet. I firmly believe any move 
away from this vision will seriously undermine the coherence of the 
CHFS Service and introduce unnecessary confusion, additional costs 
and duplication of skills between the two companies. 

I am confident however that we can work with the CMAL board to 
deliver an operating model which supports the delivery of CHFS 
 

MANAGEMENT 

The entire CFL Executive Director Team has been rebuilt over the last 
5-6years, bringing new skills to the Board of Directors from a range 
of business sectors. 

A completely revised and simplified management organisation and 
working practices have been put in place, and CFL has revised and 
updated its Corporate Governance procedures and complies with the 
Combined Code. 

Other operational improvements include: new financial reporting for 
CFL management and Board and the Scottish Executive, geared to 
improved accuracy and reporting timescales (financial reports are 
produced within 8 Business Days of the end of the month; five years 
ago these reports took 18 Business Days); introduction of digital IP 
Telephony system utilising Gourock based servers to create a Virtual 
Call Centre to improve customer access; the introduction of on-line 
CalMac Purchasing System, streamlining supplier approval and 
payment processing; daily ticketing transaction information improving 
cash flow forecasting and reporting, and improved Business 
Intelligence to meet performance reporting requirements. 

The development of our Human Resources functions has been 
fundamental in strengthening the company’s employee relations. The 
Integration of HR, Crew Resources, Payroll and Training Departments, 
has created centres of excellence which led to a seamless transition 
to off-shore working.  

Negotiation of long-term pay deals has provided stability and 
removed the perception of annual strike action (the last industrial 
dispute was 2001).  Proactive management of relations with the 
Unions and the establishment of a robust partnership agreement 
have enabled the company to move forward working with the unions. 
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Technical achievements include ISO 14001 Environmental 
Management System accreditation (CalMac was the first passenger 
ferry company in the UK to achieve this), the introduction of a new 
Condition Based Monitoring Programme and planned preventative 
maintenance programme, catering for thermal imaging, vibration 
analysis, engine performance and lubricating oil analysis.  

We remain open to innovation in ship-design and building and will 
work with specialists in the field to ensure that safety, value for 
money, suitability and affordability, within current Spending 
Guidelines, are key to our progress. By way of example, the Company 
has only today (Tuesday May 13)  taken delivery of the draft findings 
of a specially commissioned piece of technical research into the 
potential use of catamarans and high speed ferries from a leading 
Scottish academic institution with expertise in ship design and 
building. The Company is presently analysing the findings and will be 
happy to share the key points within the committee in due course. 
 

EFFICIENCIES  

One of the common perceptions or mis-representations levelled at 
CalMac (and this includes evidence to this inquiry) is that it is an old-
fashioned, inefficient company, bound by out-dated working 
practices. The reality of the situation is somewhat different. 

A fuel hedging (90% of fuel volume) arrangement saved the taxpayer 
£2 million in 2004-2005 and £0.9 million in 2005-2006; shore 
ticketing was fully implemented in October 2004, involving reduced 
staff costs and higher revenue protection/receipts, saving  £0.4 
annually since 2004-2005; off-shore crewing was implemented in 
February 2006 saving around £1.4 m per annum from 2006-2007 in 
preparation for tendering for CHFS; improvements in procedures 
regulating annual overhauls of vessels have minimised costs; fuel 
conversion of larger ships to enable them to burn cheaper grades of 
fuel saving around £1 m per annum in fuel costs; the introduction of 
IP Telephony in 2006 (Virtual Call Centre) which improved response 
times to customers (250,000 calls per annum with an average 
response time below 10 seconds), increased reservation bookings, 
improved cash flow and improvements in staff productivity at network 
locations;  
 
organisation reviews from 2002-2003 led to the introduction of 
modern, integrated finance systems and processes yielding 30% 
reductions in Finance Department posts and 25% in staffing levels; 
overall revenue on the 14 vessels with Retail Operations has 
increased 40% between 2002-2003 and 2006-2007 (£3.5m to 
£4.96m); finally, commencing 2001/02 new, revised and more 
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focussed marketing was introduced with improved customer 
interface (including first ever TV Advertising).  
 
It is worth noting that the number of unique visitors to 
www.calmac.co.uk continues to rise.  In April 2008, approximately 
359,000 people visited the website, compared to 337,900 in March.  
Page impressions in April reached 1.29 million and compared to April 
2007, we note a 43% increase in page impressions.   
 
Increasing efficiency and innovation in terms of the company’s 
marketing strategy have improved revenue and passenger traffic, and 
a new advertising campaign begun at the end of April, using sites on 
the SPT Glasgow Underground for the first time is expected to yield 
significant results. In addition, a new Customer Retention 
Management programme “CalMac Connects” with a dedicated 
registration page will also be launched in the next few weeks.   
 
Passenger Carryings increased from 4.9m to 5.2m (+6.8%) in 2003-
2004 with a further increase of 2.7% in 2004-2005. Car Carryings 
increased from 1 million in 2002-2003 by approx. 50,000 per annum 
in the next two years, with 5% growth per annum. These figures 
translate into an extra £3 million per annum in additional revenue. 

 

These initiatives have seen CalMac perform efficiently against 
Ministerial targets. 

 
2006-2007 Performance Targets set by Ministers  

Target  % 
 

Outcome  
% 
 

 
Financial – fares income as % of operating costs 
                - staff costs as % of fares income 
 
Reliability – scheduled sailings fulfilled 
 
Punctuality – scheduled sailings on time 
 

 
38.3 
115.1 
 
99.0 
 
98.5 
 

 
38.7 
115.1 
 
99.7 
 
99.5 

 

CUSTOMER CARE 

CalMac’s Customer Care Department was set up in October 2004 
consisting of a Customer Care Manager, Customer Care Officer and 
Customer Care Secretary.  The department now consists of 4 
members of staff reporting to the Communications Director, who is 
reports to the Board for Customer Care. The team is responsible for: 
 

http://www.calmac.co.uk/
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• Development, implementation and management of customer 
feedback processes and the network-wide Mystery Visitor 
Programme 

• Deal with customer feedback efficiently and consistently 
• Recording customer feedback, investigating issues and responding 

in line with the performance measures set out in the Customer 
Services Undertaking as part of the PSC with the Scottish 
Government for the delivery of lifeline ferry services to the Clyde 
and Outer Hebrides 

• Managing the Company’s refund policy 
• Ensuring that customers are kept informed and that customer 

literature, leaflets and notices are accurate and up to date 
• The introduction and implementation of customer care training for 

on and off-shore customer-facing employees to ensure that they 
are trained to deal with customer-related situations 

• Introduction and management of a network-wide Employee 
Suggestion and Employee Recognition schemes 

• Introduction, development and management of customer/market 
research programmes 

• To fully support customer interfacing employees network-wide 
 
Customer Feedback Process 
 
It is frequently alleged that CalMac does not treat its customers to 
industry standards and that the Company pays little attention to the 
standards of care delivered. This is manifestly not the case and the 
following section details how the Company delivers on elements of its 
corporate and social responsibilities, often beyond its contractual 
obligations. 
 
All customer feedback received by post, via the electronic intranet 
feedback form, by e-mail, fax or telephone is recorded in Respond, a 
database specifically designed for recording and reporting purposes. 
The data gathered in this process forms the basis on which action 
plans are developed and delivered by the Customer Care team in 
conjunction with appropriate (Regional) Managers. 
 
CalMac Ferries Ltd Feedback Received July 2007
 
Type of feedback received Number of 

incidents 
% 

Complaints 194 61.59 
Appreciations   81 25.71 
Suggestions/Enquiries/Others   40 12.7 
Total 315  
 
 



 8

CalMac Ferries Ltd Feedback Received January 2008 – March 2008 
 
Type of feedback received Number of 

incidents 
% 

Complaints 204 54.1 
Appreciations   75 19.9 
Suggestions/Enquiries/Others   98 26 
Total 377  
 
Feedback  
 
In the period April 2007 – February 2008 (information available to 
date) 2788 feedback forms have been received.  95.3% of customers 
who completed a feedback form confirmed they would recommend 
Caledonian MacBrayne to others.   16 out of 18 categories are above 
target of 80%, 7 out of the16 scoring 90% or more. 
 
Any additional comments written on customer feedback forms are 
logged in Respond and copied to the relevant Manager for 
information/action as appropriate. 
 
Mystery Visitor Programme 
 
CalMac operates a Mystery Visitor Programme which is managed by 
an independent analyst on a contract basis. 140 visits were carried 
out April 2007–March 2008 network wide, 68% of which were carried 
out in the summer and 32% in the winter.  Visits were carried out by 
both local people (40%) and tourists (60%).   
 
In the period April 2007–March 2008, all regions have a cumulative 
average score of over 90% (target 82%).  20 out of 26 ports are 
performing above target of 84%.  26 out of 27 vessels are performing 
above target of 85%.  Telephone performance scores are above 
target of 62%, 10 months out of 12 scoring over 90%. 
 
The Mystery Visitor Programme provides us with data which is used 
to develop action plans in conjunction with the Regional Managers 
and the Retail Operations Manager in order to address any areas of 
concern or emerging patterns and to improve the service provided. 
 
We are planning to carrying out a number of bespoke surveys on 
subjects such as the Wemyss Bay/Rothesay timetable, 
communication of RET pilot scheme issues (before and after 
introduction), the new Oban terminal (once fully operational), along 
with the option to survey any area network-wide on specific, 
emerging issues. We are also planning to introduce telephone surveys 
and on-line surveys. 
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Refunds: In 2007, 3300 refunds were processed.  An additional 818 
refunds have been processed since the beginning of 2008.  Figures do 
not include tickets that were exchanged for gift vouchers. 
 
Training: As part of the Customer Care team’s commitment to 
improving customer service levels, a significant training programme 
was arranged by the team, through liaison with external consultants, 
regional and route contacts and CalMac’s HR department. The 
“CalMac Cares” training programme is ongoing with 597 employees 
trained to date. Emergency Response training procedure/guidelines 
are also being developed.  To date 155 employees have been trained 
with 47 still to be trained. 
 
Suggestion Scheme: The Customer Care team have introduced a 
Staff Suggestion Scheme involving the recent introduction of 
Suggestion Scheme posters and an electronic Suggestion Scheme 
form which is located on the intranet. 
 
Staff Recognition Scheme: The Customer Care team has developed 
a Staff Recognition Scheme enabling recognition to employees 
because of feedback received from customers and the Mystery Visitor 
Programme.  Employee Recognition Certificates have now been 
introduced. 
 
Charities: The Customer Care team manages the On-board Charity 
Collection Programme; 27 collection dates are in place for this year. 
The policy has recently been reviewed with agreed changes having 
been implemented.   
 
Promotional Material: A number of customer related leaflets have 
been produced by the team (in Gaelic and English as required) to 
assist both customers and customer-facing employees along with 
some input into Explore.  The introduction of RET will involve a 
significant amount of further work in this area. 
 
Customer Charter: The Customer Care team have produced 
CalMac’s Customer Charter which is now available throughout the 
network. 
 
Intranet: The Customer Care team introduced an intranet based 
customer feedback form and insurance damage claims form.  A 
Helping the Customer intranet site has also been set up to assist 
customer-facing employees dealing with customer enquiries.   
 
SMS Text Messaging: Prior to 2007, the following disruption 
information channels were available to customers: 
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Service Information Phone Line - an automated free phone number 
(08000 66 5400) to hear the status the routes. 
Phoning any port or office –a company-wide internal “Bulletin Board”, 
enabled ports to receive and deliver accurate and consistent 
information.   
Variable Message Board – variable message boards at ports or 
roadsides informed passengers of disruptions. 
Disruptions Group – an e-mail grouping including external agencies, 
radio, media, other transport providers etc, delivering disruption 
information.  
Tannoy announcements – For customers at a port or onboard a 
vessel, disruption information was relayed through audio 
announcements.  
 
Improvements introduced since 2007 
 
In addition to the above methods, two new services were launched on 
1 March 2007 to further improve communication with customers. 
 
A state of the art customer sailing information service was launched 
on www.calmac.co.uk on 1 March 2007.  The online “traffic light” 
system at www.calmac.co.uk displays all 26 routes, showing red, 
amber or green depending on the route’s status.  This enables 
customers to see if there are any disruptions or possible disruptions 
on their chosen route.  This web page has seen significant usage, as 
follows – 
 
 
Month No. of Hits 
October 2007         45,890 
November 2007                          20,785 
December 2007   41,380 
January 2008    65,330 
February 2008 105,666 
March 2008   66,621 
April 2008   34,410 

 
 

A text messaging system previously offered, whereby text messages 
are sent to customers if there was a disruption to a service for which 
they hold a booking, was supplemented by a new non-subscription 
SMS text facility, also introduced on 1 March 2007.  This service 
provides customers who would like a brief update on the status of a 
route with information directly to their mobile phone.  The number of 
users for this service is as follows – 

http://www.calmac.co.uk/
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Month No. of Users 
October 2007                92 
November 2007                                  273 
December 2007     1,152 
January 2008      1,366 
February 2008     2,413 
March 2008     1,579 
April 2008        312 
 
 
Future Improvements in Customer Care 
 
We continue to strive to provide as much accurate and up to date 
information as possible to customers, particularly in periods of severe 
weather or other disruptions. This is an ongoing programme of 
development and 2008 will see the introduction of additional Variable 
Message Boards (VMBs), for example, in Islay. These boards will be 
installed at various positions throughout the network displaying 
service status information.  
 
CalMac will continue to work with ferry user groups and monitor 
customer feedback to endeavour to provide the best quality 
information using the most up to date and effective communication 
channels in both Gaelic and English. 
 
We will also continue to develop work started in the area of disability 
whereby Braille and other techniques such as Sign Language are 
being investigated. 
 

KEY CHALLENGES  

The network principle:  CFL believes that maintaining the existing 
“bundle” of 24 routes in the format of the current network, which 
may be further developed with the addition of new routes, best 
serves the island communities off the west coast of Scotland and the 
nation’s taxpayers.  
 
The network approach offers a consistent level of service across 24 
routes which could not be matched by a single service provider.  
 
The integrity of this network leads to efficiency gains in terms of the 
flexibility and interchangeability of the fleet, crew mobility (including 
succession and career development), economies of scale, shared 
costs and uniformity of pricing, marketing and policy decisions, which 
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provide additional value to the substantial sums of public subsidy 
involved.  
 
This also makes best use of the vessels specifically designed to 
operate on these routes, which face some of the most extreme winter 
weather in Western Europe. 
 
The risk posed by “cherry pickers”, where new competition might be 
introduced on a route, even for part of a year, would have a major 
impact on CalMac’s interests and would inevitably lead to the need for 
additional subsidy if the existing level of service provision is to be 
maintained. It is accepted by most interested parties, for example 
local authorities, that the targeting of the high value (usually high 
volume) parts of routes by potential competitors – even for part of a 
year such as summer months - would pose a substantial threat to the 
viability of the subsidised lifeline services of the Scottish ferry 
network.  
 
We have no issue with calls for increased efficiency; nor do we, 
having successfully challenged private operators, fear competition on 
a level playing field where our expertise and experience single it out. 
However, a very real concern relating to the potential cherry picking 
of routes is the likelihood that the subsidised service would just be 
left to retrieve the “leftover”, non-viable, but nonetheless essential 
services on routes at an increased cost and, therefore, subsidy. Up 
until now, it is worth noting that the political environment in Brussels, 
Westminster and in Scotland has generally taken the view that cherry 
picking is undesirable and an inefficient form of market entry. 
 

 

EU issues: The maintenance of an EU compliant regime for funding 
the CHF Services will bring with it new challenges for all parties 
involved in the service. The EU Commission recently announced an 
investigation into the way Scottish ferries have been subsidised and 
the Company has already made a preliminary submission to the 
enquiry which is available on our website in the news release section 
(www.calmac.co.uk).  

Performance Regime: a performance regime which responds to the 
needs of a lifeline ferry service will be critical.  The constructive 
approach of the Scottish Executive to comments made by CFL during 
the tender process has resulted in a regime which we believe will 
meet this requirement. CFL took a strategic decision to put the 
customer’s interests above all else in its planning and bid submission, 
and has undertaken to take a financial penalty where the company 
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deems this to be in the customer’s better interest e.g. by taking a 
financial penalty rather than perform badly or inefficiently in terms of 
onward connections. The company would rather take the penalty for 
failure to meet a connection where it can be achieved, rather than 
disrupt the onward travel arrangements of customers. The Operator's 
Return makes provision for the risk associated with this regime. 

Gourock–Dunoon: the position in relation to Gourock-Dunoon 
remains unresolved.  The uncertainty is not good for the customers 
using the route; is damaging for the economy of the area and cannot 
be sustained as the viability of ships servicing the route is rapidly 
diminishing as costs escalate. The contract arrangements for the 
provision of the CHFS services oblige the operator to charter the fleet 
from the owner of the vessels, Caledonian Maritime Assets Ltd 
(CMAL). This has a particular impact on the Gourock to Dunoon 
service as the only CMAL vessels available to Cowal Ferries were built 
in 1974, are expensive to operate, and have only a short residual 
service life. 
 
Road Equivalent Tariff (RET): In August 2007 Cabinet Secretary 
for Finance and Sustainable Growth John Swinney MSP, announced 
details of work targeted at delivering lower ferry fares for Scotland's 
island communities. The RET pilot scheme, involving routes in the 
Outer Hebrides, will commence on 19 October 2008, the start of the 
winter timetable, and will run until spring 2011. This will allow it to be 
fully assessed on its effectiveness, and to identify both positive and 
any possible negative implications of an RET scheme. This will include 
the gathering of traffic statistics and information from, for example, 
ferry users and local employers (including the freight and tourist 
sectors) designed to allow the impact of the pilot (especially in 
economic and social terms) to be assessed.  
 
There is a significant amount of work to be done now to re-design the 
layout of timetables and other supporting literature, over and above 
work re-focussing the ticketing system itself. The new fares structure 
will be very straightforward and simple and it will help set aside many 
of the complexities which have been with us for historical reasons. It 
is a fair system and will be transparent and available to everyone 
travelling on an equitable basis. It remains to be seen how the new 
regime will impact on travel patterns and traffic flow. We will work 
closely with the consultants to monitor that on an ongoing basis. 
 
 
Integrated Transport:  the integration of several modes of 
transport (mainly rail and bus services in terms of ferry connections), 
presents a constant challenge which is reflected in customer 
correspondence and public debate. The perception (and reality) is 
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that there is no over-arching body responsible for the integration of 
timetabling and network connections throughout the country. 
Furthermore, the proliferations of bodies with a vested interest in the 
integration issue does not lend itself to strategic decision making with 
the customers’ overall interests at the core of planning and when a 
mix of competing performance regimes, which are often conflicting at 
the ferry junctions/connections intended to compete a network”, then 
the reality is one of apparent chaos and intransigence on the part of 
individual operators. 

It should be noted that CalMac doers offer through ticketing facilities 
for ferry and rail travel, but this does not apply to bus services. Some 
season facilities are also offered on some Clyde routes. 

Members  may wish to note that Transport Scotland, the national 
transport agency responsible for helping to deliver the Government's 
£3 billion capital investment programme over the next decade, 
overseeing the safe and efficient running of Scotland's trunk roads 
and rail networks and establishing and running a national scheme for 
concessionary travel in Scotland, has no locus in managing ferry 
issues. These remain in the hands of our sole shareholder, the 
Minister for Transport, through his Government Transport 
Directorate. 

Internally, CFL has developed a networked database ticketing and 
reservations system known as COMPASS.  In recent years, the 
system has been more fully integrated with other aspects of the 
business, allowing for improvements in service and enhanced delivery 
to the customer.   

CFL’s Virtual Contact Centre ("VCC"), which is CFL's telephone 
booking and enquiry system, and all manned Port Offices, are 
equipped with COMPASS-enabled PCs.   

The starting point for the creation of each CFL timetable has typically 
been the timetable from the previous year, which was based on 
average carryings.  Historically, timetables have been developed in 
consultation with key stakeholders: users, tourist organisations, local 
communities and other relevant parties, including bus and rail 
operators.  There is now a contract which can be developed with the 
approval of Scottish Government, which will take into account any 
possible increased burden on the subsidy allocation before approval. 

 
Continuity of funding: Funding for new vessels has always been 
linked to “the execution of the public service obligations” with 
detailed investment appraisals being submitted by CalMac, setting out 
the appropriate options to address particular service and vessel 

http://www.transportscotland.gov.uk/road
http://www.transportscotland.gov.uk/rail
http://www.transportscotland.gov.uk/concessionary-travel
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issues such as the need to replace an elderly and increasingly 
unreliable vessel, or, as in the case of the MV Loch Portain on the 
Sound of Harris, a new route development.   In each case, vessels 
have been planned and designed for specific routes that were in turn 
part of the “approved services” eligible for subsidy, as listed in the 
annex to annual funding letters provided in terms of the relevant 
Parliamentary Undertaking.  Eleven vessels have been added to the 
fleet since 1995 to serve routes approved by Ministers for subsidy in 
annual funding letters.   
 
1995 MV Isle of Lewis serves Ullapool/Stornoway (Lewis) 
1996 MV Loch Bhrùsda served Sound of Harris and since June 2003, 
serves the Sound of Barra (connecting Barra and South Uist) 
1997MV Loch Àlainn served Largs-Cumbrae and since May 2007 is 
servicing the Sound of Barra 
1998MV Clansman serves Oban–Coll–Tiree and Oban-Barra–South 
Uist 
2000MV Lochnevis serves Mallaig - The Small Isles (Eigg, Muck, 
Rhum and Canna) 
2001MV Hebrides serves Uig (Skye)/Tarbert (Harris)/Lochmaddy 
(North Uist) 
2001 MV Loch Portain serves Sound of Harris, connecting Berneray 
and Harris. 
2003  MV Coruisk serves Mallaig/Armadale (Skye) in summer and the 
Clyde in winter  
2005  MV Bute serves Wemyss Bay/Rothesay (Bute) 
2007  MV Argyle serves Wemyss Bay/Rothesay (Bute) 
2007  MV Loch Shira serves Largs/Cumbrae since May 2007 
 
In the last six years (from 2002/03), CalMac has spent just under 
£3.8million on Repairs and Maintenance at Piers/Harbours, on 
Passenger Facilities Upgrade spend at ports (includes day to day 
maintenance, signage etc) and on Vessel Modifications and 
Refurbishments. Just over £1.5million of that has been spent on 
vessel refurbishments and just over £2.1million on modifications. 
 
In terms of spend on Piers and Harbours, Members may wish to note 
that in 2002/03 a total of £1.42million was spent on projects ranging 
from Tiree to Castlebay, Tarbert, Harris, Loch Ranza, Oban Linkspan 
and Armadale.  A significant number of these involved major 
enhancements to passenger reception facilities. 
 
In the following year, the total was nearly £1.25million, spent on 
Oban terminal, and further work at Armadale and Castlebay. 
 
In 2004/05 a further £3.6million was spent between Oban, Rothesay 
(for passenger access) and Armadale.  
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Finally, in 2005/6 nearly £1.9million was spent at Oban, Armadale 
and passenger access facilities for the Wemyss Bay to Rothesay 
service. 
 
Funding for future projects now rests with CMAL and CalMac is very 
keen to be involved in the strategic planning of the spend to be 
allocated to various infrastructure projects throughout the network. 
The financial planning for major infrastructural projects, never mind 
the delivery, which has been a constant problem, remains a matter of 
considerable concern. Major funding will be required to complete 
maintenance work and development work at a level and in a 
timescale, within which CalMac can continue to operate the current 
services, far less consider the development of new routes. 
 
Affordability will be a major factor in decisions taken on new or 
additional services as has already been seen in debates about 
proposals involving extensions to Saturday timetables in Lewis and 
the various propositions for Mallaig to Lochboisdale. 
 
Changes in legislation: this is a key factor in determining the pace 
of change and level of funding which will be required to meet the 
challenges offered. Two key areas will impact on the CalMac fleet as 
currently configured and operated. Firstly, security and safety issues 
which are driven by changes in society and the need to guard against 
terrorist attack amongst other things; and secondly, environmental 
considerations which will see the imposition of major changes in 
operating practices through, for example, reductions in carbon 
emissions. 
 
The impact of this area of the operating cost base in many ways 
escalates as legislation can be driven by European considerations as 
well as UK-wide pressures from regulatory authorities, neither of 
which often takes into account the very specific nature of the services 
operated in Scotland, or the particular seagoing conditions which 
apply. 
 
Furthermore, standards of ship design and passenger accommodation 
are constantly changing and with a fleet displaying an imbalanced 
age profile, there are major financial considerations ahead for CMAL, 
the Scottish Government and the communities served. The issue of 
affordability, given that the investment cycle of approximately 30 
years for ships is the critical factor, remains to be resolved. 
 
CFL is very keen to work with all parties to enable the most efficient 
design and planning considerations and the efficient management of 
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refurbishment and upgrading budgets to ensure that levels of 
service may be maintained if not, indeed, improved. 
 
Strategic planning: the renewal of the current CFL Fleet and other 
vessels within the DMB network as chartered/leased by CMAL and 
others is key to the levels of service offered to communities. The 
financial arrangements to sustain and develop the fleet, taking into 
account legislative issues and matters of design and affordability, will 
ultimately be driven by financial considerations. The same applies to 
infrastructural matters, particularly in relation to the finding and 
planning of new projects. These can often take ten years or more 
from gestation to final delivery and the Government’s Spending 
Review in terms of finance is only one factor within a tangled web of 
other considerations. 
 
CFL, as operators of the CHFS network, has a crucial role to play in 
informing the debate about the future of services, both in operating 
terms and strategically with its unrivalled knowledge and 
understanding of the communities served. 
 
Community engagement: CFL, as sole bidder for the contract to 
operate the CHFS network, has, given the current circumstances and 
its recent history, been subject to a high level of public scrutiny.  The 
very nature of the service network, with its geographical spread and 
operational complexity, has always attracted comment. 

The recent tendering process triggered increased expectation levels 
from customers, and placed CFL even higher on the public agenda. 
CFL regularly finds itself under intense scrutiny from the media, 
customers, politicians, other transport operators and government 
agencies. 

It is worth noting that the CHFS tendering process also exposed CFL 
to a higher level of scrutiny under the Freedom of Information 
(Scotland) Act, with a high proportion of enquiries driven by 
commercial considerations increasing in scope and intensity, severely 
challenging CFL's resources. 

This operating environment has had implications for both on and 
offshore staff in terms of information flow, performance, morale and 
confidence, in an already challenging communications environment. 

CFL has increasingly recognised the importance of effective 
communications as a way of raising public awareness and developing 
an effective engagement and level of understanding between CFL and 
its customers.  CFL intends to build upon this successful record of 
accomplishment, which is based on a proactive series of effective 
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communication links at a number of different levels with employees 
using a variety of platforms and channels.   

It is vital that CFL continues to develop and implement a clear and 
robust communications strategy, which builds on the current strong 
relationship with the communities served and is flexible enough to 
adapt to continuing change and evolving circumstances. 

The goal of CFL's Communications Plan is not only to provide a 
strategic framework for constructive dialogue but also to minimise 
risks to its shareholder, the asset owner and the company itself from 
misinterpretation and misinformation.  It is based on regular, robust 
communication at a local level, led by its Regional Managers.  

The plan also recognises the new consultation arrangements following 
the establishment of Regional Transport Partnerships ("RTPs") and 
the abolition of Shipping Services Advisory Committees ("SSACs"). 

CFL has gone beyond the requirements of the ITT in this regard, 
establishing a series of Regional Ferry Forums ("RFFs") for 
consultation with users and community groups throughout the 
network.  The Forums provide an opportunity for the exchange of 
views and information between the operators of CHFS and 
representatives of the services’ users.  Separate meetings are held 
with individuals and other interested parties throughout the network 
on an ongoing basis. 

The Forums are CFL’s front line of communication and members will 
have direct access to Regional Managers on matters relating to the 
routes within the Regional Management structure. 

Through accountability and openness CFL will let customers and 
stakeholders know who CFL is, what it does and how it operates, thus 
avoiding any perception of secrecy.  All staff will share the 
responsibility for maintaining and developing full and open 
communication channels.  Training is given to employees throughout 
the network at appropriate levels in communication and 
presentational skills.  They are responsible for communicating CFL’s 
ambitions and achievements internally to colleagues and externally to 
customers and stakeholders.  They are pro-active – in news releases 
and publications such as annual reports, newsletters and bulletins – 
and responsive to media enquiries.   

The Gaelic community: CalMac Ferries Limited welcomed the Gaelic 
Language (Scotland) Act of 2005 and the subsequent notification by 
Bòrd na Gàidhlig, under Section 3 of the Act, requiring Caledonian 
MacBrayne (CalMac) to work with the Bòrd to prepare and implement 
a Gaelic Language Plan in 2007/08.  We also greatly appreciate the 
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guidance and financial assistance that Bòrd na Gàidhlig has given us 
in preparing this draft plan which is available on our website. 

As a company operating lifeline ferry services on the west coast of 
Scotland we have had a long and extensive association with the 
cultural, social and economic milieu of the Gaelic community.  We 
believe that the synergy of culture, economy, geography, history, 
tradition, combined with our own continuation of valuable service, 
places CalMac, as a public commercial entity, in a strong position to 
make a positive and meaningful contribution to Gaelic, particularly in 
initiatives such as the promotion of cultural tourism and enhanced 
contact with the community. We are also eager to play a proactive 
role in creating increased opportunities to use and promote Gaelic in 
various situations. 

All of CalMac’s ships have bilingual English/Gaelic names.  Some, like 
Loch Portain and Loch Bhrùsda, have original Gaelic names; there has 
been a significant move to provide a higher level of signage on ships 
and in terminals throughout the network; recorded welcome 
messages are given in Gaelic on ships serving Gaelic communities; 
CalMac is committed to providing written responses in Gaelic to 
communication received in Gaelic.  We welcome such communications 
and requests to discuss Gaelic issues. 

Community support is provided to various Gaelic events, primarily the 
Royal National Mod. CalMac has been the main commercial supporter 
since 2002. 

 
CalMac will endeavour to ensure that Gaelic is given equal respect 
within the Company and in its dealings with external agencies and 
individuals. 
 
IN CONCLUSION 
 
CFL believes that given the climate of uncertainty and mixed 
expectation levels for the users of CHFS services, there are a number 
of key messages which CFL must communicate widely to reassure 
customers that they will continue to enjoy a high quality of service 
from an established operator of lifeline ferry services with a proven 
track record in safety, operational performance, financial 
management, customer relations and environmental protection. 

CFL is certain that the outcome of all of its discussions prior to 
submitting this bid will result as we go forward in proactive, 
customer-friendly lifeline services, which operate whenever possible 
according to timetable, summer and winter, within the parameters 
set for it by the operating contract. 
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CFL’s key messages are that the company is fully committed to being the 
lifeline ferry operator for the Clyde and Hebrides, ensuring continuity and 
stability; will provide a service which is safe, reliable and efficient; will 
provide the highest standards of customer care and service to the 
individuals, businesses, organisations and communities with whom it 
works; will recognise legislative requirements with respect to the 
aspirations of disabled customers within operating constraints dictated 
by age and design of vessels; will provide transparency in how it works 
and engages with customers; will engage with the communities it serves 
regularly and in a meaningful way; is fully committed to continuity and 
security of employment;  will protect the interests of its employees and 
their terms and conditions will not be diminished; will keep customers 
and staff regularly and fully informed of developments and issues 
affecting its operations; and will base its operation on a strong 
relationship with its shareholder and asset-owner. 

Peter Timms, Chairman, David MacBrayne Ltd 

Lawrie Sinclair, Managing Director, CalMac Ferries Ltd



David MacBrayne Ltd Submission to Scottish Parliament Transport 
Infrastructure and  

Climate Change Committee Ferries Inquiry 
 
Overview 
 
David MacBrayne Ltd (DML) welcomes this Scottish Parliament Inquiry 
and is grateful for this opportunity to present its formal evidence as the 
holding company and parent of CalMac Ferries Ltd (CFL) and NorthLink 
Ferries Ltd (NFL).  
 
This submission takes two forms: firstly this summary of some key 
issues which might inform the basis of our dialogue; and secondly, a 
number of documents which have been forwarded to the Clerk of the 
Committee for examination and discussion. Clearly, members can 
address specifics as they wish and we will be pleased to answer points 
made, where we can. Some additional information including marketing 
material and customer information will be made available on the day of 
the meeting. 
 
This submission deals primarily with David MacBrayne as a Group entity: 
separate submissions are being made on behalf of CalMac Ferries Ltd 
(CFL) and NorthLink Ferries Ltd (NFL) which detail the significant 
difference between CFL and NFL and their separate circumstances in 
very different operational environments. 

 
 

Context 
 
David MacBrayne’s prime purpose is to act as a holding company for the 
group subsidiaries which operate ferry services: the company is owned 
by Scottish Ministers. CalMac Ferries Ltd and NorthLink Ferries Ltd were 
incorporated in 2006 and are now wholly-owned subsidiaries of David 
MacBrayne Ltd. 
 
The origins of the group extend back 150 years, but it is the creation of 
the Scottish Transport Group (STG) in 1969 and the subsequent 
acquisition of both the Caledonian Steam Packet Company Ltd and David 
MacBrayne Ltd that created the company as it is today. 
 
The group emerged as the result of corporate restructuring which took 
place in October 2006 as part of the arrangements required by the 
Scottish Government for tendering. The operating part, but not the 
assets, of Caledonian MacBrayne Ltd was transferred to CFL and it 
together with NFL, which had won the tender for the Northern Isles some 
3 months earlier, were acquired by David MacBrayne. Caledonian 
MacBrayne Ltd changed its name to Caledonian Maritime Assets Ltd 
(CMAL) and retained ownership of the vessels and piers which are 
required for the operation of the Clyde & Hebrides Ferry services. 
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Under the new arrangements, CMAL leases the vessels and piers to the 
operator of the Clyde & Hebrides Ferry services (currently CalMac Ferries 
Ltd.). CMAL is also wholly owned by Scottish Ministers and is based in 
Port Glasgow, Inverclyde. 
 
NFL also leases its vessels, but from the Royal Bank of Scotland. 
 
 
The Structure of the David MacBrayne Ltd Group 
 

David MacBrayne Ltd 

CalMac Ferries Ltd Cowal Ferries Ltd NorthLink Ferries Ltd David MacBrayne 
 HR (UK) Ltd 

 
 

 

Caledonian MacBrayne
Crewing  

(Guernsey) Ltd 

 
There are 2 further subsidiaries of the Group, Rathlin Ferries Ltd, which 
operates the Ballycastle to Rathlin Island service in Northern Ireland 
until the end of this month, and Cowal Ferries Ltd, which presently 
operates the Gourock to Dunoon service. 
 
 
Operations 

The group has total revenues exceeding £140 million and is responsible 
for over 1600 staff spread across 37 vessels and more than 50 ports and 
offices. 
 
While NorthLink Ferries and CFL are sister companies, they operate in 
very different spheres, with completely different characteristics in terms 
of the islands served, the demands of the market place, cargoes carried, 
customer volumes, the population make-up and the scale of the vessels 
used. 
 
To take just five examples of the main differences between the two: 
 

The population served is roughly the same for both but NFL serves only 
two island destinations, while CFL serves many islands, some with very 
small populations. 
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CFL operates some 30 vessels on 24 routes while NFL operates 5 vessels 
on 3 routes. 
 
NFL’s smallest passenger vessel is bigger than CFL’s largest. 
 

CFL carries more than 5 million passengers each year: NFL carries little 
more than 300,000. 

CFL operates some 350 crossings each day, NorthLink operates about 
10. 

 
Both face some of the most severe winter weather in Western Europe, 
and both provide services in summer which operate at or near vessel 
capacity yet in winter may have to sail with less than a dozen 
passengers. 
 
Finally, our operating companies together with the Scottish Government 
are wholly committed to providing the very best of ferry services to the 
communities we serve, to their residents, and to their visitors. Wherever 
possible, we aim for continued improvement. 
 
 
 
Peter Timms, Chairman, David MacBrayne Ltd 
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ANNEX 22 

CUSTOMER CHARTER/MISSION STATEMENT 

1. MISSION STATEMENT T

CalMac Ferries Limited ("CFL") will provide lifeline ferry services to the Clyde 
and Hebrides which are safe, reliable and affordable.  CFL will operate a high 
quality service, focusing on customers’ needs and comfort.  CFL is committed 
to the highest management standards and aims to be acknowledged as the 
leading ferry operating company in the UK, providing value for money, 
supporting the economy, protecting the environment and providing a 
stimulating workplace for all its employees. 

2. COMPANY INFORMATION 

CFL operates 24 routes on Scotland’s West Coast, ranging from Arran in the 
south, to Lewis in the north.  The area covers some of the most beautiful and 
dramatic places and islands in Scotland.  The ships carry around five million 
passengers and approximately one million cars annually.  A full description of 
the company and its activities is available on the principal website 
www.calmac.co.uk. 

3. CFL WILL: 

3.1 endeavour to provide appropriate passenger and vehicle accommodation on all 
CFL's vessels; 

3.2 deliver a programme of customer service training for customer-facing staff; 

3.3 inspect the cleanliness and availability of public areas on vessels and on shore; 

3.4 where applicable, inform and update customers of the availability of retail 
facilities; and 

3.5 monitor customer satisfaction with on-board and on shore facilities. 

4. PASSENGERS REQUIRING ASSISTANCE 

Information on how CFL can help is available at port offices, on CFL's website 
and is also detailed in CFL's timetables and brochures.  Large print versions of 
timetables are available on request. 

5. PUBLIC ANNOUNCEMENTS 

CFL will make appropriate and prompt announcements to customers to ensure 
that they are kept fully informed about key areas of the operation such as 
safety, arrival, departure, safe driving, facilities for dogs, suspended/delayed 
sailings and staff announcements. 

6. TIMETABLES AND BROCHURES 

6.1 Timetables can be viewed and downloaded from CFL's website 
(www.calmac.co.uk) and are also available from CFL ports and on board the 
vessels. 

6.2 Brochures are available by calling CFL's brochure line on 01475 650 350, or by 
calling 08705 650 000.  They are also available onboard CFL vessels and from 
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CFL port offices and also at Tourist Information Centres and other key outlets 
in transport hubs throughout the network and on significant road connections. 

7. PLANNING A JOURNEY 

Reservations can be made by: 

7.1 calling 08705 650 000; 

7.2 e-mailing CFL at reservations@calmac.co.uk; 

7.3 accessing on-line booking on CFL's website - www.calmac.co.uk; 

7.4 calling any of CFL's port offices.  The numbers are listed in CFL's brochures, 
timetables and on the CFL website; and 

7.5 writing to CFL at Reservations Department, Ferry Terminal, Gourock, PA19 
1QP. 

8. EMPLOYEE STANDARDS 

CFL employees are expected to perform to the highest standards.  CFL has 
invested significantly in an employee training programme which encourages 
approachable, courteous, friendly and customer focused behaviour at all times. 

9. REFUNDS POLICY 

CFL offers a comprehensive refunds policy.  All claims will be dealt with in line 
with CFL's published policy.  Full details are available in timetables and 
brochures, on the website (www.calmac.co.uk), or by contacting Customer 
Care as set out below or on 01475 650 338. 

10. CUSTOMER FEEDBACK 

CFL always welcomes customers’ feedback.  The policy is detailed in the 
Explore brochure and on the website.  Customers can contact the Customer 
Care Team by: 

10.1 telephone on 01475 650 338; 

10.2 writing to Customer Care at CalMac Ferries Ltd., Ferry Terminal, Gourock  PA19 
1QP; 

10.3 e-mailing CFL at customercare@calmac.co.uk; or 

10.4 completing a Feedback Form which can be found on the vessels and at port 
offices. 

If customers have a complaint, it will be acknowledged in writing within five 
working days of receipt and dealt with within 21 working days of its 
acknowledgement. 

11. OTHER USEFUL CONTACTS 

11.1 For information on group travel, please contact Group Travel, CalMac Ferries 
Ltd, Ferry Terminal, Gourock, PA19 1QP  Tel: 01475 650 100. 

11.2 For information on Travel Trade rates etc, please refer to the Travel Trade 
brochure, or contact, Commercial Manager, Support Services, CalMac Ferries 
Limited, Ferry Terminal, Gourock, PA19 1QP  Tel: 01475 650 100. 
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11.3 For service status information, check the website, calmac.co.uk, call CFL's 
service information line 08705 650 050 or, for SMS text messaging, 60030.  
Leaflets are available onboard, from ports and offices, or Support Services in 
Gourock, explaining the system. 

11.4 For advice on Gaelic-related issues, please contact Head of Communication, 
Support Services, CalMac Ferries Limited, Ferry Terminal, Gourock, PA19 1QP  
Tel: 01475 650 100. 

11.5 For general enquiries and administration/finance queries, please address 
communications to the relevant department at Support Services, CalMac 
Ferries Limited, Ferry Terminal, Gourock, PA19 1QP.  Tel: 01475 650 100. 
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12. INTRODUCTION  

CFL, as sole bidder for the contract to operate the CHFS network, has, given 
the current circumstances and its recent history, been subject to a high level of 
public scrutiny.  The very nature of the service network, with its geographical 
spread and operational complexity, has always attracted comment. 

The current tendering process, which has triggered increased expectation 
levels from customers, has placed CFL even higher on the public agenda and it 
finds itself under intense scrutiny from the media, customers, politicians, 
transport operators and government agencies. 

It is worth noting that the current tendering process has also exposed CFL to a 
higher level of scrutiny under the Freedom of Information (Scotland) Act, with 
a high proportion of enquiries driven by commercial considerations increasing 
in scope and intensity, stretching and severely challenging CFL's available 
resources. 

This operating environment has had implications for both on and offshore staff 
in terms of information flow, performance, morale and confidence, in an 
already challenging communications environment. 

CFL has increasingly recognised the importance of effective communications as 
a way of raising public awareness and developing an effective engagement and 
level of understanding between CFL and its customers.  CFL intends to build 
upon this successful record of accomplishment, which is based on a proactive 
series of effective communication links at a number of different levels.  This 
includes the recent provision of email facility for the small vessel fleet to enable 
more effective communication with the whole fleet.  Intranet and extranet are 
also key mechanisms available for communication with employees. 

Internally, Communication is the responsibility of the Head of Communication 
and Customer Care, who reports directly to the Managing Director.  There is a 
Communications sub-committee of the Board of CFL, which is chaired by a 
Non-Executive Director, and this meets regularly to monitor the effectiveness 
of CFL communications procedures and to deal with key strategic issues, as 
well public aspects of current matters affecting the company’s operation. 

The Head of Communication oversees the operation of the Marketing and 
Customer Care teams, ensuring that there is a consistency of message in 
terms of corporate and internal communication, and that the integrity of the 
Caledonian MacBrayne/CalMac brand is maintained.  The Head of 
Communication is also the lead officer for the implementation of the CFL Gaelic 
Language Plan, reporting to the Managing Director who is responsible for CFL's 
obligations under the Gaelic Language (Scotland) Act 2005.  

It is vital that CFL continues to develop and implement a clear and robust 
communications strategy, which builds on the current strong relationship with 
the communities served and is flexible enough to adapt to continuing change 
and evolving circumstances. 

CFL will ensure that its communications effort remains aligned with its overall 
strategic direction and will embrace modern technology and communication 
platforms to help it to continue to develop best practice in this area.   

A Media Distribution Plan will be maintained which details the media platforms, 
mechanism and process to be followed to maximise impact.  This will be 
reviewed regularly and updated to match changing circumstances. 
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The goal of CFL's Communications Plan is not only to provide a strategic 
framework for constructive dialogue but also to minimise risks to its 
shareholder, the asset owner and the company itself from misinterpretation 
and misinformation.  It is based on regular, robust communication at a local 
level, led by its Regional Managers.  

The plan also recognises the new consultation arrangements following the 
establishment of Regional Transport Partnerships ("RTPs") and the abolition of 
Shipping Services Advisory Committees ("SSACs"). 

CFL has gone beyond the requirements of the ITT in this regard, establishing a 
series of Regional Ferry Forums ("RFFs") for consultation with users and 
community groups throughout the network.  The objectives of the Forums shall 
be to provide an opportunity for the exchange of views and information 
between the operators of CHFS and representatives of the services’ users.   

The RFFs will be set up by the Head of Communication along with Regional 
Managers during the Mobilisation Period and their functions and operational 
practices refined to suit the particular needs of the communities served.  Some 
may take the form of short-life working groups to discuss particular issues, 
while others may be more formal and set up to maintain dialogue on a more 
regular, long-term basis.  The Forums will be CFL’s front line of communication 
and members will have direct access to Regional Managers on matters relating 
to the routes within the Regional Management structure (see section 4 below). 

The Communications Plan also addresses the requirements of the current 
Information and Consultation Regulations.  CFL has put in place an appropriate 
mechanism to ensure that the interests of all relevant third parties, including 
the Trade Unions, will be recognised on an ongoing basis through continuing 
engagement and dialogue. 

A separate Gaelic Plan (Plana Gàidhlig) details CFL’s strategy in terms of 
complying with, and exceeding, its obligations under the Gaelic Language 
(Scotland) Act 2005.  It is included at Annex 15.   

Appropriate mechanisms will also be put in place to maximise co-operation 
with the operator of the Gourock-Dunoon service and if Cowal Ferries Limited, 
a subsidiary company of David MacBrayne Limited, becomes that operator, the 
service will be linked to the other marketing and communications initiatives 
being applied to the CHFS network. 

13. KEY MESSAGES 

CFL believes that given the climate of uncertainty and mixed expectation levels 
for the users of CHFS services, there are a number of key messages which CFL 
must communicate widely to reassure customers that they will continue to 
enjoy a high quality of service from an established operator of lifeline ferry 
services with a proven track record in safety, operational performance, 
financial management, customer relations and environmental protection. 

CFL is certain that the outcome of all of its discussions prior to submitting this 
bid will result in proactive, customer-friendly lifeline services, which operate 
whenever possible according to timetable, summer and winter, within the 
parameters set for it by the operating contract. 

CFL’s key messages are that the company: 

13.1 is fully committed to being the lifeline ferry operator for the Clyde and 
Hebrides, ensuring continuity and stability; 



 4

13.2 will provide a service which is safe, reliable and efficient; 

13.3 will provide the highest standards of customer care and service to the 
individuals, businesses, organisations and communities with whom it works; 

13.4 will recognise legislative requirements with respect to the aspirations of 
disabled customers within operating constraints dictated by age and design of 
vessels; 

13.5 will provide transparency in how it works and engages with customers; 

13.6 will engage with the communities it serves regularly and in a meaningful way; 

13.7 is fully committed to continuity and security of employment;  

13.8 will protect the interests of its employees and their terms and conditions will 
not be diminished; 

13.9 will keep customers and staff regularly and fully informed of developments and 
issues affecting its operations; and 

13.10 will base its operation on a strong relationship with its shareholder and asset-
owner. 

14. COMMUNICATIONS PLAN STRATEGIC/TACTICAL OBJECTIVES 

14.1 Principles  

CFL's communications delivery plan is driven by the key principles of 
accountability, openness and meaningful engagement. 

Through accountability and openness CFL will let customers and stakeholders 
know who CFL is, what it does and how it operates, thus avoiding any 
perception of secrecy.  Key staff are responsible for delivering the 
communications plan, reporting directly to senior management.  The 
communications responsibilities of these staff will be included alongside their 
other operational responsibilities.   

CFL recognises its obligations under the Freedom of Information (Scotland) Act 
and believes that in commercial terms, the company is faced with more 
onerous challenges than it otherwise might be.  CFL will continue to work 
within the spirit and letter of the Act, whilst defending its own position and that 
of the shareholder through appropriate use of Exemptions available within the 
Act. 

All staff will share the responsibility for maintaining and developing full and 
open communication channels.  Training is given to employees throughout the 
network at appropriate levels in communication and presentational skills.  They 
are responsible for communicating CFL’s ambitions and achievements internally 
to colleagues and externally to customers and stakeholders.  They are pro-
active – in news releases and publications such as annual reports, newsletters 
and bulletins – and responsive to media enquiries.  Unauthorised contact with 
the media will not be permissible. 

Key tools in delivering the plan will include the establishment and continuing 
development of communications activity through the internet, extranet and 
intranet.   

The strategic objectives of the Communications Plan are: 
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14.1.1 to recognise CFL as a key element in the social and economic 
development of the communities it serves; 

14.1.2 to enhance the reputation of CFL and its staff as the premier UK ferry 
operator; 

14.1.3 to establish strong linkages with key customers within the islands to 
support CFL’s efforts; and 

14.1.4 to minimise misinterpretation of key issues by engaging with 
communities in a measured, targeted and focused way. 

14.2 Objectives 

In support of these objectives, the Communications Plan will aim to: 

14.2.1 continue to develop the meaningful relationships that CFL has with the 
island and remote communities that it serves, and its wider customer 
base through proactive engagement; 

14.2.2 build on and maintain the strong and effective relationship CFL has 
with its sole shareholder and the asset owner CMAL; 

14.2.3 present CFL’s position accurately to the widest possible audience 
avoiding misrepresentation; 

14.2.4 maintain a focus on the key issues which affect performance; 

14.2.5 protect CFL’s best interests in terms of its immediate and longer-term 
future; 

14.2.6 protect the interests of CFL’s sole shareholder and its asset owner; and 

14.2.7 keep employees fully informed of changes to their circumstances which 
could affect their lifestyle and future. 

15. CUSTOMERS 

CFL recognises that it exists to serve the needs of the users of the CHFS lifeline 
ferry services.  It is fundamental to the way it will operate that customers are 
kept fully informed and are able to contact the appropriate individuals or 
departments within CFL regarding any issue of importance to them. 

A new, formal consultation process has been enabled by RTPs following the 
abolition of the SSACs.  The RTPs have established Tier 1 and Tier 2 level 
meetings, details of which are found in Annex 28.  

CFL has gone beyond this provision and is establishing RFFs based on the 
company’s Regional Management structure.  They will be led by the Regional 
Managers who will engage with communities, customers and individuals in a 
meaningful way on a regular basis.  This will be CFL's main medium of 
communication with customers and user groups on issues of mutual interest 
such as timetabling, customer care, community concerns and developments, 
and policy changes.  The current arrangements for services to and from the 
island of Bute are the responsibility of the Operations Director.  

Mechanisms will be put in place to keep customers informed about CFL’s 
operational activity.  These will include, but will not be limited to: 
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15.1 regular updates on CFL’s website homepage; 

15.2 customer notices posted in offices, terminals and on all ships; 

15.3 briefings to Reservations, call handling and Customer Care staff; 

15.4 proactive dialogue between individual staff members and customers; 

15.5 holding two out of six annual Board meetings at network locations with 
supporting events; and 

15.6 communication through a range of media outlets on a number of media 
platforms in Gaelic and English. 

Key members of the CFL senior management team, such as Directors and 
Regional Managers, will have a key role to play in communicating with key 
customers such as major hauliers, coach operators, livestock producers, and 
whisky and fish farming industry representatives, all of whom are significant 
revenue earners for CFL.  Other important customers will be the Local 
Authorities, schools, emergency services, marketing and tourism groups etc.  
Where possible, staff will conduct regular briefings with individuals on a face-
to-face basis.  

16. SHAREHOLDERS 

Open communication on a regular basis with the Transport Minister and his/her 
representatives as sole shareholder, and Ferries Division, Transport Group 
within the Scottish Executive will be a prerequisite of the successful operation 
of the Communications Plan.  They will automatically be issued with copies of 
all regular bulletins issued in the name of CFL and copies of media transcripts 
where these are relevant. 

A close working relationship will be established between CFL, Ferries Division, 
Transport Group Press Officers and with Caledonian Maritime Assets Limited 
(CMAL) as the asset-owning company. 

Given the relationship which now exists between CFL and the other companies 
in the David MacBrayne Limited group, it is vital that robust channels of 
communication exist and are maintained at a number of levels, including media 
and public affairs. 

17. REGIONAL FERRY FORUMS   

The RFFs will be based on the CFL Regional Management structure and led by 
the Regional Managers.  (In view of the special circumstances applying, the 
current arrangements for services to and from the island of Bute, which are the 
responsibility of the Operations Director, and the Gourock-Dunoon service, 
which is the responsibility of the Commercial Manager, will continue for the 
time being.) 

The RFFs, through the CFL Regional Management structure, will consider and 
discuss matters affecting the operation and performance of the services within 
their area, within the framework of the contract existing between the operator 
and the Scottish Executive.  They exist separately from, but will work in 
conjunction with, the overall scheme of consultative arrangements offered by 
the RTPs.   

CFL anticipates that most customer-related issues are best dealt with locally 
and within short time-scales.  There should ordinarily be no delay in resolving 
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matters, which have affected customers or communities.  Where customers or 
communities wish, they may take issues to the Tier 1 level of the RTP 
arrangements for discussion, where CFL is also represented.  Unresolved 
complaints are to be referred to Tier 2. 

There is a continuing need for this form of flexible contact between the 
operator and customers and the communities on specific and local matters.  
The RFF arrangement is intended to supplement, rather than replace, the RTPs 
channels of communication.  The first line of consultation should be between 
the island communities and their ferry operator.  At this level, the consultation 
will be focused on operational issues of concern to the communities served and 
CFL, which should be capable of being resolved without requiring changes to 
the operator’s tender specification.  

Issues to be discussed by the RFFs include: timetables, integration with other 
forms of transport, facilities on board or ashore, provision and development of 
terminal facilities, service performance, information services for users and 
matters of overall planning, development or economic strategy affecting the 
operation of the shipping services (e.g. marketing, and fares).  These 
discussions will all take place within the context of the new arrangements for 
the provision of CHFS whereby the assets are owned by CMAL and leased to 
the operator, in this instance CFL.  This also includes vessels which may be 
chartered by the operator. 

Community Councils are “grass roots” bodies closest to customers and 
therefore best placed to reflect local opinion.  They cannot all be represented 
and local authorities will be responsible for nominating the required number 
from within the area on the RTP mechanism.  CFL will continue to consult with 
Community Councils where appropriate. 

CFL recognises that there may be considerable overlap in some situations 
where an island community may have a Community Council, Ferry Users’ 
Group or Transportation Group.  Where such duplication/overlap exists, CFL 
will expect these groups to be represented on the RFFs, but cannot reasonably 
be expected to engage with each and every group on individual islands.  All 
groups wishing to attend RFFs will supply CFL with a copy of their current 
constitution, which should reflect a wide variety of interests and general 
representation of island and community interests.  

Highlands and Islands Enterprise and its constituent Local Enterprise 
Companies have an interest in transport matters in their area reflected by the 
liaison between the Board and the operators which will be strengthened by 
attendance of a representative of HIE/LECs at the RFFs. 

Agriculture, whisky, fish farming and tourism are important economic activities 
in the area served by the lifeline ferry services.  This is reflected by the 
inclusion of both NFUS and SCF and representation put forward by 
VisitScotland.  It is anticipated that tourism will be represented on each RFF by 
members representing tourism interests, in all probability, representatives of 
Area Marketing Groups, although VisitScotland staff may also be included. 

18. EMERGENCY SITUATIONS/CRISIS MANAGEMENT RESPONSE 

Planning for such eventualities is key to the successful implementation of CFL’s 
response to such situations.  The media elements of this have been developed 
in collaboration with external training and advisory agencies and are covered in 
the appropriate Response Plans. 
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A full review of CFL’s Emergency Response Procedures took place in the spring 
of 2007 and the communications element of emergency response and planning 
has been reviewed and updated appropriately.  The updated Emergency 
Response Plan, which details roles, responsibilities and actions in emergencies 
is currently being finalised.  It will be introduced through a training 
development programme during the mobilisation period, and will be effective 
from the date of commencement of the CHFS contract. 

Media response arrangements are also enhanced in emergencies by the 
retention and deployment, as appropriate, of external agencies with specific 
expertise in these matters, and also sound knowledge of CFL’s operating 
circumstances, and its staff.  They also provide its ongoing media and 
presentational skills training. 

19. EMPLOYEES 

Clear, concise and regular communication with employees through Line 
Management is paramount.  Communication with staff will be, wherever 
possible, on an individual basis (verbally where possible), through e-mail and, 
where necessary, through mail-shots directed to home addresses.  

All employees will have access to the same information as the public through 
the homepage of the CFL website.  Staff will always be issued with any 
information first, before it is released into the public domain.  Senior 
management will have a key role to play in terms of keeping staff informed 
and answering any concerns.  Regular meetings will be held with terminal staff 
and crews on all ships to explain issues.  A Partnership Forum has been set up 
with relevant unions and quarterly meetings will be held, as a minimum, to 
develop the process of exchanging information and consultation.  This will 
support the maintenance of CFL’s improved relationship with the Unions in 
order to maintain an open, positive dialogue at all times. 

It is vital to the successful operation of the company as a business that 
employees are kept fully informed as to the implications of change and the 
impact internally of developments within sectors of the business. 

A new series of induction material has been prepared on video/CD and will be 
available for new employees and training purposes during the mobilisation 
period and for the start of the CHFS contract.  

The Head of Communication is also actively pursuing development work 
through CFL's Marketing and Design functions, along with CalMac HR (UK) 
Limited, which will lead to a more proactive and higher profile approach being 
taken to recruitment and careers' advice in schools and colleges.  

20. MEMBERS OF THE SCOTTISH PARLIAMENT AND MEMBERS OF 
PARLIAMENT 

A regular programme of background information and activity will be developed 
to keep Members informed and specific issue-based briefing meetings will be 
held as necessary. 

21. REGIONAL TRANSPORT PARTNERSHIPS (RTPS) 

Due account will be taken of developments with regard the new RTPs and CFL 
will set up the appropriate mechanisms to liaise with these organisations on a 
formal basis.  Employees will also be encouraged to develop informal links with 
RTP members.  CFL will also engage with communities and user groups locally 
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through the Regional Management structure as detailed above, through the 
RFFs.   

22. OTHER TRANSPORT OPERATORS 

CFL will liaise with other transport operators – principally in the rail, bus and 
air sector, where appropriate, with a view to integrating publicity effort and 
creating synergy with regard to timetabling and connections.  Meaningful 
engagement will be established with operators at a local and national level.  
Joint marketing initiatives will be considered where appropriate. 

23. LOCAL AUTHORITIES 

Key players in Local Authorities will be kept informed of company activity.  The 
Chairs of the Local Authority Transportation Committees and officials in the 
relevant Departments will be pivotal in the communication process.  During the 
mobilisation period, local authorities and in particular key officials responsible 
for transport matters will be kept fully informed of progress.  The initial 
meetings with RTPs through Tier 1 were held in April and will probably be held 
again in September and further meetings will be scheduled of the Tier 2 
arrangements.  Where necessary, appropriate CFL staff will meet Local 
Authority representatives to discuss the management of key projects and 
developments on an individual basis. 

24. ROAD CONNECTIONS 

It is vital that CFL maintain open lines of communication with the contractors 
responsible for maintaining the trunk road network.  This will involve a 
mechanism whereby information on planned maintenance of roads which could 
affect travel to and from ferry terminals, (thus affecting arrival and departure 
times) can be highlighted to customers.  Links will be established as 
appropriate between websites and there will be regular communication to 
establish the impact of any planned or unplanned road works, which could 
affect CFL’s customers. 

Similarly, in terms of local authority roads’ responsibilities, contacts will be 
established and maintained with the relevant departments within the local 
authorities. 

CFL’s new SMS text messaging service (relating to service disruptions) and 
website enhancements will be key mechanisms used to highlight any potential 
roads-related issues. 

This will complement CFL's links to Traffic Scotland, which enables the 
collection and distribution of real-time traffic information relating to incidents 
and events currently taking place on the Scottish trunk road network.  Traffic 
Scotland, which replaced the NADICS system, is operated from the National 
Network Control Centre (NNCC) in Glasgow by the Traffic Scotland Operator as 
part of the traffic information service provided to the Scottish Executive.  The 
NNCC operates 24-hours a day and is open every day of the year. 

Traffic Scotland provides users with information on current Scottish trunk road 
traffic conditions that will assist users to make informed decisions as to the 
timing, routing and travel mode choice regarding current or proposed journeys.  
This information helps ferry users by reducing the disruption caused by 
incidents, enabling them to be kept up to date with conditions which could 
impact on their use of CFL services. 
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25. LOCAL ENTERPRISE COMPANIES (INCLUDING HIGHLANDS AND 
ISLANDS ENTERPRISE) 

The Local Enterprise Companies ("LECs") will be kept fully informed of CFL 
activity.  The Chairs of LECs and staff with responsibility for transportation 
issues will again be key figures in CFL's communication process.  

It is vital that LECs and HIE also engage meaningfully with CFL on development 
issues which could impinge on the service provision as it stands, or where it 
might be necessary to consider developments such as additional sailings or 
increased capacity. 

CFL will therefore establish closer links with Highland and Islands Enterprise 
("HIEs") officer responsible for transport issues and will encourage LECs to 
maintain a proactive dialogue on transport matters.  CFL will also endeavour to 
hold regular meetings at an appropriate level, including Chair and Chief 
Executive of HIE, and Head of Global Communications, and the LECs involved 
in the ferry network area.  

26. VISITSCOTLAND/MARKETING GROUPS 

Similarly, key players in the tourism industry will be kept informed of Company 
activity.  CFL is already a member of VisitScotland’s Scenario Planning Group, 
which places it in a unique position to be informed and inform others at key 
strategic decision-making levels of its activities and concerns.  All sectors of 
the industry will be involved, from multiple hotels to bed and breakfast 
establishments and other small businesses. 

27. MOBILITY AND ACCESS COMMITTEE FOR SCOTLAND/DISABLED 
PERSONS TRANSPORT ADVISORY COMMITTEE 

Formal consultation with Mobility and Access Committee for Scotland ("MACS") 
and the Disabled Persons Transport Advisory Committee ("DPTAC") through its 
Maritime Working Group will be a key element of service provision with respect 
to the implementation of legislation and guidance relating to disabled 
customers on shore and at sea.  CFL will also engage with local advisory 
groups and individuals with a special interest in this area as appropriate. 

28. OTHER ADVOCACY 

It is clear that there is a lot of support for CFL in the island communities it 
serves, for all that there may be a perception at times that this is not so.  CFL 
will build on this goodwill by developing a range of community support 
mechanisms.  (These are covered in a separate internal policy document).  It is 
important also that CFL engages widely and tactically with key influencers 
across a wide range of community activity, directly related to ferry services 
and other community interests.  The same applies at a national level, and in 
particular through media engagement. 

29. KEY CHANNELS OF COMMUNICATION 

29.1 Media 

The area covered by the CHFS lifeline ferry network from Arran to Lewis boasts 
a vibrant media community, particularly in terms of radio and press, and 
potential national exposure through BBC and independent outlets.  Significant 
media outlets are available through Gaelic in particular and this will be 
developed with the advent of the proposed digital television channel.  
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Community-based newspapers and websites are also key to CFL getting its 
message across. 

An exhaustive and up-to-date media list focused on local channels will be 
maintained by communications staff and proactive relationships developed on 
an ongoing basis.  Television, radio and press will be used, as appropriate, at 
the local (including community) level. 

Communications staff will scope out the internal and external media 
communications channels of CFL’s key partners and support their 
communication processes for mutual benefit.  Appropriate linkages will also be 
made with media channels used by other local organisations which share 
common interests. 

Key members of the media (locally and nationally) will be briefed on an 
ongoing basis by senior management with suitable training and guidance given 
to appropriate staff to enable them to engage fully with the media. 

Unauthorised contact with the media will be avoided. 

29.2 Media Monitoring 

CFL will conduct a regular series of media monitoring audits to yield transcripts 
of radio interviews and videos of TV broadcasts, as required.  These can be 
produced at short notice and will be automatically circulated to Directors, 
Managers, Caledonian Maritime Assets Limited and Scottish Executive Ferries 
Division, Transport Group.  

Local media monitoring will be undertaken by communications staff directly to 
bring material published in local newspapers and local radio articles to the 
attention of senior management so that any necessary responses can be 
arranged. 

29.3 Advertising 

Due consideration will be given at appropriate times to placing advertisements 
to explain CFL’s position.  Financial provision will be made for this eventuality 
and an appropriate level of “advertorial”.  

29.4 Company Website  

The CFL website will include a section for company news.  This will be utilised 
by communications staff to place important communications in the public 
domain.  

29.5 Public Notices 

Information notices based on media releases will be prepared for issue to all 
ports, vessels and terminals for public display.  Notice templates will be used to 
ensure a consistency of message in terms of content and branding. 

29.6 Onshore and shipboard announcements 

It is absolutely vital that customers on board and at terminal facilities are kept 
fully informed of CFL’s services and in particular to any changes to published 
services.  This also applies to the facilities on board ships.  

A manual is being prepared for terminal staff and ships' crew, with guidance to 
be issued during the mobilisation period.  The manual will provide a set of pre-
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recorded standardised messages for key areas of the operation such as safety, 
arrival, departure and disruptions, as well as a separate set of standardised 
messages, which can be delivered “live” as the situation demands.  
Circumstances included in this part of the document range from arrangements 
for two/three minutes’ silence on special occasions, to safe driving on the roads 
of Mull, facilities for dogs, suspended/delayed sailings and staff 
announcements. 

This documentation will be issued to staff as part of the mobilisation process 
and will take effect immediately, prior to starting the CHFS contract. 

29.7 Leaflet Drops 

Consideration will be given to the production of leaflets for distribution through 
locations such as petrol stations, newsagents and other retail outlets if key 
issues emerge (e.g. threat of industrial action, changes in legislation, and 
specific local operational circumstances).  

30. COSTS 

All costs associated with the implementation of CFL’s Communication Plan and 
its links to other activities such as Marketing are detailed in the Network 
Costed Bid at Volume 5. 
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1. Introduction 
 

CalMac Ferries Limited operates a well established ferry service to and from the Isle of Bute across two 

routes: 

 

Wemyss Bay - Rothesay 

Colintaive - Rhubodach 

 

Service Science Limited are specialists in the measurement of customer service quality, with more than ten 

years of experience researching customer attitudes to businesses primarily in the tourism sector.  

 

CalMac appointed Service Science to conduct a market research study during February 2007. 

 

Background 

 
CalMac was receiving some customer feedback from various sources which indicated a view, primarily 

amongst island residents, that there was general dissatisfaction with the ferry service provided to and from 

the Isle of Bute. 

 

The brief given to Service Science, as an independent organisation, was to test the hypothesis that there is 

general dissatisfaction, amongst island residents, with the quality of ferry service operated to and from the 

Isle of Bute.  

 

Service Science was to conduct 100 hours of market research. For comparative purposes, two customer 

types (“primary segments”) were to be targeted and these were defined by CalMac as follows: 

 

Bute Resident –  A person resident on the island where such residence is a first home 

Non-Bute Resident –  A person that is not covered by the above definition 
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2. Methodology 

 
Service Science appointed a team of six market researchers to conduct face-to-face interviews with 

members of the public. The researchers were known to Service Science, but were screened to determine 

that they had no ties, regular contact or opinion bias regarding the hypothesis. The researchers were 

selected from outside the locality and had no relationship with CalMac and their staff, local organisations, 

businesses or governing bodies. 

 

100 hours of research was decided on by CalMac for budgetary reasons and on the assurance by Service 

Science that a statistically significant sample of the population could be interviewed in this time. Interviews 

were to be carried out over the two week period from 12th to 25th February, covering all days of the week 

and all times of day during which sailings were running. 

 

Researchers were positioned in various locations throughout the period including: 

 

Rothesay Terminal 

Wemyss Bay Terminal 

Rothesay Town Centre 

Onboard Vessels on both routes 

 

The questionnaire was jointly designed by Service Science and CalMac with input from Bute Ferry Users 

Group (BFUG). It questioned customer opinion about the key drivers of quality in a ferry service. The areas 

surveyed both quantitatively and qualitatively include: 

 

Value for Money of Fares 

Range of Tickets 

Terminal Accessibility, Cleanliness, Tidiness and Layout 

Helpfulness, Friendliness, Politeness and Appearance of both Port Staff and Ship Staff 

Onboard Service Quality (by vessel) 

Value for Money of Service Onboard 

Communication between CalMac and their Customers 

 

Interviewees were asked to rate the above areas on a scale of whole numbers from zero through to seven, 

in order that respondents could not rate a perfect average middle ground (in this case 3.5), and would be 

forced express either a positive opinion (4 and above) or a negative opinion (3 and below). A rating of “0” 

or “1” was described as “Very Poor” on the questionnaire, “2” or “3” as “Poor”, “4” or “5” as “Good” and “6” 

or “7” as “Very Good”. In each case interviewees were given the opportunity to justify their ratings 

qualitatively. 

 

The population, as well as being segmented into the previously mentioned primary segments of Bute 

Resident and Non-Bute Resident, was segmented by the following criteria: 
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Frequency of Travel 

Purpose of Travel 

Mode of Transport 

Ticket Type Purchased 

Route Usually Travelled On 

Booking Method 

 

A copy of the questionnaire used is in Appendix 1 of this report. 

 

The Research Strategy was as follows:  

 

Stage 1 - The population was to be surveyed initially completely randomly.  

Stage 2 -  Upon reaching 200 persons in the Non-Bute Resident segment in Stage 1, the sampling 

would specifically aim to target Bute Residents, though not declining the opinions of Non-

Bute Residents if encountered 

 

It is important to note that the main aim of the survey was not to research customer opinion of a sample of 

customers proportionately representative of the customer types travelling to Bute, but to test the 

hypothesis that Bute residents are dissatisfied with the service. The above strategy is therefore designed 

to seek customer opinion that gives statistically significant results in each primary segment.
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3. Results 
 
3.1 A statistically significant sample of 723 people was interviewed, divided as follows: 

 

Interviewee- Type

450

273

Bute Resident
Non-Bute Resident

 
 

3.2 The following graphs segment the sample across various criteria for both Bute Residents and Non-

Bute Residents: 

 

3.2.1 Frequency of Travel 

 

Frequency of Travel - Bute Residents

139

174

109

2 24 2

Daily
Weekly
Monthly
Annually
Rarely
1st Time

 

Frequency of Travel - Non-Bute Residents

29

63

75

23

66

17

Daily
Weekly
Monthly
Annually
Rarely
1st Time
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3.2.2 Purpose of Travel 

 

Purpose of Travel - Bute Residents

145

144

79

19

63

Business
Shopping
Family
Holiday
Commuting/Other

 

Purpose of Travel - Non-Bute Residents

110

1073

55

25

Business
Shopping
Family
Holiday
Commuting/Other

 
 

3.2.3 Mode of Transport 

 

Mode of Transport - Bute Residents

35

154

255

1

Commercial
Car
Foot
Other
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Mode of Transport - Non-Bute Residents

31

124

113

5

Commercial
Car
Foot
Other

 
 

3.2.4 Ticket Type 

 

Ticket Type - Bute Residents

63

8

66

138

4

98

15
9

24
17 5

Multi
Commercial
5-Day
Return
Single
Concession
Season Monthly
Season 3 mth
Season 6 mth
1 yr
Other

 
 

Ticket Type - Non-Bute Residents

42

4

51

137

6
19

61212
Multi
Commercial
5-Day
Return
Single
Concession
Season Monthly
Season 3 mth
Season 6 mth
1 yr
Other
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3.2.5 Route  

 

Route - Bute Residents

406

40

Rothesay-Wemyss Bay
Rhubodach-Colintraive

 
 

Route - Non-Bute Residents

216

54

Rothesay-Wemyss Bay
Rhubodach-Colintraive

 
 

3.2.6 Ticket Purchase Method 

 

Ticket Purchase Method - Bute Resident

361

8

76

Office
Machine
Car Park
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Ticket Purchase Method - Non-Bute Resident

175
10

86

Office
Machine
Car Park

 
 

3.2.7 Other Data 

 

25 people said they were a member of a user group. Of these 8 said they were a member of BFUG, and 

17 declined to name the user group. 

 

Of the 273 Non-Bute Residents: 

244 (89%) said they had heard of CalMac before 

231 (85%) said they were from the local area (Including Firth of Clyde, Glasgow and surrounding areas). 

Of the remaining 15%: 

 8 were from elsewhere in Scotland 

 24 were from England 

 2 from mainland Europe 

 1 from Australia 

 7 would not state 
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3.3 Interviewees rated service quality as follows (mean scores): 

 

3.3.1 Ticketing 

Ticketing

3.2

3.8

3.1

3.7

3.4

4.0

0 1 2 3 4 5 6 7

Value for Money

Range of Tickets

Score

Total Group Bute Resident Non-Bute Resident
 

 

Comments made – 

 Bute Residents Non-Bute Residents 

Fares Too Expensive/More Concessions Required 196 90 

Think Fares Are Okay 52 29 

Would Like More Flexibility in Ticket Types, Time Limits 44 17 

Would Like Car and Driver as One Ticket 7 3 

Ticketing is Inconsistent between Routes 8 2 

 

 



 12

 

3.3.2 Terminals 

 

Terminals

3.8

4.5

4.6

3.8

3.7

3.5

4.4

4.6

3.7

3.3

4.1

4.6

4.7

3.9

4.3

0 1 2 3 4 5 6 7

Layout

Cleanliness

Tidiness

Facilities

Ease of Access

Score

Total Group Bute Resident Non-Bute Resident
 

 

Comments made – 

 

Layout Bute Residents Non-Bute Residents 

Broken or Steep Gangways/Ramps 19 2 

Lack of Shelter 17 1 

Distance to Walk to Boarding Point too much 15 3 

Lack of Facilities at Wemyss Bay (toilets, tea/coffee) 10 3 

Lack of Parking 7 2 

Uncomfortable/Unwelcome Waiting Rooms 5 2 

Lack of Facilities for Disabled Passengers 6 1 
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Cleanliness Bute Residents Non-Bute Residents 

Poor in Toilets at Wemyss Bay 12 4 

Poor in Toilets Generally 12 2 

 

Facilities Bute Residents Non-Bute Residents 

Poor Toilets at Wemyss Bay 19 6 

Poor Toilets Generally 18 4 

Cold Unwelcoming Waiting Area at Wemyss Bay 13 3 

Poor Catering 12 3 

Cold Unwelcoming Waiting Area Generally 10 3 

Basic/Uncomfortable Seating 8 2 

 

Ease of Access/Egress Bute Residents Non-Bute Residents 

Ramps/Gangways too steep 51 5 

Ramps/Gangways out of order 30 5 

Lift out of order 30 2 

Difficult for special circumstances (disabled 

persons/elderly/prams) 
23 5 

Foot passengers unhappy about having to leave via car deck 10 3 

Lack of shelter 5 4 

Too many stairs 9 0 

Poor Parking 5 2 

 

No significant comments were made regarding “Tidiness”. 
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3.3.3 Port Staff 

 

Port Staff

4.7

4.8

4.8

4.9

4.6

4.8

4.8

4.9

4.9

4.9

4.9

4.9

0 1 2 3 4 5 6 7

Helpfulness

Friendliness

Politeness

Appearance

Score

Total Group Bute Resident Non-Bute Resident
 

 

Comments made – 

 

 Bute Residents Non-Bute Residents 

Helpful 27 16 

Poor at giving information about service disruptions 20 3 

Need to give more help to people on the stairs (Eg. Elderly, 

People with prams) 
8 5 

Ticket Office Staff Unfriendly 4 3 

Staff Demotivated/Lacking Customer Focus 4 3 
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3.3.4 Ship Staff 

Ship Staff

5.0

5.0

5.1

5.0

4.9

5.0

5.0

5.0

5.1

5.2

5.2

5.1

0 1 2 3 4 5 6 7

Helpfulness

Friendliness

Politeness

Appearance

Score

Total Group Bute Resident Non-Bute Resident
 

 

Comments made – 

 

 Bute Residents Non-Bute Residents 

Helpful and informative 29 5 

Need to give more help to people on the stairs (Eg. Elderly, 

People with prams/luggage) 
18 3 

Unhelpful 9 8 

Untidy/Scruffy 5 8 
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3.3.5 Service Onboard 

Service Onboard

5.2

4.8

4.4

4.4

3.3

5.1

4.7

4.5

4.3

3.2

5.5

5.0
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3.7

0 1 2 3 4 5 6 7

MV Bute

MV Coruisk

MVJuno/Saturn

MV Dunvegan

Value for Money

Score

Total Group Bute Resident Non-Bute Resident
 

 

Comments made – 

 

MV Bute Bute Residents Non-Bute Residents 

Nice & New, Modern, Clean, Comfortable 44 18 

Unreliable Service 14 1 

Not suitable for bad weather 13 1 

Staff pleasant and helpful giving good service 5 5 

Can’t stay in the car 6 1 
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MV Coruisk Bute Residents Non-Bute Residents 

Not Enough Seating 19 4 

Unreliable in Bad Weather 14 3 

 

 

MV Juno/Saturn Bute Residents Non-Bute Residents 

Adequate for the Purpose 36 39 

Reliable 56 17 

Poor Toilet Facilities 30 16 

Old/Needs Upgrading 19 23 

Good Service 8 3 

Can stay in the car 8 0 

 

 

MV Loch Dunvegan Bute Residents Non-Bute Residents 

Unreliable due to breakdowns/too easily called off due to 

“poor” weather conditions 
23 0 

 

 

General Value for Money Onboard Bute Residents Non-Bute Residents 

Fares too expensive 61 36 

Food/Amenities too expensive/poor quality 21 6 

Prices are okay 11 8 
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3.3.6 Communication 

 

Communication

3.7

3.8

3.5

3.4

3.6

3.3

4.1
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Effectiveness
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Ability to Listen
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Total Group Bute Resident Non-Bute Resident
 

 
Comments made – 

 

Effectiveness of Communication Bute Residents Non-Bute Residents 

Phone is always engaged (esp. in bad weather) 21 6 

Very poor when bad weather/delays 13 12 

Vague 11 1 

Good/Excellent website 5 3 

 

 

Quality of Information Bute Residents Non-Bute Residents 

Accurate 22 23 

Poor/Vague during bad weather/delays 24 5 

Not Accurate 10 2 

Conflicting 6 4 

Good/Excellent website 4 3 
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Ability to Listen Bute Residents Non-Bute Residents 

Adequate/Good 13 16 

Don’t Listen 23 6 

Listen but don’t act on complaints 15 7 

Poor during bad weather/delays 3 4 
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3.3.7 Service Quality as rated by Bute Residents only 
 

Service Quality

3.1

3.7

3.5

4.4
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Port Staff Helpfulness

Port Staff Friendliness

Port Staff Politeness

Port Staff Appearance

Ship Staff Helpfulness

Ship Staff Friendliness

Ship Staff Politeness

Ship Staff Appearance

MV Bute

MV Coruisk

MVJuno/Saturn

MV Dunvegan

Value for Money

Effectiveness of Communication

Quality of Information

Ability to Listen

Score

Bute Residents Only

 
In all the above graphs a mean score of above 3.5 would indicate satisfaction with the criterion. A mean 
score below 3.5 would indicate dissatisfaction with a criterion. A table in Appendix 2 shows the percentage 
of the sample rating the extreme scores of “Very Poor” and “Very Good”.
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3.3.8 When asked “What would you like from this service that you aren’t currently getting?” a 
range of answers was given, of which the more frequent responses are summarised as follows: 
 
 
 Bute Residents Non-Bute Residents 

Cheaper Tickets/Concessions 90 49 

More Reliability/Fewer Disruptions 34 23 

More Sailings/Better Timetabling 41 12 

Better Information, More Coordinated when Disruptions Occur 46 3 

Better Connections with Rail/Bus Services 31 6 

Better Value for Money of Food & Drink 22 13 

Better Staff Attitudes 22 10 

Better Access for Foot Passengers 23 6 

Better Communication in General 23 3 

Additional Services Onboard (Eg. Entertainment, TV, Internet, 
Children’s Facilities) 13 9 

Better Fare Structure (Eg. Transferable Tickets, Greater 
Flexibility) 12 6 

Improve Facilities and Access for those with Mobility Problems 14 3 
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4. Conclusions 
 
In general terms, the results of this survey give a positive opinion regarding the quality of service delivered 

by CalMac Ferries to the Isle of Bute. For the purpose of this study a mean score of less than 3.5 out of 7 

would register overall dissatisfaction in any of the criteria measured. When considering all 723 people 

questioned, all criteria scored a mean score of 3.5 or more, with the exception of the two Value for Money 

criteria. In such surveys, value for money criteria usually score lowest as a result of human nature, and in 

this case at 3.2 (for fares) and 3.3 (for onboard services) the scores represent only marginal 

dissatisfaction. 

 

The results also show that there is room for improvement by CalMac. For all the criteria that register 

customer satisfaction, the scores are in the “Good” scale, leaving opportunity for these to be improved into 

the “Very Good” scale. 

 

Across all criteria, except for one, Bute Residents were less satisfied than Non-Bute Residents, with the 

largest margin being for accessibility to terminals and the three Communication criteria. The one criterion 

where Bute Residents were marginally more satisfied than Non-Bute Residents was for the service of MV 

Juno and MV Saturn which is rated “Good”.  

 

Both groups are satisfied with the quality of staff employed by CalMac. Both shore-based and onboard 

staff received a mean rating consistently toward the upper end of the “Good” scale in terms of smartness of 

appearance, politeness, friendliness and helpfulness.  

 

There is a perception by both customer groups that fares are too expensive. 

 

In particular, Bute Residents are dissatisfied with the Ease of Access to terminals, citing gangways and 

ramps being either too steep or out of order. Significant comments were also made in respect of the lift 

being out of order and access for disabled persons, the elderly and people with young children being poor. 

Some comments were made by customers that staff could be more helpful in such circumstances too. It is 

interesting to note that this opinion of poor accessibility is not reflected in the Non-Bute Resident group in 

any significant number. Toilet facilities are also criticised, particularly at Wemyss Bay. 

 

Bute Residents also express marginal dissatisfaction with communication from CalMac. Comments made 

seem to indicate that this is particularly due to perceived poor communication during service disruption due 

to, for example, bad weather. 

 

MV Bute is the best rated vessel, followed by MV Coruisk. MV Juno and MV Saturn are still fondly 

regarded by both groups, though it is recognised that they are “looking tired” and are “in need of 

upgrading”. 

 

In the qualitative research where the question “What would you like from this service that you are not 
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currently getting?” was asked, the main requirements indicated, are for cheaper fares, more reliability, 

more sailings/better timetabling and better communication during service disruptions. 

 

Finally, the hypothesis to be tested is whether there is general dissatisfaction, amongst island residents, 

with the quality of ferry service operated to and from the Isle of Bute. It can be concluded that this is 

marginally the case with regard to the perceived value for money of both fares and onboard services, the 

standard of communication during disruptions, and the ease of access to terminals. Otherwise, there is 

general satisfaction with the ferry service to and from the island. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
For and on behalf of Service Science Limited 

 
27th March 2007 
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Appendix: 
 

 

Appendix 1: Research Questionnaire 

Appendix 2: Summary Table of Mean Scores and Ratings 
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Passenger Survey- Isle of Bute      
 
SECTION 1 
 
1. 

Bute Resident Non-Bute Resident 
Are you…  

 
 

 
SECTION 2 
 
2. 

Daily Weekly Monthly Annually Rarely 1st Time How often do you 
travel with CalMac?  

 
     

3. 
Business Shopping Visiting 

Family 
Holiday Commuting/ 

Other What is your usual 
reason for travelling 
with CalMac?  

 
    

4. 
Commercial 

Vehicle 
Car Foot Passenger Other 

How do you normally 
travel with CalMac?  

 
   

5. 
Season Ticket Multi-

J’ney 
Com’
cial 

5-day 
Saver Rtn Sgle Conc’

ssion Mthly 3 mth 6 mth 1 yr 
Other What is your usual 

ticket type?  
 

          

6. 
Rothesay - Wemyss Bay Rhubodach - Colintraive What service do you 

usually travel on?  
 

 

7. 

Ticket Office Ticket Machine Ticket Vendor in Car 
Park How would you 

normally purchase your 
ticket?  

 
  

8. 
 

What is your general perception of the ticketing value and types? 
 

Fares – Value for 
Money 

           Very Poor                        Poor            Good            Very Good 
0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 

 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Range of Ticket Types 
 
 
 
 
 
 
 
 

Reason for the above rating: 
 
 
 
 
 
 
 

 



 26

9. 
 

What is your general perception of the terminal(s) / departure point(s)? 
 

           Very Poor                        Poor            Good            Very Good 
0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 

 
Layout Reason for the above rating: 

 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Cleanliness Reason for the above rating: 
 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Tidiness Reason for the above rating: 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Facilities Reason for the above rating: 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 Ease of 

Access/Egress 
Reason for the above rating: 
 
 
 

 
10. 

 
What is your general perception of port staff? 

 

Helpfulness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Friendliness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Politeness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Smartness of 
Appearance 

           Very Poor                        Poor            Good            Very Good 
0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 

 
Reason for the above ratings: 
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11. 
 

What is your general perception of ship staff? 
 

Helpfulness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Friendliness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Politeness 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Smartness of 
Appearance 

           Very Poor                        Poor            Good            Very Good 
0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 

 
Reason for the above ratings: 
 
 
 
 
 
12. 

 
What is your general perception of service on board? 

 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

MV Bute Reason for the above rating: 
 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

MV Coruisk 
Reason for the above rating: 
 
 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

MV Juno / Saturn 
Reason for the above rating: 
 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

MV Loch Dunvegan 
Reason for the above rating: 
 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

General Value for 
Money 

Reason for the above rating: 
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13. 
 

What is your general perception of the communication from CalMac? 
 

           Very Poor                        Poor            Good            Very Good 
0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 

 Effectiveness of 
Communication Reason for the above rating: 

 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Quality of Information Reason for the above rating: 
 
 
 
           Very Poor                        Poor            Good            Very Good 

0___|___1___|___2___|___3___|___4___|___5___|___6___|___7 
 

Ability to Listen Reason for the above rating: 
 
 
 

SECTION 3 
14. 

What would you like from this service that you aren’t currently getting? 
 
 
 
 
 
 
 
 
15. 

Yes No Are you a member of BFUG (Bute Ferry Users Group) 
or any other transport group?  

 
 

If “yes” please specify the name of the group: 
 

 

SECTION 4 (Non-Bute Residents Only) 
16. 

Where are you from? 
 
 
17. 

What made you decide to travel to Bute? 
 
 
18. 

Yes No 
Had you heard of CalMac before this trip?  

 
 

 
On behalf of Service Science Limited, thank you for your time. 

 
Office Use 

A B 
 



Isle of Bute Passenger Research

Ratings - Total Survey

VFM Range Layout Clean Tidy Facilities Access Help Friend Polite App.
Average Rating - Total Group 3.2 3.8 3.8 4.5 4.6 3.8 3.7 4.7 4.8 4.8 4.9
Average Rating - Bute Resident 3.1 3.7 3.5 4.4 4.6 3.7 3.3 4.6 4.8 4.8 4.9
Average Rating - Non-Bute Resident 3.4 4.0 4.1 4.6 4.7 3.9 4.3 4.9 4.9 4.9 4.9

Total Group
% Dissatisfied 52.2% 35.2% 31.9% 14.4% 9.7% 34.6% 35.9% 14.0% 12.2% 12.1% 8.5%
% Rating "Very Poor" 17.7% 12.4% 7.8% 2.1% 0.7% 8.3% 12.6% 3.0% 2.0% 1.8% 0.8%
% Rating "Very Good" 8.9% 17.8% 5.1% 21.3% 22.4% 10.4% 11.0% 26.2% 27.5% 28.8% 29.3%

Bute Residents
% Dissatisfied 56.9% 39.8% 40.0% 17.3% 10.7% 38.4% 46.8% 17.2% 13.0% 13.6% 8.6%
% Rating "Very Poor" 17.7% 13.0% 10.8% 2.7% 0.9% 9.7% 17.6% 3.9% 2.5% 2.3% 1.1%
% Rating "Very Good" 9.4% 15.8% 4.6% 22.3% 23.2% 10.7% 9.4% 26.1% 28.0% 29.8% 31.2%

Help Friend Polite App. Bute Coruisk Jun/Sat Dunveg VFM Effect. Quality Listen
Average Rating - Total Group 5.0 5.0 5.1 5.0 5.2 4.8 4.4 4.4 3.3 3.7 3.8 3.5
Average Rating - Bute Resident 4.9 5.0 5.0 5.0 5.1 4.7 4.5 4.3 3.2 3.4 3.6 3.3
Average Rating - Non-Bute Resident 5.1 5.2 5.2 5.1 5.5 5.0 4.3 4.8 3.7 4.1 4.2 4.0

Total Group
% Dissatisfied 10.0% 8.0% 7.6% 8.8% 12.5% 19.4% 21.7% 21.1% 44.6% 38.1% 33.0% 37.4%
% Rating "Very Poor" 1.1% 1.0% 1.0% 1.1% 2.6% 4.6% 3.8% 4.1% 12.2% 10.9% 10.8% 13.3%
% Rating "Very Good" 32.4% 32.6% 33.5% 32.5% 44.9% 34.7% 24.2% 20.6% 3.4% 12.5% 14.0% 9.4%

Bute Residents
% Dissatisfied 11.9% 8.9% 8.3% 8.9% 14.3% 20.6% 21.6% 23.9% 49.2% 45.8% 39.4% 45.1%
% Rating "Very Poor" 1.4% 1.4% 1.4% 1.4% 3.2% 5.9% 3.6% 4.2% 14.7% 14.6% 15.0% 16.4%
% Rating "Very Good" 31.2% 31.9% 33.0% 31.6% 42.1% 33.6% 27.9% 16.9% 3.1% 10.6% 13.1% 8.3%

Question 12 - Service Onboard Question 13 - Communication

Question 8 - Ticketing Question 9 - Terminals Question 10 - Port Staff

Question 11 - Ship Staff
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NorthLink Ferries 

Submission to Scottish Parliament Transport Infrastructure and Climate Change 
Committee Ferries Inquiry 

Introduction 
NorthLink Ferries welcomes the Committee’s inquiry and the opportunity to contribute to 
the evidence considered. With an overall 9 years experience of both the tendering 
processes and the operation of the contracts for service delivery, we believe there is 
relevant experience which can be used in the processes for the specification, tendering 
and management of future contracts for the delivery of lifeline ferry services. 

This submission covers a number of topics which it is felt may be of interest to the 
committee. 

Background 
This submission has been prepared by NorthLink Ferries Ltd (also referred to as 
NorthLink-2) but also covers the experience of NorthLink Orkney & Shetland Ferries Ltd 
(also referred to as NorthLink-1).  

NorthLink-1 was a 50/50 joint venture between Caledonian MacBrayne and the Royal 
Bank of Scotland. The tender process took 27 months (against a project plan of 15 
months) and concluded with the signing of contracts in December 2000. NorthLink-1 had 
three large new passenger ro-ro ferries designed, built and commissioned for the 
contract start date of 1st October 2002.  Despite the short time available all three ships 
were delivered to specification, on budget and on time.  

NorthLink-1 problems 
Before starting to trade NorthLink-1 suffered a series of major financial problems that 
were beyond its control which combined to make the business non-viable. These issues 
have been documented elsewhere particularly in the Audit Scotland report. 

Firstly, the fundamental problem for NorthLink-1 was that it was contracted to deliver a 
specified service and timetable with all its attendant costs: when the expected revenues 
dropped significantly (through new competition emerging) or the costs increased, the 
company had no opportunity to cut services and costs to reflect the change in demand. 
Secondly, the terms of the contract with government did not permit the granting of 
additional subsidy without a rerun of the whole EC compliant tender process, but 
interestingly the contract did include provisions for government to clawback excess 
profits. 

NorthLink-1 was subject to several reviews by external advisers on behalf of different 
parties including PWC for the Scottish Executive.  

NorthLink-1 achievements 
The previous operator (P&O Scottish Ferries) had achieved little or no growth over many 
years, and for their 2002 bid P&O assumed zero growth. The NorthLink-1 team believed 
that some growth was possible but the levels actually achieved were unexpected. For 
example, in terms of passengers carried the Aberdeen - Lerwick route saw on increase 
of 54% in the first three years while the Aberdeen – Kirkwall route had an increase of 
over 250% 



As well as increasing the use of the ferries by islanders, NorthLink-1 targeted the 
opportunity to grow tourism to the Northern Isles, and achieved substantial growth in 
both group and independent travellers, through the use of the new ships and brand in 
NorthLink Cruise Tours and NorthLink Holidays. While good for the ferry company this 
growth was also very good for the island economies. 

Whilst the contract was retendered, a process that took until July 2006, NorthLink-1 
delivered the lifeline ferry services with the provision of additional subsidy to square the 
books under the terms of a MoA. During this period the board and executives of 
NorthLink-1 sought to deliver a good quality ferry service, to maximise revenues and to 
minimise costs: in this we were successful and over a 20 month period the company 
required some £9m less subsidy than had been assessed by the PWC experts. 

NorthLink-2 differences 
Given the financial problems which NorthLink-1 suffered and was unable to control, for 
the replacement contract, the Scottish Executive sought to put into place different 
contractual terms to avoid the need for premature retendering. 

These are effectively a “stop loss” mechanism which means that in the event of financial 
problems the operator loses their profit for the year but thereafter additional subsidy is 
negotiated to ensure financial stability and the continuity of delivery of the lifeline service.  

In the NorthLink-1 contract the level of subsidy required for each year 2002 – 2007 had 
to be submitted in early 2000 as part of the bid, and was based on 1998/1999 historic 
data, which has proven to be erroneous. In NorthLink-2 an initial budget and subsidy for 
each year was part of the bid but the budget is agreed for each successive year and 
therefore takes account of changes (up and down) in actual costs, traffic and revenues. 

As in the NorthLink-1 contract there is a profit clawback mechanism but this bites quickly 
such that the operator can achieve little real profit growth from operating the service 
efficiently. This also has the danger of acting as a disincentive to growing revenue or 
containing costs as the benefits are largely returned to government rather than being 
shared with the operator, however government now recognise this, such that gains from 
operator accomplished cost reductions can benefit both. 

Fares and the subsidy 
Fares are set by Ministers and under the contract are indexed each year by CPI, 
however costs continue to rise and many well in excess of RPI.  As a consequence the 
level of subsidy required each year increases but not through inefficiencies of the 
operator.   

Customer care 
From the outset NorthLink has sought to consult with the various groups of customers 
and where possible address their concerns and requests.  For example, the design of 
our ships benefited from very valuable input from Disability Shetland.  The design of the 
new livestock containers followed considerable input from NFU, Crofter and Mart 
representatives. 

Passenger views are collected through a structured Customer Service Questionnaire 
that encourages comments as well as marking NorthLink staff and services against 
several key criteria.  All forms are reviewed with comments and suggestions being read 
by senior managers.  In this way the metrics of customer assessments can be tracked 
but importantly customer views and suggestions are also collected and acted upon. 



Monitoring and flexibility 
Under the terms of our contract with Scottish Ministers NorthLink-2 is measured monthly 
against a series of key performance indicators. Safety and certain other causes are relief 
events but otherwise failures beyond a threshold result in financial penalties. NorthLink 
is proud of its performance record and the high quality of customer service provided. 
However, the penalty regime could result in perverse decisions being made.  

Relations with officials in the Scottish Government are excellent but the contract 
provisions are tight and leave little opportunity for the operator to vary many aspects of 
the service without seeking prior consent. For customers this can be seen as inflexible 
and obstructive to dealing with on the day situations. 

As above the contract financial regime is restrictive and does not encourage innovation 
and creativity for the benefit of the paying customers and the taxpayer.  

The future 
The NorthLink model of vessel financing has been very successful in securing new 
passenger vessels designed for the routes and on terms that ensured that future 
contract tendering was a level playing field for all bidders. 

Currently there is a case building for the replacement of the two freight ro-ro vessels 
used by NorthLink but within the terms of the current contract there are no provisions to 
deal with such changes. Indeed, the basis of the contract tender would discourage a 
bidder from proposing newer higher capacity freight ro-ro vessels.  

In the same way that the NorthLink-1 contract evolved through experience into the MoA 
and then into the NorthLink-2 contract it is to be hoped that the current contract can be 
amended to cater for changes of this type which will be needed to ensure the lifeline 
ferry service provision continues to meet the current and projected requirements of the 
customers, and not those of a few years ago when the service specification was 
originally drafted. 

Conclusion 
While we both operate lifeline ferry services to Scottish islands there are significant 
difference between NorthLink and our sister company, CalMac Ferries.  Some examples 
are: 

• NorthLink operates 5 vessels over 3 routes against CalMac’s 30 vessels on 24 
routes; 

• The population served is roughly the same but for NorthLink there are only two 
island groups, for CalMac there are many islands with very small populations; 

• NorthLink’s smallest ship is bigger than CalMac’s largest ship; 

• NorthLink operates long routes (12-14hr overnight trips), much longer than the 
longest CalMac route; 

• Over a year, NorthLink’s 5 big ships sailing long distances use more fuel than 
CalMac’s 30; 

• CalMac carries more than 5 million passengers each year, NorthLink carries over  
300 thousand; 

• CalMac operates some 350 crossings each day, NorthLink operates about 10; 



• NorthLink carries high volumes of freight including over 2500 loads of time critical 
high value salmon; 

• Shetland exports a multiple of the freight it imports which is the opposite of most 
islands – NorthLink’s freight services are therefore vital to the health of the island 
economy; 

While both requiring lifeline ferry services the needs of the passengers, tourists and 
businesses in the Western Isles and Northern Isles are significantly different and hence 
CalMac and NorthLink seek to address the specific needs of their local customers and 
communities. 

 

 

Bill Davidson 
Chief Executive 
NorthLink Ferries Ltd 
7th May 2006



Western Ferries (Clyde) Limited 
 
Submission to the Scottish Parliament’s Transport, Infrastructure and Climate 
Change Committee:  Inquiry into Ferry Services in Scotland 
 
Introduction  
 
This paper is being submitted in connection with the call for views by the Scottish 
Parliament’s Transport, Infrastructure and Climate Change Committee (the “Committee”) 
in relation to its inquiry into ferry services in Scotland.  Whilst the Committee sought 
submissions on a number of different issues, the intention of this paper is to concentrate 
on the issue of competition and lessons that can be learnt from the past and the present, 
which will have implications for the future of ferry services in Scotland.   
 
The current situation in Dunoon has been subject to much attention and scrutiny over 
the years but the resolution of the current issues could potentially reshape the future for 
ferry services throughout Scotland. The choice for policy makers will be how best to 
meet the current and future expectations of those communities that are dependent on 
maritime connections. Will these expectations be delivered by the allocation of even 
greater amounts of subsidy, bolstering CalMac’s almost nationwide monopoly and 
therein stifling any prospect of competition? Alternatively, can service improvements be 
achieved through competition, innovation, improved services and efficient use of 
taxpayers’ money?  If competition is to be encouraged then there are a number of 
fundamental issues that will need to be addressed.    
 
Barriers to Competition  
 
In Scotland, there is now an established record of privately owned companies starting 
new services against subsidised services and failing as a direct result of greater subsidy 
payments being given to subsidised operators. These include Western Ferries’ (Argyll) 
service to Islay, Orcargo’s service to Orkney, Taygran Shipping’s service to Stornoway 
and Norse Island Ferries’ service to Orkney and Shetland. More recently, plans to start 
operating a non-subsidised service to Arran were undermined by the deployment of a 
second CalMac vessel, which had the effect of denying the proposed service any access 
to the berthing facilities in Brodick.  
 
The following is an extract of the conclusions of a 1982 Monopolies and Mergers 
Commission (now the Competition Commission) Report into Scottish Shipping that in 
part investigated the demise of Western Ferries’ (Argyll) Ltd service to Islay.   
 

“7.72. In 1972 the STUCC reported adversely on the David MacBrayne's 
proposal to withdraw from the Islay route. The Secretary of State and Western 
Ferries were unable to agree terms for an undertaking which would have met the 
conclusions and recommendations. David MacBrayne decided to convert the 
Arran to ro/ro, and undertook to operate the service without subsidy. We believe 
that this was the first of the two crucial decisions which were to determine the 
future of competition on the route, the outcome of which was the withdrawal of 
the Western Ferries service at the end of the 1981 summer season. 
 
7.73. By 1973 Western Ferries had established itself as by far the largest carrier 
of cars and commercial vehicles on the route, and it had also effectively 

 



determined the limits within which David MacBrayne could price independently. 
We believe that David MacBrayne's belief that it could operate a profitable 
service was conditioned by unreasonable optimism about the rate of growth of 
revenue, and the extent to which costs could be reduced. In the first three years 
after the conversion, up to 1975, David MacBrayne was only able to meet 
between 38 per cent and 51 per cent of its ship and terminal operating costs. 
 
7.74. The second crucial factor which influenced competition on the Islay route 
was the decision by the Secretary of State in 1975 to increase the subsidy given 
to STG's ferry services, and not relate it to operating results on individual routes. 
In converting the Arran, David MacBrayne was able to offer a level of services to 
passengers, including car passengers which could not be matched by Western 
Ferries. It was able to continue to take advantage of the attraction for passengers 
because the losses on the route were met by subsidy. If David MacBrayne had 
been required to break even or make a profit on the route we do not believe the 
company would have continued to operate the service.” 

 
In summary CalMac (then David MacBrayne Limited) was provided with capital and 
revenue grants to modify an existing vessel and to enable it to operate at a commercial 
loss despite the existence of a competing ferry service. The operating subsidy further 
allowed CalMac to price below Western Ferries and to offer long standing discounts to 
selected haulage companies.   
 
This methodology therefore set a precedent that would be utilised on each occasion 
where there was the potential for or appearance of competition on subsidised routes. 
Any new entrant faced the prospect of competing against a state funded operator who 
would have access to vast amounts of capital and revenue support to trade through any 
commercial pressures caused by the appearance of competition.  
 
Private operators currently competing against subsidised routes in Scotland; Western 
Ferries (Clyde) Limited, Pentland Ferries Limited and Streamline Shipping Group 
Limited, remain frustrated that their commercial interests and ambitions are being 
undermined by seemingly unlimited amounts of capital and revenue support.     
 
Western Ferries’ Gourock-Dunoon Service 
 
For the year ending March 2008, Western Ferries provided almost 31,000 sailings 
between Hunter’s Quay, Dunoon and McInroy’s Point, Gourock. Western Ferries owns 
and operates four similar ro-ro vessels and over the last six years has enhanced its 
services through the introduction of two new purpose-built larger vessels, each costing 
£2.5m.  Both new vessels were designed and manufactured at Fergusons Shipbuilders, 
Port Glasgow. This new tonnage, combined with timetable enhancements, has led to a 
continuous improvement in the level of service provided to our customers.  
 
Western Ferries owns the terminals at Hunter’s Quay and McInroy’s Point and these 
facilities have recently benefited from a £4m improvement programme. This investment 
has delivered enlarged marshalling areas and there are now two operational berthing 
structures at each terminal. As with the new vessels, both new linkspans were designed 
and manufactured by Fergusons Shipbuilders.    
 

 



Western Ferries’ timetable operates from 6.30am to 10.30pm weekdays, and this is 
extended to midnight at weekends. The core timetable operates on a three vessel basis, 
with departures from each terminal every 20 minutes.  During peak periods, all four 
vessels are utilised providing a sailing every 15 minutes. Western Ferries operates every 
day of the year, including Christmas Day and New Year’s Day. Western Ferries also 
provides a free emergency call-out that allows critical patients swift passage to 
Inverclyde, Paisley and Glasgow hospitals. 
 
Western Ferries takes its place in the community very seriously, it re-invests its financial 
resources through local purchasing and sponsors a large number of local groups, 
individuals, sports organisations and charities. Western Ferries also supports a wide 
range of events that spotlight Cowal as a tourist and visitor location.  
 
Western Ferries is a significant local employer and now employs almost 60 employees, 
of which 90% are Cowal residents.  
 
The aforementioned Monopolies and Mergers Report adjudged Western Ferries’ service 
to operate in direct competition to CalMac’s vehicle service. Western Ferries’ service is 
also used by foot passengers who arrive at the terminals by foot, by car or use the 
integrated bus connections. Therefore, the only distinguishing element of CalMac’s 
service is its direct connection to the railhead in Gourock.  
 
Western Ferries provides its service on a non-subsidised basis1 and operates in direct 
competition to the vehicle service operated by CalMac. Western Ferries currently has 
88% of the car market, 86% of the commercial market and 68% of the passenger 
market.  
 
Unfair Competition on the Gourock and Dunoon Route 
 
CalMac Ferries Limited (Cowal Ferries Limited) currently receives subsidy in line with an 
“Undertaking” with the Scottish Government to provide a passenger-only service 
between Gourock railhead and Dunoon town centre. To satisfy this Undertaking, CalMac 
operates a ferry capable of transporting not only foot passengers but also vehicles. Over 
the last five years CalMac have received almost £12m of subsidy from the Scottish 
Government to provide the Gourock to Dunoon service.   
 
CalMac’s vehicle service is required to be operated on a non-subsidised commercial 
basis however, in our opinion, the vehicle service is being inappropriately subsidised. 
The subsidy requirement of the current service exceeds that of a solely passenger-only 
service using a passenger-only vessel. Western Ferries has estimated this difference 
using data obtained through the Commercial Invitation 2005/06 however, this information 
remains subject data room confidentiality restrictions.  
 
CalMac’s current service is essentially, apart from peak weekday passenger only 
sailings, restricted to an hourly service. This restriction was put in place by the Scottish 
administration in recognition of the specific likelihood that CalMac’s decision to use a 
ferry capable of carrying vehicles could lead to inappropriate cross-subsidisation and 
unfair competition. 
                                            
1 Western Ferries received a 20% grant from HIE Argyll and Islands in respect to the recent infrastructure 
improvments at Hunters Quay. 

 



 
Over and above the realisation that a combined service could result in misuse of 
taxpayers’ funds, CalMac’s Dunoon service is operationally restricted by the method in 
which CalMac choose to deliver this service. As is the case for the majority of CalMac’s 
routes, the Dunoon route is provided by a vessel with on-board crew accommodation. In 
order to satisfy the working time legislation this effectively means that CalMac’s vessels 
have to be tied up for approximately 50% of the working day. Western Ferries’ crew all 
live locally and therefore our vessels could effectively, through shift rotation, provide a 
service 24 hours a day.      
 
Despite express guidance given to CalMac that vehicle fares should be set and 
increased to reflect commercial realities, CalMac has used subsidies to artificially shield 
vehicle fares from commercial inflationary pressures, for example fuel price increases. 
There have been occasions when vehicle fares, on the Dunoon route, were not subject 
to CalMac’s annual price increase. Furthermore, the Scottish administration recently 
conceded that CalMac had used taxpayers’ monies to offer massive and improper 
discounts to selected local hauliers in order to compete against Western Ferries.  
 
Western Ferries had evidence that discounts of up to 70%, on published rates, were 
being given to a local haulier and presented this evidence to the Scottish Government. 
CalMac however denied all knowledge of these discounts for a period of three years 
before accepting that this practice was inappropriate and at that point, immediately 
withdrew them. 
  
The subsidisation of CalMac’s vehicle service exceeds the terms of CalMac’s 
Undertaking; it contradicts internal guidelines issued by the Scottish administration and 
contravenes European legislation and regulations.   
 
CalMac’s vehicle service is not a lifeline service; there is no unmet social need and 
Western Ferries already provides a superior commercial service on the same route. 
Local residents therefore have access to an alternative ferry service and full access to 
the mainland road network.  
 
Future of the Gourock to Dunoon Service  
 
The European Commission has recently announced a formal investigation into whether 
subsidies given to the David MacBrayne Group have resulted in market distortion and 
unfair competition. It is assumed that the current administration will not undertake any 
tender of CalMac’s Dunoon service until the Commission has made a judgement on the 
status of the current situation.   
 
However if CalMac is given access to capital funding to procure two new vehicle ferries, 
with an expected combined cost of approximately £20m, this will substantially increase 
the need for subsidy support and will significantly undermine Western Ferries’ business. 
Furthermore, the additional operational costs associated with two new ferries will only 
reduce the current subsidy requirement if CalMac were to take away a significant 
amount of market share from Western Ferries. The effect of losing this “significant 
amount” of market share would be the cessation of Western Ferries’ business. 
Therefore, Dunoon will in time be left with a two vessel, single operator service, which 
would be a significant step backwards for the Cowal community.          
 

 



Competition and RET  
 
The Scottish Government has recently announced a pilot Road Equivalent Tariff 
Scheme to the Islands of the Outer Hebrides. If a similar scheme is extended to all 
subsidised routes and only given to the operators of those subsidised services, as is the 
case with this current Pilot Scheme, then this will effectively rule out any competition on 
any routes in Scotland and potentially undermine the non-subsidised operators in 
Scotland.  
 
Furthermore, if a nationwide RET scheme results in capacity problems because of 
increased demand for deck space from islanders and tourists, then alternatives for 
delivering additional capacity should be encouraged and not undermined.      
 
 
 
Future Tendering of Subsidised Ferry Services in Scotland 
 
The recent tender for CalMac’s West Coast ferry services did not generate any bids from 
other shipping companies or ferry operators, despite their interest. As long as the 
subsidised services are bundled together and tendered with similar prescriptive 
conditions, the only bidder will be the state owned company.   The continuation of the 
status quo will not deliver better services to customers, provide value for money public 
services nor advance an environment where open and fair competition can flourish.   
 
Over and above the issues of the prescriptive nature of the tender and the single bundle, 
the other factor that acted as a significant deterrent to bidding was the bid costs. 
CalMac’s costs win or lose, would be paid by the taxpayer, whereas private bidders had 
to risk their own financial resources.  
 
The structure of the next round of tenders for Clyde, Hebrides and Northern Isles routes 
will have to be fundamentally changed if other bidders are to be encouraged to take part. 
Non-subsidised ferry operators have established that there are routes that require no 
subsidises within the Scottish ferry sector. Furthermore, there are other routes currently 
operated on a subsidised basis that could be run on a non-subsidised basis. However, 
the distorted market conditions are such that there is little or no opportunity for third party 
route development.  
 
Tendering of Ferry Services in British Columbia 
 
By way of suggesting alternatives, the Committee may be interested in how public ferry 
services have been tendered in British Columbia and how they have managed to find a 
balance between operating lifeline ferry services and encouraging competition, to the 
mutual benefit of island communities and the Canadian taxpayer.  
   
The British Columbia Ferry Authority is the owner of the single issued voting share of 
British Columbia Ferry Services Inc. ("BC Ferries"). BC Ferries’ routes and service levels 
are defined in the Coastal Ferry Services Contract (“CFSC”) between the Province of 
British Columbia and BC Ferries. The contract, originally signed in 2003, is a binding 
sixty year agreement that is reviewed and updated at regular intervals.  
 

 

http://www.bcferryauthority.com/
http://www.bcferries.com/files/AboutBCF/Coastal_Ferry_Services_Contract.pdf


In effect, you have a state owned company, providing subsidised lifeline ferry services to 
remote communities under a contract with the state. Furthermore, this contract covers 
twenty-five  different routes and is therefore except for the contract period, very similar to 
CalMac’s current contract with the Scottish Government and the West Coast services. 
 
Over and above the sixty year contract the other significant difference is that BC Ferries 
are contractually required to seek Alternative Service Providers (“ASPs”) on a route by 
route basis in an effort to reduce costs of providing those contracted services. The 
fundamental objective that must guide BC Ferries in developing and implementing its 
ASP plans is, therefore, to determine if, through third party service providers, BC Ferries 
can provide a safe, reliable and quality service that fully meets the requirements of the 
CFSC at a lower cost. 
 
Ensuring a cost effective service is, however just one objective, which must guide BC 
Ferries in identifying and considering ASP opportunities. It is important to note that under 
the CFSC, BC Ferries remains fully responsible for the service on all designated routes 
regardless of whether that service is provided by an ASP under sub-contract or directly 
by BC Ferries. The determination of who should provide the service is based on 
consideration of value and risk, rather than price alone. Nonetheless, potential savings 
from contracting with third-party service providers is a key consideration. 
 
Essentially the ASP mechanism provides third parties, on meeting certain quality 
conditions and reducing the price to taxpayers, an opportunity to provide a service under 
a sub-contract/franchise of the main contract. Importantly, BC Ferries maintains overall 
responsibility and is therefore the equivalent of an “operator of last resort”. 
  
Conclusion  
 
Having had the opportunity to consider and investigate the issues and views raised as 
part of this study, the Committee will have realised that there is a high expectation level 
for improved maritime connections in the future. The challenge facing policy makers is 
therefore how to close this delivery gap and whether this is to be achieved through 
increased reliance on higher subsidy payments and therein the protection of CalMac’s 
monopoly status or instead by market liberalisation, competition and innovation.  
 
Finally since 1996 the growth in CalMac’s passenger numbers on its West Coast 
network (exc Gourock to Dunoon) has been 9.7%. Over the same period, the total 
Gourock to Dunoon market (Western Ferries and CalMac) has grown by 36.7%. The 
difference in these growth rates can be succinctly explained by Western Ferries’ swift 
reaction to changes in customer demand and that these service improvements have 
themselves generated increased demand.     

 



 
Submission from Helen Whyte, Pentland Ferries – 25 March 2008 
 
To whom it may concern, 
 
Pentland Ferries Ltd operate a ferry service from the Gills Bay, Caithness to St 
Margaret's Hope, Orkney. We would like to put the following points forward for the 
inquiry into ferry services in Scotland. Pentland Ferries Ltd is a privately owned company 
started in 1997 by the current managing director Andrew Banks, and has been operating 
a ferry service since May 2001. The company currently owns two vessels. The MV 
Claymore operates a daily service between Gill’s Bay and St Margaret’s Hope year 
round, running 3 trips each way per day in the winter and 4 per day in the summer. 
Pentland Ferries are currently one of only 2 Scottish ferry companies that receive no 
subsidy or other financial assistance. 
 
Whilst not designated the ‘lifeline’ service we carry a large percentage of the livestock 
transported to and from the islands, together with dangerous goods such as aviation 
fuel, which closed deck vessels cannot carry. Pentland Ferries second vessel, the 
Pentalina B, is out with Scotland on lease. As well as the two vessels detailed above, we 
are currently having a RoPax catamaran built in Cebu, in the Philippines by FBMA 
Marine. This vessel will be launched in April 2008. The new vessel will have 50% 
increase in capacity and will replace the MV Claymore on the Pentland  
Firth route as the demand over the summer months has now exceeded the capacity of 
the Claymore. The Catamarans structure consists of a steel hull with aluminium 
superstructure, which has a direct effect on economy and is environmentally friendly with 
the use of efficient turbo charged high speed diesel engines with low emissions. 
Matching the fuel consumption of the MV Claymore however being a much larger and 
faster ship. She has four independent engines and propellers for reliability. The increase 
in the achievable speed will allow Pentland Ferries to put on a service with a crossing 
time less than one hour to the mainland between the current ports. The new vessel 
being custom built is also designed with the hope that Pentland Ferries may in the future 
be allowed access to use Burwick harbour on South Ronaldsay, this would allow us to 
provide a shuttle service to the mainland, with crossing times in under thirty minutes, six 
to eight crossings per day undoubtedly a fantastic service to locals and tourists. 
 
The timetable between Gills Bay and St Margaret's Hope has remained the same for 
most of the operating time. This is set to meet the Northern Isles ferries to allow 
passengers from the Islands of Orkney to make a connection to mainland Scotland 
without overnight stays etc. We have just altered the timetable to accommodate a new 
bus service from Kirkwall to Inverness, this service which has now been named the 
Norseman Express, operates six days per week, the bus travels on the ferry with the 
passengers, an attractive alternative as luggage and shopping does not have to be 
moved until the destination is reached, this service is also free to OAP s and disabled 
passengers. As all businesses are aware of the continuing rise in fuel prices, Pentland 
ferries are pleased to inform you we have not increased fares for 6 years in the Winter 
season and 3 years in the summer season. Having been in operation for nearly seven 
years, it is clear to see the success of the route with freight companies, locals and 
tourists, hence the need for a greater capacity vessel and shorter crossing times to 
provided a better and more attractive service. Pentland Ferries are operating a 
competitive route to/from Orkney, however the company faces severe competitive 
pressure from other subsidised ferry companies running to and from Orkney. We feel 

 



very strongly that all ferry companies who have proved themselves to be able to 
compete and offer a reliable and affordable service should be subsidised to allow a more 
"level playing field" for competition. 
 
--  
Helen Whyte 
Office Manager/Deputy DPA 
Pentland Ferries Ltd 
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