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1 Relevant Project Experience and Staff Expertise   

 

1.1. The Centre and its Team 

The Moffat Centre is a unique University based centre which has undertaken key 
consultancy and contract research projects in the travel and tourism industry. The Centre’s 
leading role in the tourism and hospitality sector has led to recognition in both academic and 
media circles through publications in international journals and through major international 
media coverage.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Professor John Lennon, is the Moffat Centre Director, and will have overall responsibility 
for the delivery of the project. He has full responsibility for all consultancy and research 
projects undertaken by the Moffat Centre.  Professor Lennon was the Principal Advisor to the 
all party Scottish Government’s Tourism Inquiry in 2008-11. He has been an independent 
policy advisor to VisitScotland since 2005, and was a member of the Canadian Tourist 
Commissions International Marketing Board (2005-2011). He was a Board member of 

The Moffat Centre’s understanding of the tourism sector in the UK is very strong. Professor J 

John Lennon is regularly required to provide expertise to the UK, Scottish Government and 

VisitScotland as well as to a number of tourism organisations such as Historic Scotland and 

United Nations World Tourism Organisation.  

 

Our profits have funded £1.6 million worth of scholarships for over 160 students studying 

to enter the tourism sector. This is the largest such scholarship programme in Europe and 

amongst the largest in the world. 

 

The Moffat Centre has undertaken a wide variety of projects, ranging from area tourism strategies 

and planning to business training and growth and development. In order for our projects to deliver 

valuable recommendations we systematically integrate benchmarking/best practice exercises to 

illustrate clearly and unequivocally new trends and practices which are or will shortly become the 

standard. We have more than 17 years’ experience dealing with the tourism industry, 

government, and the private sector nationally and internationally. We serve clients ranging from 

airlines to destination marketing organisations, from leisure operators to event organisers. We 

have developed a network of national and international contacts that we can reliably call upon to 

assist in building knowledge and data to better inform project outcomes and our language 

capacity includes French, Spanish and Italian. 
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Historic Scotland (2008-16) and is a former member of the boards of People First, 
Springboard Scotland, the Programme Monitoring Committee of Strathclyde European 
Partnership. He remains a UK government accredited mentor for tourism businesses and 
has undertaken business development projects with over 200 businesses in the UK.  
 
He has undertaken major feasibility analysis, and competitor analysis of national tourism 
performance, investigating the key role of National Tourism Organisations and their 
relationship with industry and other stakeholders; explored international destinations, 
examining their contribution towards product innovation, their funding and management 
mechanisms as well as activities; led a review of major Visitor Attractions, including an 
assessment of performance of key competitors after having established benchmarks; led a 
benchmarking and competitor analysis of national and regional park developments; and 
carried out an international benchmarking and best practice exercise for visitor attractions.  
Professor Lennon has worked in over 30 countries on more than 550 tourism projects. 
 
 
Claire Bereziat is the Commercial Research Manager in the Moffat Centre and will lead on 
organising the collection of data for analysis.  Claire has provided full data management, 
analysis and research on a variety of projects. Claire has extensive experience of data 
collation and has undertaken national visitor attraction statistical compilation and reportage 
for Scotland, Wales and England. Between 2001 and 2008 she compiled Sightseeing in the 
UK which brought together all national attraction data including Northern Ireland. She has 
carried a number of audits and benchmarking/best practice exercises for a range of projects 
(Caithness & Sutherland, North West Highlands Geopark, Paisley Museum). Claire has also 
carried out a number of projects focussing on festival such destination competitor analysis 
(EventScotland), economic impact analysis of the Burns Festival (2002-2011), visitor profiling 
of Glasgow Art Fair 2004-9 and provided key data for the Edinburgh Museums National 
Cultural Resource Study. Claire has also worked on a variety of projects on visitor attraction 
operations (catering, retail, interpretation). She has an MSc in Ecotourism and is a member 
of the Association for Heritage Interpretation. 
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2 Proposed Approach   

2.1. Objectives  

 

The primary purpose of the proposal is to assess the visitor appeal and realistic potential of 
the St Kentigern Ancient Monument and Wallace Mausoleum 

 

Specifically this feasibility study will consider: 

 

1. Review and summarise main outcomes of recent reportage and studies including 
LCDT Lanark Vision   

2. Locate work in the context of recent relevant policy and planning for Lanark and 
Lanarkshire 

3. Review overall tourism potential (visitation and revenue generation potential)  

4. Benchmark and best practice analysis of comparable UK attractions which are 
analogous to the Lanark context  

5. Estimate the economic and employment  impacts of such a development to urban 
centre of Lanark and rural Clydesdale region  

6. Prepare a SWOT and PEST analysis of the development of the project 

7. Explore education and heritage potential in respect of learning linked to school core 
curriculum 

8. Outline most effective approach to interpretation and heritage marketing  

9. Consider other development scenarios 

10. Outline cost variations of development options 

11. Identify potential revenue streams and sources from any proposed development 

 

The aim is to ascertain visitor appeal and realistically assess strategies and factors that will 
attract and increase dwell time at the sites and in the location from key markets: 

 Domestic Tourists (UK) 

 International Tourists  

 Day Visitors 

 Education markets 

 Special interest groups (Wallace, Heritage etc) 

 

Historic Environment Scotland are aware of the project and broadly supportive of any 
constructive outcome that deals with the preservation of the building and its future envisaged 
use. 

 

In addition understanding audience development is a key part of the proposal. Realistically 
assessing how to build greater awareness of the site(s), their proposed content and attract 
more visitors from a range of origins to appreciate and enjoy the content and the narratives 
contained within the proposed heritage centre.  

 

There will be a set of stages of the proposed feasibility review which will involve: 
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 An evaluation of the proposed stage 1 and 2 developments and interpretation 
strengths and weaknesses  

 A review of the significant development challenges faced 

 Liaison and communication with relevant internal and external stakeholders 

 Review of proposed content and plans for development given precedent elsewhere in 
the UK and internationally  

 

 

 

 

   

 

2.2. Proposed Approach  

Stage 1: Understanding the current environment, feasibility and 
pessimistic, median and optimistic performance 

 

This element commences with a review of the primary objectives of the development and its 
aspirations for growth. It will look critically at how the proposed development could help 
achieve feasible development, ensure local social and economic impact and build visitation 
through partnership and alliances with other products and services..  

 

The context of low destination awareness and the Lanark location are important in this 
respect. The development is anticipated in an already busy visitor attraction marketplace and 
this report will offer realistic assessment of viable options and feasible development.   

 

The profile of current visitors to Lanark / Lanarkshire is part of this evaluation in terms of the 
following variables:  

 

 Age profiles, family, education or adult groups  

 Socio-economic and ethnic appeal 

 Visitors origins, nationality, dwell time, satisfaction, 

 Motivations and reasons for visiting / awareness,  

 Other attractions visited 

 Potential to repeat visit  

 Which aspects of the experience were most enjoyed (i.e. exhibitions, retail, room 
settings etc.) 

 Perception of value for money / quality 

 

This data can be collected from existing consumer profile information but also from short 
potential audience profile interviews. This will then provide a profile of the existing audience 
segmented by key variables: age, motivation, social class etc. which can then be further 
reviewed by reasons for visitation, nature of experience, learning appeal etc.  

 

Considerable attention will be given to the potential of the education market and the potential 
for positive social and economic impacts that could be forthcoming from such a development 
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in Lanark such as the growth of ‘civic’ pride, confidence and self-belief. Building the critical 
mass of attractions in Lanark could help transform the destination. 

 

 

Stage 2: Targets for development and growth  

This is the crucial aspect of future direction that focuses on what analogous developed sites 
can achieve. Most specifically a higher volume of visitors (i.e. attracting new and previously 
non-visiting consumers) or encouraging existing visitor to Lanark / New Lanark / Lanarkshire 
to repeat purchase (or indeed some combination of both).  

Critical in this respect will be the visitor journey, the capacity of the site(s) to attract increased 
numbers of consumers.  

 

 

We would plan to benchmark: 

 

 UK heritage sites that are analogous  

 International heritage sites that have relevance in this context 

 Visitor attractions with a learning focus  

 Other attractions and sectors that serve to attract significant visitation and catalyse 
expenditure 

 

 

 

 

Stage 3: Feasibility: economic, financial and market based  

   

This stage provides outline planning and outline costing and the specific actions to achieve 
these outcomes. This is of course closely linked to the proposed upgrade of the heritage and 
the site but will also comment on possible content and audience ‘pull’ factors in respect of 
achieving objectives.  

 

This stage will also consider the economic and social impact on the town and surrounding 
rural area in terms of direct, indirect and induced economic and employment effects. 

 
 

The location has some advantages but is also not a prime visitor destination. The feasibility 
study has to deal with this context in terms of understanding audience potential and 
realistically assess market appeal.. 
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This element will consider recommended additional ‘pull factors’ such as hospitality 
provision, retail and animation of narrative. The outreach potential of the new facility in 
relation to a range of customer segment will be considered including: school and education, 
aged audiences, etc.  

A SWOT and PEST analysis can help in this respect and will be combined with data derived 
from benchmarking conducted above to inform development. 

 

. 

Stage 4: Feasibility analysis and measurement of success 

Critical in any such development is the on-going assessment of the degree of success 
development and investment can catalyse.  

This process will be supported by our view that we can learn from other developments and 
attractions to inform direction. We would incorporate Scanning; since as a University we 
have access to an abundance of market research reports including sources such as Mintel, 
Treasury Data, Company Reports, Industry indices which will provide the project with the 
most up to date trends in consumer preferences and behaviour related to museum visiting, 
general leisure, eating out, days out, shopping and other visitor activities; as well as business 
responses to these trends in terms of design, pricing and marketing. We would also draw on 
articles published recently in press and academic publications focusing on attraction growth, 
sustainability and innovative practices. 

 

The breadth and width of these data sources is significant covering the world as well as 
highlighting trends, monitoring new technologies and identifying good practices. These will 
enable us to identify sustainable relevant development options as part of this audience 
development project. 

 

 

The outcomes are clearly focussed on:  

  

 Attracting visitors   

 Encouraging repeat visitation 

 Providing more a narrative in a positive and engaging interpretive style 

 Extending dwell time and interest in Lanark and Clydesdale through an enriched 
understanding of this key site and its history with linkages to other ‘Hidden Treasures’ 
of Lanark 

 Driving revenues from a currently underdeveloped visitor experience  

 

Part of this is introducing the heritage of the site to an audience less likely to normally visit 
such an offer given key variables such as; age, social or cultural background, or other 
factors. This development will help preserve the heritage for current and future generations. 
Such a development can encourage more people to understand why this heritage is 
important and relevant through participation and understanding. This can take a variety of 
formats from encouraging volunteers, building community participation and developing 
outreach formats for less mobile groups (such as the elderly those with limited mobility).  
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Our approach remains predicated upon:  

 

 A High Trust relationship with the client     
 A knowledge of key markets and customer needs from over a decade of collection 

and analysis of visitor attraction statistics 
 The ability to offer a practical site and content oriented approach to feasibility analysis   
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3 Proposed Timeline and Key Tasks    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TASKS  TIMELINE 

Inception meeting with funder and key stakeholders (including 
Council, Lanark Vision Heritage Sub-Group etc.)  
- Refine and define scope 
- Agree on requirements and fieldwork  
- Client to provide any other relevant data,  

Source data benchmarking 
- Isolate and utilise relevant site studies , 

data sources  
- Ascertain potential visitor data   

 

Week 1-2  

Week 7 

Week 10-12 

Week 9 

Analyse data; isolate barriers 
to visitation  

Presentation to LCDT and Final Report  

Week 8 

 

Week 3 

Week 4 

Prepare Feasibility and Present as requested   

Provide clear recommendations on development  

Finalise feasibility analysis and incorporate feedback 

Current and future 
development scenarios 
Briefing and Report to LCDT   

Week 4-5 Understand development 
indicators (Market, Economic, 
Social, Financial) 

Review key elements and investment in relation to feasibility  

Consumer response / possible interpretation / understanding  
appeal / Outreach potential/ market feasibility and alternative 
development options  

Week 6 

  

Submit Draft  
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4 Cost and Terms  

4.1. Daily Rate 

The Moffat Centre daily rate is based on the following structure: 

 

Professor Lennon   £595 (prices held at 2015 level)  

Research & Business Development staff  £395 

Data collection inputting/ Administration  £150 
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4.2. Project Costs  

 

 

Data Collection, Evaluation and Review  

6 days @ £595  ..................................................................................................... £3,570.00 

4 days @£150 .......................................................................................................... £600.00 

Analysis, Feasibility and Appraisal of development scenarios 

 

5 days @ £595  ..................................................................................................... £2,975.00 

Travel and Fieldwork 

Travel and Subsistence ............................................................................................ £100.00 

Intercept surveys / Data Collection ........................................................................... £160.00 

Reportage and presentations  .................................................................................... £50.00 

 

SUBTOTAL ........................................................................................................... £7,455.00 

VAT 20% ............................................................................................................... £1,491.00 

TOTAL .................................................................................................................. £8,946.00 

 

NB: All prices held at 2015 level to help catalyse this important heritage offer  

 

 

 

4.3. Commissioning Terms 

The Moffat Centre, as part of the wider Glasgow Caledonian University structure adheres to 
the following terms when accepting a consultancy or contract research commission: 
 
On commissioning, we require the Contract (Client or University) to be signed before 
we can undertake any project work. 
University policy restricts us from progressing work on any project until contractual 
formalities are finalised. 
 
The Moffat Centre operates under Glasgow Caledonian University Company Limited which 
provides public liability cover and we are of course happy to negotiate or consider alternative 
terms as preferred by the client. 
 

4.4. Payment Terms 

The Moffat Centre operates under Glasgow Caledonian University Company Limited which 
provides public liability cover and we are of course happy to negotiate or consider alternative 
terms as preferred by the client. 
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5 Liability, Indemnity and Practices 

 

 

5.1. Liability & Indemnity 

Please note: these are renewed automatically. 

Employers’ Liability 

Policy number:  NHE-
06CA01-0023 
Limit of indemnity:  
£30,000,000 
Expiry date: 31 July 
2018 
 

Combined 
Public/Products 
Liability 

Policy number: NHE -
06CA01-0023 
Limit of indemnity: 
£15,000,000 
Expiry date: 31 July 
2018  
 

Professional Indemnity 

Policy number: NHE-06CA01-0023 
Expiry date: 31 July 2018 
Indemnity limits: 
 Pure research services provided 

to third parties - £2,000,000  
 Commercial research services 

provided to third parties - 
£2,000,000 

 Consultancy services provided to 
third parties - £2,000,000 

 Clinical trials - £2,000,000 
 Training services provided to 

third parties - £2,000,000 
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5.1.1 Public Liability Insurance Certificate 
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5.1.2 Employers Liability Insurance Certificate 
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5.2. Terms and Conditions Non Compliance Clause  

Glasgow Caledonian University would require the clause outlined below to be inserted into 
the Terms and Conditions forwarded with the Tender Brief. 
 
Contractual obligations are dealt with our Research and Innovation Services Department. 
Contact details are as follows: 
Susan Armstrong Commercial Manager 
Research and Innovation Services 
Tel. 0141 331 8830 
  
 

5.3. Equality and Diversity Policy 

Glasgow Caledonian University is committed to, and will strive to promote equality and 
diversity, social inclusion and respect for each other, promoting "A culture and environment 
which is inclusive of all sections of society and responsive to the needs of individuals.” 
 
The University supports all students and staff - irrespective of age, disability, ethnic origin, 
religion or belief, sex or sexual orientation - to achieve his or her maximum potential; by 
embracing difference in decision-making and approach, by acting with integrity in all relations 
and interactions and by being fair and transparent. 
 
Policy Statement 
The University is committed to the principles of promoting equality of opportunity through 
eliminating discrimination and disadvantage, and recognising the benefits of diversity. The 
University aims to ensure that: 

 All potential and current staff, students and other stakeholders are treated fairly, and 
are not discriminated against on grounds of sex, marital status, gender reassignment, 
racial group, disability, sexual orientation, religion or belief, age, socio-economic 
background, trade union membership, family circumstances, or any other irrelevant 
distinction 

 An inclusive and supportive environment is created for staff, students and others 
associated with its work, that truly recognises and values staff and student diversity, 
and promotes good relations between different groups 

 A shared awareness, understanding and commitment to equality and diversity is 
developed to enable all staff and students to act in accordance with this Policy, so 
that equality and diversity can effectively be mainstreamed into the core of all 
University functions  

 
More information can be found in the document Equality and Diversity Strategy 
(www.gcal.ac.uk/allinclusive/documents/EqualityandDiversityStrategy2008-2011.doc ). 
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5.4. Sustainability 

The University is committed to reducing its impact on the environment and in terms of 
energy. It is actively promoting energy saving behaviour amongst its staff and students, and 
has published an online guide for staff ’10 Ways to Green Your Office’. In terms of recycling, 
the University provides a white paper recycling service; obsolete office furniture is disposed 
of through Ethical Disposal. 
The University is actively promoting the use of sustainable travel for both work assignments 
and travelling to and from work. Public transport must be the option of choice to attend 
meetings and conferences, wherever this is possible, feasible and reasonable. The 
University is also participating in Government’s Tax Free Bike Scheme. 
 
With regards to the Moffat Centre’s own practices, we endeavour to be as sustainable as 
possible. We take public transport whenever it is realistically feasible; re-use printed paper 
printing on the blank side; print internal documents on two-pages per page; and strive to be 
as energy-efficient as possible, ensuring monitors printers and lights are switched off every 
evening, etc.
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5.5. Quality Assurance Policy 

The Moffat Centre at Glasgow Caledonian University is committed to bringing a ‘quality 
approach’ to its activities and expresses this intention explicitly through the dedication of 
resources to support the Project Centre Management role and Service Delivery Model.  

 

Furthermore, the principles, policies and practices that underpin external quality accreditation 
within the University are applied to the Moffat Centre activities, indicating the culture and 
philosophy displayed by a quality-minded organisation. 

 

The Centre’s policy is to provide a level of service that meets individual client needs and, 
wherever possible, exceeds stated expectations. 

 

The Quality Assurance policy framework is comprehensive and offers clients the comfort that 
projects will be subject to the closest possible professional scrutiny and performance 
management.  

Reporting Results 

All reports are subject to review by the Project Director to ensure accuracy and consistency 
of both academic content and the consultancy approach. 

Project Monitoring and Review 

All projects will be monitored in line with in accordance with the Methodology which outlines 
the relationship and sequence of tasks and resources required to deliver the aims and 
outputs. Critical to the implementation plan is the timeline and diagram, which is for review at 
the inception meeting. Any agreed changes will be incorporated into a revised diagram.  

 

An online timesheet system is used, as part of the implementation plan, to monitor actual 
time spent on individual tasks against planned/budgeted time. This system enables the 
Project Director to monitor the delivery of the project and immediately become aware of any 
slippage in timescales or budgets. 

Also part of the implementation plan the Moffat Centre holds regular project team meetings 
to ensure that everyone involved in the project is clear and focused on what needs to be 
achieved for completion on time and budget. 

Client Information and Data Storage 

Client Information and Data is stored in accordance with Data Protection and Freedom of 
Information requirements. Storage of electronic data is held secure in line with internal 
procedures and ‘back up’ copies generated routinely and on a daily basis. 

Complaints Policy and Procedure 

The underpinning philosophy of the Complaints Policy is that client concerns, however small, 
should be taken seriously, dealt with immediately and informally, and investigated 
appropriately until resolved to the satisfaction of the client. 

Depending upon the nature and level of the concern or complaint, such incidents will 
normally be dealt with by the nominated Project Director, who is accountable for resolving 
the matter informally and over a twenty four hour timescale. If this cannot be achieved, and 
after discussion with the client, the complaint will be logged with Fiona Stewart-Knight, the 
University’s Strategic Business Development Manager, who will move forward an 
independent investigation for resolution within seven days. 
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5.6. Health and Safety and Risk Assessment 

The Moffat Centre, as part of Glasgow Caledonian University, abides by the University’s 
Health and Safety Code of Practice. The document was reviewed this year (2009), and is in 
accordance with the provisions of the Health and Safety at Work Act 1974, setting out the 
policy of the University towards the health, safety and welfare at work of its staff, students 
and any other relevant parties. The General Statement of Intent is presented over page. The 
entire policy document can be found online at the address below: 
http://www.gcal.ac.uk/healthandsafety/policies/documents/HealthandSafetyPolicy09_000.pdf  

 

General Statement of Intent  
To this end, the University commits itself, so far as is reasonably practicable, to achieving 
the following objectives:- 
 To ensure that health and safety risks inherent in the activities of the University are 

assessed and steps taken to remove or control these. The process of risk 
assessment will be used to ensure that this is done in an efficient, systematic and 
cost effective manner. 

 To consult with staff and students on matters affecting their health and safety. 
 To provide and maintain plant, equipment and systems of work that are safe and 

without risks to the health of staff, students and visitors to the campus.  
 To make arrangements for the safe use, handling, storage and transport of articles 

and substances. 
 To provide the necessary information, instruction and training to staff and others, 

including temporary staff, to ensure their competence with respect to health and 
safety and to regularly assess their performance. 

 To prevent accidents and cases of work-related ill health. 
 To liaise and work with all necessary persons to ensure that adequate arrangements 

are in place for ensuring the health and safety of staff, students and visitors. These 
arrangements will include the provision of a safe and healthy working environment, 
including appropriate welfare facilities and emergency systems. 

 To implement and maintain monitoring systems to ensure that all relevant Statutes, 
Regulations and Codes of Practice are complied with and to take any additional 
measures considered necessary. 

 To ensure appropriate arrangements are in place for the effective review and revision 
of this policy statement as necessary on an annual basis. 

 
In terms of tasks and activities within the scope of this project, we will not be carrying out any 
tasks that are deemed even slightly risky, as most of the work will be desk-based, and 
outdoors visits will be to the NNR, accompanied. 
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Risk Likelihood  Mitigating Actions 

Loss or misuse 
of data  

Low 
The team will work with digital documents with links to 
references stored in secured servers. 

Loss or absence 
of  
key project staff 

Low 

The Moffat Centre has other appropriately qualified staff. If 
there is a need to replace staff as a result of illness or 
absence or other unforeseen circumstances, then qualified 
colleagues will take over.  

Accident during 
site visits 

Low 

Staff will follow existing paths and if exploring new areas for 
interpretation, we would require guides in order to avoid 
any negative impacts sensitive habitats or species. Clearly, 
if such an accident should occur, we would comply with 
SNH requirements and report any accident, dangerous 
occurrence and near-miss to the Project Officer. 

Fire or Flood Low 

The Moffat Centre is based on the 2nd Floor of a modern, 
fully serviced University building in the centre of Glasgow 
with low flooding risk. The building is fitted and managed to 
the most up-to-date fire and security measures. 

Any flooding would be local due to burst pipes or similar 
occurrences and not expected to be of major disruption. 

Electronic documents will be kept in password protected 
servers. 
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6 Previous Project Experience: Visitor Attraction 
Studies and Feasibility Development 

The following case studies provide a chronological overview demonstrating the scope of the 
Centre’s experience in research and consultancy since its inception in 1997. This section 
contains some of our most relevant projects from an extensive portfolio of international 
experience in tourism, hospitality and leisure related consultancy. Information on other 
projects and full client references can be supplied on request.   
 
Provan Hall House and Gardens: Feasibility Analysis for a New Build Visitor Centre  
 
The key aim of this study was to determine the viability of a new build visitor centre located in 
Auchinlea Park with links to the heritage offer of Provan Hall.   
 
The objectives of the feasibility exercise were to: 
 

 Identify likely demand for a new build visitor centre 
 Provide a financial analysis of the new build operation 
 Include social and community use of the facility  
 Utilise relevant benchmark case studies that would inform the successful operation of 

the new facilities   
 Undertake a stakeholder consultation, to gain insight and support for the project and 

its future through interviews and workshops (this was undertaken in Phase 1 of the 
project) 

 
The business model that was suggested included: 
 

 Interpretation that complements the existing interpretation plan in the historic 
buildings 

 A catering facility overlooking the Pond, including indoor and outdoor seating 

 Flexible retail facility integrated with catering 

 Outdoor plant sales areas integrated with indoor retail  

 Meetings, Events and Exhibition space 

 Educational use (schools, FE, adult education) 

 Community usage 

 Wedding ceremonies and receptions 

 WC and baby-changing facilities   

 Back-of-house areas (kitchen, kitchen storage, retail storage, staff room, refuse area, 
etc.)   

 
 
 
 
 
 
 
 
Critical Evaluation of Visitor Forecasts and Expenditure Forecasts, Proposed 
Business Plan for £60 Million Lomond Shores Development within National Park. This 
project involved evaluation and critique of the highly optimistic business plan provided for this 
£60m Millennium Funded development. The Moffat Centre generated statistics that were 
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considerably more accurate than those originally advanced for the development (Client: 
VisitScotland, Scottish Enterprise Dunbartonshire Loch Lomond and Trossachs National 
Park Authority).  
 
Risk analysis of Loch Lomond Shores Location of Flagship Store Development for 
Baxters Food Group. This project consisted of a feasibility analysis conducted for Baxters in 
relationship to the development of a £14 million store development at Lomond Shores. On 
the basis of the findings of this study the Baxters store was progressed at an alternative site 
(Client : Baxters of Speyside)  
 
Feasibility Study – Market Potential for Tennent’s Caledonian Visitor Centre. Delivery of 
analysis and recommendations for the likely market potential and operational issues (finance, 
theme, marketing, staffing) of an interactive visitor centre at Tennent’s Wellpark Brewery in 
Glasgow.  
 
Feasibility Study: Development of recreational, tourism and retail facilities at 
Tullibardine Distillery, Stirlingshire  
Evaluation of the viability of an operation providing visitor attraction, retail and catering 
facilities based around the re-opening of the Tullibardine whisky distillery in rural Stirlingshire. 
The study detailed likely market demand for the various facilities, capital and operational 
costs and marketing of the development to ensure success.  This is now a fully operational 
visitor attraction. 
 
Scottish Hall of Fame Feasibility Study; Client – SE Glasgow 
Exploration of the market development and operational potential for a Hall of Fame 
celebrating Scottish achievements in Industry, Invention, Sport, Writing, Art, etc.  Main 
analysis undertaken: market potential, financial operation and development cost projections; 
interviews with prospective stakeholders for such a project; comparative analysis of like 
operations, especially other Halls of Fame; existing and future competitive environment in the 
visitor attractions market. 
 
Royal Botanic Gardens, Edinburgh: Business Plan and Financial Feasibility including 
sales/revenue/visitor number forecasting review and planning.   This project was 
undertaken on behalf of Edinburgh Royal Botanic Gardens and the Scottish Executive. It 
developed from an earlier project undertaken by the Moffat Centre which provided 
recommendations for the commercial development of visitor services. 
 
Peak District National Park Learning Journey and Senior Management Development 
Project . This project was undertaken in behalf of Scottish Enterprise Grampian to develop  
the knowledge and practical understanding of National Park operation for Chief Executives of 
the Aviemore and Cairngorm Destination Marketing Organisation and the Royal Deeside 
Destination Marketing Organisation. This involved major review of the Peak District National 
Park, trading partners, marketing consortia, visitor attractions, accommodation suppliers, 
visitor facilities and training and education facilities. (Client: Aviemore and Cairngorm 
Destination Marketing Organisation and the Royal Deeside Destination Marketing 
Organisation, Scottish Enterprise Grampian) 
 
Benchmarking Initiative for the St Lucia Hotel and Tourism Association  
The purpose of this project was to carry out a major benchmarking study of the tourism 
industry of St. Lucia in the Eastern Caribbean and produce a training programme with the 
aim of improving operational performance and service standards including: product 
knowledge, sales, productivity, efficiency and quality and level of service provided to 
guests. 
The project aimed to provide industry stakeholders with a measured assessment of key 
performance variables in order to establish a more scientific basis for the design of a 
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strategy to effectively respond to operational and performance deficiencies in the industry 
and competitive challenges. 

 
This project saw the design and delivery of training initiatives (Train the Trainer) to be rolled 
out across the island with a targeted audience of 17,000 employees. These programmes 
were developed and piloted during the summer/ autumn of 2008. 
 
A Strategy and Operating Plan for Tourism and Hospitality in West Dunbartonshire 
Client: Dunbartonshire Council 
 
This consultation-led regional tourism and hospitality Strategy and Operating plan focussed 
on the short term development of the region’s tourism and hospitality sectors with emphases 
on product development, business support and skills development to meet the demands of 
both local industry and ultimately of visitors into the region seeking a quality experience. 
Towards the compilation of this strategy and operating plan the Moffat Centre made contact 
with a diversity of public, private and voluntary sector organisations throughout the region 
and in some cases at a national level.  
 
The project activities that led to the delivery of this strategy and operating plan were: 
 

 In depth interviews with 26 public and voluntary sector stakeholders including British 
Waterways Scotland, Scottish Enterprise, Visit Scotland and several divisions 
operating within West Dunbartonshire  

 2 regional tourism and hospitality workshops attended by 11 regional private sector 
operators and 26 public and voluntary sector stakeholders 
 

The outputs of this consultative exercise were: 
 

 A relevant and timely set of practical recommendations promoting support for the 
regions’ tourism and hospitality sectors in a challenging economic time  

 A market facing operating plan with recommended short term steps to attract in 
greater volumes of visitors to West Dunbartonshire  

 The identification of priority regional tourism assets including built and natural 
heritage attractions and the proximity of West Dunbartonshire to Loch Lomond and 
suggested steps towards harnessing these assets 

 A prioritised list of initiatives to support the development of skills and knowledge 
amongst local tourism businesses and business consortia  

 
Options Appraisal: North Wales Tourism Attractions Consortia 
The point of this research was to provide an overview and recommendations regarding the 
future strategic direction of attractions consortia in North Wales. Our client North Wales 
Tourism Partnership sought new ways in which to galvanise the efforts of a spatially 
concentrated volume of tourism attractions in the region. The project involved extensive 
consultation with the attractions community as well as with other key stakeholders such 
as local authorities and the National Trust. The driving strategic aim here was to improve 
service provision and product quality (as well as create a clear sense of place) for this 
region. The review posited a shortlist of realistic strategic options, some of which have been 
integrated into the region’s approach to joint marketing and resource sharing.  
 
Cultural Heritage Development across the BTV (Buskerud, Telemark and Vestfold) 
Region of Norway 
             
This project is being undertaken on behalf of the Heyerdahl Institute, Buskerud, Telemark  
and Vestfold, Councils. The project aims to bring together and engage as a network private, 
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public and voluntary sector partners involved in the development of a range of cultural 
heritage projects underway across the BTV region.   
 
Cairnsmore of Fleet National Nature Reserve Development  
     
This project is being undertaken on behalf of SNH. It concentrates on Cairnsmore of Fleet 
National Nature Reserve (NNR), which is also part of a designated Site of Special Scientific 
Interest (SSSI) and a Biosphere Reserves (BR) under UNESCO’s Man and Biosphere 
Programme. Centre staff have undertaken an audit of visitor services at Cairnsmore and are 
presently evaluating policy documents and reports to identify the extent and quality of 
learning experiences on offer. In addition they are undertaking a customer focussed 
longitudinal study to identify opinions and needs and to raise awareness about what services 
and activities are available for people living in the community and for visitors to the area.  
Development recommendations for making visitor services more accessible, user friendly 
and inclusive at Cairnsmore will also be provided.  The main objective of this exercise help 
SNH make informed decisions to new policy objectives to improve current service delivery for 
visitors.  The project will also contribute towards informing discussions with UNESCO to 
address reviewed Biosphere guidelines, which include social and economic priorities 
alongside those concerning conservation and preservation. 
 
Regional Iconic Tourism Branding (Equal Theme C Project)  
 
This EC funded project came under the umbrella of the Scottish EQUAL Developing 
Partnerships Initiative. The project involved a comprehensive research and business 
development exercise set to empower and engage new businesses in an innovative 
training programme. It focused attention on building entrepreneurial expertise among 20 new 
tourism related businesses operating within two disadvantaged rural areas in Scotland. It 
explored ways of doing this by connecting local SMEs with unique regional iconic heritage 
attractions to work in a mutually supportive partnership. The project served to raise 
awareness among these new business operators of the significance of regional icons in 
tourism marketing. It aimed to inspire SMEs to improve their knowledge of and sense of pride 
in their region and to learn how this knowledge could be applied to develop business 
potential. The project began with a series of local area learning journeys and training 
workshops to encourage active involvement and leadership within the group to maximise 
impact and sustainability in the longer term.  The methodology was disseminated at a 
transnational level in Spain and Germany.  
 
Dalriada Project:  Brand Identity and Marketing Strategy  
This project was undertaken for the Forestry Commission, West Argyll.   
This marketing strategy was created for the Dalriada Project to support a Heritage Lottery 
Fund Landscape Partnership Scheme Stage 2 submission for the release of £1.8 million 
towards a £3.1 million destination initiative to be delivered between 2007 and 2010. 
Appropriate avenues for marketing activity were considered along with visitor information 
channels to encourage domestic markets to explore their native cultural landscape. The 
potential to convert random day-trips into planned short breaks by visitors from the rest of the 
UK and Ireland was also explored. The findings facilitated the development of a targeted 
marketing strategy and delivery mechanisms for marketing activity. 
  
North West Highlands Geopark Marketing Plan (Client: Caithness and Sutherland 
Enterprise) 
This project involved an area audit, evaluation and development of a Marketing Plan to cover 
the period of initial funding for the Geo Park to 2008. The objectives were to: identify the key 
elements of the North West Highland Geopark tourism product; recommend the most 
appropriate routes to potential market segments for the Geopark's products; create a 
realistic, time-framed action plan for the delivery of the above recommendations, including an 
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assessment of the most appropriate deliverers of actions and to recommend an effective 
monitoring framework for all marketing activities. 
 
Church Marshes Country Park Audience Development Plan (Client: Swale Borough 
District Council)  The Moffat Centre provided a feasibility study for transforming derelict 
Church Marshes landscape into a sustainable country park.  Tasks involved consultation with 
a range of expert stakeholders representing local, regional and national policy interests. 
Stakeholders were interviewed representing natural heritage attractions, conservation 
organisations, rural recreation agencies, local communities, educational institutions and 
visitor attractions. The project considered a range of issues including natural heritage 
conservation, the development of onsite heritage attractions, visitor service provision, 
community involvement, and countryside related education.  
Recommendations were provided for the sustainable development of this amenity as a 
cultural landscape used by local people and visitors to the area. The project provided 
recommendations to develop tourism potential and ways to encourage more recreational use 
through such activities as cultural heritage related education, walking and cycling. Findings 
were based on a series of workshops which were convened to raise awareness and involve 
a diverse range of community representatives and stakeholders in the planning and decision 
making process for the proposed development. 
 
Tourism SMEs Business Development ‘Profit Through Productivity’ (Wales, Suffolk, 
NW England) 
The Moffat Centre is a registered and established UK Department of Trade and Industry 
provider of business development assistance to tourism businesses throughout the UK. This 
project delivered business mentoring and advice on business development, marketing, sales 
and profitability to visitor attraction and accommodation businesses in three regions.  In 2005 
the project provided partnership assistance to 25 of the largest visitor attractions in Suffolk. 
Similar assistance purely in the visitor attraction Sector has been provided in North Wales for 
some 23 businesses.  
 
Scottish Borders: Tourism Strategy  
 This Strategy was developed for the Scottish Borders Tourism Partnership to cover the 
period 2006-2009. The project was two-fold. A desk-based research exercise was first 
undertaken to identify critical structural and market changes within tourism to help the 
Partnership establish a clear strategic direction and vision for the future along with a SWOT 
evaluation of tourism performance in the Borders. Secondly, a consultation exercise was 
undertaken via a number of workshops with both public and private sector representation to 
ensure cohesiveness, buy-in and relevance of findings and preliminary recommendations 
drawn from the first phase.  
 
Royal Botanic Gardens, Edinburgh Sales/Revenue Forecasting and Planning Project  
 The Moffat Centre provided recommendations for the commercial development of visitor 
services at the Royal Botanic Gardens. 
 
The Relocation of the Glenlee from Glasgow Harbour to Pointhouse Project  
This project was funded by Glasgow Council on behalf of the Clyde Maritime Trust. This 
project was part of a major riverside development on the banks of the River Clyde. 
 
Review of the 12 Leading National Trust for Scotland Visitor Attractions & Assessment 
of Performance of Key Competitors.   
This project was undertaken on behalf of the National Trust for Scotland.  It involved an audit 
of the Trusts 12 leading properties and benchmarking exercise identifying examples of best 
practice. The report identified the thematic aspects of operation/revenue potential and visitor 
journey reform necessary for the 12 properties; and a brief prioritised action plan for each 
property. 
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This project was undertaken in order to provide realistic business development scenarios for 
these 12 important heritage properties. Comparative analysis of competitors was conducted 
on leading UK attractions to provide systematic targets that were measurable for revenue, 
profitability, quality, service etc. Revenue generation plans were developed for the leading 12 
properties.  A review of all commercial operations in these properties was undertaken and 
recommendations using best practice examples were provided to make provision more 
effective.   
 
Attractions of Snowdonia Wales: Visitor Attractions Audit and Development Project 
This project saw the Moffat Centre undertake an audit and quality assessment of visitor 
attractions in Snowdonia.  Operators were provided with advice and a benchmarking learning 
journey of best practice operations elsewhere in the UK.   
 
Duthie Park Development Strategy   
Historically, Aberdeen’s Duthie Park and Winter Gardens (DPWG) has been an important 
cultural icon for both visitors to and residents of Aberdeen. The redevelopment of the park 
was required to significantly increase visitation by local communities, host populations and 
leisure visitors. As there were little existing visitor statistics new data collection methods were 
developed to build valuable visitor/consumer data. In order to achieve this, the Park’s staff 
were trained to undertake random intercept surveys. The development of a marketing plan 
and sales orientation for operation was created in order to maximise yields and increase the 
quality of the visitor experience 
 
Attractions of Snowdonia Learning Journey  
This project involved a two part review of best practice and the development of competitive 
exemplars conducted for an active consortium of visitor attractions in North Wales. The 
project saw members of the consortia exposed to outstanding attractions in a foreign setting. 
The idea here was to provide, through learning and experience, clear indications around the 
development  of family based marketing, extending the tourism season, increasing visitor 
expenditure, planning profitable events and growing corporate hospitality amongst others. 
The lessons were provided via pre-arranged field trips to quality exemplars with briefing and 
‘behind the scenes’ guidance for operators  
   
 
Galloway Forest Park (GFP) Visitor Opinion Survey   
This comprehensive project involved the design of questionnaires to target a range of users 
and non-users of Galloway Forest Park.  A year long longitudinal seasonal intercept survey 
was undertaken analysis the behaviour of visitors to GFP and nearby towns. The survey 
targeted the three Forestry Commission visitor centres, other popular locations within GFP 
and a town based street intercept. Tourism information centres in towns nearby and local 
accommodation businesses were provided with a supply of self-complete surveys. Intercept 
surveys were undertaken from March until October when the visitor centres closed for the 
winter.  The purpose of the survey was to provide: 

o An analysis of visitor attitudes and expectations concerning activities, facilities and 
service quality provided at GFP and through visitor centres. 

o An analysis of general Park awareness, effectiveness of signage and knowledge of 
range of activities available in the Galloway Forest Park. 

o An understanding of gaps in demand in terms of the Forest product and services and 
an appreciation of how well the Park is utilised by the sample surveyed. 

Information to strengthen Forest Enterprise's case for funding to help the Scottish Executive 
meet their objectives in Rural Development, social inclusion and health improvement.  
 
Edinburgh Zoo Catering Provision 
This project involved a review of catering provision at Edinburgh zoo. The project involved a 
detailed analysis of financial statements, service and menu development.  Further support 
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was provided for the distribution of a tender specification document to outside suppliers, and 
a subsequent interview selection process. 
  
 
 
Benchmarking and Competitor Analysis National and Regional Park Development  
A review and best practice comparison exercise was undertaken to consider how Scottish 
Regional Parks should develop and build on their huge potential urban catchment areas in 
order to drive usage and access. National and Regional Park operations were analysed and 
comparisons between the UK and Ireland were made in order to provide a clear development 
plan for the client park (Client: Clyde Muirshiel Regional Park, Scottish Enterprise 
Renfrewshire).  

 
Finlaystone Country Estate  
The Moffat Centre provided long-term business development support for this estate 
managed by the family of the Chief of the Clan MacMillan.  Support was provided towards 
improved catering provision, staff development and marketing and promotions through 
development of a family of brochures, web-site and a Thistle Award application. 
 
Sandyholm Garden Centre and Coffee Shop 
Business development support was provided including a Business Development Review and 
guidance and support towards the redevelopment of this regionally popular coffee shop 
within one of Clyde Valley’s longest established and largest garden centres.  Subsequently, 
the cafe developed into a 200+ seater operation with indoor and outdoor seating. This was 
designed to complement the theme of fresh local produce using a design of glass and 
horticulture.  
 
Glasgow Museums Catering Review 
The Moffat Centre reviewed catering provision across some of Glasgow’s key museums and 
galleries on behalf of Glasgow City Council.  The project was based on primary research 
using intercept surveys and secondary research involving a benchmarking exercise 
analysing international attractions. 
 
Café Gandolfi Group  
The Moffat Centre provided long-term business development support towards the growth of 
this group.   Outputs included the introduction of catering provision in the erstwhile Habitat 
retail store (Buchanan Galleries, Glasgow), the purchase of the original premises from a 
lease, and significant support towards marketing, promotion and press. 
 
The Willow Tea Rooms Group  
The Moffat Centre provided long-term business development support for this growing 
company which includes the original tea room in Sauchiehall Street located within the original 
Charles Rennie Mackintosh/ Kate Cranston tea room (a visitor attraction in its own right).  
The Group also operates at the larger Buchanan Street location which is located over 3 
floors, and has an outside catering function.  Willow Tea Rooms has been successful in 
achieving press and promotion whilst retaining a focus on staff development. The group has 
also been awarded Investors in People (IIP). 
 
New Horizons International Benchmarking and Best Practice for Visitor Attractions 
1999. Scottish Enterprise 
In 1998 Professor Lennon worked with Professor Tony Seaton from the Scottish Tourism 
Research Unit on a benchmarking study funded by Scottish Enterprise. 
This project identified 10 important tourism destinations which included Canada, Denmark, 
Finland, France, Germany, Netherlands, Norway, the Republic of Ireland, Singapore and 
USA.  The study generated 10 visitor attraction case study examples of best practice.  
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New Horizons – International Benchmarking and Best Practice in Visitor Attractions  
Professor Lennon was a co-author of this influential work on visitor attraction competitor 
analysis. A full summary of the report is available on www.scotexchange.net and is one of 
the most downloaded reports held on the site. Professor Lennon undertook competitor 
analysis of leading attractions in the USA, Singapore, Germany, Ireland and the UK with a 
view to providing development guidance for the visitor attractions industry in Scotland (Client: 
Scottish Enterprise). 
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CURRICULUM VITAE 
 

Team  Leader  

 

1. Family name: Lennon 
2. First names: Justin John  
3. Date of birth: 19.6.1961 
4. Nationality: UK 
5. Civil status: Married 
6. Education: Oxford Brookes/ Strathclyde/ Glasgow Caledonian Universities 
 

Institution 
(Date from - Date to) 

Degree(s) or Diploma(s) obtained: 

Oxford Brookes 
University 1979-83 

BSc (Hons.) Hotel and Tourism Management 

Strathclyde University 
1988-90 

M Phil Management  

Glasgow Caledonian 
University 2010 

PhD Tourism development 

 

7.  Language skills:  Indicate competence on a scale of 1 to 5 (1 - excellent; 5 - basic) 
 

Language Reading Speaking Writing 

English  1 1 1 

German 5 5 5 

    

    

 

8. Membership of professional bodies:Fellow Tourism Society, Chair Tourism Knowledge Scotland 
9. Other skills:  (Computer literacy: Word, Excel, Access); Gifted Communicator much in demand for 

conference presentations, key note speeches, Proven industry trainer with good understanding of 
practical issues related to hotel performance 

10. Present position:  
 

Director of Moffat Centre and Moffat Professor in Travel and Tourism Business Development, 
Glasgow Caledonian University (largest University based tourism consultancy and Business 
Development Centre in Europe, undertaken over 500 projects in 40 countries (1998-2007) 

 

Specialist Policy Advisor VisitScotland providing independent reportage analysis to Chief 
Executive and Board of the National Tourism Organisation  

 

Non-Executive Director Historic Scotland (National Heritage organisation with responsibility for 
345 sites in Scotland) 

 

Board Director Scottish Tourism Forum (only educational representative on primary industry 
organisation in Scotland) 

 

Board Director Canadian Tourism Commission (European Marketing Board) 

 

Board Director and share holder Eco Hotels PLC Hotel Company  

 

Board Director and share holder Bothy Lodge Co PLC Hotel accommodation supply company 

 

 

  

11. Years within the firm: 13 years 
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12. Key qualifications: Proven and published academic who combines analytical ability with practical 
application of business principles. Proven in development and operational role out of national 
training programmes in the form of 100K in Scotland over period 2004-7. Excellent record in 
tourism business development and hospitality in over 40 countries on more than 500 projects. :   

13. Specific experience in analogous regions and analogous projects : 
 

Country Date from - Date to 
Fiji 1997-98 South Pacific Regional Education and 

Training Infrastructure Development Project 
EU Funded ACP Region  (DG XXIII) 

Egypt  2002-3 Development of Private sector Hotel Training 
School, Alexandria, Egypt 

Malawi 2006-7 Development of Training and education 
Resource Centre and Information Communication 
Technology Facility, Malawi Institute of Tourism 

 

14. Professional experience 
 

Date from - Date 
to 

Location Company Position Description 

1980-81 Germany Penta Hotels Management Trainee Member of 
Corporate 
Management 
Training 
Programme 

1983-5 UK Poste Hotels 
Ltd 

Assistant Food and Beverage 
Manager  

Food and 
Beverage 
service 
management in 
3 restaurants, 
bars and 
conference, 
meeting and 
function areas 

1985-88 UK Midland 
Hotels 

Personnel and Training Manager 
Food and Beverage Manger 
Deputy General Manager 

Range of 
responsibilities 
including human 
resource 
development, 
training 
provision, food 
and beverage 
and operational 
hotel 
management 
responsibilities 

1988-90 UK Holiday Inn Hotel General Manager Full Hotel 
Management 
Responsibility 

1990-1995 UK and 
International 

Hospitality 
Consultants 
Ltd 

Hotel and Tourism Consultancy 
Company  

Director of PLC 
undertaking 
projects 
throughout the 
UK and 
internationally 

1993-5 UK Lecturer and 
Industrial 
Liaison Tutor 

Responsible for teaching of 
operational hotel management and 
finance, 

Undergraduate 
and Post 
Graduate 
teaching with 
extensive 
industry liaison 
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1996-1999 UK Senior 
Lecturer / 
Reader in 
Management 

Responsible for development and 
teaching of undergraduate and post 
graduate education and training 
programmes 

Guidance of 
team of 22 
lecturers and 
support staff 

 

 

15. Other relevant information (e.g., Publications) 
 

Career Experience 1998 - Current 

 

Since 1998 I have been Director of Scotland’s sole industry endowed research and consultancy centre in 
tourism. The Moffat Centre for Travel and Tourism Business Development enjoys a strong reputation as a source 
of practical insights, industry focussed knowledge and practical business engagement. 

 

Over 500 tourism and travel projects throughout the UK, Europe and internationally have been undertaken. 
Some £600,000 worth of tourism scholarships have been awarded to date. Over this period I have led numerous 
national and international projects at a strategic and tactical level bringing me into close contact with key 
national and international agencies, government and non-government agencies associated with tourism and the 
economy. 

 

Clients include; 

 The Government of Ireland 
 The Government of Lithuania  
 The Government of Malawi 
 The Government of Fiji  
 Local Government in BTV Region, Norway 
 Yorkshire Forward 
 Scottish Natural Heritage 
 One North East 
 Scottish Government  
 Scottish Enterprise National, 
 VisitBritain  
 VisitWales   
 Failte Ireland 
 Bord Failte 
 Canadian Tourism Commission,  
 European Commission / EU Directorate XXIII (Tourism) 
 William Grant and Sons 
 Baxters of Speyside 
 The Historic Houses Association 
 The National Trust for Scotland 
 The National Trust for Wales 
 EventScotland 
 British Waterways 
 Halifax Bank of Scotland 
 Price Waterhouse Coopers 
 Air Canada 
 The Scottish Parliament (expert witness and briefings) 
 Advantage Travel 
 International Travel and Tourism Institute 
 Highlands and Islands Enterprise 
 MacDonald Hotels 
 United Nations World Tourism Organisation 
 United Nations Development Programme 
 Danish Overseas Development Agency 
 UK Government Department of Culture Media and Sport 
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Recent Sample Project Highlights  

 

Project Client and Description  Content and Impact 

VisitBritain – benchmarking and review of UK 
major long haul and short haul  competitors 
(current and emergent) 

Used by VisitBritain to verify future competition 
and utilised by UK National Audit Office in best 
value review  of UK National Tourism Organisation 

Scottish Enterprise and Highlands and Islands 
Enterprise – development of national service 
quality training programmes for hotel and tourism 
industry at Operational and Managerial level 

Training needs analysis, benchmarking review and 
application of best practice, design and authorship 
of material, production and development in CD 
ROM format (with on-line provision), training of 
trainers and launch and evaluation of national pilot 
programmes 

Canadian Tourism Commission – development 
of European Marketing Strategy for Canada in 
period 2004-6 

Informing and helping Canada reposition its 
national rather than provincial brands in the 
Western European Market 

UK Department of Trade and Industry – Profit 
through Productivity management and operation 

This incorporated the application of on-line 
benchmarking and business mentor support for 
tourism businesses throughout Wales. Specifically 
my top line support focussed on the more effective 
operation of industry marketing consortia and their 
interface with the Welsh Assembly and the range 
of public sector agencies involved in the support of 
tourism in Wales 

Air Canada – understanding consumer 
preferences in air transport buying behaviour   

A major survey of 8,000 frequent flyers and 
economy travellers undertaken to help inform the 
most appropriate web based marketing. 

Scottish Enterprise Glasgow, Glasgow City 
Council and Unique Events -Economic Impact 
Assessment and Business Planning – Glasgow Art 
Fair 2005 and 2006 

A major impact assessment of the value of cultural 
and arts based tourism for Glasgow in the context 
of the current Scottish events and festivals 
portfolio.  

Deloitte and Touche, DG XXIII Tourism, DG VIII 
The Pacific, the  National Government of Fiji - 
Fiji Tourism Development Plan – Tourism Training 
and Education in the South Pacific 

The development of Fijian national training and 
education infrastructure with cognisance / in 
association with the Fiji Tourism Development 
Plan. The project received upgrading to enable the 
proposed Fijian facilities to operate as regional 
training and education facilities for the South 
Pacific.  

William Grant and Sons Distillers – Business 
Development Planning for Distillery Tourism and 
High Profile Marketing development of William 
Grant products 

This involved innovative benchmarking analysis 
that used a rapid growth area (wine tourism) to 
inform the declining Whisky tourism being 
experienced in the clients facilities. Analysis was 
undertaken with the Californian and New Zealand 
wine industries in order to affirm best practice 
models and apply practical lessons in Scotland. 

Scottish Executive – Review of Optimistic 
Forecast Growth Models associated with proposed 
Heritage Lottery Fund Development at Royal 
Botanic Gardens Edinburgh 

Appraisal and calculation of realistic forecasts for 
visitation to this site given proposed East Gate 
development and investment. This caused 
significant review of the development of this £7 
million upgrade in line with more realistic visitor 
forecasts and market demand. 

 

 

 

Research and Publications 

 

 

BOOKS 

 

Lennon, J.J. and Peet, M (1990) Hospitality Management - A Case Study Approach Hodder and Stoughton. 
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Lennon, J.J. and Peet, M (1990) Hospitality Management - A Case Study Approach - Instructor's Manual Hodder and 
Stoughton. 

 

Lennon, J.J. (1996) Association of Scottish Visitor Attractions - Guide to Catering Practice ASVA. 

 

Lennon, J. J. and Russell, V. (1997) Association of Scottish Visitor Attractions - Guide to Events Management ASVA. 

 

Lennon, J.J., Foley, M., Maxwell, G. (Eds) (1997) Hospitality, Tourism and Leisure Management -  Issues in Strategy 
and Culture Cassell . 

 

Lennon, J.J. and Foley, M. (2000) Dark Tourism – the Attraction of Death and Disaster, Continuum. (now in 4th 
International Edition) 

 

Lennon J J (Editor) (2001) Tourism Statistics – International Perspectives and Current  

Issues, Continuum  

 

Lennon JJ with Smith H, Cockerill N, and Trew J (2006)  Benchmarking National Tourism Organisation – Lessons 
from Best Practice Internationally, Routledge Keegan Paul, London. 

 

 

TEXTBOOK CONTRIBUTIONS 

 

Lennon, J.J. (1991) ‘The Application of Retailing Strategies to the Management of Hospitality’ (pp 83-98) in Strategic 
Hospitality Management Boer, A. and Teare, R. (Eds) Cassell. 

 

Lennon, J.J. and Houghton P.J. (1993) ‘Strategies for the Application of Retailing to Food and Beverage Operations’ 
in David, B. and Lockwood, A. (1993) Food and Beverage Management pp 76-95, Cassell. 

 

Lennon, J.J. and McPherson, G. (1995) ‘Retailing Strategies in UK Museums and Galleries: Developing Revenue 
Generation Strategies’ in Armistead, C. and Teare, R. (Eds) (1995) Services Management:  New Directions and 
Perspectives (pp 26-37) Cassell. 

 

Lennon, J.J. (1996) ‘Marketing Eastern European Tourist Destinations’ in Bennet, M. and Seaton, A. (Eds) (1996) 
Marketing Tourism Products - Concepts, Issues and Cases (pp 103-49) Hodder and Stoughton. 

 

Lennon, J.J. (1996) ‘Hotel and Tourism Privatisation in Eastern Europe: Progress and Process’, in Leslie, D. (Ed) 
(1996) Leisure and Tourism Towards the Millennium (pp 79-91) LSA. 

 

Lennon, J.J. (1997) ‘Developing Equity Partnerships in Hospitality and Tourism Business - current practices in 
Glasgow’ in Rimmington, M. Williams, C. and Nield, K. (Eds) (1997) Hospitality Business Development . 

 

Lennon, J.J. (1998) ‘Contrasting roles in business development for the tourism and leisure industries : the case of 
Glasgow and Dublin’ in Whannel, G.(Ed) (1998) Leisure, Culture and Commerce , LSA Publications.  

 

Lennon, J.J. (2001) ‘Interpretation of the unimaginable: the US Holocaust Memorial Museum, Washington DC, USA 
and ‘Dark Tourism’  in French, R.(Ed) (2001) Challenged Tourism, Girne American University, Cyprus . 

 

Lennon J J (2001) Tourism and Hospitality Training in Developing Countries: A radical solution to training needs in Fiji 
and South Africa in Maxwell G (Editor) (2001) International Perspectives on Human Resource Management, 
Continuum 

 

Lennon J J (2002) Alternative Responses to Market Downturn: Private and Public Sector Partnerships in Tourism 
Attractions in Scotland in Published Proceedings of the 6th International Forum on Tourism Statistics, Hungarian 
Central Statistics Office 
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Lennon J and Foley M (2003) The Spectacularization of Dark Tourism: Photojournalism, Deontology and 
Commemoration in the Visitation of Sites of Mass Disaster in Lavoie V (2003) Now: Images of the Present Time, Le 
Mois de la Photo a Montreal (8th edition). 

 

Lennon J J (2004) Responding to Market Downturn:  Private and Public Sector Marketing Partnerships: the Case 
of Glasgow's Leading Attractions in McLeod D (2004) Niche Tourism in Question, Glasgow University Press 
(forthcoming) 

 

Lennon J. J. and Seaton A.V.(2004) Thanatourism in the early 21st Century: Moral Panics, ulterior motives and alterior 
desires in Singh T V (Editor) (2004) New Horizons in Tourism – Strange Experiences and Stranger Practices , CABI, 
Oxfordshire.  

Lennon J J and Smith H (2004) Shades of Dark: Interpretation at Terezin, Lety and Czech Republic in Stock A 
and Kuhle C (2004) Representing the Unimaginable Narratives of Disaster, University of Munster Press, 
Germany. 

Lennon J and Mitchell M (2007) Dark Tourism the Role of Sites of Death in Tourism  in Mitchell M (Editor) (2007) 
Remember Me Constructing Immortality – Beliefs on Immortality, Life and Death, Routledge 

 

EDITORSHIPS (FULLY REFEREED) 

 

International Journal of Heritage Studies Vol. 2 No 1 (with Malcolm Foley) 1997 Special Issue on Dark Tourism ( a 
conceptual approach to tourism developed and substantiated by J Lennon and M Foley of Glasgow Caledonian 
University).  

 

 

 

 

 

PAPERS (FULLY REFEREED) 

 

Lennon, J.J. (1989) 'Industrial needs and  education  provision:   the  case of hotel and catering management' in 
International Journal of Hospitality Management Vol. 8, No 2 (pp 156-169). 

 

Lennon, J.J. (1989) 'The sociology of  hospitality  labour  and  the neglect of accommodation   workers'  in   
International Journal of Hospitality Management Vol. 8, No 3 (pp 208-219) with Wood, R.C. 

 

Lennon, J.J. (1989) 'Entrepreneurs - reality  and  rhetoric'  in  International Journal of Contemporary Hospitality 
Management Vol. 1,  No 2 (pp 12-21) with Vannochi. I. 

 

Lennon, J.J. (1991) 'Future for...Four and Five star hotel ownership in the UK' in Insights  -  The Tourism and 
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