
GREENE KING’S KEY CONSUMER TRENDS – 
MARK BLYTHMAN, STRATEGY AND INVESTOR 
RELATIONS DIRECTOR AT GREENE KING 

The size of the Novus estate allows the business to 
monitor guests and preferences in real time. How-
ever, when it comes to a portfolio as vast as Greene 
King’s, other tools and methods must be put into 
place in order to analyse the market. Mark Blyth-
man spoke ardently on how the modern-day guest 
has come to expect so much more in today’s indus-
try. Through large-scale data evidence, he spoke 
about how convenience, food quality, innovation, 
improvement, personalised service and atmos-
phere are all essential considerations through the 
Greene King business. 
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Closer to consumers
The 2016 Pub Goers Conference brought together a room 

full of UK operators, eager to find out more about their 
current and potential guests 

THE PUB GOERS SURVEY 2016 – HELEN LIGHT, 
CARDINAL RESEARCH 

Back for its fift h year, the Pub Goers Survey was pre-
sented by Helen Light of Cardinal Research. Pub & 
Bar once again teamed up with Cardinal to deliver 
the magazine’s bespoke report on the pub-going 
people of the UK. 

For 2016, the Pub Goers Survey took on a digital 
focus. As Light revealed on the day, this could mean 
a WhatsApp conversation between friends discuss-
ing which pub to go to, or a family member posting 
a pub review on TripAdvisor. Then you have Twitter, 
Facebook, Instagram and the rest, not forgetting 
the all-important pub website, which one in five po-
tential guests now check out before visiting. 

THE ‘PUB GOING DASHBOARD’ – SIMON GASKE, CUS-
TOMER EXPERIENCE DIRECTOR OF NOVUS LEISURE 

Simon Gaske from Novus Leisure continued the 
digital theme to the beginning of the day. As cus-
tomer experience director, Gaske has helped cre-
ate Novus Leisure’s pub going dashboard. Only 
the audience present on the day were able to ap-
preciate the depth and detail that this piece of 
digital equipment goes to, but it is clearly one of 
the most high-tech ways of monitoring, analysing 
and interacting with on-trade clientele. From good 
feedback to complaints and special requests of 
specific orders, the platform allows Novus to make 
their guests’ experience that much more personal 
each and every time. 
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When devising this year’s Pub Goers Conference, the team at Pub & Bar 
decided to focus on individual on-trade elements. The amount of consid-
erations that make up the day-to-day operations of pub and bar businesses 
can be overwhelming to say the least, but when it comes to the thoughts, 
behaviours, tendencies and preferences of pub goers, the daunting delib-
erations for operators increase further still.

With this in mind, when selecting the expert guest speakers that made up the 
Pub Goers Conference this year, we specifically targeted specialist presenters 
to enlighten our audience around the market areas that they know best. Yes, 
there were some consistent guest overviews that remain prevalent when de-
constructing data and trends within the industry, but each segment of the day 
came back round to home in on the dedicated topics that each speaker knew 
inside out. There was no general market overview that pub operators will be 
all too used to seeing. From sport and food, to digital considerations and pub-
going legalities – many a topic was covered and many lessons were learned. 
Here’s a snapshot of what happened on the day… 

DEALING WITH TROUBLEMAKERS – DAVID 
CLIFTON, DIRECTOR OF CLIFTON DAVIES, AND 
ROY RAMM OF EXTRAYARD

David Clift on joked how his presentation on dealing 
with troublesome guests wasn’t so complementary 
to the strapline of the Conference, ‘bringing you 
closer to consumers’. Nevertheless, Clift on and Roy 
Ramm’s talk on the legalities and considerations 
when dealing with troublemakers in on-trade out-
lets was packed with highly knowledgeable advice 
and suggestions that only years in the industry can 
bring. The duo discussed various topics, from data 
protection and discrimination, to CCTV and han-
dling any potential post-incident PR. It was an en-
capsulating presentation. 

HOW PUB GOERS CONSUME SPORT IN THE 
MODERN ON-TRADE – ROB BLACKIE AND MARTIN 
DELAMERE, BT SPORT  

After a swift tea break, Rob Blackie and Martin 
Delamere took to the stage to talk about the con-
sumption of sport and how operators can best 
harness this ever-growing on-trade occasion. 
The pair gave advice on the best time for a pub 
to tweet about the games they’d be screening, as 
well as the importance of speed of service and 
tips on creating the right atmosphere for the right 
venue. Through video case studies with pros-
perous sports-screening operators, Blackie and 
Delamere portrayed just what can be achieved 
through the right approach. 

OPERATING IN FRANCE – CRAIG MAYES, DIREC-
TOR OF CHARLES WELLS FRANCE

The comparisons that Craig Mayes made with oper-
ating in France and England were a fine testament 
to how successful the Great British pub model can 
be overseas. Yes, pub goers from the UK tend to seek 
out a familiar pub outlet when travelling abroad, 
but the Charles Wells France estate is made up of 
loyal French consumers. Their fondness for tradi-
tional pubs and bars has allowed Charles Wells to 
replicate the UK pub model of old in a market that 
sees it as fresh and diff erent to the bars that they’re 
used to. From menu considerations to the serious-
ness of terrorist attacks, Mayes’ talk left  the Pub 
Goers Conference with a great deal to contemplate. 
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“It’s not about digital marketing. This is 
about marketing in a digital age”



32 Pub & Bar  | 24.10.2016 pubandbar.com

REVIEW: PUB GOERS 
CONFERENCE 2016 

CAMRA, THE REVITALISATION PROJECT  
– TIM PAGE, CEO OF CAMRA  
  
More than 20,000 of CAMRA’s 181,000 members have 
expressed their opinions about who the organisation 
should represent. The organisation is also seeking 
views about whether CAMRA should retain its focus 
on real ale and traditional pubs, or widen its scope of 
interest to attract and represent a broader constitu-
ency of beer lovers and drinkers who favour pubs, 
bars, clubs and other on-sales venues. Tim Page 
spoke about CAMRA and its work in championing the 
interests of beer drinkers and pub goers, providing 
insight into some of the issues that are under debate 
as the organisation seeks to maintain its relevance, 
45 years on from its foundation.

THE STORY OF RED’S AND THE CASUAL DINING 
CONSUMER – JAMES DOUGLAS, CO-FOUNDER OF 
RED’S TRUE BARBECUE 

If there were ever a contrasting presentation to one 
on industry regulation, it’s the story of Red’s True 
Barbecue told by its co-founder. Douglas’ talk con-
tained mouth-watering food shots, videos reminis-
cent of MTV’s Jackass, and a number of profanities. 
As one guest said on Twitter, it was “a wonderful 
combination of insight, sarcasm, virtual calories and 
killer quotes”. Even so, the Red’s approach to inter-
acting with their guests and offering a core product 
that people are demanding has led to ultimate tri-
umph across the UK. It seems it’s easier to know your 
customer when they’re so similar to yourself. 

THE DEMISE OF DEMOGRAPHICS  
– FRASER BRADSHAW, CEO OF SAINTNICKS  

Fraser Bradshaw’s 2015 presentation on the pub-go-
ing market seemed only to be a smidgen of content 
when compared to other material he holds on the 
subject. As a result, Bradshaw’s return to the Pub Go-
ers Conference was extremely welcome by attendees. 
By outlining the definition of his three core consumer 
groups – Settlers, Prospectors and Pioneers – he en-
lightened the audience on just why the old classifica-
tions of demographics are likely to hinder research-
based operational decisions. He advised attendees to 
“look for social and cultural capital in your customers” 
and gave wonderful descriptions on just what level of 
quality guests are now looking for in outlets.
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Tristan O’Hana, editor of Pub & Bar, hosted the day The audience asked questions after each talk
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AN UPDATE ON REGULATION  
– BRIGID SIMMONDS, CEO OF THE BBPA  

After a fantastic lunch was delivered by the 
wonderful Royal Garden Hotel team, Brigid Sim-
monds, CEO of the BBPA, took to the stage to give 
an update on regulation. Although, as Simmonds 
said, times are uncertain for the sector, her sta-
tistics on the striking services that pubs provide 
across the land had the whole room united, as 
well as those following the day on Twitter. In 
particular, the fact that pub goers are now en-
joying 1bn pub meals a year is quite remarkable. 
Pubs offer 50,000 bedrooms and generate £22bn 
in economic activity, £13bn in tax revenue and 
900,000 jobs. 

EVOLVING A FOOD OFFER FOR THE MODERN 
CONSUMER – CHRIS KNIGHTS, GROUP EXECUTIVE 
CHEF OF YOUNG’S 

Overseeing the food offer across the whole of the 
Young’s and Geronimo Inns estate, Chris Knights cer-
tainly has his work cut out. This much is true. What’s 
also true is that Young’s pubs currently have one 
of the most successful food set-ups in the industry. 
While talking to the Pub Goers Conference audience, 
Knights detailed just how he and his team have come 
to deliver a mix of menus that suit almost any occa-
sion for any guest. Only by listening to and knowing 
his customers has Knights been able to help deliver 
new ideas, tempting menu descriptions and, most 
notably, the booming Burger Shack concept.

ALMR PANEL DISCUSSION 

Chaired by Kate Nicholls, CEO of the ALMR, this 
year’s panel discussion was made up of Peter 
Marks, CEO of The Deltic Group; Chris Hill, CEO of 
New World Trading Company; Simon Kaye, COO 
of iNTERTAIN; and Ben Levick, MD of The Apart-
ment Group. 

It was the contrast in the operations of the 
above businesses that made for an intriguing 
debate when contemplating the behaviour of on-
trade guests. Although concepts and approaches 
differed, the common goal remained the same – 
getting people through the doors and spending 
money on a quality product and experience, time 
and again.  
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The audience take in the 2016 Pub Goers Survey

Cardinal’s Helen Light kicked off the morning session


