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Cairngorms Capercaillie Project 
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VISITOR EXPERIENCE AUDIT
An audit of where and how Abernethy National Nature Reserve, 

Glenmore Forest Park and Rothiemurchus ‘speak’ to visitor segments 

Tender reference: CCP - Delivery Phase - 009
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Working with the visitor community to Abernethy National Nature Reserve, 
Glenmore Forest Park and Rothiemurchus

The Cairngorms Capercaillie Project is collaborating with the RSPB, Forestry and Land 
Scotland and Rothiemurchus to help develop and maintain high quality, sustainable visitor 
experiences and thriving capercaillie areas in Abernethy National Nature Reserve, 
Glenmore Forest Park and Rothiemurchus. 

These neighbouring landholdings lie in the Cairngorms National Park, which is one of the 
best places in the country for nature. It is where we find some of Scotland’s wildest land, 
arctic-like mountain plateaux and Scotland’s most extensive seminatural pine forest. Half 
of the National Park is designated as being of European importance for nature through the 
Natura network and over a quarter of the UK’s rare and threatened species are found 
here, including over 80% of the UK capercaillie population.  

Taken together Abernethy National Nature Reserve, Glenmore Forest Park and 
Rothiemurchus are amongst the most visited forests in Scotland. Each year, the sites  
receive over 1 million visits. Capercaillie also use the forests all year round to breed and 
raise their young. This presents challenges as research shows that capercaillie tend to 
avoid areas near people. Visitor research commissioned by the Cairngorms Capercaillie 
Project also shows that nearly all visitors to Abernethy National Nature Reserve, 
Glenmore Forest Park and Rothiemurchus visit to enjoy "nature"; they want to know how 
best to enjoy it sustainably and are disappointed when other visitors don't.
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1. Specification of services required

Cairngorms Capercaillie Project

Funded by the National Lottery Heritage Fund, the Cairngorms Capercaillie Project is 
the coming together of more people in the Cairngorms National Park to help secure the 
long-term survival of capercaillie in the UK.

It is possible that there are now less than 1,000 capercaillie left in the UK and almost all of 
them live in the Cairngorms National Park. Capercaillie habitats are shared spaces where 
people and nature coexist. Involving people, including visitors, to secure wider ownership of 
solutions and treating conservation as a socio-ecological issue is now critical to prevent 
extinction. This broadening of capercaillie conservation to include its social context is at the 
heart of the Cairngorms Capercaillie Project.

Saving a species on the brink of extinction will always be complex, and there is no ‘silver 
bullet’, the project is therefore delivering the following range of actions across the Cairngorms 
National Park:

1. Helping communities to create and deliver their own community-led actions for capercaillie.

2. Raising awareness of the plight of capercaillie and how people can help.

3. Researching the genetic diversity of capercaillie in the National Park to help inform action.

4. Improving and creating more habitat for capercaillie and controlling predators in key areas.

5. Strengthening capercaillie monitoring to enable more informed decisions.



For many, a visit to Abernethy National Nature Reserve, Glenmore Forest Park and 
Rothiemurchus is their first and lasting impression of the Cairngorms National Park. 
Ensuring they have a "wow" experience is of paramount importance, particularly to the local 
economy. Tourism is vital to the Cairngorms National Park. It accounts for 30% of the 
economy and 43% of employment. Local residents are also visitors and depend on being 
able to actively enjoy the landholdings on a regular basis to stay healthy and happy. 

Almost all of Abernethy National Nature Reserve, Glenmore Forest Park and 
Rothiemurchus are designated under the Habitats Regulations and the Wildlife and 
Countryside Act to protect the threatened habitats and wildlife, including capercaillie, that 
the landholdings contain. Under the Land Reform (Scotland) Act 2003 all visitors have a 
right of responsible access and land managers have a reciprocal duty to respect that right. 
The Scottish Outdoor Access Code (SOAC) sets out guidance to both parties on how to 
behave responsibly. For visitors this includes taking care and following local guidance to 
avoid causing damage or disturbing wildlife. For landmanagers, this involves helping 
visitors to understand and value the importance of the area, and to be able to actively enjoy 
it through information and good path networks that help to minimise human disturbance and 
raise people’s awareness of wildlife. 

The RSPB, Forestry and Land Scotland and Rothiemurchus are committed to delivering 
their responsibilities as landowners and managers and they do so in their own way, each 
driven by their own organisational objectives and priorities. Whilst these differences need to 
be taken into account, they wish to work more collaboratively, including with the business 
community through the Cairngorms Business Partnership, to maximise the visitor 
experience and opportunities for wildlife to thrive on their landholdings, thereby inspiring 
visitors to stay longer and explore the National Park more widely, and so increasing their 
contribution to the local economy. To this end, the three organisations have developed the 
following shared vision ....
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____________________________________

“Thriving capercaillie areas and high       
 quality sustainable visitor experiences” 

______________________________________

Achieving the vision

The first step towards achieving their vision saw visitor research undertaken from June to 
September 2021 by Heritage Pathfinder. Over 1,200 visitors, including local residents, to 
Abernethy National Nature Reserve, Glenmore Forest Park and Rothiemurchus took part. 
The research findings and visitor segmentation model produced (Fig 1) offer deeper insights 
into visitor types based on motivations and values. These insights and the resulting common 
language have begun to enable the RSPB, Forestry and Land Scotland and Rothiemurchus 
to make progress towards their vision. The next major step is to now identify where and how 
the sites are currently ‘speaking’ to the visitor segments identified through the visitor research. 
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Services required

We are seeking a visitor experience consultant to help us understand the experiences        
of visitor segments to Abernethy National Nature Reserve, Glenmore Forest Park and 
Rothiemurchus. We want to better understand where and how the sites currently speak 
to the visitor segments identified in the visitor / visit segmentation model in Figure 1. 

For natural heritage sites in Scotland this is pioneering work. The visitor segments are 
based on how people think and feel, their attitudes, beliefs, values and what motivates 
them. A visitor experience audit based on these segments will enable the sites to refine 
their offers and better meet the needs of segments in a way that also enables capercaillie 
to thrive. It will enable the sites to make it even easier for all visitor segments to do the 
right thing by successfully engaging with each segment in a more strategic, meaningful 
and potentially more creative way. We are therefore seeking an outstanding consultant 
who is able to spend quality time on each site and has a breadth of experience 
conducting impactful visitor experience research, analysis and evaluation in the heritage 
sector. The work we require a consultant to undertake is as follows: 

Step 1: Understanding the segments
Review and become familiar with the visitor research findings and visit / visitor 
segmentation model produced in 2021 by Heritage Pathfinder, including the interests and 
values of each segment; what they do in Abernethy National Nature Reserve, Glenmore 
Forest Park and Rothiemurchus and elsewhere in the vicinity; where and how best to 
communicate with them, on and offsite, and what they feel about their experiences and 
how they could be better.

Step 2: Orientation 
Become familiar with the sites, including the main arrival points and capercaillie areas. 
Abernethy National Nature Reserve, Glenmore Forest Park and Rothiemurchus 
combined extend to 200 km sq. and include 15 main arrival points for a wide range of 
activities. The map on page 9 (Fig 2) provides a sense of scale, the location of the sites 
and the wider visitor infrastructure of the Cairngorms National Park. 

Step 3: Auditing offsite 
Conduct an audit of the pre-arrival information shared online about the sites and other 
things that speak to visitors through offsite touch points before they arrive, for example if 
traveling to the sites by car or bike, or receiving information at the VisitScotland Aviemore 
iCentre. 

Step 4: Auditing onsite and reporting back 
Conduct walk-throughs on each site with relevant local, regional and national staff. Take 
notes and photos and use these and the findings from Step 3 to produce a written report 
for each site to help inform their business planning, site management plans and budgets.

The primary focus of each walk-through is to experience sites from the perspective of 
different visitor segments; noting if and how the sites speak to each segment about 
capercaillie and their habitat and more generally how they speak to segments in and 
around capercaillie areas regardless of the message.  
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Reason: to provide the umbrella that joins up the wide range of strategies and raises the bar in 
terms of influencing people, whether residents, visitors, customers, business, the third sector or 
public bodies. It would best encompass the natural and cultural heritage, sustainable use, 
learning, enjoyment, community and sport but also have a short catch phrase.  To be initiated as 
part of the audit?

The outputs will be used by the RSPB, Forestry and Land Scotland and Rothiemurchus to         
work more collaboratively together. However, it is important to note that this work is not about 
developing homogeneous visitor experiences. This is not about the sites losing their identity. 
This is about being able to work more effectively together and achieve more collectively in a       
co-ordinated way. This is about creating healthier more connected forests where nature can 
thrive and being able to achieve this because the sites have a shared and more informed 
understanding of their visitors and visitor experiences. The outputs also stand to benefit the 
Cairngorms Business Partnership in its work promoting the responsible enjoyment of the 
Cairngorms National Park and the Cairngorms National Park Authority in its role co-ordinating 
strategic work on tourism infrastructure and managing for visitors in the area.

We are interested to know about all that speaks, including the conscious and designed 
experiences on each site, from signage, infrastructure and activities, particularly those activities 
that are designed to encourage visitors away from capercaillie areas, to the unconscious 
messages that visitors are receiving, bearing in mind that some visitors will experience the sites 
on foot and others on bike. We would also like to know about what speaks first, what speaks the 
loudest and the hierarchy of messages on each site. It would also be helpful to know how visitor 
segments interact, for example how the behaviour of one visitor segment is speaking to and 
potentially influencing another.

The walk-throughs will ideally take place during the capercaillie breeding season which ends in 
mid August. During this time seasonal signage is in place which is designed to draw extra 
attention to local guidance to help visitors avoid causing disturbance to capercaillie. To help 
build a year-round picture of how the sites speak, or the different volumes they use at different 
times of year, it is important that the consultant engages with site staff to identify any differences 
at play if the audit was undertaken outside of the capercaillie breeding season and what this 
might mean for visitor experiences. 

Step 5: Creating a shared guidance document 
Based on Steps 3 and 4, provide a guidance document which summarises how the sites 
currently speak to each visitor segment and provides recommendations for how the sites and 
their experiences can be refined to make it even easier for all visitor segments to do the right 
thing. This should include recommendations for how to successfully engage with each segment 
in a more strategic, meaningful and potentially more creative way; recommendations about how 
experiences can be promoted and facilitated in a way that leads to more sustainable outcomes; 
and suggested ways of speaking to all visitor segments about the exceptional importance of the 
Cairngorms for nature and the role that Abernethy National Nature Reserve, Glenmore Forest 
Park and Rothiemurchus, and visitors to the sites play, in enabling that natural heritage to thrive.

Outputs 
1. Three site specific reports (one for each site) documenting the findings from each offsite

and onsite audit as described in Steps 3 and 4.

2. A single shared guidance document as described in Step 5.
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Timescales 
Activity 

Deadline for submissions  

Interviews (if required)

Start-up meeting, delivery milestones agreed, contract awarded 

Contract ends 

Budget 
A £15,000 indicative budget is available. 

Support 

The Cairngorms Capercaillie Project Team will be the main point of contact for this brief 
and will work on behalf of the RSPB, Forestry and Land Scotland and Rothiemurchus 
to manage, coordinate and provide support as required. 

Date 

Thurs 4 August (12 noon)           

w/c Monday 8 August

w/c Monday 8 August 

Friday 30 September
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Figure 1: Visitor / visit segmentation model developed using data from visitors to Abernethy National Nature Reserve, Glenmore Forest Park and Rothiemurchus. 
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Figur e 2: Location of the research area and visitor infrastructure across the Cairngorms National Park 
 Reproduced by permission of Ordnance Survey on behalf of HMSO. © Crown copyright and database right 2019. All rights reserved. Ordnance Survey Licence number 100040965 Cairngorms National Park Authority. 



2 Instructions to tenderers 

1   Background to the Cairngorms National Park 
National Parks in Scotland are set up under the National Parks (Scotland) Act 2000 and the 
relevant designation order (specific to each Park). The Act specifies four aims for National Parks 
(below). The Act specifies an overriding purpose, which requires the National Park Authority to 
ensure that the aims are collectively achieved in a coordinated way; 
- to conserve and enhance the natural and cultural heritage of the area
- to promote sustainable use of the natural resources of the area
- to promote understanding and enjoyment (including enjoyment in the form of recreation)

of the special qualities of the area by the public
- to promote sustainable economic and social development of the area's communities

2 Further information 
i. Enquiries should be made via Public Contracts Scotland. Closing date and time for

queries is 12 noon on Monday 1 August 2022.

3 Completion and submission of tender 
i. The tender must be typed and all prices specified in sterling. All tender forms can be signed 

electronically by an authorised signatory. Evidence of such authority may be required. Tenderers 
must complete a fee tender return which should include sufficient detailed information for the 
National Park to understand the bidder’s pricing. This should be returned with the tender 
submission.

ii. Please upload your completed tender to Public Contracts Scotland no later than 12 noon on 
Thursday 4 August 2022.

iii. Any tenders received after 12 noon on Thursday 4 August 2022 will not be considered. It is the 
responsibility of the tenderer to ensure that the tender is submitted on time.

iv. Tender submissions should detail the following;

Service management:

- An indication of how you would meet the services required.

- Recent, relevant examples of completed work and your experience / the experience
of your team.

- Your methodology for working with us to achieve the required outputs.

- Details of any matters which may have an impact on your ability to meet  the requirements 
of this tender.

- A detailed delivery      timeline.

- Your fee including a breakdown of all costs necessary to satisfactorily meet this brief
and any VAT applicable.

- Last available audited accounts, or equivalent.

- The service and support location for this contract.

- Narrative on equal opportunities and fair working  practices.
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 Providing a quality service: 
- How you will monitor and provide a consistently high level of service.
- Details of any quality management certification or other systems in place.

Net Zero: 
Please provide narrative on measures you have in place to ensure carbon reduction.

Equal Opportunities & Fair Working Practices: 
Please provide narrative on the measures you have in place to ensure equal 
opportunities and fair working practices, this includes modern slavery.

4 Validity period 
i. Tenders must remain open for acceptance up to Monday 29 August 2022

5 Evaluation / acceptance of tender 

i. The contract shall be awarded on the basis of the tender which is economically the
most advantageous having regard to price and quality ensuring also capacity to meet
the CNPA’s requirements in full.

ii. The CNPA shall not be bound to accept the lowest or any tender.

iii. The CNPA will not be responsible for any costs incurred by a bidder in making their submission.

iv. Tenders will be evaluated on the following basis: 30% Cost and 70% Quality and Technical.

v. The quality and technical elements are to be evaluated on the following  basis:
- Understanding of the brief 40%
- Previous experience and CVs of proposed staff 50%
- Net zero 5%
- Equal opportunities & fair working practices 5%

For the purposes of evaluating all bids received the CNPA follow and utilise the evaluation 
matrix as described in the Scottish Government Procurement Journey. The quality elements 
will be scored on the following basis: 

- Unacceptable (0) Nil or inadequate response. Fails to demonstrate an ability to meet
the requirement.

- Poor (1) Response is partially relevant but generally poor. The response addresses some
elements of the requirement but contains insufficient / limited detail or explanation to
demonstrate how the requirement will be fulfilled.

- Acceptable (2) Response is relevant and acceptable. The response addresses a broad
understanding of the requirement but may lack details on how the requirement will be
fulfilled in certain areas.

- Good (3) Response is relevant and good. The response is sufficiently detailed to
demonstrate a good understanding and provides details on how the requirements will be
fulfilled.

- Excellent (4) Response is completely relevant and excellent overall. The response is
comprehensive, unambiguous and demonstrates a thorough understanding of the
requirement and provides details of how the requirements will be met in full.
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vi. The minimum score required that must be achieved for each of understanding of the brief and
previous experience is 2. Any bidder not achieving the score of 2 for each of these elements
will have been deemed to have not met our minimum requirements and the whole bid will be
rejected.

vii. If the tenderer does not submit the required information as indicated they will score very low
with that criteria and past experience shows that even though a tender submission might be
the cheapest, it has failed on quality criteria because of lack of information.

6 Collusive tendering 
i. Any tenderer who:

a) Fixes or adjusts the amount of their tender by or in accordance with any agreement   or 
arrangement with any person; or

b) Communicates to any person other than the CNPA the amount or approximate amount of 
their proposed tender (except where such disclosure is made in confidence in order to obtain 
quotations necessary for the preparation of the Tender or insurance or a bond); or

c) Enters into agreement with any other person that he shall refrain from tendering or as to the 
amount of any Tender to be submitted; or

d) Acts in any way to the general disadvantage or detriment of this tender process with the 
potential to limit the value of the contract to the public purse shall be disqualified without 
prejudice to any other civil remedies available to the CNPA and without prejudice to any 
criminal liability which such conduct by a tenderer may attract.

7 Errors & alterations 
i. Tenderers are advised that if the CNPA suspects there has been an error in the price of calculation

in a tender it reserves the right to seek clarification as it considers necessary from the tenderer.
ii. Tenders must not be qualified and tenderers must not make any changes to the tender documents.

8 Contract 
i. The successful tenderer will be expected to enter into a contract with the CNPA.
ii. Following the evaluation of tenders based upon the quality/price evaluation as described earlier

the CNPA will rank the contractors and award the contract to the highest ranked contractor. The
CNPA will inform all tenderers who have been unsuccessful.

9 Sub-contracting 
i. Tenderers should outline details of any part of the proposed contract which they would envisage

sub-contracting to a third party. The tenderer will have to demonstrate that any sub-contractors
proposed will be at the responsibility of the tenderer and that the subcontractor meets at least all
the qualities/standards of the tenderer.

ii. If the tenderer intends to subcontract any elements of the service to be provided, any questions
should be answered as if it were the tenderer who was carrying out the service.

 10   End of contract 
i. Tenderers shall be required to maintain a high level of service during the end of contract phase.
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11   Other suggestions 
i. Whilst every effort has been made to outline the CNPA’s requirements, other suggestions will be

welcomed. The CNPA is keen to form a pro-active partnership with its supplier going forward and
tenders will be partially evaluated by reference to this area. If tenderers propose other services,
they must provide a clear explanation of the benefits to the CNPA if the service is used. This
should include any plans to introduce new products or services or amend the methodology etc.

12 Other charges 
i. Whilst every effort has been made to outline all the requirements of the CNPA, tenderers must ensure

that their tender document covers all the services and charges that are applicable. For example, fees
quoted must include travel costs and expenses. However, if there are additional charges relating to the
production of reports or copying and distribution of documents these must be highlighted.

13 Freedom of Information 
i The CNPA is subject to the provisions of the Freedom of Information (Scotland) Act 2002 and the 

Environmental Information (Scotland) Regulations 2004. In the interests of transparency in the use 
of public funds and demonstrating best value for money, where any information you provide in your 
tender documents is the subject of a request under the aforementioned legislation the CNPA may 
be required to release your information into the public domain.   

If there is any information which you feel is genuinely commercially sensitive and/or confidential 
please bring this information to our attention in your tender submission and we may be able to 
exempt its release under the aforementioned legislation, however this is not guaranteed. 

If a request is received for information which would constitute in whole or in part information you 
have highlighted as commercially sensitive and/or confidential we will consult with you prior to 
responding to that request, and you may be required to provide evidence to support your position. 
If you do not highlight information to us at this stage, we will be entitled to assume that you do not 
consider any of the information contained within your tender submission to be commercially 
sensitive and/or confidential and may not consult with you in the event of a request being received. 

The final decision on the release of any requested information lies with the CNPA. Any information 
that may be deemed to be commercially sensitive at the time of an information request is likely to 
lose such status over the passage of time and may not be considered commercially sensitive 
and/or confidential in perpetuity. 

14 Purchase orders, billing & payment information 
i. Tenderers are required to submit a fixed price and provide a breakdown of all costs including fees

and expenses and VAT for delivering the outputs detailed herein.
ii. The CNPA will pay in arrears.
iii. Purchase orders will be issued prior to commencement of all work.
iv. Billing will be per hour or part thereof. Invoices should be issued with full breakdown in arrears.

Electronic invoices will be accepted.
v. The CNPA has a target of paying invoices within 10 days from receipt of an agreed invoice.
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15   Third parties 
i. The CNPA, on behalf of the Cairngorms Capercaillie Project, will either directly employ or engage

consultant advisors and co-ordinators to offer specialist advice. Tenderers should outline details
of any part of the proposed contract where they would envisage contracting to a third party and
or engaging specialist consultant advisors and co-ordinators. The tenderer will have to
demonstrate that any proposed contractors, consultant advisors and co-ordinators meet at least
all the qualities/standards of the tenderer and will be at the responsibility of the tenderer.
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