
 

 

Members Forum  

  

In the Chair: Malcolm Oliver, Director  

Panel: Steve Bishop, Director; Wendy Sudbury, Director; Matthew Humphreys, Head of 

Hotel Operations; David Harrington, Head of Commercial.  
 

Malcom Oliver welcomed members to the Members’ Forum. The following feedback 

was shared following the matters raised in 2018 Members Forum, which the Board had 

promised to look into further:  
 

Younger leaders  

Last year the Society was asked what they were doing to attract younger leaders. 

David confirmed the average age of all leaders is now 51 compared to 57 last year.   

  

Luggage Labels  

Following guest feedback David Harrington confirmed that luggage labels had been 

re-introduced for final abroad guest dispatches.     

  

  

Questions from the floor and written questions to the 2019 Members Forum  

Responses to questions were as follows:  

 

Environment 
Malcolm highlighted that there had been a number of submitted questions 

surrounding the subject of environment. He shared that where possible HF Holidays 

aims to purchase products that are certified by Fairtrade or rainforest alliance, or both, 

he added that the Society selects suppliers by their business practice, sometimes 

opting for a slightly more expensive supplier because of their ethical and 

environmental approach.   
  

Last year the Society made a pledge to remove all single use plastics throughout our 

business, where possible. Malcolm shared that this year plastic bottles of water had 

been removed at the 18 UK country houses. He confirmed that instead, HF Holidays 

had installed drinking water taps and is now selling aluminium water bottles if a guest 

forgets to bring one. On the back of this change, Malcolm advised that HF Holidays 

had committed to giving some of the sales revenue to ‘Help Surfers Against 

Sewage’, to support their ongoing campaign to clean British beaches. He also 

shared that HF Holidays are ready to change picnic lunch packaging to a 

biodegradable version, and confirmed it is more expensive, but believed it is worth it 

– he highlighted a need to use up current stock first before introducing the new 

packaging.   

   

Regional Flights 

David advised that most allocated flights are from London. To provide regional flights 

there needs to be a minimum of 10 seats on a regional flight and that Manchester is 

the priority but we will consider other regional locations including Leeds Bradford. 

 

Walking 



 

 

Malcolm confirmed our aim is to have a 2-week walking programme at all houses, 

within constraints such as grading and transport. He confirmed that we have 

consolidated the very best walks at some locations to improve the guest experience, 

but we are trialling the use of a minibus and flexible coach sizes in the Lakes to help 

give more options. 

 

Leisure Activity holidays 

Wendy Sudbury confirmed that for 2020 there would be one brochure containing all 

Leisure Activity holidays including photography holidays.  

 

AGM venue 

Malcolm confirmed that 2019 AGM in London and the 2020 AGM in Birmingham were 

an experiment to see if attendance improved.  He also highlighted that to 

compensate for the loss of the celebration AGM, the Society is trialling more member 

events at the houses with a formal Board presence.  

 
Digital marketing 

Wendy confirmed that HF Holidays operates within a crowded market place and that 

competition is fierce. She reported that HF Holidays uses reports to monitor digital 

activity including whether members and guests book as a result. She shared that the 

insights presented to the marketing team allows them to make smarter decisions 

surrounding digital marketing activity.  

 

Member House parties 

Malcolm stated he believes that HF Holidays offer good value Members Breaks out of 

season, particularly when compared to competitors who are half board and don’t 

include activities. He also confirmed that this year there are 13 dedicated Member 

Breaks, 9 dates across the year in both the peak and off-peak season that are self-

guided. He went on to share that 3 Member Celebration Breaks and 2 Investment 

Members’ Breaks had also been introduced for 2019, both offering guided walking.  

 

Group dining  

Matthew Humphreys apologised that the group of 8 hadn’t been able to reserve a 

table at one of the houses, he confirmed that generally this can be done.  

 

Country houses 

Malcolm agreed that our dining rooms are noisy, perhaps because of the table size 

to aid conviviality in part.  He confirmed we are aware of the issue and had discussed 

with others in the industry to see how best to address through measures such as 

acoustic wall panelling. HF Holidays will consider in new refurbishments. 

 

Expansion plans 

Steve Bishop confirmed there are no current plans to extend the estate. He did 

however confirm that the Society has successfully extended for example in Scotland 

through the introduction of Scottish Trail holidays using third party accommodation.  

 

Vegan catering 

Malcolm shared that HF Holidays takes dietary issues very seriously highlighting that HF 

Holidays was the first accommodation provider to be accredited by Coeliac UK. He 

continued to share that over the last few years HF Holidays had focussed on improving 



 

 

its vegetarian range. He went on to say that adding a full range of vegan options to 

every menu, every day is a great aim to have, although there is not currently a high 

demand for this diet choice yet and by adding it routinely would add additional cost 

to the kitchen operation and therefore the holidays. Malcolm confirmed that the 

current approach is working for HF Holidays.   

 

Solo travel 

David confirmed that it was disappointing that the individual had not been able to 

go book two single rooms on a 7-night holiday during peak season. He also confirmed 

that for 2020 the team are trying to improve the planning for 7-night holidays and keep 

them free of group bookings to ensure more single rooms are available. Steve 

reminded the audience that some of the houses only have four single rooms and 

encouraged members to book early to secure these.  

 

Electric charging points 

Malcolm shared that a couple of members had submitted the same question 

regarding charging points. He advised that the Society had spent a lot of time looking 

at the best option to trial this at Longmynd House in Church Stretton. He advised that 

a suitable supplier was yet to be found who could install the equipment at a sensible 

cost. Malcolm also shared that another complication is whether a charge for using 

the service. A show of hands confirmed that more members now drive an electric car 

compared to when HF Holidays previously asked members at an AGM, and that the 

Society would continue to explore opportunities to provide a service.  

 

Local groups 

David confirmed that HF Holidays has a network of groups that are linked to HF 

Holidays. However, he also expressed that getting data of those local group’s 

individuals would be beneficial for HF Holidays too. However, he highlighted it 

important to be mindful of GDPR. David also stated that local groups are also listed 

on the HF Holidays website.  

 

City Breaks 

Wendy shared the satisfaction of one member who she had spoken to about how 

much they enjoyed the HF Holidays’ City Break to Berlin. She went on to explain that 

we are aware of our environmental footprint as a tour operator. She also shared that 

the Society had been reviewing the City Breaks programme from many perspectives 

including commercial, customer and company fit and for now had decided to no 

longer offer such tours in 2020.  

 

Group booking registration form 

David agreed to review the group booking registration form and improve it. He also 

shared that since the appointment of the IT Development Manager who is 

researching and considering an improvement across HF Holidays IT systems 

highlighting how complex the Society is in terms of IT systems, and noting the different 

needs across the business.  

 

Voting and Registration 

David confirmed that voting and registration could be completed online and offline. 

Malcolm stated that there was no knowledge of members voting at random due to 

only being able to register online by voting first.  



 

 

 

Communication 

Malcolm apologised to the member about the lack of communication from the 

leader team and highlighted that last year the team had experienced some problems 

not least generated by the high demand and a need to arrange for more leaders. 

Malcolm confirmed that the Society had increased staff, restructured the team and 

that they all now report to a new appointment of Head of People and Culture, based 

at Penrith who is a member of the Senior Management Team, Malcolm hoped the 

individual would see an improvement. 

 

Diversity 

Kate Geal stated that HF Holidays do quite a lot around diversity and inclusion both 

for employees and customers, then acknowledged that there is still more to do.  

 

Mailing 

Michelle Laverick responded to the question by sharing that when a member books 

a Leisure Activity holiday and a Walking holiday it is a challenge for the team to target 

the right holiday to the individual. Wendy also confirmed that it is possible to mail 

forbid paper communications from HF Holidays, apart from member communications 

which all members can choose to go digital. 

 

AGM Governance 

Malcolm confirmed a good balanced board who represent the membership is 

essential. He also suggested a need to be a diverse board with a wide range of skills, 

knowledge and background. He reminded the audience that all members are 

eligible to be nominated.  He confirmed that last year there were no female nominees 

– however, this year 12 candidates had applied. 

 

Family holidays 

Wendy responded by stating that family holidays are provided outside of school term 

dates and are exclusive to families only. David also added that there is a dedicated 

page in the walking brochure and that family locations and dates are changed each 

year to refresh what is offered at each half term and Easter. He also added that in the 

mountain houses like Glen Coe children can go out on the guided walks on their own 

as HF Holidays is licenced to do this.  

 

Guest holiday information 

David confirmed that the feedback on the content and appropriate language used 

in our guest holiday information would be reviewed and considered for our English 

and American guests eg anorak/cagoule terminology, and apologised for any 

mistake on appropriate kit lists.  
 


