
From: [Redacted] 
Sent: 08 April 2022 13:07  

To: Minister for Transport <MinisterFT@gov.scot>; Minister for Energy, Connectivity and the 
Islands <MinisterECI@gov.scot> 

Cc: Minto J (Jenni), MSP <Jenni.Minto.msp@parliament.scot>; 

Ariane.Burgess.msp@parliament.scot; Donald.Cameron.msp@parliament.scot; Grant R 
(Rhoda), MSP <Rhoda.Grant.msp@parliament.scot>; 
Jamie.HalcroJohnston.msp@parliament.scot; Mountain E (Edward), MSP 
<Edward.Mountain.msp@parliament.scot>; Emma.Roddick.msp@parliament.scot; 

Douglas.Ross.msp@parliament.scot; [Redacted] 
Subject: RE: ICIA needed to assess CalMac's inequitable booking system 

 

Dear Ministers 
 
Can I please prompt for a response on this email thread? Thank you.  
 

We have today published details of the ‘Samso Style’ booking system outlined 
below, and will shortly be canvassing local opinion on it via an online survey.  
 
We look forward to hearing from you on this important topic. 

 
Best regards 
 
[Redacted] 

 

 
Mull & Iona Ferry Committee 

www.mullandionaferrycommittee.org 

[Redacted] 
 

From: [Redacted] 
Sent: 24 March 2022 22:22 

To: MinisterFT@gov.scot; Minister for Energy, Connectivity and the Islands 
<MinisterECI@gov.scot> 
Cc: Minto J (Jenni), MSP <Jenni.Minto.msp@parliament.scot>; 

Ariane.Burgess.msp@parliament.scot; Donald.Cameron.msp@parliament.scot; Grant R 
(Rhoda), MSP <Rhoda.Grant.msp@parliament.scot>; 
Jamie.HalcroJohnston.msp@parliament.scot; Mountain E (Edward), MSP 
<Edward.Mountain.msp@parliament.scot>; Emma.Roddick.msp@parliament.scot; 

Douglas.Ross.msp@parliament.scot; [Redacted] info@islandsteam.scot; 
Cameron.Anson@gov.scot; [Redacted] 
Subject: RE: ICIA needed to assess CalMac's inequitable booking system  
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Our Reference: 202200284586 
Your Reference: ICIA needed to assess CalMac's inequitable booking system 
 

Dear Minister and Cabinet Secretary 
 
We have not yet had a response to the email below, so I am taking the opportunity to 
write again and give you detail of a ferry booking system in operation in Denmark 

with similar challenges, but a much more satisfactory outcome.  
 
I would also like to take the opportunity to welcome comments made in the Chamber 
yesterday by you Jenny, firstly recognising that the ferry service is falling short of 

what it should be, and also highlighting the importance of listening to users. We 
agree with you that the ferry service should be shaped to the needs of island 
resident users. 
 

I spoke earlier this week with the Managing Director of the state-owned ferry 
company that operates ferry services to the Danish island of Samso. Samso has 
some of the same challenges as the Hebrides – a ferry service with limited capacity, 
and competition for access in the summer months between local users and visitors. 

When I described our situation and our current first-come-first-served ticket sales 
system, he immediately recognised how unsatisfactory and unfair it was. He went on 
to describe the simple and elegant system they use to ensure access to the ferry 
service is equitable –  

 
1. Island residents and regular users (like commuters, doctors, tradesmen and delivery drivers) 

are issued with a ‘commuter card’. Each card includes a photograph of the holder and is not 
transferrable.  

2. When buying a ticket, island residents present their commuter card and the company 
collects detailed records of how many card holders (and their vehicles) travel on each sailing, 
on a daily, weekly and annual basis. They therefore know exactly what the local demand is 
on each sailing.  

3. For each sailing, the company refers to those records and predicts how many local spaces 
will be needed for local travellers. They reserve that number of vehicle spaces, making them 
available only for card holders. 

4. Non-card holders are allocated tickets in the remaining spaces on a first-come first-served 
basis. 

5. If the company under-estimates how many local spaces are required on a particular sailing, 
card holders are boarded ahead of non-card holders and low-priority commercial vehicles. In 
these (rare) circumstances, this most usually results in a low-priority commercial vehicle 
being ‘bumped’ to the next sailing, in return for a discount on the ticket fee. Very very rarely, 
it may result in a non-card holding car driver with a ticket being ‘bumped’ to a subsequent 
sailing, again with some compensation.  

6. Island resident card holders are therefore guaranteed that they will be given a space on the 
sailing of their choice. 

7. Commercial vehicles are allocated spaces separately, and generally have priority over all 
non-card holding passenger vehicles 

 
This system or a close variation on it could easily be managed by the new Ar Turas 

IT system. It is a means by which the requirements of the Islands Act could be met. 
We will be consulting with users on this model to find a consensus island view on the 
finer details.  



 
We look forward to hearing from you in due course. If a competent and meaningful 
ICIA was carried out on Transport Scotland’s ticket sales policy and CalMac’s ticket 

sales service, this is the kind of solution that might be arrived at to ensure island 
residents are treated equitably.  
 
Best regards 

 
[Redacted] 
 

 
Mull & Iona Ferry Committee 
www.mullandionaferrycommittee.org 

[Redacted] 
 
 
 

From: [Redacted] 
Sent: 22 February 2022 21:26 
To: MinisterFT@gov.scot; Minister for Energy, Connectivity and the Islands 

<MinisterECI@gov.scot> 
Cc: Minto J (Jenni), MSP <Jenni.Minto.msp@parliament.scot>; 
Ariane.Burgess.msp@parliament.scot; Donald.Cameron.msp@parliament.scot; 
Grant R (Rhoda), MSP <Rhoda.Grant.msp@parliament.scot>; 

Jamie.HalcroJohnston.msp@parliament.scot; Mountain E (Edward), MSP 
<Edward.Mountain.msp@parliament.scot>; Emma.Roddick.msp@parliament.scot; 
Douglas.Ross.msp@parliament.scot; [Redacted] info@islandsteam.scot; [Redacted] 
Subject: ICIA needed to assess CalMac's inequitable booking system  

 
For the attention of both Jenny Gilruth, Minister for Transport, and Mairi Gougeon, 
Cabinet Secretary for Rural Affairs and the Islands 
 

Dear Minister and Cabinet Secretary 
 
In the last few days I have copied both of you into emails to [Redacted] (Managing 

Director, CalMac Ferries Ltd) and [Redacted] (Head of Ferries Unit, Transport 

Scotland) regarding CalMac’s booking system.  
 
The major ferry routes have always operated a ‘first-come-first-served’ ticket sales 
system, and until recent years that has operated relatively effectively. However, 

increasing traffic generated by RET has stretched the capacity of the f leet to its 
maximum (and beyond). None more so than on the main service to Mull from Oban. 
During the summer months, deck space is a scarce resource, and the crude ‘first 
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come first served’ system results in those who can plan their journeys far ahead of 
time being prioritised. So in effect, holiday makers and occasional visitors are 
allocated that scarce deck space ahead of island residents, for whom it is impossible 

to plan every journey weeks in advance. Shopping trips, family visits, hospital visits, 
livestock movements, funerals – in short, some of the most important reasons to 
travel – are effectively given a lower priority. 
 

The under-supply of ferry capacity in conjunction with first-come-first-served ticket 
sales has resulted in a ferry service that is increasingly inaccessible to the 
communities for whom it acts as a lifeline.  
 

The Islands Act is a powerful tool for the protection and empowerment of island 
communities, if it is respected by the agencies that should be observing it. We feel 
that the inequitable access to the ferry system that we are suffering from is precisely 
the sort of circumstance that the Islands Act should prevent.  

 
First come first served is a policy prescribed to CalMac by Transport Scotland. 
CalMac are currently planning to roll out a new IT and ticketing service that embeds 
that policy. Under the terms of the Islands Act, both the policy and the service 

should be subject to an Islands Community Impact Assessment. As you can see 
from the emails I have copied you in to, an ICIA does not appear to have been 
considered in relation to either. 
 

We are sure this is an oversight on the part of CalMac Ferries Ltd and Transport 
Scotland, but we are writing to you both so that you can ensure that the Islands Act 
is respected, and to ensure that full and meaningful ICIAs are carried out in respect 
of the ticketing policy and the ticketing service. 

 
With best regards 
 
[Redacted] 

 

 
Mull & Iona Ferry Committee 
www.mullandionaferrycommittee.org 
[Redacted] 
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