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E D I T O R ’ S  N O T E S

Dear Readers,

As the new Editor of In-Touch I’m 

very excited and proud to be bringing 

together a series of articles written by 

members of the board and Gibraltar’s 

business community.

This magazine is aimed at both the 

seasoned entrepreneur seeking to 

keep in touch and the would-be 

entrepreneur keen to understand the 

fundamentals of business. 

The GFSB is very interested in hearing 

its members’ views – and what better 

way than by inviting them to produce 

articles on matters which are close 

to their hearts.  As a result we have 

a magazine full of articles written 

by individuals who desire to see 

improvements in the tourism industry, 

articles by people who understand 

the troubles faced when setting up 

a business and an article from the 

previous chairman of GBC, who gives 

us his perspective on its future.  

The magazine is also, of course, a 

useful tool for communicating with 

our members. I intend to keep readers 

informed of progress made on the 

points raised in the GFSB Business 

Agenda presented last June. 

Kudos to Government ministers 

for convening previously dormant 

boards; something which I look 

forward to informing our readership 

on in future issues.  Let’s hope that 

(1) this continues, and (2) that views 

expressed within these boards are 

heeded.

notes
editor’s

Less credit must be given to the tax 

office, however, for sending my tax 

assessment to an unrelated third 

party. Data protection I hear you say? 

Till our next issue!

Yours, 

Gemma Arias
Editor
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C H A I R M A N ’ S  N O T E S

With the new administration’s first ‘quarter’ 
under their belts the business community 
have been eagerly looking for signals as to 
how business in general, and possibly their 
business in particular, may be affected by a 
change in government. Following the typical 
extended terms that all Gibraltar governments 
enjoy when coming into power - none of them 
have ever lasted just 4 years - change is a 
big deal locally, when compared to a shift in 
power in other larger democracies.

So how have the first 3 months fared for the 
new government? Well, the implementation 
of a moratorium on late filing penalties for 
the self-employed and companies under the 
Income Tax Act 2010 for tax due and payable 
‘on account’, was certainly welcomed. The
new Income Tax Act brought about a massive 
sea-change in the way tax was collected.

Whilst fiscal discipline had to be improved 
following a historical relaxed approach, 
businesses needed time to make the 
transition from being sometimes years in 
arrears to paying tax in advance - especially 
as access to cash is harder to come by these 
days.

The effect of the new Act on businesses 
requires a further Government review as the 
burden on cash-flow in particular has been 
quite daunting on some of our members, if 
not most.

The introduction of the new vocational training 
scheme, however, could actually be said 
to discourage employment as businesses 
have to make a ‘call’ on whether they will 
employ an individual 3 years in advance, if 
not they need to return funds received by the 
employee. In my view, this scheme requires 
more thought and a balance has to be struck
somewhere between some employers 
historically abusing the previous scheme and 
going the other way and scaring employers 
from creating jobs.

New Government Boards are in the process of 
being set-up with some new boards such as 
the small business board wetting the appetite 
of business associations such as ours. In 
the past, the GFSB have been critical of the 
frequency of meetings and the way some of 
these boards have been run. If you are there 
just to rubber-stamp a pre-made Government 
decision rather than provide meaningful 
constructive consultation and advice, then 
we would rather spend our volunteer time 
running our businesses!

On the 2-4th March, the GFSB hosted a board 
meeting for the European Small Business 
Alliance in Gibraltar with a range of european 
business organisations being represented.

It is vital that we retain our links with 
international business associations and 
for our next board meeting in Ireland we 

are being hosted at Google’s headquarters 
in Dublin which should be interesting. In 
conjunction with this event, we also hosted 
a GFSB half-day
business conference with the theme ‘Gibraltar 
and the EU’ which had very good feedback 
and was well attended. We would like to 
thank all speakers and all those who helped 
with the organisation as well as the Gibraltar 
Government for generously sponsoring these 
events.

Our programme of events for our members 
is now well established and our membership 
recruitment is gathering momentum. Our 
2011 GFSB Business awards were decided 
recently and it was a pleasure to find the 
entrepreneurial spirit well evident amongst 
all the applicants. Once again I would like 
to thank our GFSB Board whose Directors 
are volunteers who give up their time from 
running their own businesses. Our sole aim 
is to help contribute towards creating the 
environment that business needs in order to 
flourish and develop

Stuart Rodriguez
Chairman

notes
chairman’s
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G E N E R A L

Fabian Picardo 
talks Business 

AGAINST ILLEGAL LABOUR E.G.  ONLY 
PERMITTING FRONTIER WORKERS WHO 
ARE REGISTERED TO USE THE LOCAL 
BUS SERVICE. WE APPLAUD THESE 
MEASURES. DO YOU HAVE ANY OTHER 
SUCH INITIATIVES THAT YOU WILL BE 
COMING OUT WITH?

I think that I told the members of the 
Federation who attended the excellent pre-
election debate that you organised, that there 
are a number of other schemes that we want 
to introduce which will ensure that those 
who are doing business in Gibraltar are fully 
registered to do business in Gibraltar.  This is 
what is demanded of Gibraltarian businesses 
when they seek to do business in Spain or in 
the United Kingdom or elsewhere. I anticipate 
a regime, once we have managed to get the 
e-Government aspects of the administration 
in order which will require people coming 
into Gibraltar each morning (to provide, for 
example, services as subcontractors), to 
show that they are properly registered with 
the Tax Office, the Social Security Office, if 
relevant, and the Employment and Training 
Board, if relevant. That which may seem 
administratively very cumbersome, if we’ve 
got electronic Government procedures in 
order, should be something that you would 
be able to provide for if you are contracting 
services as a Gibraltar business with those 
outside of Gibraltar.  We envisage that 
Gibraltar businesses will be able to register 
non-Gibraltarian workers online, the evening 
before they are first due to come into Gibraltar 
to work. In this way would ensure that 
anybody who comes into Gibraltar on new 
business, is properly having their tax withheld 
or is otherwise properly contributing, as is the 
case everywhere else in the world.

WOULD YOU ENVISAGE THAT PEOPLE THAT 
COME IN AND OUT FREQUENTLY WOULD 

In June 2011, the GFSB brought out its 
Business Agenda, which was then used 
by the political leaders as the basis for 
their opening arguments in the GFSB 
Pre-Election Debate which was held in 
the John Mackintosh Hall in November 
2011. Our aim is to follow through on the 
points raised in that Agenda throughout 
the Government’s term of office, to try 
and assist the business community 
as much as possible by attempting 
to achieve solutions to the problems 
highlighted therein.  

Several commitments have already been 
met – the Small Business Board has not 
only been set up, it has also already met 
with the different members of the Board 
setting the agenda, rather than the 
agenda being set by Government.

The complaint heard from the political 
parties at the last election was that 
there were too many wish lists put 
forward. However, a Government must 
remember that it must listen to the 
people throughout the term, not just 
during the four months prior to the 
elections.  In this way it would obviate 
the need for a wish-list in the run up to 
a general election.  

Our aim is not to need a wish list in 
the run-up to the next general election, 
and rather have a dialogue with the 
Government throughout their term in 
office.  With this in mind, our Gemma 
Arias interviewed a very affable Chief 
Minister, who was waiting, patiently, for 
the birth of his son.

YOU HAVE BEEN IN POWER FOR 3/4 
MONTHS NOW AND YOU HAVE PUT 
IN PLACE A COUPLE OF INCENTIVES 

OBTAIN SOME FORM OF CARD?

People who come in and out frequently would 
be registered. Once they are so registered 
all they will need to do when they come in 
through Customs is show their registration 
document. I envisage this being a card with a 
bar code which will show which jobs they are 
on and that they are properly registered to do 
the job with a certain number of workers etc. 
It’s not an easy process to establish but its 
one that I think can deliver what needs to be 
done.  The fundamental point here is levelling 
the playing field for Gibraltar businesses.

THERE IS A VERY STRONG THEME IN 
YOUR REPLY ABOUT E-GOVERNMENT. 
YOU MENTIONED IN THE PRE-ELECTION 
DEBATE THAT THIS WOULD BE A PRIORITY 
FOR YOUR GOVERNMENT. IS THAT STILL 
THE CASE AND IS IT ONGOING?

Yes. Indeed by the time this article is 
published you should be able to pay with 
your credit and debit card at just about every 
Government counter there is, as well as at the 
frontiers in Gibraltar. That is just the periphery 
of what e-Government is. E-Government is 
the ability to interact, at least, with electronic 
payments with the Government. But that is 
only the tip of the iceberg and I hope that 
very soon you will start to see the fruits of the 
first 6 or 7 months of our labour and you will 
start to be able to interact with Government 
electronically. These interactions will only 
increase in the 4 year term that we have been 
elected for.

SO ALL THIS IS TO COME IN THE NEXT 
COUPLE OF MONTHS?

I would have thought that certain aspects of 
this would be visible before the summer and 
that many aspects of it will be delivered next 
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year and most aspects will have been delivered 
by the third year of the administration.

WOULD YOU SAY THAT BUSINESS IS STILL 
A PRIORITY ON YOUR AGENDA?

Business is the grist to the mill of the Gibraltar 
economy. It shouldn’t be the Government 
that is the driver for economic growth as 
was the case in the latter years of the now 
defunct GSD administration where we saw 
the Government investing £220million itself 
into Government projects in the years leading 
up to the General Election. We believe that 
Government should be there as a facilitator 
for businesses to attract inward investment, 
to enable business established in Gibraltar to 
affirm their services for Government and for 
the public sector.  It is businesses which are 
the drivers of economic growth.

YOU MENTION INWARD INVESTMENT. ONE 

QUESTION THAT WE HAVE BEEN ASKED 
RECENTLY IS WHY THE DTI WAS SPLIT UP 
INTO NUMEROUS DIFFERENT PORTFOLIOS. 
WAS THERE A PARTICULAR REASON WHY 
THAT WAS DONE?

We think it is fundamentally important that 
we recalibrate what it is that business does 
in Gibraltar. As I have said, you need to be 
the drivers of economic growth but also 
the providers of employment. So in trying 
to ensure that there is full employment in 
Gibraltar, we need to marry the needs of those 
who are making investments in Gibraltar (and 
who require employees in the process) with 
the pool of labour that is available in Gibraltar 
– those two things have to be linked. In the 
same way as that has to be linked to training, 
so that the skills available to those who seek to 
make inward investment in Gibraltar matches 
the skills that are required. So if you look at it 
in that way, that is the only unified way that is 

going to deliver investment and jobs.

YOU MENTION EMPLOYMENT AND JOBS. 
THERE HAS BEEN A BIT OF AN UPROAR 
FROM OUR MEMBERS BECAUSE OF THE 
WAY THAT THE EMPLOYMENT MINISTRY IS 
HANDLING EMPLOYMENT, PARTICULARLY 
BECAUSE OF THE DESIRE TO TIE 
EMPLOYERS DOWN AFTER THREE MONTHS 
OF HAVING AN EMPLOYEE, AND THE DRIVE 
TO EMPLOY GIBRALTARIANS. AS YOU ARE 
AWARE, THERE ARE SOME JOBS WHERE 
IT IS IMPOSSIBLE TO EMPLOY SOMEONE 
AFTER ONLY THREE MONTHS. IS THAT 
AN AREA YOU ARE LIKELY TO REVISIT? IS 
THAT AN AREA YOU ARE LOOKING AT OR IS 
THAT POLICY GOING TO CONTINUE?

It’s very simple. If you don’t want to take 
somebody on after 3 months, you should 
consider whether you want to form part 
of the Future Job Strategy. We don’t force 
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employers to form part of the Future Job 
Strategy but those who do want to form part, 
get an employee paid for by a third party, 
mainly the Government, for a specific period 
of time. If you want to have an employee at 
no charge, then we require you to commit 
yourself to be able to take these people on. 
Of course, if you’ve got situations where the 
employee is unable, for a particular reason, 
to discharge the functions for which he 
has been trained, that is something we will 
understand in discussions with the employer. 
If the employee is not giving of his all and is 
committing acts of gross misconduct, we are 
not going to force you to keep an employee 
who is committing such acts. What we have 
done is to ensure that where you identify the 
right candidate, you are then committed to 
him after a three month period. If there is a 
good reason why you shouldn’t be committed, 
then the Employment Ministry is not going to 
shut the door in the face of any employer who 
has a serious issue to discuss.

THERE ARE MANY CASES WHERE IT 
SERVES THE NEEDS OF THE EMPLOYEE 
BEST TO BE TAKEN ON FOR A LONGER 
PERIOD, SO HE CAN BE TRAINED AND 
TESTED FOR A PERIOD LONGER THAN 3 
MONTHS?

Particularly in such an instance, however 
you need to understand, you are getting an 
employee for nothing and therefore what we 
are saying is there must be a quid pro quo. 
If you are getting an employee for nothing, 
you must be prepared to employ him at the 
end of the relevant period on a permanent 
contract. The 3 month period is only so 
that you can ensure that the employee is 
the right employee. I know that there are 
employers who have issues with this.  They 
have discussed it with Mr Bossano who, as a 
result of some particular nuances or aspects 
of a particular job may want to discuss with 
the Employment Ministry different ways of 
operating such contracts. The whole purpose 
of the system is designed not to provide 
cheap labour to employers but to provide jobs 
for the unemployed. 

ABSOLUTELY. MY CONCERN IS THAT I 
THINK THAT IN SOME INSTANCES IT 
HAS GONE BEYOND THE FUTURE JOB 
STRATEGY AND THE MINISTRY HAS 
SOUGHT TO IMPLEMENT THE THREE 
MONTH RULE EVEN WHEN AN EMPLOYER 
ADVERTISES A JOB WHICH IS NOT WITHIN 
THE SCHEME?

No, when an employer advertises a job the 

G E N E R A L

only thing that is happening is that they are 
required to keep the job vacancy open for 
14 days which is what the law has been for 
over 20 years now, I think. The fact is that 
this was not being enforced by the previous 
administration, which has now become 
infamous for the non-application of certain 
laws. Just ask the Spanish fisherman. 
All we do as a Government is we ensure 
people comply with our laws when they are 
administrative and allow the police to enforce 
compliance of our laws when criminal issues 
are at stake.

YOU MENTION BRIEFLY THE FISHERMAN 
ISSUE. RELATIONS WITH SPAIN AT THE 
MOMENT AREN’T PARTICULARLY GOOD. 
DO YOU THINK THIS DAMAGES THE 
GIBRALTARIAN ECONOMY?

I think that in the long term, good relations 
with Gibraltar is in the interests of Spain and 
good relations with Spain is in the interests 
of Gibraltar. Economically, culturally, at a 
human level, at every level we want to live 
in comity with our northern neighbour but if 
our northern neighbour kicks us in the teeth, 
I challenge you to find one Gibraltarian who 
will happily turn the other cheek. We have 
to defend this little patch of real estate that 
we have got for ourselves in the world and 
sometimes that means going through periods 
where we have to stand up for our rights. I 
think it is fundamentally important that you 
understand that obviously the Government 
of Gibraltar is one of good neighbourly 
relationships, friendly relations with Spain 
and seeking always to establish cooperation 
above everything else. We have got very good 
relationships with neighbouring municipalities 
but unfortunately, as you will know, it is Madrid 
that does not want to sit round the table with 
Gibraltar at the trilaterals, not Gibraltar.

IT IS GUTTING TO SEE ON A REGULAR 
BASIS HOW MADRID ENFORCES POLICIES 
THAT AFFECT OUR DAY TO DAY REALITY.

It was as gutting for me to see from the 
Office of Chief Minister, as it was whilst in the 
office of the leader of the Opposition and as 
it was as a citizen, that Spain, doesn’t always 
behave as a 21st century democracy when 
dealing with Gibraltar.

TURNING BACK TO OUR BUSINESS 
AGENDA. THERE WAS A COMMITMENT 
IN THE NEW MANIFESTO TO SET UP AN 
OFFICE OF FAIR TRADING. I HAVEN’T 
HEARD ANY MURMURS ON THAT FRONT. 
IS THAT STILL A COMMITMENT AND DO 

YOU HAVE ANY IDEAS OF A TIME-FRAME 
FOR IMPLEMENTING THAT?

Murmurs coming soon…

WOULD THAT BE TIED INTO THE REVIEW 
OF THE TRADE LICENSING LAW? IS ONE 
LINKED TO THE OTHER IN ANY WAY?

They are linked but not inextricably linked and 
therefore one may happen before or after the 
other. We think an OFT is an important step 
forward that should have been taken some 
years ago and we are looking at how we can 
best establish that office to provide a service 
not just to the consumer but also to traders 
themselves who sometimes find themselves 
at the sharp end of very unfair competition.

WOULD THAT OFFICE OF FAIR TRADING 
HAVE PROPER BITE OR… 

I don’t believe in setting up offices that don’t 
have bite!

FINALLY, THERE IS A VERY BIG PROBLEM 
WITH FINANCING AND BANKING FACILITIES 
IN GIBRALTAR, PARTICULARLY FOR 
BUSINESSES. YOUR COMMITMENT TO SET 
UP A RETAIL BANK IN GIBRALTAR COULD 
WELL ASSIST TRADERS TO THIS END. IS 
ANY HEADWAY BEING MADE ON THIS?

I think there is a very big problem with 
financing and banking facilities for business 
around the world. It is not that this is Gibraltar 
specific or originates in Gibraltar. All we are 
doing is feeling the effects of the problems 
that there are world-wide. We believe that 
the plans we have for the expansion of the 
Gibraltar Savings Bank will, in part, deal with 
this issue.

THAT’S ALL THE QUESTIONS I HAVE CHIEF 
MINISTER, BUT IS THERE ANYTHING 
WHICH YOU WOULD LIKE TO ADD?

I would like to add that the GFSB remains 
and has shown in this election that it is a very 
important part of how the business community 
gets its message across to the politicians 
elected into Government and Opposition or 
otherwise and I encourage you in your role 
in representing your members and remind 
you that my door and the door of the Minister 
for Inward Investment and Employment as 
much as the Minister for Small Businesses, 
will always be open to you or to any of your 
members if they think there is anything we 
need to know.
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Establishing a business in
Gibraltar... as a non-Gibraltarian

returns to make form filling less bureaucratic 
for the business community.

Obtaining a trade licence
Neither of my businesses needed one.  
But we did hand hold Cumputacenter in 
their establishment in Gibraltar last year.  
Computacenter is a £2.7bn and 10,000 
employee IT infrastructure company.  
Probably one of the largest entities we have 
represented in Gibraltar.  We were ready 
to sign the office lease on the first floor of 
Watergardens but were reminded of the 
need for a Trade Licence on the premises 
(not the company) as the company would be 
supplying IT equipment within Gibraltar.  So 
anybody in Gibraltar can buy a computer on 
ebay but Computacenter could not do that 
from their office premises.  The process of 
application, advertising and the committee 
meeting took 5 weeks before they could sign 
the lease and trade from that premises.  I 
believe the current government is to review 
the trade licence process. 

Finding an office
I am actively involved in the provision of 
office space to existing companies within, 
and new companies relocating to, Gibraltar.  
At Chesterton we can offer some 8,000 sq 
m of office space varying from 9 sq m to 
1,000 sq m.  There is enough office space 
for small and medium sized companies.  And 
the rental cost is not prohibitive compared 
internationally with other low tax onshore 
jurisdictions.  There are issues for the larger 
companies wanting grade A office space 
which does not exist and new office space 
is required.  But for those establishing a 
business requiring up to 250 sq metres, we 
currently have enough to meet demand.

Utilities
Restricted opening hours, physical 
attendance at the utility company offices in 
order to connect, and hard copies of forms 
(only some of which can be downloaded from 
the websites) ensures the utility connection 
process is probably harder than it is in other 
jurisdictions.

Banks
It’s a tough time to be a banker and an equally 
tough time to be a customer!  But in my 

On Thursday 2nd February 2012, as part 
of the visit of ESBA to Gibraltar, Mike 
Nicholls, the local owner of Chesterton 
Estate Agency and MN Associates Limited 
(a real estate investment solutions 
consultancy), gave a presentation entitled 
“Establishing a business in Gibraltar ... as 
a non-Gibraltarian”.

The purpose of the presentation was to gain 
a practical insight into the process we have 
here in Gibraltar for establishing a business 
and whether there are any lessons to learn by 
those involved in setting the process. 

We asked Mike to summarise his presentation.

“I first came to Gibraltar in 2002 to undertake 
the development of Ocean Village as Finance 
Director for the developer, Fairhomes Limited.  
As an outsider, I rapidly noticed the close 
relationships virtually all the business people 
had with each other.  There was a unique way 
of being friendly and professional at the same 
time, knowing that you could be acting with 
or against any other fellow professional at any 
stage.  I liked it.  It suited my own character to 
be friendly.  Indeed, having agreed to stay for 
an initial period of three years, I am now well 
into my tenth year in Gibraltar! 

I established MN Associates Limited in 2009 
and acquired the local Chesterton office 
shortly after in 2010.  My experience of 
establishing my own companies, and, helping 
client companies to establish in, or relocate 
to, Gibraltar, is summarised below.  

My view is that the easier and less expensive 
the process of establishing a business and 
ongoing compliance is, the more time and 
money that private enterprise has to allow 
it to flourish, which itself creates jobs and 
tax income for the wider community.  The 
opposite applies too. 

Establishing the corporate entity
This is relatively straightforward and 
inexpensive in terms of fees and capital 
required.  Compared internationally, Gibraltar 
is a competitive place in which to incorporate 
a company.  I do wonder however, whether the 
Business Names registration process could 
be combined with Companies House annual 

experience, Gibraltar’s banks are no better 
or worse than anywhere else in terms of the 
bureaucratic process to open and maintain 
accounts.

Employment
I’ve never really understood the system we 
have in Gibraltar.  It seems to me a business 
has to undertake the same process twice ie 
tell the tax office and the employment office 
of new and terminating staff.  Ideally, the 
central governing body would control one 
process and glean from that single process 
all that was required to ensure employment 
rules are adhered to and taxes paid.  In 
Gibraltar, an employer has to physically attend 
the employment office to register a vacancy 
and has to physically attend the income tax 
office to pay monthly PAYE / SI.  I’m sure 
if there was the opportunity to redesign 
the system from scratch, there would be a 
leaner and easier process administratively for 
the employer.  After all, the easier we make 
employing people, the more likely it is that 
people will be employed.  

I often think that a reason for the dire 
unemployment levels in Spain is partly 
because employing people has been so 
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cumbersome administratively and expense 
wise that employers over the years haven’t 
bothered, preferring the illegal route with 
the loss of tax income to the government 
or more simply, a lack of entrepreneurship 
amongst the people, as the whole business 
establishment process discourages business 
start ups.

Tax compliance
No one can complain at the tax rates here in 
Gibraltar and indeed, they are the reason for 
many companies to establish here and once 
established the lower corporate taxes allow 
companies to flourish.  Gibraltar is the envy of 
western Europe in that regard.  The tax rates 
more than make up for the slightly quirky 
systems I encountered.

The low number of taxes charged, also means 
that compliance is relatively straightforward.  
Two payments of corporation tax and twelve 
PAYE / SI cheques per annum is not over 
burdensome on any business and compares 
well internationally.

However, if Gibraltar does want to be the best, 
and why shouldn’t it strive for that, then all 
of the tax compliance should be online.  VAT 
forms in the UK become redundant shortly as 

the choice is removed and every registered 
VAT payer must file and pay online.  Paper 
returns become history.  

Modern economies have online pay and file 
tax systems.  Errors are less and compliance 
rates are higher.  Just think how much 
less time and professional support could 
have been spent by the private sector on 
compliance with the new Income Tax Act had 
it have been delivered along with an online 
pay and file system?

Comparable evidence
The above comments are just from my own 
personal (and pleasurable) experience in 
establishing businesses in Gibraltar.  What 
really matters is how Gibraltar fares on the 
international stage in attracting new business.  
The world is a competitive environment and 
it is important that Gibraltar is seen as a 
competitive jurisdiction in which to establish 
a business.

The World Bank produces two very well 
researched guides to enable benchmarking 
across some 183 countries worldwide.  “Doing 
Business 2012: Doing Business in a More 
Transparent World” assesses regulations 
affecting companies in 183 economies and 

ranks the economies in 10 areas of business 
regulation, such as starting a business.  
“Paying Taxes: 2012” demonstrates that 
reform of tax systems around the world is 
continuing. The report shows how there 
is an increasing focus on improving the 
administrative aspects of tax systems 
including the use of electronic filing and 
payment for tax returns, the reduction in the 
number of taxes per base and an increasing 
use of self assessment procedures.

Gibraltar is sadly not included in either 
report.  We should encourage its inclusion, 
or undertake the benchmarking ourselves.  
Despite one or two difficulties with trade 
licences, or forgetting to register a vacancy at 
the employment training board for example, 
internationally, I would expect Gibraltar to 
be one of the best jurisdictions in which to 
establish a business.  If we participated in the 
benchmarking, it would be fact, not opinion, 
and we could tell the world.”

Mike Nicholls is a Fellow of the Institute of Chartered 
Accountants, a member of the Gibraltar Society of 
Accountants and a member of the Gibraltar Funds and 
Investment Authority.  Mike operates the Chesterton 
estate agency in Gibraltar (www.chesterton.gi) and 
owns MN Associates Limited, a real estate investment 
solutions consultancy.  See www.mn-associates.gi.

Chesterton Commercial

Offices to let
Plus restaurants, bars and retail units

Chesterton offers specialist advice on all aspects of 
commercial property to a wide range of clients from large 
institutions, regulated companies and professional practices, to 
private investors and owner occupiers.  We provide personal, 
professional and prompt advice tailored to your specific needs.

When you need an office, 
you deserve the widest 
selection and proper advice.

                T:  + 350 200 400 41
                F:  + 350 200 440 11
      commercial@chesterton.gi 
                             chesterton.gi         

Chesterton
20 Ocean Village Promenade
Ocean Village
Gibraltar
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THE GFSB BREAKFAST CLUB
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A lively debate on Gibraltar’s tourism product was held 
at the GFSB Conference Room towards the end of 
January.  This Breakfast Club meeting was supported 
by a wide range of stakeholders in the Tourism sector 
and a special thanks must be extended to Minister 
Costa for attending (largely in a listening capacity).  
Our thanks must also go to Marcello Sanguinetti, the 
then Chief Executive of the Gibraltar Tourist Board for 
fielding questions and adding substance to the debate.

Over the course of the morning and after croissants and orange juice, 
tea, coffee etc. were consumed, we explored the various facets of 
our tourist product (warts and all) and came to the conclusions that, 
whilst it was well-established and contributes significantly to our 
GDP, there are many areas that are in need of a re-vamp and there 
are other numerous potential areas for diversification that should be 
investigated.  In particular, calls were made for greater cross-product 
co-ordination within this sector as well as the development of niche 
markets.  These two points alone would provide for an elongated, 
more pleasurable and memorable stay for our visitors which would 
lead to a positive knock-on effect on our hoteliers, restaurateurs, 
retailers et al.

Marketing Strategy

There appeared, at first glance at least, to be a lack of a clear and 
focused marketing strategy which encompasses;

1. an in-depth breakdown of our product (and potential products)
2. an awareness of all our present and potential target-markets (who 
our ideal customers are, both trade and end users)
3. a disciplined and extensive use of all marketing channels available 
with which to attract the above and the use of appropriate response-
monitoring mechanisms

A figure of £790,000 was quoted by Marcello as being the present 
annual marketing spend with roughly 70% of this being targeted at 
the UK market and 30% at the rest of the world.  Few would dispute 
the spread here but pressed on what strategy was being employed 
on the choice of marketing channels, the campaign lengths and 
any monitoring of returns on investments, no convincing reply was 
forthcoming.  In the past we have seen a somewhat random approach 
to advertising when studies reveal that a structured and steady 
approach in a campaign sense will often reap greater rewards.

The requirement for reliable statistics with standardised methodologies 
applied is a pre-requisite for reliable and sensible decision-making.  
A questionable figure is the 2010 visitor statistic quoted at 9.5 million 
persons.  A couple of our members were at pains to justify this figure 
even if the flow of visitors entering the Rock remained steady 24/7.

Apart from the above, other salient points discussed included;

• The provision of a level playing field for businesses.  This related 
to the tackling of illegal labour/unregistered businesses.  Without 
an effective system in place where inter-departmental co-operation 
is the norm (e.g. joint customs/ETB/Police operations), these areas 
can not be properly policed and so legislation will never be properly 
enforced.  Additionally, we discussed the high overheads we are 
exposed to in comparison with our competitors over the border.  

• The need for access to capital for SMEs in the form of business 
loans at reasonable interest rates.

The GFSB will endeavour to construct a report containing the newly 
elected government’s pre-election commitments from a business 
perspective and ask them for an implementation timeframe.  This 
report will also include issues raised by our members which have 
not been hitherto addressed.

Push versus Pull Strategy

What percentage of our marketing spend should be targeted at 
tour operators (trade fairs, commission incentives etc.) and how 
much should be directed directly towards the consumer?  It is clear 
that we require a combination of the two but do we have concrete 
numbers based on historical evidence upon which to base this 
decision?

Further Afield

Analysing our competitor’s successes vis-à-vis the tourism 
experience (not necessarily the product) may generate some 
useful ideas which we could then incorporate into our products.  
Developing an enhanced service culture with a focus in the 
provision of the ultimate visitor experience (comfort, feeling 
welcome/important and a free-flowing itinerary) should be our aim 
and exit surveys can help to identify where we stand at this present 
moment in time.

A Tour of our Tourism Product
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Consideration could be given to the production of an interactive 
website and optimizing our coverage through social media networks 
at our disposition. Gibraltar House in London and its contribution as 
a marketing tool should not be undervalued or taken for granted.  
The GFSB would ask for greater transparency in terms of its time 
and budget spent on tourism versus returns derived from the same.  
Stephen Davenport (General Manager of the Rock Hotel) expressed 
his reservations, “Government House in London should be made 
much more user-friendly.  It has a corporate, political façade and is 
very non-user friendly for general public access regarding brochures, 
info etc.  That said, it is a fantastic place and in many ways makes 
the right statement.  Perhaps an annexed, street-level tourism only 
office?”

Gibraltar’s Product Base

The Upper Rock Nature Reserve is our clear leader in this field 
offering a wide range of varied products.  A few concerns were 
raised as to the condition of some of these sites and the need for 
smartening some of them up.  Marcello expressed his opinion that 
Gibraltar was limiting itself to the provision of whistle-stop tours.  
Perhaps we need to focus on providing more detailed tours which 
result in longer stays and, ultimately, a more satisfied customer?  
Some might argue that this type of tour is not in demand but I would 
counter that the discerning tourist would like a choice.  This might 
result in a fair percentage opting to lengthen their stay if they were 
promised to be entertained for the duration.  If this was to work, the 
Gibraltar Tourist Board (GTB) might wish to look into the provision of 
workshops to develop qualified tour guides well-equipped to deliver 
interesting in-depth tours.

Niche Markets

The diversification of our product base does not necessarily require 
us to delve into unknown fields.  The fact is that many of these 
products are already in evidence, just not marketed or capitalised on 
at all.  Areas include (this list is not exhaustive):

 1.  Diving
 2.  Archaeology (findings from Neanderthal caves)
 2.  Bird watching
 3.  Tunnel tours

 4.  Shop till you drop tours
 5.  Military history
 6.  Marriages

The above, to name but a few are the markets which will add to our 
product mix and could help boost revenue during our quieter spells.  
One area I have always been in favour of is a Battle of Trafalgar re-
enactment with a large scale HMS Victory complete with booming 
cannons, soldiers shouting and gunpowder smells to effectively 
transport the tourist back to the famous conflict.  Needless to say, this 
would not come cheap and a cost-benefit analysis would need to be 
undertaken but its attraction is obvious and enticing.

Conclusion

In short, Gibraltar has a wealth of products to offer the tourist.  
However, so as to ensure that tourist revenues are optimised, it is 
imperative that plenty of time, effort and money are invested into:

1. fine-tuning our current offerings 
2. capitalising on the so far unexploited opportunities
 
There was a general consensus amongst the members present for 
great cross-industry co-ordination within the tourist sector.  Our 
members urge the Government to commission an in-depth analysis of 
our product and marketing strategy drawing evidence from elsewhere 
globally to ensure that we generate the greatest possible return on 

...the other side of Gibraltar

Gibraltar’s Leading Hotel
Nuno’s two AA rosette award winning restaurant
Health & Beauty Club now also featuring Crystal Clear micro lifting 
and microdermabrasion and Shellac manicure and pedicure
Conference Centre
Self-Catering Apartments
Specialising in Weddings and Corporate events

Þ

Þ

Þ

Þ

Þ

Þ

SIR HERBERT MILES ROAD, CATALAN BAY, PO BOX 73, GIBRALTAR. TEL: +350 20076501
www.caletahotel.com - reservations@caletahotel.gi
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Water based tourism could become one of 
the biggest attractions for visitors to Gibraltar, 
not only would the destination be concerned 
about preserving the eco system of the area 
it would also promote tourism.  The maritime 
enrichments, beaches and 300 days of 
sunshine all contribute to Gibraltar’s beauty.  
Although certain drawbacks are created with 
the introduction of water based activities the 
strengths at hand outweigh the negative aspects.

With all of this in mind, small business 
ventures could easily be set up.  Some of 
the activities which could be essentially 
favoured considering some of the limitations 
we endure are:

• Parasailing
• Sailboards; 
• Paddleboats or aquabikes; 
• Rowboats and canoes; 
• Jet skis; 
• Power dinghy hire craft.

Gibraltar, a small Iconic destination known 
for its astounding views and its famous 
limestone rock.  Is this really what our Rock 
is all about?  After having conducted certain 
surveys abroad, certain individuals linked to 
tourism have come to the conclusion that 
Gibraltar could become a destination famed 
for cheap alcohol and cigarettes.  As a local 
tourism enthusiast I reject this concept.  
Gibraltar will always have more to offer than 
actually meets the eye.

This article tries to focus on a new project 
which could change Gibraltar’s overall 
tourism product.  After having conducted 
a personal closed ended survey on various 
social networks, Gibraltar could become a 
water based tourist destination.  What exactly 
is this?  Water based tourism promotes water 
based activities linked to tourism such as 
paddleboats or parasailing.  These types of 
activities could engage visitors to use different 
facilities as well as the Upper Rock product. 

Could Gibraltar ever 
become a Water 
Based Tourism 
Destination?

The above activities could be conducted 
according to Gibraltar’s feasibility.  A proper 
beach location would have to be pinpointed 
as an activity beach solely for the engagement 
of these types of activities. 

Along with this, several advantages give the 
concept a far greater importance in becoming 
a reality:

• These type of activities give access to 
“back areas” or remote settings where 
previously no activity was established.  One 
local and reputable location could be Rosia 
Bay, this location could become a successful 
activity beach where previously no activities 
have been held.

• Community based tourism- Both locals 
and visitors could engage with the use of 
water based activities.  Not only would it 
benefit the local community, such activities 
could enhance the touristic experience and 
the cohabitation between locals and visitors  

• The well-known custom – Gibraltarians 
as such have always felt the summer is 
here when summer hours come into place, 
I believe that this doesn’t have to be the 
case.  We are enriched with good weather 
as from mid-April (showers permitting)!  We 
are graced with beach facilities as from the 
Easter period why not take advantage of it.  
If this is the case, Gibraltar could be making 
use of the water based activities for a period 
of six months.

• Diversification – If Gibraltar wants to 
diversify its tourism product, this will certainly 
be the way to go! We now have a product 
which is rather extensive on its own; however, 
the destination could be enhanced especially 
in the summer months.

Along with the strengths, several drawbacks 

our investment; Let’s market Gibraltar responsibly.

There were a number of recent graduates who brought fresh ideas 
and energy to the table.  One idea was a re-branding of signage 
giving it a more modern and informative look and feel as well as 
to include basic images for non-English speaking visitors.  Another 
was to explain why certain instructions are important e.g. why 
we should not feed the apes.  This younger generation is vital in 
developing an evolving and sustainable tourism sector and ought to 
be pro-actively sought and recruited.

There were many other valid and interesting points made by our 
members and I apologise for the many omissions but I have only 
had the space to mention a small cross-section.  We believe that 

we were successful in our aim to provide a platform for healthy debate 
and hope that the sleepy Gibraltar Tourist Advisory Council, which I 
understand has not met for the last two and a half years, will feel kick-
started into action.

Stay posted for future updates on the state of our tourism offerings.  
We have monthly Breakfast Club Meetings for members covering 
a wide range of topics which interest and affect Gibraltar’s small 
businesses; for more information on these and membership details visit  
www.gfsb.gi

Craig Sacarello
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could make this proposal less feasible, however if properly 
managed these negatives could essentially become positives;

• Loss of amenity for residents – The activities would have 
to be conducted in conjunction with locals needs, the proposed 
area for carrying out the activities being Rosia Bay would have 
minimal impact on residents but nevertheless the activities should 
not interfere with already established facilities.

• Limited resource settings – Considering Gibraltar’s lack 
of space within land could obviously affect the water based 
experience.  This could be resolved if a proper facility would be 
envisaged solely for activity use.

• Levanter Conditions – This has to be the biggest drawback of 
them all, windy and humid days such as the levanter days could 
heavily affect water based activities as the waters become choppy 
and winds could be detrimental to activities such as parasailing.  

Although I do understand that this project is indeed a massive 
proposal, I am the belief that it is feasible and not only will it bring 
success to Gibraltar but it could attract visitors from the coast who 
can make use of these activities in the summer months along with 
the already established tourism product.  If we are planning on 
keeping tourists in Gibraltar for more than the daily iconic visit, we 
are to grasp certain ideas and projects which will fundamentally 
prosper in taking Gibraltar into modern day tourism.

by Dylan Trenado

Wedding! Conference! Banquet!
Themed Event! Corporate Evening!

Product Launch! Summer Ball! Christmas
Party! New Years Extravaganza!

Whilst at the Rock some of you could not have failed to notice ‘The
Khaima’, our brand new Moroccan style marquee and THE new
venue in Gibraltar for company events, weddings, dinners and a

host of other uses. We are particularly proud to have already hosted,
to some acclaim, a number of important Gibraltar events this

summer and you too can use this superb venue summer or winter.
So, whether it be a summer wedding for 200, cocktails for 300, an

impressive and unusual venue for your next conference or this
year’s Christmas party venue for your company or organisation,

Gibraltar now has a truly unique venue.
Ask to see it for yourself or for a full info pack e-mail us at

Khaima@rockhotel.gi 

Experience
the ambience
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When did someone decide that 
more regulation somehow made 
things better? Was it a politician, 
a regulator, the industry, some 
consultant, a pressure group, the 
public? How did they convince 
others that by imposing the vast 
array of new directives, regulations 
and standards now flying out 
of Brussels it would prevent a 
reoccurrence of the crises we have 
seen over the last five years?  If it 
was you, please stand up, because 
you are one amazing salesman.

The acronyms themselves are enough to 
baffle. CRD IV, AIFM, UCITS V, MiFID II, to 
name but a few. To these add Solvency II and 
the new supra national regulators EBA, ESMA 
and EIOPA. In the UK, the FSA has over 200 
people working solely on Solvency II, the most 
significant regulatory change to the insurance 
industry in over a decade, if not ever. 

The cost to the industry and ultimately 
the consumer, is huge, the disruption is 
incredible and will be prolonged. Yet previous 
manifestations of these directives failed 
to prevent or even detect the problems we 
continue to be faced with. So why do we insist 
of meeting Einstein’s definition of insanity: 
“doing the same thing over and over again 
and expecting different results”.

Few would argue with the belief that some 
regulation is desirable in society. I want to 
know the kettle I buy will not blow up in my 
face when I switch it on, I want to be assured 
that the doctor I see has been properly trained 
to treat me. Similarly I want to know that, when 
I put my money in a bank it will be safe and 
that the person who advises me on where I 
invest for my retirement is competent to do 
so.  Yet where does sensible regulation end 
and overburdonsome requirements begin?

I have argued that we must look to the basics 
and that we start simply and work our way up 
from there. In doing so we can see whether 

what we propose meets the goals we intend 
it to achieve.  

We cannot control what the EU requires of 
us, it is the price we pay for our access to the 
European market.  The best we can achieve 
is to implement it in a way which maximises 
its benefits and minimises its costs.  Let us 
therefore look at issues outside the world 
of current directives at what, for Gibraltar, is 
good regulation, namely what makes us more 
attractive as a jurisdiction, what boosts our 
reputation.

The Commission has been consistent in its 
approach to good regulation. We believe in 
sensible, clear and enforceable requirements 
that protect the consumer and make the 
jurisdiction more attractive and therefore 
more competitive.  

One of the first is the creation of a Financial 
Services Ombudsman service. This provides 
consumers with an avenue for redress 
when things go wrong. The new government 
is committed to this and work is already 
underway.

Secondly we need to demonstrate we have 
a professional finance sector. We have  very 
skilled and experienced individuals operating 
in the jurisdiction, yet we have no standard 

setting body to ensure competence across 
the finance industry. Surely the consumer has 
the right to expect the person with whom they 
are entrusting their life savings is competent 
to give them advice. Legislation to enable 
this, the Financial Services (Training and 
Competence) Act was passed in 2006, yet 
six years later has never been brought into 
force. Perhaps now is the moment to bring 
this to life.

Another key area sits at the root of the recent 
global problems and is the issue of corporate 
governance. It was a failure at board level 
that led to the demise of so many financial 
institutions, whether it was Northern Rock, 
RBS, HBOS or Lehman Brothers. Indeed the 
FSA report into the collapse of RBS stated:
“ultimate responsibility for poor decisions 
must lie with the firm, and the pattern of poor 
decisions which RBS made suggests there 
are likely to have been underlying deficiencies 
in RBS’s management, governance and 
culture”

So why, when governance is so key is 
comparatively little time being spent on it 
in Europe when compared to all the other 
activities currently being engaged in? 

One reason is that it involves a number of 
so called “soft issues”, in particular, board 

LESS REGULATION BUT BETTER
REGULATION
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behaviour. As such it is seen by some, both 
in regulators and in the industry, as being 
too “touchy feely” for the testosterone driven 
atmosphere of many boards. Yet as with 
other elements of corporate governance 
what seems unacceptable at first (eg the 
separation of chairman and CEO, the creation 
of a senior independent member of the board, 
an increase in the role of non executive 
directors) becomes the norm.

For example, following the publication of 
Higgs Report in 2003 the CBI surveyed 61 
FTSE 100 chairmen and found in respect of 
its recommendations that:

• 82% of them felt the new role of senior 
independent director suggested by Higgs 
would undermine the role of chairman. 

• 87% thought that non-executive directors 
chairing the nomination committee would not 
strengthen independence. 

• 56% thought that non-executive directors 
meeting together in the absence of the 
chairman would not be useful for corporate 
governance. 

• 50% felt that disallowing the chief executive 
officer from also being the chairman would 
not improve corporate efficiency. 

Nine years later all the above are in place and 
fully accepted.

In March 2011, The Financial Reporting 
Council (FRC) issued a document entitled 
‘Guidance on board effectiveness’. The FRC’s 
guidance sets out that:

‘an effective board develops and promotes its 
collective vision of the company’s purpose, its 
culture, its values and the behaviours it wishes 
to promote in conducting its business’. 

The emphasis is therefore very much on the 
board to develop a collective consciousness 
and shared sense of responsibility.
 
The guidance also sees the effective board 
as one in which respectful challenge is an 
important behavioural characteristic and one 
in which diversity in the board’s composition 
is essential. 

“An effective board should not necessarily be 
a comfortable place. Challenge, as well as 
teamwork, is an essential feature. Diversity 
in board composition is an important driver 
of a board’s effectiveness, creating a breadth 

of perspective among directors, and breaking 
down a tendency to ‘group think’.” 

No amount or regulation or supervision can 
ensure an effective board. Supervision of a 
board is subjective involving both quantitative 
and qualitative information.

Without a doubt the regulator can do some 
things. 

• Board policies and procedures can be 
assessed; 

• Board papers and board minutes can be 
reviewed;

• The frequency of board meetings can be 
checked;

But board behaviour cannot be objectively 
measured and inappropriate shareholder 
influence cannot be seen.

Therefore the role of the Non Executive 
Director (NED) is vital to ensure the board 
operates effectively.  They are present at board 
meetings, the regulator is not. Accordingly the 
Commission encourages the appointment of 
NEDs and especially independent NEDs.

So how do we bring about this change 
internationally and, in particular, what can we 
do in Gibraltar to become a model for good 
corporate governance? 

One way is to follow the UK in enshrining 
some directors’ duties and obligations in 
statute. The UK Companies Act 2006 did this 
Key elements of this were to impose a number 
of duties on directors, including to; act within 
their powers, promote the success of the 
company, exercise independent judgement 
as well as exercise reasonable care, skill and 
diligence;

This could be supplemented by a Gibraltar 
version of the Corporate Code, designed to 
cater for both large institutions and the boards 
of the numerous companies incorporated in 
Gibraltar for which licensed service providers 
act as directors. Each have there own needs 
and one size does not fit all. 

Why use the UK model? Because it is 
principle not rules based. It moves away 
from prescriptive regulations to “comply or 
explain”. Other advantages include: 

• Principles provide greater flexibility. 

• Principles can be modified and improved 
over time and are less cumbersome;

• Principles are easier to create; 

• Principles are easier for users to 
understand; 

• Flexibility applies to all companies using the 
principles regardless of the size or nature of 
the business;

• Companies are better placed to respond to 
market conditions enabling them to improve 
their competitiveness and to be more 
enterprising; 

• They encourage greater levels of co-
operation between companies and 
regulators. 

As the FRC recommends in the UK, board 
diversity must also be considered. Regardless 
of the issue of equality, there is the problem 
of boards engaging in “group think” because 
of the similarity of their members. This runs 
a real danger of failing to identify risks 
as no one is seeing the issue from a fresh 
perspective.  Furthermore bullying, lack of 
respect and other poor behaviour should be 
as unacceptable on a board as they are in an 
office generally.  

Ultimately there will be EU standards; there 
is already a green paper. However, if we 
can achieve effective corporate governance 
now we can become a centre of excellence 
in this area.  Boards with good governance 
are better performers long term than those 
without it. 

Equally we can begin to change the agenda 
from more and more regulation to tackling the 
biggest issue, how to get a culture of strong 
and effective boards. 

Governance and board behaviour may be a 
“soft issue” but it can lead to “hard cash”.

Marcus Killick
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Contracts in everyday business 
– a briefing on unfair terms 
Contracts form a vital part of any 
business, proving to be especially 
important for business owners who 
may not be able to obtain legal 
advice for all their business related 
contracts. 

Business contracts could be broadly split into 
two categories. The first being agreements 
between a business and its customers, this 
may range from a receipt from your local 
supermarket to a purchase contract for a 
new car. The second category is much wider 
and could cover all other agreements such as 
employment, tenancy and finance contracts 
which are necessary to a business. This 
article looks at the first category, especially 
insofar as how some terms can be deemed 
to be unfair under Gibraltar law and thereby 
excluded.  

Statutory rights 
(consumer protection) 
Most businesses will have their own 
‘standard terms and conditions’ which they 
would want to apply to all customers, or at 
least they would like to think so. These terms 
and conditions are not confined to formal 
written agreements; they could be set out in 
receipts, agreed verbally or even be implied 
by the behaviour or conduct of the parties. 
There are, however, various terms which 
cause an unfair disadvantage to customers 
and are classified as unfair terms; these 
terms are excluded from consumer contracts 
under Gibraltar law. It is not surprising that 
some businesses do not realise the potential 
impact of the exclusion of such terms on 
their business, especially if they believe their 
customers have agreed to their ‘standard 
terms and conditions’. The relevant Gibraltar 
legislation is contained in the Unfair Terms 
in Consumer Contracts Act which can be 
accessed online via the following link: 

ht tp : / /www.g ib ra l ta r laws .gov.g i /
articles/1998-37o.pdf.  

What is an unfair term? 
An unfair term is defined under Gibraltar law 
as a term which, contrary to the requirement 
of good faith, causes a significant imbalance 
in the rights and obligations of the parties 
to the contract. This is quite an objective 
approach as what would be a fair term to 
some might prove to be an unfair term to 
others. Gibraltar law does not define the 
requirement of good faith or the imbalance 
in rights and obligations. It is therefore rather 
difficult to determine whether a term is unfair 
or not. Unsurprisingly it is for the customer 
to prove the unfairness of a particular term 
as any unfairness would need to be suffered 
by the customer. This basically means that a 
business will be unable to rely on any unfair 
terms which they may have agreed with their 
customers. 

What effect does an unfair term 
have on a contract? 
If a term is found to be an unfair term then 
it is unlikely to be binding on the customer. 
It may be interesting to note that only the 
unfair term is severed from the contract. 
The practical effect of this ‘severance’ is that 
the unfair term would be entirely excluded 
from the contract. The rest of the terms in 
the contract may, however, continue to bind 

the parties provided that they are capable of 
doing so. 

When does this protection not 
apply?  
Any term that is individually negotiated 
between the business and the customer 
should not be deemed to be an unfair term. 
If the term in question is drafted in advance 
and the customer has not been able to 
influence the substance of the term, then 
the term is unlikely to be deemed to have 
been individually negotiated. One example 
of this is a standard tear off form signed by 
customers upon receipt of goods. Such forms 
may contain unfair terms which may not be 
enforceable against the customer, even if the 
customer has physically signed the form. In 
any event, it is up to the business who claims 
that a term was negotiated to prove that it 
was individually negotiated with the customer. 
The impact of this is that it would be much 
harder to prove the individual negotiation of 
a term where it was included in a standard 
form contract such as the tear off form. 

There may also be instances where the terms 
and conditions can be found at the business 
premises but customers are unlikely to visit 
the premises as goods are delivered or 
services are provided on site. In such cases, 
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the customers have no real opportunity of 
becoming acquainted with the terms of the 
contract before the conclusion of the contract. 
As the customers are only made aware of the 
terms after the conclusion of the contract, it 
may be deemed unfair for a customer to be 
bound by such terms. 

It is also important to note that a term is 
unlikely to be assessed as an unfair term 
if it relates to the price paid for goods sold, 
i.e. if the price is inadequate. This is equally 
applicable to the remuneration paid for 
services provided. By way of example, if a 
business charges a customer £10,000 for a 
particular product, like a used car tyre which 
usually sells for £10, then the customer would 
be unable to rely on the pricing element of the 
contract as an unfair term. 

What is an example of an unfair 
term? 
Most terms are considered individually 
although Gibraltar law does provide a number 
of examples of terms which would be deemed 
to be unfair terms. Whilst a number of these 
unfair terms have been highlighted above, 
one clear example is any term which excludes 

or limits a business’ legal liability in the event 
of the death or injury of a customer resulting 
from an act or omission of that business. 

Some contracts may provide that the price 
of goods is to be determined at the time 
of delivery. If, however, any term allows a 
business to increase their price without 
allowing the customer the right to cancel 
the contract, then such term is likely to be 
deemed to be an unfair term. This protects 
the customer where the business seeks 
to impose a final price which is too high in 
relation to the price agreed when the contract 
was concluded.  

In summary 
The law intends to protect the customer and 
prevent a business from relying on terms 
which would be contrary to fair and open 
dealing. The law is particularly directed at 
protecting customers from unfair terms when 
such terms would put them at a significant 
disadvantage in terms of their rights and 
obligations. Businesses should bear in mind 
that in light of the relevant laws, not all of 
their ‘standard terms and conditions’ will 
be enforceable against their customers. 

Business owners will want to do business on 
terms that are final and conclusive and whilst 
it would be tempting to draw up terms which 
would be favourable towards their business, 
they should always bear in mind that they run 
the risk of any unfair terms being excluded 
from the contract. 

Note: The information contained in this article 
is intended for guidance only and is not 
intended to provide specific legal advice to 
you or your business. Expert advice on any 
issue should always be obtained. No liability 
will be accepted for any loss that may arise 
from relying on or using the information 
contained in this article.

By John Paul Fa, Associate at Hassans

Whatever or wherever the challenge, we can provide the solutions.
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Contemporary D&O policies also provide for 
Insuring Clause 4 (Side-D), which provides 
for a sublimit for investigative costs coverage 
related to a shareholder derivative demand.

Side-A (Insuring Clause 1) provides 
coverage to individual directors and officers 
when not indemnified by the company (as a 
result of state law or financial capability of the 
company - note, however, that it may not cover 
situations in which a company simply refuses 
to pay the legal defence/loss of a director 
or officer, or if a bankruptcy court issues an 
order preventing such indemnification by 
the company/insurance carrier - for such 
situations, a dedicated “Side-A, DIC” or 
“Broad Form” policy is available).

Side-B (Insuring Clause 2) provides 
coverage for the company when it indemnifies 
the directors and officers (corporate 
reimbursement).

Side-C (Insuring Clause 3) provides 
coverage to the company itself for securities 
claims brought against it (NOTE: securities 
claims only coverage applies to publicly traded 
companies and large private companies; 
small private companies may be able to 
obtain broader “entity” coverage).

At its roots, D&O insurance insures “behaviour” 
in that the decisions of directors and officers 
are the matters which often lead to covered 

claims. That is, an incorrect decision often 
leads to shareholder discontent and, thus, 
a lawsuit against the directors and officers 
who made the decision. State law typically 
protects the directors and officers from 
liability (particularly exculpatory provisions 
under state law relating to directors) but this 
does not mean that actions are not brought 
by private plaintiffs (aggravated by the loss 
of money and seeking a quick pay-out 
from insurance proceeds). As such, even 
innocent errors in judgment by executives 
will bring D&O insurance into the forefront of 
the matter; especially because most “D&O” 
claims are settled before going to trial. The 
key, apparently, is the motion to dismiss stage 
of civil litigation (at least in the U.S.A.).

D&O policies also provide coverage for 
Employment Practice Liability – either for the 
directors and officers themselves or in some 
cases full entity coverage for the company 
itself.

Typical sources of claims include 
shareholders, shareholder-derivative actions, 
customers, regulators (including those that 
would bring civil and criminal charges), and 
competitors (for anti-trust or unfair trade 
practice allegations). The extent of coverage 
is dramatically dictated by the fact the 
company is publicly traded or privately held. 
For instance, publicly traded companies 
(themselves) are only covered for securities 

DIRECTORS & OFFICERS
LIABILITY INSURANCE

Directors and Officers Liability Insurance (often 
called D&O) is liability insurance payable to 
the directors and officers of a company, or to 
an organisation itself, as indemnifications for 
certain damages (losses) or advancement of 
defence costs in the event any such insured 
suffers such a loss as a result of a legal action 
(whether criminal, civil, or administrative) 
brought for alleged wrongful acts in their 
capacity as directors and officers (as to the 
individual directors/officers) or against the 
organisation(s) (either for securities claims 
or - if private - other actions against the 
organizations themselves). Such coverage 
can extend to defence costs arising out 
of criminal and regulatory investigations/
trials as well; in fact, often civil and criminal 
actions are brought against directors/officers 
simultaneously. It has become closely 
associated with broader management liability 
insurance, which covers liabilities of the 
company as well as the personal liabilities for 
the directors and officers of the company.

Under the “traditional” D&O policy applied to 
“public companies” (those having securities 
trading under securities exchanges etc.), 
there are three Insuring Clauses. These 
insuring clauses are termed: Insuring Clause 
1 (Side-A or “non-indemnified”); Insuring 
Clause 2 (Side-B; or “indemnified”); and 
Insuring Clause 3 (Side-C; “entity securities 
coverage”).
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claims.

In terms of basic state corporate law (at 
least in the U.S.A.), directors and officers 
of a company can be liable if they damage 
the company by breaching their duties and 
contracts to that company, mix personal 
and business assets, or fail to disclose 
conflicts of interest. In the United States, 
under state corporate law, companies are 
often mandated to indemnify directors and 
officers of companies incorporated in that 
state in order to encourage people to take 
the positions. That being said, there exist 
extensive situations in which either the 
company is only permitted to indemnify the 
director or officer or the company is explicitly 
forbidden from indemnifying such director or 
officer. Liabilities which are not indemnified 
by the company are potentially covered by 
certain types of D&O insurance; however, the 
policies have exclusions and must be read 
carefully.

D&O insurance is usually purchased by the 
company itself, even when it is for the sole 
benefit of directors and officers. Reasons 
for doing so are many, but commonly would 
assist a company in attracting and retaining 
directors. Where a country’s legislation 
prevents the company from purchasing the 

insurance, a premium split between the 
directors and the company is often done, so 
as to demonstrate that the directors have paid 
a portion of the premium. Problems related to 
income tax liability may come into play when 
a corporation avoids country specific liability 
law in order to protect its individual directors 
and officers through insurance.

A common misperception of D&O insurance 
is that it makes directors or officers able to 
engage in acts they know to be wrong; this 
is not the case. Intentional illegal acts or any 
illegal gains/profits obtained by directors/
officers are not covered under most D&O 
insurance policies; coverage would only 
extend to “wrongful acts” as defined under 
the policy, which may include certain acts, 
omissions, misstatements while acting as a 
director/officer of the company. Exclusionary 
language, however, would not provide 
coverage for fraud, illegal profits/gains, or 
intentional/wanton illegal conduct by such 
director/officer (as examples).

The basic principle underlying the 
acceptance of D&O insurance is that 
companies (and their shareholders) are 
best served by knowledgeable directors 
and officers who take strategic risks based 
upon the information reasonably available 

to them at the time the decision is made, 
without the threat of personal liability. By 
doing so, it is believed; companies are 
better able to attract qualified, intelligent, 
and reasonable directors and officers to 
manage the operations of the company.

Mark Truman-Davies
Director, Quest Sovereign Insurance Services
Email: Mark.truman-davies@quest.gi
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overall equity underweighting in developed 
markets, globally speaking.

BONDS
Preference for corporate debt and emerging 
market debt.

The bond markets are also shaken by effects 
of the Eurozone debt crisis. The search for safe 
investment havens along with central bank 
buying have contributed to lowering long-
term bond returns in the United States and 
United Kingdom. In the Eurozone, contagion 
has since reached the core countries with risk 
premiums now exceeding 100bps between 
France and Germany, with long-term returns 
still at levels below inflation. The securities 
issued by leading sovereign issuers strike us 
as overvalued in light of deteriorated public 
finances.

With regards to state-backed bonds, we are 
staying on the sidelines due to low rates of 
return on even the safest issuers and because 
of the speculative nature of peripheral 
European issuers. Corporate bonds still offer 
a better risk return trade off. The widening 
of risk premiums seems to us unjustified by 
the cut to issuer ratings, explained rather 
by a renewed rise in risk aversion coupled 
with a slight reduction in market liquidity. 
Emerging market bonds remain attractive 
when factoring in higher returns for the same 
quality and a more optimistic overall macro-
economic picture.

ALTERNATIVES
Gold has broadly continued its upward trend, 

2011 wrapped up with high levels 
of political risk and consequential 
investor fear. 2012 will now be 
eyed for much needed clarity 
on the institutional solution to 
the European Monetary Union’s 
structural weaknesses, necessary 
for an easing of global risk 
aversion. 

In this context, where markets are driven by 
political decisions, we remain cautious in 
our investment decisions. Although, global 
companies may benefit from the remaining 
strong growth in emerging markets and 
show some robust earnings, we fear that 
markets will continue to be choppy until 
any comprehensive agreement is obtained 
in Europe. In the short term, we continue 
to favour corporate bonds with strong 
fundamentals and predictable cash flows as 
we see some very good opportunities in the 
asset class.

EQUITY
Financial instability and the risk of another 
recession in Europe continue to weigh heavily 
on the markets.

The strong market rebound recorded in 
October 2011 was nothing more than a 
temporary blip. The debt crisis still remains 
the undisputed centre of market attention: 
systemic risk continues to increase even 
as a more massive ECB intervention looms 
larger on the horizon. Economic conditions 
are rapidly deteriorating throughout the 
Eurozone. 

On the other hand, the United States has 
registered solid gains buoyed both by 
sustained activity in its export sector and 
strong private consumption. In this relatively 
unfavourable setting, the markets continue 
to exhibit extreme volatility and have shown 
considerable sensitivity to all market whispers, 
constructive or not, swirling around any 
scenario of saving the Eurozone from its debt 
crisis. We have a preference for the US and 
Japanese markets, yet are sticking with our 

albeit with increased volatility towards the 
end of 2011. We believe that continued very 
low interest rates and concerns about the 
solvency of governments will allow the trend 
to be extended further.

Hedge funds have had a difficult year and 
careful strategy and manager selection 
remain key. Commodity Trade Adviser (CTA) 
strategies in particular have continued to 
show good defensive characteristics and can 
often provide strong positive returns when 
markets are correcting.

THE VALUE OF CASH
With interest rates low, holding cash can seem 
unattractive, but it does provide flexibility. As 
well as providing some comfort, this can 
allow investors to pick up bargains at times 
of market dislocation.

Our asset allocation remains defensive and 
favours yielding assets. The time for buying 
equities may be in 2012 but there are still 
some political issues to tackle before the 
market can start an upside trend again. 

Author: Eric Verleyen
Societe Generale Private Banking Hambros
Group Chief Investment Officer

EXPECT CONTINUED 
UNCERTAINTY
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 support. NatWest has always shared our focus 
 on excellent customer service.“ 
      Stephen Dalmedo, Hammonds Limited

At NatWest, we’re committed to helping 
and supporting local businesses. That’s  
why every one of our business and  
commercial customers benefits from  
a local dedicated, professional and  
experienced Relationship Manager. Their  
role is to gain a genuine understanding  
of your business and identify the right  
solutions to suit your needs. 

We are proud to have supported Stephen and his business for 
over seven years and look forward to continuing to support 
him for many years to come.

To see how we can help you, please visit 
www.natwestinternational.com/business or call:

The Royal Bank of Scotland International Limited trading as NatWest (NatWest). Registered Office: P.O. Box 64, Royal Bank House, 71 Bath Street, St. Helier, Jersey JE4 8PJ. Regulated by the Jersey  
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offer or sale is restricted or prohibited by law or regulation or where we are not appropriately licensed. Calls may be recorded. Internet e-mails are not necessarily secure as information might be intercepted, 
lost or destroyed. Please do not e-mail any account or other confidential information.

Helpful Banking

John Treacy,
Senior Relationship Director, Gibraltar
T: 00350 200 59041
E: john.treacy@rbsint.com
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Last December, and in line with its 
manifesto commitment, the new 
GSLP Government published the 
2008 Alan King report on GBC.  
 
This can be seen at: http://www.gibraltar.
gov.gi/images/stories/PDF/pressoffice/
pressreleases/2011/392.1-2011.pdf .

Some of the reports’ recommendations, such 
as the need to improve the Corporation’s 
website, have already been implemented 
and others are no longer considered viable. 
Nevertheless, the key policy decisions 
affecting the future of the Corporation have 
not yet been made.

The report’s findings are not surprising and 
incorporate much that has been known about 
and debated within the Corporation for years. 
The recommendations are often open-ended 
since the future direction of the Corporation 
depends on decisions which are ultimately 
political.

In the conclusions section the report poses the 
question  whether  Gibraltar needs to have its 
own television and radio services when there 
are so many other television and radio stations 
which we can view or listen to. The answer to 
this question must be yes. GBC has for many 
years helped preserve  Gibraltarian identity 
and  created a sense of community. Can we 
imagine a general election or a referendum 
taking place without any local tv or radio 
coverage? GBC is no longer the only English 
language station in the area, but it is still a 
vital source of local information, commentary 
and entertainment. And with the advent of the 
internet and streaming radio and tv it is an 
important communication tool which enables 
Gibraltarians (students and others)  who are 
living overseas to keep in touch with events 
on the Rock. When Marshall McLuhan coined 
the phrase “the medium is the message” he 
wasn’t thinking of GBC, but he could have 
been.

There is no doubt that GBC faces internal 
shortcomings and that an internal 
restructure is long overdue, but many of the 

problems result from the fact that for years 
broadcasting has been a ‘cinderella service’. 
Successive governments have kept funding 
to the absolute minimum which means 
that only a very basic service can be kept 
ticking over with no scope for enhancement. 
Management has had to keep juggling the 
balls in order to keep the station on air. This 
kind of thing does not help with staff morale. 
The reality, which politicians and the general 
public often find hard to accept, is that radio 
and (especially) television are highly labour 
and capital intensive media. Gibraltar has a 
small population and there are very significant 
diseconomies of scale in the provision of 
broadcast services. It is difficult for politicians 
to justify  allocating the necessary funds to 
a service which is often regarded as non-
essential. By the same token and for the 
same economic and demographic reasons a 
purely commercial broadcaster in Gibraltar is 
not viable, certainly not one which provides a 
television service for a local audience.

However, in order to survive GBC now needs 
to invest in expensive digital technology. The 
bill for the new equipment will undoubtedly 
run to several million pounds. GBC also 
desperately needs to move from its current 
decaying premises to suitable facilities 
closer to the town centre. It also needs to 
restructure in order to increase efficiency 
and staff morale. The appointment of Gerard 
Teuma as Chief Executive designate appears 
to be an inspired decision, but he faces a 
difficult challenge in creating a team spirit 
and making strong personalities work well 
together.  If more local programming is to 
be delivered, as viewers clearly want, then 
staffing levels will have to be increased. It is 
more expensive to produce local programmes 
than to buy in overseas ones.

The future broadcasting service which 
GBC provides will depend primarily on the 
level of funding that the Government can 
make available. Though there is scope 
for enhancing the existing output (and 
we are already beginning to see some 
improvements) through streamlining and 
improved work practices this will not be 

enough. The Corporation will need to provide 
the Government with fully costed proposals 
including its preferred option and other more 
basic alternatives, if it hasn’t already done so. 
Government now has to decide with some 
urgency, since the move from analogue to 
digital broadcasting is well overdue. And 
whatever option the Government selects we 
can be sure of one thing - it won’t be cheap, 
broadcasting never is.

Charles Serruya
Chaiman of GBC 2002-2004

What does the future 
hold for GBC?
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The European Small Business 
Alliance (“ESBA”) has always 
had a very good relationship with 
the Gibraltar Federation of Small 
Businesses.  Indeed, the GFSB 
were founder members of ESBA!

Gibraltar has always found that, whether in a 
business or political capacity, it is very good to 
have friends in Europe.  Particularly useful is 
having friends whose interests are aligned to 
yours and who are able to lobby successfully 
at a European level.

Early in February, the board of the ESBA held 
its board meeting in the stunning facilities 
at the very top of the Rock in the Mons 
Calpe Suite. As part of a three day series of 
meetings and conferences organised by the 
GFSB a conference was held in the Eliott Hotel 
to bring to the attention of the ESBA board 
members issues which Gibraltar businesses 
constantly face.  The Chief Minister, Fabian 
Picardo, opened the conference and Minister 
Costa was present throughout and closed the 
conference.

Main Street Traders, local business owners, 
the regulator and so forth, were asked to make 
a number of presentations on issues pertinent 
to them.  Immediately it was pointed out by 
the ESBA President that the lack of a One-
Stop shop (highlighted by a presenter) was 
actually in breach of the Services Directive!

The GFSB would like to take this opportunity 
to thank the Government of Gibraltar for 
its sponsorship and support of the event 
and showing its willingness to listen to the 
concerns of our members.  We would also like 
to thank the Mons Calpe Suite for providing 
excellent facilities and services throughout 
the day of the board meeting.  The photos of 
the meeting really speak for themselves in 

showing what a fantastic location it is, for a 
board meeting of a European Association!  
There is no more poignant way to highlight 
the issues we have with Spain than from 
the perch of the Mons Calpe Suite, with the 
visible beauty of the straights juxtaposed with 
the Acerinox plant. 

What is ESBA?

The first question has to be what is ESBA; 
the second question must be - how is ESBA 
relevant to my business?  

ESBA is a group of independent, national 
small and micro business organisations 
(whose membership includes the GFSB), who 
formed with the mandate of representing 
small and micro businesses in the European 
Union.  Their aim is to provide intelligence and 
action on EU policies, regulatory initiatives 
and programmes through direct access to the 
EU institutions. They have fully staffed offices 
in Brussels with research facilities.  Through 
direct, targeted lobbying they are able to 
influence policy outcomes at an EU level.  
Their greatest asset is that the EU institutions 
listen to them because of the sheer number 
of associations which they represent and 
the vast membership which they can boast.  
Directorates General open their doors to ESBA 
and listen to them.  

The way that the EU works is that the 
Commission is divided into several 
departments and services. The departments 
are known as Directorates-General (DGs), 
and each DG works within a certain policy 
area. It is important therefore fundamental to 
influence the policy before it becomes a law.
 

How is ESBA relevant to my 
Business?

The fact is that by the time policy become 
an EU Regulation it is usually too late to 
stall the changes or influence the outcome.  
Regulations take effect in national legislation 
as soon as they are published by the European 
Commission.  With a “directive”, in principle 
they have to be transposed into national 
law.  However, with regulations, no domestic 
implementation is required.  

ESBA’s role is therefore to lobby the relevant 
institutions and parliamentarians before the 
policy becomes legislation – thereby nipping 
the policy in the bud.  The fact that it is an 
association which focuses on micro and small 
business interests in the EU, means that they 
are constantly representing the interests of 
entrepreneurs and small employers at EU level. 
This is, of course, of fundamental importance 
to the GFSB!  Finally, the availability of facilities 
in Brussels and a fully staffed office means 
that constant lobbying is practically possible 
on all the relevant issues.

Secondly, it is a very good tool to be able to 
check out own government’s initiatives, to 
ensure that they are compliant with EU policy 
and are in line with the interests of business 
owners. 

Viewing Europe 
from a Different 
Perspective
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Finally, should a business owner have a genuine grievance 
with a policy which the EU is to implement, ESBA really is the 

forum to bring up such complaints.

The Board Meetings

Attending the board meetings is therefore highly useful to 
board members of the GFSB, as they are a way of keeping 
abreast of developments relevant to business at an EU level.  
It also enables the GFSB to establish contact with other similar 
associations in other European jurisdictions (even Spanish 
associations!) to see how measures are being implemented 
in other member states and it enables the GFSB to look for 
different ways to assist the board members.  Further, the fact 
that the GFSB is a founder member of ESBA means that the 
GFSB have a significant voice within ESBA.

The fact that the entire board of ESBA (which includes 
representatives from Western European countries) was in 
Gibraltar did mean that we were able to highlight the problems 
faced by Gibraltar as a business community.  Having an ally 
lobbying for us in Europe (in whichever capacity) is, at all 
times, very useful to Gibraltar.

On the 26th & 27th January the GFSB with Infinity Learning held 
the Marketing & Sales half day Training Course.  Delegates who 
attended the previous course of Time Management started of the 
training session by telling the group the most valuable tip(s) they 
took away, put into practice and are enjoying the positive results.

This set the scene and raised the level of expectation for the 
delegates who had missed the previous workshop.

Each delegate left the Marketing & Sales Training Course with 88 
ways to Market themselves, 8 Key Ways to Marketing Success 
and for Networking Know How? – 5 Key Strategies.

Paul Holder is the owner of Infinity Learning.  “The mission for 
Infinity Learning is straight forward - to provide an unrivalled range 
of courses designed to increase the knowledge, effectiveness, 
skills, techniques and strategies necessary to facilitate and improve 
the growth of your business to infinity and beyond”.

Paul is a Trainer, Motivational Speaker, Coach, Mentor and Doer! He 
can be contacted at www.infinity-learning.com  or by email at 
paul@infinity-learning.com 

GFSB Training
for Small Business
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appealing. However, the focus of many early 
websites was providing information. Letting 
visitors know about your country, your 
services, your products etc. The sites were 
not very interactive at all and in the case of 
small businesses were mainly just replicas 
of their brochures. Very few businesses had 
websites and it was seen as an unnecessary 
expense.

Flash – movement on websites
Whilst normal sites were rather static and 
simple, Flash sites weren’t. Flash (launched in 
1996) made it possible to create complex and 
interactive sites with animated features. This 
began a whole wave of exciting and original 
website designs, but also meant that you now 
had to wait for some sites to load. Flash also 
helped introduce video to the internet.

Many businesses realised that having a 
website was not only useful but a great way 
to get more customers. Around 2001 most 
websites were being updated manually by 
designers which limited their usefulness. A 
few years later database driven websites had 
taken over. By using a database, business 
owners could easily update information 
themselves. This was no longer an incredibly 
expensive procedure and meant that many 
small businesses evolved their websites 
into great sales tools. People realised that 
websites could do a great deal more than a 
brochure and in some cases more than the 
business itself. Lots of interesting features 
were added to websites; live chat, online 
quotes, webcams etc. This made websites 
incredibly important.

The shift from the physical to the digital was 
becoming evident.

How websites have
changed over the years 

G E N E R A L  I N T E R E S T

It is strange to think how quickly 
some things change and others 
don’t. Around 20 years ago most 
people found what they were 
looking for in newspapers, libraries 
and on television. Today the web 
is the place most people go to 
find out anything. We are going to 
take a look at how websites have 
changed visually, in function and in 
purpose.

In August 1991 the first website was published 
by Tim Berners-Lee, it was a site which was 
built to inform people of the world wide web. 
It was a very simple text based website that 
allowed people to read information and click 
on links to access more pages. It did not have 
any graphics at all. This is what it looked like:

World Wide Web Consortium is formed
In 1994, the World Wide Web Consortium 
(W3C) was established, and they set HTML as 
the standard for marking up web pages. This 
discouraged any single company from building 
a proprietary browser and programming 
language, which could have had a detrimental 
effect on the web as a whole.

By the late 90’s designers were using tables 
to create more complex and elaborate 
websites, in order to make them more visually 
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With internet connections readily available 
and greater online security, selling products 
online was booming. The web became the 
place to research, to read, to buy and to 
sell. Many websites arose as  stand alone 
businesses, without any physical presence. 
Some hugely successful websites – ebay, 
amazon, google – proved that the web is an 
amazing place for creative business solutions.
Websites moved from being static brochures 
to being the actual business! 

The last 5 years have brought blogs, rss 
feeds, and social media to the scene, now 
websites and businesses are more connected 
with their customers than ever before. 

More recently Apps have changed the way 
the web is used, and whilst not strictly a 
website this also affects business success. 
By creating your own App you can achieve 
amazing things that can not only expand 
your business offerings but create whole new 
business opportunities.

It is quite interesting to see how some big 
brand websites have changed and how others 
are surprisingly similar today:

Guardian Website

Apple Website

Google Website

Yahoo Website

As the internet becomes more integrated with 
our everyday lives, websites and the like, will 
continue to be vital parts of any business’ 
plans. Right now if you don’t have a website 
or your website doesn’t represent you well 
then you are letting your business down. 
You should be using your website to educate 
existing customers, create new leads, convert 
visitors into customers and make sales online 
(if possible). Some websites have taken over 
from physical stores and only time will tell 
where websites will be in 10 more years, and 
where we will look for information. 

When was the last time you used the 
library?

G E N E R A L  I N T E R E S T
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✔ Tailor-made Companies
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 Available
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& Confi dential Service at the Most Competitive Prices
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✔ Mail Forwarding Services
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3.  Add Videos To Your Page
Adding relevant videos is a great way of 
interacting with people. Click on the blue ‘edit 
profile’ button and then click ‘Videos’ and 
click on the red ‘Upload new videos’.

4.  Use Public Albums
As albums in the photos tab are only visible to 
people with whom they’ve been shared. Make 
sure you share with all your followers.

5.  Page Circles
You can add other members and pages to 
your ‘circles’. To do this they need to add your 
page to their circles first. You can view the 
page circle options on your pages sidebar. 
These include:
*Following
*Customers
*VIP’s
*Team Members

6. Use Photo Geo Location
To show geo location information, in uploaded 
albums and photos, click ‘Edit page’ and 
check the box under the ‘Photos’ tab.

7. Use Hangouts
These are effectively video chats where you 
can have live face-to-face conversations 

Google + For Business
Google + business pages launched at the 
beginning of November 2011, to help connect 
businesses and brands with their customers 
and fans. Fans can recommend you with a +1 
direct from your website if you have added 
the button, or add you to a circle to listen 
long-term to what you are saying. Big name 
brands such as Pepsi, H&M, Toyota, Burberry 
and many more already have pages.

Google + aims to connect to the people who 
matter to your business or brand the most; 
‘Real Life Sharing’ is their motto, and by 
adding them to circles, you can create lasting 
bonds with the people and pages that are 
important to you.

Creating and using a Google + account 
should be an important part of your online 
visible profile strategy.  Updates added to 
these profiles are being collated by the search 
engines and will help you raise your profile 
within the search engine results.

Below are a few suggestions on how to get 
the most out of using a Google + page for 
your business or brand.

1. Use Google + as a Page
Go to your Google + profile homepage and 
click on the small down arrow under your 
name, to edit, manage and cruise Google + 
as your page.

2.  Add Images To Your Photostrip
Create a ‘photostrip’ at the top of your page 
by clicking on the blue ‘edit profile’ button 
and then click ‘Add some photos here’.

with your followers.  This feature can be 
used in many different ways, whether it is 
for customer service, training sessions the 
decision is yours.

8. Comments
Your personal G+ profile can comment on 
brand pages, even if you have not followed 
them.

9. Connect to Other Platforms
Google has given limited access to their 
Google + API to developers, and additional 
access, including updating Facebook and 
Twitter from Google + is coming soon.

10. Disable Comments Option
You can disable comments on posts you 
share via your brand page. When you do this 
people will not be able to leave comments, 
but can still +1 and reshare it.

This article has been written by Brenda Cuby, 
the Co-Founder of workITgibraltar Ltd
THE Leading Social Media Company in 
Gibraltar 
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From their modern offices situated 
at Watergardens, the Gibraltar 
Philatelic Bureau Ltd, an ISO 9001 
qualified company works hard 
to promote Gibraltar worldwide 
through its stamps. 

The Gibraltar Philatelic Bureau works in 
partnership with the Gibraltar Government 
and is responsible for the design, printing, 
production, marketing and sale of Gibraltar 
stamps worldwide. Gibraltar stamps have 
been issued since 1886 and are considered 
to be highly collectible worldwide. More than 
20,000 stamp collectors in over 80 countries 
collect Gibraltar stamps and actually order 
these stamps direct from the Gibraltar Offices 
by mail-order, fax, telephone and online. 
On average the Gibraltar Philatelic Bureau 
processes over 35,000 orders per year, more 
than 20% of these being online orders!  The 
internet has had a tremendous influence on 
society and the same could be said of its 
effect on Philately.

Despite stamp collecting being a 170 year old 
hobby, it continues to be one of the world’s 
most popular and educational pastimes, one 
of the few that the entire family can enjoy.  
The Gibraltar Philatelic Bureau has been 
expanding their business activities to include 
Gibraltar coins and Gibraltar banknotes as 
part of their available list of products and is 
hoping to enjoy the same success with these 
collectible items.

The Philatelic Bureau receives stamp issue 
suggestions from hundreds of people annually. 
A shortlist of issue titles is created after which 
it is narrowed down to an officially proposed 
stamp programme for the year in question. 
This program is then sent to the Gibraltar 
Government for a final decision. The fact that 
many of the issues released in the years have 
received coverage in the worldwide press and 

On average the Gibraltar Philatelic 
Bureau processes over 35,000 
orders per year, more than 20% of 
these being online orders!

that two Gibraltar stamps have broken world 
records recently serves as a testament to the 
team’s expertise in producing dynamic and 
interesting subjects.  

All Gibraltar stamp designs are approved by 
Her Majesty the Queen so that the stamps 
may bear the Queens Royal effigy.  

Collecting a year of Gibraltar stamps only 
costs £35.00 a year which allows people of 
all walks of life to start their own collection 
and treasure this for generations to come. 
Of course the more specialised collector can 
buy rare stamps and classic stamps which 
are valued at thousands of pounds but stamp 
collecting is not a hobby reserved only for the 
rich.   

Last year, Gibraltar stamps celebrated 
the 125th Anniversary since the first ever 
Gibraltar stamp was issued in 1886 and this 
year the Gibraltar Philatelic Bureau will be 
celebrating Her Majesty’s Queen Elizabeth 
II Diamond Wedding with a special issue of 
stamps. A major Jubilee philatelic exhibition 
is being organised in cooperation with the 
Ministry of Culture and every single Gibraltar 
stamp that has ever been issued during the 
reign of QE II will be on display.

Gibraltar Stamps, a local product
exported to over 80 countries!

G E N E R A L  I N T E R E S T
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BUSINESS AWARDS 
The GFSB introduced Business Awards 
in 2010 to recognize the efforts and 
entrepreneurship of small businesses in 
Gibraltar. The winners in 2010 were the 
following Companies:-

1. For Quality and Business Improvement – 
Steelmac Limited- Sponsored by Gibtelecom Limited

2. For Innovation and Achievement – 
Clarke Recycling Services Limited - The Marielou 
Guerrero Trophy 

Brief Outline of the Winners

GFSB BUSINESS AWARD FOR QUALITY AND BUSINESS IMPROVEMENT
METALROK LIMITED

Metalrok Limited purchased the End-Of-Life Vehicle Depolluting Plant in 2008. The Plant consists of specialised equipment to handle the 
depolluting of vehicles such as suction pumps for the various liquids with separate storage tanks to handle its proper disposal or recycling. The 
photograph below shows the various components of the plant.

In 2011 there were eight applications for both Awards and the panel of Judges had a difficult task of selecting the winners. After a 
lengthy process of deliberation a decision was made as follows:-

1. 2011 GFSB Winner for Quality and Business Improvement (The Gibtelecom Trophy) goes to Metalrok Limited – Scrap Metal Dealers involved 
in recycling for over 50 years.

2. 2011 GFSB Winner for Innovation and Achievement (The Marielou Guerrero Trophy) goes to The Gibraltar Philatelic Bureau for their innovative 
new business called WOPA or World Online Philatelic Agency.

At the GFSB Annual Dinner to be held this summer (date to be announced) the winners will be presented with their prices consisting of a Trophy 
and framed Certificate.
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This facility provided by Metalrok Limited offers Gibraltar an environmentally 
friendly manner of disposing of vehicles. You may recall that some years 
ago vehicles were disposed of by dropping the vehicles into the sea by 
the Lighthouse via a chute( not very environmentally friendly).

WASTE ELECTRIC AND ELECTRONIC EQUIPMENT STORAGE 
FACILITY

Metalrok were awarded a contract by the Government of Gibraltar for 
the collection and disposal of Waste Electric and Electronic Equipment 
(WEEE). The photograph below shows the storage facilities installed at 
Metalrok Limited to handle WEEE as follows:-

1. Large and small household appliances such as dishwashers, 
refrigerators, ovens etc.
2. Televisions and Monitors
3. Flourescent Tubes and mercury containing bulbs
4. Medical Devices

The facilities provided by Metalrok Limited allows the Government of Gibraltar to fulfil its EU obligations for the disposal of Electrical and 
Electronic waste.

GFSB BUSINESS AWARD FOR INNOVATION AND ACHIEVEMENT
WORLD ONLINE PHILATELIC AGENCY (WOPA)

“...how often can you say no-one else in 
the world is doing this?”

…a local COMPANY with an international 
outlook!

WOPA stands for “World Online Philatelic 
Agency”. WOPA-STAMPS.com is the first 
site to offer international stamp collectors 
the unique advantages of being able to 
securely purchase new stamp issues and 
related stamp accessories from a variety 
of major postal administration via one 
website, at face value and with only one 
single transaction. 

The GFSB would like to thank all the 
applicants for the 2011 GFSB Business 
Awards and would like to encourage all 
members to apply for the 2012 Awards 
which will be announced shortly.  WOPA-
STAMPS.com was officially launched in January 2011 and recently celebrated its first year in business. The ideas that lead to WOPA were 
conceived during a brainstorming meeting held at the Gibraltar Philatelic Bureau offices in September 2010. Shortly after the brainstorming 
session and after thousands of miles of travelling to meet individual posts and after countless hours of developing, designing, tweaking and 
scanning, WOPA was ready to be launched. Since its launch, WOPA has grown from a website officially representing a couple of major postal 
administrations to representing a total of 16 postal administrations worldwide. Furthermore WOPA is currently in talks with several major 
European postal administrations that will be joining during 2012 and is in talks with some Asian Postal Administrations too.

The GFSB would like to thank all the applicants for the 2011 GFSB Business Awards and would like to encourage all members 
to apply for the 2012 Awards which will be announced shortly.  
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FSB Conference 
in Scarborough

GFSB AGM

EVENTS

It is so difficult to find a 
full size flag of Gibraltar 
in Gibraltar, that the flag 
which flew over Oriel 
College, Oxford had to be 
‘borrowed’ from the GFSB 
Board Room!!
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Tel +350 2000 1892  www.gibraltarlawyers.com

Built on solid foundations
A full service international law firm, offering tailor-made

services and advice to help you meet your objectives, since 1892
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isolas-pillars-intouch:Layout 1  1/17/11  3:28 PM  Page 1




