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Utah Office of Tourism                              
Board Retreat Notes
Friday, May 9, 2014 – 8:00 am – 2:00 pm
Zion Ponderosa Ranch Resort – Conference Room
Twin Knolls Road, Orderville, UT 84758

Present	Board Members
	Joel Racker		Mike Taylor		
	Kym Buttschardt		John Holland		
	Gordon Topham		Kathy Hanna Smith
	Bill Malone		Pamela Hilton
	Hans Fuegi		Lance Syrett
	Nathan Rafferty		Jeff Robbins
		
	Staff
Vicki Varela				David Williams
Barbara Bloedorn			Jay Kinghorn			
Kaitlin Eskelson
		
		Guests
		Jeremy Chase				Struck
		Nan Anderson				UTIC
		Sarah Nielson				Love Communications
		Angela Berardino			Turner PR
		Campbell Levy				Turner PR
		Ryan Brown				MRM//McCann
		Barbara Hirsch				MRM//McCann
		Jeff Spencer				MRM/McCann

TURNER PR UPDATE

Jay Kinghorn introduced Angela Berardino and Campbell Levy from Turner PR.  Angela and Campbell provided a PowerPoint presentation explaining their PR efforts.  Jay reported that Turner was previously scheduled to present to the board at the board meeting held on May 8th but their flight was delayed.  Some of the key items covered in the presentation were: 

· Measure the quality of results
· Set tangible goals
· Measure the effect on outcomes and business results
· Quantity and quality
· Transparency and reliability
· Focus on Quality – top 100 publications
· Surprise & Delight
· Diverse geography
· Themes such as beer, wine & spirits, unexpected Utah, off the slopes snow
· Crisis Communications: Government Shutdown
· 50 alternatives to national parks press release
· Proactively pitched the positive message to mainstream media
· Resulted in coverage from CNN.com, Budget Travel.com, HuffingtonPost, About.com and the Chicago Tribune
· Show-and-Tell: Group and individual press trips
· In market media outreach
· Desk sides
· Cocktail event + symphony
· Climbing Lunch
· Bonus: Governor’s Media luncheons in Denver and NYC
· Partner Tools
· Webinar: digital media and travel industry trends – March 2014
· PR Trends: looking ahead to 2014 travel trends – November 2013
· Tradeshows
· Social Media
· Facebook
· Twitter
· YouTube
· Pinterest
· Marketing Integration
· Mighty Five (PR & social extensions)
· Media buy leverage
· Brand collabs

After the presentation Jay reported that he has been impressed with Turner in its accountability, reporting, and being really proactive and demonstrating the value of its work

WELCOME

Joel Racker welcomed the board, staff and Nan Anderson to the board retreat.  He then outlined the goals for the day.   Some of the goals were:

· Advance the life elevated brand for tourism
· Vision and inspiration for the future 
· Discuss and clarify board roles and staff responsibilities
· UOT Staff communication with the board and the boards involvement on certain issues
· Reflect on what we have done well and look at opportunities and risks as it ties into the funding

Joel then asked if the board had any other items they would like to discuss today.  Some discussion items covered were

· Need a job description for the board members – Joel referred the board to the legislation that lays out the board duties & this will be discussed today
· Protocols for board members to communicate with people in their jurisdiction
· Board members should be proactive to engage partners that are not participating to make sure they know about opportunities
· Need to find ways to reach out to smaller partners – rural areas
· Reach out to Utah Association of Counties and League of Cities and Towns

POSITIONING FOR LONG TERM SUCCESS 

Vicki Varela gave a PowerPoint presentation that covered where we are and what the opportunities are that we haven’t had and how to approach them.  Some of the items covered in the presentation were:

· Beyond $1 billion – a framework for expanding tourism’s contribution to the Utah economy
· Are we building the Utah economy beyond the billion dollar mark in tax revenues
· Should have new research data by June 15th through TNS
· If we continue to increase our contribution at about the 3% level in 2020 our tax contribution could be at $1.2 billion
· What are the opportunities, what are the risks and how can we show strong leadership to reach $1.2 billion by 2020.
· Reviewed changes in UOT office staffing as well as goals & budget constraints for staffing
· Discussed State Purchasing challenges and processes
· Build a strong team – The Blue Ocean Leadership Grid Concept
· Eliminate
· Which factors that the industry has long competed on should be eliminated?
· Raise
· Which factors should be raised well above the industry’s standard?
· Reduce
· Which factors should be reduced well below the industry’s standard?
· Create
· Which factors should be created that the industry has never offered?
· Key Goals
· Create Integrated Global Brand – take Utah Life Elevated to the next level
· Strengthen partnerships with industry  (UTIA, Sundance, Tour of Utah, Brand USA, Sports Commission, UDOT, Outdoor Recreation Office/GOED, Rural Office/GOED, State Parks)
· Improve customer experience
· Engage Utah leaders and citizens in our success
· Use film as a billboard for our state
· Rourism Team – Rural tourism public/private partnership (rural office & tourism office working together)
· Develop rural economies
· Organize tourism strategic plans
· Build tourism infrastructure – where does the funding and skill sets come from – need to engage the Seven County Coalition of Economic Development Leaders
· Engagement in our Success
· Legislative report: tourism opportunities and constraints
· Legislation: NAICs code update – will do an update on the NAICs code  measures – will be an amendment in the legislation for this next year
· Regional news stories – are doing a lot more Utah news stories – need to thank the reporters who pursue our stories
· Speakers bureau – 30 – 40 speaking engagements in the past year
· St. George Welcome Center
· The new St. George Welcome Center will be located on mile post 2
· There will be a land exchange between SITLA and Utah for this location
· Funding is in the UDOT budget for the facility - $400,000 – will probably cost closer to $800,000 – hope to get additional funds from the Industrial Assistance Fund.  Will have a meeting in St. George on May 29th with the regional people about the welcome center  

After the presentation, Joel asked the board if there were any other items the board needs to focus on based on the key goals outlined above.  Some suggestions and topics of discussion were:

· Who do we recognize as the customer – any potential tourist or visitor to Utah
· Look in depth at the way things are being done or have been done historically, make sure it is the best way and make changes as needed – make sure you have the right team
· Do we as an organization feel like we understand the business and marketing plan and is the information getting out to the partners – the Cafeteria plan will be a good first step to that  - will help improve the customer experience
· From the rural perspective do we feel like we have the right focus  - the Rourism Committee is a step in the right direction
· Need to focus more on engaging Utah leaders and citizens in our success 
· The board could be valuable in engaging with the jurisdictions they represent 
· Board members to invite constituents to our board meetings when in their area, particularly in the rural areas 
· Legislatively is there a strategic re-alignment for the board members that would make more sense in the areas they cover
· Staff work together with board when the board member needs to meet with someone from their jurisdiction, the staff would make sure the board member is informed on who the key contacts are and follow up with information
· Gordon offered to find out who the tourism representative is in each county
· Set aside some time at the tourism conference for board members to meet with representatives of the jurisdictions they represent
· CRM will be valuable to provide information on representatives, partners, etc. 
· Board terms and responsibilities were reviewed
· Discussed Operations vs. TMPF budgets and if some items such as international contracts can be moved to TMPF – up for further discussion at a later date
· Find a way to bring more FTE’s in-house
· New board members need a list of acronyms and what they stand for (Nan and Kaitlin will take this on)
· How is the level of communication between the board and staff? 
· Would like to receive the meeting minutes sooner – staff will handle
· The board would like to receive a little more communications from the staff on what is going on but they like the direction things are going
· Hans suggested that outgoing board members could mentor incoming board members that are taking their place 
· Confirmed this board is accountable for the TMPF budget only, not the UOT operations or budget

After this discussion, Vicki summarized where she feels we stand with the board:

· Everything is generally working and we are headed in the right direction
· On TMPF we need to refine the communications about what we are doing – no surprises
· Will give notice before any contracts are changed that are coming out of TMPF
· Will include board in selection process for high stacks contracts such as the ad agency
· At the boards discretion they would be allowed to serve on the selection committee for the new website
· On big items, there is never too much communication, make sure the information is received by the board members
· Add the key goals to all of the agendas in the future




MRM//MCCANN PRESENTATION

Vicki introduced the representatives from MRM/McCann who provided a 2014 project update and roadmap for Utah: Life Elevated.  Some of the items covered in the report were:

· Governor’s Vision – Have Utah be the best performing economy and be recognized as a global business destination
· The Ask – Development, implementation, and evaluation of a comprehensive branding and public engagement program to promote Utah: Life Elevated
· Opportunity – Give meaning to Life Elevated, increase Utahan’s pride in their state and leverage this shared vision to drive tourists, business and talent to Utah
· Considerations – perception/reality, apologetic, budget, authenticity
· Bringing this opportunity to life – Use Utah ambassadors and companies to tell the story (citizen influencers, business influencers)
· Why Ambassadors are important – 75-80% of travelers use family friends or colleagues to inspire personal travel
· Effects of an elevated tourism experience
· Better understanding of opportunities Utah has to offer
· Utahan’s who are engaged in living the Life Elevated brand are more likely to reflect that positivity to the tourists they come across
· Phase 1 Deliverables and project timeline – currently in the research phase

Examples of an update to the logo including an updated color pallet and a slight font change were presented

After the presentation, the agency and the board had some discussion about some of the following regarding the proposed logo and the branding

· The things in their areas, regions or industries that make Utah Life Elevated
· The importance of the Governor’s seal in some countries resonates with dignitaries
· Utah should pop or stand out in the logo
· There is so much beauty and diversity in the state that Utah Life Elevated just is
· What types of services, training or materials would help to promote this idea or feeling? 
· Wait staff should be trained through the Restaurant Association to be supportive to promote tourism.  
· Need to get owner/operator/managers on board to assist with this.  
· Hospitality training program that would work for visitor/welcome centers and other hospitality type businesses.  
· This business is super host certified or life elevated certified.  
· That should include car rental companies.  
· Certified company should be knowledgeable of the state to assist in reaching the visitors personal goals.  
· Say positive things about the state
· Use the brand has a lapel pin or a branding sign 
· Exemplify the quality that I am positively impacting this visitor
· Elevating their employees
· Embrace as an organization
· Have a positive attitude
· Create a pre and post experience
· Good customer service
· provide maps, directions
· encourage visitation and relocation

Success Dashboard

Dave Williams gave a PowerPoint presentation that covered how our office measures success.  Some of the items covered were:

· Long-term Success Measures 
· $7.4 billion in travel spending
· $960 million in tourism tax revenue
· 129 thousand jobs
· 4.0 million in skier visits
· Short-term Success Measures
· Quarterly NAICS Codes – 21 listed in TMPF Legislation – working to refine the formula
· Airport Passengers
· National Park Visits
· National Monuments and Recreation Areas
· State Park Visits
· Welcome Centers
· Smith Travel Research
· Phone Calls
· Monthly Tax Revenue (transient room tax, restaurant tax, resort tax, municipality transient room tax, car rental tax, resort communities tax)
· Governor’s Balanced Scorecard
· Monthly Report to GOED – traveler spending, skier days, National Park visits, county and municipality TRT’s – project our goal – monthly report has now changed to bullet points instead of a balanced scorecard sheet with measurements 
· Governor Measures our Success
· The Governor measures our success by the $960 million in state and local tax revenue
· SMARI Report – From Domestic Ad Campaign – does not account for PR efforts or international efforts but includes:
· Incremental visits
· Traveler Spending 
· Tax Revenue 
· ROI
· Incremental Measures of Marketing Success 
· Campaign stats and comparison reports for ad campaigns that are in market at that time
· Google Analytics
· Program Measures for Travel Trade
· International earned media
· Partner referrals out of CRM
· Eventually want tour operator room nights
· Program Measures for Public Relations
· Advertising value equivalency 
· Number of articles placed in top-50 publications
· New Business, Intelligence and Research Analyst
· Will help put together a scorecard to display digitally or on a single paper with various charts and graphs with overall top level view of what is going on in the industry as far as metrics
· Will help with finding new ways of doing things and measuring things differently to be more effective in our efforts

Mike Taylor reported that the Salt Lake Airport releases car rental revenue to the public.  All ten of the car rental companies at Salt Lake International Airport are required to report their revenue.  

There was a lot of discussion on different types of research that board members are using in their business or industry and how the research is working for them. 

RETREAT WRAP-UP

Joel asked if any board members had any other items they wanted to discuss before the meeting wraps.   Joel conveyed that it is nice to have the full acting board in attendance at the retreat.  He asked when we could expect a replacement for Jeff Sheets.

Vicki reported that she has been working with the Governor’s Office to identify a replacement.  More details to come.

Vicki asked the board to make sure they all have her cell number and encouraged them to call her anytime they have a question or a concern. 

Barbara reported that there is a public website where agendas, minutes and meeting recordings can be found.  She will forward that information to the board after the meeting. 

There was a round of applause at the end of the meeting for a successful retreat.  

Meeting adjourned.

The next board meeting will be held Friday, June 13th at Eagle Point Resort in Beaver. 
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