[image: image1.png]TLDEMPSTER

STRATEGY AND RESEARCH




TOURISM NETWORK WEST 


2004 EVALUATION

FINAL REPORT

PREPARED BY TL DEMPSTER

FEBRUARY 18TH 2004

EXECUTIVE SUMMARY

Objectives

· The primary objective of the research was to carry out an evaluation of the Tourism Network West Project.  Underpinning this primary objective were a series of subsidiary objectives, which were: 

· To assess the success of the Project in meeting its main objectives and targets.

· To establish whether these objectives continue to be valid.

· To measure the impact of the Project from the perspective of event attendees and non-attendees.

· To provide recommendations on how the Project could be improved for the future.

Methodology

· The evaluation was conducted between January 31st 2004 and the February 5th 2004.    Four Tourism Network West events were captured by the survey, namely:

· Collaboration, 6th  February 2003

· The Consumer of Tomorrow, 8th October 2003

· Exploring Scotland’s Food and Tourism Links, 10th November 2003

· Events and Festivals, 5th  December 2003.

· The evaluation was carried out using a structured questionnaire, applying a telephone survey method.  

· The survey sample was drawn from 4 LEC areas in the following proportions – SE Ayrshire 27%, SE Glasgow 34%, SE Lanarkshire 8%, SE Renfrewshire 29%.  

· The sample analysis by business sector was as follows: 

· Hotels and Restaurants
  27% 

· Arts, Retail, Visitor Attraction
  31%

· Economic Development
  13%

· Consultants and Education
  11%

· Bed and Breakfast

  10%

Findings

· 96% of attendees interviewed thought that their attendance at the Tourism Network West had been of benefit to their organisation.
· Among the surveyed attendees, the following behavioural benefits were attributed to the Tourism Network West:
· 68% felt that they were much better or slightly better networked as a result of Tourism Network West.
· 80% felt they were much more aware or slightly more aware of the key tourism industry issues tackled by the network.

· 78% felt they were much more knowledgeable or slightly more knowledgeable on the key tourism industry issues tackled by the network.

· 74% felt they were much more able or slightly more able to exploit collaborative partnerships with others in the tourism industry.

· 56% felt they were much more aware or slightly more aware of the support available from Scottish Enterprise and other agencies.

· And, 30% felt that attendance at the Tourism Network West had a positive impact on the skills of employees.

· 90% of surveyed attendees thought that, based on their experience so far, they would still have a requirement for a forum such as the Tourism Network West.  Furthermore, 80% said they would continue to attend in the future, while 20% qualified their response by saying that they would continue to attend if the topics were of relevance and if they had time.
· Amongst the surveyed attendees, 92% would support the idea of the Tourism Network West running joint events with related tourism industries.  The most popular joint event was with the food industry (28%).  
· Overall, there is a high degree of satisfaction with the promotional and event management aspects of the Tourism Network West.  94% of surveyed attendees rated the overall management of the events as very good or good.   

Recommendations

· Rationalise contact database – we recommend that the company contact database for the programme be reviewed and that any redundant companies are removed.

· Review networking opportunities – we recommend that the structure of the events programme be reviewed so that the amount of networking time available to attendees can be increased.

· Review choice of location – we suggest that consideration is given to hosting future events in “central” locations, as venue location is considered a barrier to non-attendees.

· Explore the scope for joint events – there is a high level of support from the survey for operating joint tourism and related industry events.  We recommend that the forward calendar for the Tourism Network West be developed with the scope for joint events firmly in mind.

1.0   
OBJECTIVES

1.1
The primary objective of the research was to carry out an evaluation of the Tourism Network West Project.  Underpinning this primary objective were a series of subsidiary objectives, which we have itemised below.  These objectives were:

· To assess the success of the Project in meeting its main objectives and targets.

· To establish whether these objectives continue to be valid.

· To measure the impact of the Project from the perspective of event attendees and non-attendees.

· To provide recommendations on how the Project could be improved for the future.

2.0
SAMPLE PROFILE

2.1
The evaluation was conducted between January 31st 2004 and the February 5th 2004.    Four Tourism Network West events were captured by the survey, namely:

· Collaboration, 6th  February 2003

· The Consumer of Tomorrow, 8th October 2003

· Exploring Scotland’s Food and Tourism Links, 10th November 2003

· Events and Festivals, 5th December 2003.

2.2
The evaluation was carried out using a structured questionnaire, applying a telephone survey method.  Helen McKelvie, of Scottish Enterprise provided the respondents’ contact details.

2.3   
A total of 62 interviews were held with organisations.  50 of these interviews were with attendees at one or more of the 4 forum events.  The balance of 12 interviews was carried out with non-attendees.

2.4   
An analysis of the total interview sample is given in table 1.

Table 1- LEC Areas within Sample; Business Sectors within Sample

LEC Areas

· SE Ayrshire


17 respondents

· SE Glasgow


21 respondents

· SE Lanarkshire


 5 respondents

· SE Renfrewshire

18 respondents

· Other areas


  1 respondent

Business Sectors

· Bed and Breakfast

  6 respondents

· Hotel and Restaurants

17 respondents

· Arts, Retail, Visitor Attraction
19 respondents

· Consultant and Education
 7 respondents

· Economic Development
 8 respondents

No Scottish Enterprise staff  were included in the interview programme.

3.0
MAIN FINDINGS

The main findings from the survey are presented below.

3.1
96% of attendees thought that their attendance at the Tourism Network West had been of benefit to their organisation.  The main unprompted reasons given for saying this were:

"Why do you think attendance at the forum was of benefit?" (more than one response per company allowed)

· Networking benefits of forum



35%

· Learnt more/more knowledge



29%

· More aware





17%

· Knowing what’s happening in industry

17%

· Offers good ideas




15%

3.2
Forum benefits were also tested in a prompted way in terms of networking, knowledge transfer and awareness of industry issues.  As table 2 illustrates, around 1/5th of respondents felt their situation was much better across these areas.

	Table 2: Q5 "Thinking across all of the Tourism Network West Events that you attended, do you feel that, as a result of attending these events, you are now"



	
	Much 

better networked


	Slightly better networked
	No real change
	No view

	a) Better networked within the tourism  industry

	20%
	48%
	28%
	4%

	
	Much more aware


	Slightly more aware
	No real change
	No view

	  b)  More aware of the key tourism   industry issues tackled by the Tourism Network West

	20%
	60%
	20%
	0%

	
	Much more knowledgeable


	Slightly more knowledgeable
	No real change
	No view

	c)   More knowledgeable on the key 

      industry issues tackled by the Tourism Network West 


	12%
	66%
	22%
	0%

	
	Much more able


	Slightly more able
	No real change
	No view

	d)  More able to exploit collaborative 

     partnerships with others in the 

     tourism industry


	20%
	54%
	24%
	2%



	
	Much more aware


	Slightly more aware
	No real change
	No view

	e)  More aware of the support you can 

     receive from Scottish Enterprise and 

     other agencies
	18%
	38%
	40%
	4%




3.3
Positively for the Tourism Network West, around 90% of this year's attendees stated that they still had a requirement for a forum such as the Tourism Network West.  Without qualification, 80% stated they would continue to attend the forum in the future, while 20% said that they would continue to attend if the subjects offered were of relevance. 

3.4
Only a small proportion of respondents can attribute a financial impact to their attendance at the Tourism Network West events.  This is unsurprising given that the events themselves have covered only a short time frame during which the financial effect will have been limited.   However, it is encouraging that 1 in 3 respondents' feel that there has been a positive impact on the skills of employees as a result of their attendance at the Tourism Network West.

	Table 2: Q6 " What type of commercial impact do you think that your attendance Tourism Network West has had on your organisation?"



	
	Positive


	None
	Negative
	Does Not Apply (not for profit organisation)/Don't Know

	a)  Impact on sales
	18%
	38%
	2%
	36%6%

	
	
	
	
	

	  b)  Impact on profits
	12%
	42%
	2%
	36%8%

	
	
	
	
	

	 c)   Impact on skills of employees


	30%
	34%
	2%
	32%2%


3.5
Overall, there is a significant level of satisfaction with the majority of administrative aspects of the forum(s).  Interestingly, the main dissatisfaction expressed is with networking opportunities, which 16% of attendees rated as poor.

	Table 3: Q3 " Overall, how would you rate the following aspects of the Tourism Network West Events that you attended in 2003?"



	
	Very Good
	Good 
	Poor
	Very Poor
	Don't Know

	Advance promotion of events
	22%%
	66%
	6%
	-
	6%

	
	
	
	
	
	

	Registration and events administration
	40%
	60%
	-
	-
	-

	
	
	
	
	
	

	Quality of Chairperson
	48%
	44%
	4%
	-
	4%

	
	
	
	
	
	

	Quality of speakers
	48%
	40%
	2%
	-
	10%

	
	
	
	
	
	

	Networking opportunities
	38%
	44%
	16%
	-
	2%

	
	
	
	
	
	

	Suitability of venues
	42%
	52%
	6%
	-
	-

	
	
	
	
	
	

	Choice of location for venue
	46%
	52%
	2%
	-
	-

	
	
	
	
	
	

	  Refreshments
	58%
	30%
	8%
	2%
	2%

	
	
	
	
	
	

	  Timing of events 
	52%
	40%
	8%
	-
	-

	
	
	
	
	
	

	   Relevance of topics
	46%
	46%
	8%
	-
	-

	
	
	
	
	
	

	   Overall event management
	54%
	40%
	6%
	-
	-


3.6
Attendees offered a number of suggestions for how the Tourism Network West could be improved in the future.   The main suggestions made were:

· Better location/venue




12%

· Longer coffee break




10%

· Get companies more involved



  8%

· Broaden subjects




  6%






A full list of suggestions made at this point of the survey is given in the data tables, question 8.


3.7
30 topics were suggested by current attendees for future Tourism Network forum events.  The top 6 most popular suggestions were:

· Tourist guiding services



8%

· What’s available from the tourism network

8%

· Training






4%

· Foreign language




4%

· Public funding





4%

· How to promote Scotland



4%


Once again, a full list of topics is given at question 9 of the attached data tables.

3.8
Within the survey, 12 respondents had not attended a Tourism Network West event during 2003, despite being invited. Most respondents gave more than one reason for not attending, but in separating these out, the main reasons given for not attending were:

· Lack of time/too busy




50%

· Felt would not be of benefit



17%

· Dates not suitable




17%

· Don’t recall getting an invitation


17%

The above data suggests there is an opportunity for the Tourism Network West to increase its attendance by selling the benefits of participation that are recognised by the attendees.

3.9
Non attendees were asked specifically to state what factors might encourage them to attend the forum in the future.  Again, respondents gave more than one reply each to this question, but in stripping out the main factors, we have:

· Making the topics more relevant to my company
 33%

· Location/more central venues



 42%


· Dates and times





 17%.

3.10
In our review of the 4 LEC databases used to generate invitations to the network, we established the following statistics for the latest 3 events:

LEC Area


Total Invitations Sent
Total Attendees*

SE Ayrshire



175



23

SE Glasgow



156



40

SE Lanarkshire


115



6

SE Renfrewshire


184



38

Totals




630



107

*(Excludes SE staff)

This indicates a "hit-rate" on invitations of 17% (107/603) overall.  By comparison, SE Lanarkshire is significantly below this average with a figure of 5.2%.  Given that the results of the survey indicate that the Tourism Network West is popular, and attractive to attendees, we would question whether these levels of attendance are in fact a result of the databases being used.  Our suggestion is that SE should cull these databases to exclude any dissolved or inappropriate companies, thereby creating a more targeted contact list.

3.11
Tourism Network West attendees were invited to say whether they supported the idea of the network running occasional joint forums with other tourism related industries.  On the question, 92% of attendees suggested that they would support this idea.

3.12
Those who supported this idea were then invited to say which other tourism related industries they would like to see become involved in these joint events.  The most favoured joint events partners were:

· Food industries

28%

· Other tourism markets
20%

· Arts


11%

· Cultural


7%

· Transport 

7%

· Environment

7%

· Visitor attractions
7%

· Retail


7%

A full listing of the proposed joint event partners is shown at question 9c of the data tables that accompany this report.

4.0
RECOMMENDATIONS

4.1
On the basis of the responses given by attendees and non-attendees to this survey, there would appear to be a small number of areas in which the Tourism Network West could improve.  These are:

· Rationalise the mailing database - the 4 current databases should be culled using a telephone or postal "your details" document.  This document should be sent to all companies on the current database, with respondents invited to say whether they wanted to have their name included on the Tourism Network West database for future events.  We believe this action would result in a more targeted database that could be up to 50% less costly to administer compared with current arrangements.

· Review networking opportunities - specifically, planning events to allow for more networking time.  This may entail reducing the number of speakers (say by one), and increasing the length of the coffee break, to increase networking time.  Networking could also be helped by the rationalisation of the contact database, allowing for more relevant companies to be invited, and thus enhancing the networking experience for attendees. 

· Review choice of location for events - amongst non-attendees, 42% said that "more central venues" would help them to attend.  It may be worth reviewing the issue of venue location, especially if it leads to higher attendance.  Of course, it should be borne in mind that over 90% of current attendees said that the location and suitability of venues was either very good or good.

· Investigate scope for joint tourism events - the survey revealed strong support for the idea of running joint events with related tourism industries.  Investigation of the scope for this development is recommended; (a) because this idea is supported by current attendees; and (b) because it may assist with improving networking opportunities. 
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“Thank you very much for your help. Can I assure you once again that the information you have given will be treated as absolutely confidential and will only be used for the purposes of genuine market research”









INTERVIEWER DECLARATION:









I declare that this interview was carried out according to instructions, within the









Market Research Society's Code of Conduct, and that the respondent was not 









previously known to me.









Interviewer No:



Name:



Questionnaire No:



Sign:



Edited/Coded By:



Date:



Backchecked By:



Date:



Good morning/afternoon.  My name is ….. and I am calling on behalf of the Scottish Enterprise.  We are conducting a survey to assess the impact of an events programme called TOURISM NETWORK WEST, which is administered by Scottish Enterprise. 

Would you have 5 minutes to take part in this survey?

Q1. 
Have you personally attended any of the Tourism Network West Events that have taken place during 2003?



Yes


Go to Q2 
No


Go to Q4a-4b

Q2. 
Which events did you attend in 2003? (Please tick all that apply)


a)  1st Event - Collaboration, 6th Feb 2003, Hillington Park Innovation Centre, 

          Glasgow

b)  2nd Event -The Consumer of Tomorrow, 8th Oct 2003, Braehead Retail 
                      Centre, Renfrew


c)  3rd Event - Exploring Scotland's Food & Tourism Links, 10th Nov 2003, 
                                  Paisley Town Hall, Paisley


d)  4th Event - Events and Festivals - Competing in the International Market 
                                  Place, 5th December 2003, The Lighthouse, Glasgow

Q3
Overall, how would you rate the following aspects of any Tourism Network West Events that you attended during 2003?

	
	Very Good
	Good
	Poor
	Very Poor

	
a) Advance promotion of the events 

b) Registration and events administration


c) Quality of Chairperson


d) Quality of speakers

e) Networking opportunities


f) Choice of location for venue


g) Suitability of venues


h) Refreshments


i) Timing of events


      j)   Relevance of topics


      k)   Overall management of the events
	
	
	
	


3a. 
INTERVIEWER: Please note any comments made regarding question 3





INTERVIEWER NOTE: Q4a and Q4b for NON-ATTENDEES ONLY

Q4a. 
If you did not attend any of the Tourism Network West Events held in 2003, why was this?






Q4b.
What might encourage you to attend a Tourism Network West Event in the future?






NOW GOTO QUESTION 11

Q5.
Thinking across all of the Tourism Network West Events that you attended in 2003, do you feel that, as a result of attending these Events, you are now:

	
	Much 

better networked


	Slightly better networked
	No real change
	No view

	a) Better networked within the tourism industry

	
	
	
	

	
	Much more aware


	Slightly more aware 
	No real change
	No view

	  b)  More aware of the key tourism industry issues tackled by the Tourism Network West 

	
	
	
	

	
	Much more knowledgeable 


	Slightly more knowledgeable 
	No real change
	No view

	c)   More knowledgeable on the key 

      industry issues tackled by the Tourism Network West 



	
	
	
	

	
	
	
	
	

	
d)  More able to exploit collaborative 

     partnerships with others in the 

     tourism industry
	Much more able


	Slightly more able 
	No real change
	No view

	
	
	
	
	

	
e)  More aware of the support you can 

     receive from Scottish Enterprise and 

     other agencies
	Much more aware


	Slightly more aware 
	No real change
	No view


Q5a. 
INTERVIEWER: Please note any comments made regarding question 5





Q6.
What type of commercial impact do you think that your attendance at the Tourism Network West has had on your organisation?





                      Positive   None     Negative    DNA     Don't 

             Know


a) Impact on sales



b) Impact on profits

c) Impact on skills of employees








d) Impact on improving competitiveness

Q7. 
Overall, do you think that your attendance at the Tourism Network West 
has been of benefit to your organisation?


YES


NO


DON'T KNOW             GO TO 8

Q7a)
Why do you say that? 






Q8.
Based on your experience of attending the Tourism Network West, how do you think that it could be improved?






Q9a
Do you have any suggestions for topics that the Tourism Network West 
might address in the future?




Q9b
Would you support the idea of the Tourism Network West running occasional joint events with other forums that represent related parts of the tourism industry e.g. joint events with food industry forums?


Yes
      GOTO 9c
   No
        GO TO 10A      Don’t Know             GO TO 10A
Q9c
If YES, which other tourism related industries would you like to see become involved in these joint events?




Q10a)
Based on your experience so far, do you think that your organisation will continue to attend the Tourism Network West in the future?






Q10b)
And based on your experience so far, do you think that you still have a requirement for a forum such as the Tourism Network West?


Yes


No


Don’t Know

PROFILING

Q11
Finally, I would like to obtain some company profiling information.  This is for statistical purposes only.

Business or Organisational Activity (write in description)


Turnover 





<£250,000

£250,000 - £1,999,999 




£2,000,000 - £4,999,999 




£5,000,000 - £9,999,999




£10,000,000+

Refused
Number of Employees




1 to 49







50 to 249






>250





Refused

How long have you been involved in the tourism industry?



                       





Years

BUSINESS CODING - to be completed by consultant based on activity description


LEC AREA - to be completed by interviewer after interview




























































































































































































GO TO QUESTION 5













































































































































































































































































Read Out
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