[image: image1.jpg]THE HEART OF ENGLAND

EXCELLENCE

IN TOURISM AWARDS




	Tourist Information Service of the Year


This award acknowledges the important part played by tourist information providers in the delivery of visitor services.  The awards are open to Enjoy England Official partners only.

Tourist Information Service of the Year

	Who can enter?


Tourist information providers that are Official Partners are eligible to enter this category regardless of their size, location or resources. 
	Judging


· The first stage of judging is based on technical evaluations of the written applications. 

· A shortlist of entrants (normally three to five for each category) is selected from the written applications, who may then receive a judging visit. 
· Businesses will be notified in July if they have been Shortlisted for further judging. Please note that becoming shortlisted does not infer that a business automatically becomes a finalist, as the judges reserve the right to give awards at their discretion.
· Depending on the category being assessed, the judging of the shortlisted businesses / finalists will be carried out wherever possible by mystery shoppers and/or announced visits. Some categories may also be mystery shopped by telephone and/or email.  It should be noted however that for some categories such as ‘Tourism Event or Festival’ which may be retrospective the assessment will be a desk based exercise. 
· Judges will be looking for examples of excellence and best practice in all areas of business operations.
· A word limit has been set for each section/question and the judges may reserve the right to only take into consideration information provided up to the stated section word limit.

· Any claims made in applications must be substantiated and may be subject to testing by judges.

· Judges and Judging panels will be comprised of both public and private sector representatives, with extensive experience and knowledge of the Tourism Industry, most of who are also still practising in the tourism industry.
	Supporting evidence


· Whilst it is not a requirement of entry, we encourage you to provide supporting material and evidence to help the judges fully understand and assess your application. 

· Only one small A4 folder of neatly compiled documentation is admissible. This information should be relevant, valid and up-to-date. 

· Evidence must be clearly referenced to the appropriate question. Evidence that is not legible, poorly presented or not clearly referenced will not be considered.

· Consider providing supporting evidence such as relevant photographs, extracts of marketing initiatives/collateral, brochures, menus, training plans & awards, press cuttings, examples of customer letters, examples of feedback forms, staff newsletters, access/green policies, access statement, etc.

· Please do not overdo the amount of information you provide, and do not provide DVD’s, CD’s, Videos, bedroom freebies /bathroom smellies etc. The judges will not consider these at the initial judging stage.
	Next Steps


Complete the application form and return to us with any supporting information at the following address, no later than 5pm on Wednesday 30th June 2010. 

Heart of England Excellence Awards 2010

BHMG Marketing

37 Bennetts Hill

Birmingham. B2 5SN

Please note: An electronic copy of your completed application form is also required which should be sent by email to excellence@visittheheart.co.uk by the same date.

	Terms & Conditions


By submitting an entry into the Heart of England – The West Midlands Region, Excellence in Tourism Awards 2010, you agree to be bound by the following terms and conditions:

· The closing date for receipt of entries for The Heart of England – The West Midlands Region, Excellence in Tourism Awards 2010 (Awards) is 5pm on Wednesday 30th June 2010. 

· Employees or representatives/agents of Advantage West Midlands (AWM) and/or Tourism West Midlands (TWM) are not eligible for entry in the Awards

· Businesses can enter more than one category, but separate entry forms and supplementary information must be completed for each.

· Each category may have additional eligibility criteria such as a specific Quality Rating or Quality Award. Please check the ‘Who can enter’ section above for more information.

· Please note that becoming shortlisted does not infer that a business automatically becomes a finalist, as the judges reserve the right to give Gold, Highly Commended and Commended awards at their discretion.
· By entering the Awards, you agree to be part of the publicity if you are shortlisted in any category.

· All category winners (excluding the Culture Award; and Outstanding Contribution to Tourism Awards for an Individual and Organisation - which are regional awards only) will go forward to the shortlisting stage of the National EnjoyEngland Excellence in Tourism Awards 2011. These winners agree to work with representatives of Tourism West Midlands (TWM) following the Award Ceremony in October 2010 to develop their entry for submission to the EnjoyEngland Awards.

· Please note that TWM or BHMG do not accept responsibility for the return of any entries and/or supplementary information, including those consisting of artistic or other material. Entrants will have the opportunity to collect entry materials after the Gala Dinner on 21st October 2010, by arrangement with BHMG, by contacting excellence@visittheheart.co.uk.
· Please also note that any entry submissions and supporting documentation not collected by 30th November 2010 will be disposed of by the Award organisers. Therefore consider providing good quality copies/photocopies rather than original documents in award submissions.

· The judges’ decisions are final and they cannot enter into discussion about the shortlisting process, choice of finalists or choice of winners. 

· In the event of any dispute regarding the awards criteria, application forms, judging process or any other matter relating to the Awards, the decision of TWM shall be final and no correspondence or discussion shall be entered into.

· Feedback following the shortlisting process and judging visits will not be given unless requested. Written feedback will be available, ‘on request’, only after the final results are announced by contacting excellence@visittheheart.co.uk.
Tourist Information Service of the Year

	Contact Details

	Contact Name:
	

	Centre / Service Name:
	

	Address:
	

	
	

	
	

	Telephone:
	

	Mobile:
	

	Email:
	

	Website
	

	PR Contact Details 

(if different from above)
	

	
	


	Business Details

	What are your Opening Hours:
	

	Give details of any periods the Centre / Service is closed:
	

	What is your location:
(I.e. within Town Hall / Library etc.)
	

	How many Staff do you employ: 

(Show full time & part time)
	

	What was your visitor throughput for the last calendar year?
	


	About your business (max 200 words):

	Give a brief history of your business and describe the full range and nature of the service you provide, and the overall visitor / customer experience. 

	


Short-listed entries will demonstrate exceptional commitment to excellence in quality, customer care and business practices in the following areas:
	1: Your Commitment to Excellence (max 200 words):

	Describe your values, philosophy and commitment to excellence, and tell us what you think puts you above the competition and at the top of your sector of the industry. What is the unique selling point of your business?

	


	2: Partnerships (max 100 words):
Judges will be looking for evidence that the provider is part of an integrated approach to visitor servicing i.e. by being part of a bigger picture and not working in isolation.  

The tourist information provider should, give examples of partnership, i.e. working with others and the sharing of best practice, demonstrating the effectiveness  of these by identifying how these have benefited their customers, the destination and or region as well as themselves. 



Examples of partnerships may be the management working together with the industry or local authority to make best use of resources and to reduce duplication of effort.

	Give details and examples of any working partnerships (where applicable) and how this has benefitted the services you provide to visitors.

	


	3: Customer Service (max 250 words):

Judges will be looking for clear evidence of professionalism and commitment to customer service. The entry should demonstrate how staff and management fully capitalised upon the resources available to them in order to meet and exceed their customers’ needs and expectations.

Judges will be looking for evidence of comprehensive and up to date literature.  Knowledge of the local and regional area must be evident.

Entrants could consider how they interpret management information; how they link their revenue raising activities to enhancing customer service; how they utilise new technology to improve information provision and communication with their stakeholders; and how they have developed their service in line with customers’ requests and feedback.

Presentation of the website and content will also be considered, as well as evidence of a high level of customer care through the handling of customer correspondence e.g. telephone calls and emails.

	Explain your customer care values and describe what action has been taken during the last two years to ensure that your services meet and exceed customer needs and expectations.  Highlight activity demonstrating good practice innovation and any developments and improvements to service.  Give examples of where staff have gone beyond the call of duty.

	


	4: Staff Training & Development (max 250 words):

	1. Please detail your staff training & development values and philosophy for yourself and any staff you employ. What staff training & development is offered? Is there a training policy in place? How has training benefited your services? 

	


	5: Accessibility (max 150 words):

The judges will look at how the information provider ensure that both its premises and services are available to all, and what provision is made for a range of customers such as disabled people, older people and families.
Examples of an inclusive approach and initiatives that have been taken to improve access, these could be for example, the provision of information being made available in different formats; organising the Tic’s public area in order to assist less mobile visitors; attendance by staff on Welcome Al or an equivalent course in order to increase disability awareness.

	2. Please detail your commitment to promoting to and accommodating visitors with special requirements (this includes the elderly, parents with pushchairs, people who are visually and hearing impaired, special dietary requirements as well those with physical disabilities). Give examples of any facilities and services you provide for disabled people and how you promote these facilities. Have any of your staff attended Welcome All training or equivalent?  If possible, give examples of how you and/or your staff go above and beyond legal compliance requirements. 

	


	6: Environment & Sustainability (max 400 words):

	3. Give specific examples of how your establishment cares for:

a. The environment (recycling, resource and energy/utility saving initiatives, waste management etc) 

b. The local community (forging links with local school or community groups etc)

c. The local economy (local purchasing, employing local people, supporting local businesses etc.). 

d. Describe how you communicate this with guests and encourage them to get involved. 

Please give examples.

	


