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SHIPWRECK COAST MARKETING





30 March, 2010

Dear Operator

Shipwreck Coast Marketing (SCM) is generally known for its primary role of external marketing; however another major role is industry development.  As part of the role SCM seeks to continue to improve the visitor experience. To assist with evaluating the current customer experience and to ensure that as an organization we identify and implement strategies that are effective SCM has engaged a company external to the region to undertake business tourism audits.  This company now undertakes audits across the state of Victoria and is this initiative is jointly funded by Tourism Victoria and Shipwreck Coast Marketing  

What Are Tourism Audits

The Customer Care Audit Program uses powerful evaluation tools to objectively measure, track and assess the actual customer experience being delivered.  Auditors anonymously visit operators, then complete highly detailed questionnaires.  The audit process examines all facets of your day-to-day operations on any given day, including first impressions, booking process, presentation, quality of the overall experiences and the likelihood of return visitation and recommendation to others.  The purpose is not to find fault, but to independently and objectively measure, track and assess the actual customer experience being delivered in businesses in the region.   Analysis of the visits provide information to operators to identify gaps that exist in their product or service delivery and to pinpoint areas where operators can make improvement to meet customer expectations.  

SCM has been delivering this program for 12 months and the operators have been very grateful for the reports. To ensure that the auditor has a true experience it is necessary for them to either stay at the premises, eat at the restaurant, engage in the activity or purchase product.  This means that as well as the payment for the audit there are costs.  For the past 12 months SCM has paid for the audits and also absorbed the cost of the experience.  These costs are to a fixed formula with the auditor.  

Shipwreck Coast Marketing does not select the businesses to be visited.  It advises the company of the categories of business and the audit company selects from there.  The reports are confidential to the Shipwreck Coast Marketing CEO,  but due to the comprehensive detail of the report they are relevant to the owner of the business only. The board of SCM does not view the reports. Many of the businesses who have received a report have asked for a follow up report that assists them to measure improvement.  

The next phase of the audit program is about to commence.  There will be no cost to the operator for the audit but the cost of the experience will need to be reimbursed to SCM.  The cost will be by the presentation of the receipt of payment by the auditor to SCM.  This cost would then be reimbursed to SCM.  
An outline of costs are as follows:
· Accommodation.  Room only expenses with no extra bedding

· Restaurant – To a maximum of $100 for two people

· Tourist Attraction – Entry fee – Maximum $50.  If more, approval needs to be given.  Retail  $10.00, Food and Beverage Max $15.00




· Small Retail or Visitor Centre – Small purchase max. $10.00

· Winery – Max $10.00

Your involvement and support of this initiative will help you gain a competitive advantage by lifting customer service standard in this region. SCM would like to offer this audit service to all operators but given there will be a reimbursement cost of the experience, operators who wish to be part of this program must advise SCM by Wednesday April 14 by completing the below form or completing the form on the SCM Corporate Website www.shipwreckcoast.com.au. .  If approval to participate is not given to SCM it will be assumed that the businesses do not wish to be part of this program.
We look forward to the audit process being a positive and rewarding experience for all tourism stakeholders.  We trust you will welcome this as an initiative that will assist you to evaluate and improve your business

Yours sincerely,

Carole Reid

CEO
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I am willing to participate in the Customer Care Audits and agree reimburse Shipwreck Coast Marketing for any appropriate costs incurred as stated in the above letter.








Signature ....................................................................... Date:...................................


Name:.............................................................................


Business:.........................................................................


Email:..............................................................................


Phone:.............................................................................





Please return this form by faxing to 5561 7895 


or email to �HYPERLINK "mailto:katie@shipwreckcoast.com.au"�katie@shipwreckcoast.com.au� by Wednesday 14 April








Shipwreck Coast Marketing – PO Box 1467, Warrnambool VIC 3280

Ph. 03 55617894  F. 03 55617895  E. admin@shipwreckcoast.com.au

