Strategic Plan Overview

Long-Term Outcome Intermediate Outcome Conditions for Success Activities
“The CRVA maximizes the Customer
benefits to the Charlotte Experience - - -
region’s hospitality
industry through
development of
tourism, the marketing Organizational
| |
of meetings, sports, and Excellence
entertainment events,
and the management of
assets owned by the City
of Charlotte” Civic Trust ] [ ]
Strong Ties/
. | | |
One Voice
Leadership in
| |

Innovation

Civic Trust

Intermediate Outcome Conditions for Success Activities
“CRVA has a positive Engage local
relationship with local B governmentingoal
setting and budgeting
government and the )
Reporting of the
ity
community highest standard
Maintain excellence
I infinancial controls NN
and reporting
Shared expectations
Engage Charlotte
between CRVA and the officials in annual
Mayor & City Council gaEl saiilng
Ongoing dialog with .
Frequent communication
elected officialsand BN  with community and I

the community elected officials

Metrics

Metrics
Performance

vs. Budget

Clean audit opinions
and LGC approval
of audit

Alignment between

goals and performance

Regular and
frequent program
of communication

Intermediate Outcome Conditions for Success

“The CRVA delivers an

Customer Experience

Activities Metrics

Recruit, train, develop

Optimal staffing, resources,

Benchmark in the top

Organizational Excellence

Intermediate Outcome Conditions for Success

and retain the best

excellent experience to and direction to attain 10% for customer &
employees and

customer service

every customer and the

employee satisfaction
5 . contractors
customer experiences objectives

Southern hospitality and

world class service!” Optimize staff Benchmark
P — compensation and
and contractor benefit plans to 75%
deployment of market
Retain 90%

of employees

Strong Ties/One Voice

Activities Metrics

Expand Leisure Visitation, Rooms sold, hospitality

Consensus on key

“CRVA is the leader of Amateur Sports, and tax, occupancy, and
the Charlotte region i Glev eyt Convention/Trade Show ADR growth & asset
Markets ilizati
hospitality industry.” andjplans utilization
VAC and Strategic :
Partner engagement.  p— Strategic Partner

Marketing Plan summits satisfaction surveys

Growth in event and
attendance volume and
room demand
attributable to CRVA

Increased sales and
mmmmm  Marketing teamwork
with Cultural, Sports,
and Recreation partners

Integrated sales and

marketing programs

activity
Improvement in Continued expansion of M
arket Awareness
brand awareness ieniteliEs gia o Survey

programs

Lead community

discussion concerning
I development of future I

visitor assets

Leadership in future Development of new

asset development visitor assets

Intermediate Outcome Conditions for Success Activities Metrics
“CRVA is an efficient One organization with a
P OU N e Employee Surveys
and effective shared vision and mission the organization
organization.”
Pursue consolidation Benchmarking vs.
E— opportunities — Peer Group
Optimize one External Audit
N organization running I of Effectiveness
6 businesses
Each department
Benchmarks with Improvement in
CPEEESEL — like operations — cost ratios
maximum efficiency
Reduced use of PUrsUe hew
o " Improvement in %
hospitality taxes to  [IEEG_—_-_—_— ‘zgzgrst::\em:rs‘ tt;s | G pe—
fund operating budgets ! venu
Arobust MWBD Program s 'MProvementin %of gy Improvement in # of

earned revenue

Leadership in Innovation

Intermediate Outcome  Conditions for Success Activities Metrics
“CRVA is the market leader
A board and staff ) Benchmark and
in innovation for the Study highest & best | ] ttain top 25%
i Epn i diEmg: use of CRVA assets attaintop 25%
region’s hospitality of comp set
industry”

Pursue and eyaluate Improvement in
outsourcing ] efficiency ratios
opportunities

Pursue new and Comparables to

innovative business I

practices

CR

peer organizations

Charlotte Regional Visitors Authority

MWBD bid opportunities
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