[image: image1.jpg]International Society
ISHA of Hotel Associations




2020 ISHA AWARDS OF EXCELLENCE APPLICATION
Entries must be for projects completed by September 1, 2019 through August 31, 2020.

Names:  Carolyn McCall Squires and Christy Spradling 

Titles:__Director & Assistant Director of Membership___________________________
Association_ Texas Hotel & Lodging Association____Email: csquires@texaslodging.com
City_ Austin______________________ State_ TX_____________ Zip__78701___________
Phone_(512)474-2996________________________Fax__(512)480-0773________________
Association Staff Size___11___________________________________________________

Associations Annual Budget (not including AH&LA dues):  ___Over $500,000 ___Under $500,000

Entry Category:  ____Education and Workforce Development ___Events and Fundraising

___Government Affairs ___Membership _X__Member Programs

 ____Public Relations  ___Communications 

Please respond to the following questions on a separate piece of paper. 
1. Goals & Objectives of Program

2. Target Audience

3. Results of Program

4. Evaluation Measures

5. How was the program presented to the Target audience?

6. Addition information 
ENTRIES MUST BE RECEIVED NO LATER THAN OCTOBER 9, 2020
1. Goals & Objectives of Program

March 13th is a date that will forever be etched in minds across America and especially for hoteliers here in Texas, as the following week was Spring Break with expectations high for great occupancy.  Instead Spring Break was met with cancelations and fear. 
THLA knew that we had to do everything we could to be the go-to resource to help our members through this COVID-19 experience.  The objective was first and foremost to provide the most sought after answers to questions that impact the daily operations and future plans of our hoteliers through the pandemic. And that has continued to be the focus ever since. We set out to communicate and educate our members on issues that were being raised by our members, including the nuances of SBA loans, employment law issues, the Governor’s latest orders, the ability of hotels to screen guests and employees for COVID-19, and much more.   We wanted to go beyond email notifications and guest speakers. As such, THLA hosted 55 virtual Town Hall meetings all across the state with over 2,500 attendees.  Virtually all of the Town Hall meetings featured one, two, three, or all four of our THLA staff attorneys, each speaking on different areas of expertise that were central to the questions being posed by our members during the COVID-19 crisis.  The information was something that they could not get all in one place from another trade association, a state agency, or any other source.  We made it our mission to gather and analyze the information that was central to their challenges and to provide it back to them in easy to undersand answers during these zoom seminars, followed up by sample protocols, hotel policies, and other templates for employee notifications, furloughs, layoffs, and return to work requests, etc.  Our members did not need to tune into six different webinars with different speakers who did not understand the operations of a hotel.  Our sessions hit all of the key points that were central to their challenge by our THLA lawyers who have been working with these operators for as long as 20 years. It was the membership goal to schedule, coordinate and broadly connect with our partners and members to ensure that they knew about the Town Halls. 
2. Target Audience

Membership orchestrated each of the 55 Town Halls regionally across the state, in eight total regions. Membership reached out to over 150 primary Group contacts (City, Chamber, County, CVB) to inform them that we were bringing invaluable information to the area. We provided dates, times, and topics for the Town Halls. We encouraged each Group partner to share the invitation that THLA sent and post to their social media or share through through their internal communication channels. THLA also received approval from the Group contacts to include the Group contact’s branding logo along with THLA’s on the email notifications as a show of our alignment and their joint commitment to providing essential information to the Texas lodging and tourism industry through COVID-19 and beyond. These efforts secured record participation by the participants within each Town Hall by their Group Member properties. We also included individual lodging property members in the eight regions that were not affiliated with a Group. Our goal was to reach our members far and wide.
3. Results of Program

We educated and responded to the inquiries of thousands of Texas hoteliers in real time.  And we received terrific feedback from countless Group partner contacts and individual lodging properties. Many shared that they left feeling much more knowledgeable and empowered during these uncertain times. A few short examples of the feedback we received is below:
“You all have been rock stars during COVID!  Thanks so much for your continued support.”
“Thank you all for doing this Zoom!  Very informative. Hang in there!”  Lori

 
LORI HUGHES | Area Director of Sales and Marketing
MARRIOTT COLLECTION OF SOUTH AUSTIN
4. Evaluation Measures

Certainly the overwhelming feedback we received was a strong measure.  In order to achieve the attendance that we did, membership sent approximately 14,000 emails and conducted thousands of phone calls in order to ensure that each and every individual lodging property member was able to register, attend, and receive follow-up information about our Town Halls.  For those who could not attend, they knew that the information was being provided and offered by the state hotel association.  For purposes of our trade association viability, the webinars had a vital impact on our retention rate for the 150 groups that we have in group membership.  When the pandemic hit, we had done a budget amendment that projected a significant drop in retention. But after the series of THLA zoom webinars and constant member outreach, we are grateful to report our retention rate is well beyond what we had projected and has resulted in a projected increase of over $135,000 in membership revenues over our amended 2020 budget estimates.  These groups represent 83 percent of our overall THLA membership.  And if we can keep these groups in for 2020, it makes it much more likely that our group members will keep this budget item for 2021 and long into the future.  
5. How was the program presented to the Target audience?

Each meeting was hosted via Zoom and designed as a Town Hall format to encourage member participation, at the opening of each meeting this was addressed with all attendees being welcomed to unmute themselves for questions throughout. The sessions included coverage by the THLA legal staff of the latest governor’s orders, how to interpret them in terms of holding events, guest protocols, and facility requirements. The legal staff then talked about the other topics that were the source of the most inquiries to our office, such as employee sick leave, quarantine protocols, duties to take COVID guests, opportunities to secure room blocks from emergency and health workers, and much more.  The topics changed as the pandemic evolved.  At the beginning, there was strong interest in the nuances of securing federal SBA loans.  Over time, the desired topics evolved to getting mortgage loan forebearances, deferrals of hotel taxes, and a multitude of guest and hotel employee dilemmas.  For each town hall, THLA members in that area received an email with the list of discussion topics and a registration link. Upon registering, an email was automatically generated that shared additional contact information for them to post questions in advance that they wished to be addressed.  And at the end of the townhall, all registrants were able to acess both the cell phones of all of the THLA legal staff and also templates and guides that we discussed during the webinars.  
6. Additional information 
THLA continues to schedule Town Halls to bring updated key real-time information answers, and resources to our members. While COVID-19 has been disastrous for our industry, it has made it all the more vital to empower our members with the information they want and need most.  With this information being delivered personally by the THLA in house staff attorneys it clearly demonstrates the value of state hotel association membership.  We believe and more importantly, it appears that our members firmly believe that THLA is doing everything possible to partner with them to serve, maintain, and revitalize our industry. 
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