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APPLICATION FORM

All applications must include the following information. Separate applications must be submitted for each
eligible program. Deadline: June 1, 2015. Please include this application form with electronic entry.

PROGRAM INFORMATION
Locality: Isle of VVight County

Program Title: F1@MPassador Program
Customer Service

Program Category:

CONTACT INFORMATION
Name: CN@rles Meek

Tine: ASSistant to the County Administrator
bepartment: <OUNty Administrator's Office

P.O. Box 80, 17090 Monument Circle, Suite 138, Isle of Wight, VA 23397

N/A

Complete Mailing Address:

Telephone # 757'365'6206
cmeek@isleofwightus.net

Fax #

E-mail:

SIGNATURE OF COUNTY ADMINISTRATOR OR CHIEF ADMINISTRATIVE OFFICER
name: ANNE F. Seward

rive: COUNtY Administrator

Signature: d’%%




Program Name: Hambassador Program
Program Category: Customer Service

Program Criteria: 1) Offer an Innovative Solution to a Problem, Situation or Delivery
of Services

2) Promote Intergovernmental Cooperation with Local, State, and
Federal Entities and/or a Private Enterprise in Addressing a Problem
or Situation

3) Provide a Model that Other Local Governments May Learn from or
Implement in Their Own Localities

In March 2014, the Isle of Wight County Department of Tourism launched a unique
customer service training program, the Hambassador Program, to enhance the level of customer
service provided by front-line employees in the local tourism industry as well as the overall
customer service experience received by visitors to Isle of Wight County. The program is offered
to all who work in, contribute to, or support the tourism industry in Smithfield and Isle of Wight
County including employees, employers, merchants, government employees, and members of
volunteer organizations. The name Hambassador was chosen for the area’s deep history as a
national and international producer of hams. Isle of Wight is home to Smithfield Foods, the number
one pork producer in the United States, as well as several local pork producers, specialty shops,
and smokehouses. Over 13,000 visitors are received each year at the Isle of Wight Visitor Center
and Smithfield, in Isle of Wight County, is the number one day trip destination for visitors to
Colonial Williamsburg.

The Hambassador Program was developed by the Department of Tourism, which serves as
the convention and visitors bureau and funded by both the County and Town of Smithfield. The

program was implemented in March 2014 with minimal startup costs. All program materials and



marketing is produced in-house. Additionally an employee of the Department of Tourism serves
as the guide for the familiarization tours. Program enrollment is rolling throughout the year.

The Hambassador Program is comprised of three components:

1) Participants are required to take a familiarization tour of the area led by the

Department of Tourism.

2) Complete an online customer training course.

3) Visit 4 other merchants and post a review online at Yelp.com or TripAdvisor.com.
Upon completion of the program, the participants become official Hambassadors and receive a
pin, certificate, and Genuine Smithfield t-shirt. Most importantly, they are fully prepared to offer
first class customer service to visitors. Employers are encouraged to pay their employees for the
time spent toward certification as a Hambassador. Beginning in August 2014, Smithfield 2020, a
nonprofit organization dedicated to improving the economic and cultural vitality of the Smithfield
Historic District, began offering a matching grant of up to $25 to offset the cost of the employees’
time spent on the familiarization tour.

Since the program was started, twenty-three (23) front-line employees serving eight (8)
local businesses have completed the program. Employees and business owners that have
completed the program have been very enthusiastic about the impact that it is having on customer
service. As noted by Amy Murrill Musick, Director of the Smithfield Center and Outdoor Venue,
“Smithfield and Isle of Wight County have lots of visitors daily and to make them feel welcome it
is important my employees know places to eat and things to see and do”. This sentiment is echoed
by other business owners throughout the community.

The Hambassador Program is a unique community and economic development program

aimed at enhancing the customer service experience of visitors in Isle of Wight County.



The program addresses workforce development needs that contribute to the success of local
businesses, their employees, and the entire community. The program is a model that demonstrates
the power of partnerships between local government, local businesses, and nonprofit organizations
serving the community. This program can be easily replicated in small and large counties

throughout Virginia.



Hambassador Program
Program Category: Customer Service

Program Criteria: 1) Offer an Innovative Solution to a Problem, Situation or Delivery
of Services

2) Promote Intergovernmental Cooperation with Local, State, and
Federal Entities and/or a Private Enterprise in Addressing a Problem
or Situation

3) Provide a Model that Other Local Governments May Learn from or
Implement in Their Own Localities

The Hambassador Program is a free program offered by the Isle of Wight County
Department of Tourism to enhance the level of customer service provided by front-line employees
in the local tourism industry as well as the overall customer service experience received by visitors
to Isle of Wight County. The name Hambassador was chosen for the area’s deep history as a
national and international producer of hams. Isle of Wight is home to Smithfield Foods, the number
one pork producer in the United States, as well as several local pork producers, specialty shops,
and smokehouses.

The Hambassador Program was implemented in March 2014 and is comprised of three
components: 1) Participants are required to take a familiarization tour of the area led by the
Department of Tourism, 2) Complete an online customer training course, and 3) Visit 4 other
merchants and post a review online at Yelp.com or TripAdvisor.com. Upon program completion,
the participants become official Hambassadors of the County.

Twenty-three (23) front-line employees serving eight (8) local businesses have completed
the program to date. Employees and business owners that have completed the program have been

very enthusiastic about the impact that it is having on customer service.



Hambassador Program
Isle of Wight County, Virginia

In March 2014, the Isle of Wight Department of Tourism launched a unique customer
service training program, the Hambassador Program, to enhance the level of customer service
provided by front-line employees in the local tourism industry and the overall customer service
experience received by visitors to Isle of Wight County. The County’s welcome center receives
over 13,000 visitors each year and Smithfield, in Isle of Wight County, is the number one day trip
destination for visitors to Colonial Williamsburg. The name Hambassador was chosen for the
area’s deep history as a national and international producer of hams. Isle of Wight is home to
Smithfield Foods, the number one pork producer in the United States, as well as several local pork
producers, specialty shops, and smokehouses.

The Hambassador Program is comprised of three components:

1) Participants are required to take a familiarization tour of the area led by the

Department of Tourism.

2) Complete an online customer training course.

3) Visit 4 other merchants and post a review online at Yelp.com or TripAdvisor.com.
Upon completion of the program, the participants become official Hambassadors and receive a
pin, certificate, and Genuine Smithfield t-shirt. Most importantly, they are fully prepared to offer
first class customer service to visitors.

Twenty-three front-line employees serving eight local businesses have completed the
program to date. The local business community has been very enthusiastic about the impact that
the program is having on customer service. As noted by Amy Murrill Musick, Director of the

Smithfield Center and Outdoor Venue, “Smithfield and Isle of Wight County have lots of visitors



daily and to make them feel welcome it is important my employees know places to eat and things
to see and do”. This sentiment is echoed by many of the business owners that have enrolled

employees in the program.
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Global Reach

ISLE OF WIGHT

COUNTY, VIRGINIA

Smithfield & Isle of Wight County CVB introduces the Hambassador Program!

We recognize how vital our “front-line” employees are to our local tourism industry. The Hambassador Program
trains these employees so that they are fully prepared to add to the quality of our visitor's experience. They will
also learn about the tourism industry and why they are so important to its success!

The program requires employees to complete three simple steps....Our Hambassadors will learn about the area’s
attractions, visit local merchants, and take an online customer service course.

We're asking employers and employee to become involved by filling out a Hambassador Registration Form and
mailing or emailing it to us. They will then receive a Hambassador Card that explains the steps of the program
and helps them keep track of their progress. A copy of the Hambassador Card is attached to this email.

Woe will be recognizing our Hambassadors throughout the year and at our National Tourism Month Celebration
in May.

Our Hambassadors will receive a “Genuine Smithfield & Isle of Wight County” t-shirt, a Hambassador pin and
certificate, and - for students — a letter of reference describing the program and their participation in it.

The program is free, but we encourage merchants to consider paying their employees for some or part of the time
they will spend completing the three steps.

We hope our local merchants will encourage their employees to participate in this important program. Please let
us know if we can answer any further questions about the program.

Judy Hare Winslow
Director of Tourism, Smithfield & Isle of Wight County
iwinslow@isleofwightus.net

Lois Tokarz
Marketing & Public Relations Manager, Smithfield & Isle of Wight County
Itokarz@isleof wightus.net

Smithfield & Isle of Wight County Convention & Visitors Bureau
319 Main Street, Smithfield, VA 23430

757.357.5182

1.800.365.9339

Fax: 757.365.4360

P.O.Box 80

17090 Monument Circle
Isle of Wight,VA 23397
(757) 365-6204

www.co.isle-of-wight.va.us
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P O.Box 80

(2
Global Reach

ISLE OF WIGHT

COUNTY, VIRGINIA

Program

"I find the program very valuable. Smithfield and Iste of Wight County have lots of
visitors daily and to make them feel welcome it is important my employees know
places to eat and things to see and do. The Smithfield Center has a constant stream of
visitors attending meetings, weddings and other events and | never want to hear one of
my staff members say "I know!” when a visitor asks “what is there to do here?”

Amy Murrill Musick, Director, Smithfield Center and Outdoor Venue

We are pleased to announce that Smithfield 2020 is partnering
withSmithfield & Isle of Wight County Convention and Visitors Bureau to offer
an incentive grant for the Hambassador Program.

The Hambassador Program program is offered to all who work in, contribute
to, or support the tourism industry in Smithfield & Isle of Wight County including
employees, employers, merchants, government employees, and members of
volunteer organizations. These are the folks we consider our “front line” workers
in ensuring that visitors get a great experience here.

We encourage employers to pay their employees for the time spent on the
program. Smithfield 2020 is now offering a matching grant to offset cost of the
employees time spent on the familiarization tour. An application and further
information on the 2020 grant program is included in on this webpage. Deadline
to apply is October 1, 2014.

For further information click here or contact Terry Rhinfer at 757.357.2214 or
via email at Terry.Rhinier@isleofwightus.net .

Hambassador E-Blast, August 2014

17090 Monument Circle
Isle of Wight,VA 23397
(757) 365-6204

www.co.isle-of-wight.va.us
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