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	Outstanding Customer Service of the Year Award


This award is designed to promote success stories as examples to the industry by recognising and rewarding an individual who has shown exceptional standards of Customer Care and made a significant contribution to a tourism business/ team/ company in the West Midlands Region. 
Outstanding Customer Service of the Year Award
	Who can enter?


Entries are by nomination. Individuals and teams of people within the tourism industry in the region can be nominated by a business or 3rd party such as an employer or customer. 
The nominee/s should be an individual or team of people who have recognised the absolute importance of both welcome and customer service and who consistently demonstrate an exceptional customer care ethos. may not normally receive the deserved recognition for their efforts. The individual should have gone above and beyond the call of duty, exceeding the expectations of their customers, colleagues and/or employers.
Nominees can come from all parts of the visitor economy including retail, entertainment, hospitality & catering, transport, tour operators and guiding services as well as accommodation and visitor attractions. 
	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.
Outstanding Customer Service of the Year Award
	Your Contact Details

	Contact Name:
	

	Business/Property Name:
	

	Address:
	

	
	

	
	

	Telephone:
	

	Mobile:
	

	Email:
	


	Nominee Details

	Name:
	

	Job Title / Job Role:
	

	Business/Property Name: (if different from above)
	

	Address:
(if different from above)
	

	
	

	
	

	Telephone:
	

	Email:
	

	Website
	


	Briefly describe the business (max 50 words):

	


	What role does the nominated employee play in the business? (max 50 words):

	


Short-listed entries will demonstrate exceptional commitment to excellence in quality, customer care and business practices in the following areas:

	1: Commitment to Excellence in Customer Service (max 450 words):
Entrants must demonstrate high levels of customer service. The judges will be looking for commitment, demonstrated by the attitude of the member of staff in all aspects of hospitality and contact with guests.

	In no more than 450 words please explain why your nominee/s qualifies to win the Outstanding Customer Service Award. You should include examples of as many of the following as are appropriate:

· Consistently high standards of customer service

· Service above and beyond the call of duty and examples of exceeding customer expectations
· Attendance of customer care training courses such as Welcome Host or similar
· Evidence of in-company or external awards or commendations won
· Attitude to and caring for the needs and requirements of disabled guests
· Good customer care, which has generated repeat business
· Any exceptional occasion(s) when your nominee/s provided outstanding customer service
· Details of any marketing or promotional events that your nominee/s has instigated that have helped to promote their business.
· Any corporate social responsibility initiatives and projects that your nominee/s has been involved in (including accessibility and sustainability).
You may also include as supporting evidence:
· Letters from satisfied customers
· Certificates of service-related training courses attended
· Copies of awards/commendations
· A Photo of the person at work (no portraits at this point please.)

	


