
Think Global
Act Local.

Welcome to the 

Education Forum 



Ciara Gallagher 
Head of Business  
Tourism & Events (Acting) 





Think Global
Act Local.

Pádraic Gilligan 
SITE Foundation Trustee 
 
Master of Ceremonies 
 

 



Think Global
Act Local.

Rajeev Kohli 
SITE President 2017 
 
 



Think Global
Act Local.

Kevin Hinton 
CEO 
Society for Incentive 
Travel Excellence (SITE) 
 

 





Best Practices for  

Selling to the  

MICE Market 



Best Practices for Selling  

to the MICE Market 
• Bonnie Boisner, Aimia 

• Adrienne Clarke, Convention Centre Dublin  

• Denise Dornfeld, AlliedPRA  

• John Iannini, Melia Hotels International 

• Jonathan Richards, Maui Jim Sunglasses 

• Julia Trejo, Terramar, A DMC Network 

Company 
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SITE Foundation Trustee 

 



Remember the Basic Essentials  
 Invest in the personal relationship 
 Demonstrate understanding of client’s business  
 Be a strategic partner (not a salesperson) 
 Be expert in trends, your destinations and venues 
 Help clients to break away from the traditional ways 



 Know your participants and what excites them personally 
 Showcase individual experiences and give choices 
 Bring unique twists to the “tried and true” 
 Surprise and delight elements are a must 
 Incorporate the appropriate tech and social media 

 

Winning with Program Components 



Adrienne Clarke 

Convention Centre Dublin 



View from the CCD 

• The people 
•  The Association process 
• “Excellence is not an act but a habit” 
•  Little things matter and big things happen 



View from the CCD 
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M: +1 619.849.6225 

 

“I've learned that people will forget 
what you said, people will forget what 
you did, but people will never forget 

how you made them feel.” 
 

Maya Angelou 
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SITE Foundation Trustee 
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Gift Experience Essentials 

• True brand experience 

• Broad & lasting appeal 

• Time vs. money 

• Calculating true costs 

• Inventory considerations 

• International destinations 

• Minimums & maximums 



Julia Trejo 

Terramar, a DMC Network 

Company 
 

SITE International Board of Directors 

 



DMC Viewpoint 

• DMC competencies 

• Ethical conduct  

• Supplier and industry 
relationships 

• Trust and mutual commitment 

• Resources and Research 
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Inside the Incentive 

Agency: 

 

Fundamentals of  

Incentive Travel  
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GUEST HOST: JENN GLYNN 



Incentive Travel Cycle 
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Early 

2015 

Hotel RFP’s sent, 

availability 

reports shared 

client 

Hotel contract 

negotiations 

and execution.  

DMC business 

award and 

contracting  

Hotel business 

award 

Operational Site 

Inspection   

 

Motivational 

communications 

deployed 

DMC RFP’s sent.  

Initial Hotel & 

Destination Site 

Inspections 

Announcement of 

Trip-  qualification 

period begins 

Program 

Operation Determine top 

destination & 

hotel picks 

Spring 

2015 

Summer 

2015 

Fall  

2015 
Fall 2015 

Winter 

2016 

Spring 

2016 

Fall & 

Winter 

2016-17 

March 

2017 

Ongoing 

participant 

communications  

 

 Event planning 



Lens of the Participant  
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The Participant Journey Guides the Incentive Trip Planning Process 

ATTRACT 

 

MOTIVATE 

 

ACHIEVE 

 

CELEBRATE 

 

PROMOTE 

 

PARTICIPANT 

JOURNEY 

Attract: announce and create awareness 

of and interest in the program; drive 

participation 

Motivate: reinforce program rules, 

promote the benefits of meeting 

performance goals 

Achieve: provide guidance and status on 

accomplishments 

Celebrate: recognize and reward 

accomplishments together on the 

incentive trip 

Promote: leverage just-completed 

program results and participant feedback 

to drive excitement for upcoming 

program  

 



Engaging Communication 
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Attract 
Announcement of program- Create Awareness and Drive Participation 
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Motivate 
Reinforce program rules, promote the benefits of meeting performance goals 
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Achieve 
Provide guidance and status on accomplishments 
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Celebrate 
Recognize and reward accomplishments during the incentive trip 
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Superior Guest Experience 

less structure 

Creativity 

more personal time 

Lifestyle Events 
Quality vs. Quantity 

Enhanced entertainment  

enhanced experiences 

a choice in content  

re-imagined spaces 

Innovation 

boutique properties 

Delight 
As business 

partners, you can 

impact the 

success of the 

incentive travel 

experience 



Understanding Your Participants 

Design your program with every guest in mind 

If your group 

demographics are 

unknown, offer a 

diverse mix of 

activities and 

experiences  



Personalization * Authentic * Experiential 



Date or other info 
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• 100% of Gold Club qualifiers were satisfied with the incentive 

trip to Sun City, South Africa 

 

• 98% of Gold Club qualifiers stated that winning Gold Club 

has had a positive impact on their commitment to Microsoft 

 

• 100% of qualifiers agreed that Gold Club made them feel 

appreciated for their contributions 

 

• Highlights from trip included:  
• School Supplies Drive and Delivery was the most 

highlighted piece of the program by attendees with 

overwhelming amount of donations 

• Gala Entertainment from the drumming to the choir and the 

band, the guests loved it! 

• Everyone appreciated the safari gifts – guests continued to 

wear their safari hat or use their safari bag throughout the 

length of the program 

 

 

 

 

 

https://www.youtube.com/watch?v=dKHxJcckBGU&list=UU6rsJQuWKAn-G626z2lRz7w


Delivering Once in a Lifetime Dining Experiences 



 

 
Promote 
Leverage just-completed program results and participant feedback to drive 

optimal program design and excitement for next year’s program  
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Overall Trust Reciprocity Commitment

RSx Driver Averages 

Pre Post



• SITE Index 

• CIS 

• Global Conference 

• On-line Learning 
 
 
 
 
 

Other SITE Resources= 
www.siteglobal.com 



©2015 SITE. All rights reserved. 

Your single source for incentive travel expertise. 
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Going Above and Beyond: 

 

Enhancing Site Inspections  

and Programme Operations 

 



Going above and Beyond – 

Enhancing Site Inspections and 

Programme Operations 
 
 
• Anne DiGregory, The Ritz-Carlton Hotel Company 

• Anne-Marie Rogers, Direct Travel 

• Lynn Pavony, Four Seasons Hotels and Resorts 

• Chris Wheeler, Atlantis Paradise Island 

• Kevin Shannon, Odyssey DMC 

• Aileen Zerbonia, Infomatica 

• Pádraic Gilligan, SoolNua, Moderator 





Travel Trends and  

the Future of the  

MICE Industry 
 



Travel Trends and the Future  

of the MICE Industry 

 • Carina Bauer, IMEX 

• Aoife Delaney, Ovation Global DMC 

• Michele Samolides, Microsoft 

• Rhea Stagner, Maritz Travel 

• Martin Lewis, CAT Publications, Moderator 



The Last Word 

Rhea Stagner,  

SITE Foundation President 2017 

 

Ken Lyons,  

President, SITE Ireland 2016-2017 

 

Ciara Gallagher, 

Acting Head of Business Tourism & Events 

 




