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Committee Information

House Legislative Oversight Committee
Post Office Box 11867

Columbia, South Carolina 29211
Telephone 803-212-6810

Fax 803-212-6811

Also, the agency may visit the South Carolina General Assembly Home Page
(http://www.scstatehouse.gov) and click on "Citizens’ Interest” then click on "House
Legislative Oversight Committee Postings and Reports". This will list the information posted
online for the Committee; click on the information the agency would like to review.

http://www.scstatehouse.gov/citizens.php (Click on the link for “House Legislative Oversight
Committee Postings and Reports.”)
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Background

Pursuant to Section 1-30-10(G)(1), state department and agency governing authorities must
submit the following to the Governor and General Assembly:

e ‘“reports giving detailed and comprehensive recommendations for the purposes of
merging or eliminating duplicative or unnecessary divisions, programs, or personnel
within each department to provide a more efficient administration of government
services.” (Annual Restructuring Report, Restructuring Report or ARR)

Pursuant to Section 1-30-10(G)(2), state department and agency governing authorities must
submit the following to the Governor and General Assembly:

e “a seven-year plan that provides initiatives and/or planned actions that implement
cost savings and increased efficiencies of services and responsibilities within the
projected seven-year period.” (Seven-Year Plan)

These questions and instructions are provided for the purposes of fulfilling the agency’s
requirement to the House Legislative Oversight Committee under these statutes. Please note
the agency’s response will be published on the General Assembly’s website.

In completing these documents, having a copy of the Fiscal Year 2012-13 Accountability
Report and Fiscal Year 2013-14 Accountability Report the agency submitted to the Executive
Budget Office will be helpful.

Submission Process

Please complete the information and answer the questions included on the following pages.
Please note at the end there is a request to complete an Excel document with the name of all
personnel at the agency who were consulted or performed work to obtain the information
utilized when answering the questions in these reports, their title and their specific role in
answering the question (i.e., searched the agency documents, asked for information because
they are in charge of the department, etc.). Therefore, for efficiency purposes, the agency
may want to keep track of this information while answering the questions instead of waiting
until the end.

All forms should be submitted electronically by March 31, 2015, to the House Legislative
Oversight Committee (HCommLegOv@schouse.gov) in both the original format (Word and
Excel) and saved as a PDF for online reporting. The signed copy of the Submission Form with
a hard copy of the forms and attachments should be mailed to: House Legislative Oversight
Committee, Post Office Box 11867, Columbia, South Carolina 29211. Please direct any
questions about this process to Jennifer Dobson (jenniferdobson@schouse.gov) or Charles
Appleby (charlesappleby@schouse.gov).
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Efforts to Avoid Duplication

Please note at the end of each page in this report, the Committee includes the following:

Does the agency already provide the information requested on this page, or similar
information, in a report required by a legislative entity? If yes, add the appropriate
information to the Similar Information Requested Chart. If the agency look in the Excel
document attached, there is a template for the agency to complete for any questions which
ask for the same information under the tab labeled, “Similar Info Requested.”

In the Excel document attached, there is a template to complete any questions which ask for
the same information under the tab labeled, “Similar Information Requested.” The
Committee asks this at the end of every page because if the questions on that page seek
information similar to information sought in another report to a legislative entity, we want to
know so we may communicate with the legislative entity who requires the other report and
determine the most efficient way to avoid duplication in the future.

In addition, notice that one section of this report requests the agency list all other reports it
has to submit. The Committee is seeking this information to analyze and determine whether
there are any recommendations the Committee may make, in collaboration with the other
entities which require reports, in an effort to minimize the burden of all the reporting
requirements on the agency while still ensuring all appropriate information is provided.

Looking Ahead

The Restructuring Report, Seven-Year Plan and Oversight Study process are new for 2015.
Each year the Committee will review information sought from agencies, the methods through
which it is sought and any feedback received from agencies. Through this review, it is the
Committee’s goal to continually improve its processes and obtain greater effectiveness and
efficiency for agencies and the Committee through revisions and updates both in the
information it receives and way in which it is collected. The Committee looks forward to
working with agencies to provide the most effective and efficient state government for the
people of South Carolina.
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South Carolina Dept. of Parks, Recreation & Tourism
Date of Submission: March 31, 2015

Please provide the following for this year’s Restructuring and Seven-Year Plan Report.

Name Date of Hire Email
Agency Director Duane Parrish January 2011 dparrish@scprt.com
Previous Agency | Chad Prosser February 2003 prosser.chad@gmail.com
Director

Name Phone Email |
Primary Contact: | Duane Parrish 803-734-0170 dparrish@scprt.com
Secondary Justin Hancock 803-734-1747 jhancock@scprt.com
Contact:

Ethe agency vested with revenue bonding authority? (re: Section 2-2-60(E)) | no J

| have reviewed and approved the enclosed 2015 Restructuring and Seven-Year Plan Report,
which are complete and accurate to the extent of my knowledge.

Current Agency
Director
(Sign/Date):

(Type/Print Name): | Duane Parrish

If applicable,
Board/Commission
Chair

(Sign/Date):

(Type/Print Name):




Insert the appropriate page numbers once the agency has completed the report.

I. Executive Summary 1
Historical Perspective 30
Purpose, Mission & Vision 31
Key Performance Measurement Results 1-2
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ll. Laws (Statutes, Regulations, Provisos) 5
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|. Executive Summary

A. Historical Perspective

1. Please complete the Historical Perspective Chart. In the Excel document attached, there
is a template to complete under the tab labeled, “Historical Perspective.” In this chart
the Committee is asking the agency to provide a bullet style list of any major changes in
the agency’s purpose or mission and any restructuring that occurred (i.e., combining with
or taking on other agency responsibilities, etc.) during the last ten years.

See attached spreadsheet - p. 30

B. Purpose, Mission and Vision

1. Please complete the Purpose/Mission/Vision Chart. In the Excel document attached,
there is a template to complete under the tab labeled, “Purpose, Mission.” The other
specifics are included in the template.

See attached spreadsheet - p. 31

C. Key Performance Measure Results

1. After completing the Key Performance Measurement Processes Section of this Report,
please come back to this question and provide a summary of the results (bullet style
results only, explanations should be included in the Key Performance Measurement
Processes Section).

The list below includes both performance results listed in Section Five of this report, as well
as other agency performance results relevant to the agency’s overall mission and
complementing the topline results explicitly identified in this report.

Performance Measure FY 12/13 Value FY 13/14 Value Target Value
e State Park Revenue $22,332,204.24 $24,039,396.65 $25,100,000
e State Park Cabin Occupancy 66.26% 64.24% 66.00%
o State Park Cabins Average Daily $87.15 $93.74 $96.75
Rate
= StatePark Ladge Room 36.24% 34.01% 40.00%
Occupancy
e State Park Campsite Occupancy 33.21% 34.58% 36.00%
e State Park Golf Rounds 32592 31,975 32,000
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State Park Corporate/Private
Donations

Check Off for State Parks
Collections

Number of RTP Grants

Total Amount of RTP Grants
Number of PARD Grants

Total Amount of PARD Grants
Number of LWCF Grants
Total Amount of LWCF Grants
Number of TAG Grants

Total Amount of TAG Grants
Cooperative Advertising Sales
Total

Welcome Center Advertising
Sales Total

Visitors Guide Sales Total
Website Advertising Sales Total
Total Number of SC Film Hires
Total Amount of Film-Related SC
Spending (qualified and
unqualified spend)

Total Number of Film-Related
Hotel Nights

Number of State Parks Projects
Completed

Number of Approved TODS
Applications

Welcome Center
Accommodations Reservations
Welcome Center Attractions
Reservations

Percent of Leisure Travel Ad-
Aware Households in Target
Markets

Total Accommodations Tax
Collections

Total Admissions Tax Collections
Statewide Hotel Occupancy Rate
Statewide Hotel RevPAR Rate

$107,750

$38,482

10

$911,922

59

$653,094

3

$375,000

57

$1.51 million

$161,850

$78,752

$397,000
$60,000
913

$17,895,427

10,209

n/a
13997

3147

19%

$50,910,208.15

$34,029,126.22
56.40%
$51.59

$179,912

$47,316

11

$778,282
106
$1,250,519

3

$750,000

66

$1.56 million

$292,301

$127,240

$368,005
$40,564
2,686

$19,018,257

20,239

22

13,755

4344

38%

$55,356,170.15

$34,053,135.21
58.00%
$55.06

n/a

n/a
n/a
n/a
n/a
n/a
n/a
n/a
n/a

n/a

n/a

n/a
n/a
n/a

n/a

n/a

n/a
n/a
n/a

n/a

n/a

n/a

n/a
61.30%
$60.56
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Il. Organizational Profile

This section asks for a fact based description of the agency. Please provide information in the
stated Excel template. If an Excel template is not referenced, provide the information in bullet
style.

1. The agency’s main deliverables (i.e., products or services) and the primary methods by
which these are provided;
a. Complete the Key Deliverables Chart. In the Excel document attached, there is
a template to complete under the tab labeled, “Key Deliverables.”
See attached spreadsheet - p. 32

2. The agency’s key customers and their requirements and expectations;
a. Complete the Key Customers Chart. In the Excel document attached, thereis a
template to complete under the tab labeled, “Key Customers;”
See attached spreadsheet - p. 33

3. The agency’s key stakeholders (other than customers);
a. Complete the Key Stakeholders Chart. In the Excel document attached, there is
a template to complete under the tab labeled, “Key Stakeholders;”
See attached spreadsheet - p. 34

4. Other state agencies which have the biggest impact on the agency’s mission success;
a. Complete the Key Partner Agency Chart. In the Excel document attached, there
is a template to complete under the tab labeled, “Key Partner Agencies.”
See attached spreadsheet - p. 35

5. The agency’s performance improvement system(s);
e Annual State Parks Planning Meetings

o Annual Advertising Effectiveness Studies

e Annual State Parks Managers Conference

e Annual Welcome Center Conference

6. The agency’s organizational structure in flow chart format;

c
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7. Details about the body to whom the Agency Head reports;
a. Complete the Overseeing Body Chart. In the Excel document attached, there is
a template to complete under the tab labeled, “Overseeing Body-General” and
“Overseeing Body-Individual Member.”
See attached spreadsheet - p. 36 - 37

8. Please complete the Major Program Areas Chart. In the Excel document attached, there

is a template to complete under the tab labeled, “Major Program Areas.”
See attached spreadsheet - p. 38 -39

9. Please identify any emerging issues the agency anticipates may have an impact on its
operations in the upcoming five years.

No emerging issues anticipated.
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lll. Laws (Statutes, Regulations, Provisos)
This section asks for state and federal statutes, regulations and provisos (“Laws”) which apply to
the agency.

1. Please complete the Legal Standards Chart. In the Excel document attached, there is a
template to complete under the tab labeled, “Legal Standards.” In this Chart, please list
all state and federal statutes, regulations and provisos that apply to the agency (“Laws”).
The other specifics are included in the template.

See attached spreadsheet - p. 40

IV. Reports and Reviews
This section asks for information about reports the agency is required to submit to a legislative
entity and the agency’s internal review process.

1. Please complete the Agency Reporting Requirements Chart. In the Excel document
attached, there is a template to complete under the tab labeled, “Agency Reporting
Requirements.” In this Chart, please list all reports, if any, the agency is required to make
to a legislative entity. The specifics as to each report are included in the template.

See attached spreadsheet - p. 41

2. Please complete the Internal Audit Chart. In the Excel document attached, there is a
template to complete under the tab labeled, “Internal Audits.”
See gttached spreadsheet - p. 42
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V. Key Performance Measurement Processes

This category examines the agency’s performance and improvement in key areas. Performance
levels are examined relative to those of competitors and other organizations providing similar
programs and services. Information is typically displayed by the use of performance measures.
Quantitative measures may be supplemented by a discussion of qualitative measures where
appropriate; however, every effort should be made to use appropriate quantitative measures
that can be charted to show trends and comparisons to benchmarks.

Address only top-level results showing aggregate measures of agency-wide performance that are
reflective of the value added to customers. Please include comparative data as applicable. These
results are typically captured in performance goals and planning documents. When determining
which processes are “key processes” consider the business impacts, and select those processes
that are most important to the customer (both internal and external) to satisfy their
requirements and/or those processes with problem areas identified by management.

Note: Results information (i.e., each chart, graph, table) reported for this category should be referenced to the
specific question number (Ex. Chart 5.1-1, Graph 5.1-2, Table 5.1-3). The third digit identifies the sequential position
of the specific chart, graph or table included in the agency’s responses to each questions.

For each performance measurement included in response to the questions on the next page
under Subsection A, please provide the following information:
a. The performance goal(s)/benchmark(s) for the overall process output, and/or critical
activities that produce the output.
i. Three agency/government entities in other states or non-government entities the
agency considers the best in the country in this process or similar process and why.

ii. If the agency did not use results from an entity the agency listed in response to “i” as
a performance goal/benchmark, why not and why did the agency choose the
goal/benchmark it did?

iii. Individual(s) who are not employed by the agency (government or non-government,
located anywhere in the country) whom the agency considers an expert in the
process or similar process and their contact information, or if deceased, name of
books authored.

b. List the senior leaders who review the performance measure, their title and frequency
with which they monitor it.
¢. Trends the agency has seen and the method by which it analyzes trends in these results.
d. Whether the agency has reasonable control over this result (i.e., more than 50% or
enough to be able to influence and accurately measure the result).
i. Ifthe agency does not have reasonable control over this result, the other one or more
agencies, who when combined with the agency, together have reasonable control
over the result and names of those other agencies.
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V. Key Performance Measurement Processes (cont.)

A. Results of Agency’s Key Performance Measurements

Mission Effectiveness

1. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for mission effectiveness (i.e., a process characteristic
indicating the degree to which the process output (work product) conforms to
statutory requirements (i.e., is the agency doing the right things?))?

State Parks Revenue

SCPRT measures overall State Parks Revenue to determine the State Parks usage
trends. State Parks revenue, which can be broken down into precise categories,
provides more comprehensive information for overall visitation trends.

State Parks Revenue Trend

$30,000,000
$25,000,000
$20,000,000
$15,000,000 | btes ] ‘ | " .
$10,000,000

$5,000,000 '

s_
FY 2010 FY 2011 FY 2012 FY 2013 FY 2014

Chart 5-1-1

a.i. Like South Carolina, Indiana, Oklahoma and Kentucky State Park Systems apply a
business-minded approach to their respective State Parks operations, utilizing their
natural and recreational assets to generate revenue for their State Parks, and
identifying opportunities to increase revenue streams through capital improvement
projects.

a.ii. While South Carolina State Parks works to consistently increase revenue, as well
as overall operational self-sufficiency, it does not use other states’ revenue totals as
benchmarks. The major reason for this is each state’s park system inventory is
drastically different. In some cases, like Oklahoma, the State Parks system is
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comprised entirely of recreational venues, which provides greater opportunities for
revenue generation than historic or natural sites. In other cases, such as Kentucky,
the State Park system includes a vastly larger inventory of facilities for short term
lease, such as lodges for corporate meetings or group events.

a.iii. SCPRT considers the collective membership of the National Association of State
Park Directors as an expert in the area of State Parks operations and revenue
generation. This group annually exchanges information about each member’s
respective State Park System and routinely discusses best-practices for State Parks
operations.

b. State Parks revenue is reviewed monthly by Agency Director Duane Parrish, Chief
of Staff Amy Duffy, State Parks Director Phil Gaines, and Finance Director Yvette
Sistare. In addition, this information is shared monthly with all SCPRT staff and
incorporated into the agency’s e-newsletter, which is available to the public.

c. South Carolina State Parks has experienced consistent increases in State Parks
revenue over the past few years. This information is reviewed monthly and annually
to determine which sources of revenue of performing well and which sources could
use improvement. The agency employs a yield-management system to its State Parks
accommodations in order to minimize seasonality of overnight accommodations.

d. The agency has reasonable control over State Parks revenue generation due to its
use of a Central Reservation System for accommodations and a Point of Sale system
for State Parks retail. This allows the agency to adjust its efforts according to trends in
demand. However, since a significant portion of State Parks accommodations
includes camping, weather is, at times, a significant and uncontrollable factor
impacting overall State Parks usage.

Advertising Effectiveness

SCPRT measures the overall effectiveness of its leisure travel marketing efforts
through an annual advertising effectiveness study. This study provides information on
the effectiveness of the agency’s advertising among its targeted markets, and also
provides further details on the effectiveness of specific media types and messaging
utilized for each advertising campaign. The results from these studies are then used
to inform marketing planning and decisions for subsequent advertising campaigns.
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SCPRT Advertising Effectiveness Trend
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Chart 5-1-2

a.i. Not all State Tourism Office’s publicly publish their Advertising Effectiveness Studies
(for example, the effectiveness study for Georgia’s tourism advertising is available only to
member businesses and organizations within the state.) North Carolina does publicly
publish their annual report. According to their 2014 report, North Carolina’s tourism
marketing campaign experienced an advertising recall of 45% of their target audience —
the same level as South Carolina for 2014. While ad effectiveness information is available
for a select few states, such as California and Wyoming, this data is not especially useful
or relevant for comparison to South Carolina’s results because they are not considered
“competitor states” for tourism business.

a.ii. SCPRT does not regularly review the available ad effectiveness data from other states
because this data cannot be used to inform SCPRT's marketing strategies. Ad
effectiveness levels can be influenced positively or negatively by a multitude of aspects
within a specific advertising campaign, such as types of media outlets used and focus of
messaging. In addition, the geography of the campaign’s target audience can also heavily
influence ad effectiveness results. Because these factors can heavily influence advertising
recall results, it is not meaningful to make comparisons or correlations between
advertising campaigns from two or more distinct destinations. SCPRT does not have a
defined benchmark or goal for each year’s advertising effectiveness results; however, the
agency does strive to use insights from these reports to improve ad effectiveness year
over year and, ultimately, influencing more travel to the state.

a.iii. The agency considers the Travel & Tourism Research Association as experts in the
field of tourism marketing research. This association is comprised of Tourism Research
Directors from State Tourism Offices, educators, research providers and consultants and
end-users of research. The primary contact email for TTRA is info@ttra.com.

b. Advertising Effectiveness is reviewed annually by Agency Director Duane Parrish, Chief
of Staff Amy Duffy, Research Director Dudley Jackson, and Marketing Director Beverly
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Shelley. This information is also shared with SCPRT’s ad agency of record, as well as
SCPRT’s marketing staff.

c. With the exception of CY 2012, SCPRT has experienced consistent levels of advertising
effectiveness over the past few years. For the most recent campaign, SCPRT advertising
reached a high of 45% recall in the target consumer market. In addition, SCPRT’s
advertising focus on Undiscovered South Carolina, specifically the BBQ Trail campaign and
the more recent outdoor recreation campaign, have proven especially effective at raising
awareness of South Carolina’s vast tourism experience opportunities and motivating
greater visitation to the state’s Undiscovered destinations. According to research results,
the 2014 campaign generated 366,000 visits to Undiscovered South Carolina destinations.

d. The agency has a moderate level of control over the results of its advertising
effectiveness in that experiences and results from past campaigns can be used to inform
marketing planning decisions and set expectations for performance results. However, the
continual changes in available media platforms, especially those involved with social or
mobile media, include some variability that is beyond prediction. In addition, because
consumer habits and demands also change consistently, it is necessary to continually
evolve South Carolina’s tourism marketing message and focus in order to keep content
fresh and relevant for consumers, which also affects the degree of control the agency has
over results expectations.

Mission Efficiency

2. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for mission efficiency (i.e., a process characteristic
indicating the degree to which the process produces the required output at minimum
resource cost (i.e., is the agency doing things right?)) including measures of cost
containment, as appropriate?

state Parks Operational Self Sufficiency

Since FY 11, SCPRT has made continuous efforts to improve the operational self-
sufficiency in the State Parks system by controlling expenditures and identifying
opportunities for enhanced revenue generation. Since FY 11, operational self-sufficiency
has increased from 85% to nearly 90% in FY 14. Improving operational self-sufficiency
allows SCPRT greater flexibility to address State Parks’ deferred maintenance needs, as
well as improving overall operations processes within the system.
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State Parks Operational Self-Sufficiency
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Chart 5-2-1

a.i. South Carolina State Parks ranks 1%t in operational self-sufficiency among the
southeastern states’ State Parks systems. Nationally, South Carolina State Parks ranks 7"
South Dakota, Oklahoma and New Hampshire rank 1%, 2 and 3" respectively — each
operating at or above 100% operational self-sufficiency. However, New Hampshire
achieves self-sufficiency through leasing their state-owned ski resorts. For comparative
purposes, South Carolina State Parks are best compared to South Dakota, Oklahoma and
Indiana, which ranks 8th), since these state park systems include similar property
inventories and apply similar business strategies to improving self-sufficiency.

a.ii. Achieving 100% operational self-sufficiency is an overall goal for South Carolina State
Parks; however, each year’s benchmark is set using the previous year’'s performance
levels. In order for operational self-sufficiency to be meaningful, it must be achieved in a
way that is sustainable year over year. To that end, SCPRT analyzes results from
improvement efforts each year and uses these results to determine areas or opportunities
for further improvement.

a.iii. As mentioned in the previous section, SCPRT considers the National Association of
State Park Directors as a collective body of experts in the area of operational self-
sufficiency. This association meets regularly to discuss best practices for achieving self-
sufficiency.

b. Operational self-sufficiency is reviewed monthly and annually by Agency Director
Duane Parrish, Chief of Staff Amy Duffy, State Parks Director Phil Gaines, and Finance
Director Yvette Sistare.

c. As illustrated above, South Carolina State Parks has achieved continuous improvements
in operational self-sufficiency since EY 11, reaching nearly 90% in the last fiscal year. This
has been achieved through the implementation of revenue enhancement efforts
mentioned in the previous section.
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d. As with State Parks revenue generation, SCPRT has a moderate level of control over the
results of this performance measure. SCPRT continuously monitors revenue streams as
well as expenditures for State parks, seeking opportunities to improve both in order to
achieve greater self-sufficiency. However, just as weather can have a significant impact
on revenue, it can also positively or negatively impact overall expenditures and ultimately
affect operational self-sufficiency as well.

Tourism Advertising Sales

SCPRT derives revenue from its Advertising Sales Program by offering in-state tourism
industry partners cooperative advertising opportunities that include a variety of magazine
and interactive programs. SCPRT purchases advertising units and then brokers a portion
of the units to its partners at a discounted rate. This allows South Carolina and its partners
to have a greater, more frequent presence in the consumer marketplace. SCPRT reinvests
the revenue from this program into its media buy. In addition, SCPRT offers in-state
partners the opportunity to purchase advertising at the state’s nine Welcome Centers, its
tourism website, and also in the state’s annual visitor's guide. The level of partner
participation in this program is also used to measure the overall effectiveness and
relevancy of SCPRT's marketing efforts for in-state tourism destination marketing
organizations.

Tourism Advertising Sales
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Chart 5-2-2

a.i. Advertising sales information from other state tourism offices is typically not publicly
available, therefore, SCPRT does not have any other state’s data to compare directly to
its own advertising sales. In addition, advertising sales opportunities can vary widely by
state, dependent upon each state’s overall marketing priorities, media platforms utilized
and availability of cooperative sales opportunities.
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a.ii. SCPRT does not use data from other states or organizations to provide benchmarks
for its own advertising sales program. SCPRT gauges the effectiveness and efficiency of
this program by analyzing levels of partner participation and uses this information to
inform future marketing and sales opportunity plans.

a.iii. Because this type of data is often not openly shared, there is no identified
individual or organization expert for tourism advertising sales. Each state’s advertising
sales program is unique to that state’s tourism office.

b. Tourism advertising sales results are reviewed regularly by Agency Director Duane
Parrish, Agency Chief of Staff Amy Duffy, and Marketing Director Beverly Shelley.

c. As illustrated above, SCPRT has experienced gradual increases in overall partner
participation and sales results. The Welcome Center and Website advertising sales
programs have been in operation for two full fiscal years, and each has experienced
results that exceeded initial expectations. In addition, for the past three years, SCPRT
has generated enough revenue through advertising sales in the annual visitor’s guide to
fully fund production of the guide.

d. The agency has a moderate level of control over this result. By analyzing partner
participation levels year over year, the agency can ascertain which opportunities work
best for in-state tourism partners and adjust its sales program accordingly. The only
variable for this result is the overall state of the economy, which can impact in-state
partner’s available funds for participation in SCPRT’s advertising sales programs.

Quality (Customer Satisfaction)

3. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for quality (i.e., degree to which a deliverable (product
or service) meets customer requirements and expectations (a customer is defined as
an actual or potenfial user of the agency’s products or services)) for the agency as a
whole and for each program listed in the agency’s Major Program Areas Chart?

Governor’s Conference on Tourism & Travel

The Governor's Conference on Tourism & Travel is South Carolina's largest gathering of
tourism industry leaders. Over the last 50 years, the annual conference has been attended
by participants representing a wide variety of backgrounds including destination
management organizations, regional tourism associations, accommodations, attractions,
advertising agencies, economic development companies and various media companies.
Other stakeholders include publishing firms, trade publications, technology providers and
universities. Each year, conference attendees are invited to rate the various elements of
the conference in the Participant Feedback Survey. These components include agenda
structure, general and breakout session, meal functions and on or off-site activities.
Results from these surveys are used in the planning processes for future conferences. The
chart below provides the total number of ratings these various components received for
each year’s conference.
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Ver Excellent el
Excellent v [/ Very | Average Poor
Good Average
Good
2011 189 253 81% 86 18 1
2012 157 251 75% 131 16 2
2013 195 302 78% 128 9 0
2014 199 348 76% 140 19 2
Table 5-3-1

a.i. In addition to seeking input from SC Governor’s Conference attendees, SCPRT staff
also identifies best practice approaches employed by national-level tourism organization
conferences, including the US Travel Association’s annual ESTO conference and
Destination Marketing Association International’s (DMAI) annual convention. When
appropriate, these best practices are employed by SCPRT to improve the overall attendee
experience at South Carolina annual tourism conference.

a.ii. SCPRT does not directly compare results from other organizations’ conferences or
conventions because, often, performance level results are not made publicly available.
Instead, SCPRT utilizes attendee feedback and programmatic ideas from other
organization’s conferences to continuously improve the attendee experience and stay
current with the new trends and opportunities in the travel and tourism industry.

a.iii. SCPRT considers the US Travel Association as an expert for tourism conference
programming. The contact information for the US Travel Association is
esto@ustravel.org.

b. Attendee feedback is reviewed annually by Agency Director Duane Parrish, Agency
Chief of Staff Amy Duffy, and Marketing Director Beverly Shelley.

c. Overall, SCPRT has experienced very positive feedback from its attendees, with many
components of the conference receiving a majority of “excellent” or “very good”
responses.

d. SCPRT has a moderate level of control over these results, particularly in the areas of
agenda structure, general and breakout session programming and on or off-site activities.

Welcome Center Guest Services

Each year the state’s nine welcome centers provide travel assistance to over one million
visitors to South Carolina. These travel services range from basic travel information and
travel route planning to reservation assistance with South Carolina hotels and
attractions. This provides a benefit not only to visitors to South Carolina, but also
tourism-related businesses in the state.
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Total Visitors Total Other Reservations Total Accomodations Total Reservations

(Attractions, etc.) Reservations
FY 14 FY13 [% Change| FY14 FY13 |%Change| FY14 FY13 |%Change| FY14 FY 13 |% Change

1,052,876 | 1,119,670 | -5.966% 4,344 3,147 38.036% | 13,755 13,997 1.729% 18,099 16,902 5.57%

Table 5-3-2

a.i. This type of data is not publicly available from other state’s welcome center
programs; therefore, SCPRT does not use comparative data to set benchmarks for this
program.

a.ii. SCPRT does not sure comparative data to set benchmarks for this program. Instead,
it utilizes program performance results, employee and stakeholder input to identify
opportunities and areas for improvement. One such recent improvement is the interior
renovation at the Landrum Welcome Center. The newly redesigned Welcome Center
interior provides a more spacious environment for welcome center guests and features
enhanced technology tools that allow welcome center staff and visitors better access to
travel information.

a.iii. Because comparative data is not available, there is no identified individual or
organizational expert for welcome center guest services.

b. Welcome Center visitor services data is reviewed regularly by Agency Director Duane
Parrish, Chief of Staff Amy Duffy and Marketing Director Beverly Shelley.

¢. Overall, SCPRT has experienced marginal variance in the number of total visitors to
the state’s welcome centers over the past few years; however, total reservations
assistance has continued to experience incremental increases, despite the variability of
total visitation numbers.

d. SCPRT has a moderate level of control over this result and Welcome Center staff
strives to provide quality customer service to all visitors to the state’s welcome centers.
SCPRT anticipates that the continued integration of new technologies for welcome
center guest services will enhance and improve customer service levels overall in the
program.

Workforce Engagement

4. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for workforce engagement, satisfaction, retention and
development of the agency’s workforce, including leaders, for the agency as a whole
and for each program listed in the agency’s Major Program Areas Chart?

Workforce Training

While various types of training opportunities exist for all SCPRT staff, the two areas of
highest concentration for workforce training are State Parks and Marketing — Welcome
Center program, which also account for the greatest percentages of overall staff
numbers at SCPRT.
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Welcome Center staff are required to have a broad knowledge of the state, including its
tourism experience inventory, basic geography and state history, in order to provide
quality customer service to Welcome Center guests. After a Welcome Center employee
has worked in the program a minimum of three years and participated in at least ten
familiarization tours, the employee is eligible to take the National Certified Travel
Counselor Exam, which has been developed in conjunction with the US Travel
Association. Currently, 24 of the 36 Welcome Center program FTEs have passed this
exam and received certification. Each certified employee must retake the exam every 5
years in order to retain this certification.

south Carolina State Parks offers a variety of training opportunities for its employees
including CPR and First Aid, equipment safety training and public safety training courses.

Class Attendees Hours
Baton & OC 36 8
CPR/AED/First Aid 162 8
DDC 92 12
Chainsaw 10 16
Firearms 8 16
Grounds Defense 43 4
Traffic Control 43 4
Night Firing & Handcuffing 52 8
Monthly Safety Meeting (park level) 160 6
Quarterly Safety Meetings (region level) 54 8
Ranger In-service (operations) 72 9
TOTALS: 732
Table 5-4-1

a.i. Throughout the US, there are only two other states that have tourism and state
parks housed within the same agency — Arkansas and Kansas. In the case of Kansas, the
department also includes natural resources. For the purposes of comparison between
agencies, only these two may be aptly compared to operations at SCPRT since only
these two offer a similar scope of overall services.

a.ii. SCPRT does not use other state agencies’ performance levels to provide benchmarks
for its operational efforts, including workforce training. Instead, SCPRT identifies
opportunities for improvement in workforce training through the annual EPMS process,
and other performance improvement processes such as Annual Park Planning meetings,
the Annual Park Managers Conference and the Annual Welcome Center Conference.

a.iii. For State Parks training, the agency considers the National Association of State Park
Directors as an organizational expert for workforce training. For tourism and other
workforce training, the agency considers the collective membership of the US Travel
Association as an expert organization.
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b. Workforce training is reviewed regularly by Agency Director Duane Parrish, Chief of
Staff Amy Duffy, Human Resources Director Jon Fisher, Marketing Director Beverly
Shelley, and State Parks Director Phil Gaines.

c. Since FY 11, SCPRT has continued to see improvements in workforce training
participation levels and agency leadership consistently encourages workforce training at
all staff levels.

d. The agency has a high degree of control over this result. While most training is not
mandatory, it is highly encouraged by agency leadership.

Workforce Retention

In general, SCPRT experiences a very high workforce retention rate. Of the 378 FTE
positions within the agency, only 51 positions experienced vacancies in FY 14, yielding
an overall retention rate was nearly 86.5%, with the majority of turnover occurring in
the State Parks program.

a.i. Throughout the US, there are only two other states that have tourism and state
parks housed within the same agency — Arkansas and Kansas. In the case of Kansas, the
department also includes natural resources. For the purposes of comparison between
agencies, only these two may be aptly compared to operations at SCPRT since only
these two offer a similar scope of overall services.

a.ii. SCPRT does not use other state agencies’ performance levels to provide benchmarks
for its operational efforts, including workforce retention. Given the high level of
workforce retention the agency continually experiences, this is not considered an area
of needed improvement by agency leadership. Incremental turnover provides
opportunities for professional development among existing staff and is, overall, good for
agency operations.

a.iii. For workforce retention, the agency considers the collective memberships of the
US Travel Association and the National Association of State Parks Directors as expert

organizations.

b. Workforce retention levels are regularly reviewed by Agency Director Duane Parrish,
Chief of Staff Amy Duffy and Human Resources Director Jon Fisher.

c. SCPRT has experienced consistently high retention rates since FY 111in all program
areas.

d. SCPRT has a moderate level of control over this result and is, overall, satisfied with its
current retention levels.
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Operational/Work System Performance

5. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for operational efficiency and work system performance
(includes measures related to the following: innovation and improvement results;
improvements to cycle or wait times; supplier and partner performance; and results
related to emergency drills or exercises) for the agency as a whole and for each
program listed in the agency’s Major Program Areas Chart?

State Parks Capital Improvement & Deferred Maintenance Projects

Addressing deferred maintenance projects and identifying capital improvement project
opportunities is critical for ensuring a quality visitor experience at South Carolina State
Parks. Many of these projects are critical to maintaining State Parks operations. Each
year, agency leadership determines priority projects for the State Park System and, at
the end of each year, reviews progress toward addressing these projects in an annual
engineering report. The list below includes all State Parks projects completed in FY 14.

Projects Completed FY 2014
Hamilton Branch Paving Phase 1
Oconee Foothills Parking
Fishing Pier for Hartwell
Fishing Pier for Sadlers Creek
Santee Lift station Upgrades
Cheraw Pro Shop Roofing
Andrew Jackson Campground Paving

Table 5-5-1

a.i. South Dakota, Oklahoma and Kentucky State Parks Systems are comparable to South
Carolina’s State Parks in terms of property inventory and employing business-minded
strategies for State Parks development projects.

a.ii. SCPRT does not directly compare its results to other State Park Systems because of
the uniqueness of funding each state’s park systems experience. Instead, SCPRT focuses
on identifying projects that are the most critical to State Parks operations or ones that
potentially provide greater revenue to State Parks, allowing SCPRT to improve
operational self-sufficiency and creating better opportunities for the agency to further
address deferred maintenance needs.

a.iii. The agency considers the collective membership of the National Association of
State Park Directors as an organizational expert on State Parks Deferred Maintenance

and Capital Improvement Projects.

b. These results are reviewed regularly by Agency Director Duane Parrish, Chief of Staff
Amy Duffy, State Parks Director Phil Gaines and Finance Director Yvette Sistare.
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c. The agency has continued to make significant progress in addressing deferred
maintenance issues. In the current fiscal year, sewer system replacements have been
completed at Santee and Table Rock State Parks, river access improvements have been
completed at Givhans Ferry State Park and cabin renovations have been completed at
Table Rock State Park. In addition, campsite improvements are currently underway at
Lake Greenwood State Park and repaving at Myrtle Beach State Park is expected to
begin in summer 2015. Each of these projects further ensures the integrity of the State
Park System and better ensures a quality experience for visitors to these parks.

d. The agency has a moderate level of control over these results; however, identifying
and securing funding for these project remains a significant challenge.

Tourism Advertising Grants

In FY 12, the tourism marketing grant program (formerly known as TPF) was redesigned
in order to ensure the equitable distribution of grant funds to in-state tourism and
destination marketing organizations. The new program (TAG — Tourism Advertising
Grant) was specifically designed to assist tourism organizations with the purchase of
paid advertising, allowing SCPRT to ensure the most effective utilization of grant funds.
Prior to FY 12, the number of applications for the agency’s marketing grant program far
outpaced available funding for this program, requiring the agency to utilize a scoring
system to determine which applicants could receive funding. Since the program change,
SCPRT has been able to satisfy nearly all eligible grant applications, providing greater
equitability among the agency’s key stakeholders.

TPF 2011/2012 31 grants $1.3MM

TAG 2012/2013 52 grants $1.3MM

TAG 2013/2014 57 grants $1.514MM

TAG 2014/2015 66 grants $1.555MM
Table 5-5-2

a.i. Many state tourism agencies offer marketing grant programs for in-state partners,
however the size and scope of these programs varies drastically depending on each
respective agency’s budget and marketing priorities. For those reasons, SCPRT does not
regularly track program processes utilized by other state tourism offices.

a.ii. The agency does not use another state’s tourism grant program to set benchmarks
for its own program. Instead, the agency relies on feedback from in-state tourism
partners and trends in grant applications to determine best practices for the grants
program and its administration.

a.iii. The agency considers the collective membership of the US Travel Association as an
organizational expert for tourism advertising grant programs.
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b. Tourism Advertising Grants results are reviewed annually by Agency Director Duane
Parrish, Chief of Staff Amy Duffy and Marketing Director Beverly Shelley.

c. As illustrated in the table above, since changing the parameters of the program in FY
12, SCPRT has experienced greater process improvements in the program. Allowing only
paid advertising purchases has simplified the review and verification process for the
grant’s administrator and also allowed broader and more equitable funding among
grant applicants.

d. SCPRT has a moderate level of control over these results and will continue to adjust
this program to keep current with the demands of its key stakeholders.
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V. Key Performance Measurement Processes (cont.)

B. Most Critical Performance Measures

1.

Of the key performance measurement processes listed in Subsection A., which are the
three most critical to achieving the overall mission of the agency?

Of the performance measures listed in subsection A, the three most critical to achieving the
overall agency mission are the tourism advertising effectiveness, State Parks operational self-
sufficiency, and Welcome Center guest services.

(i

e © o

D.

. Databases/Document Management

List all electronic databases/document management/business intelligence systems or
programs utilized by the agency, including, but not limited to all relational database
management systems.

ReportServer -Where all reports for all applications stores

Enterprise — Enterprise Database

SCPRTWeb — SCPRT.com website and Park’s website (Entire Agency; State Parks)
FilmSC — FilmSC.com website and Park’s website (State Parks; Film Office)
parkMaintenance — Park Maintenance Tracking (State Parks)

parkRev — Park Revenue Tracking (State Parks)

Footprints — Help desk software / database (Technology Services)

Intranet (Entire Agency)

orms_sc - Central Reservation System data from Reserve America (State Parks)
CounterpointSQL — Point of Sale database (State Parks)

Recommended Restructuring

Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report (“Process”).

1

Yes or No, based on the information obtained and analysis performed during the Process,
does the agency have any recommendations for restructuring (either that it could do
internally or that would need the assistance of revised or new legislation) that would
merge or eliminate duplicative or unnecessary divisions, programs, or personnel within
each department of the agency to provide a more efficient administration of government
services?

No, the agency does not have any recommen dations for restructuring. Housing the state’s
tourism office, State Parks program, and the state’s film office in one, comprehensive
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agency allows each program to utilize resources across agency functions and optimize
overall agency operations. For example, State Parks employs many of the same marketing
strategies utilized by the tourism marketing program and shares resources to achieve a
common goal — increasing overall visitation to South Carolina. Along the same lines, the
inclusion of the film office allows SCPRT the opportunity to capitalize on the exposure
generated through TV and film projects, while also sharing resources with film office staff.

a. Ifyes, please provide the agency’s suggestions.
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VI. Seven-Year Plan
A. General

1. Yes or No, does the agency have a plan that provides initiatives and/or planned actions
the agency will take during the next seven fiscal years that implement cost savings and
increased efficiencies of services and responsibilities in order to continually improve its
ability to respond to the needs of the state’s citizens?

Yes — State Parks Operational Self-Sufficiency; Welcome Center Renovations

If yes, go to Current/Recommended Actions Section.
If no, skip Current/Recommended Actions Section and go to Additional Questions.

B. Current/Recommended Actions

1. Describe all of the actions the agency is currently taking and plans it has for initiatives and
actions during the next seven fiscal years to work to achieve greater efficiency in its
operations in order to continually improve its ability to respond to the needs of the state’s
citizens? In this description, provide the names of all personnel who are responsible for
overseeing the actions and plans.

SCPRT currently has two ongoing initiatives to deliver greater cost efficiency and
programming effectiveness. The first is achieving operational self-sufficiency for South
Carolina State Parks, which will be achieved by applying cost containment measures and
enhancing revenue potential for State Parks. In the most recent full fiscal year, South Carolina
State Parks experienced nearly 90% operational self-sufficiency, which was the result of
utilizing yield management strategies, enhanced programming and marketing efforts. In
addition, SCPRT is in the process of constructing new revenue-generating products that will
bring in greater revenue, such as the Splash Pad at Sesquicentennial State Park. Personnel
overseeing or responsible for this initiative include Agency Director Duane Parrish, Chief of
Staff Amy Duffy, State Parks Director Phil Gaines, Finance Director Yvette Sistare, State Parks
Marketing Coordinator Gwen Davenport, as well as numerous field stuff, who directly
implement new programming and provide feedback for the Central Office.

SCPRT is also currently undertaking renovation processes for the state’s nine welcome
centers. Renovation plans include incorporating new technology for visitor services,
improved landscaping and grounds keeping, and phased complete reconstruction of all
welcome center facilities. The agency believes that the reconstructed centers will ultimately
provide greater utilities efficiencies and the updated technology platforms will enhance
available visitor services for the traveling public. Personnel involved in this process include
Agency Director Duane Parrish, Chief of Staff Amy Duffy, Marketing Director Beverly Shelley,
Visitor Services Manager Devon Harris, and State Parks Engineer David Simms.
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2. What are the anticipated cost savings and/or efficiencies that would be achieved by each
action?

Achieving 100% operational self-sufficiency will allow the State Park Service to direct more
focus to its list of deferred maintenance projects at State Parks and, overall, provide an
enhance visitor experience for State Parks’ visitors.

Reconstructed Welcome Centers will provide cost-savings (amount undetermined at this
point) through better utilities efficiencies and provide better travel services for visitors to the
state’s welcome centers.

3. s legislative action required to allow the department/agency to implement the current
or recommended actions?

Legislative action is not required to implement these actions, however all projects must be
approved by the JBRC and the Budget and Control Board.

4. |f legislative action is required, please explain the constitutional, statutory or regulatory
changes needed.

n/a— no legislative changes are necessary to complete these actions.

5. Describe the agency actions that will be implemented to generate the desired outcomes
for each recommendation.

For State Parks operational self-sufficiency, SCPRT will continue to implement yield
management strategies for State Parks accommodations, with the aim of lessening some of
the seasonality for usage. In addition, SCPRT continues to enhance the State Parks product,
which encourages greater visitation and revenue.

For welcome center improvements, SCPRT has already implemented technology
enhancements at the Landrum Welcome Center, which will serve as the pilot center for
testing the effectiveness of these new technologies. In addition, SCPRT has developed
reconstruction plans for the centers at Hardeeville and Fort Mill, and is developing plans for
reconstruction at other centers.

6. What is the timeline for implementation of the change and realization of the anticipated
benefits for each recommended action/change?
SCPRT continues to make progress toward operational self-sufficiency for State Parks,
which has increased nearly 5% over the past four years. Given this trend, and barring any
overwhelming natural disasters such as a major hurricane, the agency anticipates that the
State Parks System will achieve 100% operational self-sufficiency within the next five years.

Reconstruction plans for Welcome Centers have an estimated completion timeline of
approximately 6 — 8 years, given continued available funding for these projects. The agency
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plans to implement reconstruction in a phased approach, focusing on two centers for each
phase.

Now go to Additional Questions.
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VI. Seven-Year Plan (cont.)
C. Additional Questions

1. What top three strategic objectives of the agency will have the biggest impact on the
agency'’s effectiveness in accomplishing its mission?

1. Effectively marketing South Carolina as a travel and tourism destination
2. Providing quality visitor services at South Carolina State Parks
3. Providing quality guest services at South Carolina’s Welcome Centers

2. What are the fundamentals required to accomplish the objectives?

Continuous sufficiency funding to effectively implement program and achieve objectives;
key stakeholder and partner support; greater public understanding of the impact of tourism
on South Carolina and the value of State Parks for everyday quality of life.

3. What links on the agency website, if any, would the agency like listed in the report so the
public can find more information about the agency?

www.scprt.com
www.discoversouthcarolina.com
www.southcarolinaparks.com
www.filmsc.com

4. s there any additional information the agency would like to provide the Committee or
public?

SCPRT has and will continue to strive to enhance the state’s economy and improve the quality
of life in South Carolina through tourism, film, parks and recreation opportunities. The agency
believes that each of these components play a vital role in shaping the lives of South
Carolina’s residents.

5. Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report and Seven-Year Plan (“Process”). State the total amount of time
taken to do the following:

a. Complete the Process — 25 hours
b. Complete this Report — 15 hours

6. Please complete the Personnel Involved Chart. In the Excel document attached, there is
a template to complete under the tab labeled, “personnel Involved.” Please list the name
of all personnel at the agency who were consulted or performed work to obtain the
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information utilized when answering the questions in the Restructuring and Seven-Year
Plan Report and their title and their specific role in answering the question (i.e., searched
the agency documents, asked for information because they are in charge of the
department, etc.).

See attached spreadsheet - p. 43
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VII. Excel Charts

Please send an electronic copy of the entire Excel Workbook and print hard copies of each of the
Charts to attach here. Please print the charts in a format so that all the columns fit on one page.
Please insert the page number each chart begins on below.

Similar Information Requested Chart 29
Historical Perspective Chart 30
Purpose, Mission Chart 31
Key Products Chart 32
Key Customers Chart 33
Key Stakeholders Chart 34
Key Partner Agency Chart 35
Overseeing Body Chart (General and Individual Member) 36 & 37
Major Program Areas Chart 38 & 39
Legal Standards Chart 40
Agency Reporting Requirements Chart 41
Internal Audits Chart 42
Personnel Involved Chart 43

L
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