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Sales Presentat ions & óBid Booksô 

DMOs, hotels and others are mentioning the CTA program in their sales presentations, convention service overviews, and 
meeting planner/tour operator ôBid Booksõ.  All things being equal, planners lean to the CTA City over the non-CTA City. 

Compet i t ive Advantage  

Many DMOs use CTA as a competitive advantage in sell-
ing their destination, as do attractions and other entities.    
 
òTour operators say we are a team-oriented city.  That sells the 
region, which is consistent with the CTA program philosophy."  
Ami Taubenfeld, CTA 
Director of Sales & Marketing 
Spirit Cruises, Baltimore, MD 

On the Cover:   

Air Zoo Kalamazoo CTAs wearing their 

pins as the attraction hosts a CTA Net-

working Event. 

 
òYou can immediately  

identify someone thatõs been 
through the CTA program and 

who hasnõt.  As cities  
become more competitive,  

it is going to make a  
real difference for Baltimore.ó 

  
Shauntee Daniels, CTA 

Education & Outreach Admin. 
City of Baltimore 
Mayorõs Office   

Convent ion Services  

Excellent service = repeat customers and  positive word-of-mouth market-
ing about your destination.  The Greater Lansing CVB proudly shows deci-
sion makers their team is well trained with DMAP, CMP and CTA logos. 

Dedicated Community Partners and a  

Commitment to Quality Service 

We are dedicated to your attendees having a positive 

experience here in Greater Lansing.  Hundreds of our 

ŘŜǎǘƛƴŀǘƛƻƴΩǎ ŦǊƻƴǘƭƛƴŜ ƘƻǎǇƛǘŀƭƛǘȅ ŜƳǇƭƻȅŜŜǎ ƘŀǾŜ 

been trained as Certified Tourism Ambassadors 

ǘƘǊƻǳƎƘ DǊŜŀǘŜǊ [ŀƴǎƛƴƎΩǎ ¢ƻǳǊƛǎƳ !ƳōŀǎǎŀŘƻǊǎ 

Program. In town and need information? Look for the 

ǎǘŀǊ ƭŀǇŜƭ ǇƛƴΗ  ¸ƻǳΩƭƭ ōŜ ǘŀƭƪƛƴƎ ǘƻ ǎƻƳŜƻƴŜ ǘƘŀǘ 

knows our region and cares about your visit! 
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City  Government  

¶ Since becoming a CTA himself in 2009, Frisco (TX) Mayor 
Maher Masco personally presents new Frisco CTAs with their 
pins and certificates at televised City Council meetings. 

¶ Five Mayors in the Spokane (WA) region participated in spe-
cially-produced radio spots designed to encourage area CTAs 
to renew. And, to tell visitors of the areaõs commitment to their 
experience by educating them to ôlook for the CTA pinõ as a 
symbol of knowledge and quality. 

¶ The City of Anaheim funded the launch of their program.  
Anaheimõs Mayor, Tom Tait, and City Manager, Tom Wood, 
are program champions. òWe are very proud of our city and 
very proud of the way we treat our visitors.", says  
Mayor Tait. 

 

Mayor Maher Masco, CTA, presents new CTAs with their  
pins & certificates at televised City Council Meetings 

Pol ice  

Police serve visitors too!  Whether itõs the entire Lexing-
ton (KY) police department being trained to host the 
World Equestrian Games or a cityõs ôtourism policing 
unitsõ helping with a lost purse, police CTAs are on it! 

òOur police officers have a renewed sense of civic 
pride and confidence when answering visitor ques-
tions.  The CTA program is a validation of the skill 
and talent that is vital to our community.  Remember, 
we are the brand ð all of us.ó   
Samuel Hood, III, Baltimore 
Inner Harbor Patrol 
 

 

 

 

 

"Obviously, the Police Department is a front line 
service provider and so learning to provide world 
class service is a big part of our department strate-
gies.   The program helps us work together across 
the various disciplines and businesses to ensure a 
consistent message, branding and visitor experi-
ence. As they say, ôit takes a villageõ."    
Craig Hunter, Deputy Chief of Police, Anaheim Police Dept. 

Lexington (KY) Chief of 
Police, Ronnie Bastin, put all 500 officers through the CTA program 

Airports  

From information booth CTAs to baggage handlers to airport leader-
ship, major airports are involved, including DFW, PHX, and BWI. 

A DFW Airport Ambassador  
and CTA assists soldiers  

(Above, R-L) Anaheim Mayor Tom Tait and City Manager Tom Wood 
appear on Anaheimõs CTA video to tell   
meeting planners they are committed to 
the attendee experience.      (Right) 
Anaheimõs Sgt. Chris Pena proudly 
wears his CTA pin under his badge.  

(R-L) Arlington (TX) CVB President & CEO, Jay Burress,CTA, 

and Arlington City Councilwoman, Kathryn Wilemon, CTA, 
honor the ArlingtonTourism Policing Unit at a City Council  

session; all officers achieved their CTA designation. 

òOur Information Hosts are now better prepared to answer cus-
tomer questions and assist with recommendations.  In addition, 

the program has reinforced customer service training  
skills that we use at the airport on a daily basis.ó  

Amy Caudill, CTA, Manager 
Marketing & Community Relations 
Blue Grass Airport, Lexington, KY 

Attract ions & Gaming  

From amusement parks to museums to casinos, CTAs are everywhere 
serving visitors.  Casino Arizona has trained over 400 CTAs! 

òPeople choose where they 
want to spend their travel 

dollars and we want them to 
spend with us.  We have the 
power to work as a team to 

influence that decision.  We 
are all stars and we shine by 

working together!ó  
Missy Geppi-Bowersox, CTA, 

Executive Vice President 
Geppiõs Entertainment Museum 

Baltimore, MD Harrahõs North Kansas City Casino & Hotel 
hosted a celebration for the very first class of 
CTAs in 2006.  At the podium, Bill George, Jr., 
[then] Chairman of the Board, KC CVB who had 
the vision to ôtrain a cityõ. 
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L-R:  Historic Davenport Hotel CTAs in Spokane (WA) Erin Wynn, 
CTA, Kelsee Tower, CTA and Steve Hale, CTA proudly wear their  
CTA pins. 

Hospita ls  

The Rochester (MN) CVB has teamed up with  
Mayo Clinic to re-brand the destination as Destination Medical 
Community, using the CTA program as a catalyst to align  
community stakeholders.  Over 50% of 
Mayoõs patients arenõt ill...theyõre 
ôwellness visitorsõ coming for their an-
nual physicals with free time to  
explore and spend! 

Economic &  

Workforce Development  

Economic and workforce development entities, as well as 
Chambers of Commerce, have been very supportive due to 
the business-enhancing aspects of the CTA program.  The 
customized curriculum focuses on valuable life skills that can 
enhance their career and/or work enjoyment.  CTAs are 
taught that keeping visitors happy by matching their interests 
to offerings and creating memorable experiences can lead  
to enhanced overall spending and repeat business. 
 
òTourism is one thing Greater Lansing can depend on 
to improve the economy and the quality and quantity of 
businesses.   Recently several of our staff participated in 
the CTA training. They walked away with a new appre-
ciation for the assets of our region and a recognition of 
the importance of each of us in becoming advocates for 
the region." 
Doug Stites, President & CEO, 
Capital Area Michigan Works!   
Lansing State Journal, July 2011 

Lodging  

Over one-third of all CTAs come from the lodging sector, 
including the major brands, ranging from select service to 
luxury.  General Managers state it complements their brand 
and service training with destination õproduct knowledgeõ 
that impacts the visitor experience and connects their team 
to the community. Many are including CTA in their sales 
approaches as a point of differentiation. 

Realtors ®  

Visitors rely on advice and counsel when moving to a new city.  Thatõs 
why the CTA program has been extremely popular, with hundreds of 
RealtorÈ CTAs trained across the country. Many are featuring their CTA 
designation on their web sites as a point of differentiation from their com-
petition!  Local realty organizations are hosting CTA classes and encour-
aging enrollments, as well. 

   
"The CTA program has helped us  
network with more heart-minded  

community members who love  
Door County as much as we do." 

Quinn Lundquist, CTA 
Lundquist Realty & Vacation Rentals, Inc. 

Door County, WI 

 

Restaurants  

From managers to bartenders to  
waiters, CTAs are serving visitors! 
 
 
"I'm proud to be a CTA.  Over 50 of our associates have 
gone through the program.  In the restaurant business we get 
asked so many questions about what to do, where to go, 
what's this place like...and before the CTA program a lot of 
our employees didn't know.   Years ago they'd ask me,  
ôWhat do I tell them?õ  Now they feel very comfortable telling 
their own story and how proud they are to be an ambassador.  
It's been a really positive program.ó 
Rod Anderson, CTA, Owner 
Anderson Restaurant Group 
Kansas City, MO 
Past Chair, Kansas City CVB 

Front -Line 

Messaging  

The seven Greater Phoenix area 
DMOs have prepared  ômyth 
busterõ fact sheets and talking 
points to help CTAs know how to 
address the social and political 
issues facing the State of Arizona. 

"Being fairly new to Anaheim, it's helped me be 
acquainted with all of the attractions and the 
destination as a whole...and really made me a 
better general manager." 
Shaun Robinson, General Manager 
Hilton Anaheim 

Convent ion Centers &  

Faci l i t ies  

All convention center employees in both Baltimore and 
Arlington (TX) have become CTAs; Spokane requests that 
all contracted service providers send their staff through 
the program.  Arenas, stadiums and performing arts cen-
ters are also on board.   

òItõs a no brainer.  Everyone is so competitive with 
the way the economy is today ð if you have a great 
tam, you can make your attraction that much more 
appealing.  The content is very impressive and infor-
mative ð great reference too, as well. 
Bill Butler, CTA, Project Coordinator 
Baltimore Convention Center,  Baltimore, MD 

 

Peggy McCartney, CTA 

John L. Scott Citywide Realtors 

Spokane, WA 

CTAs conduct tours and 

attend hosted networking 

events at the new University 

of Phoenix Stadium, home 

of the Arizona Cardinals. 

Josephine  Weethee, CTA 

Rod Anderson, CTA 
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Visitor Guides & Visitor Outreach  

Visitors ð and attendees alike ð look for the CTA pin as a symbol of destination 
and caring, quality service. 

National Tourism Week  

óCTA Star Awardsô 

Many DMOs have used the CTA program as a way 
to honor their partnerõs frontline by presenting local 
CTA Star Awards.  CTAs are nominated by their 
peers for the honors and all local awardees vie for 
the National CTA of the Year award, presented 
annually by the Tourism Ambassador InstituteÊ, the 
accrediting/licensing body. 

G r a n t  F u nd i ng  f o r  C T A   

Some CTA destinations have been successful at receiving grants from a variety of sources, including: heritage grants; National 
Park Service; private corporations; local hotel and restaurant associations; local governments; airports; and more.  The Jour-
ney Through Hallowed Ground Partnership, a four-state tourism partnership from Gettysburg to Monticello, funded their 
CTA program by seeking and securing a $236,000 federal matching grant from Preserve America, which was subsequently 

matched by contributions from Loudoun County (VA) Board of Supervisors, Virginia Tourism Corporation,  Tourism  
Council of Frederick  County (MD) and  the Gettysburg Convention & Visitors Bureau. 

State Tour ism  

Kalamazoo (MI) CTAs are displaying their pride through specialized 
Kalamazoo Tourism Ambassador license plate frames that also promote 
the stateõs ôPure Michiganõ campaign. 

Alex Lee, CTA, Kalamazoo Public Schools, Executive Director of 
Communications, drives with his CTA pride showing! 

The 2011 CTA of the Year Award (above), the 
highest honor for CTAs, was presented  to Liz 
Murphy, CTA, by Rick Hughes, CEO of the 
Kansas City CVB.  Shown here with Rick, Liz is a 
historical interpreter and archive librarian at the 
Jesse James Farm & Museum, Kearney, MO.  
When speaking of her honor and the outlaws 

Frank & Jesse James, Liz said, òWho knew two 
bad guys would lead me to this great 
honor!ó 
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Perpetual  

Event  Volunteers  

Thousands of CTAs were trained to host the 2008 and 2011 NFL 
Super Bowl in Greater Phoenix and North Texas.  Hundreds more 
were trained in Lexington for the 2010 World Equestrian Games 
(held for the first time in the U.S.) and for the 2010 and 2011 MLB All
-Star Game.  Whether itõs greeting visitors at festivals, rodeos, at 
NCAA Regional tournaments and other events ð CTAs are at-the-
ready, precluding the need to ôgear upõ for events.  The knowledge-
able, passionate volunteer pool has been said to help ôtip the scaleõ 
for decision makers. 

"We decided to share our love of Kansas City with 
others by joining the CTA program and volunteering 

for the NCAA Men's Basketball Tournament.   
Sometimes we got so excited about helping  

visitors and local fans it became almost  
like a competition itself!"   

Linda Denny-Glynn, CTA, Lead Architect, Information Systems 
Linda McCurry, CTA, Database Administrator 

DST Systems, Inc., Kansas City, MO  
Big Twelve Volunteers 

(pictured to the right) 

Transpor tat ion  

Both public and private transporta-
tion companies are engaged.  Taxi, 
Shuttle, Trolley, Rapid Transit, 
Car Rental & More!  Customers 
are noticing the differ 

Concierges &  

Vis i tor  Centers  

Visitor  center staff and volunteers are 
involved  in all CTA destinations.  
Phoenix area concierge association 
encourages all new concierges to be-
come CTAs.  Corporate concierges on 
board, too! 

"Our CTAs have a swagger, a smile, 

and a renewed sense of 'Baltimore City 

Pride'."  

John Price, CTA 

Director of Training, Yellow Taxi 

Baltimore, MD 
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