’ William L. Plouff
D rU m m Ond Adn:irt;daimE oute wplouffe @dwmlaw.com

ATTORNEYS AT LAW

84 Marginal Way, Suite 600
Portland, ME 04101-2480
207.772.1941 Main
207.772.3627 Fax

December 28, 2016

Pamela G. Monroe, Administrator

New Hampshire Site Evaluation Committee
21 South Fruit Street, Suite 10

Concord, NH 03301

RE: New Hampshire Site Evaluation Committee Docket No. 2015-06
Joint Application of Northern Pass Transmission, LL.C and Public Service
Company of New Hampshire d/b/a Eversource Energy for a Certificate of Site
and Facility for Construction of a New High Voltage Transmission Line in New
Hampshire

Dear Pam:
Enclosed for filing in the above matter are the following:

1. Prefiled Direct Testimony of Dr. David Publicover on behalf of Appalachian Mountain
Club; and

2. Prefiled Direct Testimony of Chris Thayer on behalf of Appalachian Mountain Club.
Further pre-filed testimony of the Appalachian Mountain Club will be sent by December 30™,

The Appalachian Mountain Club is part of the NGO Intervenor Group. It is my understanding
that neither of the other two members of that Group will be filing pre-filed testimony.

Very truly yours,

7

.

William L. ﬁouffe, Esq.

Enclosures

cc: Susan Arnold
Kenneth Kimball
Larry Garland
Melissa Birchard, Esq.
Distribution List (as of December 27, 2016)

800.727.1941 | dwmlaw.comr had o
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STATE OF NEW HAMPSHIRE

SITE EVALUATION COMMITTEE

DOCKET NO. 2015-06

JOINT APPLICATION OF NORTHERN PASS TRANSMISSION, LLC AND

PUBLIC SERVICE COMPANY OF NEW HAMPSHIRE D/B/A EVERSOURCE

ENERGY FOR A CERTIFICATE OF SITE AND FACILITY

PREFILED DIRECT TESTIMONY OF

CHRIS THAYER

ON BEHALF OF
APPALACHIAN MOUNTAIN CLUB

December 30, 2016
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Background: Christopher R. Thayer

Please state your name, title, and business address.

My name is Christopher Thayer. | am the Director of North Country Programs and Outreach for

the Appalachian Mountain Club (AMC) located at the AMC'’s Highland Center at Crawford Notch,

Route 302 in Bretton Woods, New Hampshire.

Briefly summarize your professional experience.

| have been employed by the AMC for 27 years in seasonal and full-time public service roles
relating to outdoor center and outdoor recreation management in New Hampshire’s North
Country. From 1989-1995 | served on four-season, frontline crew/caretaker positions on the
White Mountain National Forest providing public service directly to guests and visitors to the
region. Since 1995 | have served in road-side, management positions overseeing significant
aspects of facility operations, guest services, and outdoor program delivery in the White
Mountain Region. My successive years of experience in the outdoor recreation-tourism industry
of northern New Hampshire has provided ample, and consistent engagement with thousands of

guests and visitors. Please see my Professional Resume attached as Exhibit A in the Appendix.
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This AMC experience has extended to service with regional tourism-planning boards and
tourism branding initiatives in northern New Hampshire. Positions have included board member
of the Androscoggin Valley Chamber of Commerce (2007-2010), member of the North Country
Council Scenic Byways Council ((2006-2012), board member and Vice Chair of the North Country
Council Regional Planning Commission (2010-2016), member of the Comprehensive Economic
Development Strategy Committee (2013), member of the Regional Plan Committee for New
Hampshire’s North Country (2014), and Chair of the New Hampshire Grand Tourism
Development Team (2009-Present). My work and experience with AMC and tourism-planning
organizations in the region on experience management and promotional development affords a

direct understanding of visitor expectations pertaining to scenic resources and view sheds.

Have you previously testified before the Site Evaluation Committee?

No, | have not.

What is the purpose of your testimony?

The purpose of my testimony is to provide the SEC with my professional opinion on outdoor-
oriented visitor expectations of New Hampshire’s landscape and scenic resources relative to the
impacts of the proposed Northern Pass Transmission Project. My opinion is informed by 27

years of direct experience promoting, managing and delivering guest and visitor services in
3
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northern New Hampshire, and through service on regional tourism-planning boards and
projects. | conclude that visitors will experience unreasonable adverse effects on their aesthetic
enjoyment of New Hampshire’s landscape from impacts of the Northern Pass project as

proposed.

Visitor Expectations — Professional Opinion

How do the SEC rules and criteria used in determining unreasonable adverse effects cover
visitor expectations and the understanding of what a reasonable person expects to see when

visiting scenic resources along the route?

Site 301.14 states that in determining whether a proposed energy facility will have an
unreasonable adverse effect on aesthetics, the committee shall consider among other factors:

the extent, nature, and duration of public uses of affected scenic resources.

What other related SEC criteria are part of making a determination concerning aesthetic

effects?

As it relates to visitor expectations Site 301.05 requires the characterization of the potential

visual impacts of the proposed facility on identified scenic resources as high, medium, or low

4
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based on consideration of, among other factors,: the expectations of the typical viewer; the

effect on future use and enjoyment of the scenic resource.

Q. On what do you base your contention that the construction of the Northern Pass project is

detrimental to the experience that the visitor demographic is seeking?

A My own personal experience serving on the frontlines of guest service in the region and

engaging with thousands of visitors over front desks and during overnight visits in addition to
engagement with tourism officials and partners dedicated to providing a quality visitor product
representing the best of northern NH. My direct experience with visitor expectations involves
over 25 years of employment in facilities where interactions with the public through hospitality
services and trip planning have underscored the value and importance of our scenic resources.
AMC Huts, Lodges, Shelters, and Campsites host more than 140,000 overnight guests and
500,000 day visitors each year. Visitors come to Northern New Hampshire seeking natural vistas
and rural landscapes largely devoid of the industrial intrusions increasingly common farther
south. They reenergize through outdoor recreation in a landscape protected or preserved for
such purposes. They respond to promotional collateral developed by the State of New
Hampshire Division of Travel and Tourism Development (NHDTTD) and others that calls out far-
reaching vistas, snow-capped ridgelines, and distant summer sunsets. While North Country

landscapes are large in scale, without appropriately planned economic development and
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consideration for the long-term impacts, the region will lose what is considered its most
valuable asset. And that loss will be achieved by what amounts to a death by a thousand cuts,

irredeemably affecting our forests, rural communities, and scenic vistas far into the future.

Q. How do these natural scenic resources contribute to the economy of the North Country?

A. Tourism and four-season outdoor recreation are important industries in the economy of New

Hampshire, and are especially significant to the small communities that count natural scenic
beauty as a critical asset to their economic survival. Tourism data and reports generated by
NHDTTD highlight the economic impact of visitation in response to a robust promotional
campaign that is national and international in scope. Recent data points to underscore this fact
include: travel and tourism is NH’s second largest industry in terms of jobs supported by dollars
from out of state; trips in NH for recreation and business during FY 2014: 36.6 million; direct
spending in NH by travelers in FY 2014 reached $4.95 billion; traveler spending in FY 2014
supported approximately 74,892 direct fulltime and part-time jobs; visitors to NH in FY 2014
paid $176 million in meals and rooms taxes. These impressive numbers speak to the impact and
reliance of NH on visitors coming to enjoy our state’s scenic and natural resources. Their
expectations for a natural landscape devoid of industrial infrastructure ‘creep’ and enhanced by

historic and expansive viewsheds contribute critical state and local benefits.
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What studies exist that illuminate the actual expectations of visitors who come or plan to

come to New Hampshire?

In 2002, NHDTTD initiated a third party study of the state’s tourism image conducted by Nichols
Gilstrap, Inc., one of the nation’s leading tourism research and strategic planning firms. Among
the study’s goals was to gain a better understanding of the destination features most important
to the NH tourism visitor and what activities or features motivate them to travel here. The
methodology used included extensive surveys and focus groups with potential and current
visitors. Results yielded strong opportunities for differentiating the state in marketing when it
came to offering “superior access to outstanding scenery and year-round outdoor
activities/recreation.” (pagel4, NH’s Image as a Travel Destination) In fact, study respondents
ranked New Hampshire as #1 among New England States in: fall foliage, scenery/natural beauty,
access to mountains, lakes and rivers, quaint towns and villages, parks and forests, and outdoor
sports activities. Such third party studies commissioned by the state’s tourism officials using
actual visitor comments and perceptions should be considered when assessing the visual impact

of Northern Pass on the region. The full report is attached as Exhibit B in the Appendix.
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What is your experience in the development of regional economic development strategies for

northern New Hampshire?

In my 27 years of employment in the tourism-outdoor recreation industry in NH, I've served on
professional committees tasked with creating or updating various regional plans that
underscore the importance of scenic and natural resources to the region’s economy and local
populations. The North Country Council (NCC) is the region’s planning commission and is
mandated by Federal law to maintain a Comprehensive Economic Development Strategy (CEDS)
for northern NH. The most recent 5-year update of the CEDS (2013-2017)" noted wide
acceptance of the premise that, “economic success is about balancing community,
environmental and economic assets as mutually dependent. Overall development of the North
Country region involves more than creating jobs and improving incomes. It involves building
stronger communities, managing assets and recognizing new development opportunities while
at the same time protecting our quality of life.” (pagel, CEDS). In fact the strategy notes under
Regional Factors Influencing Economic Development that, “In rural areas and especially in the
rugged North Country, the natural environment can act as a constraint to overall growth and
commerce, but at the same time these are the resources that offer the most opportunity within
the region. To the extent we allow our natural environment to deteriorate from overuse or

neglect, we risk losing or degrading what is priceless about our region.”(emphasis added)

! http://www.nccouncil.org/wp-content/uploads/2015/04/NCCSCI 4E EconomicDevelopment.pdf

8
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(pagel5, CEDS). This strategy developed by regional leaders and informed by community input,
also notes strengths related to the existing and potential tourism industry, the quality of life and
important community character defined by undeveloped, open spaces and “scenic vistas around

nearly every turn.”

More recently the North Country Council completed “A Plan for New Hampshire’s North
Country”® as the new comprehensive plan for the region per RSA 36:45-51. Adopted in
November 2014, the plan was developed by NCC professional staff working with community
representatives who possess local knowledge of specific needs but also broad understanding of
the high-level needs across northern NH. Through extensive, local input, this regional plan was
produced to ensure that limited resources are applied to improvements that have the strongest
potential for furthering the region’s highest priority goals. My personal involvement on the
plan’s advisory committee provided direct access to community survey responses and input on
the value of natural and scenic resources to the region’s economy and way of life. As noted in
the plan, “When asked what they value most about New Hampshire’s North Country, in any
venue or format, residents were most likely to respond that they value the people, the sense of
community, and the scenic natural resources and related recreation opportunities.”(emphasis
added) (page28, Plan for NH’s North Country). In the plan’s chapter on Scenic Resources,

community driven data underscore that the region’s scenic resources remain critical elements of

? http://www.nccouncil.org/wp-content/uploads/2015/04/NCCSCI 1and2 MainBodyofPlan.pdf
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the local, regional, and state-wide economy. “Studies show that scenic drives are one of the
leading activities among visitors to New Hampshire. In addition to the tourism economy, the
scenic natural resources are a key component of the quality of life that many consider when
making choices for where to make their homes. Some views, such as Mount Washington from
certain locations, are iconic. Other local views collectively give a particular area its charm. Both
types of view are shared regional assets that are an important foundation of the region’s
economic base. In many cases, continued contribution of these scenic resources to the region’s
economy depends upon the activities on private lands” (emphasis added) (page 72, Plan for
NH’s North Country).” | submit that the construction of Northern Pass as proposed will be
detrimental to the scenic landscape of our region and will adversely affect our regional tourism

economy.

Are there any state-wide plans that are consistent with those for the North Country you have

cited?

As a recipient of federal funding through the Land and Water Conservation Fund, every 5 years
the State is mandated to develop a State Comprehensive Outdoor Recreation Plan (SCORP). The
goal of the current plan (2013-2018)° is to use contemporary planning resources to “secure a

future where New Hampshire residents and visitors live healthier lifestyles; wildlife, water, and

3 http://www.nhstateparks.org/about-us/division/reports.aspx
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natural resources are conserved,; and the economic vitality of communities is sustained.” The
protection and stewardship of outdoor recreation resources made publically available through
LWCF funding underscores the value placed on scenic and natural resources in the region. The
SCORP vision and priorities are developed through public input from around the state and are
implemented through public-private partnerships for the benefit of NH residents and visitors.
The Northern Pass project as currently proposed would negatively affect many of the outdoor
recreation resources this plan, and public and private funding, seek to protect. These are the

very resources that are foundational to visitor expectations of New Hampshire.

What existing tourism promotional collateral substantiates your contention that visitor
expectations are defined by those seeking a natural, rural landscape for quiet respite,

recreational adventure, and outdoor rejuvenation?

New Hampshire’s travel and tourism industry has excelled at creating a destination-based brand
that is reliant on scenic and visual landscapes as a draw for visitors. Promotional collateral and
messaging developed by the State, area Chambers of Commerce, regional attractions, and
partners, includes imagery associated with undeveloped, natural landscapes, outdoor
adventures with iconic vistas, historic sites with timeless views, and scenic drives through fields
and forests. Over 7 years ago, community and industry leaders in northern NH developed the

regional brand NH Grand following guidance from a nationally recognized tourism consultant.

11
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Traveler itineraries, photo and video content, chamber collaboration and a dynamic website and
social media presence are an on-going investment in promoting what sets the region apart from
elsewhere. Current examples of marketing and promotional materials can be found as Exhibit C
in the Appendix. These industry professionals and partners understand exactly what sells in the
effort to grow and retain tourist visitation to our region. You will note that none of these

materials include views of transmission lines or steel towers.

As Edward T. McMahon, former president of Scenic America writes in Community Appearance

and Tourism: What’s the Link?” (Exhibit D in the Appendix), too often tourism is more about

marketing than what actually makes a destination appealing. Promoting that appeal, he writes,
should extend to conserving and enhancing a destination’s natural tourism assets. To that end
he suggests that to protect scenic views and vistas, install underground utility wires wherever
possible, and screen unsightly intrusions on scenic viewsheds or historic settings. He concludes
“Growth is inevitable. The ugliness and destruction of community character is not. Communities
can grow without destroying the things people love. Beauty, heritage, and environmental quality
are good for business.” These words merit consideration in the review of the Northern Pass

Transmission Project as proposed.

What conclusions can be drawn about the visitor expectations of the Project?

12
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Despite what has been suggested by the Applicant’s experts, my 27 years of direct experience
with visitors to Northern New Hampshire, coupled with my work on tourism initiatives and
regional planning, leads me to the conclusion that visitor experiences will be negatively
impacted by the construction of a large-scale, high voltage transmission project as proposed by
Northern Pass. The inherent qualities of a natural, rural landscape providing quiet respite,
recreational adventure, and outdoor rejuvenation will be lost to new and expanded power
corridors that traverse mountaintops, fields, and cut new swaths through forests. Quaint villages
and rural communities will be divided by transmission corridors that scar scenic viewsheds.
Recreational trails will be overwhelmed by open expanses of above ground towers and
transmission lines. Rather than what we know visitors want to see from studies and surveys
about visitors’ expectations for New Hampshire, tourists will instead see a landscape marred by
the kind of development they’ve become accustomed to in regions farther south, and have
traveled to New Hampshire to escape. And as a result, New Hampshire will lose a bit more of
what sets us apart and fuels our state tourism economy. Visitor expectations cannot be
adequately summarized in subjective rubrics developed by experts with limited on-the-ground
knowledge of the land base, its residents, and those who travel here to experience a very
specific kind of New Hampshire. Visitor expectations are best understood from years of frontline
interaction, on-going engagement, and consistent participation in the development and

leadership of tourism initiatives designed to showcase the special assets of New Hampshire.

13
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Assets that are the foundation of our quality of life and economy in rural northern New

Hampshire.
Q. Does this conclude your testimony?
A. Yes, this concludes my testimony.

Exhibits

A. Professional Resume of Christopher R. Thayer
B. New Hampshire’s Image as a Travel Destination, March 2003 — presentation of key findings by
Nichols Gilstrap
C. Sample Promotional Collateral (Note how discordant industrial features like powerlines, etc. are
purposefully excluded in promotional photographs):
» New Hampshire — The Official Visitor’s Guide 2016-17

http://reader.mediawiremobile.com/VisitNH/issues/106419/viewer?page=1

> Experience New Hampshire’s Grand North — NH Grand http://www.nhgrand.com/

> http://www.visitnh.gov/information/

“Our regions have much in common: history, natural beauty, proud traditions, classic
New England towns, and that "Live Free or Die" spirit that sets New Hampshire
apart. But each, you'll see, offers distinctive geographical quirks and unique

attractions that give that region its own identity.”

14
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> http://www.visitnh.gov/information/about-the-regions/great-north-woods.aspx

“A stay in New Hampshire’s Great North Woods will take you far away from your
everyday world....Slow down, and enjoy this vast, natural expanse, where every

road is a back road...”

» http://www.franconianotch.org/ (Notch Watch photos link)

> http://www.nhgrand.com/our-region/

“Tour Our Region: Northern New Hampshire is an area of rugged mountains and
untamed wilderness. Visitors revel in the fact that here, like nowhere else in
the Northeast, they can explore and enjoy a large concentration of adventurous
activities in a setting of unparalleled beauty.”

D. Community Appearance and Tourism: What's the Link? By Edward T. McMahon — reprinted from

Heritage Tourism Update Winter 1993

15



CHRISTOPHER R. THAYER

ACCOMPLISHMENTS

Project Manager, major capital renovations

Developed, managed annual plans, agreements
with state, federal, local partners

Developed, managed regional education
programs and budgets

Served as organizational representative to
partners, elected officials, and media

Participated in capital campaigns and donor
cultivation

Founding Chair, NH Grand Branding Project

NH Participant, Smithsonian Folklife Festival,
Washington, DC

Service on State and Local Board of Directors

SKILLS

Leadership
Organizational management
Program development
Marketing development
Budget management
Donor relations

Public speaking
Community relations
Sense of humor
People person

Team player

EDUCATION

Colby College
BA - Russian Studies, 1993

Appalachian Mt. Club
Highland Center at
Crawford Notch
Route 302

Bretton Woods, NH
03575

Phone (0): 603-278-3811
Phone (c): 603-339-0086

Email: cthayer@outdoors.org

HIGHLIGHT OF QUALIFICATIONS

Passion for providing life-changing educational experiences to
diverse audiences.

27 years of nonprofit experience as operations staff, program
director, board member, volunteer, and community leader.
Exceptional ability to work and inspire diverse group of constituents
and staff.

Experience cultivating and working with donors.

Strong written and oral communication skills, team player, and
project leader.

Highly motivated with a strong work ethic and personal integrity.

PROFESSIONAL EXPERIENCE

Financial Management
Budget management of revenues totaling $3 million dollars through
achievement of participant goals and expense controls.

Staff Supervision

Experience in hiring and supporting full-time and seasonal
employees. Reputation for setting clear expectations and fostering a
highly effective team atmosphere.

Program Development

Development of interpretive and adventure-based programming.
Creation of major exhibit plans for outdoor centers. Oversight of 200
member volunteer program providing high quality information and
education services.

Community Relations

Represent organization within local and regional areas of service
responding to questions, engaging in partnerships, and providing
presentations on issues and activities

Agency Partnerships
Serve as primary contact with state and federal agencies producing
operations and programs that meet public service needs.

EMPLOYMENT HISTORY

Appalachian Mountain Club, Director for North Country
Programming & Outreach
2011 - PRESENT Bretton Woods, NH

Appalachian Mountain Club, White Mountain Outdoor Centers
Director
2002 - 2011 Gorham, NH

Appalachian Mountain Club, Huts Manager
1997 - 2002 Gorham, NH

Appalachian Mountain Club, Assistant Huts Manager
1995 -1997 Gorham, NH

Appalachian Mountain Club, Hut Crew/Caretaker
1989 - 1995, Gorham, NH
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Appalachian Mt. Club
Highland Center at
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Phone (c): 603-339-0086
Email: cthayer@outdoors.org

PROFESSIONAL ASSOCIATIONS &
CERTIFICATIONS

North Country Council, Vice Chair (2010 - Present)

North Country Scenic Byways Council, Member (2006 - 2012)
Connecticut River Joint Commission, NH Commissioner (2013 -
Present)

Upper Connecticut River Mitigation and Enhancement Fund,
Member (2013 - Present)

Town of Sugar Hill Planning Board, Member, Past Chair

(2005 - Present)

Lafayette Regional School Board, Member (2016 - Present)

NH Grand Tourism Development Team, Chair (2009 - Present)
New Hampshire Outdoor Council, Member, Past Chair
(2002-Present)

State of NH Rural Affairs Commission, Member (2015 - Present)
HEAL NH Healthy People Healthy Places Plan 2014-2019,
Participant

North Country Listens Advisory Council, Member (2014 - Present)
Leadership New Hampshire (2013)

Tillotson Learning Community (2009-2010)

Lewis E. Darby Fund, Fund Establisher/Holder

(2008 - Present)

Androscoggin Valley Chamber of Commerce Board, Member
(2007-2010)

Leadership North Country NH (2007)

MEMBER

Society for the Protection of NH Forests
Appalachian Mountain Club
Ammonoosuc Conservation Trust

NH Public Radio

Littleton Food Coop

New Hampshire Historical Society
Museum of the White Mountains

The Profile Club, Inc.

AWARDS AND ENDEAVORS

New Hampshire Union Leader 40 Under 40 (2009)
Appalachian Mountain Club Joe Dodge Award (2008)
Appalachian Mountain Club Staff Community Award (2006)
Smithsonian Folklife Festival, Participant (1999)

PROFESSIONAL PRESENTATIONS

Smithsonian Folklife Festival - Mount Washington Observatory -
New Hampshire Charitable Foundation - Association of Partners for
Public Lands - Plymouth State University - Appalachian Mountain
Club

PERSONAL INTERESTS
Hiking - Reading - Skiing - Gardening - Enjoying friends & family -
Outdoors


mailto:cthayer@outdoors.org
mailto:cthayer@outdoors.org

New
Hampshire’'s
Image

As a fravel
destination

March 2003

A presentation of key
findings by:

Nichols \ypGilstrap

o | ourism {ndustry

National Laboratory for Tourism and eCommerce



TABLE OF CONTENTS

PAGE

INTRODUCTION AND METHODOLOGY e eeeeeeeeee et e e e e eeeeeeeeaeeeeaeeeeeseaeaeseanaeeaaaseenaseaenaseenaesennns ]
EXECUTIVE SUMMARY <ttt e et e e e e e e e e e e et e e e e e e e e e e e eeeeeeeeaeeeeeaaeeeeenaaaaaaes 3
PRIMARY MAIL SURVEY FINDINGS 1.t etteteteeeteeeeeteeeenesesnaesesnesssnssssnssessnssesnsssssnssssnsssssnsssssnsssnnnns 6

RESPONDENT DEMOGRAPHICS .. ettt ettt e e e et e e e e e et e e e e e e e e e e e e e e e e e raeeennans 6

(GENERAL TRAVEL INFORMATION ...ttt ettt et e e e e e e e e e e e e e e e e e e e naeeaaaaaes 8

NEW HAMPSHIRE STRENGTHS AND WEAKNESSES ...ueeeteeeeeeeeeeeaeeeeeeneeeeeeaaeseessnaeeseeenaassesenns 11

STRENGTHS AND WEAKNESSES OF NEW ENGLAND COMPETITORS ..veveeteeeeeeeneeeeneeeeeessnnesenns 16
PRIMARY FOCUS GGROUP FINDINGS weeeeeeeeteee e eeeeeeeee e eeeeeeeeeeeetaeeeeaeseaaaesaeaeeanesaanaesenesennaeeenns 18
CONCLUSION ettt e e e e e e e e e e e e e e e et e e e et e e e e e e e e e e e e e e e eeaeeeans 22
ATTACHMENTS

MAIL SURVEY QUESTIONNAIRE

MAIL SURVEY ANSWERS

Focus GROUP RESULTS



INTRODUCTION AND METHODOLOGY

Introduction

As part of an ongoing commitment to maximize the funding that is invested in the
marketing and promotion of New Hampshire as a travel destination, the New
Hampshire Division of Travel and Tourism Development (the Division) initiated the
process of studying its tourism image in the fall of 2002. Goals associated with this effort
included:

1. Gain a better understanding of the destination features that are most important to
target customer segments, what activities motivate them to travel (and how New
Hampshire ranks among its key competitive set.)

2. Gain a better understanding of how the Division should continue to market the state
so that it can generate the kind for visitor spending that improves the New
Hampshire economy and stimulates increased support of the kind of quality of life
amenitfies that are appreciated by residents who live in the state.

3. Gain a better understanding of how marketing and product development efforts
can be managed to enhance the state’s ability to compete for market share in the
future.

The Division drafted an image study Request for Proposal and selected Phoenix,
Arizona-based Nichols Gilstrap, Inc. (NGI), one of the nation’s leading tourism research
and strategic planning firms, to conduct the process. The NGI feam included the
participation of the firm’s principals, Greg Gilstrap and Mitch Nichols, and Dr. Daniel
Fesenmaier. Dr. Fesenmaier is a well-known tourism image study expert and the
director of the National Laboratory for Tourism and eCommerce at the University of
lllinois at Urbana-Champaign (NLTeC).

Methodology

The central goal of any successful destination management effort is to establish an
image that is cohesive, comprehensible, attractive and strategic. Images provide the
basis upon which destinations aftract tourists and should establish the framework for
product development and all other important components of the marketing process.

Nichols Gilstrap, Inc. Page 1



The needs of the Division included gaining a better understanding of the state’s
strengths, weaknesses, opportunities and threats relative to both its current image and
potential future positioning. A five-step process was utilized to achieve this goal:

1. Travel markets for the state were prioritized and selected for surveying.

2. A self-administered mail survey was used to identify the images that visitors have of

the state, as well as of competing destinations, (an emphasis was placed on those

households most capable of traveling frequently — households with incomes of

$50,000 or more). The results of the written survey were tested with a select group of

New Hampshire travel professionals. Feedback from them was considered

throughout the balance of the process.

Alternative New Hampshire images/branding ideas were identified.

The alternative images/branding ideas were tested in focus groups comprised of

potential and existing visitors to the state.

5. The implications of the first four steps were interpreted by the NG| feam and tested
with the Division.

o
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EXECUTIVE SUMMARY

1. Both the mail survey respondents and focus group participants represent “high-
potential” market segments.

With only a $2 million tourism advertising budget, New Hampshire is severely under
funded in comparison to the average national state tourism office budget and the
advertising budgets of a number of regional competitors. More importantly, New
Hampshire needs to recognize it cannot afford to conduct a national tourism
advertising campaign with such limited resources. As a result, it must focus on
effectively promoting its image in those markets where it has the best chance of
stimulating additional visitor spending. After analyzing New Hampshire's potential
geographic targets, the following metropolitan areas were prioritized for study in this
process:

Greater Boston

Greater Providence

Greater Philadelphia

Greater Hartford

Greater New York City (including Eastern CT and Northern NJ
Southern New Hampshire (Manchester, Nashua and Salem)
Greater Portland, ME

* & 6 O O o o

The fact that New Hampshire's image proved to be so strong in these markets, as will be
discussed in the next summary point, is an indicator that these are logical, high-
potential targets for future efforts. Anecdotally, it may also partially validate the impact
of previous marketing campaigns. It is important to note that the results that follow do
not represent New Hampshire's national tourism image. Because the target customer
segments that were surveyed in this process came from those markets believed to be
the most likely to supply New Hampshire with overnight visitors, there is no basis for
believing the state would experience results that were as impressive in a national image
study.

2. New Hampshire offers significant destination appeal, and its current image
corresponds to that fact.

The NGI consulting team conducted site visits of key New Hampshire destinations and
assets as part of this process. After completing this tour, the NGI team concluded that
New Hampshire has an extremely competitive set of visitor draws. NGI has found that
many states that have a competitive level of assets, but lack competitive levels of
private and public sector marketing resources, often find their image falls short of their
product. The good news for New Hampshire is both the mail survey and focus group
discussions produced indicators that suggest New Hampshire's high-potential target
markets recognize that it has a number of appealing visitor-attraction assets. New
Hampshire has an image, in key markets, that closely mirrors its impressive product line.
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3. New Hampshire’s variety is both a strength and a weakness.

As will be demonstrated throughout the full report, New Hampshire fared well in a
number of areas, including:

Scenery/natural beauty

Access to mountains

Lakes/rivers

Parks and forests

Quaint towns/villages

Outdoor activities

Value for fime and money

High quality accommodations
Family-oriented activities and attractions

* & 6 O 6 6 o o o

On one hand, it is extremely impressive to have such a lengthy list of highly rated
destination attributes. New Jersey, for example, had only one strength (beaches) that
was consistently rated as high as the above New Hampshire assets. On the other hand,
maximizing the entire list of assets under one image umbrella or branding strategy
presents a significant challenge. The threat is that if New Hampshire attempts to
promote each of these areas equally, it will most likely do a poor job on behalf of all of
them. Competition between divergent strengths might undermine investment in a
single, powerful motivating image or brand that could enhance opportunities for the
industry as a whole.

4. There is little evidence that New Hampshire's marketing efforts have met diminishing
returns in key target markets.

The focus group discussions provided considerable insight into the fact that, while most
previous visitors to New Hampshire identify the state with a particular asset, their
knowledge base about the state, frequently, does not extend much further. Snow
skiers, for example, are frequently unaware of additional assets beyond winter sports.
When informed of additional high quality draws, many expressed an interest in
experiencing such assets (either while in the area or on a return trip). This input,
combined with the experience of key tourism professionals that market the state, tends
to support the belief that additional marketing in traditional strongholds can continue to
produce a high return on the dollars that are invested in such efforts.
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5. New Hampshire’s current image advantages are competitively vulnerable.

In recent years, global competition for visitor spending has escalated. A rapidly
increasing number of countries, states and cities recognize that strategic investment in
destination marketing can quickly result in the importation of new dollars into their
economy. The fact that many states recognize the importance of visitor spending and
back that recognition with sizeable investments in marketing, combined with the image
study’s identification that many of New Hampshire's strongest assets often appear
undifferentiated from states like Maine and Vermont, does not guarantee that New
Hampshire's image will confinue to shine as bright in the future. It also does not
guarantee that the state will continue to experience the levels of visitor spending it
currently enjoys. To combat such vulnerability, the NGI team believes New Hampshire
should strive to excel at one or more of the following:

1. Differentiate the state from major competitors and other choices available to target
customer segments.

2. Acquire additional marketing resources to better position the state in key markets
and then spend such dollars strategically.

3. Focus marketing dollars on reaching and motivating those markets or customer
segments where the state is most likely to succeed with such efforts.

6. The image study process has added additional clarity to strong opportunities for
differentiating the state.

While many aspects of the mail survey and the focus group discussions portrayed key
New Hampshire assets as undifferentiated from those in other specific New England
states, the NGI team believes that two key opportunities for differentiation also
emerged.

1. New Hampshire can be successfully positioned in key markets as a premier New
England family destination.

2. New Hampshire can be positioned as offering superior access to outstanding
scenery and year-round outdoor activities/recreation.

With regards to the family market, there are additional competitors. New Hampshire,
however, fared well in the "Importance-Performance” ratings for this class of travel.
Furthermore, the focus group participants that currently have children in their
households tended to give glowing reports of their New Hampshire family travel
experiences and indicated that the state could plant a defendable, believable stake
as a premier, regional family draw. In addition, this image study pointed to New
Hampshire's favorable position in terms of offering good value for the money.
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PRIMARY MAIL SURVEY FINDINGS

The results of the self-administered mail survey are organized into the following sections:
1) Respondent demographics 2) General fravel information 3) New Hampshire strengths
and weaknesses and 4) Strengths and weaknesses of New England states. A brief
summary of each section follows. The results have been weighted, where the
weighting is based on the contribution of each market origin to the overall number of
overnight visitors to New Hampshire (for example: if 38 percent of visitors come from
Massachusetts, then survey responses from Massachusetts are weighted to represent 38
percent of the findings).

Again, it is important to note that it is not likely that the results that follow represent New
Hampshire's national tourism image. Because the target customer segments that were
surveyed in this process came from those high-potential markets believed to be the
most likely to supply New Hampshire with overnight visitors, there is no basis for believing
the state would experience similar results in a national image study.

Respondent Demographics
A statistically valid number of respondents, 404, completed the self-administered mail

survey. The following lists the number of people who participated in the effort on a
market-by-market basis:

Table 1
Metro Area Frequency Percent
Boston 58 14.4
Hartford 59 14.6
Manchester 70 17.3
New York City 46 11.4
Philadelphia 43 10.6
Portland 59 14.6
Providence 69 17.1
Total 404 100

The table featured above is not weighted. The balance of the results offered in this
section of the report will be weighted, unless otherwise noted.
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As the two figures featured below illustrate, the majority of the respondents tended to
be married men. More than 44 percent of the respondents have children in their
households.

Figure 1

Demographic Characteristics

Gender and age

Gender

Female
Male

Age
21 - 35years
36 - 45 years
46 - 55 years
56 - 65 years

Over 65 years

0 10 20 30 40 50 60 70 80
Percent of Respondents

National Laboratory for Tourism & eCommerce
Source: 2002 New England Region Visitor Survey University of lllinois at Champaign-Urbana

Figure 2

Demographic Characteristics

Marital Status and Number of Kids

Marital Status
Married 793

Not married

No. of
Children |

None

1-2 kids

3 or more kids

[} 10 20 30 40 50 60 70 80 90
Percent of Respondents

National Laboratory for Tourism & eCommerce
Source: 2002 New England Region Visitor Survey University of lllinois at Champaign-Urbana
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As mentioned in the methodology section, an emphasis was placed on soliciting survey
responses from decision makers in households that have the financial ability to travel
frequently and to spend impressively while traveling. The survey mailing was targeted
at higher income ZIP codes in the targeted metropolitan areas featured in the
Executive Summary section of this report. Noft surprisingly, as a result, more than 92
percent of the responses came from households with more than $40,000 in total
income. The largest percentage of respondents came from the $100,000 and higher
income bracket.

Table 2
Total Household Income Percent of Respondents
Less than $20,000 1.6%
$20,000 - $39.,999 6.0%
$40,000 - $59.999 15.6%
$60,000 - $79.999 27.3%
$80,000 - $99,999 17.7%
$100,000 and over 31.8%

General Travel Information

The mail survey asked respondents to consider their familiarity with travel in the states
that are typically identified as the New England region - Connecticut, Maine,
Massachusetts, New Hampshire, Rhode Island and Vermont. The resultse As the Figure
below illustrates, affluent travelers in high potential markets are clearly frequent
travelers to this part of the country. In fact, they are more than twice as likely to have
traveled a great deal in the New England region as they are to have traveled a great
deal throughout the United States.

Figure 3

Frequency of Travel

I have fraveled a great I have traveled a great
deal in the New England deal throughout the U.S.
Region

Neutral
Neutral
16.9% 35.9%

Agree
74.6%

Disagree Agree
8.5% 36.3%

Disagree
27.9%

National Laboratory for Tourism & eCommerce
Source: 2002 New England Region Visitor Survey University of llinois at Champaign-Urbana
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In the past twelve months, the vast majority of these travelers had taken short getaway
trips within the region and most of them had taken one or more long, overnight trips. A
long, overnight trip was identified as one that involved five or more days.

Figure 4

Number of Short Getaway Trips

None

1-2trips

3 - 5tips

6 - 10 trips

11 or more trips

0 5 10 15 20 25 30 35 40 45 50
Percent of Respondents

National Laboratory for Tourism & eCommerce
University of lllinois at Champaign-Urbana

Source: 2002 New England Region Visitor Survey

Figure 5

Number of Long Vacations

None

1-2tips

3 - 5tips

6 - 10 frips

11 or more trips

0 10 20 30 40 50 60
Percent of Respondents

National Laboratory for Tourism & eCommerce
University of lllinois at Champaign-Urbana

Source: 2002 New England Region Visitor Survey
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Figure 6

Top of Mind Preference

State that First Comes to Mind when Thinking of Pleasure Travel

Colorado

Connecficut

Florida

Massachusetis

Maine

New Hamphshire

New Jersey

New York

North Carolina

Pennsylvania

Rhode Isinad

Vermont

Eastern Candian Provinces
Other

0 10 20 30 40 50 60 70
Percent of Respondents

National Laboratory for Tourism & eCommerce
Source: 2002 New England Region Visitor Survey University of llinois at Champaign-Urbana

Impressively, New Hampshire fared very well when those surveyed were asked: “Which
states first come to mind when thinking of pleasure trips that are one day or longer
away from home?e” The list of states that were considered included those in the New
England region and the types of places that either sell similar assets (Colorado, for
example) or typically compete for these same types of potential travelers (Florida, for
example). Under this premise, Colorado and Florida were considered as winter
competitors. North Carolina, because of its recognition as a foliage destination, was
considered an alternative fall destination. A variety of additional general travel
activity/preference information about high potential travelers, in logical target markets,
was produced by this effort. This information is featured immediately following the
sample survey in the Attachments section of this document. Highlights include the
following:

+ The activities that overall survey respondents indicated they are highly motivated to
travel to experience are beach/waterfront areas, scenic drives, parks, touring,
historic sites, outdoor activities/recreation and cultural sites and events.

¢ The top-five list of most important desfination features identified by survey
respondents includes scenic/natural beauty, value for time and money, quaint
towns and villages, lakes and rivers and different types of food.

¢+ The opportunity to get away and relax was the primary for choosing a New England
vacation. The primary reasons for selecting New England also included the
opportunity to experience nature and to visit friends and relatives.

¢ The vast majority (78 percent) of affluent travelers in the high potential markets are
likely to take a leisure trip with their spouse, while 43 percent are likely to take such a
frip with children and 33 percent are likely to travel with friends. Less than six
percent are most likely to travel alone.
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New Hampshire Strengths and Weaknesses
Figure 7

Attractive-Familar

Relationship between familiarity
and attractiveness (states)

Maine New Hampshire
.

(+)

Vermont |
« Florida
Colorado o

. . Massachusetts |
+ Eastern Canadian Provinces

*+ New York

Afttractiveness

* Rhode Island

North Carolina « o
. Pennsylvania

+ Connnecticut

)

New Jersey o

-) Familiarity (+)

The figure featured above considered two factors, familiarity and attractiveness.
Survey participants were essentially asked:

¢+ How familiar are you with a specific, individual state?
¢+ How attractive is the destination?

Again, the list of states that were considered included those in the New England region
and the types of places that either sell similar assets or typically compete for these
same types of potential fravelers. The states that have the best “familiar and
atftractive” ratings are listed in the top right quadrant. The states that appear to have
the greatest image challenges, conversely, would fall in the bottom left quadrant.

This line of questioning helped illustrate that, when comparing New Hampshire with
other states where travelers from New Hampshire's most logical target markets also like
to visit, New Hampshire ranks as one of the most attractive destinations. It is also one
with which such travelers are also very familiar.
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Travelers also rated New Hampshire destination features based on how important
individual assets are, as well as how well each performs. The areas where New
Hampshire performs well, and where respondents listed them as important, include
scenery/natural beauty, access to mountains, lakes/rivers, parks and forests, quaint
towns/villages, outdoor activities, value for fime and money and high quality
accommodations. The Figure below is similar to the “familiar — attractive” graphic
featured on the preceding page, in that the most desirable quadrant is the top right
one and the least desirable one is the bottom left. The difference is that this quadrant
was produced from a line of questioning that focused on how important are New
Hampshire's individual destination attributes and how well they perform. To illustrate,
“different types of food” are listed as important, but high potential travelers in New
Hampshire's logical target markets do not believe the state performs exceptionally well
in this category.

Figure 8

Importance-Performance
New Hampshire

fall foliage @ Scener y/natural beauty

accessto mountain o o lakes/rivers

(+)

outdoor/sports activitie®

family-oriented activities/attractionse
-

« shopping

festivals/special cultural events #

architecture/landmarks ¢

Performance

o museum k. galleries, zoos, etc.

® nightlife and entertainment

« casinos /gaming

(=) Importance (+)

It is important that New Hampshire does not consider these ratfings in isolation. While
New lJersey has only one attribute in the top right quadrant, Maine, Vermont and
Massachusetts’ “Importance-Performance” ratings are similar. These similarities are one
of the main reasons NGI concluded that there is no guarantee New Hampshire's image
will continue to shine as bright in the future. It also does not guarantee that the state
will continue to experience the levels of visitor spending it currently enjoys.
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Figure 9

Importance - Performance Comparisons
of New England States

Feature Overdll NH ME NJ NY (¢ MA VI RI
Very scenic/natural beauty 90.1% 92.9% | 90.6% | 151%  71.9% 50.1% 78.1% 87.5% 41.5%
Good value for time and money 82.4% 71.4% | 734% | 9.5% @ 44.6% 36.4%  53.4% 57.1% 26.5%
Afiractive lakes and rivers 80.4% 87.8%  81.8% 87% | 67.0% 42.7% 550%| 71.2% 16.6%
Quaint towns and villages 78.9% 84.9% | 827% | 10.0% @ 41.6% 49.4% 81.6% 780% 31.3%
Good/different types of food 73.1% 32.7% | 28.9% | 37.7%  8.0% 36.7% 86.2% 30.2% 31.9%
Afiractive beaches 70.0% 35.2% | 71.9% | 44.4%  289% 16.5% 77.2% 10.6% 45.2%
Good parks and forests 66.3% 84.0% | 76.9% | 16.3%  59.3% 41.9% 651% 70.0% 17.4%
High quality accommodations 66.1% 68.95% @ 66.4% @ 29.4% | 81.6% 52.6%  81.8% 59.6% 43.7%
Great for outdoor and sport activities 64.1% 79.7% | 782% | 17.8%  634% R.7% | 67.6% 65.3% 32.5%
Access to mountains 62.0% 88.3% | 65.1% | 25% @ 542% 11.8% 438% 79.3% 3.1%
Interesting historic sites 58.5% 438% | 40.0% | 14.2%  66.5% 28.4% 838% 32.8% 33.6%
Good vacation resorts 56.7% 65.3%  60.0%  16.9% | 41.6% 28.8% | 65.6% 55.1% 26.0%
Family-oriented activities & atiraction: 54.0% 67.7% @ 56.4% @ 268% | 57.0% 35.4% | 72.4%  47.4% 30.6%
Excellent fall foliage 52.6% 95.0% | 83.2% | 13.2%  540% 53.9% 84.4% 88.4% 21.6%
Interesting architecture/landmarks 49.6% 35.0% 324% 10.6% | 67.1% 34.5% 84.7% 27.6% 36.6%
Good festivals and special events 46.8% 45.8% | 41.6%  138% | 44.9% 2.5% 63.6%| 3R.0% 2.5%
Excellent museums, galleries, zoos 46.2% 182%  20.6%  142% | 76.2%  29.4% 85.3%| 13.5% 33.6%
Good shopping 44.1% 50.8% | 53.8% | 34.3%  70.1% 29.9% 769% 28.9% 33.1%
Good nightlife and entertainment 2.5% 16.0%  11.0%  251% | 71.6% 21.6% 73.6% 9.6% 24.2%

* Sorted by overall importance score.

To combat such vulnerability, as recommended in this report’s Executive Summary, the
NG| team believes New Hampshire should strive to excel at one or more of the
following:

1. Differentiate the state from key competitors and other choices available to target
customer segments.

2. Acquire additional marketing resources to better position the state in key markets,
and then spend such dollars strategically (see Figure 10 below).

3. Focus marketing dollars on reaching and motivating those markets or customer
segments where the state is most likely to succeed with such efforts.

Figure 10

State Tourism Office Budgets

2001 - 2002
(millions)
ME

s25 Rl
vT

e

PA

$39.6

Source: TIA - 2001 - 2002 Survey of U.S. State & Territory Tourism Office Budgets
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The Executive Summary also listed the following two conclusions:

1. New Hampshire can be successfully positioned in key markets as a premier New
England family destination.

2. New Hampshire can be positioned as offering superior access to outstanding
scenery and year-round outdoor activities/recreation.

The family market opportunity was further demonstrated when the study team looked
at only the responses and ratings delivered by the survey respondents that currently
have children in their households. While “family-oriented activities/attractions” did not
rate in the top right quadrant in New Hampshire's Importance-Performance rating for
the overall market, the attribute category did when the responses of families with
children were considered. While most New England states are rated highly for scenery-
related assets and outdoor activities/recreation, it's the access attribute that
particularly differentiates New Hampshire in many key feeder markets.

In comparing New Hampshire with other states where travelers (from New Hampshire's
most logical target markets) also like to visit, New Hampshire ranked second, behind
Maine, when the question was asked: “Which states are you likely to visit in the next two
years?

Figure 11

Most Likely To Be Visited

Within Next Two Years

Colorado
Connecticut
Florida

Maine
Massachusette
New Hamphshire
New lJersey
New York
North Carolina
Pennsylvania
Phode Island

Vermont

Eastern Canadian Prov.

t t t t
[ 10 20 30 40 50 60 70
Percent of Respondents

National Laboratory for Tourism & eCommerce
Source: 2002 New England Region Visitor Survey University of lllinois at Champaign-Urbana
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When destination’s look at developing strategies, NGI strongly encourages them to
consider two options. First, to look to build on (and defend) differentiated strengths.
Second, to look for market opportunities. The first approach tends to be based on
positions of power, while the second is based on unmet demand. In building on
positions of power, it is important to recognize that New Hampshire was ranked first or
second in New England for the following:

Table 3

NH'’s Ranking Among New England States
Fall foliage 1

Scenery/natural beauty
Access to mountains

Lakes and rivers

Quaint towns and villages
Parks and forests

QOutdoor sports activities

Value for my time and money
Family-oriented activities
Vacation resorts
Festivals/special cultural events

As will be discussed later in this document, the focus group discussions tended to shed
more light on the opportunities to differentiate New Hampshire, which, in this instance,
tends to be related to market based opportunities (family tfravel and ability to access
high quality assets). Finally, it is also important that New Hampshire understand what
high potential travelers in logical target markets consider to be the state's weaknesses.
The Figure below lists particular attributes where New Hampshire was not highly rated.
The right hand column lists the variance between how many respondents rated New
Hampshire as good or excellent and the similarly calculated percentage of the top
ranked state.

Figure 12
Most Pronounced Weaknesses

Greatest Variance* %

Museums, galleries, zoos, etc.| 67.1%
Nightlife & entertainment 57.6%
Different types of food 53.4%
Architecture/landmarks 49.7%
Historic sites 45.0%
Beaches 42.0%
Casino/gaming 40.2%

*Top rated state compared to New Hampshire
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Strengths and Weaknesses of New England Competitors
According to Importance-Performance ratings by overall respondents:
Maine
Strengths: scenery/natural beauty, lakes/rivers, parks and forests, value for time and

money, beaches, quaint towns/villages, high quality accommodations, access to
mountains and vacation resorts.

Weaknesses: casino gaming, nightlife and entertainment, museums and galleries,
architecture/landmarks and festivals/special events.

Connecticut

Strengths: high quality accommodations, scenery/natural beauty and quaint
towns/villages.

Weaknesses: festivals/special events, nightlife and entertainment, vacation resorts,
museums and galleries, shopping, architecture/landmarks, family-oriented activities
and casino gaming.

Massachusetts

Strengths: family oriented-activities, historic sites, high quality accommodations, quaint
towns/villages, scenery/natural  beauty, different types of food, beaches,
outdoor/sports activities, parks and forests and lakes/rivers.

Weaknesses: casino gaming.

Vermont

Strengths: scenery/natural beauty, quaint towns/villages, parks and forests, lakes/rivers,
high quality accommodations and value for time and money.

Weaknesses: casino gaming, nightlife and entertainment, museums and galleries,
architecture/landmarks, shopping, festivals/special events and family-oriented
activities.

Rhode Island
Strengths: beaches and scenery/natural beauty.
Weaknesses: casino gaming, festivals/special events, nightlife and entertainment,

vacation resorts, fall foliage, family-oriented activities, shopping, museums and galleries
and architecture/landmarks.
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As stated previously in this document, Maine, Massachusetts and Vermont tend to offer
significant competition for New Hampshire. Since all of these states tend to offer similar
strengths, it is often difficult for New Hampshire to differentiate the destination from its
competitive set. This is even true when looking at the areas where New Hampshire has
the first- or second-rated afttributes. The Table below list the attributes for which New
Hampshire was rated first or second, and compares the percentage of people who
rated the state as “good or excellent” with the percentages for the competitive states.
The right-hand column is designed to indicate the number of competitors, within this
particular competitive set, that are ranked above 50 percent as “good or excellent” by
respondents and are closely rated (within 15 percent points).

Table 4
NH% | MEZ% | MA% | VT7% | Competition
Fall foliage 950 |832 |84.4 |884 4 @ 83+%
Scenery/natural beauty 92,9 [ 90.6 |78.1 87.5 4@ 78+%
Access fo mountains 88.3 | 65.1 |438 79.3 2@ 79+%
Lakes and rivers 87.8 [81.8 |550 71.2 2@81+%
Quaint towns and villages 84.9 [82.7 |81.46 78.0 4@ 78+%
Parks and forests 84.0 [76.9 | 65.1 70.0 3@ 70+%
Outdoor sports activities 79.7 782 | 67.6 65.3 3@ 65+%
Value for my time and money 714 | 734 | 534 57.1 2@71+%
Family-oriented activities 67.7 | 564 |724 47 .4 2@ 67+%
Vacation resorts 65.3 | 60.0 | 65.6 55.1 4 @ 55+%
Festivals/special cultural events 458 | 41.6 | 63.6 33.0 1 @ 63+%
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PRIMARY FOcus GROUP FINDINGS

On February 11, 2003, two focus groups were conducted in Boston to obtain insights
into the image of New Hampshire as a fravel destination. Seventeen participants from
the Greater Boston Area were recruited. Participants were selected based on their
income level, with the requirement being that their annual household income had to
exceed $50,000. An additional criterion for selection was that they were to have taken
at least one pleasure trip within the New England Region within the last two years and
to New Hampshire within the past five years. The groups were also screened to obtain
a balanced mix of participants in terms of gender and age (with a desired equal
distribution of the following age groups: 25-45 years old; 46 years and above).

The objectives for the focus groups were:

1. To understand the fravel experiences associated with vacations/getaways in the
New England Region

2. To develop image profiles for the different New England states

3. To assess the image(s) of New Hampshire and to evaluate the effectiveness of
different branding ideas

In addition to the discussion, both groups were asked to complete paper and pencil
tasks which involved: 1) describing pictures featuring certain aspects of New England
destinations and assigning them to one or more of the New England states; 2) selecting
the New Hampshire branding ideas they found most compelling/attractive. (See the
Focus Group Appendices B and C that are featured in the Attachments section of this
report for the protocol used to guide the focus group discussion and the worksheet
used in the destination picture task described above.) For the most part, the focus
group discussions confirmed the written survey results. New Hampshire was viewed as
an exitremely attractive destination that faces significant competition among the
region’s states for generating travel spending.

Focus Group Participants

Table 5
Groupl

Name Gender Age Income
Rosemary F 45 $51-65k
Angela F 41 $75-100k
Richard M 50 $51-65k
Valerie F 25-45 $100+k
Howard M 58 $100+k
William M 68 $75-100k
Leslie F 55 $65-75k
John M 29 $51-65k
Robert M 39 $65-75k
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Table 6

Group2
Name Gender Age Income
Lisa F 44 $75-100k
Katherine F 38 $75-100k
Marta F 4] $75-100k
Jonathan M 52 $65-75k
Patricia F 38 $51-65k
Robert M 54 $65-75k
Andrew M 50 $65-75k
Bob M 46 $51-65k

It is important to note that these sessions were not designed to produce statistically
valid results. Instead, they were designed to provide additional image-related insight
and to test written survey findings. These particular focus group discussions produced
the following observations, many of which could be viewed as particular to the Boston
market. The full write up of the focus group discussions is featured in the Attachments
section of this document.

Significant findings and implications (derived from the results of both focus groups)
featured in the full write-up include the following:

Finding # 1. Travel Experiences in the New England Region

The focus group participants described a variety of vacation experiences that involved
travel to different places within the New England region. Many of these trips portrayed
during the discussion were family trips, while others involved traveling with one’s spouse
or a group of friends. Destinations closer to the Boston area, such as Cape Cod and
Rhode Island or Connecticut, were mostly mentioned in conjunction with day trips. In
contrast, York Beach, Maine and North Conway, as well as Story Land in New
Hampshire, were destinations/attractions mentioned by several of the focus group
participants as destinations of their choice for New England vacations. Convenience
was brought up as a vacation aspect of importance, especially when traveling with
young children. Also, many of the group members indicated that they revisit places
they enjoyed visiting; however, the participants tended to indicate an openness to
exploring new places.
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Finding # 2. Images Associated with New Hampshire

While the focus group members described New Hampshire as a state that offers a lot in
terms of natural beauty and outdoor activities/recreation their comments focused
mostly on mountains, lakes, and winter sports. The New Hampshire beaches were
mentioned by only a few of the participants. Importantly, New Hampshire was
perceived as being close, but not as close as Maine or Rhode Island. Although it is
considered to be very accessible, the long drive to the northern region keeps the state
as a whole from being perceived as a quick getaway destination. Individual areas of
New Hampshire were seen as extremely accessible. Further, most of the focus group
members had the feeling that they only knew parts of the state and that there was
more to New Hampshire than just the White Mountains and skiing. They suggested that
more aggressive advertising of the interesting places/attractions the state has to offer
would greatly enhance theirimage of New Hampshire.

New Hampshire was also seen as rural and somewhat backward. The participants
interpreted this as offering opportunities for relaxation but were worried about not
knowing what else to do when on vacation in New Hampshire. New Hampshire has the
image of offering good value for money and being very affordable. Af the same time
it was perceived as an “in-between” state, offering experiences of somewhat inferior
quality as compared to other states; specifically, the restaurants and dining
opportunities were described as “in need of improvement.” Historical sites and cultural
activities were not associated with New Hampshire vacations. In general, New
Hampshire appears to be seen as very similar to Maine and Vermont; however, the
latter states were consistently described in more favorable terms.

Finding # 3. Images Associated with other New England States

Rhode Island and Connecticut were both described as luxury, adult-oriented
destinations that warrant day trips but were not necessarily associated with longer
vacation trips. Rhode Island was also associated with boating. Massachusetts scored
highly in terms of culture, history, restaurants, shopping and beaches. The Cape is seen
as an atftractive getaway spot, but the enormous traffic going south negatively
influences the participants’ willingness to travel there. The image of Maine among the
focus group members was extremely positive. It was considered to be a beautiful state
that offered lots of variety, is close, and provides suitable experiences for everybody.
Vermont was described as very scenic and somewhat more upscale than Maine and
New Hampshire. However, it was also perceived as very rural and not offering much for
younger children.

Nichols Gilstrap, Inc. Page 20



Finding # 4. Branding Ideas

Natural beauty, outdoor recreation, and family-oriented vacations were seen as
concepts that match the image of New Hampshire. However, the focus group
members stressed that several of the other states offer similar types of experiences. The
group members had doubts about “so much to do” and *quaint villages,” but thought
the concepts were very enticing if New Hampshire could convince them that the state
indeed offered a variety of experiences and that quaint villages existed.

Perhaps most importantly, the focus group comments suggest that branding, imaging
and positioning efforts could be successful, particularly if New Hampshire creatively
communicates one or more of the following: its family-travel strengths, its ability to be
easily accessed by key markets and its scenic/natural beauty assets. This does not
mean that additional efforts would likely fail; it simply means that the focus group
discussions did not produce clarity beyond these points.
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CONCLUSION

The world is changing rapidly and mass information delivery systems are evolving at a
breakneck pace. According to Seth Godin, author of Permission Marketing, the
average American is being bombarded by 1 million marketing messages a year, or
nearly 3,000 every day. In defense, however, most consumers are electing to tune out
messages that fail to speak directly to their needs or interests.

Recognizing the declining effectiveness of mass marketing, one of the world’s largest
advertisers, General Motors, made a ground-breaking move in 2000 by consolidating alll
of the responsibilities for their media planning (with the exception of Saturn and Saab
brands), resulting in a $2.9 billion media budget or the “largest assignment in the history
of Madison Avenue.”

What was the impetus behind this unusual move?¢ The corporation realized that, as
marketers put more money info mass advertising programs, the more clogged the
information channels become. GM'’s rationale was that it is becoming increasingly
critical to break through the clutter and to more narrowly target the potential
purchaser of the products being advertised. GM was investing in its ability to acquire
the skills needed to speak directly to target customers -- and on the customers’ terms.

Figure 13

General Motors
Case Study

"Media Planning is taking on
additional strategic importance as
marketers seek to increase the long
odds that a potential customer - busy
with life and bored by most ads — will
pay attention to a sales pitch,
particularly when many products are
aimed at narrow demographic groups
rather than mass audiences.”

Source: New York Times; July 26, 2000

Nichols Gilstrap, Inc. Page 22



This holds true for the travel industry, as well. Look at many of the more popular and
common vehicles typically utilized by travel industry advertisers. From airline in-flight
magazines to consumer fravel programs and Internet sites, the media outlets are filled
with messages from destinations, fransportation companies, hotels and attractions—
frequently vying for the attention of the same individual consumer. With all of this noise
in the pipeline, consumers are getting proficient at training themselves to shut it out.
The situation is even worse in non-tourism related media, where response to fravel-
oriented advertising is even more diminished.

Today's marketer frequently needs to move away from traditional means of advertising
to a more strategic approach. The savvy destination marketer no longer uses the tactic
of "“This is our product, to whom do we sell it and how?" Rather, the more strategic
approach to both product development and advertising is “This is our target customer,
what product development or marketing vehicles do we need to use to attract him or
here”

Figure 14

Strategic Approach
Traditional tourism approach

To whom do
we sell it
and how?

This is our

product

Strategic tourism approach
This is our What product

target development
customer do we need?
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Using a more customer-oriented approach, both the communications channels and
the development efforts must be focused on reaching desired visitors and providing
them with the experience they are seeking. By taking a closeup look at New
Hampshire's image as a travel destination, NGI believes a number of important lessons
have been learned that should help the state’s tourism marketers to successfully
conduct customer-oriented marketing efforts. In some cases, the lessons confirmed
hunches (yes, New Hampshire does have an attractive image within the region). In
other instances, additional insight has been gained (such as the intense level of
competition for customers lured by undifferentiated assefts).

In concluding this report, it is important to consider the goals that were established at
the start of this process.

1. Gain a better understanding of the destination features that are most important to
target customer segments, what activities motivate them to travel and how New
Hampshire ranks among its key competitive set.

The answers to these questions were, for the most part, clear. The preceding sections of
this report answer a number of these questions. In addition, the Understanding Visitors
fo New England Region report featured in the Attachments section of this report
answers others. Highlights include:

+ Visiting a beach/waterfront area and taking scenic drives were listed as the most
important activities to our surveyed markets.

¢ Good value for fime and money and scenic/natural beauty were identified as the
features that most influence trip decisions.

+ The opportunity to get away and relax was, by far and away, the leading reason
why our respondents choose to fravel in New England. It was also listed as the
factor that most influences trip destination choices.

¢+ Maine was listed as the state most likely to be visited by respondents within the next
two years. New Hampshire finished an impressive second, ahead of states like
Massachusetts and Florida.

¢+ New Hampshire was listed as the first or second best state for offering a variety of
destination attributes. At the same time, other key states were rated similarly in a
number of those categories.
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2. Gain a better understanding of how the Division can continue to market the state so
as to generate the kind of visitor spending that improves the New Hampshire
economy and stimulates increased support of the kind of quality of life amenities
that are appreciated by residents who live in the state.

Because goods are rarely transported outside of the state’s borders as a result of this
visitor spending, many residents and government leaders often fail to recognize that
tourism is an export industry. In fact, few industries can compete with the impact of
tfourism’s role as a service export. The most recent statistics available from the Travel
Industry Association of America indicate that, because visitors from outside of the
United States spend more money here than Americans do abroad, tourism annually
creates a $14 bilion balance of trade surplus for the U.S. This is important for New
Hampshire to recognize because many economists indicate that the strength of any
economy — national, state or local —is directly related to the strength of its exports.

It is also important that New Hampshire residents understand that many of the great
recreational facilities and amenities offered in the state are often supported by tourism
dollars. Without question, the quality and diversity of such pleasures as golf courses,
shopping centers, and restaurants, and attractions such as family theme parks and
hiking ftrails, would be greatly reduced were it not for the demand these facilities
receive from visitors who live outside of the state. Amenities supported by tourism help
to stimulate an enhanced quality of life for New Hampshire residents.

Figure 15

Tourism in New Hampshire
Key Roles Include

1. Imports significant new
spending to the state

2. Shifts key portion of tax
burden from residents to
visitors

3. Simulates an enhanced
quality of life : ;

4. A catalyst for many forms of economic
development

5. Creates jobs
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This image study was aimed at acquiring the kind of information that will help lead to
marketing and development efforts that guarantee impressive levels of tourism dollars
continue to flow into the state into the future. It is important to note that, if the
information produced here leads to more effective marketing and development, it will
likely result in improved economic and quality-of-life conditions.

The mail survey and focus group discussions were aimed at best understanding the
mindsets of potential travelers who both live in logical geographic targets markets and
have the type of household income that indicates they can travel frequently to New
Hampshire and spend liberally while in the state. It is hoped that the information that
was provided, as a result, will lead to high-impact travel spending. Ideally, it will lead to
the kind of spending that will improve the state’'s economy and support resident-valued
quality of life amenities.

3. Gain a better understanding of how marketing and product development efforts can
be managed to increase the state’s ability to compete for market share in the future.

In recent years global competition for visitor spending has escalated. A rapidly
increasing number of countries, states and cities recognize that strategic investment in
destination marketing can quickly result in the importation of new dollars into their
economy. The fact that many states recognize the importance of visitor spending and
back that recognition with sizeable investments in marketing, combined with the image
study’s conclusion that many of New Hampshire's strongest assets often appear
undifferentiated from states like Maine and Vermont, does not guarantee New
Hampshire's image will confinue to shine as bright in the future. It also does not
guarantee the state will continue to experience the levels of visitor spending it currently
enjoys. To combat such vulnerability, and to guarantee the ability o compete for
market share in the future, the image study findings led the NGI tfeam to recommend
that New Hampshire strive to excel at one or more of the following:

+ Differentiate the state from key competitors and other choices available to target
customer segments.

¢+ Acquire additional marketing resources to better position the state in key markets
and then spend such dollars strategically.

¢ Focus marketing dollars on reaching and motivating those markets or customer
segments where the state is most likely to succeed with such efforts.
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While many aspects of the mail survey and the focus group discussions portrayed major
New Hampshire assets as undifferentiated from those in other specific New England
states, the NGI team concluded that two prime opportunities for differentiation
emerged.

¢ New Hampshire can be successfully positioned in key markets as a premier New
England family destination.

¢+ New Hampshire can be positioned as offering superior access to outstanding
scenery and year-round outdoor activities/recreation.

With regard to the family market, there are additional competitors. New Hampshire,
however, fared well in the “Importance-Performance” ratings for this class of travel.
Furthermore, the focus group participants that currently have children in their
households tended to give glowing reports of their New Hampshire family travel
experiences and indicated that the state could plant a defendable, believable stake
as a premier, regional family draw. In addition, this image study pointed to New
Hampshire's favorable position as offering good value for the money.

Associating good value with New Hampshire can increase the state's ability to
successfully grow the family travel market. It can also help to position the state’s highly
desirable scenery and outdoor activities with those markets where easy access to such
assefts is important. While most New England states are rated highly for scenery-related
assets and outdoor activities/recreation, it's the access attribute that particularly
differentiates New Hampshire in many key feeder markefts.
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COMMUNITY APPEARANCE AND TOURISM: WHAT’S THE LINK?

The colorful brochures American cities use
to promote their charms are always filled
with attractive scenes: sunsets, azaleas in
bloom, historic house museums
beautifully photographed. The reality is
often not so lovely. Back away from the
great columned house and you'll find, as
likely as not, a fast food restaurant with
screaming red roof to one side, and to the
other a parking lot that is barren except for
a flashing portable sign and a towering
billboard. The brochure is handsome; the
city is not.

There is an immense but too often ignored
relationship between community
appearance and tourism. As Mark Twain
once said, “We take stock of a city like we
take stock of a man. The clothes or
appearance are the externals by which we
judge.” Unfortunately many tourism
officials are far more concerned with
marketing and promotion--creating fancy
brochures and compelling ads--than they
are with protecting and enhancing the
product they are trying to sell.

Tourism involves much more than
marketing. It also involves making
destinations more appealing. This means
conserving and enhancing a destination’s
natural tourism assets. It is, after all, the
heritage, culture, and natural beauty of a
community or region that attracts tourists.
But today a person dropped along a road
outside of most American cities (wWhether
tourist destinations or not) wouldn’t know
where he was because it all looks the
same. Is it Albany or Allenstown?
Clarksdale or Cowpens? Providence or
Pittsburgh? Who can tell?

The truth is, the more a community does
to enhance its unique set of assets,
whether natural, architectural, or cultural,
the more tourists it will attract. On the
other hand, the more a community comes
to resemble Anyplace, U.S.A., the less
reason there will be to visit. Make a
destination more appealing and people
will stay longer and spend more.

Clearly, certain places have more appeal
than others. But no place will retain its
special appeal by accident. Without
exception those places that have
successfully protected their uniqueness--
whether natural or man-made--are those
places that have used vision, management
and control to protect the features that
make them special. Without planning and
management, tourism can destroy the very
attributes--both natural and man-made--
that people come to see. As a result, local
policies that shape growth and
development are critical to the success of
tourism development efforts.

Many cities have gotten used to ugliness,
accepting it as inevitable to progress.

But there are others across America who

have begun an active push for a more
appealing environment. The tools to make
a community memorable and beautiful are
not new or rare. But it takes citizen action
and political will to put these tools to
work. It also takes an understanding of
how people, particularly tourists, see and
experience a community.

Perception studies reveal significant
differences between tourist and commuter
perceptions of a community from the
highway. Tourists are open and receptive
to everything they see, while commuters
tend to tune out the familiar environment
along the roads they travel day in and day
out. This suggests that tourism officials
need to become more aware of the overall
character of a community. This is
particularly true because many tourists
decide to spend time and money at a
location before they actually see the
product. If the character of the destination
is at odds with its description in
advertising and promotional literature, the
tourist will feel cheated. Creation of a
false image can spoil a vacation. What's
more, it can reduce repeat visitation:
tourists may come once but they won’t
come back. Alternatively, happy
memories and word of mouth are the best
public relations a destination can have.

Tourism is a voluntary activity, which
means that tourists have a choice among
competing destinations. Given a choice,
where will they go? Virtually every study
of traveler motivations has shown that,
along with rest and recreation, visiting
scenic areas and historic sites are among
the top two or three reasons why people
travel. Travel writer Arthur Frommer says
that, “ Among cities with no particular
recreational appeal, those that have
preserved their past continue to enjoy
tourism. Those that haven’t, receive
almost no tourism at all.

Tourism simply doesn’t go to a city that
has lost its soul.”

Preservation-minded cities like Victoria,
B.C.; Savannah, GA; Charleston, SC; and
Alexandria, VA are among North
America’s leading tourism destinations
because they have protected and enhanced
their unique architectural heritage. By
contrast, cities which have obliterated
their past such as Cleveland, Birmingham
and Atlanta attract hardly any tourists at
all, except for the highly competitive and
notoriously fickle convention business.

Urban planner Andreas Duany says that,
“ Authentic urban experience has become
such a rarity that many places have
become tourist attractions simply by
virtue of being real towns.” Visitors drive
hundreds of miles to spend a weekend in
places like Fredricksburg, TX; Madison,
IN; Sonoma, CA; Stockbridge, MA; and

Edenton, NC, just for the sake of
experiencing the pleasures of a “real”
small town. Duany also believes this
explains the success of Disneyland and
Disney World, where visitors spend more
time wandering along Main Street USA
than they do on rides.

Growth is inevitable. The ugliness and
destruction of community character that
so often accompanies growth is not.
Communities can grow without
destroying the things people love. Beauty,
heritage, and environmental quality are
good for business. Unless the tourist
industry thinks it can continue to sell trips
to see look-a-like motels, tract housing,
traffic jams, and cluttered commercial
strips, it ought to share in an agenda to
protect the natural and cultural resources
on which it relies.

To preserve and enhance those characteristics
that make a community interesting,
memorable, and attractive, the tourism
industry should adhere to the following
standards and recommendations:

e Identify all of those places, both natural
and man-made, that give a community its
special character and identity.

e Make every effort to preserve the
authentic aspects of local culture including
handicrafts, art, music, language, dress,
architecture, traditions, and history.

e Preserve and maintain existing historic
buildings, neighborhoods, towns and areas.

o Insure that tourism support facilities--
hotels, motels, restaurants, and shops--are
architecturally compatible with their natural
and man-made surroundings.

e Protect the gateways and entryways into
a community and identify and protect streets
and roads with outstanding scenic or historic
significance.

e Protect scenic views and vistas.
Wherever possible install underground utility
wires and screen unsightly intrusions on
scenic viewsheds or historic settings.

e Preserve trees and existing landscape
character. Wherever possible plant street trees
and use native vegetation to landscape and
buffer parking lots.

e Prohibit billboards and strictly limit the
size, height and number of other outdoor signs.
Encourage the use of natural materials-not
plastic-in sign design.

* % % % %
by Edward T. McMahon, Senior Associate

at the Conservation Fund, and former
president of Scenic America.

Reprinted from Heritage Tourism Update--
Winter 1993 (a publication of the National
Trust for Historic Preservation).



	2016-12-28 Plouffe-Monroe re Northern Pass - Docket No. 2015-05
	AMC Thayer NP Pre-file
	AMC Thayer Prefile Attachment A Resume
	AMC Thayer Prefile Attachment B
	Page
	Introduction
	Methodology
	
	Figure 1
	Figure 2
	Table 2

	General Travel Information
	Figure 3
	Figure 4
	Figure 5
	Figure 6

	New Hampshire Strengths and Weaknesses
	Figure 7
	NH’s Ranking Among New England States
	Figure 12

	Strengths and Weaknesses of New England Competitors
	NH%
	ME%
	MA%
	VT%
	Competition
	
	
	
	
	Income





	Figure 13
	
	Figure 14


	Figure 15




	AMC Thayer Prefile Attachment D - community appearance tourism

