ONLINE DIAGNOSTIC TOOL

WORKBOOK

Overview of the Online Diagnostic Tool
The online diagnostic tool is designed to assist destination organizations conduct an objective self-assessment
which can help them determine priorities and strategies for the future. The tool presents a framework that DMO
leaders and communities can use to critically assess the destination. It also helps to start a conversation and
provide focus on what needs to be done in the future. The tool is not intended to be a benchmarking index to
rank destinations.
The tool is based on 20 variables related to destination strength and community support and engagement.
Within each variable, a series of metrics are also identified which offer the opportunity for destination
organizations to gather data and provide a more in-depth look at the variable.
Figure 1. Online Diagnostic Tool Variables

The online diagnostic tool is built upon two key inputs:
• An assessment of how important each variable is to the destination. In some cases, a variable may
not be relevant to a destination. For example, some rural communities may not see air access as very
relevant to their success. Likewise, a leisure destination may not find that convention and meeting
facilities are important. The tool is designed to account for these situations.
• An assessment of the destination’s perceived performance across each variable. This is done by
indicating the level of agreement to a statement for each variable.
In both cases, the assessment of relative importance and perceived performance is based on the current state –
not what we would like it to be in the future.
The assessments are combined and result in the destination being plotted in one of the scenarios.
A diagnostic report card can also be produced which outlines the results for each variable, and how the
destination compares to the industry average. In cases where multiple stakeholders complete the selfassessment, a standard deviation is also reported so that destination organizations can see how much consensus
there is across the participants.
Data is also collected on the destination organization's budget, mandate and business model which will enable a
comparison of the destination with their peer group.

Workbook Overview
The purpose of this Workbook is to provide a foundation for a destination organization to gather information
about the destination as a whole based on the different variables that are being used to measure the destination
within the online diagnostic tool.

1.

To start this self-assessment, you will first need to know what the variables are and the definition that
best describes each. These can be found within the box in the upper left corner of the page which also contains
the graphic that is associated with each variable. These variables are categorized into the two driving factors
that the scenario model is based on: Destination Strength and Community Support & Engagement.

2.

Below the definition and statement, you will
find a list of metrics to consider that will assist you
with your response to the self-assessment.
After you have finished with each variable, at the
bottom of the page, there is a box where you can score
the importance and perceived performance of the
variable.

4.

The relative importance of the variable as it
relates to the destination is the first thing to consider.
The scale here is from 0 - 10 with 1 meaning that the
variable is of very low importance and 10 being of
very high importance. If the variable has no
importance to the destination, you can assign a value of
0.

5.

The perceived performance of the destination is
the next item to consider. This scale is from 1-5 with 1
being that you strongly disagree with the statement and
5 being that you strongly agree with the statement. You
will use these scores within the self-assessment.

Destination Strength

Destination
Performance
Primary measures of
success for the
performance of your
destination

Metrics to consider:
1. Contribution to local economy (e.g.: GDP, jobs)
2. Annual number of overnight visitors and visitor spending
3. Annual number of room nights
4. Annual number of meetings and conventions
5. Social media performance (e.g.: Trip Advisor, Facebook, Yelp)
6. Competitive market share
7. Hotel performance: Revenue per available room (RevPAR), average daily rate (ADR), occupancy

In your opinion, how important is this variable to your Destination on a scale of 0 – 10. 1 – Very
Low Importance, 10 - Very High Importance,
0 – Not Relevant

On a scale of 1-5, please rate your level of agreement towards the following statement:
The business performance of our destination is delivering on our expectations
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Brand
The competitive
identity of your
destination

Metrics to consider:
1. Destination appeal and visitor feedback
2. Communicates destination quality and experiences
3. Is simple, memorable and market-tested
4. Expresses the destination’s personality
5. Price value of the destination
6. Considers environmental sustainability and social responsibility, safety and security, health and cleanliness

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
The brand of our destination is clear and well known in our target markets
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Accommodation
Quality and diversity of
places to stay in your
destination

Metrics to consider
1. Accommodation capacity
2. Accommodation quality
3. Diversity of accommodation options
4. Presence of known brand names
5. Location and proximity of accommodation options meets visitor needs

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
The quality and quantity of accommodation in our destination meets the needs of our customers
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Attractions &
Entertainment
Places of interest where
tourists visit to eat,
engage with the local
culture, and seek
adventure and
amusement

Metrics to consider
1. Experiences are authentic to our destination
2. Diverse and appealing attractions
3. Diversity of entertainment opportunities
4. Quality and diversity of shopping opportunities
5. Quality and uniqueness of dining/gastronomy
6. Quality of arts and culture
7. Quality and diversity of parks, trails and waterways

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our entertainment, attractions, shopping and dining provides enough options to draw visitors to our
destination
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Convention &
Meeting Facilities
Places in your
destination to host
conventions, meetings
and trade shows

Metrics to consider
1. Capacity of convention and meeting facilities
2. Quality of convention and meeting facilities
3. Availability of convention and meeting facilities
4. Availability of off-site venues
5. Professionalism and experience of convention services suppliers

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our destination has the necessary convention and meeting assets to successfully compete
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Air Access
Quality and availability
of air services to your
destination or the local
area

Metrics to consider:
1. Annual seat capacity
2. Number of non-stop flights
3. Number of airlines (mainline, low cost carriers, or ultra-low cost carriers)
4. Growth in passenger traffic
5. Airport(s) quality and capacity

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our destination has sufficient air access
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Events
Events
Major fairs,
Major fairs,
expositions,
concerts,
expositions,
concerts,
cultural and sporting
culturalevents
and sporting
events

Metrics to consider:
1. Increasing number of events
2. Quality and diversity of events (e.g. festivals)

3. Events with high economic value

4. Events enhance the brand of our destination

5. Events generate media exposure

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
The events in my community are drawing visitors to the area
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Sporting &
Recreation
Facilities
Places to attract and
host amateur
recreation events and
activities

Metrics to consider:
1. Diversity of facilities
2. Capacity and availability of facilities
3. Quality of facilities
4. Capacity and experience of sports events service providers

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our destination has the necessary sporting and recreation facilities to attract amateur sporting events
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Communication &
Internet
Infrastructure
Quality and
availability/coverage of
mobile and internet
networks within your
destination

Metrics to consider:
1. Wi-Fi access available in areas with visitor traffic
2. Wi-Fi access in meeting/convention facilities
3. Mobile coverage/availability
4. Mobile apps utilized by local businesses

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our destination actively utilizes smart technologies to engage with visitors
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Destination Strength

Mobility & Access
Extent to which visitors
can get around your
destination through
transit, signage and
accessibility-friendly for
those with disabilities

Metrics to consider:
1. Inter-city group transportation options (e.g.: rail, bus)
2. Quality of local transit
3. Quality of way finding and signage
4. Ease of access and mobility for those with disabilities

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Visitors can easily get around our destination and find their ways
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Effective DMO
Governance Model
Appropriate and
effective oversight and
accountability for the
DMO, including
engagement from local
leaders

Metrics to consider:
1. Effective board leadership
2. Board support and cohesion
3. Clear levels of accountability and oversight
4. Involvement of local leaders on DMO Board and committees
5.

Clearly articulated vision of the future

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following
statement: Our destination organization has an effective governance structure
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Membership
Strength &
Support
Level of engagement
and support from your
members

Metrics to consider:
1. Growth in membership
2. Membership retention rates
3. Membership engagement in DMO programs
4. Membership satisfaction scores
5. Quality and variety of members as commented (scored) by clients

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our members are active, engaged, and supportive
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Industry Support
Level of engagement
and support from local
business in the tourism
industry

Metrics to consider:
1. Level of industry involvement in initiatives
2. Ongoing monitoring of stakeholder opinions
3. Regular communication with stakeholder groups
4. Corporate support of DMO, e.g. sponsorship
5. Participation in industry events, e.g. trade shows

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following
statement: Our local industry and stakeholder are supportive of the direction and plans
of our destination organization 1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Local Community
Support
Perception of the tourism
and/or meetings industry
from residents,
local businesses (both
tourism and non-tourism
related) and media

Metrics to consider:
1. Involvement of local leaders on DMO Board and committees
2. Support, involvement and engagement from residents and local business community
3. General understanding of importance and impact of tourism, travel and meetings industry
4. Positive media coverage

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our local community, including residents, businesses , and media, has a positive perception of the
tourism and/or meetings industry
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Effective
Advocacy
Program
Government policy
and regulatory
matters that support
the tourism industry

Metrics to consider:
1. Government prioritization and support of the tourism industry
2. Government policy and regulatory frameworks support competitive position of destination
3. Government helps establish a business environment that is conducive to the growth of the tourism industry.

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our advocacy program is successful in influencing government policy and regulatory matter
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Workforce
Attraction and
retention of highquality workforce as
well as support from
local education
institutions

Metrics to consider:
1. Availability of qualified workers
2. Ease of attracting and retaining workers
3. Availability and quality of training programs
4. Availability of tourism workforce standards for knowledge, skills and attitude
5. Local schools with tourism-related programs and job placement programs
6. Employment rate of tourism students in the industry

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
We are able to attract and retain a high-quality workforce
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Hospitality
Culture
Level of involvement
of local residents to
promote and deliver a
memorable travel
experience in your
destination

Metrics to consider:
1. Perception of the quality of customer service in the destination
2. Availability of quality assurance
3. Availability of local host/ambassador programs
4. Programs for locals to volunteer in the industry
5. Vibe of the community in welcoming visitors

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
Our community has a service-minded culture that makes the visitors local experience exceptional
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Regional
Cooperation
Level of collaboration
and coordination
amongst partners in the
region

Metrics to consider:
1. Level of collaboration across DMOs in the region
2. Involvement of surrounding municipalities/districts in coordinating activities
3. Joint marketing initiatives
4. Broad economic benefits across the region

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
There is broad collaboration and coordination amongst partners in the region
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Funding Support
& Certainty
Amount and level of
stability of revenue
sources to fund your
DMO

Metrics to consider:
1. Level of support from public revenue sources (e.g.: grants, room taxes, etc.)
2. Level of support from private revenue sources
(e.g.: membership dues, partnership revenue, corporate sponsorship, etc.)
3. Funding certainty over the next 2-3 years

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following statement:
We have stable and sufficient revenue sources to fund our strategies
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

Community Support & Engagement

Economic
Development
Level of collaboration
between DMO and
economic development
department(s) and local
business groups

Metrics to consider:
1. Level of collaboration between DMO and economic development department(s)
2. Level of collaboration between DMO and local business groups
3. Tourism/Meetings industry identified as key economic driver for our destination
4. Capital investment in tourism

In your opinion, how important is this variable to your Destination on a scale of 1 – 10. 1 – Very
Low importance, 10 Very High importance,
0 – Not Relevant
On a scale of 1-5, please rate your level of agreement towards the following
statement: Our destination organization plays an important role in our community’s
economic strategies
1 – Strongly Disagree, 3 – Neutral,
5 – Strongly Agree

