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Tourism Center Taps Industry 
to Plan New Programs 
Focus groups with representatives 
of the Minnesota tourism and 
hospitality industry were recently 
conducted around the state to find 
out what additional education the 
industry wants. 

Thirty-one industry members 
attended the focus group sessions 
representing all sectors of the 
industry. These included resorts , 
motels, hotels, B&Bs, retail 
outlets, campgrounds, · 
restaurants, gas stations, 
convenience stores, city and 
county administration, CVBs, 
chambers of commerce, and 
attractions. Participants ranged 
in age from late teens to seniors. 
Both genders were represented at 
the management and staff levels. 

Participants recommended 
practical nuts-and-bolts training 
on customer service and 
hospitality for front-line staff and 
management that would be 
tailored to the needs of different 
industry sectors. They agreed that 
the training should focus on topics 
such as developing a customer 
service attitude, providing 
customer care, improving phone 
skills, handling complaints, and 

working with other cultures. 
Survey participants also want 
more information on the 
manager's role in reinforcing 
quality customer service, 
empowering employees, hiring 
practices, and evaluating and 
realigning a customer service 
approach. 

They also stressed that all sectors 
of the community need to 
understand the economic 
importance of tourism at the 
community level and beyond. They 
recommended a program that 
would provide information on 
direct and indirect tourism 
impacts. This would help 
communities weigh the benefits 
and costs of tourism and 
understand how tourism fosters 
community pride and offers 
growth opportunities. Many 
participants would also like to see 
this as a four-year or graduate 
degree program at the University 
of Minnesota. 

Tourism Center staff are using 
this survey information to create a 
new educational program designed 
to meet these industry needs. 

Fall 1994 

New Customer 
Service Program 
Scheduled for '95 

The Tourism Center 
will launch a new 
customer service 
training program 
based on industry 
recommendations.The 
new approach will 
consist of a dramati
cally revised edition of 
the Center's Minnesota 
at Your Service cur
riculum and a new 
customer service 
management program. 

The advanced pro
gram will help manag
ers and customer 
service professionals 
analyze their needs 
and create and imple
ment a customized 
program in their 
organizations. Train
ers will be experienced 
industry practitioners. 
The curriculum will 
combine coursework 
with practical applica
tion. 

The program will be 
piloted early next year. 
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Gambling Symposium Airs Public and Private Views 
Current trends will 
lead to a massive 
presence of casino 
gaming in America 
before the end of 
this century. 
- William Eadington 

Gambling studies 
are inconsistent and 
need clarification. 
- George Andersen 

We don't know the 
extent of illegal 
gambling that is 
going on and what 
kinds of social cost 
that has. 
- John Hus tad 

Evidence has shown 
that casino gambling 
has already had a 
negative inpact on 
drinking 
establishments in 
Minnesota. 
- Paul Anton, 
Private Researcher 

We need more 
information about 
the economic 
impact of gambling 
on other 
recreational 
industries and about 
the costs to society 
borne by the 
taxpayers. 
- Phyllis Kahn 
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In May, the Tourism Center, Department of Agricultural and 
Applied Economics, and the Humphrey Institute hosted a full 
day symposium on Minnesota gambling research attended by 
approximately 100 participants. The event attracted an unlikely 
combination of attendees representing casinos, private research, 
academia, government, charitable gaming, and private gambling 
organizations. Difficult questions about the need for research 
and education on gambling and the appropriate roles of higher 
education and industry in providing them were posed by the 
symposium . 

In an attempt to answer these questions, the program included 
a panel discussion on gambling research and education. 
Panelists were Phyllis Kahn, State Representative; George 
Andersen, State Lottery Director; John McCarthy, Minnesota 
Indian Gaming; King Wilson, Allied Charities; and John Hustad, 
Minnesota Planning. The discussion elicited a range of 
viewpoints though panelists concluded that additional research 
and education are needed on several topics including public 
policy, compulsive gambling, casino gambling's effect on 
tourism, and the socio-economic effects of gambling. Also 
included in the program were ten researchers who presented 
brief research summaries. The studies examined economic and 
socio-cultural impact, effects on tourism, gambling addiction, 
and other topics . 

William Eadington, Director of the Institute for the Study of 
Gambling and Commercial Gaming at the University of Nevada, 
Reno, was the keynote speaker. Dr. Eadington, an international 
gambling expert, spoke on the future of gambling and gambling 
research in Minnesota and the U.S. He also talked about the 
role of universities in planning and conducting research . 
According to Eadington, "A university can bring a high degree of 
objectivity that is quite difficult to achieve if you are only able to 
work through the gaming industry, regulatory bodies, or other 
specific interest groups." 

Dr. Eadington noted that the rates of growth of charitable 
gaming, Indian casino gaming, and lot.t.eries in Minnesota in lhe 
last decade are not sustainable. In fact, he believes they will 
ultimately have to get to the point of compeling effectively 
against one another. He stated lhat " ... most of these 
jurisdictions will legalize casinos that. cater primarily to a local 
or at best regional market." He also predicted that in most 
jurisdictions casinos will create many jobs and generate tax 
revenues but it will be at the expense of other sectors of the 
economy. 

While many questions are yet unanswered, the symposium set 
the stage for continued work with these groups to plan gambling 
research and education in Minnesota. 

(1. How do small town residen ts react 
\\(· to successful tourism developmen t? 

A . Tourism impacts are both positive 
• and negative. Positive impacts 

include ren ewed pride in the 
community and new opportunities 
such as restaurants, shopping, and 
recreational activities. Some 
studies of small communities show 
that residents become dissatisified 
when tourism is contributing about 
10% of the community's economic 
activity. However, there are other 
small town residents who are highly 
supportive of tourism development 
where it contributes 30-50% or 
greater. The study points out 
factors that contributed to negative 
feelings about tourism development. 
Crowded streets and parking and 
competition for use of local natural 
resources were noted. Another 
factor cited was a change in the 
character of the community 
due to the development of tourist 
services such as restaurants and 
tourist-oriented retail shops . 

Small towns can take these actions 
to lessen impacts: 
• Separate resident and tourist use 

areas to minimize conflicts. 
• Develop facilities that benefit 

residents and visitors . 
• Don't develop tourist resources at 

the expense of resident resources. 
• Keep the pace of growth at a level 

acceptable to residents. 
• Set goals that are acceptable to 

residents and try to keep them 
informed and involved in tourism 
development activities . 

The tourism industry must listen 
carefully to local residents to keep 
developments and activities a 
positive part of the community. 

For the Ask ing is a regular feature of 
Centerpoint. Readers should direct brief 
tourism questions to the Tourism Center, 
116 Classroom Offi.ce Building, University 
of Minnesota, 1994 Buford Ave., St. Paul, 
MN 55108. Center faculty w ill answer 
questions in each issue. 

SHORT TAKES ... 
Advisory Board Links the Center to the Industry 

1995 Lecture Series ... 1995 Lecture Series 
will begin on January 26 al the Minnesota 
Office of Tourism's Annual Conference. Richard 
Miller, World Travel and Tourism Council, will 
be the speaker. Call Cynthia Messer for more 
information 612 / 624-6236. 

Minnesota Office of Tourism Annual 
Conference .. . The Minnesota Office of 
Tourism Annual Conference will be held 
January 26 and 27, 1995. For complete 
registration information contact Sarah Orman, 
1-800-657-3637. 

Call for Participation .. . May 13-18, 1995 
is set for the 4th International Outdoor 
Recreation and Tourism Trends Symposium in 
St. Paul. Trends in outdoor recreation, tourism, 
technology, government, and economics will be 
explored. If you are interested in participating 
please contact Jerrilyn Thompson by Dec. 2 
phone: 612/ 624-3699; FAX: 612/625-5212; 
e-mail: j thompso@mercury .forestry. umn. edu. 

Ghana Project Continued ... The United 
States Agency for International Development 
(USAID) has authorized the continuation of the 
Ghana project. Over the next 2-1 /2 years they 
will provide the Tourism Center funding 
through MUCIA of $600,000 for their technical 
development assistance. The Tourism Center is 
collaborating wilh the Smithsonian Institution, 
Conservation International, and the 
International Council on Monuments and Sites. 

The Tourism Center Advisory Board is a key link between the Tourism Center and the tourism indu stry. Over the 
years, lhe board has provided the Tourism Center with insights about industry trends, issues, and research 
needs. This information is invaluable to Center staff in planning and focusing research and educational efforts so 
they meet the needs of industry in lhe state. Board members are high-profile representatives of a broad cross
section of the industry as well as other prominent tourism figures in Minnesota. 

William Becker is lhe Administrative Planning 
Director of the Minnesota Department of Natural 
Resources. 

Leo Berg is Executive Director of Heritagefest. He is 
the President of Minnesota Festivals and Events 
Association and on the Board of Directors of the 
International Festivals Association. 

M.K. (Dutch) Cragun is the owner of Cragun's Lodge. 
He is a member of the International Hotel Association, 
IACC, the Minnesota Motel Association, Minnesota 
Heartland, and Sustainable Development for Tourism. 

Richard Fannemel is the owner of the Ripple River 
Motel and President of the Minnesota Motel Associa
tion. 

Don Hernke is the own.er of the Edgewood Restaurant 
in Cannon Falls. Hernke is also on the board of 
directors of the Minnesota Restaurant Association. 

Arnold Hewes is President of Upper Midwest Hospital
ity, Inc. He is also Executive Vice President of the 
Minne~ota Restaurant Association, Minnesota Hotel 
Association, and Minnesota Resort Association. He 
serves as a trustee of the Educational Institute of the 
American Hotel and Motel Association. 

Carol Lovro is Execu tive Vice Presiden t of the 
Association of Campground Operators and the 
Minnesota Motel Association. 

Kenneth Myers heads the Department of Hotel, 
Restaurant, and Institu tional Management at the 
University of Minnesota, Crookston. 

Grant Oppegaard is Operations Consultant for 
GENMAR Companies and general manager of 
Wellcraft Marine. 

Larry Simonson is a former faculty member of the 
Tourism Center at the University of Minnesota. 

Linnea St romberg-Wise is Director of Marketing for 
Valleyfair Amusement Park and a member of the 
Cedar Fair L.P. Management Company, Sandusky, 
Ohio. 

Henry (Hank) Todd is Director of the Office of 
Tourism for the Minnesota Department of Trade and 
Economic Development. Todd chairs the Interna
tional Marketing Committee of the Mississippi River 
Parkway Commission. He is on the Board of Directors 
of the Travel Industry Association of America. 



ENDOWMENT 
UPDATE 

The Endowment will be 
funding the development 
of a Geographical 
Information System (GIS) 
for outfitters of the 
Boundary Waters Canoe 
Area. GIS will analyze 
visitor information such 
as length of stay, number 
of people encountered, 
types of fish preferred, 
and desired length of 
portage. Outfitters will 
initially use data to 
provide more customized 
programs for clientele. 

The 1995 Tourism Center 
Lecture Series will also be 
sponsored by the Carlson 
Endowment. The series 
begins in January. 

ff theTop 
In Minnesota, it is estimated 

that tourism brings in over $6 
billion in gross receipts. Recent 
reports state that the Mall of 
America will exceed visitation and 
expenditure estimates. Many 
newly-built casinos are planning to 
expand within three years. None 
of these numbers or trends can be 
ignored as minor contributors to 
Minnesota's economic 
development. Yet where is the 
support for this industry? Tourism 
takes a back seat to almost every 
other economic activity in 
Minnesota and in many other 
states. For example, lhe state's 
study on timber harvesting 
uncovered a glaring lack of 
tourism research. Despite this, the 
state wouldn't fund additional 
tourism studies. 

At the University of Minnesota, 
there is an entire college devoted 
to agriculture and one center. 
supported by the Minnesota 
Extension Service, devoted to 
tourism. Yet when compared to 
other major U.S. universities, we 
are one of a handful that even 
recognizes tourism as a viable 
academic topic. By all measures, 
tourism is not far, if at all, behind 
agriculture in its importance to 
Minnesota's economic 
development. Despite the fact that 
less than 2% of the U.S. 
population is dependent on 
farming, every state has an 
agricultural college in its higher 
education system. This is due to 
the formation of the land grant 
system in the 1860s when 
agriculture was deemed a priority 
by Congress. 

Agriculture special interest 
groups are an enormous influence 
in this country. The tourism 
industry has not done as good a 
job selling itself. It is time to adopt 
some of the strategies of the 
agriculture industry instead of 
complaining about an unfair 
advantage. Tourism, like 
agriculture, is made up of many 
special interest groups. It is 
beneficial to have many 
organizations, as competition is 
healthy and leads lo a varied array 
of services. However, it helps to 
have a unified legislative and 
research agenda. With these in 
place, we will be able to answer 
many of the questions being asked 
about the consequences and 
opportunities related to tourism 
development and provide a list of 
services most needed by those on 
the front line of this industry. This 
unified agenda can only come 
about through increased 
cooperation among all involved in 
Minnesota tourism. 

Creating this unity will not be 
easy. We are a relatively new 
industry with, historically, very 
little support al any level of 
government, though this is slowly 
changing. There is a high degree of 
industry fragmentation, which 
results in an identity crisis (I'm 
not in the tourism business, I sell 
meals). Despite these problems, 
the Tourism Center will work with 
tourism organizations and interest 
groups to develop an agenda for 
the industry in this state. This 
cannot be accomplished overnight, 
but we are committed to meeting 
this goal. 
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