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STAFF REPORT 
 
 
MEETING 
DATE: May 8, 2018 
 
TO: City Council 
 
FROM: Peggy Flynn, Assistant City Manager 
 
PRESENTER: Novato Chamber of Commerce Tourism Committee 
 
SUBJECT:  NOVATO CHAMBER OF COMMERCE ANNUAL TOURISM 

COMMITTEE REPORT FOR 2017 
  
 
REQUEST 
 
Consider, receive a presentation, and accept the Novato Chamber of Commerce Annual Tourism 
Report for 2017. 
 
DISCUSSION 
 
Since 1987, as a result of a voter-approved ballot measure, the City has allocated 1% of the total 
10% Transit Occupancy Tax (TOT) it receives to promote tourism in Novato. The TOT, also 
known as a Hotel Tax, is a tax charged to travelers when staying at hotel, motel or other lodging, 
collected by the operator, and passed on to the City. Currently, the City receives 10% of the total 
revenue collected by Novato hotels.  
 
Additionally, the City is a member of the Marin Tourism Business Improvement District (TBID), 
which is managed by the Marin Convention Visitors Bureau and is funded by a 2% TBID 
assessment. The combined total of taxes and assessments charged to hotel guest in Novato is 
currently 12%. 
 
At the same time the funding for tourism promotion was established, the City contracted with the 
Novato Chamber of Commerce to provide visitor services and manage the tourism marketing 
program. To implement the program, the Chamber established a Tourism Committee, an all-
volunteer group which meets monthly, and comprises Chamber members representing the City’s 
hospitality industry, the Executive Director of the Chamber, a representative from the Downtown 
Novato Business Association, and a City representative as an ex officio member. 
 
The annual report summarizes the work of the Committee in the 2017 calendar year to fulfill the 
Chamber’s obligation to promote tourism in Novato. 
 
The “Novato by Nature” campaign continues to stand out in a competitive tourism market and 
deliver a solid return on investment by attracting visitors locally to internationally. This 
marketing effort includes a strong social media presence, online advertising, attendance at 
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tourism trade shows, and a website that refers visitors to our Novato hotels, restaurants, and 
retailers--resulting in a successful destination branding for Novato. The Chamber’s Tourism 
Committee contracts with our local marketing agency, Kiosk, to plan a focused and robust 
approach to effectively manage Novato’s reputation as a destination on a local, regional, and 
national level. The attached report details the marketing program and activities for 2017. 
 
As compared to the 3.5% growth rate in 2016, Novato’s TOT grew moderately at 5.4% in 2017, 
with TOT collections at $1.75 million. This has been primarily driven by occupancy levels—
especially as a result of the North Bay fires--with growth from 79% in 2016 – to an average of 
83% in 2017, based on reporting from the first three quarters of 2017. To date, growth has been 
flat in the first quarter of 2018. 
 
Note that the Tourism Committee receives quarterly reports from Smith Travel Research (STR), 
an industry leader in market research, that details Novato’s aggregate hotel revenue statistics 
(e.g. occupancy and average room rates). Unfortunately, the fourth quarter data for 2017 was not 
available as two of the hotels did not report to STR. The Committee hopes to encourage the 
hotels to participate in the future. 
 
 
RECOMMENDATION 
 
Receive the presentation and accept the report. 
 
ATTACHMENT 
 

1. Novato Chamber of Commerce Tourism Committee 2017 Report  
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Novato Chamber of Commerce 
Tourism Committee Report - 2017 

This report is presented by the Novato Chamber of Commerce Tourism Committee to the City of 
Novato with details of the Tourism Committee activities and fund (Transient Occupancy Tax) 
allocations to promote tourism in Novato in 2017. 

There are four sections to this report: 

Section I Background and Summary 
Section ll Marketing Highlights  
Section lll Marketing Statistics and Conditions 
Section IV  Future Marketing Plans 

I.A. Background

Through a ballot initiative approved by the voters in 1987 (and increased by voters in 1997), 
10% of Novato’s TOT collections must be spent on tourism promotion activities. The City 
of Novato has contracted with the Novato Chamber of Commerce to manage these funds and 
activities since 1987. The Novato Chamber, in turn, formed a Tourism Committee to develop 
and operate a Tourism Outreach and Marketing Program. 

The Tourism Committee consists of volunteer members (with many years of experience in the 
travel, tourism and hospitality industry), Chamber staff, a Downtown Novato Business 
Association (DNBA) representative and an ex-officio member representing the City of Novato. 

Novato Chamber Tourism Committee 2017 

Christine M. Bohlke Marin Convention and Visitors Bureau 
Peggy Flynn City of Novato, ex-officio 
Garrett Grialou Best Western Plus Novato Oaks Inn (Reneson Hotels) 
Tim Howard (CHAIR) Courtyard by Marriott  
John Marshall Inn Marin 
Gayle Peterson Big Cat Advertising 
Coy Smith            Novato Chamber of Commerce 
Randy Stemmer       DNBA Representative 

The group works together to fulfill its mission of promoting visitor spending at Novato’s hotels, 
Downtown merchants, restaurants, retail centers and other visitor serving businesses. Tourism 
funding through TOT collections was $157,703 in 2015, $164,160 in 2016 and $166,994 in 
2017. Leveraging Chamber support staff and office space allows this money to be spent very 
efficiently. 

The Chamber of Commerce office (located at 807 De Long Avenue) also serves as the Visitor 
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Information Center for the City of Novato. A significant portion of the office lobby is dedicated to 
displaying visitor information. In 2017, the committee continued to use the newly constructed 
outside Kiosk display (see photo below).  
 
Visitor traffic at the display has increased about 7% over last year as evidenced by the amount 
of tourist related materials that are restocked in the kiosk every Monday. The Visitor Information 
Center is open to the general public Monday thru Friday from 8:30 A.M. to 5:00 P.M. 
Approximately 60% of all walk-ins and 30% of all incoming phone calls to the Chamber are 
visitor related. 
 

  
 

 
 
A majority of the walk-in traffic is looking for places to visit and eat lunch or dinner in and around 
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Novato. Because the Visitor Center is located in Downtown Novato, Chamber staff are quick to 
direct them one block over to Grant Ave to enjoy our great Downtown shops and restaurants. 
 
By providing a Visitor Information Center that is staffed and available to the public for over 40 
hours per week, and by responding to telephone and advertising inquiries the goal is to provide 
information that will encourage the prospective visitor to stay in Novato, shop in our stores, visit 
our Downtown and dine in our restaurants. If the visitor uses a Novato hotel, the TOT tax is 
collected, 90% of which is used by the City for general fund expenditures. 
 
I.B.  Summary 
 
2017 Tourism Related Engagements 
 

Type of Engagements 2017 2016 +/- 

Visitors assisted in person (walk-ins) 1 
1,622 1,580 2.66% 

Visitors assisted via telephone 2 1,476 2,278 -35.21% 

Unique website visitors 3 52,306 54,136 -3.38% 

Brochure by mail requests from 
VisitNovato.com 4 

113 231 -51.08% 

Brochure downloads from VisitNovato.com 5 229 368 -37.77% 

Brochure requests from other websites 6 5,591 5,189 7.75% 

Hotel referrals 7 
Clicks through to Novato hotel websites from Visit Novato 
website, ads or marketing activity 

29,898 1,758 1600.68% 

Social media followers 8 23,872 17,609 35.57% 

Total tourism related engagements 115,107 83,149 38.43% 

 
Sources: (1) Novato Chamber of Commerce, (2) Novato Chamber of Commerce, (3) Google Analytics (4 and 5) Google Analytics 
and web performance monitoring by Kiosk (6) Travel Guides Free reports (7) Facebook business manager reporting plus Google 
Analytics, verified monthly by Kiosk (8) Facebook, Instagram and Twitter analytics, verified monthly by Kiosk. 
 

II. Marketing Plan Highlights 
 
The focus of the Tourism Outreach and Marketing Plan is to promote Novato as an overnight 
destination and increase visitor spending in Novato. The 2017 budget and expenditure 
spreadsheet is attached (Exhibit A). The Tourism committee budget is based upon a calendar 
year (January-December). The revenues reported in the budget ($166,994) are based upon the 
actual funds received from the City in calendar year 2017. The funds collected by the City are 
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usually dispersed to the Chamber two months after the end of each quarter. So in a typical year, 
the funds received are from TOT collections in the last quarter of the prior year and the first 
three quarters of the year of reporting. For this year that means the funds we reported are from 
TOT revenues generated in the last quarter of 2016 and the first three quarters of 2017.  
 
There are typically carry over funds from the prior year, because of the difficulty in predicting 
total income twelve months in advance for the budgeted year.  
 
 
II.A. Brochure Design and Distribution:  
 
Designed in 2015 and updated in 2016, the Visit Novato brochure promotes Novato as “Simply 
the Best Place to Stay in the North Bay" and has a brand identity that mirrors the website. It 
includes photos, maps, event listings and places to stay and meet. 
 
In 2017, the Novato Tourism brochure was distributed to distributed to 7 Welcome Centers and 
2 major airports in Northern California by Certified Folder Display. It was also distributed to all 
local hotels; included in Novato Chamber relocation packets; and mailed out (or sent via email) 
to 5,933 potential visitors in response to visitor inquiries during the calendar year.  
 

 
 
 
 
 
 
 
 

 
In addition, the committee also uses six themed brochures to promote “Novato Food and Wine”, 
“Stay with us in Novato” (Hotels), "Conference and Meeting Spaces" and “Novato & North Bay 
Adventures”, "Novato Wedding Guide" and "Novato Museum Guide" (see next page). These 
brochures are designed to send visitors directly to local hotels, businesses and attractions in 
and around Novato. They are due to be updated again in 2018. 
 

6



Page 5 of 21 

Prospective visitors request these brochures via tourism advertising websites and the 
VisitNovato.com website as a result of online marketing initiatives. The brochures are sent via 
mail or email, according to the preference of the requestor, within two business days.  
 

 
 
II.B. Certified Brochure Distribution:  
 
The Tourism Committee has had Novato brochures distributed throughout California for several 
years. Our vendor, Certified Folder Display, distributes brochures in twenty Western States and 
Canadian Provinces including 23 regions in California at 4,534 sites. These sites include hotels, 
visitor information centers, state and national parks, and interstate service stations.  
 
Over the years, the Tourism Committee has analyzed the California based feeder markets to 
Novato as identified by our lodging properties. We have determined that the Novato brochures 
are most effective in generating interest in our city from surrounding metropolitan or destination 
markets such as San Francisco and the Napa Valley. In 2017, Visit Novato brochures were 
distributed from the following nine locations: 
 
Brochure Distribution Location                           Notes on Location 
San Jose Airport         Tourist Information Center, Arrivals 
Oakland Airport         Tourist Information Center, Arrivals 
Sonoma County Airport        Tourist Information Center, Arrivals 
California Welcome center at Anderson/Shasta            Interstate 5 just south of Redding 
California Welcome center at Santa Rosa                  US 101 
California Welcome center at Auburn                     Interstate 80 gateway to Gold Country 
California Welcome center at Truckee                           Interstate 80 on Donner Pass Rd, Truckee  
California Welcome center at Salinas                     West of Hwy 101, N. Davis Road, Monterey 
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California Welcome center at El Dorado Hills                US 50 gateway to South Lake Tahoe 
 
In 2017, Approximately 30,000 brochures were distributed throughout the state.  
 
The committee has been able to take advantage of a 30% discount for quantity of distribution, 
non-profit status and prepayment plans.  
 
II.C. Advertising:  
 
In 2017, our advertising budget was spent in online channels, which has proven to be the most 
cost efficient medium to achieve our objectives. Online advertising also enables us to measure 
performance, and optimize our creative and messaging.  
 
In 2017, the committee contracted with Kiosk to manage our annual advertising campaign for 
the third year running. Kiosk spent ~68% of the monthly media budget on Search Marketing 
(Google AdWords and Google Display Network) and ~32% on Paid Social (Facebook). 
Facebook is used to build brand awareness and create new audiences, and Google AdWords is 
used to capture intent, for example if a person is searching for a weekend getaway, or a 
wedding venue in Marin. Ads are geo-restricted to people outside of a 25-mile radius of Novato 
(with the exception of conference booking ads), and we target multiple persona profiles.  
  
During the year, Kiosk created and ran 20 campaigns and more than 500 different ad creatives 
online - including evergreen tourism campaigns (e.g. romantic weekend away, wine country 
getaway), event-focused campaigns (to encourage event attendees to stay in Novato, e.g. 
Nascar, Novato Festival of Art, Wine and Music), activity-focused campaigns (e.g. hiking, 
golfing), and seasonal campaigns (e.g. enjoy Spring in Novato).  

 

 
 

Ad creatives are changed and updated on a weekly basis to optimize to performance metrics.  
In 2017, five new website landing pages were created to support new campaigns and to 
encourage people to request a brochure or download PDFs with further information.  
 

 
 
 
 
  Examples of 2017 Facebook ads 
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Focus on Hotel Referrals 
For 2017, the Tourism Committee chose to focus additional advertising dollars on the objective 
of outbound hotel clicks; driving traffic directly to the hotel reservation pages rather than via the 
VisitNovato.com website. Accordingly, Kiosk focussed on optimizing the website and landing 
pages to drive hotel referrals rather than brochure requests/ data collection.  

The change in strategy was a success, with a 1601% increase in hotel reservation page 
referrals (29,898 referrals in 2017 versus 1,758 in 2016). 

Spanish Language Ads 
In 2017, Kiosk also launched Spanish-language ads and Spanish-language landing pages to 
target the Latino visitor market within our target geographical areas and demographic profiles in 
California. According to the 2015 National Survey of Latinos, people who are Spanish language 
dominant or monolingual make up 38% of the adult Latino population, so the Tourism 
Committee wanted to increase outreach to this audience.  

Group Bookings 
Kiosk also continued to advertise Weddings and Corporate Meetings to help increase block 
bookings. The web pages were updated for 2017, and we received 73 direct requests for 
“Novato Wedding Guide” information packs via the VisitNovato.com website. 
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   Optimized landing pages support each advertising campaign: 

 

 
 

In order to monitor campaign effectiveness, Kiosk reports to the Tourism Committee each 
month on five sets of ‘conversion’ metrics. They are (a) number of referrals from the 
VisitNovato.com website to the six hotel booking pages, (b) unique website visitors, (c) number 
of Facebook page likes and (d) number of brochure requests. 2017 metrics are summarized as 
follows: 

Hotel 
Booking 
Referrals 

Web Visitors 
(Sessions) 

Facebook 
Likes 

Brochure by 
Mail Requests 

Brochure 
Downloads 

Total 
Conversions 

29,898 

(1,758 in 2016) 

52,306 

(54,136 in 2016) 

23,123 

(17,609  in 2016) 

113 

(231 in 2016) 

229 

(368 in 2016) 

105,669 

(74,102 in 2016) 

 
This represents a 43% increase on 2016 metrics. 
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During 2017 the Tourism Committee also continued to advertise with TravelGuidesFree.com.  
The TravelGuidesFree.com website offers travel guides for all kinds of destinations in one 
place. Visitors can add locations and points of interests to a “Shopping Cart” and then complete 
a brief questionnaire capturing valuable demographic profiles and then, request virtual or printed 
copies of the Travel Guides they have collected in their shopping cart. We typically receive ~450 
inquiries per month through this site. In 2017, the Chamber responded to 5,591 brochure 
requests. 
 
Kiosk responded to 113 requests (including for group bookings) on the Chamber’s behalf. 
Additionally, Kiosk is able to use the data provided by TravelGuidesFree.com to further optimize 
Visit Novato’s Facebook and Google AdWords campaigns. 
 
II.D Trade Shows: 
 
For the tenth year in a row Novato Tourism participated in the Go West Summit appointment 
trade show. The Novato Tourism Committee representatives also attended the United States 
Travel Association's IPW for the eighth year running. Both of these shows are targeted to the 
international and domestic tour and travel markets as well as international and domestic travel 
writers and media.  
 
Each year we update our Go West Summit and IPW profiles and content based on information 
we learned at the previous year’s events and new updates and events happening in our market, 
we continue to use the professionally designed destination profile for this travel market. This 
collateral piece was distributed at the Go West Summit and IPW trade shows (Exhibit B).  
 
International travel for California in 2017: The Chinese and Mexico tourism market are tied for 
being the top travel generators for international travel in California. Mexico has the largest 
amount of visitors but visitors from China spend the same amount of money as Mexico while in 
the United States, 3.1 billion dollars. Canada comes in third for largest tourism dollars spent.  
 
Here is the most current travel data from Visit California; direct travel-related spending in 
California totaled $126.3 billion in 2016. Direct travel-generated employment neared 1.1 million, 
a 3.1 percent increase over 2015. Travel-generated tax revenue topped $10.3 billion. Room 
demand increased by 1.8 percent. Visitor arrivals on domestic flights increased by 7.2 percent. 
$6 out of $10 spent at local visitor destinations were attributable to residents of other states and 
countries. The GDP of the California travel industry was $68.6 billion in 2016, which represents 
about 2.5 percent of the total GDP of the state of California*. 
 
* Note: Travel data is for 2016 - which is the most recent data available. 

  
We continue to have an excellent response to our profile sheet, content, photos and collateral 
which emphasize our unique shopping, dining and attractions in Novato. During our trade show 
appointments Novato representatives continue to use a highly visual iPad photo presentation. 
We are currently updating the Novato slide presentation for the upcoming 2018 IPW tradeshow 
in Denver, Colorado.  
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2017 Go West Summit  
The Go West Summit is an appointment tradeshow that brings together: 
 - Western suppliers from the U.S. with top domestic and international tour operators  
   looking to expand their tour groups. 
 -  F.I.T (Foreign Independent Traveler) business in the American West.  
 
The Summit was held in Reno, Nevada from February 20-23, 2017. The Go West Summit 
continues to be a premier meeting summit because of its unique focus and effective format. The 
trade show brings together international travel trade and media representatives from Asia, 
Europe, South America, Canada, Middle East and Scandinavia - and receptive tour operators 
from the U.S. The program consists of education seminars/speakers, workshops and one-on-
one pre-scheduled appointments with the travel buyers and media.  
  
Kristi Jackson of Courtyard by Marriott, Novato represented the Novato Tourism Committee. 
Ms. Jackson had 45 individual appointments and also paired up with Christine Bohlke (of the 
MCVB) on a number of other appointments. Having the Marin CVB as a presence at these 
appointments was beneficial in a number of ways, such as: highlighting and explaining all the 
wonderful qualities that Marin County enjoys as well as being a top travel destination, as well as 
being able to show Novato as a part of our region. By having these joint appointments we feel 
that we were able to place more emphasis on Marin County as a destination in itself, and, at the 
same time, focus on Novato as an ideal overnight location for those wishing to visit San 
Francisco, Marin County, and the Wine Country.  
 
 
United State Travel Association's - IPW 2017 
The IPW trade show was held in Washington DC from June 3-7, 2017. The Novato Tourism 
Committee partnered with the Marin Convention & Visitors Bureau. IPW features individual 
appointments with buyers and travel writers from around the world. Travis Long from the Novato 
Oaks Inn was the Novato representative for this important trade show. In 2017 our Novato 
Tourism representative had 45 successful appointments with travel buyers and another 27 
appointments with media.  
 
IPW is the travel industry's premier international marketplace and the largest generator of travel 
to the U.S. In just three days of pre-scheduled business appointments, more than 6,000 
delegates representing U.S. travel organizations from every region of the USA and international 
and domestic buyers and media from 70+ countries meet face-to-face to conduct future travel 
business to the USA. 
 
At IPW, buyers and sellers are able to conduct business that would otherwise be generated only 
through an exhaustive number of around-the-world trips. The Novato Tourism Committee 
participated as part of the Marin CVB trade show booth. Buyer interest continues to grow for 
Novato and Marin County due to the higher lodging prices in San Francisco and the 
Napa/Sonoma Wine regions and the marketing efforts of our destination marketing 
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organizations; such as Brand USA, Visit California, San Francisco Travel, Marin CVB and the 
Novato Tourism Committee.  
 
About U.S. Travel Association: 
U.S. Travel Association is the national, non-profit organization representing all components of the travel industry that 
generates $2.1 trillion in economic output and supports 15 million jobs. U.S. Travel's mission is to increase travel to 
and within the United States.  
 

 
 
II.E. Website: www.visitnovato.com 
 
Kiosk is charged with constantly updating the visitnovato.com website, and ensuring that its 
pages are optimized for the search engines in order to drive organic web traffic.  
 
New-look landing pages were designed, developed and deployed in Jan 2017 to increase hotel 
booking referrals. An example is the ‘Music’ landing page which evergreen music vacation SEM 
ads link to. It can be found at https://visitnovato.com/landing/music-in-novato/. 
 
In February 2017, Kiosk added new “Events Calendar“ functionality to the website to enable 
local event and venue managers to easily submit and manager their own event listings on 
VisitNovato.com, and to allow visitors to search on specific dates and filter results. 
 
In April 2017, Kiosk also rolled out new functionality to allow web visitors to build their own 
itinerary for an upcoming trip to Novato - users can add events, activities and places of interest 
to the “My Itinerary” page, which can then be downloaded as a PDF or sent as an email. 
 
In March, Spanish language landing pages were written, translated and launched to support the 
Spanish language campaigns. 
 
In total 311 new web pages were added to the site in 2017 (a 22% increase versus 2016), all 
with fresh content that helps drive new site traffic. Additionally, 16 existing pages were updated 
and refreshed with new content and imagery. Annual website maintenance included optimizing 
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images and code for increased load times. 
 
The website has sections to appeal to different types of visitors including conference bookers, 
wedding planners, business travelers and leisure travelers. The site has dedicated pages for 
different types of activities, such as Hiking, Biking, Shopping and Birdwatching, as well as an 
extensive Places of Interest section and suggested itineraries. The homepage includes an 
Instagram feed and has a live weather module, showing visitors that Novato has some of the 
nicest weather in the Bay Area. The site is fully responsive for mobile devices.  

  

 
VisitNovato.com welcomed 52,306 visitors in 2017  The “Events Calendar” was launched in February, 2017  

 
As of 12/31/17, the Website performance statistics are as follows:  

VisitNovato.com Website 2017 2016 +/-

Page Views 
Source: Google Analytics 

192, 692 210,161 8%  

Visits (Sessions) 
Source: Google Analytics 

52,306 54,136 3%  

 
The performance drop between 2016 and 2017 is due to the redirection of advertising spend:  
In 2016 82% of advertising spend directed traffic to VisitNovato.com, and this was reduced to 
68% in 2017, due to a deliberate change in strategy (the other 32% of spend directed traffic 
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directly to hotel website reservation pages). Despite this 14% decrease in spend, visits only 
dropped by 3%.  
 
II F. Social Media 
 
Social channels (Facebook, Twitter and Instagram) were set up for Visit Novato in 2014, and 
they continue to collect followers and attain high levels of engagement and inquiries. Kiosk 
manages social media, updating on a regular basis. 
 
By December 31, 2017 Visit Novato had 23,123 Facebook likes, 405 Twitter followers and 344 
Instagram followers, representing a 36% increase in followers from 2016. 
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Examples of social media posts during the 2017 calendar year. Social media followers increased by 36% in 2017.  
 
II.G. Visitor Center:  
 
To support the implementation of the marketing plan the Chamber office doubles as the Visitor 
Information Center for the City of Novato and Chamber staff responds to all inquiries generated 
by the Tourism Committee’s advertising and promotional efforts. Visitor activity fluctuates 
seasonally with walk-in traffic and phone inquiries peaking in the summer months.  
 
In 2017, there were 3098 inquiries (via walk-ins and telephone inquiries). There are inquiries for 
local dining, directions, brochures and maps, hotel information, and information about 
community events. Approximately 40% of the entire walk in traffic is referred to Downtown 
Novato for dining and shopping activities. 
 
The walk-in visitors in 2017 included travelers from 43 US states and 18 countries including 
Norway, Germany, Australia, China, England, Finland and Canada. 
 
All Chamber staff (five employees) have been trained to respond to all inquiries from the general  
public for tourist related information. There are often several tourists in the Chamber office at 
the same time seeking information and the staff always makes it a priority to assist tourists as 
quickly and efficiently as possible.  
 
A significant portion of the staffing and overhead expenses for the Visitor Information Center 
operations are subsidized by the Chamber of Commerce. Total Chamber staff and overhead 
costs exceed $365,000 annually. The tourism budget contributes $47,500 towards the Visitor 
Information Center's operational expenses. This equates to approximately 11% of the 
Chamber’s total staffing and overhead expenses. The Visitor Information Center services - if 
done as a stand-alone operation - would cost the City a significantly higher amount (between 
$100,000-$150,000 annually). The City also benefits from a Tourism program that is staffed by 
personnel with years of experience and training in visitor services, which combined with the 
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experienced tourism committee understands how to market Novato. 
 
In response to the increased tourism activity at the Chamber that has occurred from tourism 
promotion and the “Visitor Information” signage on US 101, the visitor serving portion of the 
Chamber now includes a computer workstation with easy to find web links to Novato hotels, 
restaurants and attractions. There are also specific sections of display space in the office that 
are dedicated to tourism related information.  
 
The outdoor Visitor Information kiosk includes weatherproof maps of both the local area and the 
wider region with over 100 places of interest marked, including a key with contact details. 
Additionally, the kiosk has panels that provide contact details for local hotels, dining options and 
shopping and leisure highlights. The kiosk means that visitors to Novato can access information 
24/7 and 365 days a year, even if they do not have access to the internet. The photos below 
show the inside of the kiosk. 
 

 
 
II.H. New Photography: 
 
Kiosk organized a photoshoot in February 2017 to get additional and different shots of Novato’s 
hotels for use in marketing and advertising. High quality images are important to help us sell 
Novato as a destination. The photoshoot also included action shots at Stafford Lake Bike Park, 
hiking at Mount Burdell, birdlife at Rush Creek and hotel shoots to support our Spanish-
language campaign. 
 
Some of the images are below. 
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III. Marketing Plan Evaluation and Conditions 
 
The committee has measured the success of its marketing programs by evaluating the number 
and quality of the contacts generated. With a few exceptions, it is difficult to absolutely quantify 
the success of our efforts in terms of additional hotel revenues and additional business to other 
Novato visitor serving merchants. The best measure of our effectiveness is to compare how the 
City of Novato’s TOT collections (a direct function of hotel revenues) have trended over time 
compared to a similar market.  
 
Novato hotel performance since 2010 (shown in Exhibit C) as reported by the industry’s leading 
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market research firm, Smith Travel Research. It also compares TOT collections over this period 
with San Rafael. The tourism industry is cyclical. Historically, the industry lags both recessions 
and recoveries. Locally the industry peaked in 2007. Three consecutive years of decline 
followed. This trend was mirrored on the national level, where economic conditions contributed 
to the worst 3 year period in the industries history. A relatively rapid recovery began in 2011 and 
continued into 2012, then by 2013 Novato had exceeded the 2007 peak.  
  
Novato’s TOT grew 5.4% in 2017, an improvement over the 3.5% growth rate in 2016, but 
Novato lags the substantial gains of San Rafael in 2016 and 2017.  However, in reviewing the 
historical TOT collections for San Rafael it is apparent that the flow in San Rafael is more erratic 
possibly due to inconsistent reporting and/or TOT remittance.  It is very unlikely that San Rafael 
saw the hotel revenue gains in 2016 and 2017 suggested by TOT collections.  The marketing 
initiatives developed by the Tourism Committee has helped to lead an unprecedented 7 
consecutive years of growth in Novato TOT collections. 
  
NOTE:  The Tourism Committee receives quarterly reports from STR detailing Novato’s 
aggregate hotel revenue statistics (e.g. occupancy, average room rates).  Unfortunately, these 
statistics are not available for the 4th quarter 2017 due to the failure of several hotel to report to 
STR.  We hope to encourage the hotels not reporting to once again report going forward.  
 
In order for Novato to continue to grow new corporate business is needed to replace the loss of 
Firemen’s Fund and others to ensure the long-term health of the industry and growth of TOT. 
The lodging market growth opportunities lie in filling vacant rooms in the off season and 
increasing guest room rates. 
 
IV. Future Marketing Plans 
  
One of the stated goals of the Tourism Committee for 2017 was to increase clicks directly 
through to the six hotel website booking pages. Having succeeded in that goal in 2017, we plan 
to continue with that as the focus of our advertising spend in 2018: 
 

● Continue to Focus on Hotel Referrals: For 2018, the Tourism Committee has chosen 
to focus advertising dollars on a single performance metric: outbound hotel clicks 
(though Kiosk will continue to report on all four performance metrics). We will continue to 
make changes to the ads, website and landing pages to drive hotel referrals. 

● Learning More About Novato Visitors: In 2018, the Tourism Committee plans to 
launch a hotel lobby survey, to find out more about the demographics of our current 
visitors and how they selected Novato as a destination. The information from this study 
will help Kiosk to further optimize the online traffic they drive to hotel reservation pages. 

● Online Advertising Optimization: We will continue to refine and optimize our online 
advertising campaigns (with a focus on Paid Social ads and Search Engine Marketing) in 
order to drive more engagements with better cost efficiencies.  
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● Latino Outreach: We will continue to optimize Spanish-language ads to target 
California Latinos within our target geographical areas and demographic profiles.  

● Instagram Focus: We see a shift away from Twitter and towards Instagram for social 
engagement, so we plan to focus efforts on growing our Instagram followers this year, 
which in turn should drive traffic to our hotel websites when we run hotel promotions. 

● Trade Shows: We will participate in at least two trade shows in 2018: IPW, and the Go 
West Summit.  

 
The Novato Chamber of Commerce Tourism Committee is pleased to submit this report 
to the City of Novato. 
 
End of Report. 
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Exhibit A - 2017 Tourism Budget 
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Exhibit B - Trade Show Handout - updated in 2017 
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Exhibit C - Novato Hotel Performance 
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