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Synopsis

The Colorado Grassroots Training Program respects the knowledge and competence of local
talent, and applies the principle of “locals training locals” for a sustainable way to train
front-line tourism staff.

State(s): Colorado
Byway(s): Multiple Byways
Category: Visitor Experience
Project Type: Other
Year Initiated: 2002
Year Completed: 2005

Person Submitting Project

Sally Pearce
CDOT
4201 E. Arkansas
Denver, Colorado 80222
Phone: 303-757-9786
E-mail: sally.pearce@dot.state.co.us

State Or Indian Tribe Coordinator

Betsy Jacobsen
Colorado Department of Transportation 4201 East Arkansas Avenue Room DTD
Denver, Colorado 80222
Phone: 303-757-9982
E-mail: Betsy.Jacobsen@dot.state.co.us

Project Description

The Colorado Grassroots Training Program was developed over a three-year period between
2002 and 2005 to teach byway representatives how to train visitor center volunteers, front-line
hotel, restaurant and retail employees and members of the community who regularly interact
with travelers about the interpretive message, resource protection and ethics of the scenic byway
and the community.

The curriculum is built on a fundamental respect for the knowledge and competence of local
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talent, and on the belief that “locals training locals” is the most sustainable way to address the
need for training and re-training front-line people, season after season, year after year.

The training manual is set up to allow byway organizations to tailor the fast-moving, interactive
activities to local situations anywhere in the country. A quick reference matrix outlines each
activity, including the concept, suggested training sequences, local trainer experience
requirements, preparation time, activity time and required supplies—some of which are in the
training kit, but others must be created locally. Simply stated, this consultant-free training
program works best when local leaders identify their local needs, recruit homegrown talent and
deliver the activities on familiar turf.

The Grassroots Training Program packages three kinds of activities that teach both facts about
local resources and communication skills to put them across to travelers: interpretation, resource
protection and ethics.

Feedback from field-tests in regions across Colorado indicate that the training materials
definitely meet the current needs of Colorado byways. Participants felt strongly that the concepts
were especially critical to rural communities. The organization of the Training Manual into three
modules made sense to trainers, as these three “big ideas” are very familiar themes in rural
areas.

Community involvement and Public Outreach

Front desk hotel clerks, waitresses at restaurants, cashiers at convenience stores, and retail store
employees—travelers approach these people, looking to learn what is available in a community.
Employee responses to a traveler’s inquiry can make or break that visitor’s experience. These
critical communications hold a key to traveler satisfaction, and also to the economic benefits
derived from the visit.

These front-line positions are critical to the traveling public, yet staffing is often in flux. The
Colorado Grassroots Training Program acknowledges high employee turnover, and its delivery
model depends upon local community members to help build the knowledge base and generate
enthusiasm for local experiences. The training’s big vision is to build byways into extended
visitor’s information centers where one’s questions are answered accurately, and one’s dreams
are taken seriously. Community members are the trainers, community members are the trainees.

Partnerships

At a 2005 training in Delta, Colorado, 38 community members participated in the grassroots
training through the Grand Mesa National Scenic Byway’s working partnerships with the Delta
County Tourism Council, the US Forest Service, the BLM, and the Colorado Division of
Wildlife. Representatives from the West Elk Loop Scenic Byway’s Steering Committee and the
Unaweep Tabeguache Scenic Byway Committee also participated.

Public land managers stated that training delivered through local front-line business on the
byway directly benefited the scenic and natural assets that they manage. In addition, they
pledged support to provide local trainers for training activities that pertain to public land.

Lodging managers and owners also attended, looking to efficiently deliver additional training to
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employees. Everywhere it is offered, the training has brought together partners from business,
government and public lands with a vested interest in helping the traveling public to receive
high-quality information about the region.

Advancing The Goals Of The Byway's Corridor Management

Every byway’s corridor management plan addresses the visitor experience. This training is set
up for byways to localize the materials to fit local needs. The program has worked well for
byways, towns, State agencies and colleges across Colorado, and full training kits have been
sold to organizations in Wisconsin, Alaska, California, Vermont, Kentucky, Utah and Arizona.
Manuals have been sold to Nebraska, Illinois and Maine. The kit is designed so that local
trainers can select the activities, then customize them to their local goals as specified in the
corridor management plans of each byway.

Describe Project's Innovation

Every activity in this training is built for fun…fun for the trainer, and fun for the trainee. Most
are games, some involve map-making, and all are interactive. What’s especially innovative here
is the departure from most workbook-based hospitality training that screams “school.” This
training kit was based on the idea that front-line employees who need training the most, like it
the least. In this training, there are no right or wrong answers, simply an invitation to learn more
about one’s own region. People can work in pairs, in groups, or any way that is most
comfortable for them.

Also fresh is a nod to the each local trainer’s unique style. He or she knows best which activities
fit best. There is no set sequence of activities, and the training is offered in bite-sized pieces to
encourage short training sessions that will leave employees asking for more.

Primary Funding Sources

Funds contributed from local or State sources: $100,000
Funds contributed from Federal sources: $160,000
Funds contributed from other sources: $20,000
Total cost of project: $280,000

During this project, we learned:

That adults truly do like to have fun and visitor center volunteers are prime candidates for the
competitive games.
That people have an enormous appetite for maps and mapping.
That the need for training front-line staff is so pervasive that business leaders are often reluctant
to initiate a program.
That local community trainers have come from the ranks of those with paid positions in tourism
or public land management more than from the ranks of knowledgeable volunteers.

If we were to do it again, we would:

Reduce the number of training aids included in the kit.
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Add more techniques for demonstrating to communities the need for training; this will help get
support from local organizations.
Simplify the board game by eliminating the board and just using the cards in a Trivial
Pursuit®-type activity.
Budget money for an ongoing marketing campaign.

Supporting Images for this Project

Grassroots Training Kit with all materials provided.

Participants at the Cleveland workshop demonstrate the fun in playing “Ears and Lips.”

The Byway Road Trip Board game, a self-training tool.
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