
 

Company Description 
Smoky Mountain Host of North Carolina, 
Inc. is the destination marketing 
organization for the seven western counties 
of North Carolina in the Great Smoky 
Mountains. Its website, 
www.visitsmokies.com, features information 
on events, attractions, activities, lodging and 
dining available to tourists seeking to visit 
the area. 
  
 
Challenge 
To integrate its current website and tourism 
promotional activities into a more robust 
customer relationship management system 
that would allow the company to build 
relationships with tourists while promoting 
the various travel opportunities within the 
Smoky Mountain region of North Carolina.  
 
Solution 
Solutions4ebiz implemented a customer 
relationship management (CRM) software 
solution for Smoky Mountain Host that was 
customized to fit the unique needs of the 
tourism industry. The solution featured a 
new, robust website and database that 
captured customer information from the 
Web and call center, and also allowed for 
customized communication via email or 
postal mail. 
 
Results 
Smoky Mountain Host now has a robust 
CRM application integrated with its 
database, website and call center, with more 
than 57,000 tourists in its database and 
more than 30,000 interested people in its 
opt-in email list.  The company is now better 
equipped to promote tourist opportunities in 
both offline and online media, and can better 
tailor its promotional activities to specific 
customer interests.  
  

SITUATION 
Despite having a strong Web presence and an online tourism 
promotion application, Smoky Mountain Host of North Carolina (Smoky 
Mountain Host) a destination marketing organization for the Great 
Smoky Mountains, was relying heavily on print materials to 
communicate tourism information to its customers. Some of the 
materials distributed included four-color, multi-page brochures and 
advertisements, which were expensive to create, print and distribute. 
Potential tourists could request the promotional information through the 
website, www.visitsmokies.com, or the call center, and would then 
receive further information via postal mail.  
 
Since November of 2001, Solutions4ebiz has been providing Smoky 
Mountain Host with the technology for its website and tourism 
promotion application. Solutions4ebiz saw in its work with other state 
and local tourism companies that these organizations oriented most of 
their activities around promoting various travel opportunities, but did 
not have a strong emphasis on customer relationship management. In 
addition, most of the existing tourism software on the market focused 
on promotion, rather than relationship building. With a limited 
technology budget, Smoky Mountain Host needed an efficient and 
cost-effective way to coordinate both online and offline activities to 
build better relationships with its potential travelers. 
 
SOLUTION 
In the spring of 2004, Solutions4ebiz recommended that Smoky 
Mountain Host implement its customer relationship management 
(CRM) application, CRM4Tourism, that would integrate with its existing 
website and tourism promotion application. The CRM4Tourism 
software would integrate the information coming from the website, 
along with promotional and call center activity, into one centralized 
database of customer information. This would also allow Smoky 
Mountain Host to utilize tourists’ email addresses as an additional 
communications tool, and would also ensure more efficient 
communication and record-keeping.  
 

(Continued) 

“As a regional destination marketing organization for the tourism 
industry in North Carolina's Great Smoky Mountains, we needed a 
multi-platform IT solution. Through the CRM4Tourism product, 
Solutions4ebiz has helped us make our region more competitive 
in the tourism marketplace.” 
 

David Huskins, Managing Director 
Smoky Mountain Host of North Carolina, Inc. 



 

 

 

“The Staff at Solutions4ebiz 
gives us the same, one-on-
one attention in meeting our 

IT needs that we strive to 
give our own customers, and 
they have provided us with 
the “out of the box” thinking 
that has helped us grow our 

customer base.” 
 

David Huskins 
Managing Director 
Smoky Mountain Host of North 
Carolina, Inc. 

Some of the features of the CRM4Tourism solution that 
Solutions4ebiz implemented for Smoky Mountain Host include: 
 
• Password-protected login allowing 400+ travel partners 

(hotel/attraction sites) to update listings, offers and links 
• Database-driven search tools allowing Web visitors to 

research hotels, restaurants and attractions 
• Integrated website and call center application that allows 

visitors to request travel brochures, sign up for e-newsletters, 
and receive notifications from travel partners 

• Website and call center forms that post visitor information 
automatically to the database 

• Daily listings of interested tourist contact information sent 
electronically for automatic brochure fulfillment 

• Monthly tracking report that allows Smoky Mountain Host to 
report on activity from its site and also communicate the 
traffic driven to travel partners’ websites  

• Ability to track online and offline advertising campaigns 
• Dynamic email marketing and direct mail tool for sending 

customized email campaigns, brochures and special offers 
based on visitors’ interests 

RESULTS 
Smoky Mountain Host now has a robust, tourism-specific 
CRM application integrated with its database, website and 
call center. Since launching the new CRM4Tourism software, 
Smoky Mountain Host has grown its database significantly, 
and now has more than 57,000 tourists in its database and 
more than 30,000 interested people on its opt-in email list. 
The company continues to enjoy increased traffic to its 
website, and it regularly communicates with its prospects and 
customers using the integrated CRM4Tourism application. 
Solutions4ebiz periodically assists with enhancements to the 
Smoky Mountain Host website, helps coordinate email 
newsletter campaigns, and works with its advertising agency 
to create website landing pages for tracking results from its 
print and online advertising campaigns.  
 
The new, integrated CRM solution enabled Smoky Mountain 
Host to build better relationships with current and potential 
tourists and send truly customized communications based on 
travelers’ interests. Having one, consolidated database of 
customer information has created greater visibility into its 
customer activities and has helped Smoky Mountain Host 
ensure consistent communications. 
 

CRM4Tourism Benefits: 
• Maintain one database for all 

customer touch points (website, call 
center, information centers and 
email) 

• Connect website visitors to a 
database of accommodations, 
activities and attractions 

• Combine website analytics and  
e-commerce with marketing 
campaigns  

• Track results and ROI of marketing 
campaigns 

• Profile and target marketing based 
on travelers' interests 

• Assist call center staff in the 
marketing of accommodations, 
activities and attractions 

 
Travel Partner Relationship 
Management: 

• Manage travel partner relationships 
with sophisticated profiling  

• Allow travel partners to update 
information in the database 

• Display and update partner 
information on a website in real-time 

• Track convention leads and media 
and film inquiries 

• Lead-share with partners to reduce 
overall advertising costs 


