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Welcome to the updated second edition of ICCA’s unique approach to Return on Investment,
designed to help each delegate identify and maximize the benefits they gain from attending
this year’s ICCA Congress.
Why this “personal” approach?
•
•
•
•
•
•

Each delegate experiences the ICCA Congress in a personally unique way.
Each delegate has a unique set of objectives for themselves and for their company or
organisation.
Each delegate will need to make sense of a unique, complex mix of new ideas and
concepts, new useful contacts, business leads, and urgent action points.
Each delegate needs to personally justify the time and money spent in attending the
Congress, to bosses, boards, stakeholders, and most importantly, to themselves.
Each delegate has their own idea of what constitutes a ‘good’ speaker or an ‘excellent’
networking event – each person’s perception is different.
There is enormous potential value in becoming aware of other delegates’ objectives and
perceptions.

Rather than the ICCA Congress being viewed as a single event for 1,000 delegates, we prefer
to think of it as an opportunity for 1,000 separate events to take place inside the heads of our
delegates simultaneously!
This online PDF document provides a detailed explanation of how each delegate can maximize
their personal ROI, setting out key concepts but also providing practical advice and check-lists.
Please take the time to study and think about these concepts before coming to
Florence, and apply ROI processes to measure and justify your investment of time
and money in attending the Congress.
Accompanying the ROI Handbook is a separate set of charts which can be used to keep a
record of your business objectives, ideas, future action, and successes. Print out and fill in
at the Congress; retain online as a record of your ROI; incorporate into your company’s own
reporting procedures – the choice of how you record and evaluate ROI is up to you.
Each year we are committed to improving Congress ROI, so we welcome all ideas from ICCA
Members as to how we can most usefully achieve this. Please email CEO Martin Sirk at
m.sirk@icca.nl with your suggestions.
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1. Before the Congress starts: practical preparation ideas.
Your time at the Congress is extremely valuable and it will fly swiftly by. Many delegates
arrive having made no preparations and lose a lot of time because of this, potentially missing
valuable business opportunities.
1.1 Objectives
• Make a written note of your personal objectives.
• Make a written note of objectives for your company/organisation.
• Decide how you are going to report back on whether objectives were met.
1.2 Contacts/networking
• Which individuals do you already know you want to meet? Check if they will be
attending; arrange in advance to meet up; use the online delegate lists.
• What types of individual do you want to meet for the first time (eg PCO’s from
Europe; Centre CEO’s in Asia) during the congress? Check who has registered; send
introductory emails.
• Open up a LinkedIn profile if you don’t already have one: ICCA is going to be using
LinkedIn to promote connectivity between Congress delegates.
1.3 Business leads
• Sign up as early as possible and submit all the detailed information required.
• Make sure you know your own business lead in extreme detail, so that you can offer
genuinely valuable advice to other delegates.
• Research which leads are relevant to your company/destination, especially leads or
bids you are already working on, so that you know who to track down in Florence to
exchange data.
• If you are too late to sign up for this year, find out more about this programme from
this year’s participants – their badges will show if they are participating.
1.4 Education
• Think about the most important business challenges you are currently facing, and
identify which education sessions are related to these issues.
• Read the session descriptions online in advance, or at the latest do this straight after
you pick up the Final Programme. Decide in advance which sessions to attend. Each
session has been described in a straightforward way to help you identify how relevant it
is to your personal needs.
• Remember you don’t have to attend every education session – large numbers of oneto-one business discussions take place whilst sessions are running. Pre-schedule
meetings to suit your priorities, but don’t miss topics which you think are of the
greatest interest!
• Read some of the books /reports that ICCA and our presenters recommend: the
Congress is your chance to discuss the very latest business concepts and predictions
with colleagues who share your interests.
1.5	�����
ICCA ���������������������������
recommended business books www.amazon.com
• Made to Stick
Dan Parks, presenter of this year’s ICCA Congress Copenhagen-Denmark Lecture.
• Crowdsourcing: Why the Power of the Crowd is Driving the Future of Business.
Jeff Howe
• Free: The Future of a Radical Price.
Chris Anderson
• Funky Business Forever
Kjell Nordstrom & Jonas Ridderblatt
• Risk: Why We Fear the Things we Shouldn’t and Put Ourselves in Greater
Danger.
Dan Gardner
• The Black Swan: The Impact of the Highly Improbable.
Nassim Nicholas Taleb
• The Tipping Point
Malcolm Gladwell

2. Get in the Meetings Mindset: behavioural tips, tools and
techniques to help you maximize your ROI

2.1 Introduction
Have you ever stopped to question why some conferences you attend are exceptionally
productive experiences and others not? At some you network brilliantly, add to debate
constructively and take on board new ideas with enthusiasm and curiosity whilst at others you
feel unable to approach those you don’t know, skip educational session through lack of interest
and dismiss new ideas as speculative nonsense.
Whilst we may be inclined to view each of these situations as totally outside of our control in
fact by getting curious about why this happens, and then taking ownership of the behavioural
factors involved, we can use choose to develop a series of tool and techniques ensuring
that we can enter each meeting experience with a more appropriate mindset. As humans,
recognising the link between the ways we feel, think and ultimately behave can help us take
ownership and therefore challenge our attitudes, perceptions, beliefs helping us to set and
then accomplish the personal ROI goals that this booklet encourages us to aim for.
2.2 Responsibility
We have all heard ourselves and others say that we are unable to do something due to ‘not
being in the right frame of mind’, a ‘bad mood’, not ‘in the zone’. These are all clear examples
of where our emotional state affects our behaviour in everyday life. The first step in getting the
most from this fascinating area is taking responsibility.
Professional athletes talk of mind over matter and use tools such as visualisation, belief
systems and anchors to access the most appropriate emotional mindset and perform to
the best of their abilities. Whilst what constitutes ‘success’ for an ICCA delegate will differ
from a professional athlete, the benefits of using the mind are no less. A clear vision, focus,
confidence and positive mindset are crucial; add to this the ability to overcome negative ’toxic’
thoughts that can hinder our confidence in social situations and even if all we need to do is
sell, network and learn more, understanding and taking responsibility for our mental state is
essential.
2.3 Prior to arrival in Florence:
Earlier in this handbook you were asked to consider how you can best prepare practically for
the ICCA conference. Consider using the following exercises to help prepare mentally too.
It is surprising how many delegates see meetings as reactive experiences in which they have
no responsibility and simply turn up and passively take in the experience created for them.
In fact, via our attitudes, feelings and behaviours, we are all proactive creators of the ICCA
Congress experience.
Consider experimenting with the following exercises before the event. They are aimed at
helping those delegates who may struggle with confidence or simply want to be able to achieve
a certain emotional state more easily and use visualisation and anchoring techniques.
Achieving the right state
Set aside some quiet time to consider exactly why you are attending the conference and
imagine what exactly you will be doing to achieve these goals. Will you be presenting,
networking, debating, meeting, engaging? Try to imagine the situation in your mind and
consider how it would be useful to feel to achieve these objectives, for example curious,
confident, open minded or calm.
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If you think you may have difficulty achieving any of these particular states take each one
in turn and think of a time you have had this feeling in the past. Remember how you felt,
experience the sensations you had then, look at how you were physically, notice what you
smelt, tasted and heard. Look at yourself both from a third person perspective and then
through your own eyes. Once you feel the emotion then you can either create an anchor or use
visualisation.
Anchor: An anchoring is something that you do physically that, when repeated, brings back
the emotional state it relates to. For example if you were trying to reach a confident emotional
state you would choose to recall and experience (in your mind) the confident feelings that you
had. Then you may press your thumb and forefinger together. Repeating this process uses
our brain natural ability to associate physical sensations with their related emotions (think of
the memories that unconsciously get when you smell your lovers perfume) and can help you
improve your confidence at any given place in the future simply by pressing your thumb and
forefinger together.
Visualisation: Another way of getting into the right emotional state is to visualise what you’ll be
doing at the congress even before you leave for Florence. This powerful and popular technique
is used for a variety of different goals. In this instance you take the vision you created of you
performing well in the past and instantaneously transfer yourself to Florence and visualise
yourself doing what you want to do. Repeating this process can help you mentally prepare so,
odd though it may sound, when you arrive at the conference it doesn’t feel like the first time.
Challenging your thoughts
Our thoughts are a complex mixture of attitudes and beliefs. Each are not set in stone and
often it can be useful to challenge them to see if they serve you best in all situations.
Attitude: Our attitudes can become an integral part of our personality and affect how we
experience things. Is the glass half full of half empty for you? We cannot always control what
happens, much of the ICCA experience has been created for you, but a positive open minded
attitude can be instrumental in how to internalise and enjoy it. Get curious about what your
default attitude to life is and watch out for negative assumptions and attitudes and see what
alternatives you could have
Beliefs: Numerous behavioural experiments have shown beliefs to be a powerful set of
thoughts. Examine your beliefs to see if they limit your behaviour. For example, do you believe
that the congress is going to be a productive and fruitful experience? Whilst it will be hard to
prove the extent to which it is true social scientists will argue that a sure fire way of having
a negative experience in almost anything is to go in believing just that. Examine what you
believe about you, your skills, and your value in our job and indeed the ICCA Conference itself.
Toxic Thoughts: As humans the wrong kind of thinking can be extremely limiting and
damaging. Become aware of the following thoughts and see if any relate to you:
•

CATASTROPHISING – Taking a relatively minor negative event and imagining all sorts of
disasters resulting from this one small event. Making a mountain out of a molehill.
•
ALL-or-NOTHING THINKING – extreme thinking with nothing in-between. People either
love you or hate you. Something’s either perfect or disaster. You’re either responsibility
free or totally to blame.
•
FORTUNE TELLING – Making negative future predictions.
•
MIND READING – Assuming you know what others are thinking and that their thoughts
are negative.
•
OVERGENERALISING – Making global conclusions based on smaller events. Using terms
like ‘always’ or ‘never’ or ‘everyone is…’
•
MENTAL FILTERING – Bias in the way you filter information, in which you acknowledge
only the information that fits with a belief you hold. Other information gets ignored.
•
DISQUALIFYING THE POSITIVE – Never recognising positive things that happen or are
said. Brushing things off as lucky or ‘they’re only saying that because they feel sorry for
me’ or ‘anyone could do that’.
Open up your mind – read at least one new book on business, economics, societal change, or
psychology before coming to the Congress!
There are some tremendous books on the shelves covering very interesting concepts and
trends, which we hope will form the basis for some stimulating discussions between delegates.

2.4 During the Congress:

Find time to be alone and without distraction. Focus on what the day will be like again visualise
you doing what you want to do.
Use the previously highlighted exercises to challenge you thoughts and attain the feeling that
you want. This is the time to anchor yourself in a positive confident and open minded mindset
using the techniques you developed in recent weeks. Believe that the day is going to be
exceptional, if you feel like it then even tell yourself it is and repeat your belief to re-enforce
it but make sure you frame your beliefs in the positive (i.e. “I will be/do XYZ” rather than “I
won’t be/do XYX...” )
“Being present”
Within this context ‘being present’ means being both physically and emotionally engaged with
the world around you. Many of us attend conferences all over the world and although we may
be in attendance physically it can be more difficult to feel fully engaged after a long flight (or a
late night)!
Taking time to increase our own awareness of our experience can help us be more effective
and heighten conference experience. Take time each morning to check in with yourself to ask
how you are feeling. Accepting that you may not be on top form is the first stage in improving.
Get curious about getting back in the zone by setting some positive intentions for the day and
before you leave the room visualise what a successful day you are about to have.
Your mental approach
Throughout the congress challenge yourself to do things differently. Ask questions in sessions
where you normally stay quiet, interact with people who you’ve never spoken to or even better
hold unfounded negative beliefs about.
Try to visit each of the 4 different coffee areas during the conference, aim to speak to at least
5 different nationalities, 5 new potential customers and even try to introduce business to
others. Social scientists again will argue that changing the patterns of behaviour in all manner
of situations leads to differing results.
Use bathroom breaks or create time alone, at least twice a day, to examine how you feel and
review your performance over the last few hours. Notice any unnecessary toxic thoughts and
challenge them and, if you feel that an event didn’t go the way you wanted it to, or that you
didn’t engage with an individual as you would have liked, anchor yourself in a positive state
and try to re-engage.
2.5 Post-event
Following the congress it is all too easy to forget the experience, those you met and the tools
you used to create a successful event. However by using the Handbook you can create a
toolbox of techniques that help with all aspects of your professional and personal life.
Get curious about what worked for you as well as what didn’t and become aware of the huge
benefits of taking responsibility for behavioural issues.
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3. Personal objectives checklist: knowledge & skills
What
canyou
youinintheory
theory
learn
at the
ICCA
Congress?
And did
what
Whatuseful
useful things
things can
learn
at the
ICCA
Congress?
And what
youdid you
actually
actuallylearn?
learn?
•

Personal - fill gaps in basic knowledge.

•

Personal - move a subject status from basic knowledge to expertise.

•

Personal - further improve existing areas of expertise.

•

Personal - improve awareness/skills in using ICCA Database.

•

Organisational - identify and implement new management techniques.

•

Organisational - find solutions to specific business challenges.

•

Organisational - identify valuable educational information to pass on to non-attending
colleagues.

•

Organisational - identify how to improve company-wide use of ICCA Database.

Action
yournew
newknowledge
knowledge
business
advantages.
Actionideas
ideas –– turn
turn your
intointo
business
advantages.
Short term:
• Note down the key points you have learnt: identify which subject areas are sufficient in
themselves, and which will need additional training/study.
•

Plan personal action points to take on return to office.

•

Communicate relevant information to other team members.

•

Schedule regular use of ICCA Database linked to client research, promotional activity
plans, IMEX/EIBTM attendance, check data prior to contact with key clients, etc.

Longer term:
• Evaluate if the changes made at personal and organisational levels had an impact on
competitiveness of your organisation, your future career development, and/or sales
performance/bottom line results.

4. Personal objectives checklist: strategic thinking

0

How
Congressopened
opened
your
mind
to new
concepts/ideas?
Howhas
hasthe
the ICCA
ICCA Congress
your
mind
to new
concepts/ideas?

Personal objectives checklist: strategic thinking

•

Greater awareness of global economic issues and business trends.

•

Greater awareness of client motivations, objectives, and trends (by specific sector - eg
US outbound corporate).

•

Greater awareness of competitor activities and initiatives.

•

Obtain valuable feedback on your own ideas and initiatives from peers/clients/
competitors.

•

Generate new creative, stimulating ideas - large-scale format brainstorming.

Actionideas
ideas –– apply
apply your
of of
thinking
to your
current
business
challenges.
Action
yournew
newways
ways
thinking
to your
current
business
challenges.
Short term:
• Re-evaluate current strategic plans and activity programmes - are they in line with
business/competitive environment.
•

Incorporate new strategic thinking into future planning processes.

•

Communicate relevant information to other team members.

•

Test out and evaluate new creative ideas on team/clients.

•

Review feedback on your ideas and initiatives; implement changes.

Longer term:
• Compare written plans and annual reports to see if new perspectives gained from
attending the ICCA Congress make a demonstrable impact on your company/
organisation's strategy and/or bottom line results.
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5. Personal objectives checklist: sales & marketing
(including Business Exchange)
Identify
youwin
win
a direct
result
of attending
the Congress.
Identifynew
new business
business you
asas
a direct
result
of attending
the Congress.
•

Obtain new sales leads.

•

Obtain additional detailed information on existing sales leads/bids.

•

Identify ICCA members who could be future clients.

•

Identify ICCA members who could in future provide valuable information on prospective
clients/events.

•

Raise profile of destination/venue or new products/services within the ICCA community.

Action
business
opportunities
bottom-line
impact.
Actionideas
ideas –– convert
convert business
opportunities
intointo
bottom-line
impact.
Short tem:
• Follow up sales leads personally.
•

Pass on sales leads to colleagues with responsibility for following up.

•

Report sales leads to superiors as part of evaluation of time at Congress.

•

Contact key ICCA members to either follow up sales leads, or to reinforce the new
relationship and ensure willingness to exchange useful information on an ongoing basis.

•

Monitor if profile-raising activity results in coverage by ICCA press, sales enquiries from
ICCA members, follow up emails on the subject from ICCA members.

Longer term:
• Monitor if future successful bids/sales were influenced by the information and contacts
you gained at the Congress - add a $$ value to this.

6. Personal objectives checklist: business relationships

•

Identify potential future partners/collaborators/representatives.

•

Agree future plans and activity programmes with partners.

•

Obtain high-level feedback from past collaborative activity.

•

Create User-groups or Client-groups.

•

Join or set up Common Interest Groups.

•

Overcome problems or challenges by proactively improving personal relationships with
the individuals with whom you have poor current relationships.

Actionideas
ideas –– turn
turn your
intointo
newnew
business
opportunities.
Action
yourICCA
ICCArelationships
relationships
business
opportunities.
Short term:
• Write up plans and proposals to collaborate.
•

Finalise/sign agreements; move negotiations forward.

•

Instigate changes to existing relationships based on feedback.

•

Connect via LinkedIn or other social networking sites.

•

Schedule follow up meetings at EIBTM 09 or IMEX 2010.

Longer term:
• Identify if relationships created/built at Congress increased your competitiveness and/or
bottom line results for your organisation.

Personal objectives checklist: business relationships

Are
useof
ofthe
thehigh
high
level
networking
at Congress?
the Congress?
Areyou
youmaking
making full
full use
level
networking
at the
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7. Personal objectives checklist: ICCA-specific objectives
How
theROI
ROIfrom
from
ICCA
membership?
Howcan
canyou
you maximise
maximise the
ICCA
membership?
•

Become a volunteer leader (eg stand for elections; join taskforce; host event).

•

Identify and take advantage of business opportunities – many new ones will be
announced at the 2009 Congress.

•

Identify sponsorship opportunities.

•

Get to know/build relationships with key ICCA staff members.

•

Get to know/build relationships with ICCA members in Sector/Chapter.

•

Consider bidding for future ICCA Congresses and other major events; discuss with other
members from your country.

•

Inform ICCA about your ideas for improvements to ICCA business opportunities, or new
potential initiatives you would like to see introduced.

Action
ICCA’sbusiness
business
community
as intensively
as possible.
Actionideas
ideas –– use
use ICCA’s
community
as intensively
as possible.
Short term:
• Follow up/confirm interest in volunteer leader activity with Sector/Chapter leaders and
ICCA Head Office.
•

Add ICCA business opportunities and sponsorship to 2009 budget plans and activity
schedule.

•

Schedule visit to ICCA offices tied to other activities.

•

Obtain full information on Congress/ICCA events bidding processes and decision-making
criteria from ICCA Head Office.

•

Ensure you send ICCA feedback on your personal Congress experience, and your ideas
for future/improved business opportunities.

•

Make sure you are identifying yourself as an ICCA member to the market – use the
ICCA member logo.

•

Check all relevant staff in your organisation have passwords to use ICCA Database and
other member-only business tools.

Longer term:
• Regularly evaluate the overall value of ICCA membership to you personally and to your
organisation, taking into account all of the above factors.
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