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Editor’s Note

By Patrick Duthie
I hope that you all enjoyed your 2009 summer season.  Actually right before summer season started, I attended the National Restaurant Association Show held in Chicago at the McCormick Place Convention Center on May 16th through the 19th.  I had a wonderful time visiting hundreds of exhibits, sampling food, looking at new equipment and continuing my education by attending several educational sessions the NRA Show offered.  
I actually did get to try some sheep.  Yes sheep, I did not know that it was sheep at the time as I thought it was London Broil or Top Round Steak.  As I sat down at a table in the BPI Certified Tender booth area, I started taking a bite of the meat I heard the vendors yell out “Try Our Sheep!”   I looked around thinking to myself, “I am glad that I am not trying the sheep.”  Moments later I saw large picture poster of sheep behind me in the area that I was sitting in and saw the gentleman who gave me the sample of the beef talking to another individual about the sheep.  Overall, it was pretty good; but I did prefer their other wonderful cuts of meats.  
I hope that you enjoy and find this copy of Snack Bites Quarterly informational.  I have a couple of new contributors’ outside of the Michigan Commission for the Blind who were willing to help with this issue:  Bob Adelman and Dan Burdakin.  I am also very happy to announce that one of our own operators, Nathanual Prater contributed to this issue of Snack Bites as well.  I am very excited about their support and knowledge that they are willing to share with all of us.  I give you all my best on a successful fall season. 
Dress Up To Your Best Client 

By Bob Adelmann

For years I had an investment radio talk show every Saturday on one of the larger radio stations in Colorado Springs.  When you do a radio show, no one is going to see you, so I would just wear something informal down to the station.  

One day, as I headed for the station, I put on an old sweatshirt, some jeans with blown out knees, and some flip-flops.

After doing the show, rather than returning home, I stopped in at a local office supply store to get a few things for the office.  I was talking with the girl behind the counter when a man standing next to me in line said “I just heard you on the radio this morning!”  He was a very nicely dressed, obviously well-to-do individual.  As he looked over my “three-piece ensemble,” I could tell by the look on his face that whatever money he might have had to invest with me wasn’t coming my way!  

According to Mr. William Thourlby, author of “You Are What You Wear” (available, used, at www.Amazon.com), people seeing you for the very first time will make 10 decisions about you based solely on your appearance.  They may make more, but you can be assured that they will make these:

1. Your economic level

2. Your educational level

3. Your trustworthiness

4. Your social position

5. Your level of sophistication

6. Your economic heritage

7. Your social heritage

8. Your educational heritage

9. Your success

10. Your moral character
Here are some good rules:  dress up at least to the level of the most important person you’re going to see that day.  If there is a dress code for your profession, then follow it.  Always double-check yourself before going into a meeting.  And never wear green (for business, that is!  It’s OK for a football game!)  

Talk about “never having a second chance to make a first impression!”  Be sure to make your first impression a good one!  

(If you have a question or a comment, Bob can be reached at BobAdelmann@msn.com)

2009 NRA Show:  Industry Overview

Well, how are things looking for the restaurant industry?  There are three major challenges now faced by the operators.  These challenges include the economy, sales and food costs.  We need to understand our best customers and target new ones.  Know your competition and identify future markets for business expansion, and always measure and build customer loyalty.  
In the short-term this is what industry leaders are saying.  Overall there is a positive outlook.  Quick Service is going to continue to hold steady followed by Fine Dining with Casual Dining establishments not too far behind even as consumer dollars are shifting from travel to dining locally and finding different local entertainment options.  Mainly, individuals are homebound and taking their “Staycations.”

I also found this interesting at the seminar as well.  For establishments that accept American Express cards, they average 4.4 times higher in annual sales then establishments that do not.  Also customers that have an American Express cards spend 31 percent higher per transaction, have 44 percent more visits to restaurants, and spend 10 percent more per cover.

Information Provided By: The 2009 NRA Show Educational Session “How to Target & Attract New Customers.”  May 16, 2009.  Hudson Riehle, SVP Research and Informational Service, National Restaurant Association; Hans Lindh, VP Restaurant Industry, American Express; and Dick Rivera, Chairman, CEO and President of Real Mex. 
Bringing Convenience to Your Customers
By Nathanual Prater

With all the competition outside of our buildings today it is a continual challenge to keep our customers in the building during their busy work day. People are multitasking even at their lunch hour. At The Crave (Facility #7) in Battle Creek, we are concentrating on more services on top of our food selections in hope that customers will stay in to eat instead of leaving and grabbing a bite while getting stamps, gifts, etc.

We are now into our third week in providing pre-paid services to our building clientele and transient customers.

We have added a wide variety of pre-paid services/gift cards including I Tunes, Starbucks, Papa John’s, VISA gift, VISA reloadable, AT&T Wireless, Boost Mobile, Net 10 Wireless, Trac Phones, Verzion and a plethora of long distance prepaid options.

The company we have chosen to sell these prepaid services through is a nationally known company called Coin Star, Inc. They are most commonly known for their change redemption machines located in grocery chain stores.

They also own the Red Box DVD rental vending machines in front of major retailers such as Walgreens, Wal-Mart, and McDonalds (sounds like a great idea for highway rest areas, hint…).

The prepaid service is all commissions-based ranging from 3.87 percent to approximately 22 percent per sale. Before you stop reading this because those numbers don’t meet your expected profit percentage for your facility, let me tell you about the cost of getting the whole system and the products to sell. It’s FREE. That is the best part, and your customer’s staying in to eat is a very close second.

Coin Star will send you an application, fill this out and fax it back. They will require you to have a business checking account to transfer their funds through and they will only take their portion of the sale from this account every seven days. 

After being approved to retail their products, approximately 30 days after submitting their application, you will receive your equipment, which includes the terminal, cards and rack in the mail, and then a phone call from their installation and training department. A person who works directly for Coin Star will come to your site and set up your retail rack, connect your terminal, and train you on how to make a sale with their system.

I have to say that I was skeptical on this venture because of my eye sight and the operation of the terminal, but there is an easily adaptable solution. They gave me two key rings that were filled with cards of all the varieties that I sell. I then brailled the cards so I can identify each card which took me a while. Now when I have a customer who would like to purchase a Boost Mobile $20 prepaid card, I find the card on my brailled set, hit one button on the terminal, swipe the selected brailled card, enter my manager number and press “enter” on the terminal. The customer gets their prepaid reload minutes after I receive the cash, as there is no credit for this sale.  I then press “enter” on the terminal to print another receipt for our records.

I have to admit that running the end of the day report on the machine is a few more steps, but with a few notes I had the process down within a couple of days. The gentleman that came to train me let me record with audio while he explained the steps.

Even though the commissions on the products being sold are not above our expectations, you have to remember that all percentages are profit. There is no inventory to pay for, the cards are not active until you activate them (if someone steals the inactivated card you are not charged for the card), the equipment & cards are free, and the training is free and there are no annual or monthly fees, nor is there a minimum volume that you have to sell each month. It is a great convenience to your customers, and it is all profit to you.

I also know there is another company that a lot of retailers use and it is called Pay Stop.  It works the same way.  I do not know if there is a charge or fees associated with Pay Stop.

You will need a telephone line or high-speed connection in your facility to run the terminal. You can find out more info about these products by visiting www.coinstar.com or calling me directly and I will give you their 800 number. I will answer any questions and also post the Coin Star application on our website in the “BEP Operator Downloads” page.

Let’s make MONEY!
(If you have questions or comments, Nathanual Prater can be reached at Nathanul@gmail.com)

A Letter from a Nice Customer

Author Unknown
The following letter comes from the Book, Suite Talk:  A Guide to Business Excellence.  Dan Burdakin is the author of this wonderful book.  Dan has served over twenty years in senior hotel management and is a very well known leader in the hospitality industry.  He has been involved in opening 96 different hotels across the United States, as well as conducting numerous training seminars and meetings.  A 1981 graduate of Michigan State University--The School of Hospitality Business, Dan most recently worked as an Executive Vice President for a major all suite, extended-stay hotel chain.   I hope the letter gives you a different perspective on customer service.

“I’m a nice customer.  You all know me.  I’m the one who never complains, no matter what kind of service I get.

I’ll go into a restaurant and sit quietly while the waiters and waitresses gossip and never bother to ask if anyone has taken my order.  Sometimes a party that comes in after I did gets their order first, but I don’t complain.  I just wait.

And when I go to a store to buy something, I don’t throw my weight around.  I try to be thoughtful of the other person.  If a snooty salesperson gets upset because I want to look at several things before making up my mind, I’m just as polite as I can be.  I don’t believe rudeness in return is the answer.

The other day I stopped at a full service gas station and waited for almost five minutes before the attendant took care of me.  And when he did, he spilled gas and wiped the windshield with an oily rag.  But did I complain about the service?  Of course, not.

I never kick.  I never nag.  I never criticize.  And, I wouldn’t dream about making a scene in public places.  I think that is uncalled for.  No, I’m the nice customer.  And I’ll tell you who else I am.  I am the customer who never comes back.”

Source:  Dan Burdakin, Suite Talk:  A Guide to Business Excellence, pg. 30, Copyright 2003, Lead Goose Publishing Company.
2009 NRA Show:  How Get People Talking About You
Word-of-mouth marketing is about making people talk about you and getting people excited.  Love is the most powerful part of marketing and how to do this is finding new customers because new love is the strongest.  
Zappos Shoes did something pretty neat.  A guy called up Zappos for a pizza.  The gentleman must have called the Zappos 24/7 hotline.  The next thing that happened is that the guy received a pizza delivery.  Pretty neat!  What also happens at Zappos is pretty interesting as well.  They train their new employees very well.  They actually offer a four-week training program.  At the end of that four-week training program the CEO walks in with $2,500 in cash and tells the trainees that if they are not excited to work at Zappos they can quit and take the cash with no questions asked.
Build an army to do advertising for you for free!  The reality is that your brand is what other people say.  Just remember that marketing is what you do and not what you say. 
Skittles Candy has 600,000 fans on Facebook.  They put coupons on Facebook.  The Dell Computer Outlet also has a “Coupon of the Day,” and on that day they sell an average of $1,000,000 worth in laptops.  We can also take a look at the Duck Tape brand duct tape.  They have a contest every year called “Stuck at Prom.”  The couples that make the best prom dresses and tuxedos out of Duck Tape will get a $3,000 college scholarship. 

We also need to help the love grow.  Word-of-mouth marketing is giving people a reason to talk about your stuff, make it easier for that conversation to take place.  Send out coupons in e-mails.  It’s fast, fun and you can be creative.
It’s time to get up and think of and find ways to do the following:

Find people to talk for you.  This will be your “Special Forces” team.   But, you need to give people a reason to talk, so think of ways to come up with topics to give your “Special Forces” team interesting things to talk about with others.  You also want to do a little extra work to help the message spread and take part by joining in.  You must also find a way to track the progress, measure and listen. 
Talkers, or your “Special Forces” team, may not be customers, but they may be people who surround your customers.  Make sure something happens on the first visit to your establishment.  Do that extra thing for everyone that makes them say wow.  As for helping your message spread, you can ask others to spread the word for you, make it easy like a dessert, and/or put it in an e-mail.  Give your customers something because nobody should leave without something to share.  Take part in this process as well.  Find unhappy people and make them happy again, for the simple reason that happy customers are your best ads.
Information Provided By:  The 2009 NRA Show Educational Session “Ways to Get People Talking About You.”  May 16, 2009.  Andy Sernovitz, CEO Gaspedal, Leading Word of Mouth Marketing, Expert and Author of Word of Mouth Marketing.  Website:  www.gaspedal.com
The Michigan Restaurant Show is around the Corner
Is it time for you to earn more seniority points?  Do you want earn more points?  The Michigan Restaurant Show will take place on Tuesday, October 20, and Wednesday, October 21, 2009.  The doors open at 10:00 a.m. each day.  On Tuesday the show ends at 6:00 p.m. and on Wednesday at 4:00 p.m.  The MRA Show will be held at the Rock Financial Showplace in Novi.  There will be hundreds of exhibitors along with several educational sessions for you to explore.  You may contact Carol Dunn of the Michigan Restaurant Association at 1-800-968-9668 or 517-482-5244.  You may also contact Ms. Dunn at concierge@mramail.org.  There is no fee if you register online.  If you decide to register at the door the cost will be $10.   Take note that if you register online please use MCBBEP in the USER CODE field.  If you need more information about the show or other information about the organization, the web address for the Michigan Restaurant Association is http://www.michiganrestaurant.org .  Please note that individuals under the age of 17 are not permitted at the event and no exceptions will be made.
Customer Surveys
By Bob Adelmann

The primary reason to do a survey is to learn something about your business that you don’t already know!  Sounds simple, right?  You’ve been working in your business for many months now, maybe even years.  What could your customers possibly tell you that you don’t already know?  

Let’s put it differently:  if your business has a problem, and you don’t know it, you’ll still have it until you fix it.  Wouldn’t it be nice to know about it now?  

Here are some possible questions your customers could answer for you:

Why do you shop here?

Where else do you shop if you don’t shop here?

Why do you like shopping with us?  

How do our prices compare?

How does our service compare?

Are there items you’d like to see us carry?

(The BIG ONE):  What is the one single thing we could do to make your shopping with us more enjoyable?  

Here’s how I did one of my surveys in the windshield repair business.  Perhaps you could modify this a little for your own business.  

When I completed a windshield repair, I would send a thank you note (of course), along with a survey form (and a self-addressed, stamped envelope – let’s make it as easy as possible for them to respond) and a note asking for their help.  I noted in particular that the survey form would be anonymous.  And that I was primarily interested in how I was doing, so I could do it better.  

I sent out hundreds of survey forms, and received about half of them back.   Some of the comments were very helpful:  put on clean khakis, get a nice shirt, get it embroidered rather than imprinted, use blue and white, get a truck that matches my color scheme, and wear a cap with a logo.  Get a website, get some stationery.  You get the idea.  Nearly all of what I did in my windshield repair company came from one of those surveys.  Without asking, I would never have known! 
Beef Burger Recipe 

Joe Pelle and Family
This burger was entered in a national contest. Unfortunately, I cannot tell you the results of the contest.  The recipe is a little Italian and a little American. 

Recipe Name: Grilled Italian Meatball Burgers

Meat Type:  Beef

Makes 6 servings 

Ingredients:

Italian Pesto Sauce:

3 cups loosely packed fresh basil

3/4 cup olive oil

1/4 cup pine nuts

3 garlic cloves

1 teaspoon Kosher salt

1/2 cup freshly grated Parmesan cheese

3 tablespoons Romano cheese

Patties:

3/4 cup Italian bread crumbs

1 egg

1/2 cup grated Parmesan cheese

1/4 cup finely chopped onion

2 teaspoons fresh parsley

1 clove minced garlic

1 1/2 teaspoons Kosher salt or more to taste

1 teaspoon freshly ground black pepper or more to taste

2 tablespoons red wine

1 1/2 lbs lean ground beef

1/2 lb ground pork
12 slices provolone cheese

6 (1/4 inch thick) large tomato slices

6 focaccia rolls, split and toasted

Oil to brush on grill rack and rolls

Cooking Directions:

Prepare a medium-hot fire in a charcoal grill with a cover or preheat a gas grill to medium-high.

To make the pesto sauce, put basil, oil, pine nuts, garlic and salt into a blender or small food processor.  Blend until smooth.  Pour sauce into a small bowl.  Add Parmesan and Romano cheese and mix to blend.  Refrigerate until serving.

To make the patties, beat the egg with a fork in a large bowl.  Stir in bread crumbs, cheese, onion, parsley, garlic, salt, pepper and wine.  Add meat and mix well.  Divide the mixture into 6 equal portions and form into patties to fit the rolls.

Brush the grill rack with oil.  Place the patties on the rack, cover and grill until patties are slightly brown on the top, approximately 6-8 minutes.  Turn the patties and continue to grill until done to desired preference, about 5-7 minutes.  With 1 minute left to grill, place 2 pieces of cheese on the top of each burger.  

About half way through grilling time, brush the cut side of each roll with oil and place rolls cut side down on the outer edge of the grill rack.  Lightly toast. 

Place a grilled burger patty on one half of a toasted roll.  Top with a tomato slice and a generous portion of the pesto sauce.  Add roll tops, serve and enjoy!
Patrick’s Top Five 2009 NRA Show Vendors
You have to check these sites out: 

1. Kleenpak Systems

www.kleenpak.com
This is a company that develops sanitary dispensing systems for plastic ware.

2.  Rational 

www.rational-international.com
This is the one and the only Rational Self Cooking Center.  This is the Rolls Royce of Kitchen Equipment.

3.  BPI Certified Tender

www.bpicertifiedtender.com
This is only the best meat that I have tasted, but I still need to try pure Kobe beef. 

4.  Hoshizaki America, INC.

www.hoshizaki.com
This is the best refrigeration and ice making equipment around.

5.  Green Restaurant Association

www.dinegreen.com
This association helps and consults with restaurants to be more conscious of being environmentally friendly.

Aiming to Please

Carla Chambers, operator at the State Plate, participated in this year’s Lansing Board of Water and Light Chili Cook-Off in June.   Carla and her staff had a wonderful time presenting their two chili recipes they entered; The State Plate Chili and their famous Sea Hag Chili.  They had a great time with their Gilligan Island theme and had fun costumes and props as well.  I could tell they had a lot of fun and their customer service skills were excellent.  Great job Carla and State Plate Staff!   You have a lot to be proud of and I hope to see you take another shot at it next year.
Acknowledging Operators of the Year

Michigan Commission for the Blind and the Business Enterprise Program want to congratulate operators of the year once again.   Congratulations to Marlene Rothenhouser, Roger Houghtaling and Thomas Carpenter.  There is information about these operators to follow.
Marlene Rothenhouser

By Joe Pelle
The operator of the year for region one is Marlene Rothenhouser. She operates a snack bar located at the Lewis Cass building in Lansing. The snack bar has the standard types of snacks and beverages. However, she is limited to only sell coffee, soup and popcorn for her prepared product line, at the moment, due to construction at her building. The customer service is exemplary and shows up in her bottom line. Purchasing just a bag of popcorn at this snack bar is always a pleasant experience. Breaking twenty-dollar bills can be a challenge for the operator of a small snack bar. But, Marlene views this as an opportunity. In fact, making sure to have change for all those twenties has also added to her bottom line.

Roger Houghtaling
By James Hull
Roger is a 32-year veteran of the Business Enterprise Program.  He has successfully operated the Davisburg/Clarkston Vending Route for the past 16 years and has demonstrated great dedication to his customers and to the program.  He has gone out of his way to provide the highest quality products in his machines and has invested significant time perfecting his business operations.  Although not a trainer of BEP students, he has always been willing to show some of his business practices to those students in his area and has demonstrated a willingness to work with the agency to improve the program for all of us.
Thomas Carpenter

By Patrick Duthie

The West Region Operator of the Year is Thomas Carpenter with the Grand Ledge Vending Route.  I selected Mr. Carpenter because he is an individual who goes out of his way to help others, when he is not training recent graduates from the training class.  He is out in the field providing the highest level of customer service. He is always consistent in having fully stocked vending machines and is never afraid to try new and premium products.  Mr. Carpenter’s machines are also very clean at all times.  Mr. Carpenter is very supportive and enthusiastic about our program and we are all very lucky to have an operator like him. 
2009 NRA Show:  On The Menu
What’s hot, what’s not and what’s next on the menu?  This year the focus is on value and it’s the number one trend.  We also have to look at Menu Value Proposition.  The menu proposition = 4 P’s, which is Protein, Portion, Premium and Push Back.
Proposition one is Protein and the trend here is adding protein as a condiment.  A perfect example of this is Pizza Hut or now known as The Hut.  They are taking mac and cheese and adding bacon to the entrée. 

Menu proposition two, deals with portion strategies.  This is the concept of breaking bread together.  Americans like food ready to eat with their hands.  We are in Mini-Mania especially with Chili’s “Big Mouth Bites” or Old Chicago’s “Meatball Sliders.”  Friday’s even has a slider menu.  This brings us to our second portion strategy, which is options.  These options could not have come at a better time since the trend is value.   Customers are asking for the right portion at the right price and the right time.  The third portion strategy is Small Plates and Snacks.  This is easy, too, as your menu item could be a small fruit, cheese, and crackers in a clear to-go container presented in delightful garnishes.  

Our next menu proposition deals with premium.  Customers are asking for better burgers and beverages.  Forty-two percent of restaurant sales are burgers.  You may want to think about a premium burger menu.  A trend, such as the Applebee’s Bruschetta Burger on Focaccia is an example of a menu item that trickled down in the mass market from fine dining establishments but now it is bubbling up.  This is the same thing with beverages.  McAlister’s Deli iced tea, for example, is brewed every hour.
Now our fourth proposition is push-back. Here are some push-back strategies to help you.  Promote freshness, tout technique, pamper your guests, give samples, and surprise your customers.  These push-back strategies will help fight the supermarket restaurant meal replacement as they try to gain more and more customers from our establishments.  Super market chefs say that their strengths are convenience and reasonable pricing; they copycat trends, have minor commitments, and sell healthy, local, and organic products.  Those same chefs said the industry’s strengths are quality and freshness, unduplicated techniques, pampering service, and providing affordable escapes.  At the end of the day we are in the hospitality business.  So try new things to keep your customers coming back.
Information Provided By:  The 2009 NRA Show Educational Session “On the Menu:  What’s hot, what’s not, and what’s next?”  May 17, 2009.  Nancy Kruse, President of The Kruse Company. 
You may also review and download the slide presentation from the NRA Show at: http://show.restaurant.org/NRA09/Custom/Handout/Speaker0_Session15_1.pdf 

Congratulations Graduates
On Wednesday, June 10, 2009, the three graduates from the BEP Class gave their business plan presentations.  All of us that were present were very impressed.  We wish our graduates the best on their OJE’s and future operations.   Please welcome our June 2009 Training Class Graduates, Jeremiah Devereaux, Ruth Orosio, and Paul Hildebrandt. 
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