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In response to an October 2006 City Council Committee request, the City Auditor's 
Office enlisted the services of Mr. Kai-yan Leei to research and report on the 
perfomance of the San Jose McEnery Convention Center (SJMCC) as compared to the 
industry average and other comparable facilities. We conducted oversight of Mr. Lee's 
review in accordance with generally accepted government auditing standards and limited 
our summary of his report to those areas specified in the Objective, Scope, and 
Methodology section of this summary. 

The City Auditor's Office would like to thank Team San Jose (TSJ), the Convention and 
Visitors Bureau (CVB), and Mr. John Christison who provided relevant industry data, 
input, and assistance during the research process. The City Auditor's Office would 
especially like to thank Mr. Kai-yan L,ee for the time, energy, and analytical expertise he 
invested in performing this review. His report entitled "Assessing Performance: An 
Analytical Framework for the San Jose McEnery Convention Center" (from hereon 
referred to as "Report") has helped reveal the difficulties of assessing conventiori center 
performance and has provided valuable insight on the performance of the San Jose 
McEnery Convention Center as compared to industry averages and a set of 50 major- and 

' Mr. Kai-yan Lee received his Bachelor of Arts degree from the University of California, Berkeley, in 
2000 and graduated summa cum laude. Prior to working on two Masters Degrees, one in Public Policy, 
and one in City Planning, Mr. Lee worked as a Regional Planner, Public Policy Fellow, and for the GAO as 
a Financial Market and Community Investment Team Intern Analyst. (Mr. Lee's resume may be accessed 
at the following URL: ~ ~ \ v w . s a i i i o s c c a . ~ o v / a u d i ~ o r I A ~ ~ d i t ~ .  While earning 
his Masters Degrees, he served as an MIT Teaching Assistant. Under the auspices of the Office of the City 
Auditor, Mr. Lee performed extensive research on the convention center industry, conducted a survey of 
comparable convention centers, and prepared a report summarizing his research and findings in partial 
fulfillment of two Masters Degrees, one in Public Policy (submitted to John F. Kennedy, School of 
Government, Harvard University in April 2007) and one in City Planning (submitted to the Department of 
Urban Studies and Planning, Massachusetts Institute of Technology in May 2007). 
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medium-sized convention centers.' In addition, the Report identifies and utilizes 
assessment measures and analyses commonly used in the convention center industry 
which provides an assessment framework for future performance analysis. 

Introduction 
The performance evaluation framework presented in this Report complements the 
ongoing annual performance audit the City Auditor's Office conducts (p. 14). While the 
City Auditor's annual performance audit reviews all of the facilities Team San Jose (TSJ) 
manages, this Report reviews only the performance of the SJMCC (p. 15). In addition, 
this Report compares the SJMCCYs performance to industry averages obtained from the 
author of this Report's survey and data from a 2002 Ernst & Young report on convention 
centers in North America, Europe, and Asia (industry average) and a set of major- and 
medium-sized convention centers. Whereas, the annual performance audit compares 
gross revenue, net loss, economic impact, and customer service perfonnance actual 
results, to individual performance targets as stated in TSJ's Management Agreement with 
the City of Sari Jose (City) (04-05 Audit p. 5-6).4 Parenthetical page numbers throughout 
this summary are references to pages in the Report. 

First and foremost, the Report documents the difficulties, limitations, and challenges 
encountered when assessing convention center perfonnance. For example, TSJ utilizes a 
unique organizational model in which sales and marketing and operations are conlbined 
(04-05 Audit p. 4-5). While this model has the advantage of balancing tourism- 
generating and revenue-generating interests, it makes comparative assessment more 
difficult (p. 30). As mentioned above, TSJ, unlike most other management contractors of 
convention centers, is responsible for managing other facilities. Although every attempt 
has been made to isolate financial data specifically for the SJMCC, it is difficult to 
appropriate fixed costs precisely. For example, it cannot be said for certain that 80 
percent of the time TSJ's office electricity is used for convention center-related business, 
while 10 percent of the time the lights and air conditioning are running for managing 
other facilities' busiriesses (p. 16). In addition, convention centers are inconsistent in the 
recording of financial, attendance, and occupancy information (p. 41). Specifically, some 

A detailed summary of the statistical methodology used and the data composition is provided in the 
Scope, Objectives, and Methodology section on pages 14-17. Industry average references, made 
throughout this summary, refer to the data from the author of this Report's survey and data from an Ernst & 
Young 2002 report on convention centers in North America, Europe, and Asia. 

TSJ is a private, non-profit corporation created specifically to manage and operate the SJMCC, which also 
includes the South Hall addition as of June 2005, Civic Auditorium, Parkside Hall, the Center of 
Performing Arts, Montgomery Theater, and the California Theater. 

On June 22,2004, the City Council approved a Management Agreement with TSJ to manage and operate 
the above-mentioned facilities for a five-year period, beginning July 1,2004. The Management Agreement 
allows the City the right to extend the term for one additional five-year option (04-05 Audit p. 5). 
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convention centers include food and beverage contractor's expense in their overall gross 
revenues while others, such as SJMCC, record food and beverage revenues net of 
contractor's expense.' 

As a result, and not unlike other performance assessment studies, absolute conclusions 
cannot be drawn. However, the assessments derived from this Report offer valuable 
insight on the performance of the SJMCC for the period of July 1,2004 through June 30, 
2006, that merit further review (p. 14). Moreover, we plan to consider including some of 
the Report's recommendations, which are mentioned in this summary, in the scope of our 
future annual performance audits of TSJ, for the fiscal years ended June 30,2008 and 
2009. 

The following is the City Auditor's overall summary prefaced by summary highlights. 
Mr. Lee's report in its entirety may be accessed at the following URL,: 
www.sanioseca . g o v / a u d i t o r / A u d i t M c m o s / O G S O / A t t a c l  

Summary Highlights 
The Report provides an integrated assessment of the SJMCCYs performance that involves 
a review of the following four components (p. 39): 

I. Financial Performance Assessment 
11. Economic Impacts Assessment 
111. Productivity Assessment 
IV. Quality Assessment 

Highlights of each component are as follows: 

I. Financial Performance: 
Convention centers rarely break even financially, or generate profit, according to 
industry consensus; extensive research supports such an understanding (p. 40). 

e According to a summer 2006 survey conducted by the International Association 
of Assembly Managers, only 7 percent of the participating convention center 
rilanagers were expecting to generate sufficient operating revenues to make a 
profit after subtracting operating expense and debt service (p. 40). 

On tlze revenue side: 
0 The SJMCC appears to have consistently out-performed the industry average 

(data obtained from the author of this Report's survey and data from a 2002 Ernst 
& Young report on convention centers in North America, Europe, and Asia, from 

TSJ has hired a consultant to build a competitive set of convention centers. This set will use agreed upon 
industry definitions, methodologies, and financial reporting practices allowing for a fairer evaluation of all 
participating convention centers' performance. TSJ anticipates presenting the results to the Public Safety, 
Finance, and Strategic Support Committee and the Community and Economic Development Committee in 
October 2007. 
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hereon referred as "industry average") for rental revenue in both FYs 2004-05 and 
2005-06, even though rental revenue per square foot of exhibit space declined 
substantially in the second year, apparently due to the South Hall addition (p. 43).6 

a TJnit revenues from food and beverage, event services, vendor commissions, and 
others appear to be under the industry average (p. 43). However, the share of 
revenue from food and beverages increased noticeably during FY 2005-06, 
suggesting that the SJMCC is gaining an appropriate share of its overall revenue 
structure as compared to other convention centers (p. 48). 

On the expense side: 
e The SJMCC7s salaries and benefits expense appeared to be substantially higher 

than the industry average, while its contract services expense appeared to be 
substantially lower than the industry average (lower by about 17 to 20 percent) for 
both FYs 2004-05 and 2005-06 (p. 43). 

a According to TSJ's financial estimates for the SJMCC, a significant percent of the 
SJMCC's salary and benefit expense in FYs 2004-05 and 2005-06 are attributed 
to City-related employment. It is important to note that TSJ has no control for 
setting the pay scale or benefit package for these employees (p. 44). However, 
according to City Administration, TSJ has flexibility in its City employee staffing 
level. 

e TJnit labor expense appears to be substantially higher than the industry average, 
likely caused by both high unit employment per square foot of exhibit space and a 
high labor cost (p. 47). 

11. Economic Impacts: 
The author of this Report was unable to perform an economic impact analysis of the SJMCC due 
to the lack of available data (p. 95). However, he provides an in-depth discussion of the types of 
economic impacts, pitfalls in economic impact estimates, limitations of using existing reports, 
and discusses two economic impact estimation methods that could potentially produce better 
results for future economic impact assessments of the SJMCC (p. 51-66). 

6 ~ h e  South Hall, a tensile, stand-alone structure is separate from the existing SJMCC. While it added 
80,000 square feet of exhibit space on June 30,2005, this space is unique and different from the SJMCC 
main building (p. 91-92). Accordingly, it may require a different and separate performance assessment 
analysis (p. 92). 

7 ~ h e  other category includes "vendor commissions" and "parking." It is important to note that while TSJ 
does not include parking revenues in its gross revenues, some convention centers do (p. 42). 

 or the purposes of this study, "unit employment" is defined as the number of full-time equivalent 
employees per square foot of gross exhibit space of thc convention center (p. 43,44). 
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111. Productivity: 
The level of external attractiveness of San Jose as the host city of the SJMCC directly affects the 
competitiveness of the SJMCC (p. 70). This is because event planners often consider various 
factors external to the convention center when performing site selection (p. 30). 

The following five criteria were chosen to evaluate San Jose's external attractiveness because 
previous studies have ranked them as the most important criteria in the venue site selection 
process (p. 69): 

1) The density of hotel rooms in the convention center vicinity; 
2) Sheer size of tourism-related activities in the local economy; 
3) Relative importance of tourism-related activities in the local economy; 
4) General economic vitality of the area; and 
5) Affordability of lodging (p. 67-68). 

Using the above criteria, it was determined that San Jose's overall attractiveness as a 
convention center host city is exactly at average (49.7 percent) when compared to 50 
other 1J.S. cities with major- and medium-sized convention centers. More noticeably 
though, is San Jose's weak presence of tourism-related activities in its local economy, 
measured both by tourism-related sales and their percentage share in the overall local 
economy. Although San Jose is also below average in terms of hotel room availability 
and affordability, its disadvantage in these two areas is relatively less significant than its 
presence of tourism-related activities in its local economy (p. 70). Given this constraint, 
and all else being equal, we would expect the SJMCC's productivity level to be around 
average when compared to the same set of convention centers (p. 71). The Report 
suggests just that; the SJMCC's average productivity level largely minors its moderate 
attractiveness as a convention venue location (p. 81). 

This Report examines the following three productivity measures using a Productivity and 
External Attractiveness Matrix framework: Attendance, Hotel Room Nights, and 
Convention Facility Occupancy Rate. Highlights of each productivity measure are as 
follows (p. 71): 

Atterzrlnnce: 
0 The SJMCC's ability to generate overall attendance is noticeably superior to 

about 72 percent of the same set of convention centers (p. 74).' 
The SJMCC's ability to attract trade show attendees, who are more likely out-of- 
town visitors, is slightly below average, which may be partly correlated with the 
constraints of its overall external attractiveness (p. 77). 

e The noticeable gap between the SJMCC's performance when measured by overall 
and trade show attendance suggests that the SJMCC's ability to generate 

'A detailed summary of the statistical methodology used and the data composition is provided in the Scope, 
Objectives, and Methodology section on pages 14-17. 
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attendance volume is not likely through trade shows, which tend to generate out- 
of-town attendance, but rather, more likely through consumer shows and local 
fairs, which tend to generate local attendance (p. 25, 74). 

Hotel Roonz-Niglzts: 
a Using hotel room-nights as a benchmark can achieve two ends with one single 

effort, as a count of hotel room-nights tracks a significant portion of direct 
spending as well as the hotel occupancy taxes derived from out-of-town 
convention attendees (p. 75).1° 

o The SJMCC appears to be slightly below average in terms of its ability to 
generate hotel room-nights (p. 77). 

o The SJMCC's slight underperformance in generating trade show attendance and 
hotel room-nights appears to be at a comparable level relative to the SJMCC's 
overall external attractiveness (p. 77). 

Occtlpancy: 
e The convention industry has traditionally considered 70 percent as the practical 

maximum occupancy rate, and 50 to 60 percent as the "efficient" range. An 
overall occupancy rate significantly below 50 percent is often suggestive of 
inefficiency in operating the facilities, while an overall occupancy rate higher 
than 70 percent is indicative of running the risk of losing business opportunities 
by frequently turning away events (p. 78). 
Given that the SJMCC's overall occupancy rates for FYs 2004-05 and 2005-06 
appear to be around 49.8 and 55.1 percent, respectively, it appears as if the 
SJMCC is noticeal~ly outperforming its category's average of 40.6 percent 
(p. 78-79). 

e Despite the SJMCC's occupancy rate being above its competitors, a careful 
review indicates that the SJMCC is operating at the lower end of the "efficient 
range", indicating potential for more efficiency. In the long run, the SJMCC 
may run into capacity constraints. In the short nm, it may be more logical to 
first increase the SJMCC7s current space usage efficiency by about 15 to 20 
percentage points to a level closer to the practical maximum of 70 percent 
before an expansion is compellingly justified (p. 10 1 - 102). 

IV. Oualitv: - 
a TSJ is one of the few convention center managements that are subject to a 

required service quality assessment target, as stipulated in its Management 
Agreement with the City (p. 82). 

e TSJ could fi~rther explore improving upon quality assessment techniques by 
building on customer satisfaction surveys used in the niarketing and tourism 
industry (p. 83-84). 

lo  It is assumed that out-of-town attendees will require hotel ovenlight accommodations. 
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A well-designed customer satisfaction survey not only reveals areas for 
improvement, but could also indicate various market niches that the City could 
strengthen, explore, and avoid (p. 83). 

Summary 
The following provides a more in-depth summary of Mr. Lee's report entitled "Assessing 
Performance: An Analytical Framework for the San Jose McEnery Convention Center" hereafter 
referred to as "Report." 

Constraints: Factors Affecting Convention Center Performance 
Ui~predictahle Iizdustiy Trends 
Contrary to the common belief that the performance of convention centers generally responds to 
the overall health of the economy, this Report suggests that there is not a strong correlation 
between the two. The independence hom macroeconomic conditions is a significant departure 
even for the tourism industry, a closely-related industry to conventions. The high 
unpredictability of dernand for conventions means that the SJMCC is likely operating under a 
considerably higher risk, as is the conventions industry as a whole (p. 88). Therefore, it is 
important to take into account the difficulty of accurately responding to the unpredictable 
dernand in the convention industry, while assessing SJMCCYs performance (p. 23). 

Inzpacts of Differerlt I~zstittttional Structui*es arzd Operational Priorities 
Convention centers across the nation have a wide range of institutional and operational structures 
(p. 89). Differences in ownership may lead to different operational, sometimes conflicting, 
priorities. For example, public ownership may focus more on events that bring out-of-town 
visitors even if hosting such events may riot generate the most revenue for the facilities. On the 
other hand, private ownership may prefer hosting events generating more revenue for the 
facilities (p. 23-24). This conflict is especially apparent while assessing the SJMCC's 
performance because of its unique integrated structure that incorporates both civil service and 
not-for-profit employees, as well as CVB and convention center operations under one roof 
(p. 89). It is important to clearly define priorities for the SJMCC, while keeping in mirid that 
objectives could sometimes compete or contradict each other, such as a high out-of-town visitor 
volume possibly risking the opportunities for hosting more lucrative local events (p. 90). 

Extel-izal Factors Affecting Site Selectioizs 
Many external factors independent of convention center qualities play important roles in the final 
selection of venue sites. There have been extensive studies on the factors that influence event 
organizers' and planners' venue site selection process (p. 89). These studies have shown that 
many of the factors that event planners consider are not specifically related to convention 
centers, but rather, to external factors that are beyond the reach of convention center 
managements (p. 30). In general, these studies show the following three external factors critical 
for convention center selection: 

1) The availability of hotel rooms in close proximity to the convention center at an affordable 
rate; 



Honorable Mayor and City Council 
City Auditor's Szrmmary Of 'Xssessi~zg Perforinarzce: An Analytical Framework For The SJMCC" 
October 4,2007 
Page 8 

2) Overall attractiveness of the host city, including its physical attractiveness, leisure and 
shopping amenities, and safety; and 

3) Transportation infrastnicture, including its air travel connectivity and transit system serving 
the convention center area (p. 37). 

In general, the results of these studies indicate that many of the critical factors influencing an 
event planner's selection process not only play a critical role in convention center performance, 
but are external to conve~ition centers and therefore beyorid the control of the convention center 
management (p. 30). 

Performance Evaluation Framework: 
As mentioned earlier, the performance evaluation framework presented in this Report 
cornplements the ongoing annual performance audit the City Auditor's Office conducts, 
and builds upon the existing performance measures with an integrated assessment 
framework that incorporates the following four major evaluation components: 

I. Financial Performance Assessment 
11. Economic Impacts Assessment 
111. Productivity Assessment 
IV. Quality Assessment 

It is important to assess all four components in a balanced and integrated manner because 
outperforming or underperforming in one area is not necessarily indicative of the overall success 
or failure of the SJMCC's performance (p. 39). 

I. Financial Performance Assessment 
The consensus in the industry (which is supported by extensive research) is that convention 
centers can rarely break even financially (p. 40). The International Association of Assembly 
Managers ( I A N )  conducted a survey in the summer of 2006 and asked convention center 
managers across the U.S. for their facilities' expected financial performance. Only 7 percent of 
the participating convention center managers were expecting to generate sufficient operating 
revenues to make a profit after subtracting operating expense and debt service (p. 40). 

There appears to be a clear indication that this is also the case for the SJMCC. While TSJ 
manages six facilities in total (which includes the SJMCC) (p. 1 1), the SJMCC accounts for a 
significant percent of TSJ7s net operating loss for FYs 2004-05 and 2005-06. This indicates that, 
if solely managed, the SJMCC would operate at a net loss with operating revenues unable to 
offset operating expenses (p. 41). 

Rental Revenue: 
The SJMCC7s rental revenue per gross square foot of exhibit space appears to have consistently 
outperformed the industry average (data obtained from the author of this Report's survey and 
data from a 2002 Ernst & Young report on convention centers in North America, Europe, and 
Asia, from hereon referred to as "industry average") and a set of major- and medium-sized 
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convention centers, even after the addition of the South Hall (p. 43). The South Hall, a stand- 
alone, tensile structure which is separate from the existing SJMCC building with separate 
entrances, an asphalt floor treatment, limited ability for climate control, the appearance of a 
temporary structure, and no permanent lavatory facilities, is unique and different from the 
SJMCC exhibit space (p. 92). Accordingly, it most likely requires a different and separate 
performance assessment analysis. 

Food And Beverage Sales: 
TSJ contracts food arid beverage services with Centerplate and receives a percentage of its total 
sales. Revenues from food and beverage sales usually account for 25 to 33 percent of total 
revenues for convention centers (p. 94). According to financial estimates, the SJMCC's food 
and beverage revenues were about 19 percent of total revenues in FY 2004-05 and 26 percent of 
total revenues in FY 2005-06. Accordingly, the SJMCC appears to have underperformed the 
industry average in FY 2004-05. However, it experienced a significant increase in food and 
beverage revenue in FY 2005-06, from about $1 .O1 million to about $1.7 million, despite the fact 
that its rental income and occupancy rate did not fluctuate significantly during the same time 
period (p. 112). The reasons behind this are unclear. Therefore, the author suggests the 
following recornrnendatioris. 

Recommendations: 
Analyze related records to determine the reason for the fluctuation in food and beverage 
revenues (p. 94). 

Assess the possibility of irnposing performance measures with Centerplate. This may 
help prevent the SJMCC frorn exposure to unreasonable fluctuation in their 
performance (p. 94-95). 

Expense Side: 
The SJMCC's salaries and benefits expense appears to be substantially higher than the industry 
average, while its contract services expense appears to be substantially lower than the industry 
average for FYs 2004-05 and 2005-06 (p. 43). The author explores the following possible causes 
for this and makes the following suggestions for further evaluation. 

For the purpose of this study, "unit labor expense" is defined as the labor expense per 
square foot of gross exhibit space of the convention center and "unit employment" is 
defined as the number of full time equivalent employees per square foot of gross exhibit 
space of the convention center (p. 43-44). The SJMCC's unit labor expense appears to be 
substantially higher than the industry average, which is likely caused by four factors- 
internalization of services, excessive workforce, pro-labor practices, and higher labor 
wage in the region (p. 93). I '  These factors generally fall into two categories: unit 
employment and labor rate which are further discussed below (p. 43). 

I '  Internalization of services is defined as the usage of in-house staff to provide some of the services that 
other convention centers typically outsoulce to other companies. 
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Unit E?~zployinerzt: 
Out of 36 comparable convention centers, the SJMCC's percentile ranking in unit employment 
was at about 92 percent, which indicates a large number of employees per square foot of gross 
exhibit space vis-A-vis other convention centers (p. 46-47). One factor that may have driven up 
the unit employment level is that the SJMCC simply has an excessive workforce for its amount 
of exhibit space and services provided. Another factor that may have increased unit employment 
is that the SJMCC has internalized many of its services. This could result in both a higher unit 
labor cost and a lower unit contracted services cost when compared to the industry average 
( P  44). 

Labor Rate: 
The San Jose area's average convention center wage appears to be substantially higher, as the 
competing areas' convention center employees have an average hourly labor rate equivalent to 
40-70 percent of the SJMCC's average wage (p. 45-46). According to TSJ's financial estimates 
for the SJMCC, a significant percent of the SJMCCys salary and benefit expense in FYs 2004-05 
and 2005-06 is attributed to City-related employment (p. 44). The SJMCC's average wage level 
nearly tops all the major- and medium-sized U.S. convention centers in the sample (p. 46). It is 
important to note that TSJ has no control on settirig the pay scale or benefit package for the City 
enlployees working for TSJ (p. 44). However, according to City Administration, TSJ has 
flexibility in its City employee staffing level. 

The SJMCC's relatively high expense of labor when compared to the industry average is likely 
caused by both higher unit employment and higher labor cost (p. 47). The data cannot 
conclusively determine which of the four related factors, namely internalization of services, 
excessive number of employees, pro-labor practice, and a higher labor wage in the region, is the 
more dominant cause for the SJMCCys higher labor expense (p. 93). Therefore, the author 
suggests the following recommendations: 

Recommendations: 
e Conduct studies with comparable facilities to determine if the SJMCC has over- 

internalized service functions for which others typically use contract services. If an 
over-internalization is the case, the SJMCC has to decide if such an operational 
model is a finalxially sound strategy, or if other coristrairits such as contract terms 
stipulating certain fbnctions be kept internal, have limited SJMCC's flexibility to 
make structural changes (p. 93); 

e Exarnine the current staffing level and determine if the SJMCC has an excessive 
workforce. It is critical for TSJ and the City to jointly explore feasible solutions to 
keep an efficient staffing level while remaining sensitive to the potential impacts on 
the local labor force (p. 93); and 

e Examine the SJMCC's current labor rate structure to ascertain if it needs reform. 
The generally higher labor rate in the Bay Area alone does not explain the SJMCC's 
higher labor cost. Further comparisons with similar facilities' labor structures and 
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pay rates would facilitate a better understanding of the SJMCCYs higher labor 
expense (p. 93-94). 

11. Economic Impacts: 
The author of this Report was unable to perform an economic impact analysis of the SJMCC due 
to the lack of available data (p. 95). However, he provides an in-depth discussion of the types of 
economic impacts, pitfalls in economic impact estimates, limitations of using existing reports, 
and discusses two economic impact estimation methods that could potentially produce better 
results for future economic impact assessments of the SJMCC (p. 5 1-66). 

There are limitations to using existing reports on economic impact of conventions in general. 
For example, Tlze ExPnct 2004: Converztio?~ Expenditure & Ir~zpact Study, conducted by VERIS 
Consulting, contains data that may not be representative of the conditions in San Jose which 
would tend to overstate direct spending estimates for the SJMCC (p. 63). Therefore, the author 
recommends the following: 

Recommendation: 
The City could further explore a more vigorous economic impact study using specialized 
software such as Regional Economic Modeling Inc. (FWMI), especially as it considers 
expansion in the near future. FWMI is one of the most widely-used hybrid inputloutput 
economic modeling packages. It tracks how the impact of change in one industry (e.g. 
convention) is transmitted to other intermediate industries and final consumption. In 
addition, it can also track the value-added component (e.g., tax, revenue, salary) of such 
an impact (p. 65). 

111. Productivity Assessment: 
A new analytical tool was developed specifically for this project, the Productivity and Extenial 
Attractiveness Matrix (PEAM), which takes into consideration various external attractiveness 
factors while analyzing productivity performance. The PEAM contains two primary 
components: the External Attractiveness Index and the Productivity Index (p. 67). 

External Attractiveness Index 
Before examining the productivity level of the SJMCC, it is helpful to first gauge the level of 
external attractiveness of San Jose as the host city of the SJMCC, as studies have shown 
its attractiveness will directly affect the competitiveness of the SJMCC (p. 70). 

The following five criteria were chosen because previous studies have ranked them as the most 
important criteria in the venue site selection process. M i l e  there may be other factors in 
addition to these five criteria, they are likely less important andlor most event planners do not 
view them as important (p. 69). 

1. Density of hotel rooms in convention center vicinity; 
2. Sheer size of tourism-related activities in the local economy; 
3. Relative importance of tourism-related activities in the local economy; 
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4. General economic vitality of the area; and 
5. Affordability of lodging (p. 67-68). 

Using the above five specific external attractiveness criteria, San Jose's overall 
attractiveness as a convention center host city is exactly at average (49.7 percent) when 
compared to 50 other U.S. cities with major- and medium-sized convention centers 
(p. 70). More noticeably though, is San Jose's weak presence of tourism-related 
activities in its local economy, measured both by tourisnl-related sales and their 
percentage share in the overall local economy. Although San Jose is also below average 
in terms of hotel room availability and affordability, its disadvantage in these two areas is 
relatively less significant than its presence of tourism-related activities in its local 
economy (p. 70). Given the constraint of San Jose's attractiveness as a convention host 
city, and all else being equal, we would expect the SJMCC's productivity level to be 
around average when compared to the same set of 50 convention centers (p. 71). 

Productivity Index 
The first component of the PEAM is the Productivity Index, which uses the following three 
productivity measures: 

1. Attendance; 
2. Hotel Room-Nights; and 
3. Convention Facility Occupancy Rate. 

The PEAM fiarnework charts SJMCC's ability to generate overall attendance, hotel 
room-nights, and convention center occupancy rate considering its external attractiveness 
(P. 71). 
Attenctcclzce: 
The SJMCCYs ability to generate overall attendance is noticeably superior to about 72 percent of 
the same set of convention centers (p. 74). However, overall attendance appears to be generated 
mostly fiom consumer and local shows which tend to attract mainly local attendees (p. 74). In 
addition, the SJMCC's ability to attract out-of-town conventioneers appears to be relatively 
moderate, which may be partly correlated with the constraint of its overall external attractiveness 
(p. 77).12 However, despite this constraint, the SJMCC was still able to produce a unit attendance 
level (person-days per square foot of exhibit space) that is noticeably higher than the average of 
its competitors (p. 7.3). 

Hotel Roonz -Nights: 
Attracting out-of-town visitors (who will most likely require overnight accommodations) 
to attend events at convention centers is often one of the underlying objectives for local 
governments when considering to build convention center facilities. As such, "hotel 
room-nights" is a commo~ily accepted industry benchmark (p. 75). Using hotel room- 

" This analysis was based on a sample size of 50 major- and medium-sized convention centers in the U.S. 
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nights as a benchmark can achieve two ends with one single effort, as a count of hotel 
room-nights tracks a significant portion of direct spending as well as hotel occupancy 
taxes derived from out-of-town visitors (p. 75). 

When compared to hotel room-night data collected for 17 convention centers, the SJMCC 
appears to be slightly below average in its ability to generate hotel room-nights. Considering the 
SJMCC's moderate overall external attractiveness, the SJMCC's slight underperformance in 
generating trade show attendance and hotel room-nights appears to be at a comparable level, that 
is, the constraint of the SJMCC's moderate external attractiveness may have limited SJMCC's 
ability to produce higher trade show attendance and the related hotel room-nights (p. 77). 

Occzlpa~~cy Rates: 
Convention facility occupancy rate measure is similar to the common indicator used in the hotel 
industry to measure the facilities' productivity in terms of space usage efficiency. Typically, two 
types of occupancy measures are available: the simple method and the occupancy of square-foot- 
day method (p. 78). 

The simple method involves a rough estimate of the days that the space is being occupied, while 
the occupancy of square-foot-day method takes into consideration partial occupancy for the days 
in which the space is not fully occupied. The partial occupancy rate is proportional to the actual 
space that is being occupied in that day (p. 78). 

Because of the time required to clean up between events and set up for the next event, it is not 
possible to achieve an occupancy rate of 100 percent. Accordingly, the conventions industry has 
traditionally considered 70 percent as the practical maximum occupancy rate, and 50 to 60 
percent as the "efficient" range. An overall occupancy rate significantly below 50 percent is 
often suggestive of inefficiency in operating the facilities, while an overall occupancy rate of 70 
percent or higher suggests the convention center may be at risk of turning away business (p. 78). 

The SJMCC's overall occupancy rate for FYs 2004-05 and 2005-06 was 49.8 and 55.1 percent, 
respectively (p. 78). The medium-sized convention centers have a three-year average overall 
occupancy rate of 40.6 percent, which is substantially lower than that of the SJMCC.I3 
Accordingly, the SJMCC is outperforming its category average. However, while the SJMCC is 
operating at a much higher occupancy rate than the facilities of comparable size, it is operating at 
the lower end of the efficient range - 50 to 60 percent (p. 79). 

In conclusion, using the PEAM framework to measure the SJMCC's performance on 
three types of productivity factors: attendance, hotel room-nights, and occupancy rate, the 
SJMCC's average productivity level largely mirrors its moderate attractiveness as a 

l 3  Source: PricewaterhouseCoopers arid International Association of Assembly Managers (IAAM), 2004, 
2005,2006 Convention Center Report. Tampa, FL,: PricewaterhouseCoopers. 
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convention venue location (p. 8 1). The only area in which the SJMCC noticeably excels 
is in its ability to generate overall attendance, which appears to be mostly from local 
attendance (p. 81-82). 

IV. Quality Assessments: 
The conventions industry as a whole does not systematically keep track of quality assessments. 
And, unlike the tourism industry, the conventions industry has not vigorously pursued the 
development of quality assessment tools specifically meeting the needs of the industry (p. 82). 
As revealed in seven niajor studies on the criteria that event planners use to select sites to hold 
conventions, only a few of them are in fact directly related to convention centers. The criteria 
directly related to convention centers suggests that quality plays a far more important role than 
cost when event planners are considering convention center-related factors (p. 82). 

TSJ is one of the few convention center managers that is subject to a required service quality 
assessment target as stipulated in its Management Agreement (p. 82). A well-designed customer 
satisfaction survey not only reveals areas for improvement, but could also indicate various 
market niches that TSJ should strengthen, explore, and avoid. In addition, extensive research has 
concluded that there is an important link between customers' perceived quality of services and 
their intention of repeat business (p. 83). 

Conclusion 
The Report documents the difficulties, limitations, and challenges encountered when 
assessing convention center performance. As a result, and not unlike other performance 
assessmerit studies, absoltite conclusions cannot be drawn. However, the assessments 
derived from this Report offer valuable insight on the performance of the SJMCC as 
compared to industry averages and a set of major- and medium-sized convention centers 
for the period of July 1,2004 through June 30,2006 (p. 14). 

For FYs 2004-05 and 2005-06, the San Jose McEnery Convention Center (SJMCC) 
performed mostly at a moderate level as compared to the industry average and a set of 
niajor- and medium-sized convention centers (p. 98). 
Because event planners often consider factors in the venue selection process that are 
beyond the control of convention centers, the City as a convention host city directly 
affects the competitiveness of the SJMCC (p. 70). Using critical determinants to rank the 
City as compared to 50 other U.S. cities, it was determined that San Jose's overall 
attractiveness as a convention host city is at average (p. 70). Given this constraint, and 
all else being equal, we would expect the SJMCC's productivity level to mirror this when 
compared to the same set of convention centers (p. 71). While the SJMCC performed 
mostly average, the following areas stand out and suggest the need for further analysis. 

The SJMCC's salaries arid benefits expense appeared to be substantially higher than the 
industry average, while its contract services expense appeared to be substantially lower 
than the industry average for both FYs 2004-05 and 2005-06 (p. 43). Because it is 
unclear as to which one of the related factors (internalization of services, excessive 
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number of employees, pro-labor practice, or a higher labor wage in the region) is the 
more dominant cause for the SJMCC's higher labor expense (p. 47), the author of this 
Report recommends further examination and comparisons with similar facilities to gain a 
better understanding of the SJMCC's higher labor expense (p. 93-94). 

Conversely, the SJMCC outperforms in generating a higher-than-average overall 
attendance level, which appears to be mostly through local attendance as its ability to 
attract out-of-town conventioneers is relatively moderate. This aligns with its moderate 
external attractiveness index (p. 74). 

Additionally, the SJMCC surpassed its national competitors in generating revenue per 
square foot of exhibit space. However, the SJMCC's lead was reduced with the addition 
of South Hall in 2005 (p. 43). In terms of occupancy rate, the convention industry has 
traditionally considered 70 percent as the practical maximum occupancy rate, 50 to 60 
percent as the "efficient" range, and below 50 percent as inefficient. This Report 
suggests that while the SJMCC is outperforming its category (a three-year average of 
40.6 percent) at 49.8 and 55.1 percent for FYs 2004-05 and 2005-06, respectively, it is 
still operating at the lower end of the "efficient range", indicating potential for more 
efficiency (p. 78). 

In the long run, the SJMCC may nm into capacity constraints. In the short run, it may be 
more logical to first increase its current space usage by about 15 to 20 percentage points 
to a level closer to the practical maxirnum of 70 percent before an expansion is 
compellingly justified (p. 102). Assuming that attendance is an acceptably accurate 
benchmark, data suggest that simply building a larger facility does not necessarily lead to 
high productivity, even for convention centers with the competitive advantage of locating 
in an attractive location (p. 74).14 While a less expensive upgrade renovation could make 
the SJMCC physically more appealing, an expansion requires financial resources of an 
entirely different magnitude, not to mention the long-term higher operating cost and the 
high risk of failure that niany other convention centers have suffered (p. 101). Even if the 
competitive advantage of a bigger facility eventually emerges, it is likely that it may take 
years to surface after the expansion, and the City needs to be prepared to bear the 
financial burdens of higher operating costs of a bigger facility until it can become 
financially self-sufficient (p. 101). As the success of a convention center is contingent 
upon a wide array of factors, an emphasis on expansion of the facilities could likely lead 
to unrealistic expectations (p. 106). A comprehensive answer to the question of 
expansion or renovation deserves much niore in-depth research and study. 

l 4  Extensive research has shown that many of the expanded facilities did not generate a substantial 
improvement for the convention centers as predicted (p. 100). 
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Performance improvement could be an alternative solution. The SJMCC could further 
improve its current facility occupancy rate, further diversify its client base (p. 3) to 
reduce the risk associated with reliance on one industry (p. 103), and enhance its service 
qualities (p. 3). If a facility can be improved to run more efficiently and competitively, 
then expansion is not a prerequisite for success (p. 3). 

A perfonnarice assessment framework, while instrumental, is merely a tool, not an objective in 
and of itself. Such a tool would be much more instrumental and effective when the objectives 
for success are more clearly articulated (p. 90). Is success defined by the general economic 
impact, enhanced city image and civic pride, fillallcia1 independence of the facilities, tourism- 
related tax revenues, the nunlber of out-of-town visitors, hotel room-nights, a combiiiation of the 
above, or other factors (p. 89)? Clearly defining 'success' for the SJMCC, while keeping in 
mind that criteria could sometimes compete or coritradict each other, such as a high out-of-town 
visitor volume possibly risking the opportunities for hosting more lucrative local events, is an 
important next step (p. 90). The comprehensive assessment framework proposed by this Report 
is only one of the ingredients required for success. Its fill1 effectiveness will only emerge when 
working together with a conipelling clear vision and a comprehensive set of competitive 
strategies (p. 106). 

Objectives, Scope, And Methodology 
The objectives of this Report are to: 1) provide an overview of the various internal and external 
constraiiiilig factors that impact the assessnient of convention center perfonnance; 2) establish a 
multidisciplinary perfonnance assessment framework that ascertains various aspects of 
managing convention facilities effectively; and 3) use this assessmerit framework to analyze the 
perfonnance of the SJMCC (p. 7). In addition, the author of this Report proposes a set of 
recoinrneiidations to improve the future operation and performance evaluation of the SJMCC, 
some of which are included in this summary (p. 9). 

The perfonnance evaluation framework presented in this Report complements the ongoing 
annual perfonnance audit the City Auditor's Office conducts (p. 14). While the City Auditor's 
annual performance audit reviews all of the facilities TSJ manages, this Report reviews only the 
performaiice of the SJMCC (p. 15). Also, this Report compares the SJMCC's performance to 
the industry average and a set of major- and medium-sized convention centers." Whereas, the 
annual perfonnance audit compares gross revenue, net loss, economic impact, and customer 
service performance actuals to individual perfonnance targets as stated in TSJ7s Management 
Agreement with the City (04-05 Audit p. 5-6). In addition, the Report identifies and utilizes 
assessment measures and analyses commonly used in the convention center industry which 
provides an assessment framework for future performance analysis (p. 14). Lastly, in order to 
ensure a complete process, TSJ was consulted during the research phase of this Report and has 
offered valuable input and comment. TSJ and City Administration have provided comments 
which have been incorporated in this summary where applicable. In addition, TSJ has been 
given the oppoi-turiity to present its response, which is shown on the pages following this 
summary. 

Data used in this Report was adjusted for inflation, where appropriate. 



Horiorable Mayor and City Council 
City Auditor's Suininaly Of 'fissessiizg Pe~fonnaizce: An Analytical Framework For The UMCC" 
October 4,2007 
Page 17 

Most of the comparisons in this Report are for FY 2004-05, though some comparisons include 
FY 2005-06 data when available (p. 14).16 As noted in The 2004-05 Annual Pe$oi-~narzce Atrdit 
of TSJ Irzc., the time period is significant, in that as TSJ took over the management of the 
facilities from the Department of Convention, Arts, and Entertainment (CAE), it booked both 
new businesses and fulfilled business bookirigs that the CAE booked in FY 2003-04 or even 
earlier. Given the long lead time between event bookings and the dates events are held, it may 
take until FY 2006-07 before TSJ can be held solely responsible for the SJMCC performance 
(04-05 Audit p. 25). 

The research and analysis methods performed for this Report are as follows (p. 15-1 6): 

e Literature Review: Two major types of publications were examined, including both 
professional reports and research reports (p. 15, 1 19- 123). 

e Interviews: Numerous interviews with TSJ staff, industry professionals, and scholars were 
conducted for this study (p. 15, 125-126). 

e Statistical Analysis: Basic statistical analyses were used in evaluating correlations 
and trends. A statistical composite matrix, the Productivity and External 
Attractiveness Matrix (PEAM) was developed specifically for the purposes of this 
Report (p. 16, 1 13). 

e Surveys: The author of this Report conducted a survey for this project in March and 
April 2007. Out of about 1 10 major- and medium-sized convention centers in the 
U.S., 27 convention centers returned valid surveys resulting in about a 25 percent 
response rate. (p. 16, 113-1 15). In addition, this Report cites surveys that have been 
conducted by various entities and individuals. 

Productivity Measurements: The figure on TJnit Attendance (p. 72, Figure 19) uses 
raw data from U.S. Census Bureau-Arts, Entertainment, Recreation; CCTB (Chicago 
Convention and Tourisin Bureau) & PricewaterhouseCoopers 1 4th Annual 
Competitive Analysis Report; and the author's survey (as mentioned above). Unit 
Attendance is simply defined as the number of attendee-days divided by the gross 
exhibit square footage. 

e Industry Average: Data from the author's survey and data from a 2002 Ernst & Young 
report on convention centers in North America, Europe, and Asia were used as the industry 
average to compare SJMCC's unit revenue and expense per square foot of exhibit space. 

e Set of 50 major- and medium-sized Convention Centers: The figure on External 
Attractiveness (p. 70, Figure 18; p. 7 1, Table 13) uses raw data from U.S. Census 
Bureau-Arts, Entertainment, Recreation; CCTB (Chicago Convention and Tourism 

At the time of the analysis, the City Auditor's Office had not audited the data for FY 2005-06. 
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Bureau) & PricewaterhouseCoopers 1 4 ~ ~  Annual Competitive Analysis Report; and 
the author's survey. Figure 18 shows SJMCC's external attracfiveness relative to 50 
other U.S. cities with major- and medium-sized convention centers using the five 
attractiveness criteria listed on pages 67,68 of the Report. 

The intuitive explanation of the External Attractiveness Index is that: more hotel 
rooms in close proximity to convention centers, higher sales volumes in the Arts, 
Entertainment, and Recreation and accommodation industries, a higher share of 
these industries in the local economy, and the higher total revenue volume of all 
sectors, all contribute positively to the external attractiveness of the convention 
centers. Conversely, a higher average hotel room rate contributes negatively to the 
convention centers' external attractiveness. 

e SJMCC's Relative Hourly Wage (p. 44,45, Figure 12): Data used in this figure is 
from the Bureau of Labor Statistics (2006 3'd quarter) and convention center wage 
from Tradeshow Week 2005. The average wage in Santa Clara County is ranked the 
second highest among the 326 largest counties in the US., outpacing San Francisco 
County. 

e Percentile Rank of Normalized Average Convention Center Labor Wage and 
Unit Employment (p. 46, Figure 13): Data used in this figure is from Tradeshow 
Week and DMAI (Destination Marketing Association International) 2005 compared 
to SJMCC wage adjusted relative to average hourly wage. 

e Percentage Share of Revenue and Expense Items (p. 47, Figure 14): This figure 
uses Ernst & Young 2002 data as the industry average conipared to SJMCC's unit 
revenue and expense data. In addition to the actual monetary figures on unit revenue 
and expense that are illustrated in Figure 11, Figure 14 further contrasts TSJ's 
weight (percentage shares) of various budget items with the industry. SJMCC 
revenue and expense estimates for FYs 2004-05 and 2005-06 were provided by TSJ 
staff. 

e Expense Per Square Foot of Exhibit Space by Size of Convention Centers 
(2004$) (p. 48, Table 5; p. 49, Figure 15): This table and figure use data from 
PricewaterhouseCoopers (PWC) & Internatiorial Association of Assenibly Managers 
(IAAM) 2004 Convention Report. 

e Occupancy Rate: According to PricewaterhouseCoopers and IAAM 2005, p. 5, the 
conventions industry has traditionally considered 70 percent as the practical 
maxinium occupancy rate, and 50 to 60 percent as the "efficient" range. An overall 
occupancy rate significantly below 50 percent is often suggestive of inefficiency in 
operating the facilities; while an overall occupancy noticeably higher than 70 percent 
is indicative of running the risk of losing business opportunities by frequently 
turning away events. 
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Tradeshow Attendance: The author of this Report uses data from Tradeshow 
Weekly. He states that "the data from TIze Tradeshow Weekly are the most reliable 
measure, as these data are from actual post-hoc summaries of the 200 largest 
tradeshows and conventions of the year (the so-called "200" events in the 
conventions industry). . ." and that "the '200' events are a better indicator of the 
actual demand for convention space and services." (p. 21). 

Steven Hendrickson 
Interim City Auditor 

Attachment A: "Assessirlg Perfori~zaizce: An Arzalytical Frai?zework for the Saiz Jose 
McEizery Coizveiztiorl Cer~ter" by Mr. Kai-yan Lee can be accessed at the following URI.,: 
~vww.sa1~ioseca.~o~~/a~iditor/Ai1ditMe~no~/O65O/Attac111nentA.~~~f. If you would prefer a 
hard copy of the report, please contact the Office of the City Auditor at (408) 535-1250. 

Attachment B: Mr. Kai-yan Lee's current resume can be accessed at the following URL: 
~vww.sanioseca.~ov/auditor/AuditMem~~~/O65O/~~ttachme11t~.pdf'. 

cc: Debra Figone Patrick Sawicki Tara Torkanlan 
Kay Winer Graciela Martinez Meghan Horrigan 
Paul Krutko Pak Hung Becky Gile 
Brian Doyle Daniel Fenton Joan Rivas Cosby 
Larry Lisenl~ee Daniel Cunningham Janice Williams Oliver 
Jennifer Maguire Jerry VonTress Erik Ferris 
Scott Johnson Diana Ponton 



Attachment A 

N SAN JOSE 

Sullject: 
'Tcnnr Sarl Josc liesportse to City Auditor's Su1111rt;tr.y of  the Study "Assessing I'erforri~unce: An 
Analytical Fra~nework fiw the Sun .Jose &lcl<:nury <'onvention C'ente~." 

Tt'il111 Snn Joso apprcci:~tcs ille opporiuni~y to resj70niI 10 illc \\ark ~ o i ~ l ~ ~ l e t e d  h! Mr. 
l,ec', comn~issiuncd by tlle Sa11 Josc City i^\t~(litor's Oflice. 'l'lit' report psoviclcs a gootl 
slariing point to compare Snti Jose's pcsSorrnance lo otl~er convcnriorl iicstiltation.;. 

Our response \I i l l  higl~light a number oi'cllalleitgcs nncl cctr3cerns 'I cum Sun J use l l i t ~  

abo11l tising this typc ot'rcpc)~.t \\lricl~ ~ r c ~ i i e ~ i  li)r i t  gr;tduatt' illc'sis. \~'liilc tltc ~,cj)olt 
points to arcas Ihr li~rtlicr. c\.aluation ;tncl ~.cvie\\. ciccisioi~s about tile ol~crations ol' 
tlto thcili!ios sho~l l~ i  ho htiscd o n  a cotnparison ofcompctitivc ccntcss i n  tltc ir~cfuslr; to  
p i n  insiglit nbot~i possikle cliangcs to tile service dclivcry n1oclt.l i n  San Josc. 1 cniti S:ln 
Jose 11;1s gone S~~rtht'r to c\faluate S ~ I I  Josc's pertbri~~arlcc bascd on ;t coinparisoll of 
competitisi, centers in thc industr! . 'l'hc lie\\ stuciy results arc fttrlhcr ciiscrtssecl 1atc1+ in 
oitr rt'porl. 

'I'cam %;a11 dose looks Sor\\artl to  \\orking \\it!) i l ~ u  Autlitor's ul'iicc to ii~rtl-rcs e\ al~iatc alld 
rc.\*ie\\ pcrli,l*m;~nctt h;rci%ri 011 i~~lirrnlalion fi.on> hot11 stitdies. 

Our rcsjwtlse is  ciikgorized into a number ol'scctions. incluiiing: 
1 . S~inilnarj. ol'Ol2port~117ili~~ ;111d ( ' O I I C ~ ~ X I S  

2.  Study h,lctl~oclology 
-3. Cornparalive ('cntcrs :~nd Scleclion 
4. Xudiior"s Sumni;ir\ I<cco~nme~~ii:~tioi~s :Anal>sis 

e I:i~~:rncirtl I'e~~li)rrnnncc. i2sscssmci1l 
@ Vconomic !mprtct Asscssrncr~t 
e l'sodiict ii~iiy i4ssess111eni 
tl, (Juali~y Xssess~ncni 

5 .  'l'cam Sa11 Sost' I<es.;lllts 
6. C ' O I I C ~ L I S ~ O I I  

i t ~ i . ,  I cc', ~cllolt \\a\ C ~ > I I I I I I L ' ~ ~ I I  ;1h 4 ~ I . I ~ ~ I ~ I ~ I ~ L L  [ I I C S ~ S  ~e~jl~irc~iieltt 1 0 1  Ili,  > , ID\IL'~S I>CSICC\ ;I[ 

hll l :al~cl 1 lar\;ll tl. itit. 1 . c ~  ieceivetl liis iSncllelt>s, oI ' : l i  15 depec in  ,2rcliitcc111cc li.0111 I;(' 
13cl.hclcq ill  ?(foO. htl., 1 ce'c ncndcinic leslttllc i \  rl~ipi.e.;,i\e. It sllortltl h~ ~ioretf [liar klr. I.ec l ~ a ,  
ilo ilitlustr\ rel:~tciI L ' \~~~I .~CIICL ' .  



C' i t j  A~rtlilttr's Sutttn3ar.y of' Mr. I,ee St110y 
Assessix~g I'ci.forrr~:mce 

Page 2 of I0 
Srrr~rmal-j~ of Opportunities : r r ~ t l  9:oncer.n~ 

'l'lic iluclitor's Siimtiiary defines industry averages ll~rougliout their report as derived 
l'rom NIr. 1,ee's stirvc!. and data tioni a 2002 report by Emst nncl Young on convention 
centers in Norther11 America. Europe and Asia. 

5 111 O L I ~  opinion and h;lscil on clnta a~itf studies 1i.oni IA,:\ibt jliinci l)h~lA!. nationiill~ 
rccoyiii7ctl stnniinrds 01. a\fcmycs to measure cicslirtatiotl convcntioit cc~ i t e~  
pcrfi)rri.riincc iioes 1101 exist. 

'I'hcrc arc sc\cral strr\.cjs complccccl :~nnuall!'. it~clucling tllc 9003 report by ILrnst 
ancl Yoii~lp. LO gi~iii liiiiited information abtrut con tc i~ t io~~  center ~.rt.rlhriiiancc. 
I I~\ \ fvcr .  ll~esc sits\ c j  s ;ire tiot i i t ~ ~ i i l t c l  10 ~ I I S L I I . ~  tli;it ditt:~ s~il>~ili ttc~1 is 
ci)mpasahlc nrilor~g all centers nncl they arc grouped illlo large seglucilts insteaci of 
tritu competiti\,c sets, 

'l'c;11i1 SIIII Jose 113s ~ O I I C  Iiirtller to c~,alurttc S;IH Jose's competiti\.ci~ess and 
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The Atiditor-s Summnsy of Mr. l.ee's report provides thnl absolule uoncl~isions cannot bc 
clra\vn. 1 Io\vc\~er, h4r. 1 . c ~ ' ~  ~011~11i~iotls a~ld recornmc~id~~tiot~s are Iiiglilightcd i i i  tlie 
Auditors Suiii~~~ar}.. 
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dici not pro! irfc inli)r~iiation abo111 'I'cii171 S;iii .losc.s sttccess i l l  ~ e~ luc i~ ig  opcsiltilig 
loss. .l'eani S:I~ Jose 111s iirc1.~~1seJ revet~ile hq hO.io/O in thc last t111.c~ qc~11.s ittld 
scducctl operating loss 13) 50'%,. 

* 13zisccl oti a nc\v study, Sail Jose's operating loss r.an1;s in tllc lojiur hrtlfol' 
C O I I ~ ] > ~ ~ I Y I ~ ~ L '  cet~tcrs. '1'11~ s ~ t ~ d y  is b~lscd 011 i1 re\,it.u of 'c~t~i j~~' t i t i i*c ce111e1~ to S:~ti 
.lose i111d il~clucles Atistin. Kalist~s ( ' i t > .  I'oi~tlanJ, Sncran~entc). U'i~slii~iptol~ State. 
Salt L akc ('ity. Reno. and I ong Beach. 



C 'ity Autli tor's Str III 111:r ry of hlr. I,ce Study 
Assessing I%cr.li)rt~~ar~cc 

I':tgc 3 of 10 - .  * AS 1)0intcci 0111 it1 tlie Autlilor's Sumliiasy. I enm Sail Jose \vas tkced wit11 
unknoi\li clialleng~s in their first yeas of'opcrations including the C'itl's prm ious 
managcrncnt lack of solitl bookings procl~~cccl at tl-rc S~iciliiies. 'I'his o i~c  esamplc 
prot icled a $2 irlillio11 gap in revenue t11itt \\.its C S ~ O C ~ C C I  baseti on i11e Cit! 'S 

bucigct tlati~ pro\~iclccl to all K1:P bidtiers v> illg fix managcnle~ll of" the Ihcililics. 
'I'catii San .lose also quickly completed a till1 analysis oftlie hookil~gs tthicil 
stlo~~ecl that bookings \vcl-e riol accumtc. I'hese i ~~accumcics resir t~ctl in a loss or 
$1 million in htlsiness. I'vcn wit11 111esc chullcnges. l'cai~i Sat1 Jose still increaseil 
scvcnuc o\?cr tlie previous ycar. 

o ilnoll~cr csnniplc is &,oil nncl bci~cs:~ge re\lcltilc in ):\' 3004-3005. -1'iic Aitclikurs 
Siimmasy suggests tha~  IJICI-e is an i1i~01isiste111 iisq) i l l  reve1111e tlic first c a r  tllat 
nccds liirtlicr nnrtlysis. 17i~t.fllcr I C L  icu \i i l l  slio\z e\.clits tli:ll ust. inort. ibocl and 
l X ! \ ' ~ r i i ~ ~  S l S \  ~ C Z S  \ \ W C  CSPCC~CC~ i l l  tile l i l .~~ > t i l l .  0~'01121'ifli011 t l l~ l l  dicl 1101 

ii-~atcsinli~c, nliich is iiislkcr disct~ssoci later 011 our report. Since I:Y 2004-2005. 
f'ootl atld bczusagc revenue has i~~crcnsecl 107.8'!1,. '1 lie gso\vth in Ihod and 
I>c\ crape se\cnuc li.orn 1:Y 2005-2006 to 1:Y 2006-2007 ~viis a 23%) incsi.:isc. 

I':\.cI~ 111011gli these a1.e 110 natiatlc~lly recogltii.cc1 ilidustty skminrds ;I\-r~ilnblc to 
bcnclimark pcsti~r.riinllce. t l~e Auditor's Summar! scpor.1 scli.ss to indus~sy sianiiascls. In 
atlclitioi~ 113 illis conccni. thcsc arc 3 number o f o ~ h e ~  challcngcs tvitl~ tlic study 
methodology, ~sliich incl~lcic: 

I. ?'hc study rclicd 011 b ~ < ~ i t d  surveq iiislri~n~cnts that 1uci;ctl clciinilions in cti.clcs fbr 
those co~npleting the sus\,cty to adzrluatcly respond. 

3. '1 he s ~ ~ r \ c y  aslced ciglltcen clucstiorls. I?o\\c\.cl.. only live ails\\crs ncsc rcclilit~il 10 
be submittcci. I'liis Iinlik the center scsponscs and co\il<l load to incorrect or 
i~~;icci~siitc C O I I C ~ L I S ~ O I I S .  

7 ,  Cli'hcu selectiilg cciitcrs hi. the strrve). the report (fie1 not tnlte into account 
\i'hctltcr thc centcss are trite conll,e?itctrs o f  San Jose ai-Icl tlitl ncli rescare11 tlic 
dcstinatiati to bcttcr itnJcl.stantl their m:iskciabilit! . I:ol esnnq~lc. I la\\nii 1ins ;t 
neuly renovated ant1 c\;pandcil convc~ltion center. I Ia\\;iii is also { I  tacntion 
dcstiiiation tihc1.c Sari ,lost's fhcirs is R ~iicetilig allcl c ~ i ~ v e i ~ t i o ~ i  i l c s t i t~a t i~~~ .  1,ali.r 
i l l  this I . L ' ~ O I ' ~ ,  Teat11 Sill1 .Jose Itighligl~ts opportuiiitics to measilrc San .losc.s 
cotnpctiti\ e~icss bnseii on l ie\v sui vcq data hcii~g relc:rsed latcr in >ctohes. 

e 0111 oi'tlic 27 coii\'ention oenicss responding to h4s. 1.cc.s siis~c!, onI> sis are I ~ L I C  

conil~ditoss 01'Sart .I ose. C';Z. 



11s ari itidus~t.y, con\.cntion cetlters allti coii\cntion anti visitors bureaus Iruve challenges 
\sorkitig ~ogctlier to pro~iilc a s t i ~ l ~ l e ~ s  experict~ce liv custottict s. ;I net\ stud)' relcascci 
h ilic Intcsnatinnal Associkttion of'ilucliroriu~i~ h,Iat~agers and l>cstinntio~~ iL1arl;ctiny 
i"\ssociutio~~ Intemati{tn:il. clernonsl~.ates tile I I C L ' ~  Sor tlie iliiittstr~' ;is B \\'hole to r~iri\~ctit 
hi)\\ s:ilt.s. marlieting. nnd con~cntion centcr tnanagcrs \\ot.Ii togeilictr to tlelii cr rcsults. 

1'c.ari.r Sat] Jose is olic ol'thc 0111y i~t~lcjcls i n  t l ~  coti111s! tIi;11 \iorks ~ltirier one li~iibrcllit 
l iom sales, niarkcting. ant1 IIOLCI ~ ~ ; ~ s t t i e r ~ h i ~ ~ ~  to t>iar~nging the C'on\cnrion ('ct~tci.. 'l'lle 
rcporr (fernonsirales San Josc is ahcud oi'otlies dcstilltitions to proside C L I S ~ O ~ C ~ S  1% i t l l  tlie 
tools and ~.esourccs ncedccl Sol- sttucesslitl e\,ents 

For allnost a yeas no\\. S~un Jose Iias j~arincrcd \\.it11 n collij>etiti\ c sei of con\ cnrion 
centers to benchmarl; a list ofhusincss or optsating iteti~s inc.ludillg sentol rc\,enlle. 
t~ccupuricy. ancl food unci bcvcmgi. r c ~ c ~ i ~ ~ c .  1 he grt)it/'t O ~ ' S L ' \ ~ C I ~  C L ' I I ~ L \ ~ Y  iticlu~litig Sari 
Jose. I'l~ocnis. Szitltle. Vrtncoui el-, Iiet~o. I)c~l*tlainci, ~ t i l c l  Sun Iliego. \ oluntarilj joinccl 
~ogctller 10 I ~ c ~ I c ~ I I I ~ ~ I I . ] \ :  h~~siiiess 11i0cieI~. O ~ ~ s a l l .  . I  Ci1111 Silt1 .losL"s I ) ~ I S ~ ~ C S S  ~notlel drii es 
success a s  a cont]~criti\ c lentlcr i n  ilte COII\ ention cclites ai~cl tutir.is~tt inclustry. 'l'he rcst~lts 
e o ~ ~ t i ~ i i t ~  10 slio\\ Sa11 .lose sc~r)licl aiict third in tl~c p:1c1; rcsi'tccti\ e l '  \\lien conipasing 
rcntal I . C ~ . ~ I I U C  iltid fbi>{l itnd be\ eragc rei7cnue. 

Althutrglr we rank: \\ell upinst thcsu ce~itcrs. t11e1.0 is 110 st;tiid;lsd i~lciitstry ~.epostii~g 10 

compare rc\cniitl arid experisus as an inciuslry. I:ol csn~nplc. pr~iking atttl Iiotel/lottrisn~ 
tax ~ L ' S C I I L I ~  ;1re not i ~ ~ c l ~ t d ~ t l  it1 l'carii Snn .lnsc's rc~ut~tlc tot~tl. iil~erc man! other centers 
inclutfc puslcing ;lnd Iiotel!tousism tax rcvcni~u iri their nperi~titlg results. ('o~nparitlg 
esl7ensus is ctcn n-lore cllallcnging. I:os c\inn~l~lc. ullnt Sku] .lose calls '"sepair ancl 
ni<iintcna~~cc" could he dclini.tl as -'contt.acts^' iii  0111cr descinarions. 1 lie convcntiot~ 
center industry i s  \vorlii~lg o n  cle\ eloping stanci:lr.iis ;ii.rcl S ~ I I  Jose is ;lntong a riu~nber 01' 

dcbtinations hell~ing to 1 ~ ~ a d  L11is st'\ ic\v to ere;~tc jlttlustry I \  idi' stailtI,ti.tl,s. 



City Autlitor's Srlti~rl~a~+y of' Mr. I,ec Stucly 
Assessing t'erfi~t.rn;~r~cc 

]'age 5 of' I O  
San Jctsc's esistiirg competitive set higlilighted above provides n good hnseline Sor 
comparison thouglr it docs not pnt~ictc n truc picturc t~gainsl co~npetit i~e ccntcls \\ill] 
similar s i x  or sp~tce US Sill1 Jose. 

111 un effort to provide 21 ibis can~parisotl to oilres co~l~cntictn centers of similar sir.c il1;it 

S~tn Josc coixpctcs \\'it11 on it rcgiilizr basis, 'T'ealn Stin Jose Itired C'l i Johnson ('onsulting. 
IIIC.. a firm ofnatiol~ally rccogl~i~cd industry C S ~ C I I S  \bit11 ovcs :20 yei1f.t; ~ l ' e s p e r i e ~ i ~ c  in 
t l~c ctrnScrenccl'convc"~~tio~~. Irotc1. to~lrism. i111(1 gcnelal real estalc consulting tielcis. 

'I'lie stuclj* is bascci 011 data pro\,idecl by each pnriicipatilig c o n ~ c n ~ i o ~ i  center pro\ iclcs a 
trite cctmp:iriscrn o i '~e \  etli~c anti cspenses by each centcr. Xli111)l ccl-ttcrs haw integr:llecl 
operaiio~~s \\ it11 111cr1tc1.s i\nd oilicr Srt~iliti~s. lilic Sail .lose. C'l 1 JuI~rlso~l C'ons~ilti llg, Inc.. 
parsed ctiit thc ci>nvention center operations S5isly ~ l ~ l r i  researched cuch ccntes's operation 
ill  ifctail to eriqurc a his comparison. 
'I'he collr?cniion ccntcrs incliicieti i t i  tlic study :ire: 

e Orcgo~i ( ' U I I Y C I I I ~ O ~ I  C'ct~ter 
s Aiistin Cion\;cntiotl ('enicr 
* Sltcrainet~to f 'o~i i  cntioi~ C'entcs 

\Irashingturl S~:ltc ('on\ ctiti011 ('~111er 
* 1-ilc Salt I'nlacc (S:~lt I.ahc C'ii!. 1 Itall) 

c Kansas C'ity C'onventjon C'entcr 
e Long Beach C~n\~c~itiorl  {'enrcr 
s licno C70n\'enlion I'entes 

\Vliilc rcsi~lts are still being c\~;il~~ntctl, the total si/e and square Ihotugtt 01'the Ilrciiilics 
sl~ow a 11ccd Ibl Srun Sosc ti-) ~ r p g ~  atlc a~tcl cxparicl irl olifer to stay co i~ ipc t i~ i~  c in tl~e 
indttstry. Still Josc contir~ues to work liai.cl to keep tile co~i \ .e~~t io~i  busii~css \\i. liu\ L" 14 liile 
11.) ing to attract IIC\V I,tlsinoss. i\ ni~rnbcr of'kcy c ~ n \ ~ c ~ l ~ i o i i s  hn\'e mo\ ~d to  oilier 
Jcsiitl;itions :IS tile> Iiavt. gso\li~i toct lalgc w slay in Sat] .lost. 111 niliiiiio~i lo (I loss of' 
current business d ~ i c  fo ~ t l~c i i~ igs  ~iltgro\t ing us the luck ol'csl~il~it nncl 17iill~0011i SSP;ICC 

pso\.ide lirnililliolls to ntts:lct cii i'lkre~lt t ~ p c  ol'clscs ihr [lie currctlt SI);ICL' i l l  our ii~\.e~itos\,. 
San Josc has tlic ~liis~i s~iit~llest c\iIlibit hall space and the sn~allest l~nllroom ol'tltc 
ct)~~\entioii ceiit~rs stiidi~d. 

Keti tul ltevenue . - 1 he Auditt,t+'s Surn~~iary highlights ~ltrrt Sun Josc has consistently ot~tj,erli)r~~icd otlier 
CCII~L"I.S L'\ '~IIu;zIcc~  SO^ ~ ~ 1 1 t 3 1  I.c'\.'~IILIc'. 



C'ity At~ditor's Sari1ri1:il.y of' Mr. 1,ec St c~dy 
Asscssilig I'cr~f'orrrratrce 

P:xge 6 of XO 
I lo\vcves. h e  Siitnii-tal+j of' Mr. I-ee's report clisco~tnts perSosrttunce in I J \ i  2005-2006 rtt~d 
poitits to South I lall' as :I reason for thc: dcclinc it1 sci~tal r c \ ' cn i~ .  South I l u l l  lias lielped 
Sail .lose i.ct:liti cestuin c ~ e n l s  Illat tverc outgro\ving tlie con\.ci~tiolz center: ho\jcicr. tlie 
space cannor bc sold as linisl~ed cslribit space uhich psoviclcs challcngcs in bookirzg tlzc 
Si~cilily. 

Yood anti 8cvcr;ige Sitles 
C'entcsplatc: ie\>cnue l~erfhrmatlcl: iml>so~xs ?oar over jecis. '1'c;tm Snn .lose's c o ~ ~ t ~ - a c t  nil11 
the city pro\ ides ilcxihilil> Ihr .l'cilili Sat1 .loso to cotiirol r.cvc1111~ gcnuratiiig 
oppc~rti~t~itios u it11 suhconlraclorx iilcluciil~g li)otl anrl besesagc ~ ~ s I I ~ L ' s s ~ I ~ ~ ~ s .  I ci\tl1 Sali 
Jose clisagrces with thc A~~di luss  Summary that adclitio~~al r~nulysis ~icccls ti> hc colnpletecl 
to assess Ihocl nncl beverage rcsei-tue. Peam S;tn Jose. husccl on external aiidil, agrccs t l i ~ i l  

~i re\ icn ancl aitclit o f  C'entespl;tio's haoki~igs sl~ould he con~plc~ccl. I'his u i~l i t  is t:irrrcntlj 
being cotnplcled. 

'I'e:in~ San Jose is conli~iel l~ in (lie success oI'Ccntorpl:ltctto generate fi>oil and bcvcl.a?c 
rcx uliue li)r SHII .lose's COIII ~1itii)n center and cultcisal I'rtcilitics. Haset1 on the clnt:~ 
pro\sidecl ilelo\s. lond ancl beverage I.e\Jcnilc rc~nains str.oi~g :unit contit~ites to grin\ 1 car 
0\er 1 oar. lu aclclition. 'I'can~ Snll ,Jose 11ieets \$it11 111~ Ciij h~1;liiagcr's Oflice ;ilitl I>otll the 
i3criiget ~ ~ n c l  Fin'rncc ofliccs o11 a ~~-tontlil> lusis 10 sc\.icu p e r l h ~ t ~ ~ ; ~ i ~ c c '  hasctl or1 origin:~l 
jx(!jwtioi~s. iil)j?~i)\'~d rt1111iial \3udgels and ('ti era11 SLI~LISC Sosec;tst~. 

'Team Sari .Ic)sc t~lso d i ~ i t g ~ e ~ s  \$it11 tllo Atidilos's Siimtnus> r c c o ~ ~ i i ~ ~ c n d ~ t i c ) ~ ~  I<)  ;ISSCSS the 
~ossibilil! ofi~nposirlg pcrSor~~l:lnce I I ~ ~ H S L I S C S  li'tr S ~ I ~ C O I I ~ ~ ' L I C ~ O S S .  AS liigliliglited in ihc 
gri~pll belo\\. li'tocl C-IIJ 11evc1;tgc re\ C I ~ ~ I C  l i i i ~  grots11 sigi~ificanlij since l:Y 3004-2005. 
Sitlet. 1:Y 3004-2005. San Josc's food and be\ erage rc\.cnuc htls incrcasecl 107.8"/;,. ". 1 IIC g10\\ tll in fi)ocl ancl I3cveragc rc\.cnuc fiom FY 300.5-3006 to I;)* f 000-3007 ivns n 
32% i~.iereast.. 

Food & Beverage Revenue 

04/05 C1510C5 OG107 

Fiscal Yaar 

~ i t u t ~ i  I I Z I I I .  a 3tiilltl alone 31r.tlciut.c is sepal.;lti. 1i.0111 tl~e con\~entiun centor nlitl 1\11ile i t  atliis 
80.000 >cluorc. rcct or'sl)acc. tlie s~-~:tcc is u~iicltic i311tl trot conti~iroi~r \\ i th  tile rest ol'tllc c\tliil~i~ 
sp;ice ill tlie coii\entio~t cenlcr. 111 atlclilion, tlic co~i~tr~rctioll ttf tlie \lIiICC is 1101 ccr~iiplclc. tlw 
Ilocx.irlg oi t11c I~ltiltliiig is not gr.:~clctl. [he stsucttrre tloes nc i t  pr.o\ idc sl~.e~l;:tll f i ~  r.i~girls :111(i 

h :~~ l i r~oo~~~s  iiic ,t i l l  1101 iliztallerl ill lllc lhcility. A11 oStllcse itcnls p~o\~iclc c l ~ ~ l l u ~ ~ g c ~  i l l  rel~tilig ll~c 
>pace. 



('ify Aarlitor's Suminaq of Air. 1,cc Study 
Asscssinn, I'crfbraxd~ . net. 

Page7 of 10 
1Sspense Kccommcncfations 
'l'eczti~ Sun Jose agrees ~irith rcvie\\iilg cupcnscs in ftitul~ ycars oi'thc contract. I'can~ Sat1 
Sosc tvill be rclc;~sitiy n ticxv. nnorc in tlep111 stud) that corl.ip;lres 1;tbor rates. employcc 
tiumhcrs ancf otlner expense areas ititli competing destinations. I'l~csc study resitits ivitli 
psovicfc atlditional analysis around rcciucing cspcnsc areas. 

Economic Ixxnp;rct 
liconomic Impact is a clifficult 111e;1siire 11) delinit. '['he i\uciitors Suitim;iry provides o brief 
discussion nhoi!~ tllc limitations aroi~ncl economic itlipact as n sole I ~ I C ; I S C I ~ C I ~ ~ I I ~  01' 
success. fhc sunrmary also p~o\>iclcs a hriefsna],sliol of t l~c  tiiscussion blr. I,ec y)rovided 
i l l  his rcl>o* t '. 

'l'caii~ Su11 .iosc agrees that lincling econotiiic ililpact sofl\val-c like Iiegional I~conon~ic 
hlodclii~g Ins. sl~oitld 13c pur.suctl. 'T'eiirn Sali .iose is \torking with thc Office of lkonoinic 
1)evelrtpmeilt to punner and t~lcsi'c fbr\varcl with this type oi'resourcc it1 tlie f'ttture. 

Occupancy 
Ouctipanc~ 011 its ow11 is ilol a valitl factut fi3t. cleterminiilg expansion 01'111~ l'acilitj or to 
C\  ~ I ~ a t t '  bi~sii~ess PCS~~)SIII~\IICC. O ~ ~ t i j ~ i l i l ~ \ '  S I ~ O L I I C ~  b~ bit~etl 011 tlie lxisi~~ess moclcl of' 
cacll tlcstirlatio~i. In San .lose. {\so p1.iol-irit.s ~1.c itsed to cle1~1-111itic (IIC t)i~sjlless inocicl 
ii1clutiing boiking hotel roo111 t~iglits through corporate iunci out oi'to\\ti convcntiot~s and 
tr~tcic show hoolcii~gs tl.iat gencrall!. bring in local attendees fol. tllc day. 130th are 
importnnt. l)oi\c\,cr this !nix of bi~sitiess C ~ I ~ ~ I I ~ C S  the 0e~tlj3ailcy 1c\~el in the I'acilitics. 

O C C L I P ~ I ~ C >  defiilitions dijfi'r 1)) ci~sti~l:~~ioti. Tho calclil:~tion cctllcrs measure occupaucy 
b\. is nut standardi;lccl i l l  11le indtrstr\.. One center calculales occiipalncy as stlunre hot  
ttccupiecl per ctcnr ft)r tlie (la!.. ~vliich \voitld incseasc Ilicir perccntagc and on]). iiicli~cie 
hooked days not move in-tirovt' out days. San Jose talics a conscr\,otivc approach lo 
occ.upai~c). ant1 I ~ ~ ~ C I S L I T ~ S  the number ol'c\'c~ils hooked in tinc liicili ty per. day. 

Attrscti\.cncss 
i\ttracti\'c~~css in tiot a valid IncasLrre ~ojudgc busir~ess pcrli)s~nailcc. I'llis measure is a 
si113j~ctive I ~ C B S L I ~ C .  'l'eitlil Sn11 Jose tlisagrecs \\.it11 tile Auclitor's ~~~~~~~~~y aroui.1~1 Ibis 
arc3. 

San .lose iintlerstantls its value as n dzstinl~tion to clients 2uid thc i i t ~ ~ ~ i i ~ c  i l l  re\telitic, 
c\.ents a~ld o.t.cn111 llotcl room nigllts booked i s  a good inciication t l ~ i t  San Jose is an 
attracti\.e location Jhr mcetillgs 21nd conicntioils. 'I'oam Sail .lose bclieves that San .fuse is 
attractiix \\ i l l l i l r  tllc dcsiii~:itions \te coinipcte \ \ - i t l~ .  SCIII .lose S I I ~ L I I C I  ~iol he c01~ij>arc(1 to 
tlestincltioi~s tllal are otltsidc ot~r  coiilpctitjve r;iiigc. S:i~i Sosc is cleail. sak, u.;~lli-;~bl~. :1iic1 

aJ'ji>rdnhlc Jbr mcetirlgs. 

' 011c q~ccific report t11;11 \\li< cii,cou11ied :IS ii i i:~hlc eco1117111ic ii11p'ict I I I ~ : I \ L I I C  N;IS I'rofcswr 
LS'a11,iris ;ultl I ittunstinc's ri~cilioil I~oin S;tn .iobc Slate l Jtii\c~sil). hlorc i~lli)~.nlation sllould he 
1>1o\ itlcd ubotit t h i \  y~ccilic st~iti) LO hcttcr ~ ~ I ~ c ~ L ~ ~ ~ s ~ : I I I c ~  and e\i~ltt:~rc thc :issuinl~tioirs ilscd bj  tllc 

S;in Sosc St;lte l Jtii\ clsirq I't~ol'c~sol-c \\ash 



City Xtctlitur9s Sus~taary of Mr. I.cc Stt~dy 
Assessing Perfoni~ance 

l'iige 8 o F 10 
*!'he destitiution pro\~itfes a high level of'hotel options, is i n  close ~zrosimity to thc airport 
;inti offers nurllcl.ous cult~inil, shopping. entcrtainnzent opportuiiitics for gucsts. As mix-c 
clatn is availnhlc. tiiroupli ti study 'l'eam Sizn Jose will be rclcasing in October. nlure 
informarioti nboul Sari Jose's sl~.ength as a destit~atio~i t ~ i l l  be pro\~itlcti. 

('ustonier Service Sur~~eys  
, ., I hc contention it~dustrj cloes not tuck cus.tnmcr scr\ icolsatisfi~ctioli. Tcanl Slut Josc's 
business niodel is fhcusccl on qtl;~lit? ciistomcr service. I earn San .lost tigsces that 
contini~ing customer satisfaction surveys and similar tools arc crilici~l to e~alunting 
pcrfi)r~iiancc. 

'I'cnni Sari Jose ~ v i l l  conti~luc to ttork lo i~nprove custorncr sill-ire) rcturli ratcs. 13nsecf o n  
custolncr si~r\*cy results. 93(% ofcustomcrs woultl return to San .lose iri the filtirrc. 

1-cat11 Snn Jose is coniiclcnt it1 Sail Josc as a dcstii~;liio~i ail~l OLIS ;ihility to ~l~iipe busi~~css 
1:)s t17c Cil!, ofS:iri Jose. '1-ea~n Sill1 Jose i s  proud t o  scr\,c tile Cily ol'Sari Josc a110 tho 
local cornm~uiity through all ir~no\,c~ti\.c approach to custotjier. scr\.ice. 

'I-~il t i l  %111 Jose ili~s it Jir.c)ct impuct on Sail Jose's loci11 cconolny i111i1 i111piicts b~tsitless 
do\stito\\n throug11 3 i~niclue local part~~ershil:, bcl\veen l~otelie~s. labor, the arts 
comnl~rllit>. con\.ention biircau, anti C'etl(erplale, our Sooci urld hc~~erage pro1 idcr. 

In three sllort ! ears, 'f'eium Sari Jose 113s increased r~vcrii~cs .; mr  01 cr jc~ir. s i~j?port~~i  
local ai ts groups. createcl local jobs. increclsed hotel r i m ]  ~i igl~t  hooki~~gs a1ic1 helpetl 
bring nicrre visitors to San Josc ntld ilotvnto\\n. 'l'his slit-cess cot~~sihllt~s to SLIPI:,OI ling the 
local ccoilctmy ;uid tit!, services. 

M'hcn l'catii San Johc took o\,cr :as nianagcr of the con\ enlion ccrltcr ntirf cultural 
I?~cilitics. 1 1 1 ~  C'ily ofS;lt~ . J c ) s ~ ' s  Cori\cntion a11d I'ultilrnl Arts Firnit (I:ugltl 536) u1ici.e 
dedicated tsansicnt occupancy taxes ;it.c trnnsfirrccl b'ls~il on the ('itj's M~~tiicipal 
Os~li~.lar~cc, ~ci~icli  legally rccluil-es Itotel tax fitrids to be ctcdicntcrl to tlie ci>nic~ttio~l center 
anti culti~ral Ihciliiics. LIIC Son Jasc (,"onvention anrt t'isitors 12urcai1 and an Arrs grants 
ixognun \\as at n delicit c~l'approsin~atcly li;000,000 at tllc elid 01'I:Y 2003-3004. '1'11is 
mcanL i l t r ~ t  the (-'it) 's (ietlii-al I:ui~d had lo covcr. proi itlc a -'suhsid\.'- or loati to tile C'ii>.s 
Ilepnrtmcnt managing tl~e coi-~sention ccntcr ant1 cullurnl C~ciliiics. 

At 111e end ofF'Y 2000-3007. the C'ity of' Sail Jose's ('onvcntiot~ and ( '~~ltural Arts I-tlncl 
(I.tir~d 530) 113s groIvn to n positive bal;ti~ce of ojrer $3.0 millitrrl. 'l'liesz fiintfs arc 
?l\,ailalde to iti1j)rov~ k~cili t ic~ a ~ ~ i  erisiirc t1i;it the city's ~ J - ~ I I L ' S ~ I I  ilt~~cl is not used to  
operate tllc coil\ ention ccliter alitl cultural fi~~iliiics. 1~11esc lili1~1s ilct as ~ 'escr~es to 
ol~era~c the f'rtcilities. No C'i t\ 01' Sari Jose Cicn~~!~ 1:und dol&are irscrl ctl~~ri~itlv LO firncl 
the C ~ I I ' I ~ C I I ~ ~ O I ~  CC ' I I~CS - iitl~l ------- ciilti~riil arts lircilities oi:,e~“~tiot~s. 
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'l-ei~m San Jose's results il~clucle: 

o ti~ore r~ \~ i . l~ue  back to the City yecis o\>cr ycas 
CI higher cusionie~. ser\'icc s~iislhction 
o it~crcascd support Ihr tlieate~ ancf arts orgiini /ations 
o ~norc ei~terlninmcnt evr'rzts hooked 
o higher l~otel taxes gencruted as it result oS111ore everits and 

visitol-s to Sa~i  Jose 
i> 3 signilicatlt rctluction in oj)erati~~g costs 

l17c.i.eoi.sii7g 7i.trt7.sie17r O L * ( * I I ~ I ~ ~ ~ L  11' 7 i i . ~  /\'c l*cJ/rrtc' 

I'rrtllsiunt Occl~pi~~lcy 'I';\s ( ' 1  0'1') KC~VII~ICS l l i t ~  i~~creasect I>\. 36.3 94, S ~ I I C C  1003- 
04. I:iscal >car 00-07 hrctnght in S12Y 11iilli011 in Gross I I~ tc l  littoin lici.cnucs, :III 
increclse 01's 1 7 million over fiscal )car 05-06. 
Room revenues or trallsietlt occilpailcy taxcs dircctl~ supporr cii) sersiccs. t11c 
Salt .Jose ('onvetition ancl Visitors 13ureau. arts fi~nclitig itlicl glS;tnts n11d the 
convctltion ccntcs nnil cult~i~-al  fbcilirics. 

f30c .z t . s  (117 < ' t i . s ~ i ~ ~ ~ r c r -  ,St>rvici~ i i ~ ? t i  Ii7c.1-cu.~ iug , /O />S  . 
C'ustol~~c~. Satisli~ction sut-\w> rcsulls indicu~c t11ilt 0-3% ol'ctlston1css \vo~ilii hosr 
another. cvcnt in tile Siiti .lose ( ' t~~i \e~i t ion nrlcl ( ' t i l turnl  1:acilitics. 

, . * I cam Sari Jose's SIICCCSS i~lclirdes incscnsing local jobs hy 22%. 

? 3 1 cnln Satl .lose is committctl to psescrvc 85 C'i\ i l  Scsl ice ~~nsiiioils as l-x~rt ol'oill. 
  nod el. O t ~ r  cmplo) ccs 1iai c ilie esllerlise io dcli\.er qualil> custo~ncr scsvicc 

, % t p j ) o ~ Y i i ? g  c'?d/!/~. id , fr/\ it? sstiti , h . $ c * .  
B I'ci~ni Sail .lost continues to sitpporl our loci11 Arts cominuniry througl~ increased 

booki~~gs at oiis ctilti~ral S~~ciiities. 

o For 17Y 2006-7007. 165 c\ e m  .~icrc bookccl in tllc thc~~tess manageil by n:nnl San 
Jose. 'l'ilis is 1111 i11c1 ettsc oS 1 7.8'!<, o\?er 1-Y 2005-2006. 
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-. 1 earn Son Jose. looks t'r,rc~a~.cf to continuing our stroitg posilive gro\\tl~ in thc i~~iilistry. 
']'earn Sat1 dose appseciatcs 111c \$:ark completed by Mr. I,ue ntlcl lhc t)l.licc of tile C'ily 
Auclilor. Thc study provides good starting 1~0i l i t  to lbc~is it11 arcas of irnpsovcmc111 :inti 
liigl~liglits strengths in dclivesing results. 'l'ean~ Sa~i  .lose loolcs Ihr\\'i~rcl to highlighting 
new compnlati\,e datli cotnplctecl rhat ~zilf prot,ide additional i~ilbl+~nntion about how S:tn 
dose nicasi1st.s compareii to ccntcrs of'si~nilar si7e tIii.11 Sari .lose ~-cgulasl> coml7ctcs. 

? carn S;ln dose looks lbr\vard to conli~tuing oi~s strong ] ) H ~ ~ I I C S S ~ I ~ P  \\ill1 tllc C'iiy 31id 

comrnuni~}. to clcli\es rnnre nlcctings a11cI ~.isirors to Sat? .lost at~il I I C I ~  tllilke San .lose tllu 

b c s ~  ~ l i i ~ ~  LO livc. i i .o~.k,  I isit ii17d II~CI:. 
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EDUCATION 
2007 Harvard University Master in Public Policy 

Massachusetts Institute of Technology Master in City Planning (Regional Economics) 
2000 University of California, Berkeley Bachelor of Arts, Summa Cum Laude 

PROFESSIONAL EXPERIENCE 
2007 - Present Senior Research Assct. Federal Reserve Bank of Boston 

Design, conduct, and lead research projects with emphasis on regional economics, housing market, 
financial economy, and community investment. Author scholarly papers and professional reports, and 
present findings to the Bank executives as well as to the general public 

2006 - 2007 Teaching Assistant Massachusetts Institute of Technology (MIT) I Harvard University 
Taught weekly sessions for graduate level MIT microeconomics and development classes Assisted three 
other graduate courses at Harvard and MIT on regional economic modeling, capital markets, and urban 
development, tasks included holding weekly tutorial sessions and grading assignmentslexams 

Summer 2006 Intern Analyst Financial Market and Community Investment Team 
U.S. Government Accountability Office (GAO) 

Researched and strategized national policies pertinent to financial market and community investments, 
designed analysis methodology, reviewed literature, led expert interviews, coordinated inter-agency 
collaboration, and authored preliminary reports and recommendations. 

Summer 2005 Public Policy Fellow Joint Committee on Economic Development and Emerging Technology 
Massachusetts Legislature 

Served as a primary policy advisor on the economic competitiveness package for Massachusetts to 
strengthen its global competitive advantage on high-tech economy. Coordinated the legislative process with 
different stakeholders, crafted overall policy framework, analyzed policy options, and made policy 
recommendations to the Committee Chair and the Senate President. 

2001 - 2004 Regional Planner Research and Forecasting Center 
San Joaquin Council of Governments (SJCOG) 

Acted in the capacity of director of the Research and Forecasting Center, managed and executed multiple 
economic and demographic research projects Designed research methodologies and conducted data mining 
and analysis Authored and edited research publications and policy recommendations Presented research 
results and recommendations to industry leaders, public officials, and at regional and national conferences 

SKILLS 
Computer Sfatisfical/Database: Stata, SPSS, SAS, Microsoft Excel, Microsoft Access, 

GIs. ArcGIS, Arclnfo, Spatial Analyst, LandView - 
Svstem Simulation and Modelinq. REMI, Vensim, Powersim, ithink 
Publication/Gra~hic/Communication: PageMaker, InDesign, Photoshop, Illustrator, Frontpage, Dreamweaver 

Research Extensive qualitative and quantitative research experience in evaluating short-term and long-term 
development projects and planning polices Specializing in urban and regional development, economic and 
demographic analysis, feasibility, performance, and impact studies Author of analytical reports and editor of 
regional planning research publications Extended presentation experience to various audiences 

Project Chairing public committees, overseeing project budgets, managing human resources, supervising 
Management multi-agency collaboration, directing public and media relationship and outreach efforts, organizing and 

moderating workshops and seminars 

PUBLIC SERVICE 
2005 - Present Board Member Children of Rural China Fund 
2005 - Present Associate Publisher Asian American Policy Review 
2004 - Present Co-founder I Co-manager Asian Equality 
2002 - 2004 Commissioner / Vice Chair Redevelopment Commission, City of Stockton, CA 
2002 - 2003 Council Member Advisory Council, Central Valley Asian American Chamber of Commerce, CA 
2001 - 2004 Founder 1 Co-chair Parents, Families, and Friends of Gays and Lesbians, Chinese Chapter, CA 
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ACHIEVEMENTS 
I 

Rappaport Public Policy Fellowship (Highly competitive fellowship for select top graduate schools) 
,James N Snitzler Scholarship, Harvard University (Competing against all Harvard graduate students) 
Massachusetts Institute of Technology full graduate fellowship (Highly competitive fellowships for new admits) 
Berkeley Professional Promise Award (For recent alumni who have made significant professional impacts) 
Graduated with Summa Cum Laude, University of California, Berkeley 
Class of '24 Scholarship (One of the highest academic awards to three CED undergraduate students) 
College of Environmental Design Fund Scholarships (Highly competitive academic scholarship) 
Invitation to join Phi  Beta Kappa and the Golden Key National Honor Society 
Cheng Family Scholarship, Quilici A&A Scholarship, and numeraus University-wide scholarships 
Highest Honors, California Scholarship Federation 

GRADUATE LEVEL COURSE WORK 
Economic development finance, regional and urban economics, real estate finance and economics, regional socioeconomic 
modeling, public and private partnership, institutional and management analysis, project appraisal and evaluation, 
cost-benefit analysis, urban development, regional and multi-regional accounting, input-output analysis, linkage and multiplier 
analysis, econometrics, microeconomics, macroeconomics, system dynamics, game theory, negotiation and mediation 

SELECT PUBLICATION AND REPORTS 
Lee, Kai-yan. Assessing Performance" A Framework for the San Jose Convention Center. John F,. Kennedy School of 
Government, Harvard University, April 2007. 

Lee, Kai-yan, Liao X, Mahendra A, and Patel A Socioeconomic Impacts ofBoston's Rapid Growth in Trade w~th Asian Countries 
MIT Urban Studies and Planning Department, December 2005. 

Deora, Amy, Kai-yan Lee, Hironori Matsunaga, Masatomo Miyazawa, and May Tsubouchi Evaluation and Recommendation of 
the Information and Communications Technology lndustry Initiative of the Okinawa Prefecture, MIT, May 2005 

Lee, Kai-yan Redevelopment Programs' Effectiveness in Improving Local Economic Conditions, 2003 

Lee, Kai-yan "San Joaquin Epitome of the American 'Melting Pot' " Regional Analyst Winter 2002 1-4 

Lee, Kai-yan Giving Disadvantaged Communities a Voice: Integrating Environmental Justice Programs in Long-range Regional 
Planning. Stockton: San Joaquin Council of Governments, July 2002 

Nguyen, Diane L, and Kai-yan Lee. It is about Building Sustainable Communities: Using the PLACE~S Method to Help Make 
Regional Smart Growth Decisions Stockton" San Joaquin Council of Governments, November 2001. 

MAJOR PRESENTATIONS 
"Current Regional Housing Market Trends and Emerging Local Housing Needs in the Central Valley" 
California Central Valley Association of Realtors, Manteca, CA 

"Lodi Region's Current and Future Demographic and Economic Conditions" 
Economic and lndustry Development Committee, City of Lodi, CA 

"Regional and Interregional Commute Patterns and Implications" 
California Department of Transportation, District 10 

"Rural Business Needs Assessment and the Central Valley Empowerment Initiative" (Panel Discussion) 
Institute for Organizational Training and Development, Hispanic Research Center, Stockton, CA 

"Using Census Data to Assess Health Care Services Needs of the Local Population" 
San Joaquin County Department of Health Care Services 

"Integrating Community Expectations with Long-term Transportation Planning" (Poster Section) 
2002 Annual Conference, Transportation Research Board, The National Academies, Washington D.C 

"Quantitative Environmental ,Justice Analysis on a Regional Transportation System A Case Study" 
California Department of Transportation, District 10 


