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Memorandum 

CAPITAL OF SILICON VALLEY 

TO: Honorable Mayor and City Council FROM: Steven Hendrickson, 
Interim City Auditor 

SUBJECT: SEE BELOW DATE: October 4,2007 

SUBJECT: City Auditor's Summary Of "Assessing Performance: An Analytical 

Framework For The San Jose McEnery Convention Center." This report, by 

Mr. Kai-yan Lee, can be accessed via the internet at the following URL: 

www.sanioseca.govlauditorlAuditMemos/0650/AttachmentA.~df. 


In response to an October 2006 City Council Committee request, the City Auditor's 
Office enlisted the services of Mr. Kai-yan Lee' to research and report on the 
performance 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. K.ai-yan Lee for the time, energy, and analytical expertise he 
invested in performing this review. His report entitled "Assessing Perfarmance: An 
Analytical Framework for the San Jose McEnery Convention Center" (from hereon 
referred to as "Report") has helped reveal the difficulties of assessing convention 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 

1 Mr. Kai-yan Lee received his Bachelor of Arts degree ftom the University of California, Berkeley, in 
2000 and graduated summa cuni 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 Ma~ket and Community Investment Tea111 Intern Analyst. (Mr. Lee's rewune n~ay  be accessed 
at the following URL: www.sanioseca.~ov/auditor/AuditMemos/065O/AttachmentB.~dt).While earning 
his Masters Degrees, he served as an MIT Teaching Assistant. Under the auspices of the Office of the City 
Auditor, Mr. Lee perfonned extensive research on the convention center industry, conducted a survey of 
cornparable convention centers, and prepared a report sunlrnarizing his research and findings in partial 
fulfillment of two Masters Degrees, one in Public Policy (submitted to John F. Kennedy, School of 
Government, Harvard 'IJniversity 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 center^.^ In addition, the Report identifies and utilizes 
assessment measures and analyses commonly used in the convention center industry 
which provides an assessment framework for Euture performance analysis. 

Introduction 
The performance evaluation fi-amework 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 SJMCC's 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 performance actual 
results, to individual performance targets as stated in TSJ's Management Agreement with 
the City of San Jose (City) (04-05 Audit p. 5-6)." 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 performance. For example, TSJ utilizes a 
unique organizational model in which sales and marketing and operations are combined 
(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' businesses (p. 16). In addition, convention centers are inconsistent in the 
recording of financial, attendance, and occupancy information (p. 41). Specifically, some 

2 A detailed summary of the statistical methodology used and the data caniposition 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 -6rom 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. 

4 On June 22,2004, the City Council approved a Management Agreement with TSJ to Inanage 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 fiom 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 recomendations, 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 surnrnary prefaced by summary highlights. 
Mr. Lee's report in its entirety may be accessed at the following URL: 
yyw.sanioseca. nov/auditor/AuditMemos/065O/AttachnnentA.~df. 

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

I. Financial Performance Assessment 
II. Economic Impacts Assessment 

ID.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). 
According to a summer 2006 survey conducted by the International Association 
of Assembly Managers, 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). 

Orz the revenue side: 
The SMCC appears to have consistently out-performed the industry average 
(data obtained fiom the author of this Report's survey and data fiom a 2002 Ernst 
& Young report on convention centers in North America, Europe, and Asia, fiom 

5 TSJ has hired a consultant to build a competitive set of conventian centers. This set will use agreed upon 
industry defmitions, 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 20Q7. 

8 
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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).'j 

Unit 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: 
The SJMCCYs 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. 
Unit 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 hture economic impact assessments of the SJMCC (p. 51-66). 


6The 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 @. 91-92). Accordingly, it may require a different and separate performance assessment 
analysis (p. 92). 

7The 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). 

8For 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 the convention center (p. 43,44). 
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III. 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 U.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 mirrors its moderate 
attractiveness as a convention venue location (p. 8 1). 

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

Attendance: 
The SJMCCYs ability to generate overall attendance is noticeably superior to 
about 72 percent of the same set of convention centers (p. 74).' 
The SSMCCYs 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). 
The noticeable gap between the SJMCCYs 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 Room-Nights: 
e 	 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° 
The SJMCC appears to be slightly below average in terms of its ability to 
generate hotel room-nights (p. 77). 
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). 

Occupaizcy: 
@ 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 noticeably outperforming its category's average of 40.6 percent 
(P. 78-79). 
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 
range7', indicating potential for more efficiency. In the long run,the SJMCC 
may run into capacity constraints. In the short run, it may be more logical to 
first increase the SJMCC's 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. 101-1 02). 

IV.Quality: 
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 further explore improving upon quality assessment techniques by 
building on customer satisfaction surveys used in the marketing and tourism 
industry (p. 83-84). 

10 It is assumed that out-of-town attendees will require hotel overnight 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 
strengtlien, explore, and avoid (p. 83). 

Summary 
The following provides a more in-depth summary o f  kfr. 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 
[Inpredictable Industry 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 tkom macroeconomic conditions is a significant departure 
even for the tourism industry, a closely-related industry to conventions. The high 
unpredictability of demand 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 
demand in the convention industry, while assessing SJMCC's performance (p. 23). 

Impacts of Different lnstitutiunal Structures and 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 not 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 e~nployees, 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 mind 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). 

External Factors Affecting Site Selections 
Many external factors independent of convention center qualities play important roles in the final 
selection of veriue 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; 
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2) Overall attractiveness of the host city, including its physical attractiveness, leisure and 
shopping amenities, and safety; and 

3) Transportation infrastructure, 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 convention centers and therefore beyond the control of the convention center 

manage~nent (p. 30). 


Performance Evaluation Framework: 

As mentioned earlier, the performance evaluation framework presented in this Report 

complements 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 ( W M )  conducted a survey in the summer of 2006 and asked convention center 
managers across the U.S. for their facilities' expected financial perfomance. 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 lie 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 accourits 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 SJMCC's 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 &om 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 and beverage services with Centerplate and receives a percentage of its total 
sales. Revenues fiom food and beverage sales usually account for 25 to 33 percent of total 
revenues for convention centers (p. 94). According to financial estimates, the SJhlCCYs 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 $1.01 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 
followi~lg recornrnendations. 

Recommendations: 
* 	 Analyze related records to determine the reason for the fluctuation in food and beverage 

revenues (p. 94). 

Assess the possibility of imposing performance measures with Centerplate. This may 
help prevent the SJMCC from 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 @. 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). " These factors generally fall into two categories: unit 
employment and labor rate wliicli are further discussed below (p. 43). 

'' Internalization of services is defined as the usage of in-house staff to provide some a f  the services that 
other convention centers typically outsource to other companies. 
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Unit Emnploymerzt: 
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 
0.44).  

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 fmancial estimates 
for the SJMCC, a significant percent of the SJMCC's salary and benefit expense in FYs 2004-05 

, 	 and 2005-06 is attributed to City-related employment 0.44). 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 setting the pay scale or benefit package for the City 
employees working for TSJ (p. 44). However, according to City Administration, TSJ has 
flexibility in its City employee staffmg 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 SJTUICC's 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 financially sound strategy, or if other constraints such as contract terms 
stipulating certain bc t ions  be kept internal, have limited SJMCC's flexibility to 
make structural changes (p. 93); 

Examine the current staffmg 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 

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). 

II. Economic Impacts: 

The author of this Report was unable to perfom 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 Op. 51-66). 


There are limitations to using existing reports on economic impact of conventions in general. 
For example, The ExPact 2004: Conventiolz Expenditure & Impact 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 
s o h a r e  such as Regional Economic Modeling Inc. (REMI), especially as it considers 
expansion in the near future. REMI is one of the most widely-used hybrid input/output 
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). 

III. Productivity Assessment: 
A new analytical tool was developed specifically for this project, the Productivity and External 
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. While there may be other factors in 
addition to these five criteria, they are likely less important and/or most event planners do not 
view them as important (p. 69). 

1. Density of hotel rooms in converition 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 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 significarit 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 framework charts SJMCCYs ability to generate overall attendance, hotel 
room-nights, and convention center occupancy rate considering its external attractiveness 
(p. 71). 
Attendance: 
The SJIvfCC's 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 from consumer and local shows which tend to attract mainly local attendees (p. 74). h 
addition, the SJMCC's ability to attract out-of-town conventioneers appears to be relatively 
moderate, which rriay 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. 73). 

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

l 2  This analysis was based on a sample size of 50 major- and rncdium-sized convention centers in the 1.J.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 £iom 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 underpdormance in 
generating trade show attendance and hotel room-nights appears to be at a comparable level, that 
is, the co~istraint 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). 

Occupalzcy Rates: 
Convention facility occupancy rate measure is similar to the co rnon  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.'3 
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 

l3 Source: PricewaterhouseCoopers and International Association of Assembly Managers (IAAhl),2004, 
2005,2006 Convention Center Report. Tampa, FL: PricewaterhouseCoopers. 
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convention venue location (p. 81). 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. 8 1-82). 

W .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 
develaprrient of quality assessment tools specifically meeting the needs of the industry (p. 82). 
As revealed in seven major 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 conventia~i 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 
assessment studies, absolute 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 
major- and mediurn-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 co~npared 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 t h s  when 
compared to the same set of convention centers (p. 71). While the SJMCC performed 
mastly average, the following areas stand out aid suggest the need for hrther analysis. 

The SJMCC's 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 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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nwnber 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 hrther 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). Zn 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 m,the SMCC 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 maximum of 70 percent before an expansion is 
compellingly justified (p. 102). Assuming that attendance is an acceptably accurate 
benclmark, 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 W l e  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 many 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 corriprehensive answer to the question of 
expansion or renovation deserves much more in-depth research arid study. 

'' 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 filrther 
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 performarice 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, financial independence of the facilities, tourism- 
related tax revenues, the number of out-of-tbwn visitors, hotel room-nights, a combination of the 
above, or other factors (p. 89)? Clearly defining 'success' for the SJMCC, while keeping in 
mind that criteria could sometimes compete or contradict each other, such as a hi& 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 full effectiveness will only emerge when 
working together with a compelling 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 
constraining factors that impact the assessment of convention center performance; 2) establish a 
multidisciplinary performance assessment framework that ascertains various aspects of 
managing convention facilities effectively; and 3) use this assessment framework to analyze the 
performance of the SJMCC (p. 7). In addition, the author of this Report proposes a set of 
recommendations to improve the hture operation and performance evaluation of the SJMCC, 
some of which are included in this summary (p. 9). 

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 TSJ manages, this Report reviews only the 
performance of the SJMCC (p. 15). Also, this Report compares the SJMCC's performance to 
the industry average arid a set of major- and medium-sized convention centers." Whereas, the 
annual performarice audit compares gross revenue, net loss, economic impact, and customer 
service performance actuals to individual performance targets as stated in TSJ's 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 opportunity to present its response, which is shown on the yellow pages following this 
summary. 

'* Data used in this Report was adjusted for inflation, where appropriate. 
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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 Performance Audit 
of TSJ,Irzc., the time period is significant, in that as TSJ took over the management of the 
facilities fiom the Department of Convention, Arts, and Entertainment (CAE), it booked both 
new businesses and fulfilled business bookings 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 R.eport are as follows (p. 15-16): 

Literature Review: Two major types of publications were examined, including both 
professional reports and research reports (p. 15, 1 19-1 23). 

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

@ 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. 1 6, 1 13). 

@ 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. 

o 	 Productivity Measurements: The figure on Unit Attendance (p. 72, Figure 19) uses 

raw data fkom U.S. Census Bureau-Arts, Entertainment, Recreation; CCTB (Chicago 

Convention and Tourism Bureau) & PricewaterhouseCoopers 141h 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. 


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 SJMCCYs uriit revenue and expense per square foot of exhibit space. 

Set of 50 major- and medium-sized Convention Centers: The figure on External 
Attractiveness (p. 70, Figure 18; p. 71, Table 13) uses raw data fiom U.S. Census 
Bureau-Arts, Entertainment, Recreation; CCTB (Chicago Convention and Tourism 

l6 At the time of the analysis, the City Auditor's Office had not audited the data for FY 2005-06. 

0 
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Bureau) & PricewaterhouseCoopers 141h Annual Competitive Analysis Report; and 
the author's survey. Figure 18 shows SJMCC's external attractiveness relative to 50 
other U.S. cities with major- and medium-sized convention centers using the five 
amactiveness criteria listed on pages 67,68 of the Report. 

The intuitive explanation of the External Attractiveness Index is that: more hotel 
roams in close proximity to convention centers, higher sales volumes it1 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. 

SJMCC9s Relative Hourly Wage @. 44,45, Figure 12): Data used in this figure is 
from the Bureau of Labor Statistics (2006 3& 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 U.S., outpacing San Francisco 
County. 

e 	Percentile Rank of Normalized Average Convention Center Labor Wage and 
Unit Employment @. 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. 

Percentage Share of Revenue and Expense Items @. 47, Figure 14): This figure 
uses Ernst & Young 2002 data as the industry average compared 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 bercentage 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. 

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) & International Association of Assembly Managers 
(LAAM)2004 Convention Report. 

e 	Occupancy Rate: According to PricewaterhouseCoopers and IAAM 2005, p. 5, the 
coriventions 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 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 fram The Tradeshow Weekly are the most reliable 
measure, as these data are from actual post-hoc summaries of the 200 largest 
tradeshows and coriventions 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 
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thc fhcilitics should be based on a coillparisoil orcarnpetitive centers in tlic industry to 
gain insight about possible changes to rlle service delivery model in San Jose. 7'cam Srtn 
Jose has gone f~~rther to o\~aluate 5an Jose's pel-forrtlance based on a co~nparison of 
competilivl: centers in the industry. The Iletbrsti~dyrcsults arc further discussed later in 
our report. 

Team Sail Jose looks forward to working with the hudiior's office to iirrlhcr c\,aluate and 
rcvic\v per(i3rmance based on infi~niiaiion from boll1 studies. 
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%I11i z ~ t t lI Ini-~;ircl. I fio~liLCMI. et: received his 13achclnrs ol' tills degree ill Arcl.titcclr~~c 
t3cr.kclcy in 2000 hl i .  1.ec's ncildcmic restllnc is inlprcssi\le. It shauld be ~iorccitlinc M I  Lee has 
IIO intlustrq' 1.elrttet1 e\j)cri~~~cc. 
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Surnnln~yof Oppot'tunitics and Colicerns 

The Auditor's S~ml~nary defines industry avcragcs tliroughoi~t their report as derived 
from Mr. Lee's survey and data from a 2002 report by Emst and Young on con\~ention 
centers in Northern America, Europe and Asia. 

In o w  opinion and based OII data and studies fsom 1 A h M  and DMAI. nationally 
rccognizccl standards or averages to measulr destination conve~~tion center 
pesromlancc does 1101 esist. 

I'here are sei:cral survcys completed annually, including the 2002 report by Ernst 
and Young, to gain lilnited i~zfom~ation about convention center performance. 
I lo\scver, Illese s111-t-eys are not siilditccl to cnsi1t.t' that d~tta sitbniit~cd is 
compamblc anlong all cellters anti they arc gro~rped into large segmcrits instead of 
true com]?etiti\.c sets. 

B 	
,I -earn Sail Jose has gonc fustlier to cvaluate San dose's competitiveness and 
pcribsrnance bascd on a more ill depth cotnparison of cornpetiti\.e convctltion 
ccnlers. Study information is ~rosided later in this report. 

Tlie Auditor's Sumliiary of Mr. Lee's report provides that absolute conclusions c~vlnot be 
drawn. However. Mr. Lee's conclusiolls and recomtnendations are highlighted in the 
Auditors Summary. 

I11 o ~ i ropinion the tnethodalogy ttsed for Ms. 1,ee's srudy provides limitations to 
draw conclusions. Ilo~vevcr, the i n ~ ~ i ~ ~ i o nprovidcct by Mr. Lee and tile 
Auditor's Sutninary is a good stal-ling poitit. We look forward to working wilh the 
Auditor's Office .to IUI-ther eualuatc San Jose's competitiveness and perfomlance 
based on new study it~fornxition. 

The Auditor's Summary highlights that the reporl e\7aluates San Jose's perfonllance 
during the Fiscal Year 2004-2005 and briefly I~ighli~zts Zlle challenges with this 
evaluation. 

B 	 The Audilor's Sutnmary only provided briei.backgrounci itll'onnation as lo the 
li~nitations with evalualing the first year Team S ~ I I  Jose inanaged the San Jose 
b1cEnci-y Con~.ention Center and Cultural Facilities. 'The A~tditor's Sun~lnary did 
highlight 'I'eam San .lose's success in  increasing 1-evenie. ho\wver, the summary 
did not provide inSolmalion abuut 'l'cilm Snn .iosc's success in reducing operating 
loss. 'I'eam Sail Jose 11asincreased revenue 19 60.7% irl the last three years and 
reduced operating loss by 50%. 

o 	 13ii~~don a netif study, San .lose's operating loss mnlis in tlte totter half ol' 
coii~parablecenters. The srudy is based on  a review of co~npctiti\~e centers to San 
Jose ant1 includes Ailstin, U:~nsas City. Poltiancl, Sacralnento. Washington Statc. 
Salt Lahc City. Reno. ;~nd 1,ong Beac11. 
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a 	 As ~)ointect out in the Arrditor's Summary, 'I'eom San Jose was faced with 

unknown cliallcnges i11 ~hcir  first ycar of operations includirlg the City's previous 
nianagenielit lack or solid bookings produccd at t11c hcililics. 'I'his o l ~ c  csample 
provided a $2 million gap in revenue that was expcctccl based on the Cil\.'s 
t)udget data provided to all 1iFP bidders vying SOr mauagc~iient oi*tlie facilities. 
'I'cani San Jose also quickly ~oniplct~d a full analysis of the bookings \\hich 
sho~wdthat bookings were not accrirate. These inaccririlcies rc.sulled in a loss of 
$ 1  million i n  business. Evcl~ with these challetiges. 17cam San Jose still increased 
revenue over tile prcvioi~s ycar. 

Anullier csnniple is food and beverage rrzvcnue in 1-3' 3003-3005. Tlie AurIitors 
Su~nnlary suggests that there is an inconsistent drop in revenue thc first ycar that 
needs lilrthcr analysis. Furilier revieis \\ill shon events (ha1IISC 117ore fi~od and 
bcilerage services were expected in 111slirst year of'opelation that dicl not 
niatcrialize, which is Suril~erdiscussed later 011 our repctrt. Since 1:\1'2003-2005. 
food and bcve~agc ~-c\~errue has illcreased 107.8'f.;~ I hc growth in hod and 
I~cveragerevenue fi-om FY 2005-2006 to FY 2006-2007 was n 22?4 iricrer~sc. 

Even thollgli tliere i11.e no nationally recognized industry stanctards available to 
benclin~rirk pcl.formance. the Auditor's Summary rcpori refcrs to industry str~ndnrds. In 
addition to this concern. there are a ~iumberof otller challenges with the stridy 
~~ictl~odologp.\vliich include: 

1. 	 The study rclicd on broad siu-vey instruilicllts that lackccl clcfi~iitions in order for 
Illose cotiiplcting the survey to adequately rrzs~~o~~d.  

2. 	 7'lie survey asked eightccn clnestisns, however, onl! live answers wcrc: required to 
be submitted. This limits the center responses and could lead lo incorrect or 
inaccur;~tc concl tcjions. 

3. 	 JI'hcn selecting centers for the survey, the report did riot take inlo account 
~i*licthcrtile ceniers are true coliipetitors of Sari Jose nnci did not rcscrvrcl~ the 
desiination to better i~iiderstaud [heir marketability. For example, Il:~\.iaii has rt 
netvly renovated and expander1 convention center. I-Iaivaii is also a vacation 
destination ivliere Sali Jose-s focus is a nieetiiig atid convciition destination. Later 
i l l  this rcl,ort, Team Sat1 Josc liighliglits oppo~lunitics to  measure San Jose's 
~ompetiti\.c~~cssbased on 1lei.v sulvey data bei~lg rclcascd later i n  Octohcr. 

s 	 OLI(ui'thc 37 convention celllet-s respondiug to h4r. L ee-s s i ~ r \ ~ e ~ .  only six i\rC t1-11e 
con~lxtiitcl~s Jose. CA.of Sa~i  

. . .  
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As an i~ldustry, co~~verltion centers and convention and \.isi tors bureaus have challenges 
ivorking together to provide a seamless experience for customcrs. A new study released 
by tlic Intcrnatinnal Associatiort of Auditorium Managers and Destinatioi~ hiiarketing 
Associalion Intcn~ational, delnonstrates tile need for tlie industry as a 1r.hole to reinvent 
110\'1~sales. marketing. and corlvention center maiiagers work together to deliver results. 

Team San Jose is one of the only models in the country that i~o rks  undcr one u~~~bre l l a  
li-onl sales, marketing, and hotel partncrsl~ips .to m~uiaging tile Con\~zntion Center. The 
report den~onstralesSan Jose is ahead of other destiriations to provide customers n it11 flte 
tools and resources needed for successful events. 

For almost a year now. San Jose has partncrcd ~s'itha competitive set of convention 
centers to benclin~ark a list of busiliess or operating itetils includil~g rcrital revenue. 
occupancy. anct faod and beverage revenue. The group of scven centers including San 
Jose, Pllucnix, Seattle. Vancouver, Reito. Postlanrl, and San Diego, \~oluntarily joined 
togcthcr to benchmark busiiless niodcls. Overall. Team San .rose's business madel drives 
success as a compctititre leader in  the convention ccntcr and tourisln industry. l'he results 
continue to show Salt .lose secolld and third in the pack rzqtccti\?ely iv11e11 comparing 
rental rcveriuc and food and bcvelage revenue. 

Allhougli we rank ivell agail.lst these centers. thcre is no standarc4 intiusrry reporting lo 
coiilpare revenue and cxpellses as an industry. For example. parking and Iiotcl/tourisni 
tax rc.i.ellue are not included in ?'earn San Jose's revenue total. whcrc many orher centers 
includc parking a1111 hotel/tourism tax rcvenuc in their operatii~g rcsults C o ~ ~ i p i ~ r i ~ ~ g  
espei~sesis evcn more challengiilg. For exaniplc. \\hat San Jose calls "repair and 
maintenance" could t3e dcfincd as "contracts" it1 other dcstinntions. 1-he convention 
center ilid~rstry is isorking on dci.eloping staildards c t r d  Sa~iJose is arnolig a ~ ~ u n i b r rof' 
desiii~otiot~s I\ iilc ststndards.helping to lead this review to create ir~dustry 
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Sail Jose's existing co1111,etitive set highligl~ted above provides a good baseline for 
comparison tl~ough it docs not provide a true picturc against compctiti~re ccnlcrs \t-ith 
similar size or space as Sari Josc. 

111an effbrt to ~lrovitie a hir  con2parison to atl~erconirention centers nf'similar size that 
S:m Jose conipetes wilh on a regular basis, Teani Sari Josc hired CEI Jolinson C:onsultilig. 

lnc., a tin11 oS~~atioilally 
rccognizcd ii~dustry expelis with over 20 years oSesl>erielicc in  
tllc confcrcnccicoii\~c~~tion,Iiotel, tourism, and general reill estate consulting iielcls. 

l'hc study is based on data provided by each participating co~i~~cntioii center provides a 
tnrz couiparison ~ C S C I - U I I L I ~li~ldexpenses by each center. Many csntcrs hasc integrated 
opcmtions \+it11 tlleatcrs and other f~tcilities. like S:ln lose. CI I Johnson Consulting, Inc.. 
pursctl orrt the convention centcr operatio~~s fairly ancl researched eacl~ center's oj~eration 
in detail to ensure n fair cornparison. 
'l'he convention centers incltrdeti i n  the study are: 

* 	 01ego11 Corlvention Center 

flustin Conilention Center 


Q Sacramento Con\-cntion Center 
6 \t'r~sliingto~~State C'onvenlion Cc~iter 
* 	 lllc Salt Palace (Sail Lake City, Iltah) 
* 	 Kansas City Convention Center 
* 	 1,011g Bench Convention Center 
* 	 lie110 Convention Center 

St~uly rcsults are scheduled to be released at the beginning of'October. 

While rzsults are still bei~lgevaluated. the total size and square footage of the fhcilities 
s l~o\ss rieetl fhr Sari Josc io upgrade a d  e s p i d  in order to stay co~npc~itive in 111e 
indusrr.y. Sail Jose colllint~es to t v~ rkl~ardto keep tlic con\lel~tion husincss we have ~vliile 
trying to attlact new business. A number of key conventions have rnavcd to other 
cfcstinations as tile)-.JI;IVC gso\v11100 large to stay in San Josc. In ~idditio~lto a loss of 
c~n-saltbusiness due to mcctings outgro~ving us the lack of exhibit and ballroom space 
pro~~idclimitatiotis In attract dif'lercnt type of uses for the cul-sent space in our irlventory. 
San Jose has the third smallest exhibit llall space and the siiiallest bnllroo~n of the 
convention ccnfcts stutlied. 

Atrditor's Summary of the Report Rccommcndations and Conclusions: 

lientiti I < e ~ e n n e  
flit Auditor-s Sumniary liiglilights that San Jose lias consistently outj~orrornietl olhcs 
ccrlters e\~aluatecl for rc1ita1 rcvctlue. 
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I-Ioivever, the Summary of Mr. Lee's report discounts perfortiiance in PY 2005.-2006and 
poinrs to Sout11 ~ d 1 ~as a reason for the decline in rental re\~enuc. South 1 iall lias helped 
Sail Jose rctain certain events that wcre outgrowing the convention center: ho\tcvcr. the 
space cannot be sold as linislled exhibit space which provides challct-iges in booking the 
raciliiy. 

Food sad Beverage Sales 
C'enterplate revenue pcrforti~ance impro\*es ycar over year. Team San Jose's contract \\it11 
the city provides flexibilitj for -1-can1 San J osc to control rcvenrie gmeralit~g 
opportu~~ities Team $31)Lsith stlbcontractors including Sood and beverage part~icrsl~ips. 
Jose disagrees wit11 thc Auditors Surnn.lary that additional a~~alysis  needs to be conlpltted 
to assess Sood and beverage tcvetlue. -]'earn Sail Jose. hased on esrcrtlal tzudit, agrees tha~ 
a revieu anci audit of'Ccnic.lpiate's bookirlgs sllol~ld be completed. TIlis audit is cuircntly 
being completed. 

Tea111San Josc is confide~~t in the success of Ce~lterplatc to Sencrate fi.tod and bcvcs::gi: 
revenue Ibr San Josc's colnen~ioncenter and ci~ltural Ihcilities. Based on rhc clala 
provided bclo\\~.food and hc\~eragt. revenue rcmailis strong ar~d continues to grow >car  
over year. in additiotl. Tea111 San Josc tneets with the City Manager's Office and I3otii  the 
13udgct ancl Finance oftlces on a 1110nt11ly basis to review perforinance bzsetl on or.igin:il 
projections. approved annual bt~dgelsand overall ruturc Soiaecasts. 

Team San Jose also disagrees with the Auditor's Summarj~ reconime~~datiollto assess the 
possibilily of in~posingperformance Ineasurcts ibr subcontractars. As highligl~ted in the 
graph below. food ard bevewge revenue has grown significatstly si11ce FY 2004-2005. 
Sincc 1-3' 2004-2005. San Jose's food and beverage re\leliuc has increased 107.8%. 
Tile gro\cth in food and beverage revenue froin FY 2005-2006 to FY 3006-2007 \ i ns  a 
22% i11c1'euse. 

Food & Beverage Revenwe 

04/05 OejlOG 

Fiscal Yoar 


Scsutll 1 IJ I I I .  a star~tldone strliclir~c is separate Gnrn the convculio~~ cetltcr anti ~sliili:i t  acids 
80.000 siluarc Let of space. tlie rprtcc is ut~itlueand riot cc,ntigttor~s\ v i t i ~llie rest of tlic c\rIiihii 
space in Ilie conventio!~ center. In  ;itlclilioll, tile cortstruclio~~ 111eoftlie spncc i s  tlirt coti~plclt'. 
flooring t l f  [hi. hirilding is not grndccl, the stritclurc docs ~iot ~)rovidc str'ctigth for riggin? :1nt1 
l-tatllrootlls; I I ~$ t i l l  not itlsiallcd i n  rlie S2icility. t i l l  of lhese itenis pmt ide clrallengcs i t ,  ~"enlitrgillc 

spaco. 
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Espm~seliecon~rnendations 
I'eam Sat1 Jose agrees with resie~ving expenses in future years of the contract. Team San 
Josc ail1 be releasing a new. Inore in dcpih study that compares labor rates. employee 
numbers and other expense arcas with competing destinations. I'i~csc study results ~vi th  
provide additional a~lalysis arour~d reciucing espcnsc areas. 

Econon~icImp;ict 
Econor-rlic i~lipaci is a diflicult measure to define. 'The Auditors Sunimary provides a hrief 
discussion about the 1imii:ltions around economic impact as a sole measuremen1 of 
success. Tlie summary also provides a brief snapshot of'the disc~~ssion Mr. L.ec prosicled 
in his repnlt2. 

1'can.r S:u3 Josc agrees illat finding econolnic j~ilpact soft~varc like licgional Economic 
Modeling Inc. sl~auld be pursucd. Team San .lose is Ivorking with tl~c Office of Economic 
L)evelopmc~.rtto partner and mo\>e fi)r\\'ard will1 this type oi 'res~i~scc in  the futttre. 

Occupancy 
Occupancy 011its o\vn is not a valid factor for detcrnlinii~g expansion ol:llic facility or to 
etriluate business performance. Occupaticy should be based on the busi~zess inodel of 
tach destination. In Sail .lose. two priorities are used to detern.rine the business tnodel 
including booking l~otcl room 11ig1its throt~gh carporale and out of t o w  convcntiot~s and 
trc~dc show bookings that generaliy bring ill local attendees for:the day. Both are 
importruit, 13owevcr this niis of business changes the occupancy Icx~el in the facilities. 

Occupancy dcfinitio~ls differ by destination. Tl-ic calculatior~ cerlicrs measure accupancy 
by is rlot slandardizcd in tlie industry. Orle cetlter cctlculates occupzuicy as square f b o ~  
occupied pcr e\.cnt for tiic day. ihich \?:auld iiicrcasc their percentage and only include 
bookcd days not move in-niove out clays. San Josc takes a conservative approach to 
occupancy aaurl measures the number of events booked in the fhcility per day, 

Attractiveness 
Attrnctivcncss it1 not a valid meitsure to judge husiricss perfomlance. 'I'his measure is a 
subjective ~ncasure.Ttlaln Snn Jose disagrees with the Auditor's Su~nniary around illis 
arCa. 

S:i11 Jose i~ncler~tan(l~ its value as n destination to clicnts and tlic inclcase in levenue, 
events anci ovc~all hotel soom nights booked is a good indication that Srin Jose is an 
attractive location for mcctings and con\.cntions. I'eani Snn Jose l3clieves that Sa~ i  .lose is 
attraclive wilhin the destinutions we con~peie with. Sat1 Jose S I I O L I I ~  not be compared to 
deslinations that arc outside our competitive mtlge. 5311Iose is clean. safe. walk-ablc. rind 
affordable for meetings. 

One specific repolt thal \\as clisco~rntctias a ~ i a b l ceconnmi~ impact nleasitrc n o s  Profec<ol. 
Watkins ;1111J 1 rt>~lll\rine's lioln S:ln Jose $kite ll~li\e~\it>. n~cli~od h4ore inlorlnalion shoulcf hc 
~ x o \itlcd ahout tlliz qxcilic stud\. 10 bctter undcrctanci anti  c\nlu:lcc tl~e assunll~tions used h> t l~c  
San Jose State I Jni\ ersicy I'~oScssor.;M C ) I . ~ .  
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1 hc dcstinalion prosides a high level of hotel optio~ts. is in close proximity to tlic airport 
anti oiTers nuincro~~s cultural, shopping, c~ltertainmerrt opportunities for guests. As nlore 
data is atailable, fhroiigh a slt~dy 'I'eam San Jose will be releasing in October. more 
inlbr~llaiion about Sat1 Jose's stra~gth as a destination ivill be providccl. 

C)itality Assessment 

Customer Service Surveys 
*SIX con\.cntioii i~ldustry docs not track customer scrvice/satisfactio~i. 'reanz San Jose-s 
business model is focused on quality customer service, ream San Jose agrces that 
contintling custoincr satisfaction surveys and siti~ilar tools are crilical to evaluating 
p~rsollll~ll1~~c. 

l'cnrn Siun Jose \\.ill continuc to work to impt*c~vecustomer survey return rates. I3aserl on 
customer sur-vey results. 93% of custo~z~ers wouid return to San Jose in the f~rt~tre. 

I'C~IIISan Josc is conficlent in San Jose as a destination and our ab'llity to drive business 
Sol. the Citj* 01' Stln Jose. Team Sari Jose is proud to serve the Citj. of San Jose and llte 
local coinmiinit); tliroc~gli an innovative approach lo ctistolncr service. 

l ' ean~Sa11 Jose has a direct impact 011 San Jose's loc:il economy and itlipacts bi~siness 
do\vnto~vn throitgll a unique local part~~ership between hoteliers. labor, the arts 
community, convcnlio~l bureau, and Centerplate, our food and beverage provider. 

111three slrort Fears, Teani San Josc I~asincreased reveniles year over year, supporter1 
local arts groups, createct local jobs, increased hotel roo111 night bookixlgs and helped 
bring more visitors to San Jose and docvntown. This success contribtitcs to supporting the 
local econorny and city seririces. 

Whcn '1-earn Snn Jose took ox'er as ulanager oftlle eon\.ention center and cultural 
fiicilities, the Ciiy of San Jose's Convention and Ceiliurol Arts Fund (f'und 536) uhere 
dedicated transient occupancy taxes are transferred basccl on the City's Mui~icipal 
Ordii~ancc. \vliicll legally rcquires hotel tax fi~ndslo be ciedicnted to the cortventio~~ center 
and cultural Sacili ties. tlie San Josc Co~~vc~l t io~l  and Visitors Bureau and an Arts grants 
program urls at a delicit oi'approximatcly $900,000 at the end of 1;Y 2003-2004. This 
meant that the Cily's cieneral Fund had to cover, provide a "subsidy" or loat1 to the City's 
Department n~anoging the ~on\~ention cetlter and cultural ficilities. 

At the cnd of'FY 2006-2007. the City oFSa11 Jose's Con\~cntion and C'uliural Arts Fcmti 
(I~urtri536) has gro\\n to a positive balance ofover $2.9 million. 'l'hese Suncls arc 
available to in1p1o1.c facilities arid ensnrrc that the city's gellelxl riind is  not used to 
ol~eratc the con\.ention center and ~itltural hcilitics. l'hcse feintis act as reserves to 
opcrate the facilities. No Citv of Sar~ Jose Cieneral Fund dollars arc used currentls to hind 
lilt con\.ention cc'n~cr.arld cultural arts facilities operations: 
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*I'erunlSan .lose's results include: 

o more re\;enue back to the City year o v c ~  year 
a higher cuslo~~ler senriccsatisfaction 
ci incrcasec3 support Ibr tl~eatcr slid ui-ts organizations 
o 	 more e~ite~.tainmcnt arentshooked 
o 	 higher Jiotcl taxes gellurated iis a rcsi~lt of ~norc cvents and 

visitors to San Jose 
o 	 a sigrliiicant reduction in opernti~~g costs 

Specific rcst~l ts include: 
J 11iw.ec1,~ccl 	 4).tfrrmtnli17i/tg f nrcl,cnirc7hj*otter 60.3% irt iln.ee short j-c~~i:l: h~r.rittes.s 

siq)~nt.fL - L I S I O I ~ I L ' I - needs. 

Team Snn Jose co~~tinucs to be an industry Icadci .dcmonstrnting solid restrltc. i~~clrtding: 

I I ~ c I * L ' ~ I S ~ I ~ , ~7i'~117.sic~17f l i ~ . ~O~'ctyxl17(y ~ \ ' c I ~ c I ~ ~ I c :  
Transient Occupancy Tax ("1-0'1') lievenues has i11c1,oascd by 36.3 O/;, since 2003-
04. l'iscal year 06-07 hrougllt in $129 million in Gl.oss IIotcl Iioom Rci~cnucs.an 
increase of $1 7 million over fiscal year 05-06. 
Room reimucts or transient occupnrlcy taxes directly suppo~-l city sesviccs. thc 
Sau Josc Co~l\*ei~~ionand Visitors Bureau. arts fimding and gr;~titsand the 
convcution C C I I ~ O I *anct cultural fkcilitirs. 

1;oczi.s on C'rwto~nn.Se,.t?ic*e I I I C ' I . C ~ / . V ~ I ~ , ~~ i u d  ./oh,r. 
a Vusto~iler Satistirctioll sui-vcy results indicute tl~at 93% of ciislonlcl s ~ ~ o ~ t l c lhost 

~iiiother event in the Swn .rose Coiivel~tion alzct C'ultural Facilities. 

e, l'cntil Sari Sosc's success irlcludes it~crt.:ising local jobs by 32%. 

* Team Snn .Iosc is committed ro prescrvc 85 Civil Servicc ~~ositions as p:irt ol'otlr 
~noilci Our oniployces Ilai,c tl~cesj~zr-tiseto dcli~,crtlualily custrmlct c;cr-r.ice. 

,%tl)/)o~./iug('7iIt11ri11 ,lo.vc:,-4rtr ;I? S C ~ I I  
I'un~nSari Jose continues to support our local Arts colnnitinily tllro~g11 increased 
hooki~igsat ot~r  f~~lcilities.ct~lttr~tl 

For 1 3 '  2006-2007. 165 events twrc booketl in i l~c  tlieaters ~nanageil hy Tcaln Sail 
Jose. "l'llisis 311i t l~re i~~t :of 1 7.8% over 1:Y 2005-2006. 
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..
1 earn Smn Jose looks forward to continuing our strong posirix~e gro\vtli in tlic industry. 
'i'eani San Jose appreciates thc work completed by Mr. 1,ec and the Office of tlic City 
14udi.tor.The s~udy provides a good starting puint to focus (311 areas of jrnl~ro\~emeniand 
higliligl~ts strengtlis in deli\lesing rcsults. 'l'ean~ San Josc looks forward to kigllligllting 
new comparative data co~npleted that will provide adtiilional infor~~iatiot~ about how San 
Jose mcasurcs compared to centers of siil~ilar si7c that Sali Jose regularly compctcs. 

.-
I cam S:ln Jose Iooks fonvard to continuing our strong parlilesship ivith llne City ;uid 
conlmunity to deli~her mosc meetings and visiross to Sail .lose and hell:, 111akc Sail Josc the 
best ~ I ; I C C  to li\.c, work. \*isitand play. 


