














Nashville's Boswell's Music City Harley Davidson,
operated by the Hudson Group.

side of less boilerplate rather than too much,”
he said.

Taking the time up front also reduces the
possibility of a challenge if those making the
proposal know not only what an airport wants
but what they can do to meet the challenge.

“Itis important to craft the document to
solicit consistent responses which makes apples-
to-apples comparisons much easier when they
are being evaluated,” said Vanden Oever.

Kilgo added an important step. “There is
something else that is absolutely key to the

success,” he said. “You have to have the full
faith and support of your senior team from the
commissioners, the directors and managers.
We have to ensure they understand that we are
working toward a great customer experience
that will continue to produce high revenues and
customer satisfaction.”

Once proposals are in, the concessions
staff at Vancouver write a summary of the
bids and recommendations based on finance,
construction and design, the marketing plan,
customer service and the applicant’s past
experience. Senior management then scrutinizes
recommendations and if the contract is of
significant value it also goes to the board of
directors for approval.

“We do our due diligence and have
a quite rigorous process for making our
recommendations to find the right candidate,”
said Lim. “When we go to market, we are not
only wanting people already operating here
but those who may be operating here for the
first time.”

But that can present its own challenges.
Lim recruited one company that had never
operated at an airport. “There is a lot of hand
holding in that circumstance, teaching them

how operating at an airport is different than
in a mall,” he said. “We also discuss the scope
and potential of the airport and the message
we are trying to relate. When you get into the
potential they realize it is just as great as on
the street and in the millions of dollars.”

Those charged with evaluating the
proposals must be given adequate time to do
a thorough job, according to AirProjects. That
means their supervisors have to understand
the time involved. They also advocate putting
evaluators through a training process as part
of the preparation especially if they are not
subject experts.

“They have to be able to judge what is and is
not important,” said Gluck.

As with anything in life, preparation is
key to success and nowhere is that more
important than at the airport. The key is doing
the legwork necessary to avoid challenges,
providing a unique experience for the
passenger and employees and providing a local
flavor that not only bespeaks your region, but
offers a bit of whimsy in the process. M

THE BOTTOM LINE: An open and transparent RFP
process is the best course to avoid challenges.

tested, proven and profitable results.

and rewarding franchise opportunity.

TAKE FLIGHT

WITH A SUCCESSFUL FRANCHISE

The sky’s your limit when teaming up with Manchu WOK —

North America's largest franchisor of Chinese fast food. With over 30 years
of experience under our belt and having served over 300 million meals
worldwide, we have perfected a simple operating system that delivers i

Our award winning 450 Sq. Ft. concept yields high sales yet requires only a
low start-up cost. It's the perfect solution for airports seeking an excellent

For more information, contact Bob Cook at
1-800-361-8864 ext. 108 or bob_cook@manchuwok.com

Manchu WOK is proud to
announce the opening of
two new airport locations at
Salt Lake City International
Airport and Orlando
International Airport

FAST & FRESH CHINESE CUISINE
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