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Dallas CVB 
Customer Advisory Board 

Spring 2015 Meeting 

Minutes 
  
  

Opening General 
Session  

 

 Welcome & Introductions  Terri Breining 
 Terri Breining, Managing Director, Global Marketing Services, Inc., welcomed Board 

members to the June 2015 Dallas CVB Customer Advisory Board meeting and 
acknowledged sponsoring partners. John Skovell, President & CEO, Woodbine 
Development Corporation, welcomed the group. Board members and the Dallas team 
introduced themselves with brief professional descriptions.  

  
  
 Dallas Overview  Phillip Jones and Brad Kent 
 Session Objective: To receive an update on the Dallas hospitality community.  
  
 Philip Jones, President & CEO, and Brad Kent, Chief Sales & Services Officer, Dallas 

Convention & Visitors Bureau (DCVB), gave overviews of the city and the Dallas CVB.  
  Phillip Jones – City overview. Ten hotels are under construction in downtown 

Dallas, with new product coming online in the full service, boutique and limited 
service categories. Downtown development of new shopping, restaurants, venues 
and visitor assets is prolific. The population is growing substantially and is very 
diverse. New airlift routes have been added, giving non-stop access to 61 global 
destinations from the Dallas/Fort Worth International Airport. The rail system 
makes city transportation easy. The DCVB has a good working relationship with 
the city council. Goals include renewing the public improvement district and 
moving forward with convention center expansion plans. Successful lobbying at 
the legislative session helped retain the Major Events Trust Fund, which provides 
financial support for events coming to Dallas. Dallas continues to grow event 
business market share.  

  Brad Kent – CVB overview. In response to previous CAB feedback, an organization 
was hired to research, identify and clean up Dallas’ customer database. Top 
markets for events are trade associations and corporations. Initiatives include 
creating a distinct personality for messaging. A website company has been hired 
to update the site. Board members will participate in producing customer 
testimonials. Members were provided an overview of the CVB’s staffing strategy, 
which will provide better service to customers and prospective customers and 
should result in more short-term business.  

  
  

General Session   
 Update from CAB Members   Board Members 
 Session Objective: To hear updates from CAB members about their respective 

organizations.  
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 Board Feedback: Organizational Updates 
  Overall, the market is up and meetings are doing well. Attendance is up. Meetings 

may be smaller and/or have shorter lead times. Only one member’s events are 
flat, with some drop in sponsorships.  

  Some meetings are still under older contracts that were booked conservatively. 
Groups need more rooms.  

  Rate increases are problematic, particularly in San Francisco. Groups are 
encouraging attendees and exhibitors to voice opinions about the increases.  

  Some petroleum groups are experiencing lower attendee spending at their events.  
  In general, exhibitions are doing well.  
  Experience design is a top priority for many groups, and this is impacting the 

physical requirements of these meetings. Creative event ideas outside the center 
are in demand. Hotels and decorators are not set up to handle these requirements. 
However, Dallas does this well.   

  Benchmarking and analytics can be challenging and vary by event/group.  
  Department of Labor regulations have been affecting one group. Leaders are 

working to fund research and education to mitigate these issues.  
  Many hotels are negotiating dates that fit their needs, not those of the customers.  
  As events grow and need to move from smaller venues to convention centers, the 

challenge is maintaining the intimate feel of the event.  
  The proliferation of brand extensions can be confusing for meeting professionals. 
  More US organizations are booking internationally. European meetings are less 

expensive now and are taking away some US business.  
  An oil and gas industry organization is expanding globally, particularly in the Middle 

East, China and Latin America. One-day international and domestic niche 
workshops are expanding the industry reach, as are partnerships with 
organizations in similar industries.  

  A focus on globalization for one company will mean consolidation of some events.  
  Some groups are shifting day-of-the-week patterns or providing some elements of 

the event via webinar.  
  For large shows, finding ways to increase networking opportunities, to give the 

event a more intimate atmosphere, and finding sufficient room blocks for growing 
attendance are challenges.  

  Revenue is the focus for one group, with an increased emphasis on sponsorships 
and marketing. 

  Content is important, and organizations are trying more unique and experimental 
activities that appeal to their attendees.  

  Destination decisions were based on proximity to New England-based attendees 
for one group.  

  New airlift opportunities have opened up the Asian market.  
  Drone technology is a significant opportunity for some military industry groups. 

There is an association in place for the drone industry.  
  One member’s recent Dallas event was phenomenal and received positive 

feedback. International attendance was good because of easy access. Revenue 
was higher because Dallas is less expensive. However, the Omni is too small and 
this group needed more rooms.  

  
 Board Feedback: Measuring Success for Events 
 Board member organizations measure their success through: 
  Repeat clients; 
  Attendance by non-members, particularly when they convert to members;  
  Customer satisfaction surveys; and 
  Sales revenue from the show floor.  
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 Board Feedback: What Should DCVB do to Prepare for Crisis Management 
  Education and mutual discussions are the keys to handling crisis situations in a 

professional manner.  
  Work with other destination leaders to coordinate crisis management.  
  Relationships with travel professionals are critical. Dallas does this well; a phone 

call during the Ebola crisis secured trust for the city.  
  Reach out to customers with meetings in the city regardless of their event date, 

but particularly those meeting within six months of the start of the crisis.  
  Have a social media plan in place to get the facts out.  
  Provide a statement about the crisis on the bureau website.  
  Be an advocate for customers that need to make contract changes because of a 

crisis situation.  
  For issues that have a lasting impact, share the city’s plans for dealing with the 

issue to mitigate the impact on attendees and exhibitors.  
  Be as transparent as possible. Let people know Dallas is monitoring the situation. 
  Take advice from cities who have experience with crisis situations like Baltimore, 

St. Louis and Indianapolis.  
  Look at the information available from the Meetings Mean Business Coalition for 

the four-step process and have a plan in place before it is needed.  
  Messaging should come to customers from their primary contact in Dallas.  
  
 Board Feedback: F&B Trends 
  Customers no longer want three meals in the center for their events.  
  Be creative. Showcase culinary options that are unique to Dallas, i.e., food trucks, 

microbreweries, and other local vendors.  
  In general, convention center food is substandard.  
  Focus on the ambiance in the center as well as the food. The cost to try to emulate 

a hotel atmosphere in the center is prohibitive; groups prefer to eat offsite and 
experience the city.  

  With tighter budgets, some groups spend more on event content than food.  
  Some groups are working to reduce waste from duplicate meals.  
  Because Dallas is not walkable within a short time period, some groups want 

locally-sourced food brought into the center. If possible, keep the food in the 
center on-par with the culinary experience in the city.  

  Expediency and cost are more important factors for some groups than décor.  
  Groups no longer want evening activities in the center, preferring to allow 

attendees to experience the city’s restaurants.  
  The chefs at the center should be willing to meet and work with clients.  
 
 

 

General Session   
 The Best 2nd Tier City  
 Session Objective: To define the Dallas personality of today and develop speaking 

points to effectively communicate that personality to groups.   
  
 Ms. Breining gave a brief overview of some of the city’s attributes. Dallas was rated as 

the Best Value City in the US by Priceline, as the #7 Meetings City on Cvent and is the 
fourth fastest growing city in the US. DFW is the third busiest airport in the US and 9th 
busiest in the world. ADR in Dallas is less than $95, ranking 19th of the top 25 cities in 
the US. Labor costs are significantly less in Dallas compared with similar cities. Members 
viewed a video about things to do in Dallas. 
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 Board Feedback: Selling Dallas 
  Essentials: Celebrate Dallas as an authentic Texas experience, have the core needs 

of clients met and provide regular updates, and make sure that people understand 
that Dallas is a world-class city. 

  Lift and rate are the top two considerations for destination decisions.  
  The BIG marketing campaign could backfire. People perceive fast-growing cities 

as congested and impersonal.  
  Attendance building is more important to citywide customers than accolades.  
  Labor rates, distances to the airport from the center, air accessibility, contiguous 

space on the show floor, union/labor issues, state-of-the-art technology, food 
service, and room blocks matter to decision makers.  

  Citywide customers may not pay rates at the ADR level.  
  Provide information about distances between the convention center and other 

facilities to eliminate misconceptions.  
  Showcase customer events that have grown by coming to Dallas.  
  Show how easy it is to fly into Dallas.  
  Provide information about a typical block size.  
  Create a video from a meeting attendee’s perspective.  
  Focus on meeting-specific attributes.  
  Have separate messaging for meeting professionals and attendees.  
  Show that Dallas has the largest column-free hall in the US.  
  Update customers about improvements in Dallas that will pertain to their meetings. 
  A positive attendee experience is a must.  
  Provide “bite-sized” bits of information for planners, i.e., committable rooms, 

restaurants, walking distance facilities, and daily flights. Avoid excessive copy.  
  Sell the city’s excellent service offered through the well-staffed CVB.  
  Focus on the CVB’s convention expertise.  
  The infrastructure is in place. Perfect what Dallas does well and clarify the 

message. New customers will come through word-of-mouth.  
  Invite representatives of potential new customers to be Advisory Board members. 
  Continue to have a presence at industry networking events.  
  Competitors include Nashville, Chicago, Denver, New Orleans, Atlanta and all 

Texas locations. 
  
 Board Feedback: Top Reasons to Come to Dallas 
  Ruben Perez and his gift of forming relationships; 
  A hospitality community that wants to make it work and appeals to all types of 

people (i.e., sports, entertainment); 
  A great CVB; 
  Good airlift; 
  Lots of things to do in the downtown area, i.e., cultural museums, restaurants, 

microbreweries, and good architecture; 
  Accessibility, with more options to get into the city; 
  Unique assets found only here, such as the George Bush Museum; and  
  Dallas as the embodiment of the authentic Texas experience. Embrace its unique 

attributes and Texas culture, particularly for international attendees.  
  Iconic Dallas images include Cowboy Stadium, Southfork, the Pegasus at the Omni, 

Reunion Tower, Wild Bill, and an older shopping corridor that is uniquely Dallas.  
  Showcase things that make Dallas a modern dynamic city, including its skyline.  
  
 Board Feedback: Barriers  
 Show what has changed and improved recently in Dallas. Some customers removed Dallas 

from their rotations for the following reasons: 
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  Low attendance;  
  An insufficient hotel package; and 
  The lack of contiguous space in the center. 
  
  

General Session   
 Attendance Building 
 Session Objective: To discuss opportunities for DCVB to support attendance building 

for meetings.  
  
 Board Feedback: Attendance Building  
  Only one of the three Board member groups said that the DCVB should be involved 

in attendance building. Others felt the funds would be best spent elsewhere.  
  Any attendance building services would be expected to be complementary.  
  Many groups will not be comfortable sharing their attendee lists for email blasts.  
  Free shuttle service by the DCVB may drive attendance because it reduces costs 

to the attendees.  
  Providing help with visas and personal assistance while in the city can help attract 

international attendees.  
  Use recognizable characters, like Wild Bill or the Cowboy cheerleaders, in a video 

customized for each meeting.  
  Customized microsites are very helpful.  
  Offer a simple meeting app that includes information about Dallas.  
  Reinvest back into the center to perfect the conference experience. Provide linens 

and other items at no charge to the customer.  
  Invest in promotional materials on the website and recognizable speakers to greet 

attendees at the events.  
  Very small groups looking to recruit more local members may benefit from 

attendance building services.  
  
 Board Feedback: Website Content 
  Add vertical tabs for different types of events, i.e., tradeshows, non-profit, for-

profit, corporate, small meetings and incentives.  
  Add video content about the convention center, the arrival experience, and other 

experiences relevant to events.  
  

 
General Session   
 Once You’re Here…  
 Session Objective: To review existing services and some that are on the drawing 

board. To develop an outline for the most effective site inspections.  
  
 Heather Walker, Director of Client Services, Veronica Torres, Director of Business 

Development, DCVB, and Rodd Herron, VP Sales with Cendyn, gave overviews about CVB 
services, changes made to the site inspection process, and a new product under 
consideration by DCVB for planners.  

  Heather Walker – DCVB overview. New programs were created to serve in-house 
groups and citywide events. Welcome packages vary by event size and may include 
banners, tabletop signs and/or airport signage. Level 1 includes restaurant and 
merchant signs in the entertainment district windows. Level 2 adds street pole 
banners in front of the center, in the Omni and throughout the downtown. DFW 
offers digital signage. Banners are recycled and tabletop signs are made from 
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recyclable materials. For the meetings, event coordinators are assigned to clients 
to serve as an extension to their staff. The event coordination team is part of the 
marketing department. 

  Veronica Torres – Site inspections. A conference call is made in advance of the site 
inspection to discuss what the customer would like to see. A one-page dashboard 
is assembled so that hotels will be aware of the customer needs. The experience 
is customized and done in partnership with hotels and community. 

  Rodd Herron – GetPlanning product. The product is a communication bridge 
between all entities involved in planning a meeting. Optimized for mobile, its 
features allow users to create discussions, share documents, assign tasks, set 
timelines, receive/respond to emails and text messages, and access other vendors 
and resources. An archive of all records for all meetings is in a central location. 
Hilton, Starwood and the city of Houston are using the product. Pricing is through 
an annual license to the bureau with unlimited meetings and usage. A private user 
section is available for sensitive information. Training is provided as needed.  

  
 Board Feedback: DCVB Services 
  Signage branded for the group is important, particularly on the street poles 

throughout the city.  
  Banners are more important closer to the major hotels and the center.  
  Tabletop signs are helpful but outdoor city signage is more impactful.  
  Consider reusing sandwich boards by donating them to schools.  
  The street art is a great addition to the welcome package.   
  Provide a one-stop shop for hotel/center/street signage services.  
  The elevator building is an attraction.  
  Provide welcome messaging at the gate for a good first impression.  
  Show videos at the airport baggage claim area and in the hotel rooms.  
  Coordinate “show your badge” discounts with local retailers.  
  Create customer welcome message videos from VIPs. Houston has good examples. 
  Use billboards between the airport and the center to send welcome messaging.  
  Provide promotional services a year before the event.  
  Provide welcome packages with different price points. 
  Differentiate Dallas by attending smaller shows in advance of the larger Dallas 

event and engage with exhibitors. Showcase the city’s non-traditional venues. This 
may be a destination decision factor.  

  Communicate via social media about new restaurants, concerts, etc. in Dallas so 
that customers can incorporate the information their marketing efforts.  

  
 Board Feedback: Site Inspections  
  Customizing the experience to minimize the time out of the office for the customer 

is important.  
  Ensure that all partners are on the same page.  
  Provide the same site inspection services for smaller groups, not just citywides.  
  Do not circumvent the meeting professional in the process.  
  
 Board Feedback: GetPlanning  
  The program would be effective for giving users a holistic view of the meetings.  
  The product might not be used by customers with non-local vendors and 

customized software programs. However, past event information is a benefit.  
  Some groups may be concerned about future access of their data if the CVB owns 

the program.  
  Consider including RFP and sourcing tools.  
  Include opt in/opt out features.  
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General Session   
 Hotel Feedback   
 Session Objective: To provide input to the host hotel’s executive team on the 

experience of CAB members.  
  
 Board Feedback: Impressions 
  The front desk staff is welcoming, personable and helpful.  
  The banquet team is responsive and attentive.  
  Food quality is great and service by the chefs and servers is good.  
  The change in room products is incredible.  
  Signage in the front has improved.  
  Consider adding unique food outlets.  
  
 Board Feedback: Challenges 
  Some banquet servers need more education about the food they are serving. 

Ensure that they know the ingredients in case of allergies.  
  Improve the signage for the elevators.  
  Add brighter lighting in the guest rooms.  
  
 Board Feedback: New Initiatives  
  The Hyatt Convention Alliance is very valuable.  
  Reactions to the mobile app check-in and QR code lock were mixed. Some older 

attendees may prefer to interact with the front desk, but the program would be 
helpful for international attendees.  

  The sustainability initiatives are helpful and expected by some groups, although 
they may not affect decisions.  

  
  
 Wrap-Up  Terri Breining  
 Board members reported their most useful takeaway from the meeting, including the staff 

structure information, the site inspection process, finding out more about the city, 
nurturing professional relationships and the ability to give honest feedback.  
 
Ms. Breining thanked Board members for their time and participation. The next Dallas 
CVB Customer Advisory Board meeting will be announced later. 

 


