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September 18, 2006

The Honorable Bill White, Mayor
City of Houston, Texas

SUBJECT: Greater Houston Convention and Visitors Bureau
Performance Audit - Report No. 2007-03

Dear Mayor White:

In accordance with the City’s contract with Hidalgo, Banfill, Zlotnik & Kermali, P.C. (HBZK), HBZK
has completed a Performance Audit of the Greater Houston Convention and Visitors Bureau
(GHCVB) to identify recommendations for improving the coordination, efficiency and effectiveness of
GHCVB functions. The primary objectives of the engagement included:

o Assessing compliance with the City of Houston contracts for the fiscal years ended
June 30, 2005/2006

* Assessing reporting policies and procedures and accountability to others
* Reviewing sales efforts, standards, goals and performance
» Assessing technology, databases, IT support and tracking mechanisms

The report, attached for your review, identified various opportunities for improvement that would
enhance the GHCVB’s operations in performing its duties. Also included are GHCVB
commendations, such as for improving relationships with the leadership of the Texas Medical Center,
the Galleria and the Greenspoint areas and for working with the Greater Houston Partnership in
bringing business conventions to the City of Houston.

The results and recommendations identified during the audit are included in the body of the report.
Draft copies of the matters contained in the report were provided to GHCVB officials. The Summary
of Recommendations with Views of the Responsible Officials as to actions being taken are appended
to the report as Exhibit A.

We appreciate the cooperation extended to the HBZK engagement team by GHCVB and Convention
and Entertainment Facilities Department personnel during the course of the audit.

901 BAGBY, 8TH FLOOR * P.O.BOX 1562 ¢ HOUSTON, TEXAS 77251-1562
PHONE: 713-247-1440 * FAX: 713-247-3181
e-mail: controllers@cityofhouston.net
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Respectfully submitted,

FN

Q,&JL; fas D Pu/&au,

Annise D. Parker
City Controller

XC: City Council Members
Anthony Hall, Chief Administrative Officer
Michael Moore, Chief of Staff, Mayor's Office
Douglas Horn, Chairman of the Board, GHCVB
Gerard J. Tollett, President and CEO, GHCVB
Dawn Ullrich, Director, Convention and Entertainment Facilities Department
Judy Gray Johnson, Director, Finance and Administration Department



HIDALGO, BANFILL, ZLOTNIK & KERMALI, P.C.
Certified Public Accountants

September 13, 2006

Honorable Annise D. Parker
City Controller

City of Houston

901 Bagby, 8" Floor
Houston, TX 77002

We have conducted a performance audit of the Greater Houston Convention and Visitors Bureau
(GHCVB) as outlined in our engagement letter dated March 21, 2006 under Contract No. 56544.

The purpose of our audit was to perform an independent assessment of GHCVB to identify
recommendations for improving the coordination, efficiency and effectiveness of GHCVB
functions. Our observations and recommendations noted during the performance of the audit are
presented in the report. Our procedures, which accomplished the audit objectives, were
performed through May 19, 2006. A few minor items have been updated since that date.
Additionally, a summary of recommendations with views of responsible officials is included in
the report as Exhibit A.

Many thanks to the Office of the City Controller, the City’s Convention and Entertainment
Facilities Department, and all the employees of the Greater Houston Convention and Visitors
Bureau for the support extended to Hidalgo, Banfill, Zlotnik & Kermali during this audit. We
appreciate this opportunity to have been of service to the City of Houston.

C. (HBZK)

Very truly yours )O
2L v /\Z#ﬂ% 4
an)ﬁll Zlotnik Kermﬂ{ P

1770 St. James Place  Suite 250  Houston, Texas 77056-3432  Phone (713) 963-8008
Fax (713) 963-9052 Email: hbzk@hbzk.com Website: www.hbzk.com



GREATER HOUSTON CONVENTION AND VISITORS BUREAU

PERFORMANCE AUDIT



GREATER HOUSTON CONVENTION AND VISITORS BUREAU
PERFORMANCE AUDIT

TABLE OF CONTENTS

PAGE

EXECUTIVE SUMMARY

Purpose and Scope of AUAIt .......coooveiiiiiiiiiiiee e, 1

Introduction and Background ...........cccooiiiiiiiiiiii e 2

Major Observations and Recommendations .............ccovevrveeiioneiieoiiiiieee e 3
AUDIT DETAILS, OBSERVATIONS AND RECOMMENDATIONS

INTRODUCTION AND BACKGROUND ...c.ooiiiiiiiiiiaieieeeeceee e 9

OBJECTIVES, SCOPE AND METHODOLOGY .....ciitiiiiiiiiiiiiiiieieiei e enennes 10

AT I T I I v o s .9 0 et o o o 14

OBSERVATIONS AND RECOMMENDATIONS

A. City Contract Compliance. ...........oocoevvriiiiiiieiieiieeeeeeeeeeeeeeeeeeeeeveee s 15
B. Other Contracts Compliance............ooviiiiiiiiiii e, 18
C. Reporting Policies and Procedures and Accountability to Others........................ 19
D. Best Practices Report Update... e S A e DO
E. Sales Efforts, Standards, Goals dnd Performance A R S B
F. Effectiveness of Board Committees. . O TSR, )
G. Technology, Databases, IT Support and F rackmg Mechamsms ................................. 32
H. Return on Investment of Advertising Expenditures..........cccoooooiioiioiiiicieen 34
I. Effectiveness Of and Return On Investment Of Sports Marketing Efforts ............... 35
J. Quality and Success of Efforts to Attract New Orleans Business After Hurricane
KLTINA. .ottt 37
K. George R. Brown Convention Center Sales Tracking to PKF Consulting Report
and Price Waterhouse Projections............ocooviiiioeciiioee e 38
L. Methodology and Criteria of Bonus Computations...............ccooeeiivineinininenennn, 3
APPENDICES

Appendix A — City Contract Exhibit “F” Reporting Requirements
Appendix B — All Departments Employees Survey

Appendix C — Customers Post Convention Survey

Appendix D — Members Survey

EXHIBIT A — Summary of Recommendations with Views of Responsible Officials



GREATER HOUSTON CONVENTION AND VISITORS BUREAU
PERFORMANCE AUDIT

EXECUTIVE SUMMARY
Purpose and Scope of Audit
This audit was performed at the request of the Internal Audit Division of the Controller’s Office.
The primary objective is to explore practical improvements in the operations of the Greater
Houston Convention and Visitors Burcau (GHCVB). The audit included a review of the

following areas:

¢ Assess compliance with the City of Houston contracts (the City Contracts) for the fiscal
years ended June 30, 2005/2006 (FY 05 and FY 06).

e Assess compliance with other contracts, ordinances, statutes, and agreements, as deemed
appropriate.

e Assess reporting policies and procedures and accountability to others.

e Review and update where deemed appropriate prior internal and external "Best
Practices" reports and benchmark comparisons.

e Review sales efforts, standard, goals and performance.

e Review effectiveness of Board Committees including the Executive Committee and the
Compensation Committee.

e Assess technology, databases, I'T support and tracking mechanisms.

e Review effectiveness of and return on investment (ROI) of advertising expenditures and
publications and brochures and various other areas of the GHCVB.

e Review quality and success of any efforts to attract New Orleans business after
Hurricane Katrina.

e Review how George R. Brown Convention Center (GRBCC) sales are tracking PKF
Consulting Report and Price Waterhouse projections.

e Review methodology and criteria of bonus computations.



Executive Summary

Introduction and Background
Mission

The mission of the GHCVB is to “improve the economy of Greater Houston by attracting
conventions, tourists, film projects and international government officials to the area through
sales and marketing efforts,” as stated in GHCVB’s Annual Report.

Structure

Established in 1963, the GHCVB is a 501 (¢) 6 non-profit corporation. With approximately 85
employees and close to 1,000 members representing all facets of the hospitality and business
community, the GHCVB is divided into ten different areas: Convention Sales, Convention
Services, Communication, Tourism, Membership, Houston International Protocol Alliance.
Houston Film Commission, Houston Visitors Centers, Houston Image Group, and Finance and
Administration.

Funding

The GHCVB's primary source of funding is from an annual agreement with the City of Houston
(the City). The agreement revenue, which is 23% of the City’s hotel/motel occupancy tax
proceeds (HOT), funds approximately 89% (close to $10,000,000) of the GHCVB's total budget
of $12,000,000. In addition, funding from Harris County, $795,000 annually, comprises
approximately 7% of the GHCVB’s annual income. The GHCVB also raises funds through a
variety of sources including membership dues, co-op advertising and in-kind contributions.

The Houston Image Group, the international marketing arm of GHCVB, receives $550.000
annually from the Houston Airport System.
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Major Observations and Recommendations

The following are our major observations and recommendations to improve the coordination,
efficiency and effectiveness of the GHCVB functions. These observations and
recommendations, along with other findings, are discussed in greater detail within the report.

Sales Goal of Room Nights and Measurement Methodology

Using the methodology that was in place during the 04/05 contract year, the 650,000 definite
room nights required by the 04/05 contract was met by the GHCVB.

The following table shows the total room nights for the 05/06 contract year as of the date shown.

Date Actual Goal
Total definite room nights 6/30/06 638,202 675.000
Detinite new business for Houston 6/30/06 384.493 337,500
Definite new business for GRBCC 6/30/06 110,247 275,000

We found that the measurement of definite room nights and methodology used by the GHCVB
does not provide an accurate accounting of contracted room nights and in many instances, it is
based on subjective estimates. The procedures and methodology do not attempt to account for
the actual room nights contracted by hotels. The permanent files on booked meetings contained
very little hard copy support or documentation of the total room nights being taken definite.

We recommend that a five-member committee be established to determine a better way to
measure the performance of the GHCVB. This committee should consist of the current
Chairman, two board members from the hotel industry, one board member who is an employee
of the GHCVB and one board member from the GRBCC.

We also recommend, in the event that some sort of room night measurement is continued as a
part of the measurement of GHCVB performance, the committee referred to above (or a similar
committee) review room night numbers of large citywide events and of all events with room
nights in excess of 10,000. Room nights related to these events would be taken definite only
upon approval of this committee. This review process will lend considerably more creditability
to room nights taken definite than is in existence at the present time.

[US]
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Relationship with GRBCC

There appears to be a "strained" relationship between the GHCVB and the GRBCC. There
exists duplication of sales efforts and a lack of understanding and communication between the
two organizations. However, the leadership of both organizations acknowledge that this
relationship has improved since regular communication meetings between the two groups have
begun. We recommend that these meetings be continued indefinitely.

Sales Staff Turnover

The Convention Sales staff turnover is at 37% for the period reviewed; a majority of the staff
hired during this period lacked convention and hotel sales experience prior to joining GHCVB.
We recommend that GHCVB hire qualified sales personnel with strong ties to various industries
and/or meeting planners from those industries in order to drive business to Houston. Retention
of quality sales professionals should be a priority of senior management.

Low Sales Staff Morale

Results from respondents to the survey of the sales staff of the Convention Sales Department
indicate low sales staff morale. A high percentage of respondents do not have trust or
confidence in their supervisor. They feel that they are not treated equally and management does
not respond to their concerns. They also believe that they are lacking in training. About a third
of the respondents believe that their set goals are unrealistic, salary is too low and that they are
not very satisfied with their overall job experience at GHCVB. We recommend that GHCVB
provide better training and compensation to the sales staftf and improve communications
between supervisory and sales staff.

Officers' Convention Sales Efforts

In a survey of GHCVB members with 59 respondents, an average of 57% indicate that they are
either satisfied or very satisfied with the performance of GHCVB sales staff and management.
However, we interviewed five prominent members of an organization whose membership
consists of most hotels in the community and they expressed concern about the effectiveness of
the GHCVB Board members and GHCVB staff. In addition, representatives of the GHCVB
community that were interviewed appear to have a polarized view of the overall performance of
the GHCVB and of the overall performance of the President of the GHCVB. We recommend
that GHCVB establish a better rapport with representatives of the hotel community in order to
establish better communications and relationships with them.
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Business, Travel and Entertainment Expenditures

The GHCVB has a fiduciary duty with respect to the Hotel Occupancy Tax funds it receives
from the City. We found that the GHCVB did not have an entertainment policy to limit meal and
alcohol expenditures for familiarization trips and site visits. We also tested the travel and
entertainment expenditures paid with the GHCVB’s general funds, which are substantially made
up of membership dues. We found that for a part of these entertainment expenditures, instead of
full detailed receipts, written receipt stubs with only a total were provided as support. Primarily
one executive incurred such expenditures, with only written total receipt stubs. We recommend
that an entertainment policy be developed and put in place to provide guidelines to all employees
as to the maximum amount they can spend for entertainment purposes. Full detail receipts
should be retained and serve as support for employee reimbursements because written receipt
stubs could be easily altered and abused.

Control of Airline Tickets Received under Contracts with an Airline

The GHCVB has a barter agreement and a promotional agreement with an airline and receives
free airline tickets in exchange for sponsoring promotional activities and advertising in its
official publications. We found that GHCVB employees did not follow proper procedures to
request and account for the airline tickets. In certain cases, paper request forms were not filled
out to document the purpose of travel. First class tickets were exchanged for coach tickets and
no records were kept relating to these exchanges. Ticket logs were incomplete with missing
information regarding passengers’ company and title, purpose of travel, etc. E-ticket
confirmations were not in file for easy reference. A ticket was used by a job applicant to travel
to Houston for an interview. The contract with the airline authorized the use of tickets only by
GHCVB employees and for promotion and convention sales purposes. We recommend that
GHCVB develop and implement standard procedures for employees to request and account for
the airline tickets.

Control of Tickets for Sports Events

The GHCVB entered into a two-year sponsorship agreement with the Houston Bowl Foundation.
The sponsorship fee per agreement was $100,000 for December 2004 and $100,000 for
December 2005. In exchange, the GHCVB received 140 Stadium Club seats and 30 parking
passes. We found that the distribution of 41 of these game tickets and 28 of these parking passes
were not accounted for. We recommend that records be kept for usage of the tickets and that
unused tickets be retained in file for accounting purposes. We also recommend GHCVB
develop and implement standard procedures to document the distribution of sports and other
event tickets that either are purchased or received under special agreements.
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Procurement Bidding Process

We found that some GHCVB employees did not follow the policies and procedures to obtain
competitive bids in their purchases of goods and services. There were no bids obtained for most
of the purchases that were tested by us during the audit and there was no documentation of the
reason(s) for omitting the bidding process. For the ones where bids were obtained. contracts
were not necessarily offered to the lowest bidders and there was no documentation to support the
decisions. In addition, there was no documentation to support that at least three bid requests
were obtained for the purchases. The current policy is to obtain bids for all purchases over $100
which we think is impracticable. We recommend that the purchase limit for which bids must be
obtained, be increased to $10,000. We also recommend that if there is deviation from the
established policy, documentation be provided in all instances as to why the required number of
bids were not obtained and why the lowest bidders were not chosen.

Information Technology and Support

The GHCVB began to use a new software system, the New Media Gateway (NMG) Destination
Business System, in February 2006. As such, improvements are still to be implemented in the
new system: policies and procedures for access limitation to NMG are being developed,
employees are still to be trained to utilize the digital marketing tools, and reporting functions are
still to be fully utilized to track room night bookings by hotels and venues to provide meaningful
distribution (city vs. county, etc.) reports.

Reporting Policies and Procedures and Accountability

There is a large volume of reports generated by the GHCVB staff. There reports are produced
mostly to provide information for the board of directors and to satisfy the reporting requirements
of the City contract and other contracts (e.g. with Harris County). The preparation of these
reports is costly and very time consuming. We recommend that a study to be conducted to
evaluate the value of these reports and to consider if any reports can be eliminated or simplified.
We also recommend that a “key indicators™ report to be developed for the board to capture and
highlight important information.

Recommendations from the Mayor’s Task Force on Conventions, Tourism and
Entertainment

The Mayor’s Task Force Report issued in April 2004 included a variety of recommendations.
All recommendations from the Task Force were evaluated by representatives of the City and
members of the GHCVB Board and those items deemed appropriate were implemented.
Recommendations that were not implemented included the recommendations that term limits be
set for the GHCVB Officers and the members of the GHCVB Board of Directors and
Nominating Committee. We recommend the GHCVB give further study to the
advantages/disadvantages of term limits.
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Board Committee Meeting Minutes

During our review of the effectiveness of Board Committees, we found that other than the
Executive Committee, all other committees do not keep minutes of their meetings. Although the
bureau is not subject to any open meetings provisions, the actions of the committees such as
Nominating Committee, Compensation Committee and Finance and Audit Committee have
significant effect on the operations of GHCVB. Therefore, we recommend that these
committees keep minutes.

Effectiveness of the Executive Committee

The Executive Committee has 27 members and is primarily made up of business leaders in the
convention and tourism industry. Many have direct interests in the success of the GHCVB, and
yet possible conflicts among them may hinder the decision making process. Furthermore, the
size of the committee may be too large for the Committee to be effective. We recommend
GHCVB conduct an internal study of the size and effectiveness of the Executive Committee to
determine whether a smaller committee would be more efficient.

Effectiveness of the Compensation Committee

The Compensation Committee approved the payment of a bonus to the President based on an
incentive plan that was approved by the Executive Committee. The greatest weight in
determining the bonus under this plan was based upon room night bookings. However, as
indicated above, we are recommending that the methodology of determining room night
bookings be studied with the goal towards making the determination of such bookings less
subjective. We recommend that the greatest weight in establishing the bonus to the President be
assigned to whatever method of determining room night bookings that is decided by the above
committee.  In addition, we recommend the Compensation Committee submit their
determination of the President’s bonus to the Executive Committee for approval.

Effectiveness of and Return on Investment of Sports Marketing and Sales Efforts

The GHCVB hired a part-time consultant to head up the Sports Commission. This part-time
consultant appears to have the expertise and contacts to bring major sports events to Houston.
However, with all the major sports venues in place, we believe that Houston could benefit from
an independent commission with cooperation of the Harris County Houston Sports Authority
and other appropriate entities. As an alternative, the entities currently in place should consider
which entity would be in the best position to address sports marketing in the City of Houston
area. After reviewing materials provided by the GHCVB employees, we concur with them that
computation of return on investment in this area is not practicable.



Executive Summary

Effectiveness of and Return on Investment of Advertising Expenditures

The FY 06 City Contract requires GHCVB to correlate marketing expenditures with confirmed
room nights, convention center bookings, and tourism generated. After reviewing the research
materials provided by the GHCVB employees, we concur with them that return on investment in
terms of room night bookings is not practicable.

Methodology and Criteria of Bonus Computations

As indicated above, we are recommending that the methodology of determining room night
bookings be studied with the goal toward making the determination of such bookings less
subjective. We recommend that the greatest weight in establishing the bonuses be assigned to
whatever method of determining room night bookings that is decided by the committee referred
to above.

The above issues and recommendations are discussed in the more detailed report and related
recommendations, which follow. Please refer to Exhibit A, “Summary of Recommendations
with Views of Responsible Officials”, for an index of our recommendations and management’s
response to those recommendations.



AUDIT DETAILS, OBSERVATIONS AND RECOMMENDATIONS
INTRODUCTION AND BACKGROUND
Mission

The mission of the GHCVB is to “improve the economy of Greater Houston by attracting
conventions, tourists, film projects and international government officials to the area through
sales and marketing efforts,” as stated in GHCVB’s Annual Report. Sales and marketing efforts
include participation in industry events and trade shows, relationship marketing and networking,
familiarization (FAM) trips, orientation site visits, and distribution of printed collateral like the
Official Visitors Guide and the Meeting Planners Guide.

Structure

Established in 1963, the GHCVB is a 501 (¢) 6 non-profit corporation. With approximately 85
employees and close to 1,000 members representing all facets of the hospitality and business
community, the GHCVB is divided into ten different areas: Convention Sales, Convention
Services, Communication, Tourism, Membership, Houston International Protocol Alliance,
Houston Film Commission, Houston Visitors Centers, Houston Image Group, and Finance and
Administration.

All of the above departments, except for the Finance and Administration, report to the Senior
Vice President of Marketing who reports to the President. The President reports to the Board of
Directors.

Funding

The GHCVRB's primary source of funding is from an annual agreement with the City of Houston
(the City). The agreement revenue, which is 23% of the City’s hotel/motel occupancy tax
proceeds (HOT), funds approximately 89% (close to $10,000,000) of the GHCVRB's total budget
of $12,000,000. Under the provisions of the annual contract with the City, the GHCVB is
responsible for providing advertising and promotional programs to attract tourists and
conventions to the City of Houston, with emphasis to the George R. Brown Convention Center
(GRBCC). In addition, funding from Harris County, $795,000 annually, comprises
approximately 7% of the GHCVB’s annual income and is utilized to promote and assist in
booking county facilities such as the Reliant Park. The GHCVB also raises funds through a
variety of sources including membership dues, co-op advertising and in-kind contributions. The
total $800,000 funding for the Houston Image Group, the international marketing arm of
GHCVB, comprises of HOT and $550,000 from the Houston Airport System.



Performance Measurement

While all departments set and monitor their goals continuously, the performance of the GHCVB
is measured primarily by the number of hotel room nights booked by conventions and groups
and their economic impact on the Greater Houston area. The room night goals set by the City
Contracts for FY 05 and FY 06 are 650,000 and 675,000, respectively. The 06 City Contract
also requires GHCVB to book new businesses for GRBCC and Houston as a whole.

A key to the GHCVB's success of booking the greatest possible number of hotel room nights is
its marketing efforts through public relations, advertising and cooperative marketing
opportunities. The performance of the Communication Department is primarily measured by the
PR (Public Relation) value of the advertising activities it undertakes. However, the 06 City
contract contains provisions that require measuring return on investment of advertising activities
in terms of room nights.

OBJECTIVES, SCOPE AND METHODOLOGY
Objectives and Scope
The primary objectives of this audit are as follows:

e Assess compliance with the City of Houston contracts (the City Contracts) for the fiscal
years ended June 30, 2005/2006 (FY 05 and FY 06) in the following areas:

* Specific Services

e Image Services

Budget

Unauthorized Expenditures

Separate Funds

Reports

Minority Women Business Enterprise

Insurance

Control of Tickets for Sports and Other Events
Related Party Transactions and Conflicts of Interest
Business, Travel and Entertainment Expenditures
e Compensation

e Assess compliance with other contracts, ordinances, statues, and agreements, as deemed
appropriate.

e Assess reporting policies and procedures and accountability to others.
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Objectives and Scope (Continued)

e Review and update where deemed appropriate prior internal and external "Best Practices"
reports and benchmark comparisons.

e Radcliffe Best Practices Report

e Mayor's Task Force Report on Conventions and Tourism
e Internally Prepared Quarterly Reports

e Other reports as deemed appropriate

e Review sales efforts, standard, goals and performance.

e Appropriateness of Sales Staff Deployment
e Sales Staff Performance

e Officers' Convention Sales Efforts

e Sales Goal of Room Nights

e Financial Evaluation of Business Prospects

o Review effectiveness of Board Committees including the Executive Committee and the
Compensation Committee.

e Assess technology, databases, I'T support and tracking mechanisms.
e Review effectiveness of and return on investment (ROI), if applicable, of:

e Houston Image Group

Clear Lake Area

EV1.Net Bowl

Offshore Technology Conference (OTC)

Sports marketing and sales efforts in comparison to Houston Sports Authority

» Review effectiveness of and return on investment (ROI) of advertising expenditures and
publications and brochures.

e Review quality and success of any efforts to attract New Orleans business after Hurricane
Katrina.

* Review how George R. Brown Convention Center sales are tracking PKF Consulting Report
and Price Waterhouse projections.

e Review methodology and criteria of bonus computations.
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Methodology

This performance audit was conducted with procedures designed to achieve the objectives of the
audit and included the following:

e Obtained and reviewed organizational charts and documentation related to the levels of
authority and functional capacity of each division within GHCVB.

e Scheduled and conducted meetings and interviews with GHCVB key management and staff
including periodic status meetings throughout the engagement to inform GHCVB of key
issues and to discuss proposed recommendations.

e Conducted interviews with various representatives of the convention and visitor industry
(area hotels and attractions), business and community leaders.

e Obtained written surveys from employees, customers (convention groups), hoteliers and
restauranteurs.

e Reviewed internal reports to determine service levels, attainment of goals and compliance
with reporting requirements under the City Contracts.

e Reviewed compliance and financial audit reports from prior years to identify contract and
fiscal compliance issues.

e Reviewed external reports for convention sales projections and best practices studies and
evaluated implementation of recommendations and attainment of projections.

e Obtained benchmarking statistics of the 3-sets of cities specified in the FY 06 City Contract
for comparisons with GHCVB.

e Reviewed and compared policies and procedures of the various departments and divisions,
(Communication, Convention Sales, Image Group and Tourism) to determine the efficiency
and effectiveness of the marketing and advertising efforts made by each department/division.
Analyzed job descriptions and activities of appropriate staff to determine existence of
overlapping and duplicating efforts and conflicts of interest that would have adverse effects
on the performance of each department/division.

e Reviewed the organization structure of GHCVB; conducted interviews and surveys with
employees to evaluate employee job satisfaction and level of staff morale.

e Reviewed polices and procedures of the Convention Sales Department to determine the
efficiency and effectiveness of the Department’s efforts to achieve the sales goal of new
conventions and room night goals. Performed validity and accuracy tests on leads and
bookings reported where applicable.
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