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SMG MAKES IT EASY

SMG, the nation’s leading facilities management firm, is making changes at
the Pennsylvania Convention Center in Philadelphia. Lorenz Hassenstein,
General Manager of the PCC, talks about the customer-focused changes
since SMG began facility management.

Q: There has been some major news coming out of the Pennsylvania Convention Center
(PCC) on a new agreement with trade unions and expanded exhibitor rights. What can you
tell us about these changes?
A: In May, the management of the Center and four trade labor unions signed a new Customer Satisfaction Agreement that
modernizes the Center’s work rules, provides expanded customer rights, and puts the Center in the best position to retain existing
customers and attract new shows and events. This was a direct response to the feedback we have received from customers and
demonstrates a joint commitment by management and labor to do what is necessary to compete with our peer facilities on a
national scale.

Q: What are some of the changes contained in the new Customer Satisfaction Agreement?
A: The new contract provides for greatly expanded exhibitor rights. We had been operating under an antiquated set of work rules
that was put in place 10 years ago and needed to be updated to reflect changes in the industry. So the new work rules address
some of the top concerns of our customers. For example, exhibitors can now use power tools and ladders when setting up their
exhibit booths and have the ability to perform work in their own booths in size up to 600 square feet. It also contains provisions
that enable contractors to better manage the work performed in the building and will help to create greater economic stability
for customers and contractors. To enhance the customer experience, the new work rules allow the Center to create a “core
workforce” of trade union members to meet its labor needs. That means the individuals who provide trade labor in the building
will have a greater understanding of Center operations and policies, as well as the needs of our customers.

Q: What is SMG’s focus at the Pennsylvania Convention Center
A: SMG’s focus is on providing our customers with the most efficient, hospitable, and cost-effective experience available. We want
to make it easier and more enjoyable to work with the Center. The new work rules and contract with trade labor are part of that
effort. We are also implementing SMG’s best practices in terms of operations management and customer service -- learned from
decades of facility management -- as part of the day to day operations of the Center. Our goal is simple: to enable our state ofthe-art facility to achieve its promise as the premiere convention destination on the East Coast.
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Q: Tell us about the changes SMG is implementing at the PCC.
A: We are making it easier to do business at the Center. At the start of the New Year, SMG began directly managing the Center’s
labor force and supervising Labor Services. We created a Labor Management group that works closely with customers and labor
to ensure event builds are efficient and cost-conscious. We added executives to the Event Production team and created a
Manager on Duty (MOD) program to improve service levels and responsiveness. We also strengthened the Event Services
Department at the PCC to include four event professionals focused on increased floor presence. These teams work together with
customers -- from pre-cons to billing reconciliation -- with a focus on detail, transparency and service continuity. In addition, we
established a working dialogue with Service Contractors/Production Companies to ensure we are being responsive to their
needs. The end results are a streamlined process and follow through with customers to ensure their visions are met.

Q. What else should customers know?
A: Following the approval of the new work rules and expanded customer rights, as well as the changes in operations being
implemented by SMG, some regional leaders have called it a “New Day” at the Pennsylvania Convention Center. That captures
the sense of excitement by Philadelphia’s hospitality industry, our management and operations team, and our trade labor
partners. We think we are in a great position moving forward and look forward to communicating more about these major,
substantive changes to both past and prospective customers.

SMG: MAKING CHANGES
SMG HAS IMPLEMENTED A NUMBER OF POSITIVE CHANGES AND COMPANY BEST PRACTICES TO ENHANCE
THE CUSTOMER EXPERIENCE AND MAKE THE CENTER A GREAT PLACE TO DO BUSINESS, INCLUDING:
Establishing a new Customer Satisfaction Agreement with trade labor unions that enhances exhibitor
rights, improves work rules, establishes a core trade union workforce, and places an increased
emphasis on hospitality to deliver a great customer experience;
Creating a Labor Services Team that uses a hands-on labor management approach to interface
with the trade unions on behalf of customers, address jurisdictional rules, work with customers to
keep costs down by estimating and planning for labor needs well in advance of a show, and assist
with post-show billing and reconciliation;
Hiring of six seasoned executives across various business units to help introduce higher levels of
customer service into the Center's culture;
Expanding the Center's Event Services Team with additional floor managers to elevate service levels
and streamline the process;
Establishing a Production Services Department to gather event information at a deeper level in the early
planning stages and provide a seamless, cost-effective experience in A/V and high-end production;
Creating a more comprehensive management process working with customers in advance to
implement cost-saving measures, provide for better budgeting and use of resources, and assist with
all stages of event planning;
Providing an expanded management presence with a manager on duty for major events to further
improve customer service levels and coordinate responses to events in real-time.

Stay up-to-date on the latest SMG news at discoverPHL.com/SMG.
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