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Dear Mayor and City Council Members,

| am writin% you to express my concern over events that transpired at the Council Meeting on
February 57 2007. | was very disappointed to observe a wide disparity between perception and
fact in this meeting. The following represents my areas of greatest concern:

e Perception - We have been in some way an underperforming contractor

Fact — In the City’s own evaluation process we have been a very highly rated contractor
for the last three years running (83.4% in 05 / 327 out of 350 city score). Also please let's
not lose sight of the fact that your own staff, the municipal professionals who work and
interact with us daily, recommended EFS for award.

We acknowledge that there have been some isolated issues with events and a very few
highly vocal dissatisfied customers. We would ask you to set that against the fact that we
have served over 2500 events with a total of only 11 documented complaints. We have
an extensive list of loyal, satisfied and repeat customers and scores of lefters from
appreciative guests. We have attached a small sample of these and wouid be pleased to
provide all of them upon request.

o Perception — The fact that we own the liquor license at Sanctuary Lakes is not germane
to this issue
Fact — The ownership of the license, in concert with the timing of this bid could scarcely
be more relevant. There is significant value added by having a violation free contractor in
place. If you choose to award this contract to the runner up in the competitive process
you are alsc choosing to not have liquor available at Sanctuary Lakes for, at a minimum
several months of this golf season. If that choice costs you as few as 30 rounds then it
grases any hypothetical advantage offered by the other bid.

It is also very reasonable to say that the inability to sell liquor at Sanctuary Lakes would
likely reduce rounds by a number far greater than 30. In the event of a new vendor, we
will of course, scrupulously honor our contract which ends April 30, 2007. Under
absolutely ideal circumstances you would then be without liquor through July. We think a
highly conservative estimate is that would reduce your revenue by over $100,000.00.
Should the transfer proceed under less than perfect circumstances it is not difficult to
imagine that amount doubling or even tripling. Finally, we believe that risking hundreds of
thousands of dollars in pursuit of a highly hypothetical $1350 is a choice that is difficult to
logically reconciie.

o Perception — Our bid did not represent best financial value to the city

Fact — We were the clear winner and the only way to reduce our margin of victory was to
hypothetically inflate gross revenue by over 50%! Evan under those terms we still would
win the bid because of the other criteria i.e.; liquor license in good standing, a guaranteed
minimum, menus that better met customer demands, superior price points, and detailed
knowledge of customer preferences.

An equitable way to look at this would be to recognize that revenue can go down as well
as up. One could say then that it would be equally fair to consider what the impact of
hypothetically reducing gross revenue by 50% would be. In that scenario we outbid the
competition $6000.00 to 0.00.
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Perception - We have not put effort into marketing the course

Fact — We have spent thousands in marketing via direct mail (see attached). We have
also cross marketed extensively from the community center and have a professional with
over 25 years experience in the field assisting us in this endeavor. Our success is
evidenced by the fact that from 05 to 06 the number of rounds increased 4.3 % while
revenue from food and beverage almost doubled that, increasing 8.3%. In response to
comment regarding signage and the lack thereof we have numerous site signs
surrounding the clubhouse and road signhage that is portable and does advertise food &
sprits to atiract drive by business!

What we have consistently heard for the last two years now is that the publics’ issues
with Sanctuary Lakes center around high prices per round of golf and the lack of beer on
the beverage cart. We addressed beer on the beverage cart in our bid and have
consistently voiced our concerns over round pricing to city management.

you for your time and look forward to working with you as we move forward in this

process.

Respectfully,
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VP Operations
Emerald Food Service



Annette,

Thank ycu for the message. Everything for the golf outing was perfect.
I had very positive feed back about the whole ocuting and specifically
about the food and service. We thoroughly enjoyed everything!

I will keep your information for next year and for anything else that
may come up in the mean time.

Thanks again.
Tom Spring

>>> "Annette Mulcahy” <annette@emeraldfood.com> 10/03/05 1:35 PM >>>
Good Afterncon Tom,

Just checking in to find out how you felt your outing at the Sanctuary
Golf Course went? I would love any feedback you would like to share.
We as a company, Emerald Food Services can only grow from guest
comments. T look forward to hearing from you. If you are ever looking
for meeting space other than golf or if you ever want to de anything
with your group that involves a Gym or Swimming, please don't hesitate
to contact me at 248-689-2494, Troy Community Center.

Annette Mulcahy

Banquet Manager

Annette, thanks for the great room and service today. Our meeting went very smaothly. All
items requested were in the room, at the appointed time, and one of your staff even stopped by,
prior to our meeting, to inquire as to whether “everything was okay" ?  (That's what I call
caring about quality service...few people follow up.)

Accounting does a check run on Wednesday, with checks being mailed that same day...s0 your
check should arrive Thursday or Friday of next week. Believe you will find our payment record is
excellent!

I may also have "gleamed" another client for you today! Our speaker, from Dale Carnegie, was
so impressed with the room, service, and facility that he is going to recommend it to his staff for
one of their meetings!

Best Regards,

Wanda Cassell

Annette,

Just want to say " thanks" to you and your staff for the service
yesterday. All worked out just great. We hope to business again in
the future and will contact you next week to confirm remaining dates.
Thanks, again.

Debi Wilkelis

Medical Director's Office
Lakeside Administration
Henry Ford Medical Group
14500 Hall Road

Sterling Heights, MI 48313
Phone: 586/247-2670

Fax: 586/247-2682
dwilkell@hfhs.org

s —

On December 18th, we (Woodside Bible Church) had the pleasure of
employing Emerald Food Services for a Middle School youth group
Christmas banguet. The students had a blast much in part to the great
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From: Kristel Jones [kristel_jones@hotmail.comm]

Sent: Tuesday, August 28, 2006 5:12 PM _

To: ‘ . Steve Haveraneck; Cheryl Wallace
Cc: raphaelric@aol.com :
Subject: RE: Checking In

© . Steve & Cheryl,

The party was absolutely wonderful! We really appreciate the hard work and dedication of
you and your staff., The food was amazing and our guests were quite pleased. The attention
given to our reguests and the details for the event was definitely first class. We are
looking forward to another reason to celebrate with you-and your staff.

We will be sure to refer you to our family, friends and coworkers, although I-doubt that
we have to say much to the guests who attended. Everyone enjoyed the party and '
complimented the service! It was exactly what we wanted. Thanks for everything and for
being a part of our wedding celebration!!

Take care,

Kristel and Raphael Coleman



Mellssa was extremely kind in filling last minute requests we had for
the room and did a great job throughout the evening. I would recommend
Emerald Food Services to any organization that desires guality food,
service, and facilities.

Sincerely,

Steve Zarrilli
Woodside Bible Church
Middle School Pastor
(248) 740-0888
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Hi Annette!

Everything was wonderful, and I would highly recommend having events
there

again. I received many compliments, and one of the mom's, who will be
on

the committee for next year's softball bangquet said she needs to have
it

there next year! She was the one who wanted the MSU extension
location, and

when T pursued the community center, she dropped it. The food was
wonderful, and the service was very hospitable and customer friendly!
I

couldn't believe that we were given cards to call and have more
beverages

put out, I have never seen that before!

I asked Carol Corrie (from work) if she remembers you, and she said she
thinks she dces. She couldn't remember a lot, I tecld her you called
Jack, a

party animal, and we laughed! What a small world! Tt was good to see
you

again. Stay well Annette, and if you see Bev thank her alsc, as I lost
her

e-mail address when the computer went down.

You guys were great!

Marie Guerra

Lo ]

Hi Annette,

The shower was beautiful and the food delicious! We received so many
compliments on the berry cobbler and lasagna...pass that on to the chef,
Everything was wonderful and all of the women enjoyed the afternoon. Please
let everyone know that we appreciate all the effort that went into serving

and setting up and clean up. You made a very special day even more
memorable.

Have a great day,

llene O'Neil

Tratning Manager

RDH Health Services, Inc.
248-524-1963

lene@rdhhealthservices.com




H1 Annette

I just wanted to thank you and your staff for the awesome assistance
that DCI Marketing received to make our Christmas party a complete

success,
Your staff was very helpful throughout the evening. They went above
and beyond the "call of duty" to make everything just perfect.

Your suggestion to move our party to Room 304 was right on! The food
was hot and very good. I especially enjoyed the mosticcoli!

Thanks again for all of your help and I look forward to including you
in our 2005 Christmas plans!

Cindy Spencer
DCI Marketing

Good Morning Jack,

One comment we heard a lot yesterday afternoon was "The food is great, how did they
make that chicken and potatoes.” Our guests loved the food and the

beauty of the complex. In fact so many did not know the place existed. Jack,

I just want to thank you and your staff for making my daughters celebration fabulous.
Melissa and Crystal were very accommodating and helpful. You can be sure T will
recominend the hall or use it again myself should the occasion arise, Have a great day and
Thanks againl!

Carol Johnson

----- Original Message-----

From: PGlick@Celebrity.com [mailto:PGlick@Celebrity.com)]

Sent: Monday, March 08, 2004 5:17 PM

To: Annette Mulcahy

Subject: Re: Follow up to your event at Troy Banquet & Event Center

Thank you for the follow through. I received your voicemail as well, but 1
am traveling and this is the first chance T have had to respond.

My event at the Community center was beautiful. Fxcellent service and
facility. I would highly recommend the experience to anyone.
Thank you for your assistance, Annette,

Warmest Regards,

Peggy Glick

Key Account Manager
Celebrity Cruises
pglick@celebritycruises.com

Celebrity Select: 1-800-MY-CELEB
View our Promos @: www.creative.rccl.comm/sales
Visit our TA Partner site @ WWW.Cruisingpower.com




----- Original Message-----

From: Linda Lamoureux [mailto:lamoureuxlinda@hotmail.com]
Sent: Monday, March 08, 2004 12:23 PM

To: Annette@FEmeraldfood.com

Subject: RE: Follow up to your Party

Good morning Annette,

We didn't get much sleep, but had a great time. Your staff was very well
organized...professional and courteous, it was great, everything went very
snoothlyl The community center staff was also very helpful and friendly.
Thanls again for your help.

Ta ta for now,

Linda

e ———

————— Original Message-----

From: Michelle Szczepanski [mailto:Szczepanskil 23@comeast.net]
Sent: Monday, March 29, 2004 9:27 PM

To: Annette Mulcahy

Subject: RE: Follow up on your Party this past weekend

Hi Annette

Thanks for the reminder re: letter
[ just sent out an email to Brian Nutting, the Band Director.
Will get that out ASAP once he gets back with me.

We received lots of comp]hhents on the food and the excellent service
providecd.

No one complained - which is usually what you hear first. The food was
delicious,

hot and plentiful. Your staff was there immediately meeting our needs.
Debbie was

wonderful to work with. They helped to make the event very successful.

It was all wonderfull Thank you again.
Michelie

oh yes, the students mentioned how great it was that the subs were SO BIG.
It was plenty for them!

THIS WAS FROM THE US POSTAL SERVICE

From: Annette Mulcahy [mailto:Annette@Emeraldfood.com]
Sent: Friday, July 16, 2004 1:18 PM

To: Neal, Regena G - Madison Heights, MI

Subject: Follow up on meeting July 14

Hey there Regena
Just checking in to find out how Juanita felt the day went here at the
Center and more importantly how we did with the Food and Beverage



Annette Mulcahy

From: spencer@dcim.com

Sent; Monday, December 06, 2004 2:05 PM
To: Annette@Emeraldfood.com

Subject: Thank you

Hi &nnette

I just wanted to thank you and your staff for the awesome assistance that
DCI Marketing received to make our Christmas party a complete success.
Your staff was very helpful throughout the evening. They went above and
beyond the "call of duty" to make everything just perfect.

Your suggestion to move our party toc Room 304 was right on! The food was
hot and very good. I especially enjoyed the mosticcoli!

Thanks again for all of your help and I look forward to including you in
our 2005 Christmas plans!

Cindy Spencer

DCI Marketing

Phone: (248) B22-2686
Fax: (248) 649-0606
800-238~3038 Ext. 2686



Annette M Mulcahy

From: David J Quaiatto

Sent: Wednesday, December 08, 2004 10:09 PM
To: Annette M Mulcahy

Subject: RE: Follow up to Christmas Party

Hey Annette,

Everything well very well. Everybody was very pleased with the set up and raved about the food. Everybody got plenty of
food, | didnt notice how much was left over, but everybody got their fill. The room looked great and your staff was very
helpful. Thanks for all your help, you made this very easy for me to pull off and everybody thought | worked real hard on it.

Thanks again, and let me know if there is anything | can do for you,

Dave.
----- Original Message-----
From: Annette M Mulcahy
Sent: Monday, December 06, 2004 10:08 AM
To: David J Quaiatto
Subject: Follow up to Christmas Party
Hey Dave

Well how did it go on Saturday? Did you have enough room? How was the food this year?
Debbie tells me that your guesis like the kids buffet set up. Hopefully they were pleased with it all.
It you care to share any other feedback with me | will be happy to hear it.

Otherwise, until | can accomodate vour group in the future... Have a Great Holiday Seasaon 1!
Annette Mulcahy

Banquet Manager

Emerald Food Service
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October 24, 2006

Mr. Jack Grushko
Emerald Food Services
3179 Livernois, Ste. 100
Troy, MI 48083

Dear Jack:

I would like to take this opportunity to thank you and your team for the awesome job they
did in helping me prepare for my luncheon meeting on October 12, 2006. I was given

only about a one week notice to prepare — which also meant that you had short notice as
well.

Many compliments to the server, Deborah, who was very helpful, courteous, and
professional. The chef did a great job — the breaded chicken was the favorite. The
facilities personnel, Kraig and his staff, were very accommodating by providing me with
a podium and microphone setup at the last minute. T would also like to mention the
secretaries at the front entrance that also prepared the announcement signage for the
banquet room at the last minute for me.

Overall, our group’s experience was excellent and the Troy Community Center is at the
top of our list for future mecting events.

Thanks again to everyone at the Community Center and EFS — it was a pleasure to work
with all of you.

Sincerely,

Donna M. O’Keefe
Regional Sales & Operations Specialist
THE HUNTINGTON INVESTMENT COMPANY

801 W. Big Beaver Rd., Ste. 201
Troy, MI 48084

C: Kraig Schmottlach — Troy Community Center

Note: Effective July 2006
Investment products and services zre offered by The Huntington Investment Company,
Mentber NASD/SPIC, a Registered Investment Advisor and
a wholly-owned subsidiary of Huntington Bancshares, Inc.

[_NDT A DEPOSIT | NOT FDICINSURED | NOT GUARANTEED BY THE BANK | MAY LOSE VALUE | NOT INSURED BY ANY FEDERAL GOVERNMENT AGENCY

Investment products and services are offered by The Huntington Investment Company,
a subsidiary of Huntington National Bank and member NASD/SIPC.



September 6, 2004

Emerald Food Services, LLC
3179 Livernois
Troy, MI 48083

Attention: Annette Mulcahy, Banquet Coordinator
Re: Mikael Ziegler’s Bar Mitzvah Party

Dear Annette,

‘Just as you had promised, Emerald Food Services exceeded our
every expectation for Mikael’s Bar Mitzvah party. It was a wonderful
evening in a beautiful room. We would like you to share our comments
with others who may be considering hosting an event at your facility.

The Food:
In a word, excellent. Everything was fresh, delicious and well presented.

Even the Bar Mitzvah Boy’s Grandmother was impressed!!

The Staff: .

Efficient and enthusiastic. Everyone, including yourself, bent over
backwards to see that every detail was handled and that every guest was
satisfied. To often these events are staffed with ho-hum servers who are
just going thru the motions at “just another party”. This was certainly
not the case with your staff.

The Facility:

Fresh, clean and state of the art. From the built in dance floor and stage
to the drop down video screen everything was first class. Additionally, the
facility staff of the Troy Community Center was outstanding as well.

The Value:
Second to none. J

Having worked in the Mitzvah business for the last three years we
have had the opportunity to see over 100 different parties held at
numerous venues around town. Armed with all that “inside information”
we knew that your location was the best location for our son’s party, and
we were right.

Thank you again for a wonderful evening,

Andy & Wendy Ziegler
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March 31, 2004

Annette Mulcahy
Banquet Coordinator
Emerald Food Services
3179 Livernois

Troy, Ml 48083

‘Dear Annette,

Our family would like to thank you and everyore at Emerald Food Service for helping to
make our daughters wedding reception such a pleasurable memory.

After looking at several food service companies, we were impressed at how much lower
your prices were. Nobody came close.

We had heard that the quality of the food was very good. Our expectations were
surpassed! It wasn't very good, it was excellent Very delicious. We have received
many-comments since the event about how good the food was.

Then there was the staff. What can | say but “extremely. professional and
accommodating.” What impressed me most was the fact fhati was given a contact card
with celiphone numbers of the staff in case | couldn't find oné close by. Wow, now that's
what | call accommodating. :

The entire reception went off without a hitch. Our new son-in-law commented to us late
in the evening that the entire day had tumned out exactly how our daughter had dreamed.
You and your people are to be thanked and commended for helping to make that
happen,

We have already begun telling people about the great service we received and are
highly recommending Emerald Food Service to anyorie we know is in need of your
services. ‘ ;

Again, thank-you $0 much for helping to create a great memory.

‘Sincerely,

. /M/%/W

L ET Presfdent/CEO




500 VWest Big Beaver
Troy, Michigan 48084
WWW.Lroymi.gov

Area code (248)

Assessing
524-33|§

Bldg. Inspections
524.3344

Bldg. Maintenance
524-3368

Citv Clerk
524-3316

City Manager
524-3330

Community Affairg
524-1147

Engineering
524-3383

Finance
524.341|

Fire-Administration
524-3419

Hunai: Resources
524-3339

Information Services
619-7279

Law

524-3320

Library

524-3545

Parks & Recreation
524.3484

Planning
524-3364

Police Administration
524.3443

Public Works
524-3370

Purchasing
524-3338

leal Kstate & Development

524-3498
Treasurer
524.3334
teneral [nformation
524-3300

November 29, 2006

Steve Haveraneck
Emerald Food Service
3179 Livernois

Troy, MI 48083

Dear Steve,

The holidays are quickly approaching and soon another Senior Citizen’s
dinner dance will be taking place on Tuesday, December 12. The senior
citizens that participate in these dances look forward to each and every event.
I would like to take this opportunity to express our “appreciation” for the
delicious meal that was served at the Halloween Dinner Dance on October 25.
Chef Kurt who prepared this delicious meal, did a wonderful job as usual, but
with even more unique detailed presentation and elegance. The chicken was
wonderful, very tender and served with a delicious lemon sauce. Everyone in
attendance commented on how much they enjoyed the meal. T hey especially
liked the Bat brownie cake, which was not only delicious, but was also a cute
centerpiece for the serving table.

Thank you again for helping to make the dinner dances offered thru the Troy
Parks and Recreation and the Senior Commission such special events. We
look forward to working with you on the upcoming Senior Holiday Dance on
December 12, St. Patrick’s Dance on March 15 and the Spring Fling on May
2nd.

Sincerely, e

e

Lynn Rachwitz
Senior Programmer






|HE CRILL

Located at the City of Troy’s New

SANCTUARY LAKE GOLF COURSE
1450 E. South Blvd. ¢ East of John R

Plasma TV - Satellite Entertainment
Full Bar -+ Domestic & Imported Beers
Restaurant - Angus & Choice Sirloin Steaks
- Private & VIP Rentals Available

Call to Reserve a Table . . .

248-828-8070
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Emerald Food Services ..

Catering & Banquet Services
Since 1987

In association with the

mm

M COMMUNITY
o) CENTER

Is currently offering catered buffets

ﬂam$2?5/zm,«éman/

Fully staffed On-site Service
American & International Cuisine
Corporate Events
Holiday Parties
Award Ceremonies

Bridal & Baby Showers
Graduations

Religious
Themed Events

(248) 689.2494

www.Emeraldfood.com

Prices do not include service fees or tax.






