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Tourism Research Specific Services 
For the past 20 years, our tourism professionals have provided strategic 
support to local governments, destination marketing organizations and 
economic development agencies in their efforts to understand and capitalize 
on the tourism market. Our advice is backed by industry-leading research.  
We possess deep experience surveying consumers, meeting planners and 
work seamlessly with JLL’s broad research network.

We create value for clients in research:

We focus on what we do 
best, and that’s helping 

our clients 
achieve their 

ambitions.

W E  A R E  N A T I O N W I D E

No matter where you live or 

work, when it comes to 

research, we have a team 

focused on achieving your 

ambitions.

W E  A R E  A N  
A M B I T I O U S  T E A M  
People build businesses. 

Ambitions build careers.

You think your ambitions are 

unique. So do we.

W E  A R E  
I N S I G H T F U L

To help you make decisions, we 

are here to look at things deeply 

and differently so you achieve 

the best results.

W E  H A V E  A  
R E P U T A T I O N

F O R  E X C E L L E N C E
JLL is an award-winning global 

company and trusted advisor, 

among the most admired 

companies.

Jones Lang LaSalle’s (JLL) Hotels & Hospitality Group is a research and advisory services 
group focused on the tourism, travel, hotel and hospitality industry. 

JLL Overview



Related Experience

JLL has extensive experience partnering with professional tourism and destination marketing organizations. We believe in delivering a research-
driven final product and supporting our partnership to our clients through prioritizing research results. Our experience spans destinations large 
and small, and our unique approach allows us to implement best practices to fit the scenario.

Dan Fenton, the Project Executive for this assignment, served as the Chair of DMAI from 2009-2010 and led the international tourism marketing 
organization down the path that it is on today.  At the DMAI convention last year the key note speech and Destination Next presentation focused 
on the priorities of DMOs across the country and how best for these organizations to connect with their customers through branding, market 
research and ever changing marketing tactics. We provide DMOs such as those pictured below with the following services:

• Visitor Surveys
• Destination Strategic Planning
• Industry Research
• Governance
• Sales Team Deployment 

• Enhancing Citywide Events
• Marketing Strategy
• Target Markets
• Branding 
• ROI Based Campaigns 

• Creating New Signature 
Events

• Current Events Metrics
• Event Strategy

• Accountability
• Goal Setting 
• CVB & Convention 

Center Coordination
• Event Prospecting
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About Us



Background

JLL was originally engaged in June 2015 to complete an operational study of the Waco Convention 
Center (WCC) and Convention and Visitors Bureau (CVB).
• JLL has worked closely with the CVB and WCC staff over the last 24 months to review data, complete 

research, interview stakeholders and WCC users. 
• This study helps determine the best course of action for the City of Waco’s future in tourism, conventions and 

meetings. 

JLL was separately tasked with a deeper review of the operational & governance model options for the 
WCC and CVB in September 2016
• City Council recommended a Task Force be created to determine the pros and cons
• JLL will present that recommendation today

Original Study – Background 
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Overview of Scope 

6

Scope Steps

Immersion Market potential 
Effectiveness of 

Waco Convention 
Center & CVB 

Marketing Efforts 
Capital Plan Benchmarking –

Peer Set Review 

Business Analysis –
Optimal Business 

Mix 
Environmental 

Scan 
Current Policies or 
Practices – Review 

Standard Operating 
Procedure (SOP) 

Review
Financial Review 

Food and Beverage 
Review 

Recommendations 
– Implementation 

Plan 
Governance 

Review
Task Force 

Engagement
Determine 
Priorities

Present 
Recommendations Stakeholder Update We are here



• Over the course of the last 24 months JLL has 
interacted with stakeholders and the City Waco by 
hosting or presenting to:

– 6 stakeholder group forums on various topics 

– 2 WCC user and vendor sessions

– 4 presentations to City Council

– 10 trips to Waco to meet with stakeholders, staff 
and the City

Stakeholder Participation
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City Staff

Chambers of Commerce

Business Community

Arts & Museums Community

Higher Education Organizations

Local Community Event Organizers

Sports Organizations and Venues

F&B Providers & Caterers

Stakeholder Interviews & Focus Groups



Overview of Accomplishments  
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Developed New 
Booking Policy

• Gained consensus 
on priority event 
types from 
stakeholders and 
Task Force

• Standardized 
booking windows

• Increase Citywide 
Conventions

Center Maximization

• Recent overall 
occupancy 

• Strategic focus on 
economic impact 
and fiscal oversight  

• Analyzed current 
activity level and 
developed plan to 
achieve 
optimization 

Standard Operating 
Procedures (SOP)

• Developed new 
SOP with updated 
standards

• Examples include 
room set up 
standards, response 
times, event check 
lists and employee 
appearance  

• Recommended 
preferred vendors 
relationship

Financial Review 

• Reviewed financial 
performance

• Created CVB & 
WCC P&L (profit 
& loss)

• Determined new 
opportunities to 
increase efficiency

Food & Beverage 
Review

• Review of current 
options in-house, 
preferred local 
caterers or 
exclusive

• Developed a new 
approach to be 
more competitive 
and increase 
quality 
(RFP/RFQ). 

• Enhanced in house 
catering ability

In-House Catering 
Updates

• Uniform look for 
staff

• Standardized menu
• Complimentary 

water service
• Revised Kiosk 

hours for large 
events

• Redlined with 
TABC for alcohol 
service

Reorganized 
Internal Team 

• Developed new 
staffing approach 
to increase sales 
and marketing 
functionality and 
operational quality 
and efficiency 

Destination 
Marketing

• Supported new 
focused approach 
driving awareness 
and new visitors to 
Waco   

Visitor Center

• Implementing new 
proactive service 
approach 

Preventative 
Maintenance

• Working to 
implement a new 
software driven 
preventative 
maintenance plan

• Created an 
equipment order 
form 

Building 
Improvements

• Wireless internet 
upgrades - wifi use 
with password 
protection

• Digital signage 
with video 
monitors for every 
room

• Updated AV in 
Bosque

• DeCordova Room 
updated

• Cameron Room 
updated

Capital Plan 

• Developed a 
capital plan that 
reflected the new 
standards

• Items include 
repair and 
replacement of roof 
and air 
conditioning units

• Renovating Service 
Elevator 



Outcomes from the study that have already positively impacted operations and practices.

1. Standard Operating Procedures were developed and implemented that are consistent with industry best 
practices.

2. Booking policy was revised to give precedence to large conventions, while balancing the importance of local and 
civic events.

3. Revenues have steadily grown and surpassed expectations since the study began in 2015. As of the end of 
August 2017, overall revenue is 15.6% over budget and expenses are 4.5% under budget resulting in a net gain 
of $1,059,513 which is $883,429 better than the budget gain of $176,084.

Accomplishments Highlights
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2018 Items for Continued 
Implementation
New Board Priorities:
Booking Policy
Food & Beverage Direction
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Background 

It was determined that the booking guidelines needed to better reflect the overall goals of the WCC. 
This included consensus that the “highest and best” use is citywide conventions. 
• Citywide conventions drive economic impact, room nights and additional benefits to the City of Waco.

JLL discussed key criteria to review with stakeholders.
• JLL facilitated a session with key stakeholders and WCC users
• The stakeholders included hotels, key partners, arts groups, and event organizers.

Booking Policy
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Developed consensus on priorities based on room nights and center revenue potential.  

JLL’s session with 
stakeholders



1. Summarizes the agreed upon “mission” of the Convention Center.

2. Accountability – clarifies responsibility  for selling.

3. Sets the foundation for future selling structures and deployment.

4. Supports future goal setting. 

5. Supports the WCC & CVB’s mission as an economic engine and shelters the team from external 

pressures.

6. Supports Convention Center budgeting process.

7. Creates agreed upon balance between fiscal results and economic impact.

8. Supports the future service strategy and service levels needed for the “highest and best use” customer.

Reasons for a Booking Policy

12



Booking Policy Events by Type
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Determined 
Priority

Event Type
Typical Booking 

Window
Center 

Revenue
Economic Impact 

(room nights)

1 Citywide Conventions  
300 rooms on peak   > 500 rooms total 

18+ months moderate high

2 Meetings with Room Nights
100 rooms on peak - 100-499 room total  

within 18 months moderate medium  

3 Small Meetings with Room Nights 
0-99 rooms total   

Within 12 months high low to medium

4 Local Events 
No hotel rooms - must have appropriate revenue

Within 6 months high low

5 Community, Civic and Municipal Events 
Must be part of annual budget and vetting process

Preferential access varies varies 

A standardized booking policy prioritizes event types based on the overall impact:



Background

It was determined based on benchmarking and customer research that the current program needed refinement. 
• After internal discussions it was decided that stakeholders should be included. 
• The development of a viable “in-house” catering option also needed to be included in this future discussion

JLL held a focus group session and invited all of the current approved caterers including:
1. Hilton
2. Waco BestYett
3. McAllisters
4. Lula Jane’s
5. Newk’s Café
6. Jimmy Johns
7. Fuddruckers
8. Chick Fil-A
9. Uncle Dan’s BBQ
10. George’s Catering
11. Papa Bears
12. Blanek’s Catering
13. Waco Convention Center In-House Catering

JLL reviewed the overall goals of a competitive Food and Beverage program in a convention center. The feedback was 
helpful in determining the most competitive approach while including local business in the outcome. 

Food and Beverage 
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Singular point of 
contact-seamless 
service  

Ease of process 
understanding of 
capacity and 
flexibility 

A high quality, 
creative 
experience

Client 
Requirements Ability to create 

competitive 
proposals from the 
sales and event 
management team 

Consistent 
standard of quality 
that can be 
marketed 

Profitable 
business model –
strong revenue 
streams

Center 
Requirements 

Clear 
understanding of 
operational and 
quality standards

Ability to do 
sufficient business 
to warrant the 
commitment 

A level playing 
field on market 
share of overall 
business

Commitment to 
deliver at a high 
standard 

Caterers 
Requirements

Overview of Food and Beverage Needs 
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JLL worked with the WCC staff and caterers to determine the needs across the food and beverage space.



The following is an overview of the recommended approach:

• Develop a seamless sales approach as the WCC standard that can be used by all customers with the key focus on 
citywide conventions. 

Food and Beverage Recommendation

16

Waco 
Convention 

Center Customer

Waco 
Convention 

Center 

Preferred Caterer

Preferred Caterer

Preferred Caterer

In-House Food and 
Beverage

Illustration of seamless 
sales approach



Questions?
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