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Welcome to our newsletter, a lot has happened since our last issue includinggthe

Les Clefs D0Or 57th International CommgTress T Tt ¢

tugal, which was held from Januaryi® 2010 and which | was proud to attend .

and participate in. Lisbon Photos |3

Over 350 professional Concierge frpm the wor T]do{

ered in Lisbon, to focus on exceptional service, leadership and guest experighde .

. . Oceania News |5
management. The emphasis was on reinforcement of and enhanced value for guests.
No |l onger only the domain of the hotel | obb the word| 06do
tries as an individual, whole departments and even virtual functions and is now synonymous with §efvicd.he passing of
Use of the word o0Conciergeé6 is explosive bu s ufbnytdames i e |c
role have been diminished and used inappropriately. The Lisbon meeting focused on how we LCI§ Gon-
cierge must constantly seek out ways to reinforce and enhance our position as the original servicq rple
models and how to add value to our guests and properties as economic challenges continue worl§wjde. Arrivals and 9
Departures

The I nternational Executive of Les Clefs DOP together | wilt
bled industry leaders to address these trends, challenges and opportunities for the Concierge progdsion.
Mr Mar k Conklin, Marriott Vice President fo Vﬁu?éﬂ&Ab%utEJlbOp
ership and vision and challenged the attendees to take a stronger role in standards of excellence.jM
Carlos Fogaca, representing Lisbon Tourism, presented the Lisbon Experience, which focused orfhpw
emotions make a powerful impact on each moment of contact anywhere.
Roberta Nerdy, President of Hospitality Excellence, a guest experience management and guest Sgn icéndUStry Profile: 14
training firm idArNedwcBidmens®i Gervimncser viced [{oCrahamTaylers | nelw
meet the marketds frenzied demand for more pe&rsonmratr—servi+c
Les Clefs DBdOr worldwide recognizes how cri i cal it is to
vice skills and perspectives to meet and exceed guest expectations and the annual educational pgpgram-
ming at our International Congress does that. This is one reason it is very important for hotels to up-
port and encourage their Clefs DOOr Concierfpe to attend th
beneficial to the Concierge but also the property that he or she works for. Hotels that hire and maiptain
properly trained professional concierge, who are constantly on top of guest satisfaction and loyalt
trends will see significant impact to the bottom line and guest satisfaction levels and positive feedflack
will soar accordingly.
I't is important for a Les @hdndgretwdkbolacqugntaocése s fi onal to have
friends and colleagues from around the world to assist him or her in meeting and exceeding guesfide-
mands and this is a further reason for attending the International Congress.
Les Cl efs Do Orfor-prafisassodation dedidated t@comirnuéd education, effective neg-
working and enhanced job performance of all its members. We pride ourselves in learning about qur
cities and environs, restaurants, events, sightseeing destinations in order to help guests get the $st out
of their visit. We are professionally trained individuals who have built up our skills and contacts fofgmany
years to open doors throughout our cities and indeed, around the world.
This year | was given the honour by the Intpkrnational Exec
the International Ethics Committee. The aim of the code of ethics is to ensure that all members bghave
in an appropriate and respectful manner at all times both in their careers and while attending suctjhigh

profile events as the International Congresses.

I would like to take this opportunity to thank you for taking the time to read our newsletter. So untilj

next time, Enjoy.

Elvis Soiza
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MR. PETER MCBREARTY

Well, much like an avalanche begun by the fall of a single pebble, after years of relative
stability it would seem that the resignation of John Elmas from the Westin Melbourne in
Spring of 2009 has been followed by a veritable torrent of movements into and out of the
Concierge Desks at major hotels around Australia. They've moved in, out, to other properties and even over-
seas. It would seem that LCD members in particular are increasingly held in high esteem by new and estab-
lished properties, and in a related development we have had an increasing number of requests to place ad-
vertisements for Concierge vacancies on the LCD website, including several for overseas posi-

tions. Unfortunately with the passing of Tony James we have also had to say a sad farewell to the last of the
"Gang of Four" responsible for establishing Les Clefs d'Or in Australia.

On the positive side though, in many states the first months of 2010 have proven to be incredibly busy, and
this would also seem to be reflected in the hotels of our brethren on the other side of the Tasman. In Mel-
bourne the normal slight dip in occupancy following the Australian Open never seemed to materialize, with
February maintaining a period of high occupancy and March, with the Food and Wine Festival, Grand Prix
and Comedy Festival, promising no let up at all in the influx of interstate and overseas visitors and also a
large number of Victorian guests.

With the departure of several of our number locally, we are particularly focussed on encouraging and foster-
ing promising members of the Melbourne Concierge community to look toward membership in Les Clefs d'Or
and will conduct several workshops over the next few months to assist them in that endeavour. It is always
encouraging to see the standard and commitment of those involved in our meetings, functions and dinners,
and particularly the fact that so may are willing to attend these events outside of their work hours. This not
only increases their knowledge and enhances their interaction with their associates and others in the tourism
industry to the benefit of their guests, but also reflects well on their professionalism and commitment to their
respective properties and career development. We have no doubt that the promise shown by many of our
local Concierge associates is bound to translate into eventual reality as fellow members of Les Clefs d'Or
and valued members of our association in the not too distant future.

Over the last few months many of our local Concierge fraternity have been fortunate enough to visit a num-
ber of excellent Melbourne restaurants, which has been an excellent chance to catch up, while at the same
time helping us keep abreast of developments in both new and established venues. We are also in the proc-
ess of planning familiarisation trips to both the Melbourne Zoo and Sovereign Hill and Ballarat, both of which
have drawn strong support from our members and associates alike. Meanwhile we are already looking to
secure a venue and date for this year's Melbourne Les Clefs d'Or Concierge Ball, we are beginning to make
arrangements to attend the national AGM which will be held in Sydney in July in conjunction with the Sydney
Ball for the first time, and all the while we have our guests to enchant, amaze and enthral!

Les Clefs d6Or would Iike to thank the below sponsors
for their continuing support......
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Elvis Soiza, Franz Staufer, Colin Toomey UICH President Mr. Robert Watson and

and Gustavo Concha Oceania representation at Lisbon, Elvis Soiza

Mr Gregory Tan, President of Singapore Lecture by Ms Roberta K Nedry,
Marina Bay Sands President of Hospitality Excellence

General Assembly

ShangrlLa family, including Colin Ms Maria Cozarescu, JW Marriott Ms Virgina CasalestlVice President of
Toomey 3d Vice President of U.I.C.H Bucharest Grand Hotel, Romania U.L.C.H. Sofitel Montreal

. . . Lisbon Toufi Ms Kate Kim and Ms
Fado night at the Cafe Luso Gala Dinner at Casino Estoral Patricia Son, Grand Hyatt Seoul




