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Introduction

o Complaints are directly related to Exhibitor services sales

Exhibitor Services Sales evolution
(Annual growth rate vs 2002)
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Objectives

eliminate 80% of the
complaints

assist the strategy of
growth of exhibitor
services sales.




Complaint Elimination

Solve

Detect |dentify sources

of complaints
Check Define Action
results Plan

Implement
Improvements



Complaint Elimination

To identify the potential sources of complaints:
 All process were analyzed with all employees involved

 Aided by an operations consultancy company
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Analysis of processes

Service Delivery Chain
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Organization

New Technical Office Role

_ Kaizen
» Leads the project "
. training
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Indicators

Set Service Quality Indicators

e |ndicators are set:
e Complaints per exhibitor

* % exhibitors with complaints

 Management review
e Compensation program

—

Operations
Planning

Technical Q
Office
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OBJETIVO Ponderacién Objetivo P d -

Minimo [ Maximo
Resultados Globales (80%)
EBITDA (!Bengﬂuo antgs de Impuestos, Amortizaciones, Canon, 60% 100.7% | 107.1%
Extraordinarios y contingencia)
Facturacion (solo si se consigue un minimo de 105,7% de EBITDA) 20% 95% 100%
Resultados Individuales (20%)
Conseguir 4M€ de ahorro segun el plan: 2,1ME en produccion
salones, 0,5 ME en compras servifira y 1,35ME en costes de 10% 4ME 80% 100%
estructura
Eliminacién incidencias: il | 80Y% . itor <0.1
; |rT1|nac!on incidencias: conseguir llegar al 80% de reduccion de 10% a) |n<.:|denC|as/§xp.05|tor 0, 80% 100%
incidencias vs base (2006 2007) b)expositores con incidencias <10%

INCENTIVO TOTAL 100%




Indicators

Exhibitor Surveys
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Information Flow

Q

Purchasing

* Review of services
prior to the delivery | Operations |
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Information Flow

 Displaying delivery dates

Customer
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Information Flow

o Footprints to
exploit data

<E-Mail
eText message
*Phone call
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Information Flow

% of Complaints per Service
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Information Flow

% of Complaints per Supplier % of Complaints per Hall
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Supply Strategy

Brainstorming Workshops

Furniture: Changesin  Logos: e-request to avoid errors.
the pOI’th|IO E Products and Services Catalogue Back

Search for products Products » Stands > Stands

Enter a product Q SHELL SCHEME
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flooring
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decoration

Brindisi | counter
Brindisi Il counter
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24

Rigging points

Electricity, water and — -
compressed air Sign board name

Internet,IT & AV
Equipment

111 em

IV 1=

Promotion & Advertising

Temporary Personnel

hitp Orsay counter

lack Orsay counter

P O o
iy

Assembly Services

Car Parking Passes

Po oka- -yoke e

Cod. 507663




Supply Strategy

Brainstorming Workshops

Power, water,
compressed air:
color coded

supply

Internet/phone/
power. Guides to
help exhibitors

Water supply:
pre-identify
problematic
stands.




Supply Strategy

Proactive Operations Planning

o Q
 Early supplier access
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Supply Strategy

Renewed Purchasing Strategy

- = H Q
 Apply Service Levels in
new contracts and bids Operations &
Planning

o Supplier reviews based Q
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Organization

Functions Integration

. _ Q
 Project Manager:
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Results

New Service Delivery Chain
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THE INTEHNATIONAL CERTIFICATION NETWORK

CERTIFICATE

IQNet and AENOR
hereby certify that the organization

FIRA DE BARCELONA

AV REINA MARIA CRISTINA, SN
ONA

for the f::u;i:;RO::ILd of activities P rOj e Ct
>
Manager

LOGISTICAL SERVICES FOR TRADE FAIRES MANAGEMENT.
has implemented and maintains a
Quality Management System
which fulfills the requirements of the following standard

Issued on: 2005-02-03 Validity date: 2008-02-03

Registration Number: ES-0179/2005

Dr. Fabio Roversi RaménNAZ
President of IQNet General Manager of AENOR
IQNet Partners®:

AENOR Spain AFAQ France AIB-Vincotte International Belgium ANCE Mexico APCER Portugal CISQ Italy CQC China
CQM China CQS Czech Republic DS Germany DS Denmark ELOT Greece FCAV Brazil FONDONORMA Ve

‘Nemko Certification Austria.
SAI Global Australia SFS Finland SII Israel SIQ Slovenia SQS Suwitzerland SRAC Romania TEST St
IQNet is represented in the USA by the : AFAQ, Ci50. DS, KEMA. NSAL GMI and SAI Global
“"The list of I0Net parters s valid at the time of ssue of this certifcate. Updated information i available under www ianet-certification
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Results

Complaints reduced 80%

Exhibitors with complaints
dropped 73%

170% Increase In
exhibitor services
sales




Conclusions & Learnings

reenel . Operations must have a proactive role (technical office)

Qe Setting Indicators to review progress is a must

@ Share and Exploit the information available
/O Expand focus to the entire supply chain (supply strategy)

Use Plan Do Check Act to eliminate complaints (Kaizens)

Use of Surveys to know exhibitor perception



Next Steps
ServQual Model

SERVQUAL Questionnaire Fira Barcelona - Organiser Services

Gap-based SERVQUAL

Dimension Service Attibutes E-score P-Score Score Rank
Tangible Has up-to-date equipment

Has visually appealing facilities

Has employees with neat and professional appearance

Has visually appealing materials
Reliability Provides service as promised

Sincerely solves problems

Performs service right, the first time

Provides service at promised time

maintains error-free records
Responsiveness Keeps customers informed as to when services will be performed

Provides prompt service to customers

Iswilling to help customers

Is always ready to respond to customers' requests
Assurance Has employees who instill customer confidence

Has employees who make customers feel comfortable

Has employees who are consistently corteus

has knowledgeable employees that answer customers' questions
Empathy Gives customers individual attention

Has employees who give customers individual attention

Has customer's interests at heart

Has employees who understand customer's needs

Has business hours that are conveninet to customers

Notes: E=expectation, and P=perception
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