
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
National Concierge Association 

Omni Shoreham Hotel 
August 16 -18, 2010 

Washington, D.C. 

 
CONFERENCE AGENDA 

 

PARTY WITH ROCK STARS                                           
& PRESIDENTS! 

All attendees and registered guests welcome to attend! 
Weõll start off with a brief welcome program and then itõs off to 

Madame Tussauds Washington, D.C. for an evening of great 
food and company and amazing exhibits! 

 

5:30PM-9:00PM      OPENING CONFERENCE RECEPTION AND PROGRAM 

Dress:  business attire           Hampton Ballroom, Omni Shoreham Hotelñ cash bar.  
      All attendees and registered guests welcome to attend.  

    MONDAY, AUGUST 16, 2010 

8:00AMñ3:00PM                           NCA CHAPTERS ANNUAL TEAM MEETING 

Dress: resort casual                       Omni Shoreham Hotel, exact location to be announced

All NCA Chapter Board of Directors, the NCA Executive Board and National NCA Partners are welcome to    
attend the annual workshop dedicated to the development of the National Concierge Association. 

    SUNDAY,  AUGUST 15, 2010 

The NCA Executive Board of Directors cordially invites all NCA Chapter Board members, National Committee 
Members, NCA National Partners, NCA Certified Concierges and NCA Endorsed Partners to attend a reception 
in their honor in the historical òGhost Suite.ó    Refreshments provided.   

6:30PM-7:30PM              NCA LEADERS APPRECIATION RECEPTION 
Dress: business attire                                  Omni Shoreham Hotel, Ghost Suite   

Hosted by Merlin Entertainments 
Group, the party will begin with a 
special welcome by Dan Rogoski, 

Director of Sales. 
 

Transportation is provided and will 
depart from the Omni               

Shoreham Hotel following                          
welcome program.   



 

 

 

 

 

 

 

 
 
 
 
   
 
 
 
  
 
    
 
 
 

òCAPITALIZING ON SERVICE EXCELLENCEó 
TUESDAY, AUGUST 17, 2010 

The conference dress code for all regular day sessions is business casual.  Todayõs sessions are for registered 
attendees only (sorry no guests please) and will take place in the Hampton Ballroom.   

8:00AMñ9:30AM      BREAKFAST WITH SPEAKER 

òHISTORIC WASHINGTON, D.C. A CITY OF SERVICE EXCELLENCEó 
Monique Russell, Convention Services Manager, Destination DC 

 
Americaõs most powerful city is home to dignitaries from every country of the world.  Learn 
about the cityõs most notable people, places and events and how excellence in service is not 
only important, its key to everything!  Event includes a full breakfast buffet.    

 

9:30AM-10:30AM       WORKSHOP 

òUNDERSTAND YOUR CUSTOMER!ó 
Glenn Haussman, Editor-In-Chief, Hotel Interactive.com 

 
To truly satisfy and engage someone, you have to understand their inherent desires.  But in this 
topsy-turvy world consumers are changing.  This panel will explore the psychology behind what 
motivates and excites people and provides the tools to ensure you can always exceed their             
expectations.   

10:30AM-11:15AM       WORKSHOP 

òTHE ART OF EMPOWERING YOUR TRIBEó 
òLeveraging Social Media To Connect With Your Clientsó 

Matt Batt, Founder & CEO of Pipeline Media Relations 
 

Social media like Face Book and Twitter has resulted in a shift in how we communicate with and                  
engage our customers.   A good term for whatõs happening is  òME-media!ó   Mr. Batt will provide a 
road map around how we can make this fundamental shift towards becoming more socially engaged 
with our clientele to our benefit.     

                     
 
 
 
 

From vendors to employee situations, contracts are a necessary staple of today's business culture.                             
Terminology is key and there are a lot of myths about the law.                                                                                          
Are ònon-competeó agreements for real?  Can confidentiality contracts be broken?                                                                                                                
Bring your notebooks, questions, and learn from two legal experts in this exciting session! 

11:15AMñ12:00PM       WORKSHOP 

Cynthia Klaus, Attorney       
Larkin Hoffman Law Firm 

Meredith Bauer, Attorney 
Larkin Hoffman Law Firm 

12:00PM-1:30PM   LUNCH BREAK   ON OWN 

òUNDERSTANDING CONTRACTS; 
MAKING THEM, LIVING WITH THEMó 



 

 

 

 

 

 

 
                         
 
         
     
         
 
 
  
 

    
 
 
 
 
 
 
 
 
 
 
 
 
 
1:30PMñ2:30PM        WORKSHOP 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

òCapitalizing On Service Excellenceó 
Tuesday afternoon, August 17, 2010 Continued 

 

ñTIME, CHOICES & DECISIONS MANAGEMENTó 
Tina Lassiter, Director of Art Programs & Acquisitions 

Childrenõs National Medical Center 
Washington, D.C.  

 
Time Management is really about the choices and decisions we make regarding the what, 
when, why and how of our busy professional and personal lives.  This session will use a new 
creative approach to cover an age old topic! 

 
 

1:30PM-2:30PM        WORKSHOP 

òNETWORKINGñTHE KEY TO OUR SUCCESSó 
òIn this highly competitive hospitality industry,                                                                                                                

the NCA provides a team of experts in our hip pockets at all timesó  
 
 
 
 

 
 
 
 
 
 
The National Concierge Association is founded on the principle of  building world championship networking. Strong 
business relationships are the key to our success.  Whether you are a Concierge or work in another phase of the 
hospitality industry we each have òbest practicesó which help us stay at the top of our game.   The NCA Executive 
Board leads a fun group discussion sharing tips of the trade and how to create important relationships.    

 

2:30PMñ3:30PM        GROUP DISCUSSION 

3:30PM-5:30PM       FREE TIME 
 
5:30PM-8:00PM (all attendees and registered guests)           EVENING EVENT 

 

òA TASTE OF D.C.ó 
 

The NCA-Washington, D.C. Metropolitan Area Chapter (PC) 
Invites you and your registered guest to attend a special evening featuring                
Hors d'eourves, beverages, fun, and a great view of the nationõs capital!              

Buses will leave the Omni Shoreham Hotel at 5:30pm for departure to event                           
location.  Dress code for this event is business casual.    

 
 



òCapitalizing On Service Excellenceó 
Wednesday, August 18, 2010 

Dress code: business casual for the day.  The NCA membership meeting is members only.                                                                
All attendees are invited to attend the remaining events today and this evening.      

Registered guests are welcome to attend all afternoon and evening events.   

 
 

12th ANNUAL MEMBERSHIP MEETING 
Childrenõs National Medical Center, Washington, D.C. 

 
All members of the National Concierge Association are invited to attend.    Meeting highlights include the annual 
state of the organization by President Pat Brengman and the NCA Executive Board plus a session on òThe Medical 
Conciergeó by representatives of CNMC and the NCA-Washington, D.C. Metropolitan Area Chapter (PC).            
Transportation provided from the Omni Shoreham hotel leaving at 7:30am promptly.  A light breakfast is provided.    

 

7:30AM-10:00AM     NCA ANNUAL MEMBERSHIP MEETING 

 
 
 
 

 
 
 
 
 
 

 
 

11:15AM-12:15PM       WORKSHOP 

 

òBUSINESS ETHICS: WHAT IS IT AND HOW CAN IT BE ENHANCEDó 
Lloyd Eby, Professor, George Washington University 

 
Mr. Eby has taught the course, Ethics For Business and the Professions (Phil 135) since 
the spring of 2005 at George Washington University, to approximately              
140 undergraduate students each year.  He also teaches a graduate course in                  
International Ethics at the Elliott School of International Affairs at GWU. 
 

10:30AM-11:15AM       WORKSHOP 

 
 
 
 

 
 
 
 
 
 

 
 
 

 
 

 
 
 
 
 
 
 

 
Al Frakes, like so many filmmakers, started out as an actor in the mid 70õs.   Progressing to behind the camera 
work, Mr. Frakes has become an accredited, award-winning, independent film producer, director and writer of 
numerous movies, television, music videos, and commercial projects.  As CEO &  President of SAF Studios in                 
San Antonio, Texas, Mr. Frakes is in partnership with LoneStars Celebrity Services which  provides Concierge 
services to celebrities visiting SAF Studios and everyone wishing to be pampered like a celebrity!   

 

 
òTHE CELEBRITY CONCIERGEó 

Al Frakes, CEO & President 
SAF Studios 

San Antonio, Texas 



òCapitalizing On Service Excellenceó 
Wednesday, August 18, 2010 Continuedé... 

Dress code: business casual for the day.  The NCA membership meeting is members only.                                                                
All attendees are invited to attend the remaining events today and this evening.      

Registered guests are welcome to attend all afternoon and evening events.   

 
 

 
 
 

 

12:15PMñ2:00PM     NCA KEYNOTE SPEAKER LUNCHEON  
                                                                        Omni Shoreham Hotelñexact location TBA 

 
 
 
 
 
 
 
 

 
TOUR WASHINGTON, D.C. 

FREE TO ALL ATTENDEES AND REGISTERED GUESTS 
                                             Compliments of NCA 2010 Partner Carey Transportation! 
 
Buses will depart from the Omni Shoreham Hotel at 2:15pm (Time approximate following Keynote Luncheon event).   
Plans call for travels throughout the city of Washington, D.C. with stops at memorials and other landmarks.   Wear 
weather appropriate clothing.    Bring your camera!   This event is free, but you must sign up to attend at the              
registration desk upon arrival at the conference.    

 
 
 
 
 
 
 

 
 

 

òIMERMAN ANGELSó 
Jonny Imerman, Founder 

2010 NCA Keynote Speaker 

Imerman Angels has over 1,600 cancer survivors in its network.  Each of these              
survivors is available to speak to someone who is in the middle of their fight with              
cancer.  Empathy, empowerment, inspiration, understanding, and knowledge are the 
building blocks of Imerman Angels.  Jonny is a true believer that when a  survivor 
shares his or her story and befriends a cancer fighter, there is so much good that can 
happen for everyone involved.   Event includes lunch.   All attendees and registered 
guests welcome to attend.   

     2:00PMñ5:00PM        CITY TOURS 

The White House Vietnam Memorial  Fordõs Theatre 


