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Plano Perks
UNLESS YOU'RE A CELEBRITY, the big cheese of a major company or just have gobs of money, you probably don't have a personal assistant scampering alongside you, waiting to take care of your every need. Imagine if you did. You wouldn't have to make restaurant reservations, schedule wake-up calls or find directions to that new club - someone else would do it for you, making your life that much easier. Now imagine being able to pack all the grandeur of a personal assistant into something the size of a credit card. You would have the Plano Perks Card, a cell phone-based concierge. 
Recipients of the Plano Perks Card call the number listed on the card and are greeted by a live person by name. They can request help with anything from reserving movie tickets to choosing an appropriate wedding gift.
The Plano Convention and Visitors Bureau is providing a complimentary Plano Perks Card to those corporate travelers staying in Plano to help make their current and all future stays in Plano more productive.
Description of Plano, TX:
Plano is an affluent northern suburb of Dallas, Texas. Located mostly within Collin County, population 265,000, making it the ninth largest city in Texas and making it the 70th most populous city in the United States. Plano is within the Dallas/Fort Worth metropolitan area, colloquially referred to as the Metroplex. The city is home to many corporate headquarters, including Ericsson Inc., Rent-A-Center, Crossmark, Dell Services, Enterprise Services, HP, JCPenney, Frito-Lay, Cinemark Theatres, Dr Pepper Snapple Group and Siemens PLM Software.


In 2005, Plano was designated the best place to live in the Western United States by CNN Money magazine. In 2006, Plano was selected as the 11th best place to live in the United States by CNN Money magazine and most recently Plano was named the safest city in America by Forbes.com. and the number one place for women and number three place for men to live in the US by Women’s Health Magazine and Men’s Health Magazine. Plano schools consistently score among the highest in the nation. It has been rated as the wealthiest city in the United States by CNN Money with a poverty rate of less than 6.4%. In 2008, Forbes.com selected Plano, University Park and Highland Park as the three "Top Suburbs To Live Well" of Dallas. The United States Census Bureau declared the Plano wealthiest city of 2008 by comparing the median household income for all U.S. cities whose populations were greater than 250,000.  The annual Plano Balloon Festival and the Plano International Festival are two of the city's premier cultural and entertainment events.

Situation:

With Plano having so many corporate headquarters located within the city we found that about 70% of our overnight visitors were here to do business with these companies. This is a significantly high amount of overnight visitors who have a substantial economic impact on our community and, with this in mind, the Plano Convention and Visitors Bureau (CVB) set out to find a way to increase service to these visitors without disrupting their visits and their ability to do business while providing them with a service that would make them want to continue to stay in Plano.

Through a previously conducted branding study the Plano CVB learned the following:

· The Plano brand must work with – not compete with – Dallas.
· The Plano brand must work for business.

· The Plano brand should benefit all of Plano.

· Plano is a highly stylized city.

· Plano is clean, modern, polished and fresh.

· Plano is progressive, hi-tech, affluent and well planned.

· For the visitor this translates into “easy.”

· “Easy” makes business travelers feel smart, relaxed, in charge, successful.

· Plano makes it easy.
Based off of this research it was determined that we should do whatever possible to make it easier for our corporate travelers to do business in Plano. 

Questions:
How is it a quantum leap of creativity?

Plano’s Convention and Visitors Bureau is a small bureau with only 6 full-time staff members who needed to come up with a creative solution that would help our team better serve the needs and the requests of our visitors. 

Going through the brainstorming process we were looking for something that would make it easier for visitors to do business in Plano. Every solution had a huge price tag or added the need for new full-time employees, which was not an option. 

After a number of brainstorming sessions, we narrowed our focus down to what we thought our customers needed - information and someone to be there to help them 24/7. We needed something more than just websites, Apps and social media to provide the personalized service we were looking for.  We were thinking about something like a 24/7 concierge service for the city, something more than an information desk at a mall or a hotel. We wanted something that would be manned 24/7 and would represent the entire city. 

We began our search for a company that could enable a process like this and came across Proforma Edge who had a system that would do just what we were looking for.

With Proforma Edge we were able to take our concept and develop it into what is now known as the Plano Perks Card, a cell phonebased concierge. The card, which is the size of a credit card, ties in with your cell phone and when you call the toll free number, you will have access to a personal assistant who will get you anything you need, no matter where you are. The Plano Perks card can save you time, money and aggravation. This system is able to provide the user with phone numbers, addresses, driving directions, traffic and weather conditions, dining recommendations, restaurant reservations, price comparisons, online purchasing, event tickets purchases, business services, travel arrangements, reminder services, entertainment guides, instant news/sports/stock information and much more. 

The new system is able to answer our needs with a state-of-the-art system while providing a real person, not a computer or website, on the other end.  It also minimizes our capital outlay for this personal service.  

Who has benefited from the innovation?

Our customers, visitors and hospitality partners, in addition to the city of Plano, have benefited from the new Plano Perks Card. Our customers and visitors now have a 24/7 way of finding what they need or want to do in Plano by just dialing the phone. This innovation is providing the desired services in a very cool, unique, and economical way.

How was the innovation initiated and implemented? 

The idea for the Plano Perks Card came out of our branding process. It was determined that, in order to separate Plano from the other urban-like cities in the Dallas/Ft. Worth area, we need to do what we can to make it easier for our corporate travelers to do business in Plano. 

After initiating the idea, we found the Proforma Edge Company who was able to provide us with exactly what we were looking for—something more than just websites, apps and social media, a personalized concierge service that would be there for our clients 24/7.  

After the development of the system, the Plano Perks card and the packaging of the card, we met with our public relations team, The Tucker Group, to generate information about the new Plano Perks card.  At this point we developed and implemented an informational campaign targeted to industry publications, blogs, social media sites, .com sites, newspapers etc., informing them of the our new service. We also sent an e-newsletter to all of our current clients introducing them to the service along with posting instructions on how to receive the Plano Perks Card on the home page of the CVB website. A direct mail campaign also distributed over 500 Plano Perks cards to community leaders. 

The program started strong in late 2009 and we continue to receive a steady stream of requests for the Plano Perks card each month. 

What risks were associated with the planning and developing the innovation? 

There was little to no risk at all in the development of this new service. If there was any concern at all it was “Will the travelers request and use the card?”, and we have proven that yes they will. 

The funding for this project came from Plano’s Convention and Visitors Bureau and had no direct impact on the city’s general fund. These dollars come from those individuals spending the night in our Plano hotels.

The program has been in place a year now but we feel that it is still to early to determine its success but based off of the responses we have seen thus far in request for the cards and the overwhelming interest of our tourism partners this program is a hit for the CVB and for the City of Plano.

What was the environment in which the innovation was created and sustained? This innovation came out of the desire to provide better one-on-one personalized service in a time when we did not have the ability or the budget to hire staff to do so. This environment still holds true and looks like it will for a few years to come even if the economic environment changes for the better. We will continue with the Plano Perks card based on its success and the overall low cost to our bottom line. 

What was the execution cost and savings?
The cost per year for this project is estimated to be about $14,000 for us to accomplish this same goal in-house we would have needed to hire 4-5 part-time positions at a cost of $100,000 plus an additional estimated $50,000 for training, office space and equipment, not including software. 
What lessons were learned that could be shared with other local government? 

The biggest lesson drawn from this experience is the number of ways to meet a need if you keep your mind open and are willing to expend the time and energy to complete the research. The right solution to your challenge will present itself. 

Which department and/or individuals championed this innovation?

This innovation was championed by the team at the Plano Convention and Visitors Bureau, which is a department of the City of Plano under the direction of the Parks and Recreation Department. 

Background Information
Front Page of Plano CVB website containing direct link to the Plano Perks Page
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(Plano CVB) is the official destination
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Background Information
Page within the Plano CVB website explaining the Plano Perks Card 
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Background Information
Part 2 of the page within the Plano CVB website explaining the Plano Perks Card and giving interested individual an opportunity to order their card. 
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Background Information
Copy of the Plano Perks card and the folder that it is mailed out in
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Background Information
Copy of the Plano Perks card and the folder that it is mailed out in
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Plano Perks Personal Assistant will get anything you want anytime you
need it, no matter where you are in the United States or Canada. A Plano

- Phone Numbers
Perks Personal Assistant will save you time, money and aggravation.
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The Ultimate Giff of Time.

You Have Been Gifted With 30 minutes of Plano Perks Personal Assistance

To activate your card, simply call 888-VIP(847) -1411 and select the option to activate a calling card. Enter in the
12-digit account number listed on the back of your Plano Perks Card. You will be asked to register the phone
number from which you will be using the personal assistance service. The next time you call, you will bypass the
automated greeting and be directly connected with a personal assistant who will greet you by name and assist you.






