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One of the most critical aspects to remaining aient’s good graces is managing their
projects to meet their expectations. But exacthatwhtakes to manage a project
successfully can mean different things to diffeqgeple. So, we asked several industry
veterans to share what their years’ of experiemsetdught them. Here’s what they had to
say.

Good Relations
“I need them to believe that | am looking out floeit best interests and that | am the
protector of the plan and the client,” said How&tdnford, president of KSA in Fishers,
Ind. “Once that is done, everything else is reltisimple. If they don't feel that | will
hold to and protect their needs, then we haveodl$ ©f problems.”

Stanford starts developing a sound working relatigm with his clients during the sales
process by sharing with them “the passion | havevfeat | do.” In addition, Stanford
tries to create an environment that encouragestslie ask questions, no matter how
strange. At the same time, Stanford is quick tapout that he does not have all the
answers but commits to finding them for his clients

The sound relationship serves as a foundatiorstaatlizes the project moving forward.
“Then we can sit down and discuss equipment, tla¢ioaships they have and what does
and does not work for them,” Stanford said. “Thelpls me set a basis for where to start.”
Understanding Goals and Objectives

“Most of it starts at the beginning by establishinigat they are looking for rather than
designing a project,” said Michael Johnson, priatgf Hilliker Associates in Marietta,
Ga. “You have to listen not only to what they say &lso to what they want. Once you
get on the same page, then it's a series of flaavtst

And according to Johnson, it is important for ewery who touches the project to have
the same understanding of its goals and objectiViésen we come back from a meeting
with our notes, we write them up and give themuergone, even the plumbers and
electricians. That way everybody has a copy of Weatinderstand the client directed us
to do and the corresponding time frame.

“Then, everything goes a lot smoother and you doaite as many headaches.”

Proper Scheduling
“It takes expertise, time and money to developwa restaurant, and independent



operators need to understand this and listen tegsmnals if they have any real hopes of
completing their projects in time,” said Eric F. $taum, Ph.D., CHA. Nusbaum is
president of Greenfield, Mass.-based Wheelwrigh<sddants.

“They should probably plan on everything takingdenthan expected and plan to open a
number of weeks prior to the start of their firsason both to allow for some sliding of
the schedule and to allow the staff to work out s@fithe bugs and ramp up for business
before things get busy,” Nusbaum said. “Someondddsvelop a realistic schedule and
watch it and make it happen, otherwise it will hot.

Shared Terminology

“We have terminology that applies to our industmyp or conflicts with other industries
and that can cause misinterpretations and realgmabdown the line,” said Ron Kooser,
president of Cini Little. “One of the key thing&y to do to make a project move more
smoothly is to get all of the team speaking theesianguage, and that changes on the
type of project.

“For instance, when we in the industry talk abaetdil operations” we are talking about
foodservice that looks or presents a non-insti@i@ppearance or impression,” he said.
“When you use that term with an architect, or soneeglse, it obviously means to them
hard goods or maybe even non-food items.

“This is also true when we work on hospital progetttat include "room service," when in
fact people in our own industry don't have a commiogerstanding of what that means.
So, it is important to make sure everyone is orsdrae page.”



