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A.  History
Recreation Resource Management, Inc. (RRM), of Arizona was founded in 1989, when awarded two Special Use Permits from the USDA Forest Service (USFS), Region 3-Arizona.  For its first ten years or so, RRM steadily grew by winning new USFS special use permits to manage campground and day use facilities.  In 2003, RRM was purchased by Warren Meyer and Katherine A. Groves, who manage the company today.  In early 2003, the assets of the company were reorganized into an Arizona S-corporation and is registered to do business in 12 states (including Washington).  

IMPORTANT NOTE:  RRM is a completely different company from Recreation Resource Management of America, which operates in the USFS in Colorado and Eastern Arizona.  While this other company with a similar name was founded by an ex-RRM employee, it has not had any relationship to us in over a decade.  Sometimes this company attempts to leverage off our company’s reputation; however, the operating procedures, quality standards, and performance of Recreation Resource Management of America do not in any way reflect on our company.
Since 2003, RRM has continued to add new USFS campground concessions, but has also branched out into store and marina contracts.  Our first store contract was with Arizona State Parks at Slide Rock State Park, where we constructed and now operate the market.  Since that time, we have added new concession contracts with Arizona SP, California SP, Texas SP.  We also have a very large marina, store and restaurant contract with the National Park Service in Colorado and a new RV park contract with the LCRA in Texas and the United Water Conservation District in California.
Recreation Resource Management is a Subchapter-S Corporation headquartered in Phoenix, Arizona.  RRM maintains regional headquarters in Washington, California, Arizona, Kentucky and Florida.  Our philosophy is to keep our corporate staff lean, with over 99% of our employees located right on our permits and interacting with customers every day.  Our managers are expected to be available to handle problems 24/7, and are expected to keep a high profile in the local community.

RRM’s primary shareholders are Katherine A. Groves and Warren Meyer, who are available to permitting authorities and RRM staff on a daily basis.  Warren serves as President and Chief Financial Officer and Kate as VP of Marketing.  Warren and Kate each have extensive business management experience and are both graduates of the Harvard Business School.  The company’s original founder, Will Newman, also works with the company full time as Chief Operations Officer for our Western Region. He is complemented by Kelly Moffitt, the company’s Chief Operations Officer for the Eastern Region.  Between them, Will and Kelly have over 40 years of operational experience in the recreation business, both in public service roles as well as in private companies. 
B.  Current Concession Contracts

RRM currently has nearly 30 concession contracts with six different public authorities in 12 states.  Each contract may include between 1 and 50 facilities, and our contracts are located roughly as follows:
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Our management has diversified in order to meet the changing requirements and opportunities that are available in some concessions today.  During the peak summer season, RRM employs between 400 and 500 employees who are managed by over 50 vice-presidents and area managers. 
A detailed list of our current contracts with the approximate size of each operation is show in the table below:
RRM Concession Contracts (as of January 1, 2008)
	Dates
	Facility Name
	Location
	Types of Facilities**
	# of Employees
	Approx. Gross Sales
	Name of Administrator

	3/02 - 12/2012
	Convict Lake Complex
	Inyo National Forest
	C
	6
	$175,000
	Adrian Thatcher

	6/99 - 12/2005
	Catalina Mtn.  Complex
	Coronado National Forest
	C, D
	12
	$195,000
	Diane Carrol-Cobb

	5/2005-12/2006
	Clear Lake State Park
	Clear Lake SP, CA
	S, B
	2
	$27,000
	Bruce Lynn

	1/99 - 12/2008
	Crescent Lake  Complex
	Deschutes National Forest
	C, D, S
	22
	$195,000
	Rhonda Bishop

	1/06 – 12 / 2015
	Elk Creek and Lake Fork Marinas
	Curecanti National Rec. Area
	M, S, R
	40
	$721,000
	Kathleen Gonder

	1/00 - 12/2009
	Daniel Boone Complex
	Daniel Boone NF
	C, D, S, B
	68
	$862,000
	Jeff Lewis

	9/05 – 9/2015
	Double Lake Recreation Area
	Sam Houston National Forest
	C, D, S, B
	16
	$186,000
	Warren Oja

	1/98 - 12/2017
	Fall Lake Campground
	Superior National Forest
	C, D, S, B
	8
	$125,000
	John Pierce

	1/99 - 12/2008
	Hiawatha-Munising Complex
	Hiawatha National Forest
	C, D, B
	10
	$90,000
	Walter Jurinen

	3/07 – 3/2012
	Lake Livingston State Park
	TX State Parks
	S, M
	10
	$100,000
	Pam Carleton

	1/08 – 1/2013
	Lake Piru Recreation Area
	United Water Cons. Dist.
	C, D, S, M
	40
	$1,500,000
	Mike Solomon

	4/06 – 4/2012
	Matagorda Bay Nature Park
	Lower Co. River Authority
	C, D, S, B
	6
	$80,000
	David Whatley

	1/04 – 12/2023
	McArthur-Burney Falls State Park
	CA State Parks
	S, M, C, R
	15
	$425,000
	Catherine Caldwell

	1/02 - 12/2012
	Mormon Lake Peaks Complex
	Coconino National Forest
	C, D, S
	21
	$233,000
	Christa Roughan

	1/98 - 12/2007
	Mt. Baker Complex
	Mt. Baker-Snoqualmie NF
	C, D, B, S
	39
	$625,000
	Sean Wetterberg

	1/98 – 9/2008
	Ocala Recreation Complex
	Ocala National Forest
	C, D, S, B
	60
	$1,350,000
	Pat Tooley

	3/02 - 12/2012
	Onion Valley Complex
	Inyo National Forest
	C, D
	6
	$65,000
	Hern Crane

	12/03 – 12/2013
	Patagonia Lake State Park
	Arizona State Parks
	S, M
	15
	$467,000
	Susan Bayer

	1/95 - 12/2009
	Payson Recreation Complex
	Tonto National Forest
	C, D
	9
	$243,000
	Walt Thole

	5/2005 – 5/2015
	Pyramid Lake Recreation Area
	Angeles National Forest
	C, D
	20
	$400,000
	Diane McCombs

	3/02 - 12/2012
	Rock Creek Complex
	Inyo National Forest
	C, D
	20
	$360,000
	Hern Crane

	1/99 - 12/2008
	Sacramento Recreation Complex
	Lincoln National Forest
	C, D
	14
	$90,000
	Brad Orr

	1/94 - 12/2009
	Sedona Recreation Complex
	Coconino National Forest
	C, D, S
	26
	$1,105,000
	Bill Stafford

	3/97 - 12/2007
	Slide Rock Market
	AZ State Parks
	S
	7
	$181,000
	Susan Bayer

	3/02 - 12/2012
	Two Lakes Complex
	Chequamegon-Nicolet NF
	C, D, B
	4
	$75,000
	Teresa Maday

	3/02 - 12/2012
	Whitney Portal/Lonepine Complex
	Inyo National Forest
	C, D
	8
	$150,000
	Hern Crane

	10/06 - 10/08
	Wing Mountain Snow Play
	Coconino National Forest
	D, P
	6
	$180,000
	Christa Roughan

	
	
	Totals
	
	510
	$10,205,000.00
	


** B=Boat rentals (non-marina), C=Campgrounds & Cabins, D=Day Use Areas, M= Marina (includes boat rentals, guiding, repairs, etc), P= Snow Play, R=Restaurant / food service, S=Store,  C.  Capabilities and Scope of Operations
C.  Operations Capabilities

Campground & Day Use Operations

Example Primitive Campground
This campground near Flagstaff, AZ is an example of a primitive campground beautifully maintained by RRM

Example Complex Campground
This campground near Ocala, FL is an example of a very developed campground managed by RRM.  At this facility, we not only manage a large campground but also a store, group use pavilion, day-use beach area with lifeguards, cabins, and a canoe run.


Example Cabins
In 2006, California State Parks offered RRM the opportunity to take over an aging primitive campground loop and refurbish it by installing 24 camping cabins.  CSP director Ruth Coleman was personally involved in the project and helped select RRM as CSP’s partner.

Example Camp Store Interior
RRM works hard to keep each of its markets bright and clean, with merchandise appropriate to the site.  As can be seen at the left, RRM has recently invested in soft-serve ice cream and ATM machines at many of our concessions to improve customer service.  This particular store is at Juniper Springs, in Florida.
Campground Boat Rentals
RRM operates a number of lakeside boat and canoe rental services at the campgrounds we operated.  In Florida, for example, RRM operates two canoe runs (5 and 8 miles respectively) where it is responsible not only for rentals but also for returning customers and their canoes back to the start area.  
Safety
RRM is constantly focused on the safety of its customers and employees.  The picture at the left shows an innovative approach to boat safety, with a small theater built to show customers a looping boater safety tape.  This is the training center for our canoe run at Juniper Springs, in Florida.
Preservation and Environmental Stewardship

One of RRM’s key missions has always been to carefully protect the environment and the resources under our care.  For example, at left is the beautiful and historic Mill House at Juniper Springs, which now serves as a museum.  We work closely with the Forest Service and other agencies to provide interpretive programs to our visitors at many of our sites.  We also have implemented special procedures to protect the nearby wilderness area.

Managing Crowds & Busy Locations
RRM is experienced at handling very high traffic day use facilities where lines and crowds present their own unique challenges.  At right is an example holiday weekend with boaters enjoying the holiday weekend at the facility we manage in the Ocala National Forest at Silver Glen, Florida.

Campground Awards
We have won numerous awards and accolades for our management of USFS facilities.  One such recognition is the naming of campgrounds under our management to the list of Top 100 Family Campgrounds in America.:
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	2003:  Fall Lake, MN
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	2003:  Twin Knobs, KY
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	2004:  Juniper Springs, FL  (also featured in USAToday "10 great places to pitch a pup tent")
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	2005:  Brevoort Lake, MI
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	2005:  Alexander Springs, FL
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	2006:  Houston Mesa (Payson), AZ
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	2006:  Fall Lake, MN
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	2006:  Alexander Springs, FL
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	2007:  Juniper Springs, FL
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	2007:  Clear Lake SP, CA  (Marina – fishing spot)


Store, Market, and Food Service Operations

RRM runs concession stores in a number of states.  It runs large dedicated store operations in Patagonia Lake (AZ), Burney Falls (CA), Clear Lake (CA), Lake Piru (CA), Blue Mesa Lake (CO), Alexander Springs (FL), Juniper Springs (FL), Twin Knobs (KY), Zilpo (KY) and Slide Rock Park (AZ).  RRM runs small camp stores in a number of other locations.  In all cases, RRM has a proven record of running an attractive, well-merchandised operation with tight financial controls.

[image: image13.jpg]


 [image: image14.jpg]


 


[image: image15.jpg]


 [image: image16.jpg]


 

[image: image17.jpg]



Based on this experience, in 2004 RRM was contracted by California State Parks to build and operate a new 3/4 million dollar store and food service operation in their flagship McArthur-Burney Falls State Park.  As you can see, the facility came out beautifully:






Note that RRM did most all the construction and interior finish on all of these stores.

Marina Operations


RRM runs canoe and boat rentals in nearly every state it operates in.  The largest operations are in Colorado at Blue Mesa Lake, in California, at Burney Falls and Lake Piru, in Arizona, at Patagonia Lake, in and in Florida, where RRM manages two canoe runs.  
The marina we operate under contract with the National Park Service at Blue Mesa Lake (in the Curecanti NRA) has over 300 slips and well over a million dollars of investment by RRM.  The heavy winter freezes and widely fluctuating lake levels add operational challenges to this marina, where we also operate two stores and a restaurant.



In a large number of cases, RRM has inherited docks and rental boat fleets in these concessions that had substantial deferred maintenance and were well below our standards in terms of providing a quality customer experience.  In each case, RRM has worked with our landlord to find ways to improve the facility condition, and we have invested substantial amounts of money both in new boats and in environmentally friendly new engines.  For example, a couple of years before RRM took over at Blue Mesa Lake, the NPS conducted an extensive environmental audit.  The previous concessionaire had problems so grave that the report was red-flagged all the way to the Washington office.  None of these problems were ever fixed, and RRM inherited them all.  After just one year under RRM’s management, the facility was again inspected by the EPA and the NPS and passed all inspections.  Both the Washington and Denver offices of the NPS commented on how pleased they were with RRM’s efforts
Boating Safety
RRM makes boating safety a priority.  We have even exited operations where we did not believe local law enforcement or our landlords gave us enough support in ensuring a safe customer experience.  As an example of our safety process, here is our canoe rental process at the Juniper Springs canoe run (called by travel expert Bob Sehlinger his favorite attraction in Florida – this from the man who writes the best-selling guidebooks to DisneyWorld and Universal Studios!)
RRM’s responsibilities include not only renting canoes but also conducting video safety training, ensuring all passengers have proper flotation devices, and running a van service to backhaul canoes and guests back to the starting location.  Below are some images from our canoe rental and re-haul operations at Juniper and Alexander Springs:


    Initial Rental

Video safety and environmental stewardship training
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  PFD Storage
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  Canoe Storage and rehaul van
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   More happy and Satisfied Customers!
Demonstrated Wilderness Protection 

For the last decade, RRM has demonstrated a real dedication to preserving the wilderness area in operating near and even inside wilderness areas.  Our Juniper Springs canoe run in Florida runs right through a wilderness area, and the Sweetwater cabin as well as the Alexander Springs canoe run are adjacent to the Billies Bay Wilderness Area.  Through demonstration and interpretation, RRM educates the visitor to wilderness values and attempts to provide a wilderness experience for all forest users.  We give our staff extensive training in wilderness management issues and have a 100% track record of keeping this canoe run clear while only using hand tools and human-powered boats.  After the hurricanes in 2004, our staff actually cleared about 2/3 of the hurricane damage by hand even before the USFS was able to get a special clean-up crew on site.  All obstructions are removed within 12-24 hours of being identified.

An important part of the wilderness protection has been to make sure no disposable containers are brought on the run that could be left behind and damage the wilderness.  All customers must view a video prior to canoeing the run which addresses both safety issues as well as resource protection rules.  No customer is allowed in his or her canoe with a disposable container, and all of our staff are trained by law enforcement to make cooler checks of all canoers.  While this can occasionally create some customer friction, we try as hard as we can to manage customer issues with these rules.  For example, the store is stocked with a variety of items such as beverage containers that are approved for use on the canoe run.

These are by no means the only Wilderness-sensitive campgrounds and facilities we operate.  For example, we operate a campground in the wetlands next to the Matagorda Bay Nature Park where a number of one-of-a-kind migratory birds can be found.

More generally, RRM takes a lot of steps to reduce the overall environmental impact of our operations.  We have a longstanding recycling operation in this permit, collecting and recycling cans, bottles, paper, and other materials.  More recently, we have adopted a program of replacing all burned-out incandescent light bulbs with compact fluorescent bulbs (where approved by the USFS).

Customer service
 RRM strives to provide excellent customer service at all of its facilities, and has implemented a number of steps to assure quality service in all of our managed permit areas.
· RRM has some of the most extensive customer service training and internal resources in the business.  

· RRM has a “secret shopper” program where a third party will call or visit our various operations and grade our customer service agents and hosts on:

· Did they identify themselves by name?

· Did they answer the questions correctly?

· Was the information provided to the customer complete?

· Where they courteous and helpful?

· Did they handle the transaction correctly, including hang tag and receipt?

· All of our managers have several customer service metrics on which they are scored.  Staff discusses customer service metrics at regular staff meetings.
· All complaints are investigated personally by RRM President Warren Meyer or COO Kelly Moffitt.

· Here is perhaps the most important aspect of our program:  We are set up with the resources to react quickly to problems, because the fact is there are always unexpected problems in public recreation.  If a host leaves suddenly, we have the best resources in the business for quickly getting a new host in place.  When our metrics indicate a problem, we try to make improvements as quickly as possible.  

Consider an example.  In early 2007 we had a series (3-4) of customer complaints at Alexander Springs and Clearwater Lake in Florida.  After going sometimes months or years without complaints, this was odd.  After discussing the problem directly with the District Ranger, our CEO Warren Meyer and our VP Alice Alexander investigated the problem in depth.  We found that in many cases the incidents began with a safety or rules violation by the customers, but our staff was doing a poor job of educating the customers and politely correcting the problem.  Eventually, we realized that we had to change some of our managers.  But we did not stop there.  We also put new metrics in place, added a new weekly customer service meeting to the schedule, and brought former Ocala NF District Ranger Jim Thorsen in to run a series of customer training workshops for our employees.  We conducted our investigation in April and May of 2007 and began implementing the steps above.  You can see the effect in the comment cards at Alexander Springs and Clearwater Lake:
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This comment card we received recently illustrates the improvement:
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· RRM was the leader in the USFS concession field in developing a comment card program for customers to provide feedback about our operations.  Our company CEO Warren Meyer personally looks at any comment cards with negative responses, and personally investigates the few customers complaints that have been received by our USFS permit administrators.        

Community Service and More Kids in the Woods

Every year, RRM provides free use as a community service to thousands of kids as members of youth groups, schools, Boy Scout troops, etc.  For example, at many of our facilities, in 2007 we provided free use on September 29, National Public Lands Day.  In a number of high-volume day use areas, we provide free entry to Veterans, members of the armed forces and their families on Veterans Day.  We provide numerous free use entries to school groups and field trips and to community groups.
In 2008, RRM has kicked off a special program in support of the USFS More Kids in the Woods Program.  In each of our permit areas, we have chosen one day where we will provide free use to any kid (and his/her family) in exchanged for the donation of a used video game cartridge.  We believe this program fits very well into the USFS goals of getting more kids away from the TV set and out into nature.  In putting on this program, we work with our local permit administrators to help coordinate PR activities as well as to arrange for interpretive activities on the chosen day.  

D.  Our Management Process
Campground Operations Philosophy

We typically see three different operations models used in concessionaire-run campgrounds:

Empowered Host Model:  In this model, hosts are expected to perform most of the campground duties, from bathroom cleaning to light landscaping and maintenance to customer service and fee collection.  Hosts go through a standard training program and the company funds the tools – from vehicles to carts to hand tools to computers – that the host needs to do a quality job.  Typically, hosts are backed with a maintenance staff that performs heavy maintenance and landscaping.  This is the model employed by RRM.  We believe it provides the highest level of service, because it allows for strong employee ownership and accountability and puts all the company’s staff right in the campgrounds, available to handle unexpected events.  It tends to be the most costly of the three, requiring significant staff hours and a lot of company investment.

Independent Host Model:  As in the empowered host model, the host is present in the campground and expected to take full ownership of campground cleaning and customer service (excepting heavy maintenance and landscaping).  Unlike the empowered host model, however, the host recieves little training and is expected to provide most of his or her own tools (such as vehicles and computers).  This model is lower cost to the company, since it involves substantially less investment, but is spottier in customer service.  If the host is well-trained from a previous employer and has a good truck and tools, the job gets done well.  If the host is not so well-prepared, the camgpround is not managed as well.  Also, host vacancies may go a substantial period of time before they are filled.  Most small and new concesionaires operate this way out of necesity and a surprising number of the largest national concesion companies operate this way as well.  This model can be identified in an operating plan by comparing capital asset investment plans.

Mobile Crew Model:  In the mobile crew model, the company has a mobile crew that goes from facility to facility each day and does all the cleaning, landscaping, etc.  Hosts in this model are not much more than a token presence, there to operate the gate house and collect fees, and are not paid very much.  This model is very efficient, since the cleaning and maintenance crew can work quickly and productively.  Unfortunately, the nature of campgrounds is that cleaning cannot happen just once per day – campers may check out late and bathrooms with heavy use must be cleaned many times through the day – so customer service suffers.  RRM experimented with this approach several years ago at a couple of permits and found the results unsatisfactory.  This is an increasingly popular approach among several large concessionaires, particularly out west.   This model can be identified in a business or operating plan by comparing labor hours and costs by type.  
Recruiting

Recreation Resource Management, Inc. recruits nationwide and we fill each position with people who are skilled in management, customer service and maintenance. All of our employees are taught the highest principles of customer service and environmental stewardship.   
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Our Employees at Work
As a service company, RRM knows that the quality of our company is only as good as the quality of the people we employ.  To that end, RRM has invested in two new web sites to attract quality employees
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www.Work-Camping.com and www.Camp-Host.com
These sites have quickly become the leading sites in the industry, with work-camping.com being number one (based on Google search ranking) for “work camping” and “workamping” and camp-host.com now in the top 10 for camp host.  From these sites, we get over 10 resumes a day, every day of the year.  We also have a huge mailing list of potential employees who have asked to receive emails about job opportunities.
Training

Over twenty years, and with more than 200 contract-years of concession experience, we have learned both how to do things right and have seen about every possible way they can go wrong.  We have embodied these lessons learned in a number of resources for our managers.  
· We hold an annual "Manager's Training Workshop" (2.5 days- 20 hours). Managers are trained on issues related to the USFS partnership, company communications, USFS permit administration, problem solving, personnel administration, maintenance, GT Offset administration, reservations, financial and statistic reporting, emergency management, etc. A "Supervisor's Manual" is provided to each Manager.  Our last such workshop was February 18-21, 2008.
· We have prepared a "Good Host Training & Operations Manual" which is revised each year to keep up with changing policies and guidelines. Every employee receives one of these manuals. 

· Each supervisor get’s a Supervisor’s Manual.  This is not a policy and procedure guide so much as a reference guide to help managers deal with the types of problems they may experience.  Every time we encounter a new kind of issue, after we have solved the problem we put the solution in this manual so future supervisors can benefit from the experience.

· We hold extensive training and orientation workshops at the beginning of each season. We schedule Permit and Contract Managers to share other specifics about the partnership concepts and other particulars related to the Permit at each of these workshops.

· Our training covers partner relations, job skills, administration of fees, reservations, accounting and record keeping, customer service, maintenance of grounds and facilities, rule enforcement and emergency procedures, first aid and communications.

· Our training is on going throughout the season to keep abreast of trends and changes. In some Permits, we send staff to specialized training and workshops to keep abreast of new demands and challenges.

· Training Videos: Each employee is required to watch videos produced by USDA Forest Service. These videos include USFS produce "Simple Justice", "Personal Safety in the Workplace" and a commercially produced (used by USFS) called "Verbal Judo". These tapes aid our staff on discrimination issues as well as how to deal with visitor problems and provide good customer service.  

Operations Plans
We found it impossible to develop a detailed operations plan at this point with the information we have in hand for this contract area.  However, clear and detailed operating plans are an important part of our management process.  

Environmental Stewardship and Wilderness Values

One of the constant elements in managing public recreation sites is environmental stewardship and wilderness protection, since most public recreation facilities are located in or near special, even unique, natural settings.  We operate campgrounds, day use facilities, and marinas near bird sanctuaries, protected wetlands, fish hatcheries, endangered species habitats, and wilderness areas.  As a result, evnironmental stewardship is a big part of what we do, and a substantial amount of the training we perform.  Our training includes:

· How employees can educate the public on protection of local resources

· Do’s and Don’ts in performing our job (e.g. checmical use and vegitation removal)

· Fire safety procedures and enforcement

· Emergency procedures

· Special local rules (e.g. cooler checks and primitive tool rules on the Juniper Springs Canoe Run)

We do a great job in part because the vast majority of our employees are attracted to our work in the first place because they love nature and the outdoors.

Compliance

One of the significant advantages that RRM offers over smaller “ma and pa” operators is its rigorous compliance with all relevant safety, environmental, and employment law.  In today’s complex regulatory environment, it is very difficult for small operators to even stay abreast of changing requirements.

For example, many private operators are way behind in compliance with labor law.  Many private operators still take on contracts using volunteer camp hosts, despite the fact that a series of court cases have ruled that it is not legal for private operators (it is still legal for some public bodies) to employ volunteer camp hosts.  At RRM, we comply rigorously with all aspects of employment law, including the Fair Labor Standards Act and its Washington counterparts.

Management Team Experience

Warren Meyer – President and Chief Financial Officer

He has nearly twenty years of professional management experience. Prior to joining RRM, Warren ran a series of successful technology companies.  He has also held executive level marketing and operations positions at Fortune 50 companies including Emerson Electric, AlliedSignal and Honeywell.  Warren earned an MBA with High Distinction from the Harvard Business School and graduated Summa Cum Laude from Princeton University in mechanical engineering.   He brings to RRM significant experience managing large organizations and improving customer service.

Kelly B. Moffitt - Chief Operations Officer

Kelly joined the RRM management team in January 2003.  He brings to RRM over twenty-five years of experience in the field of outdoor recreation and resource management.  Kelly holds a Bachelor's Degree in Parks and Recreation Administration, and prior to coming to RRM, he was the Northern Region Manager for Arizona State Parks, overseeing developed recreation areas, campgrounds, lakes, day use areas, historic and cultural resources for the State of Arizona.  Before this, Kelly has worked as a manager for Thousand Trails, Inc., which included retail sales, food services, equipment rentals, facility and landscape care, and all aspects of customer service in a private membership campground setting. His experience also includes nine years working for the City of Escondido, California as a park ranger, and four years of experience as a Deputy Fish and Game Warden for the California Fish and Game Department.  Kelly works directly with our Vice-Presidents and Complex Concession Managers to implement Management Plans, Special Use Permits, Management Contracts, Collection Agreements and Reservation Inventories.
Katherine A. Groves:  VP – Marketing and Merchandising

While individual store managers control their own inventory levels, stocking, and reordering, Kate’s job is to constantly be searching for new and interesting gift items that our customers will find compelling.  Due in part to Kate’s efforts, in 2004 we substantially increased sales at our gift shops at Slide Rock State Park, Patagonia Lake State Park, and Burney Falls State Park (CA).  Kate has an MBA from the Harvard Business School and substantial experience in consumer products and marketing at Frito-Lay.  For example, Kate ran all marketing efforts for the then $1 billion Doritos product line.
Sharon Lienesch:  Human Resources Specialist
Sharon coordinates our Human Resources Division in Phoenix. She facilitates recruiting by advertising in local and national publications. She reviews applications, contacts, screens, pre-interviews and performs follow up discussions with all applicants. She maintains a file with all permit/contract locations, amenities, job descriptions and vacancies. With this information she attempts to match the best candidate for the vacancy. Her recommendations are then provided to our Area Managers for final confirmations. She is extremely organized and detail orientated. Throughout the year she makes personal contact with all our employees. Sharon has also served as administrative assistant for our company for the past three years.
Jim Huber:  Corporate Maintenance

Jim is available anywhere in the country to help complete large GT offset or construction projects.  Jim works out of a special trailer built for him, which includes his sleeping quarters and a fully outfitted shop facility.  Jim has over 30 years experience in construction and maintenance, and for 10 years ran a large California general contracting business.  He also has been a permit manager for RRM of a campground special use permit, so he understands the challenges of this business.  
Key Manager Resumes
In the pages that follow, please find detailed resumes of the ownership and top management team: 

Warren Meyer

	Brings to this permit:
	· 20 year history building and managing quality organizations

· World class marketing and Internet background
· Zealous focus on customer service


	Work experience
	2002 –              Recreation Resource Management, Inc.


Owner and CEO

2000-2002:
Mercata, Avolo, Whitepages.com   
SEATTLE, WA

Executive VP, COO, CEO (respectively)

Led strategy, customer service and day-to-day operations for three technology companies.  While the assets of the first two companies have been sold, Whitepages.com was built into a leader in Internet-based information products for individuals and businesses.  Managed organizations of up to 60 people

1998-2000
HONEYWELL (Formerly AlliedSignal)
PHOENIX, AZ


Vice-President - Marketing & E-Business

Led marketing activities in the Engines business and later the entire $4 billion Commercial Air Transport Business.  Worked to improve organization and customer service, while leading strategic transformation.  Managed marketing organization of 30+ professionals.  Substantial experience working with government buyers.

1994-1998
EMERSON ELECTRIC

Senior Vice-President
BOULDER, CO
Led strategic and operations planning for a$13 Billion Fortune 50 corporation.  Later, managed sales and marketing for $500 million division of Emerson selling precision measurement devices.

1989-1994
MCKINSEY & COMPANY
DALLAS, TX
Senior Engagement Manager.  

Led operations, strategy, and customer service studies for a leading management consulting firm.  Served Fortune 500 companies in banking, health care, transportation and mineral extraction.   Included experience developing a business to manage government assets (e.g. foreclosed real estate held by FDIC) on a private outsourced basis.
1984-1987
EXXON CO. USA,  BAYTOWN REFINERY
BAYTOWN, TX

Refining Engineer.

Troubleshooter and Construction Project Manager

	Education
	1989
Harvard Business School   Boston, MA

· MBA with High Distinction (Baker Scholar)

1984
Princeton University   Princeton NJ

· BSE in Mechanical Engineering, magna cum laude

	Professional memberships
	National Forest Recreation Association, Executive Committee and Board of Directors
Arizona Parks and Recreation Association

Phi Beta Kappa, Sigma Xi, and Tau Beta Pi Honor Societies
North Scottsdale Little League, Board of Directors

Princeton University recruiting and interview team


Kelly B. Moffitt

	Brings to this permit:
	· 25+ years experience managing government and privately owned recreational, historical, and natural resources

· Unmatched industry reputation for quality and integrity

	Work experience
	2003 - Present
Recreation Resource Management, Inc.
Phoenix, Arizona

Chief Operations Officer, Region 2

· Administration of 12 company permits, contracts and operating plans
· Development and implementation of company policies and procedures 
· Prepare and submit proposals for Federal and State recreation complexes nationwide
1993 - 2003
Arizona State Parks Board
Phoenix, Arizona

Regional Operations Manager
· Responsible for comprehensive field operations at 11 Northern Region state parks, including management of 47 permanent positions, 16 seasonal employees and an annual operating budget of $453,000

1984 - 1993
Thousand Trails, Inc.
Seattle, Washington
Resort Services Manager
· Managed 3 different private membership resort campgrounds over a 9-year term, each with diverse resources and multiple operating departments including retail sales, park security, recreation, grounds and building maintenance, food services and R.V. service center
1975 - 1984
City of Escondido Parks Dept.
Escondido, California
Senior Park Ranger (1983-84),  Park Ranger I (1979-83),  Ranger Aide (1975-79)

	Education
	1980
San Diego State University
San Diego, California

· BA Degree - Parks and Recreation Administration, Park Management
1978
Palomar College
San Marcos, California

· AA Degree – Liberal Arts and Business Management

	Professional memberships
	· Member, Arizona Parks and Recreation Association (1993-2003)
· Member, National Recreation and Parks Association (1993-2003)
· Member, AZ Conservation Law Enforcement Association (1993-2003)

	Accreditations and licenses
	· Deputy Fish and Game Warden, California Fish & Game Dept

· Arizona State University West, Institute on Planning Parks for People (Park Management, Planning, Design, Rehabilitation, and Programming (1996)

· University of Arizona Cooperative Extension Master Gardener Program (2001)

· State of Arizona Leadership, Management and Professional Ethics 


E.  Construction and Maintenance Capability

RRM has unmatched capability to perform heavy maintenance and GT offset projects of all sizes.  Around the company, we do over a half million dollars of GT offset work each year, with precise accounting of expenses and scrupulous attention to Davis-Bacon requirements.  Below are examples of some of our projects: 
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Rebuilt Ramadas                                    New Information Boards
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Building construction and interior finish                  Fee Both Construction
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New shower building
                                          Granite backfill
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Cabin installation and finish out
F.  Marketing Capability
RRM works to partner with our permitting authorities to help advertise and market the resources we help manage.  
Traditional Media

Every property does not always benefit from advertising.  For example, some may be too small, or others may already be at capacity.  However, RRM has active advertising programs in place for many of our concession properties.  For example, we place ads in camping guides like Woodall’s and Trailer Life:
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We also produce quality rack cards that we have distributed through a contract with Certified Folder into hotels, restaurants, and visitor centers:
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We also have a professional PR firm on retainer.  We used them, for example, when opening a new snowplay area last winter in Flagstaff.  We got the opening of this facility on every major evening news broadcast in both Flagstaff and Phoenix, while also getting a lot of good print coverage.  Currently, our PR firm is promoting our facility near the nature wilderness area on Matagorda Island, TX.  
Finally, we also try to support local businesses and chambers of commerce, and we usually advertise in a number of local publications, from yellow pages to tourist maps.

Web Marketing
In addition to brochures, local newspaper ads, and other traditional tools, RRM has made significant investments in a suite of world class web sites.  No other concession company can match our capabilities.
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www.CampRRM.com home page and example information page
Our main www.CampRRM.com web site is designed to provide the public with timely information about our sites our sites and nearby attractions.
The RRM web sites get over 500,000 visitors and over a million page views (not just “hits”, which is a fairly meaningless number) each year.  These sites provide valuable information to attract both new visitors as well as quality employees. 
[image: image43.png]TR

1K

120K

El

2

Visits and Page Views

20K

AUQOT Sepl o0 NovCl DSl JanG Fat MarC Apre May0e JunGe Julc2 Augce

Month of the Year Visits Page Views
‘Augos [ Ea
Jus 07 144,608
Junos EES 13958
Wiayo8 60,150 134705
Apr08 43181 100,70
Waros 41214 100,742
Febos 2 8407
Janca B 2%
Decd? 2588 n2m
Now? 23208 65100
ocor 26975 1
Sepo7 167 8318
Augo? e 128740




We can say with great confidence that RRM has the best web site of any concessionaire for making more people aware of the recreation opportunities in this permit.  Why?  Well a web site is worthless if no one ever finds it, and this is where RRM excels.  The key is in the search engines.

People don’t memorize web site names – they search for them on Google and Yahoo and other search engines.  Customers aren’t going to search for RRM or Thousand Trails or AL&L – by and large customers don’t know the names of the concession operators.  If customers know enough to search for, say, “Ida Creek” or “Glacier View”, they are going to get the information they need, because the USFS web site and the Reserve America web site come up high in the search (as does the RRM web site).

But the real key to attracting new customers is to be able to get their attention when they don’t know the names specific campgrounds, and may not even know they exist.   For example, one would like to appear high up in a search for “Washington Campgrounds.”

It turns out that the RRM web site appears on the first page of results for “Wisconsin Campgrounds” on both Google and Yahoo! on 9/1/2008:
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You can see on Google, for example we are the #10 result!  The only other private company on the first page of either directory is KOA – all the rest are camping directories.  We skimmed through the first 10 pages of results and could not find any other USFS campground concessionaires.  This is not accidental.  There are real techniques to making this happen, and we have first page listing for similar searches in every state in which we operate.

You can find our web site at www.CampRRM.com. Below is and example of one of our state pages:
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All together, we run a large number of web sites which support each other to educate customers about the recreation opportunities at the facilities we operate.  A sampling of web pages and a partial list of our web sites is shown below:
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Sample RRM Web Sites
CampRRM.com

Our main customer site

Burney-Falls.com

McArthur-Burney Falls SP concession

PyramidLakeCA.com

Pyramid Lake

Patagonia-Lake.com

Lake Patagonia in Arizona

WindsorBeachRentals.com
Our Lake Havasu site (soon to be sold)

SnowPlayAZ


Wing Mountain Snow Play area

BlueMesaRes.com

Marinas in the Curecanti NRA

MatagordaBayRV.com
RV park on the beach at Matagorda Bay

Work-Camping.com

Site to attract employees

CampHost.org


Site to attract employees

ILoveMyRV.com

New site for RV community

RecreationManagers.com
Site for our government partners

And many others, with more added all the time.        

G.  References

Accountant

Joe Morton

Morton CPAs

5020 E. Shea Blvd. #200

Scottsdale, AZ  85254

480-483-1600

Bonding

Terry Jarcik

Cal-Nevada Insurance

926 Incline Way, Suite 100
Incline Village, NV 89451

800-373-0817
Attorney

Quinn Williams

Greenberg-Traurig

2375 East Camelback Road, Suite 700

Phoenix, AZ  85016

602-445-8344

Insurance Carrier

Terry Jarcik

Cal-Nevada Insurance

926 Incline Way, Suite 100
Incline Village, NV 89451

800-373-0817
Banker

Paul Menchaca

Bank of America

14648 North Scottsdale Road, Suite 250

Scottsdale, AZ  85254

888-852-5000 x6671

Professional Trade Association 

National Forest Recreation Association 

PO Box 488

Woodlake, CA 93286

556-564-2365

References from Concession Partners – US Forest Service

Note:  We presume that the panel will check references automatically with Teresa Maday, our current permit administrator at Two Lakes, but, if not, she should be top of this list.
Inyo National Forest – Rock Creek, Onion Valley, and Mt. Whitney Recreation Area s
Hern Crane

White Mountain Ranger Station

798 N Main Street

Bishop, CA 93514
760-873-2500

Coconino National Forest - Sedona Recreation Complex 

Bill Stafford, Permit Administrator

Sedona Ranger District

Box 300, Sedona, AZ 86339

520-282-4119

Deschutes National Forest – Crescent Lake Recreation Complex 

Ms. Rhonda Bishop, Permit Administrator

Crescent Ranger District

PO Box 208

Crescent, OR  97733
(541) 433-3200
Tonto National Forest - Payson Recreation Complex 

Walt Thole, Permit Administrator

Payson Ranger District

1009 E. Hwy 260, Payson, AZ 85541

520-474-7900

References from Concession Partners – Non Forest Service
Clear Lake and Burney Falls State Parks

Catherine Caldwell

California State Parks

1416 9th Street
Sacramento, CA 95814
530-225-2069

Note:  Most senior officials of California State Park are familiar with RRM.  Director Ruth Coleman personally was involved in choosing RRM for its flagship cabin project at McArthur-Burney Falls State Park.

Curecanti NRA (Blue Mesa Lake)

Tom Williamson

Intermountain Region Director of Concessions

National Park Service

12795 West Alameda Parkway

Lakewood, CO  80228
(303) 969-2500

Slide Rock State Park & Patagonia Lake State Park  – Arizona State Parks

Susan Bayer

1300 W. Washington

Phoenix, AZ  85007

602-542-6936

This is just a partial list.  The USFS is encouraged to call any of our permit administrators or contract managers for a reference.

Customer service surveys and performance appraisals are included in Exhibit B.
H. RRM Differentiation
1.  Corporate Experience: The level of education, business experience, and natural resource management experience among our management team exceeds all others in the industry.

2.  Low Corporate Overhead / Resources Focused on the Field: The RRM corporate structure is extremely streamlined. The company’s emphasis has been on field-level management, putting our best management resources as close as possible to the point at which services are delivered to our customers.

3.  Manager Training: Our managers come from diverse backgrounds, and bring a variety of skills to the RRM workplace. RRM equips managers with the necessary tools to perform their jobs professionally. We hold a bi-annual managers conference to ensure our team is updated with current information, and fully aware of the resources available to them.)

4.  Staff Recruitment: Our Internet-based recruitment enables us to draw upon a readily available labor pool. Our exclusive recruitment website lists an average of 12-15 qualified new applicants per day.

5.  Staff Training: RRM conducts a “Five-Point” comprehensive training program for its employees. This training program includes: Management Training, Employee Good Host Training, Field Training and Permit Area Tour, Video Training, Specialty Training (CPR, First Aid, etc.)
6.  Wilderness Values:  For over a decade, RRM has worked in harmony with nature to keep the Juniper Springs canoe run in its natural condition while still allowing tens of thousands of customers to enjoy its beauty.
7.  Reference Guides: RRM does not use the “throw-them-to-the-wolves” style of staff appointments. In addition to training we provide, our employees are also provided with updated reference guides as valuable resources to assist them in their daily duties. Our managers have a complete Supervisor’s Manual, and other field employees are provided with an Employee Operating Manual, available in a Campground version and a Retail/Marina version.

8.  Technology: RRM was the first major company in the industry to place computers at all of its field locations, enabling our field managers to print notices, fill out electronic forms, use the managers-only section of our company website, and communicate quickly by means of email.

9.  Investment, Vehicles and Equipment: Unlike others in the industry that rely upon the use of their employees’ personally owned vehicles, RRM has constantly invested in up-to-date equipment and vehicles, all distinctively labeled with our company emblem. RRM has an extensive fleet of pickup trucks, 4-wheel drive Japanese mini trucks, utility carts, tractors, and trailers, and specialty equipment. Our equipment inventory is unrivaled in the industry.

10.  Web Marketing Ability:  No concession company, in fact no private campground company, can match our web capabilities and our search engine optimization.  As you will see in this package, we get top ranks for most searches, including #1 on Yahoo and #3 out of millions of sites on Google for “Washington Campgrounds” and positioning in the top searches for nearly every conceivable camp host or campground job search.  Where appropriate, we supplement our web capabilities with strong traditional media campaigns.

11.  Environmental Stewardship:  We’ve consistently demonstrated sensitivity to the environment and we have operated in a number of environmentally fragile areas.   For example, we operate two canoe runs in Florida through wilderness areas where we can only use hand tools to keep the run clear of fallen trees,

12.  Construction Services Division: In order to meet the complex needs involving building remodels, construction, tenant improvements, build-outs, and G-T Fee Offset construction projects, RRM formed a Construction Services Division in 2007. This new division is based in the field, and headed by a former commercial contractor. Our mobile construction unit can be transported directly to a job site where our CSD manager can communicate with corporate staff, and also maintain a presence at the point of construction. Our Construction Services Division is unique in the industry.
13.  G-T Offset Experience & Procedures: RRM has accomplished many thousands of dollars worth of specialized G-T Fee Offset projects, many of which required a high level of construction skill and ability. Our managers are well-trained in the Fee Offset process, and RRM training materials have even been used by USFS personnel to gain a thorough understanding about how the process can be used to facilitate improvements and upgrades to USFS recreation areas.

14.  Multi-Partnerships: RRM has a unique experience in the industry by the fact that our government partners include the USFS, National Park Service, three different state parks agencies, and a public utility company. Each of these partnership relationships adds to our company’s diverse base of knowledge and experience. Often, an experience with one partner will assist in achieving positive results with a different partner.

15.  Diversity of Experience: Since 2003, RRM has begun to diversify its operations toward a broader variety of recreation and retail venues. In addition to our campground management experience, RRM now manages a number of boat marinas, camp stores and marina stores, a winter snow play area, guided fishing services, and a boat dealership. Our broadening experience gives RRM an advantage over our competition, as we have resources available to us that mere campground operators do not.

16.  Professional Identity / Recognition:  RRM stands apart from other concession companies in that our company logo is affixed to our white company-owned vehicles and equipment. Many concession companies merely supply a magnetic decal for their employees to display on personally-owned vehicles. At RRM, we supply professional uniforms, and our employees are operating company-owned vehicles and equipment. Our standard in this area is unmatched.
17.  Compliance:  One of the significant advantages that RRM offers over smaller “ma and pa” operators is its rigorous compliance with all relevant safety, environmental, and employment law.  In today’s complex regulatory environment, it is very difficult for small operators to even stay abreast of changing requirements.

For example, many private operators are way behind in compliance with labor law.  Many private operators still take on contracts using volunteer camp hosts, despite the fact that a series of court cases have ruled that it is not legal for private operators (it is still legal for some public bodies) to employ volunteer camp hosts.  At RRM, we comply rigorously with all aspects of employment law, including the Fair Labor Standards Act and its Washington counterpart.
18.  Commitment:  RRM considers its permits and concession contracts a solemn commitment to the public to provide the promised services.  Never in our nearly 25 year history have we walked away from a permit before it has expired.  In fact, in one permit in Indiana, we stuck with a large permit with the USDA Forest Service for 5 years despite losing over $50,000 per year on the project.  “ Above all, RRM is proud of its past performance in managing and operating National Forest campgrounds and concessionaire permits.  We demand high quality effort from our staff and hosts, in keeping with five key principles:

· Clean facilities with special attention to bathrooms and toilet facilities

· A safe and secure campground

· A positive attitude with customers and a “sense of urgency” in operations

· Professional and positive signs and informative materials

· Employees and hosts who have a neat appearance and project a positive image
19.  Parti Kraft Dealer: Our growing marina and watercraft rental business has brought us to the point of actually becoming a dealer for Parti Kraft pontoon boats. Parti Kraft is consistently recognized by J.D. Powers as a leader in the pontoon boat business. We eventually intend to have all of our rental boats replaced with Parti Kraft vessels.

20.  Consistency of Service & Products: RRM management strives to provide the sort of training and equipping of our field management staff that will provide a consistent level of customer service and resource protection from one concession site to another. Our corporate staff members have a high level of expertise, and our field-level managers often refer to each other for ideas and solutions. We facilitate rapid and open communication between management staff, and our efforts are regularly evaluated as superior, both by our customers and our partnering government agencies.
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