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A

s of October 1, 2013 the Holiday Inn Big Rapids
new
restaurant, the Sporting News Grill was
officially open for business. The sports bar began its
transformation in July and got a complete overhaul in just a
few short months.
The restaurant has 13 HD televisions, NFL Sunday Ticket,
NHL Center Ice and a brand new sound system for all the
sports fans to come and enjoy their favorite games. While
there they can treat themselves to the wonderful new menu
and some very popular 23oz football shaped mugs for the 14

draft beers on tap.
“Guests are very impressed with the new décor and food,” said General Manager Eric Vert.
With great food and a great atmosphere this is one restaurant hotel guests and city residence
must check out.
You can visit the Sporting News Grill Facebook page at https://www.facebook.com/pages/
Sporting-News-Grill-BR/608464002511581 for all the latest specials and information.

Property Gains New Leadership
Joy Donaldson joins Staybridge Suites – Kalamazoo as General Manager

J

oy Donaldson joined the Staybridge Suites Kalamazoo team as General Manager September 23,
2013.

“I am thrilled to be at the Staybridge Suites. I love
working at a property that feels more like ‘home’ than just
a ‘bunch of hotel rooms’. I’m looking forward to growing
the team, developing relationships with both the staff and
the guests, making all of our guests feel like they really
are a home, and moving up to the #1 Staybridge Suites in
North America,” said Donaldson.
In the hospitality industry for over 15 years Joy has the
experience needed to run a smooth operation. She has
worked in everything from an 80 room ‘cozy’ hotel to a
200 room full service hotel to a 414 room indoor resort water park. With each experience came their
own challenges and with that Joy has learned new lessons and has grown as a manager and a person and can bring all that knowledge to the Staybridge Suites.
Only being with the property since September she has already experienced numerous highlights. A
few that stood out were a big hug and thank you that an employee just gave her for helping them
out, seeing the staff rally around an employee who’s apartment building had a fire (they collected
clothes and items for her), watching the employees embrace change and be EXCITED about setting
goals, being greeted by her ‘favorite’ two year old and eight year old every morning who are currently
long term guests in the hotel and a TripAdvisor review from a guest who was an absolute RAVING
fan of the hotel and their stay. With that many highlights in the first two months it looks like she will
have a bright future with the hotel.
“I love the Staybride Suites and am thrilled to be there. This is a great hotel with great guests and
great staff. I am looking forward to growing with the team here and striving for excellence every
day. We are on our way to being the best of the best and I can’t wait for the ride. It’s been exciting
so far!” said Donaldson.
We are happy to have her as part of the American Hospitality Management team and look forward to
her leadership with the Staybridge Suites – Kalamazoo. Welcome Joy!

Guest Comments
A guest comment received at Courtyard New Albany…
“Every member
of staff from
director to
grounds staff
have been
amazing.”

We have stayed all over the world in many types of hotels from 5 Star to boutique and I
can only say we have never received such amazing warm service as we have during our
stay here at the New Albany
Marriott. Every member of staff from director to grounds
staff have been amazing, nothing has been too much trouble for them. I even crashed
our hire car and broke my wrist close by to the hotel, Marriott staff made sure we were
looked after by the EMS and checked on me and our 5 month baby when we returned to
hotel. I can not recommend this hotel highly enough to anyone planning a trip to
Columbus Ohio, avoid downtown hotels and stay in New Albany. 11/10 on all levels.

A guest comment received at Holiday Inn Express Sidney…
The Holiday Inn Express team did an excellent job at making me feel at home. I want to give a shout out Adam for being
very informative, Kory for being an excellent host, and Kathy for being the nicest person on the planet! Thank you
Holiday Inn Express of Sidney Montana. Thank you.

A guest comment received at Staybridge Suites Kalamazoo…
Staybridge Suites exceeded our expectations! Seriously, it was awesome! We’d love to go single out a specific person
– but everybody here made ‘the extra step’. Good Job!

A guest comment received at Staybridge Suites Okemos…
Comfortable room, nice having the kitchenette; good breakfast. Clean room. Did not have time to try out the indoor pool,
but it looked inviting. Good location for my needs. Would definitely stay here again.

A guest comment received at Courtyard New Albany…
New hotel- great location. Very clean and everyone was very friendly and helpful. The shower is amazing!! I ate at the
hotel dinner and breakfast and the food was fresh and tasty! I will stay here again and highly recommend.

A guest comment received at Staybridge Suites Indianapolis…
Once again, Staybridge Suites did not disappoint. The common areas, both inside and out,
were beautiful, comfortable, spacious and immaculate - as were the rooms. We had a
two-bedroom/two-bath suite with ample closet space and all of the conveniences you would
expect - even some that you wouldn't! It truly is like a home away from home. The staff
was extremely helpful and the breakfast buffet was excellent. Food is available 24/7 in
their "pantry" and a major grocery store is just minutes away. The indoor pool was
refreshing after a long day. I highly recommend this property and would definitely stay here
again.

“It truly is
like a home
away from
home.”

Guest Comments
A guest comment received at Holiday Inn Express Lexington...
Due to my wife being in the nearby U of K cancer center, I stayed there for a month. Chad
Whisnant, the GM and his staff were most accommodating in every aspect of my stay. There
was a free breakfast each morning, room always clean and neat when I returned. There
was a pool and workout room as well as eateries within walking distance of the hotel. The
staff was friendly to a person. I would highly recommend staying there if in the area. The
hotel was quiet at night so the was no problem getting a good nights sleep even though it
was close to U of K campus.

“I would
highly
recommend
staying there
if in the area.”

A guest comment received at Residence Inn Lafayette...
Got stuck in Lafayette due to a storm. Called Residence Inn on spur of the moment from the road requesting a pet
friendly suite. Front desk person was very cooperative and accommodating & we were able to check in immediately.
Room was clean and large, grounds were well maintained and staff friendly. Breakfast was superior to the standard cold
cereal and waffle fare. We found the hotel to be near restaurants and close to town. I travel often and was delighted with
all aspects of this hotel.

A guest comment received at Staybridge Suites Kalamazoo...
Worked wonderful for our family travel. Our stay was perfect. The front desk staff on second and third shift were
great. Thanks for everything.

A guest comment received at Hampton Inn and Suites Lafayette...
The hotel is neat, clean and up to date. There is lots of parking available and the hotel is centrally located in Lafayette.
There is a managers reception with food and beverages. It was one of the nicest Hampton Inns I have stayed at and I
plan on staying again during my next visit to Lafayette.

A guest comment received at Courtyard New Albany...
Exceptional. I almost didn't stay here due to the price; however, location won out as there are very limited options
without driving several miles back into the city. Have to admit it was worth it. Great staff and many very surprising extras.
The food choices at the bistro were amazing. I watched them make my breakfast and was
amazed by the quality of the ingredients they used--literally the same brands and
“The staff
ingredients I use when I cook for myself at home--for example, the smoothie had a banana,
fresh strawberries (watched them wash and cap them right there), name brand plain
were all very
yogurt, etc. So many healthy and tasty options that I didn't mind paying for them! The
room was very clean and well equipped for my "office away from office" work session. The
courteous
staff were all very courteous and helpful and I didn't notice the noise issues that others
and helpful.”
have identified. Have to admit it was worth the extra cash for the value of the extra
amenities.

Guest Comments
A guest comment received at Staybridge Suites Okemos…

“This place
is a great
find, a can’t
miss.”

Ended up at the Okemos Staybridge via Priceline. Couldn't have been a better choice.
Stayed overnite on a Sunday while visiting MSU in early August 2013. Was greeted by a
very pleasant night desk manager who also is a student at MSU and was very helpful in
giving us local directions and restaurant information. Hotel must be somewhat new as
EVERYTHING in the room and hotel in general was in great shape. Unfortunately we
weren't staying long enough to utilize and enjoy all the contents (kitchen area) of the suite.
Complimentary Breakfast service was better than most. This place is a great find, a can't
miss, something that you wouldn't think of finding in this area. Highly recommend this place
when staying in the area.

A guest comment received at Hampton Inn and Suites Lafayette..
The Room was very nice. It was clean and comfortable, with all the expected amenities. The hotel is in a very nice area,
with lots of trees surrounding the property. All service was excellent and the staff was friendly and accommodating. We
would stay here again and will recommend to others.

A guest comment received at Hampton Inn and Suites Riverton…
Wonderful staff and very clean! The staff went above and beyond what was expected of them. The beds were very
comfortable and the hotel was very clean! We would recommend this hotel to others and will be back in the future.

A guest comment received at Fairfield New Buffalo…
This was our second stay at the Fairfield Inn. My husband and I made a last minute decision to travel to Four Winds
Casino. We did not have a reservation when we checked in at Fairfield, but that wasn't a problem. The check in
experience was smooth and we were upgraded to a King suite. Our room faced the corn fields and was quiet and clean.
There is a free shuttle that runs to the casino until 2 am on the weekends which is very convenient. The breakfast bar
has a nice selection and hits the spot. We will be back!

A guest comment received at Holiday Inn Express Acme…
We wanted Holiday Inn Express to know that we have had a wonderful relationship at your Holiday Inn Express & Suites
located in Acme, Mich. The person we'd like to give kudos to is Jo Ellen Vert. She has always been appreciative of us in
the years we have stayed there. We wanted her to be recognized as the outstanding manager she is by some of her
loyal quests.

A guest comment received at Holiday Inn Express Wisconsin Dells…
We had a group of 10 adults and decided to stay in the Presidential Suite and it was
AMAZING! From the courteous front desk staff, to the mind blowing size of the room, the
delicious continental breakfast, and beautiful pool area, we were soooooo happy!! I
completely recommend this hotel and we all can't wait to go back!

“It was
AMAZING.”

AHM Attends IHG Conference

American Hospitality Management
was in attendance at the IHG
Americas Investors and Leadership
Conference held over three days
during the week of October 28, 2013.
This annual conference is held in
order to bring more knowledge to
those in the hospitality industry. The
conference
consists
of
brand
sessions, guest speakers, a trade
show, various Informational Seminars
and training sessions for hotel
General Managers and Director of
Sales.
According to Senior Vice President,
Fredrick Kindell the highlight for the

AHM team was the trade show.
President
and
CEO,
Don
Schappacher, Senior Vice President,
Fredrick Kindell, Sr. Regional Vice
President, Chris Godfrey, Regional
Vice President, Chris Norman and
Regional Vice President, Lurry Lacour
were all able to attend and take part in
the informational conference and they
are now bringing this knowledge back
to AHM and all the properties
managed
by
the
company.
It was a great experience and the team is
looking forward to next
year’s event.

WMGNO Celebrates OSAT Score
Holiday Inn Express - Acme and AHM celebrate a great hotel guests love

A celebration was in order for the Holiday Inn
Express – Acme once they received the news
they were in the top ten within their brand family
for the largest increase in OSAT scores from the
previous month for the month of September.

90% or higher. They all take great pride in
keeping guests happy as they believe it to be a
reflection of them and their abilities in the
business. They all believe the OSAT score to be
of the utmost importance and strive to continue
The AHM team has witnessed the results of practicing great customer service as they are a
General Manager Jo Ellen Vert and her team’s GREAT HOTEL, GUESTS LOVE.
efforts when the Quality Audit
“I couldn’t be happier to lead
“I
couldn’t
be
happier
to
was conducted and the property
such an amazing group of
lead
such
an
amazing
scored very well. Vert has led
people they work hard every
group of people they
her team to produce some outday and for that I am thankful to
work hard every day and
standing results in guest service
be their leader,” said GM, Vert.
for that I am thankful to
as reflected on the Heartbeat
Job well done to the entire team
be their leader,” said GM,
scores and financially as reflectof the Holiday Inn Express –
Vert.
ed on recent P & L statements.
Acme! You can read the official
“It is certainly pleasing to know
letter to the property from IHG
that, coupled with the recently completed PIP, the on the following page.
focus you have placed on guest service has THANK YOU EVERYONE AT WMGNO!
really made your hotel a GREAT HOTEL,
GUESTS LOVE. Your efforts and the efforts of
everyone on your team are very much
appreciated,” said Sr. Regional Vice President
Chris Godfrey regarding Vert’s leadership.
To celebrate their accomplishment they held a
dinner at the Bay View Inn sports bar and
restaurant. According to GM, Vert the team was
very excited to hear of their accomplishments on
the OSAT scores as well as passing the QA all

WMGNO IHG Letter Regarding OSAT Score
Holiday Inn Express-Acme receives IHG letter for largest increase in OSAT scores

Residence Inn Receives Appreciation Letter
Guest writes letter of appreciation for outstanding service during recent extended stay

Taking Care of Guests is Priority
Highlighting A Letter Received at the Holiday Inn Express - Lexington

My name is Dan and I reserved two rooms for the evening of October 29,
2013. One smoking room for a disabled friend of mine and one non-smoking
room for myself.
I don't know the gentleman's name that checked me in that evening but I found
him to be very professional and at the same time friendly and welcoming. Kyle
is the gentleman that worked with me on making the reservations and was very
understanding and helpful so I wanted to say a big "Thank You!" to both of these
men.
After a rough morning of getting my friend packed and ready to return to
Cincinnati we hit the road. About 20 miles south of Cincinnati I checked my cell
phone a discovered I had a phone call from the hotel. When I called back Kyle
answered and told me that housekeeping had found my wallet in the room. Her
name was Maricela but I'm not sure I spelled her name correctly.
Not only did she turn my wallet in at the front desk but everything was
there. Credit cards, cash, checks, all the things that many places I have stayed
would have never have been turned in. Kyle told me that my wallet would be in
the lock box at the front desk.
After getting my friend safely home to Cincinnati I drove back to Lexington and
can't tell you how relieved I was not only by getting my wallet back but knowing I
wouldn't have to go through all the hassle of replacing driving license, credit
cards, etc.
I want to commend Marcela and Kyle by saying you have two very exceptional
employees and they deserve recognition for their service and honesty. Due to
their honesty Holiday Inn Express will always be my first choice in
accommodations when I travel both personally and professionally.

Great Guest Service Is What It’s All About
Two letters received at WSCWI praising Ryan Conhartoski and his customer service
Gentlemen, first let me congratulate you on an
excellent hotel for
business and pleasure. Your
location and amenities are terrific but it's your staff, especially one particular member, who made my stay
flawless. I cannot say that for the other non-HI properties I stayed at during my week-long trip. I spent 19
years in hotel sales and marketing so I'm detailfocused.
Ryan at your front desk at HI Dells, absolutely fulfilled
his role as a hospitality provider. He was not only polite and efficient but empathetic as well. I was on business with some challenges as one always has on the
road. He not only helped with my dilemma but also
made me feel respected as a customer and human
being. As the Aussies say, "good on you" for finding
him.
He works at the desk and helps out with Audit when
needed. According to Director of Operations Jesse
Kangas he’s an exceptional team player!

Ryan Conhartoski

Great Job Ryan!

I just wanted to thank you for making our stay at the Dells remarkably pleasurable. My wife
and I had an amazing stay at 1033 Wisconsin Parkway South.
Your staff was very friendly and "homie". Something we have not seen in awhile, in a lot of
establishments.
We would specially like to thank and mention Ryan (we did not get his last name), from the
front desk. He is such an exceptional host. We wanted to thank him ourselves for taking such
good care of us, but on our check out day, we did not find him.
Again, thank you.

Recognizing Staybridge Suites Team Members
Joy Donaldson highlights team members from Staybridge Suites Kalamazoo
We have hired a new Operations Manager: Cassie
Billington. Cassie comes
to us with 9+ years in the
hospitality industry. She has
worked with IHG before and
loves Heartbeat and our
guests! Her passion and
strengths include building
strong teams, passionately
Congratulations to Sharon
Vandestreek on celebrating
her
7th
year
anniversary here at the
Staybridge Suites. Sharon
works
in our kitchen
providing great service,
great food, and a great
smile to all of our guests!
She’s also our ‘crafty’

pursuing
positive
guest
scores, and encouraging
fellow teammates through
consistency
and
positive
feedback. We are thrilled that
she has joined our team and
look forward to seeing her
positive energy and impact in
our hotel.

helper; from sewing, to
decorating, to designing
themes – she’s our go – to
girl. Thank you Sharon for
your time and dedication!

Welcome
aboard,
Jeff
Sivley. Jeff is our new
maintenance man.
Jeff
comes to us with plenty of
experience in the hospitality
world. Jeff has a great
smile, a hard work ethic,
and is a great

multi-tasker. He has worked
hard in his first 2 weeks to
make an impact and a
difference at our hotel. Oh!
And the guests think he is
great!

In The News

We would like to welcome
Diann Kelly who joined the
Staybridge Suites - Carmel
team this September as the
new
social
attendant.
Welcome Diann!

Robert Burnett of the Holiday Inn
Express - New Buffalo recently
passed the CPO class and is now
pool
certified.
The
class
is
extremely difficult and he passed with
flying colors. He has been with the
property for 5 years and has been an
asset to have as part of the team.

The team at the Holiday Inn
- Big Rapids got in the
Halloween spirit by dressing
up for the holiday in their best
costumes. Looking good
everyone!

WSCWI September employee of
the month Ryan Conhartoski is
an outstanding member of the
Front Desk team. Ryan is a
prime example of a team player
and always goes above &
beyond to support our objectives
of creating a memorable guest
experience.

Polynesian Water Park Resort
got an entire new roof! Roofing
began Oct 14 and took 1 month
to complete due to in climate
weather. Timbercreek builders
was the contractor of the 1200
sq. job. (pictured: GM Sally
McDowell and HR manager
Sylvia Walczak).

David Hansen was WSCWI
October employee of the
month.
His
ability
and
willingness to fill in wherever
needed is truly commendable.
David is additionally recognized
for going that extra mile to
assure “Happy Guests”.

In The News

AHM and Hampton Inn &
Suites - Riverton want to say
thank you to Assistant GM
Corinna Long for her 3 years
of service. She is leaving to
pursue new
ventures and
we wish her the best.

The Polynesian Water Park
Resort Mascot, Polly Parrott
has been entered into the
Wisconsin
Dells
Visitor
Bureau Waterpark Mascot
Contest. We are awaiting the
results. "Good Luck Polly!"

Holiday Inn Express —
Wisconsin Dells recently
added recycling containers
and electric car parking to the
property. This is a great step
towards being more “Green”.

New
General
Manager
Michael
Higginbotham
joined
the
Courtyard
Memphis team in August. We
are excited to have him.
Welcome Michael!

We here at AHM ran a Facebook
pumpkin carving
contest for
Halloween and this is the winning
pumpkin. Our winner Cheryl won a
free night stay for her and a guest
at any AHM managed hotel!
Contests are a great way to gain
Facebook fans and keep people
interested in your page.

The Water Wigglers at the
Polynesian Water Park Resort
Indoor Water Factory got a
facelift. Jeff Jenkins CPO/
Maintenance and Jaime Adee
of Maintenance got out the paint
brushes during the weekdays
when the waterpark is closed to
brighten things up a bit.

Highlighting Polynesian Employee of the Months
Polynesian Water Park Resort recognizes recent employee of the month honors
The Polynesian Water
Park Resort—Wisconsin
Dells August Employee of
the
Month
was
William Burns. William
works
as
a
Night
Houseman/Housekeeper.

He has been with the
resort since February
12, 2013 and has
been a great asset
to the team!

The September Employee of the Month was
David Petrie. David
works in the Food &
Beverage Department.
He has been with the

Polynesian
Resort
since March 15,
2013 and has been
a standout part of
the team. Great job
David!

Ben Delancey was the
property’s October Employee of the Month.
Ben is a part of the
Maintenance team and
has been with the

resort since March
27, 2013. We are
happy to have him.
Keep up the great
work Ben!

AHM

Trivia

We have decided to discontinue AHM TRIVIA. The winner of the last
newsletter trivia question is below. Thank you to everyone who has
participated!

Summer newsletter question was: What year did the principles form AHM?
Answer: 1999
Winner: Eric Vert
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