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What's Happening in New York City's Event Industry? This month's E-Newsletter from the 
New York Metro ISES Chapter brings you informative articles, schedule of events, press 
releases and much more to keep you in the know! 
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A Message From Our President:

“Customers don’t expect you to be perfect. They do expect 
you to fix things when they go wrong.” - Donald Porter V.P., 
British Airways

In the last six weeks, the airlines have been in the news quite 
a bit.  I am certain that each and every one of you has either 
been on a ridiculously delayed flight or knows someone who 
was.  Jet Blue airlines made big news with their revolutionary 
Bill of Customer Rights.  And it seems that the United States 
Congress is even looking into customer service regulations for 
the airline industry.  

My airline horror story, at the beginning of February, was unrelated to the weather.  
“Mechanical problems” and “paperwork issues” kept me and my fellow passengers on 
board the plane ready to depart but still at the gate for four hours.  During this time we 
were not offered apologies or proper explanations nor were we offered beverages (not 
even a glass of water) or any type of entertainment to take our minds off the delay.  

And here’s the part of the story that really bothered me.  This was one of those flights 
that does not offer meal service.  However they do offer snacks for purchase.  
Unfortunately they do not stock the flight with enough snacks-for-purchase for every 
passenger.  So when the flight attendant reached the back of the plane where I was 
seated, she had completely run out of food.  The fact that I was starving and hadn’t 
brought anything with me just in case, was completely my fault.  What I do object to is 
the flight attendant’s response when I questioned whether or not there was anything left: 
“There’s nothing I can do.  No one usually buys these crappy sandwiches so they don’t 
give us very many.  You’ll just have to wait until we land.”

Excuse me?  I was outraged at the complete lack of hospitality and customer service 
demonstrated in that very short interaction.  In a scenario where we were all tired, 
frustrated and hungry I would have much preferred a simple “I’m sorry” and perhaps the 
offer of an extra packet of pretzels.  I would have at least felt as though someone at that 
airline cared that I had been inconvenienced.

The moral to this story is one of simple acts of kindness and respect for the customer.  In 
negative scenarios a smile and apology (regardless of true fault) goes a very long way to 
easing frustration and maintaining client relationships.  As professionals in the special 
events industry we have all faced situations that do not go according to schedule and we 
have all faced clients who express discontent and frustration as a result.  When this 
happens please remember that the simple customer service courtesies of “please” and 
“thank you” and “I am sorry” go a very long way.  And I agree with Mr. Porter, be sure to 
fix whatever went wrong!

I certainly hope that your next flight is better than my last...

Cheers, 
Jennifer Claire Scott  
ISES NY Metro President 
Empire Force Events 
Phone: 212-924-0320 / Email: JScott@EmpireForce.com



Welcome New Members: 

Jane Frost – Stamford Tent & Event Services 
jfrost@stamfordtent.com

Michelle Levy – JKS Events, Inc. 
michelle@jksevents.com

Mark Musters – Studio Mamu 
markmusters@mac.com

Mary Penkala – Manhattan Yacht Charters 
mary@manhattanyachtcharters.com

Eileen Petrillo - R.E.A.D. Amusements 
info@readamusements.com

Nora Ruane – Richmond Events 
mruane@richmondevents.com

Members in the News: 

Congratulations to Todd Neufeld of The Twisted Balloon Company, who won the “Best 
Customer Service Award” at this year’s Special Event Show in Los Angeles. 

Soho Dance was featured on the Juliet & Mike Show on Fox 5 (Channel 5) earlier this 
week. 

Industry News:

 
Click here to learn more. 

 



 

CSEP Information:

For more information on how to apply for an exam or to be involved in a peer to peer 
study group for the exam, please contact Kevin White, CSEP of Empire Force Events, Inc. 
at kwhite@empireforce.com.

 

 

REC Scholarship Winner:

For me, one of the most valuable benefits of being an ISES member is the educational 
opportunities.  Although I have been in the events industry for close to a decade, I know 
that I can never stop learning.  The Regional Education conference held in Washington DC 
this past weekend is one such opportunity.  

In February of this year I was fortunate to be selected as the recipient of the New York 
Metro Chapter Member REC Scholarship.  This scholarship covered not only the 
registration cost of the REC, but also included transportation by Amtrak.  Scholarships like 
this are just one of many member benefits within our chapter.

While attending the REC I participated in multiple seminars that will help me in my 
business and career.  I was really impressed with the level of seminars and speakers.  
Offerings ranged from introductory level to master classes.  I especially benefited from Liz 
Glover Wilson and Ny Whitaker’s seminar “How to Increase Your Sponsorship Dollars”.  
They offered a plethora of information and recommendations that I will put to immediate 
use with some of the events that I am currently working on.

I also attended the Business Owners Forum Master Class moderated by Robert 
Hulsmeyer.  Once again, I walked away with valuable information that I will utilize in my 
company.

In addition to the educational opportunities, there is networking, camaraderie and of 
course a whole lot of fun.   While attending the REC I was able to meet many new ISES 
members and renew relationships with members I already new.  It was great to meet 
with people outside of our usual monthly meetings as you get a chance to talk and really 
get to know each other in a more casual environment.  The Saturday night “breaker” and 
the midnight moonlight tour where a lot of fun.  The Saturday lunch and the keynote 
speaker, Roland Mesnier was superb.

Overall the REC was a great experience.  I am so grateful for the scholarship.  I am also 
grateful for the network of friends that I have made through ISES.  I am very proud to be 
a member of the NY Metro ISES “family”.   Lorraine Mariella CSEP, CMP - 
Celebrations 



 

Member Testimonial:

"I joined ISES with the expressed intent of obtaining new business. Over the past three 
years referrals from ISES members have amounted to over $1 million in new business for 
my company.  Matthew Saravay, Wizard Studios - NY 

February’s Program Recap:

On February 27th 2007, with the help of Ny Whitaker, Liz Glover Wilson and Keith 
Hickman put on the “How To Get Press For Your Event” workshop at NYU for the ISES 
members.  When I volunteered to do this I initially thought that since I was able to help 
my family plan events then this event wouldn’t be hard to organize.  Nonetheless, 
planning this event was harder than I expected because the event involved a lot of detail-
oriented work.  

One of the key elements for planning an event is teamwork. There are so many dynamics 
from the catering, to securing a venue, technical support, event promotion and staffing in 
order to make an event a success.  It is like writing out a game plan. As each member 
fulfills their role, it takes you a step closer to winning the game or following through with 
the event. On the day of the event it is very rewarding to see a positive response from 
the guests.

Everything will never go exactly as planned but being able to overcome these unexpected 
setbacks with the help of a supportive team, like those in ISES, makes a great difference. 

I want to thank ISES for giving me the opportunity to plan the February event. It was a 
great learning experience for me. Eve Castillo – Soho Dance

  



Big Apple Awards:

The 2007 Big Apple Awards will take place on Tuesday, June 19th. To find out more about 
this year's award categories and sponsorship levels, please click on the links below.

2007 Big Apple Gala Awards Competition Packet 
Big Apple Awards Sponsorship Packet

 

Save the Dates

March 20, 2007 = ISES NY Metro Chapter Networking Event

Join us on Tuesday, March 20, 2007 from 6 – 9pm 

for the ISES NY Metro Chapter’s Networking Event: 

“Networking the Ties That Bond” 

An adventurous evening awaits you with music, dancers, prizes, 

martinis (shaken, not stirred of course) and…. Bond Girls! 

This is an action-packed event you won’t want to miss!

Click here to register. 

 

April 17, 2007 = ISES NY Metro Chapter Education Program

April, 30, 2007 = ISES European Conference in London, England

May 8, 2007 = ISES NY Metro Chapter Members Only Breakfast

May 22, 2007 = ISES NY Metro Chapter Education Program

June 19, 2007 = ISES NY Metro Big Apple Awards Gala

June 29, 2007 = ISES Membership expires on June 30th, so re-new ASAP!

August 16 – 18, 2007 = EventWorld in Montreal, Canada 

 
To register for the Eventworld, please click here.

August 20 – 23, 2007 = Event Solutions Idea Factory in Florida

 

Get Involved:

Join a Committee: Programs, Communications, or Membership!

For more information email info@isesnyc.com. 

 

 
 

  



Message From Our Strategic Partners:

 


