Customer service and advanced technology provide a

winning combination for operators

By Wayne Blanchard

f you speak to various operators, you will
hear varying definitions of success. Some
believe a company’s fleet size gauges its
growth and is therefore the most impor-
tant indicator of success. Other operators
pay closer attention to their financial
statements. A strong bottom line increase
is always a telltale sign of a successful
company.

When you look closely at companies
that are experiencing strong growth, commonalities
begin to arise. Although technology is a major factor
in the growth and success of most companies, cus-
tomer service and basic interpersonal relationship
skills appear to play key roles in taking a company
to the next level. The limousine industry, in spite of
all its beautiful vehicles, advanced technologies, and
sharp-dressed chauffeurs, is still all about people.

A client booking a livery vehicle, whether for busi-
ness or pleasure, wants to be treated in a respectful,
friendly manner. The client expects the vehicle to ar-
rive on time and be clean and well maintained. Con-
venient amenities such as newspapers, magazines,
and refreshments coupled with a safe, on-time, and
courteous chauffeur who knows the best way to get
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to a destination seem to be at the top of a client’s
mind.

While these concepts sound like clichés, the differ-
ence between successful and struggling companies is
the ability to execute these priorities every day. The
following operators try to live in this zone.

A CANDIE’S LIMOUSINE

Gainesville, Fla.
Established: July 1987

any operators would look at
Gainesville, Fla.’s, college com-
munity as a limited market. The
lack of corporate presence
tends to discourage many entrepreneurs from invest-
ing in a livery service there. However, A Candies
owner Sander Kaplan, a 2006 LCT Operator of the
Year finalist, saw opportunity.
While operating his small DJ business, he received
a call from a bride-to-be looking for a limousine for
her wedding. When he was unable to find one for her,
he decided to purchase a limousine and begin rent-
ing it.
“I saw a need for a professional chauffeured trans-
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portation service in this area
and decided to take a chance,”
he says. “With only two part-
time companies, each having
only one car, | knew | found
the right business.” A Candies
has seen a stellar 45% growth
in gross sales this past year and
is expecting to see even greater
growth in the years to come.
Over the past few years, Ka-
plan has turned his company
into a total transportation
Sander Kaplan saw opportunityin ~ provider. “The key is not to
Gainesville, Fla.'s, college allow yourself to be limited in
community. your market,” he says. “I have
diversified my livery fleet, networked to create af-
filiate work in other cities, and even started offer-
ing charter jet service through Celebrity.” Kaplan
says clients feel more comfortable when someone
they trust is handling their transportation no matter
where they are traveling. “l use events such as the
International LCT Show and Leadership Summit to
meet operators in other cities and find my clients
the best service possible.”
Kaplan is heavily involved in both the industry
as well as his local community. He is currently a
member of the National Limousine Association and
the Greater Orlando Livery Association, and is cur-
rently in the process of incorporating a new North
Central Florida Livery Association. “I believe asso-
ciations are a necessity for every operator. Their
code of ethics hold operators to higher standards.”
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