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At arena, it’s service with a smile — or else

Dallas: Hidden cameras

keep concession stand
workers on their toes

By KATIE MENZER
Staff Writer

Almost all eyes will be trained
on the Dallas Mavericks and the
Phoenix Suns tonight at American

Airlines Center.
Those that aren’t will be busy
watching the movements of an-

otherteam atthe arena — food ser-
vice workers.

Undercover spies armed with
hidden cameras now videotape
concession employees to ensure
that fans enjoy their experience in
the food court as much as the ac-
tion on the basketball court. Offi-
cials with the AAC say the secret
surveillance has raised customer
service to championship levels.

“We don't use the word surveil-
lance. It's not surveillance at all,”
said Joe Skenderian, the arena’s

general manager of food service.
“This is a tool to measure our ser-
vice,”

“Mystery shoppers” — paid ac-
tors posing as regular customers —
have been atrick of the trade in the
customer service sector for years,
but videotaping those interactions
is new at the Mavericks' home

base. AAC officials hired Crowley-

based All-Star Customer Service

this season to monitor food service

worEers ana mERe sure customers

aren't getting fouled.

Equipped with tiny, hidden
cameras — either positioned in a
purse or the buttonhole of a shirt
— thespies record their experienc-
es buying beer, complaining of cold
pretzels, asking for another fork
and dozens of other food service
scenarios. Those recordings are
then handed over with the spies’
written reviews to the employees’
managers.

Good acts caught on tape — be-
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