
Chris Kovach, General Manager of 
the North 27th Street Applebee’s 
Neighborhood Grill & Bar and his 

TEAM recently earned a record-breaking 
Applebee’s Operations Assessment (AOA) 
score of 706.  The previous leader, Scotts-
bluff, Nebraska Applebee’s received a score 
of 700 in January of this year.   Kovach and 

his TEAM were honored on July 11, 2006 
with a presentation of business totes mono-
grammed with a logo and a “HOME OF 
THE GREEN MACHINE” phrase.  This 
name is earned because they received what 
is called a green-green rating because their 
scores in food safety and overall were above 
80%.  The North 27th staff also received a 

special celebration of pizza and cake for 
this great accomplishment. 
	 An AOA is an evaluation of the 
entire restaurant given by Brad Homan, 
Franchise Area Director.  Homan represents 
Applebee’s International to oversee that all 
franchise locations in his district adhere to 
the standards set forth by the brand.  In his 

comments summated with the AOA Homan 
stated, “The time and dedication Chris and 
his team have put in has paid off by posting 
the highest Food Safety score, 204, earned 
by any restaurant I have evaluated in my 
tenure with AII.  These results were earned 
by constant vigilance to and training of ex-
ecution standards on a shift by shift basis, 

by the team taking great pains in learning 
and developing plans to succeed on the new 
AOA Food Safety program and by the AD, 
Bill Hooks, taking the time to teach, train 
and develop his teams to perform well on 
the new assessment by conducting effective 
and honest AOAs in his stores.”  He went 
on to say that the individuals that work at 
the location create an ideal training envi-
ronment for management and hourly asso-
ciates.
	 Charles Kono, Concord’s Director 
of Operations said, “Chris and his entire 
staff serve as an example of how Concord 
restaurants can meet and exceed the high 

standards set by Applebee’s International 
for restaurant operations.  I know the team 
works hard to take care of the guest and 
the restaurant.  Congratulations TEAM 
on your performance!”
	 Bill Hooks, Area Director for the 

Lincoln, Nebraska location stated, “The 
entire TEAM at North 27th deserves a big 
‘THANK YOU’ and ‘GREAT JOB.’  This 
score of 706 proves that Kovach and his 
TEAM are running with the top dogs in the 
Applebee’s system.  I am proud that I get 
to work with such an outstanding and hard-
working group of individuals.”

Concord’s most recent opening of an 
Applebee’s Neighborhood Grill & 
Bar took place in Ada, Oklahoma 

on April 3.  The community of almost 
16,000 welcomed the casual dining restau-
rant with strong sales numbers.   Jon Pen-
prase, General Manager of the location, 
is no stranger to opening an Applebee’s.  
Penprase was the General Manager for the 
Altus, Oklahoma location when it opened 
last November.  Other managers on Ada’s 
team are Jody Murray, Michael Elliott, 
Lindsey Martin, and Kimo Hayes.
	 In an effort to show the commu-
nity the support that the Applebee’s will 
bring to town, all of the bar sales from the 
friends and family event prior to opening 
were donated to the local department of 
human services—child welfare.  The team 
raised over $1800 to support this cause, 
which ýts the donation parameters set by 
Concord to support any organization or 
event that empowers and enhances today’s 
youth.
	 What kind of city is Ada, Okla-
homa?  On their city’s website it is stated,  
“Ada is big enough to offer big-city ame-
nities, such as a four-year university and 
a thriving business community, yet small 

enough to be cozy, providing a safe place 
to raise a family.”  The site also talks about 
the people of Ada and how they are its 
greatest resource.  With such a community 
feel, it seems only natural that a Neighbor-
hood restaurant like Applebee’s would be 

a perfect ýt.  As part of the opening mar-
keting plan Concord placed a special free 
standing insert in the local newspaper on 
April 21 thanking the community for the 
warm welcome.

Applebee’s opens in Ada, Oklahoma
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Guest Comments

The newsletter of Concord Hospitality, Inc.

Joseph in Ada, Oklahoma received an 
enormous praise from one of his Apple-
bee’s guests.  The guest commented on 
the caring, kind and thoughtful service 
that Joseph provided.  Furthermore, the 
guest stated that the food was outstand-
ing and she was blessed that day.

Ada, Oklahoma

General Manager Paul Rieken received 
a compliment from a guest in his res-
taurant.  The guest felt that Paul did 
a great job and made her experience 
a positive one.  She said that she will 
return because of Paul’s great customer 
service.

Kearney. Nebraska

Stephanie is a bartender at the Govern-
ment Boulevard location in Mobile, 
Alabama.  Recently her outstanding 
guest service and bubbly personality 
won a couple over when they dined at 
the bar.  The guests added that Apple-
bee’s should be honored to have such a 
wonderful employee.

Gov.-Mobile, Alabama

A guest of the Bayou Boulevard loca-
tion in Pensacola, Florida wanted to 
thank Applebee’s for caring about their 
guests and offering the Weight Watch-
ers items on the menu.  She also stated 
that she will be a regular guest because 
of the great menu options.

Bayou-Pensacola, Florida

A family in Topeka, Kansas visited 
the Applebee’s there and was over-
whelmed by the warmth and friendli-
ness from the server.  He said that the 
next time he is choosing where to have 
dinner that it will be Applebee’s. 

Topeka, Kansas

Hieberto Chavez saved the day accord-
ing to one guest at the Harlingen, Texas 
Applebee’s.  The guests were unhappy 
with their service and Chavez turned it 
around and made the experience a pos-
itive one.  The guest added that Chavez 
is a competent, and pleasant manager.

Harlingen, Texas

A guest of the Lubbock, Texas Apple-
bee’s on 4th Street wanted to say that 
his server A.J. was the best server that 
he has ever encountered at any restau-
rant.  She was very attentive and cour-
teous.  He added that he will deþnitely 
be back again and again.

4th Street-Lubbock, Texas

David Jones, Assistant Manager at 
the Soncy Road Applebee’s in Ama-
rillo, Texas went above and beyond 
for a guest recently.  The guest left a 
mouth guard on the table and walked 
away without it.  Twenty minutes later 
she remembered leaving the expensive 
item on the table.  Jones took the time 
to search for the item through the trash 
and found it.  The guest was very grate-
ful for the extra special attention.

Soncy-Amarillo, Texas

The Ada management team and the local chamber of commerce cut the ribbon on 
March 31 to make ofýcial the opening of the Applebeeôs Neighborhood Grill & Bar.

North 27th receives highest AOA for Concord

AOA 
Report Card

N 27th-Lincoln, NE
Category

Facilities/Maintenance
Training/Administration
Neighborhood Hospitality
ToGo or Carside ToGo
Food Safety
Food/Beverage Quality
Weight Watchers
Assessment Bonus
TOTAL

Score/Possible 

103/114
76/79

142/183
24/28

204/215
73/93
68/75
16/NA

706/787
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Ryan Bird, Business Relations Di-
rector, has been with Concord for 
over seven years working behind 

the scenes to seek out sites for new con-
struction for the Applebee’s and Famous 
Dave’s restaurants.  The process is slow 
and requires a lot of travel, meetings and 
research.  “It is important to go and meet 
the local real estate representative.  I usu-
ally will visit a site several times before 
we purchase the property.  The individuals 
that I deal with in the communities are of-
ten very excited at the possibility of a large 
brand restaurant becoming a part of their 
town, ” said Bird.  
	 Once the site is chosen, a letter of 
intent is drawn up and the process of pur-

chase begins.  Bird collects demographic 
information in order to secure that the se-
lected site will be a good ýt for the future 
restaurant location.   
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Jay Grundman and his brother Skip have 
been coming to Applebee’s in Lawton 
since it opened in 1996.  Jay began 

purchasing name tags for the bartenders 
to wear so that they would stand out.  His 
idea worked so well that it wasn’t long 
before the servers wanted them also.  Jay 
started purchasing gold name tags for all 

front of the house associates.  He has been 
doing this for several years and every new 
associate gets a name tag from Jay upon 
completing training.  He has also made 
name plates for all the regular bar guests to 
mark their chairs!  But his gratitude doesn’t 
stop there, Jay created a collage ýlled with 
pictures of the staff and managers.  Al-
though the collage needs updating (only 
7 employees are current) it is still a very 
big part of the restaurant’s atmosphere.  Al-
though Jay is originally from New Jersey, 
he is at home at the Lawton Applebee’s.  
Skip, Jay’s brother, has recently become ill 
and does not make it into the restaurant as 
often as he used to, but he is thought about 
often by a framed poem from he and Jay 
posted at the front door  for all to see:

As you make your way inside the door
   your eyes take in the unique decor
and almost as if by unspoken request
   you hear ‘Come in friend, eat and rest’
that’s only the beginning of this affair
   as you look around and become aware
that everyone here including the staff
  is always enjoying a light hearted laugh
through their warm & genuine caring way
   the staff & management expertly say 
“You matter to us a Great Great Deal”
  Share a handshake a hug a drink a meal”
From two grateful patrons, please take our vow          	
    as we praise you all, the best we know how, 
by coming back often (How could we resist?)          	
   Applebee’s you are the best there is.
 
We love ya
Jay and Skip

Lawton guests show gratitude

Most of us would answer, “I do” 
to this question.  Yet most of us 
probably do not realize how easy 

it really is to become a Millionaire. 
	 Let’s take a look at how someone 
earning $25,000 a year, over time, can be-
come a Millionaire just by contributing a 
relatively small amount to their 401(k) Plan. 
Let’s assume this person decides to contrib-
ute 5% of their pay to the Plan. (Remember 
the match amount for Concord Enterprises is 
4%).
	 Let’s take a closer look at this 5% 
contribution. As one can see, because of the 
matching contribution from Concord, this 
person has $57.69 going into the Plan each 
pay period.  Due to the tax savings (money 
contributed to the plan is not subject to state 
or federal taxes at the time of contribution) 
this contribution only “costs” $48.08. So, for 
as little as $48.08 a pay period, an individual  
will have $1,500 going into the Plan every 
year!	

	 Now for the good stuff. A yearly 
contribution of $1,500, that averages an an-
nual return of 12% would grow to approxi-
mately $1,049,763 in 35 years (assuming you 
are currently 30 years old and you save until 
you are 65 years old)! All for only $48.08 a 
pay period! 
	 The 401(k) Plan is an excellent 
beneþt that Concord offers to their employ-
ees.  We hope to see all of our employees (in-
cluding you) take advantage of it.
	 To begin contributing to the 401(k) 
Plan you can contact Human Resources in 
Lincoln at (402) 421-2551.  If would like as-
sistance with your investments, you may call 
Coty Ring of SMITH HAYES Financial Ser-
vices at (402) 476-3000 or toll free at 800-
279-7437.
	 You are eligible to enroll in the Plan 
now and can do so at any time.  Remember, 
you can get started by contributing as little as 
1% of your salary.  Don’t procrastinate, start 
saving for your future today!

A word from Smith-Hayes Financial Services

Who wants to be a millionaire?

Percent of Pay contributed each pay period: 5.00%
Contribution would be: $48.08 $48.08
Less tax savings: $7.93
Take home pay would be reduced by only: $40.14
Concord’s matching contribution would be:
($.25 for every $1.00 you contribute, up to 4% of your pay)

$9.62

Total contribution each pay period: $57.69
Total going into Plan over 12 months would 
be approximately: $1,500.00

Quality QFSC

Service QFSC Community QFSC

Mission LemonAID
Scottsbluff raised $500 for St. Jude’s Children’s Hospital

Kearney raised $1,521.22 for the American Red Cross
Amarillo Soncy raised $598.66 for the March of Dimes

Amarillo Boulevard raised $434.01 for the Bridge
Shamrocks for Muscular Dystrophy

Laredo raised $729 selling shamrocks in March
Events

Taste of the Town- Wichita Falls Applebee’s
Bright Lights Fundraiser- Lincoln Applebee’s

Beulah Sausage Fest- Pensacola/Foley Applebee’s
Taste of McAllen- McAllen Applebee’s

Spring Fling- Scottsbluff Applebee’s
Stride & Ride Walk- Manhattan Applebee’s

Taste of the Valley- McAllen Applebee’s
Teammates Walk- Lincoln Applebee’s
Taste of St. Joe- St. Joseph Applebee’s

Relay for Life- Kearney Applebee’s
Special Olympics- McAllen Applebee’s

Red Cross/Safety Fair- Lubbock Applebee’s
CASA Walk-a-thon- Altus Applebee’s

Mayor’s Run- Lincoln Applebee’s
LSW Dance Team Pancake Feed- Lincoln Applebee’s
Friendship Home Fashion Show- Lincoln Applebee’s

UNK Coaches Event- Kearney Applebee’s
Columbus Hot Rods- Columbus Applebee’s

NebraskaLand Days- North Platte Applebee’s & Village Inn
Norfolk Parade- Norfolk Village Inn

Easter Egg Hunt- Columbus Village Inn
Mr/Miss Basketball- Kearney Applebee’s

KSU Spring Game- Manhattan Famous Dave’s
UNL Cornhusker Music- Downtown Applebee’s  

Edge Tech Race Car – Ada Applebee’s
Haymarket Heydays- Lincoln Applebee’s

Manners Class – Pensacola, Nine Mile Applebee’s
KZLX Lunch Radio Sponsorship- Maryville Applebee’s

March of Dimes Walkathon – Amarillo Soncy Applebee’s
St. Jude’s Radio Campaign – Scottsbluff Applebee’s

Community Garage Sale- Scottsbluff Applebee’s
United Way Duck Race- Scottsbluff Applebee’s

Flint Hills Rodeo- Emporia Village Inn
Lawn Chairs on the Square – Columbus Village Inn

Country Stampede – Manhattan Famous Dave’s & Applebee’s
Cruise Night – Kearney Applebee’s

SHeDAISY Concert – York Holiday Inn & Applebee’s
OK Heisman / Card Show – Ardmore Applebee’s

Sponsorships
Saltdogs Baseball- Lincoln Applebee’s

Junction Motor Speedway- York Holiday Inn & Applebee’s
Professional Bowling- Altus Applebee’s

Cavalry Indoor Football- Evansville Applebee’s
Blacksnakes Baseball- St. Joseph Applebee’s

Nebraska Pounders Football- Scottsbluff Applebee’s
Lighthouse Golf Tournament- Lincoln Applebee’s

Youth Optimist Golf Tournament- Lincoln Applebee’s
Edinburg Coyotes Baseball- McAllen Applebee’s

Harlingen Whitewings Baseball- Harlingen Applebee’s
Amarillo Dillas Baseball- Amarillo Applebee’s

Pensacola Pelicans Baseball- Pensacola Applebee’s
Mobile Baybears Baseball- Mobile Applebee’s

Lincoln Little League- Lincoln Applebee’s
John Beury Golf Tournament – Crestview Applebee’s

Ada Youth Baseball TEAM – Ada Applebee’s
McCool Junction FB – York Holiday Inn & Applebee’s
Newspapers In Education – Grand Island Applebee’s

Dickson High School – Ardmore Applebee’s
Adopt a Classroom- Crestview Applebee’s
USA Roller Sports – Lincoln Applebee’s 

Summer Reading Program – All Applebee’s locations 

Additional program ads and signage in various markets.  

Spotlight on Ryan Bird

A dear guest of the Lawton, Oklahoma 
Applebeeôs , Jay Grundson.

Photo collage created by Jay and Skip.

Example of individual with a yearly income of $25,000

Focusing on the ‘C’



What is a Deductible?
A deductible is the amount of money you or 
your dependents must pay toward a health 
claim before your organization’s health 
plan makes any payments for health care 
services rendered.  For example, a plan par-
ticipant with a $100 deductible would be 
required to pay the ýrst $100, in total, of 
any claims during a plan year.

What is Coinsurance?
Coinsurance is a provision in your health 
plan that describes the percentage of a med-
ical bill that you must pay and that which 
the health plan must pay.

What is Out-Of-Pocket Maximum?
The maximum amount (deductible and co-
insurance) that an insured will have to pay 
for covered expenses under a plan. Once 
the out of pocket maximum is reached the 
plan will cover eligible expenses at 100%.

What is an Explanation of Beneýts 
(EOB)?
An EOB is a description your insurance 
carrier sends to you explaining the health 
care beneýts that you received and the ser-

vices for which your health care provider 
has requested payment.

What is a Pre-Existing Condition?
A pre-existing condition is a physical or 
mental condition that existed prior to be-
ing covered on a health beneýt plan.  Some 
insurance policies and health plans exclude 
coverage for pre-existing conditions.  For 
example, your health plan may not pay for 
treatment related to a pre-existing condi-
tion for one year.  You should check with 
your insurance carrier to learn how your 
organization’s health plan treats pre-exist-
ing conditions.

What is a Preferred Provider Organiza-
tion (PPO)?
A PPO is a group of hospitals and physi-
cians that contract on a fee-for-service ba-
sis with insurance companies to provide 
comprehensive medical service.  If you 
have a PPO, your out-of-pocket costs may 
be lower in a PPO than in a non-PPO plan.

What is Utilization Management?
Utilization Management is the process 
of reviewing the appropriateness and the 

quality of care provided to patients.  UM 
may occur before (pre-certiýcation), during 
(concurrent) or after (retrospective) medi-
cal services are rendered.  For example, 
your health plan may require you to seek 
prior authorization from your utilization 
management company before admitting 
you to a hospital for non-emergency care. 
This would be an example of pre-certiý-
cation.  Your medical care provider and a 
medical professional at the UM company 
will discuss what is the best course of treat-
ment for you before care is delivered.  UM 
can reduce unnecessary hospitalizations, 
treatment and costs.

The above FAQs are for informational purposes 
only and is not intended to replace the advice of 
insurance professional.  Know Your Employee 
Beneýts is written and produced for Holmes 
Murphy and Associates, Inc.. © Zywave, Inc.  

Holmes Murphy & Associates, Inc.
3001 Westown Parkway
West Des Moines, IA • 50266-1321
Phone: 515.223.6800 
Fax: 515.223.6944
Web site: www.holmesmurphy.com

Visit the Concord Support Center 
and you will þnd a friendly face 
has returned to the Concord fam-

ily!  Frank Romano has recently been 
named the new Director of Training and 
Development.  Frank worked for Concord 
back in 2005 before he moved to Wiscon-
sin and worked for another Applebee’s 
franchise group.  Previously at Concord 
Frank was an Area Director and a Region-
al Director overseeing several locations.  
In 2003, he was honored with the coveted 
MVP award for his hard work, leadership 
and commitment.  
	 In Romano’s new position he 
will be directing the training restaurants, 
conducting certiþcations, executing new 
restaurant openings, updating training 
materials and overseeing the training de-
partment to help execute all training relat-
ed initiatives for all restaurant concepts.  
Under Frank’s direction, Michelle Sasek, 
Training Coordinator will be assisting 
new restaurant openings and training ini-
tiatives. 
	 Concord welcomes Frank’s re-
turn and looks forward to the vast knowl-

edge and experience he will bring to the 
Concord managers and associates.
	 “It’s exciting to see Frank return 
to Concord, his passion for service and 

ability to connect with people at all levels 
is a true asset to the future of this compa-
ny,” stated Maggie Stine, Vice President 
of Corporate Operations.
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Romano returns to ConcordRomano returns to Concord

Construction 
update

FAQ regarding medical beneþts
CONCORD 
CONTEST

All Concord Employees 
are asked to participate in 
a contest to rename the 
daily meetings currently 
called DIRECTIONALS.

Prizes will be awarded to 
winners by restaurant, 

by area, and one overall 
winner.  

Deadline: 
August 31, 2006

Submit your ideas to your 
area director via email.

CONCORD 
CONTEST

Concord has recently put in place a 
“traveling” plaque to a restaurant 
that has received the highest Cus-

tomer Service Index (CSI) percentage in 
the Concord system by period.  One recent 
leader was the South McAllen location pic-
tured below.  Their percent for Period 6 was 
89%.  South McAllen also achieved the top 
spot in Period 3 and 4.
	 Concord continues to strive to in-
crease its CSI scores and to show that we 
are leaders in the restaurant industry when 
it comes to guest service.

 

MONTH CONCORD CSI NATIONAL CSI
January 43.9% 49.1%
February 48.3% 50.2%
March 48.9% 50.8%
April 50.5% 51.6%
May 56.3% 50.6%
June 58.0% 50.2%

CSI score rising since January 
Edinburg, Texas, in the Rio Grande 
Valley is the location that Concord 
has selected for its latest Applebee’s 
Neighborhood Grill & Bar.  Edin-
burg is located in the southern part of 
Texas and is near the town of McAl-
len where Concord currently operates 
two Applebee’s locations. 

Famous Dave’s 
breaks sales record

news 
briefs

Frank Romano, Director of Training and Development stands with his ówelcome homeô banner, 
made by the support center staff.

The South McAllen 
Applebeeôs team 
celebrating their 
success with CSI 
program.

Concord’s only Famous Dave’s Bar-
beque in Manhattan, Kansas had 
some record breaking daily sales 
in the month of May.  On May 13, 
the restaurant reached over $31,000 
in sales for one day.  “Feeding” the 
frenzy was Kansas State Universi-
ty’s graduation.  The restaurant staff 
turned around and served a Mother’s 
Day crowd the following day.   This 
is the highest  daily sales number for 
any Concord restaurant.  

EDINBURG

Concord CSI leaders 2006
Period 1-Crestview 70%
Period 2-Bayou-Pensacola 68%
Period 3-South McAllen 82%
Period 4-South McAllen 86%
Period 5-Crestview 85%
Period 6-South McAllen 89%
Period 7-Harlingen 85%

Fun QFSC
Edinburg Applebeeôs under construction.




