
Carol's Garden Inn opened recently, making 
it Durham's seventh Bed and Breakfast Inn 
and one of Durham’s 62 lodging properties. 
A 1910 farm house (formerly called the 
Hall-Mann House), Carol's Garden Inn has 
2 rooms with private bathrooms.  Innkeepers 
Carol and Steve Barden purchased the 
property in 1998 and spent 2 years 
renovating it to its current splendor.

Bed & Breakfast Inns became popular in the U.S. in the 1960's, and serve both 
leisure and business travelers.  There are approximately 20,000 B & B’s in the U.S. 
with an average of 7 guest rooms.  They represent one third of all lodging 
establishments, but account for only 4% of all guest rooms nationwide.   

For reservations at these and other Durham lodging establishments, log on to
www.durham-nc.com/visitor/places_to_stay/index.html
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In an effort to get a snapshot of how Durham’s
customer service is viewed from the visitor 
perspective, DCVB is reinitiating its mystery
shopper program. DCVB was one of the first
bureaus in the early 90’s, to use this technique
long favored by banks and retail stores.  

Mystery shoppers frequent a variety of 
businesses such as hotels, restaurants, retail
establishments and taxicabs, then provide 
written feedback on the experience. They  
visit in person and by phone, and it’s difficult to
know when you are talking to one because they
look and sound like the guests with whom we
communicate every day.  

The purpose of the program is to catch people
doing things right and to acknowledge it on 
the spot, but to also gather information that 
will guide programs to improve the overall 
level of service. Better customer service leads 
to satisfied guests and repeat visitation.  It is
hoped that the program will also shed some
light on branding issues and help identify ways
to recoup the $275 million spent by Durham 
visitors each year in neighboring communities.   

The most-targeted organization on the list of
“mystery shops”?  DCVB itself.  Mystery 
shopper programs provide one of the best 
methods to evaluate employees’ knowledge,
responsiveness and customer-service orientation.  
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Seven Durham organizations have been recognized as the City’s 2001 DIVERT
(Durham’s Innovative Ventures Encouraging the Reduction of Trash) Award
Winners.  The criteria included total amount of trash diverted from area landfills
through waste reduction and reuse, positive impacts on the local environment, level
of employee participation and innovation and creativity.

Best Small Business: Building Supply Recycling Center
Best Non-Profit: The Shodor Education Foundation
Best Large Business: Blue Cross/Blue Shield and IBM (tie)
Best K-12 School: Montessori Children’s House of Durham
Best College or University: Duke Recycles
Best Government or Institution: US Environmental Protection Agency
Honorary Award: The Independent Weekly Newspaper

The winners were recognized at Durham Earth Day Festival in April.   
For information on how to help reduce trash, log on to:
www.ci.durham.nc.us/departments/solid/wr_default.asp

Mystery Shopper
Program Reinitiated

PREPARED FOOD TAX GUIDELINES
GARNER COMMUNITY SUPPORT
When Raleigh, Cary, Charlotte and Hillsborough began collecting a prepared
food tax (PFT) in the mid to early 90’s, the Durham Convention & Visitors
Bureau began a process along with hospitality, culinary and community leaders
to broker guidelines under which a PFT could be mutually beneficial in Durham.
Now the guidelines have been endorsed by groups like Downtown Durham Inc.
and the Greater Durham Chamber of Commerce.

The Durham guidelines address four critical needs:

· It will be beneficial to the community, the consumers and foodservice 
businesses, if a part of the proceeds can support workforce training, litter 
cleanup and beautification.   Restaurants in particular are in need of more 
qualified employees for one of the fastest growing parts of Durham’s economy.

· There is a very close relationship between dining and cultural events (sports, 
performing and visual arts, historic preservation). Groups producing cultural 
events will use some of the proceeds to do a better job of marketing and 
promotion within the Triangle.

· Dining is one of the top activities by visitors. Durham visitation is growing, but 
falls short compared to competitors in the number of travelers attracted from 
within a 250 mile radius. Part of the proceeds will amplify this marketing and 
promotion to competitive levels.

· The vast majority of the proceeds will be 
used to implement a community 
master plan for future cultural facilities.

The DCVB brokered guidelines are based
on on the original 10 point meals tax plan put 

forth in 1994 by the NC Restaurant
Association.
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In a recent study, LRA
Worldwide revealed that many
lodging properties need to look
at improving the delivery of
some basic, yet critical guest
loyalty and satisfaction drivers.
Based on a combination of 
personal assessments, mystery
shops, observation and research
of over 30 different leading
lodging brands in the 
full-service and limited-service
segments in North America and
Europe, the study revealed:

Arrival and Check-in   
Issues

· 45% of hotel staff do not 
address the guest by name.

· 39% do not offer a welcome 
to the hotel.

· 20% do not offer the guest 
assistance with luggage.

· 19% of guests experience 
more than a minute delay 
before being offered service.

· 8% of reservations are not 
accurate upon the guest’s 
arrival.

Reservation Issues
· 37% of hotel staff do not use 

the caller’s name.
· 32% do not mention features 

and description of the rooms.
· 12% do not offer a choice of 

smoking or non-smoking 
rooms.

· 9% do not explain the hotel’s 
cancellation policy.

Top Bell Service Issues
· 44% of bell staff do not offer 

any information about the 
hotel.

· 33% do not check the room to 
ensure it is in order.

· 31% do “drop and dash” the 
luggage.

· 18% do not offer the guest a 
pleasant stay or further 
assistance prior to departure.

Bed & Breakfasts in Durham

Property Number of Rooms Breakfast Web Site

Arrowhead Inn 9 rooms and suites Full, gourmet www.arrowheadinn.com 

Blooming Garden Inn 4 rooms and suites Full, gourmet www.bloominggardeninn.com

Carol's Garden Inn 2 rooms Full www.carolsgardeninn.com

Mineral Springs Inn 4 rooms Full, gourmet www.mineralspringsinn.com 

Morehead Manor B & B 4 rooms and suites Full www.moreheadmanor.citysearch.com

Old North Durham Inn 4 rooms Full www.bbonline.com/nc/oldnorth 

Richardson's on Grandale 4 rooms Continental
Weekends-Full




