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Cravia wins “Franchise Partner of the Year” by Focus 
Brands at the Worldwide Convention in the exotic Bahamas

Cravia’s commitment to excellence continues to resonate around the world; and as a result, Cravia has been awarded yet again with 
the Franchise Partner of the Year award by Focus Brands in this year’s worldwide convention that was recently held in Bahamas on 
20th January, 2012. The Cravia team is proud of its accomplishments and thanks everyone for the hard work and e�ort put into 
making Cravia the success that it is. 

Cravia Inc
International Franchise Partner of the Year 2010

Focus Brands

Abu Dhabi Corniche
Best Comparable Sales Awards – 1st place 2009

Focus Brands
 Mirdif City Center

Best Comparable Sales Awards – 2nd place 2010
Focus Brands

 British Embassy
Best Comparable Sales Awards – 2nd place 2010

Focus Brands
 British Embassy

Best Comparable Sales Awards – 3rd place 2009 
Focus Brands

The Trophy Cabinet 
This Year: 5 New Awards

To participate in                            please send an E-mail to souraya@cravia.com
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Mahmoud’s Column
Consistency…
…is the Secret

Dear Cravia team, 2012 has already kicked in and 
plans and long budget preparations have turned 
into reality and we are living their execution now. 
It is very important to understand that 2011 is 
OVER and considered history, we can only learn 
from its mistakes, and improve along the way 
ahead. By all means, 2011 was the best year ever 
for Cravia; it brought us the best �nancial results in 
terms of sales and pro�ts.  Great results are the 
outcome of your intensive hard work throughout 
the year. In every second of the past year, you were 
working hard to make our customers happy. 
Thank you for your e�orts, it only re�ects your 
high commitment.
  
In 2012, we will continue to grow at all levels and 
one of our growth pillars for this year is expansion 
in terms of business units, more exciting outlets 
are in the pipeline in addition to the 4 new outlets 
that opened during the last 4 weeks. Cinnabon 
and Seattle’s Best Co�ee have opened a �agship 
store at the Walk in JBR with the amazing Carvel 
soft serving ice cream for the �rst time in the UAE,  
we opened another store in DIFC and a third one 
in Ibn Battuta Mall (India court). Zaatar w Zeit has 
opened a new restaurant at the Dubai Marina 
Walk and we are working on a couple of new 
restaurants, most interesting one will be opened 
later on this year in Ibn Battuta Mall (China court); 
it is going to be a huge restaurant and a real 
�agship built on the new brand identity direction.

The most important part starts here… in order to 
continue our healthy growth, we 
FIRST have to make sure we are not missing 

current opportunities with our existing restaurants and guests. It 
is much more important to maintain our existing guests than 
�nding new ones. Finding new customers is more costly than 
maintaining existing customers. Maintaining existing customers is 
much easier as well, they simply need to see a very clean store 
and to enjoy our products in a friendly service and atmosphere, 
BUT consistently. Customers tried others earlier and they were 
burnt several times, either by bad service or product, they are not 
willing to give you several chances. Consistency is the magic that 
transforms this fragile relation into a strong one built on trust, 
consistency in exceeding their expectations; this means delivering 
more than what they expect at least 1% at a time in a continuous 
improvement trend.

Finally I wish you a great year ahead full of success and I look 
forward to see you exceeding customers’ expectations in every 
action you take.  It is so simple, in any action you take at work, ask 
yourself the following question: “Am I adding value to my 
customers by doing this now and am I exceeding their 
expectations today? ” if the answer is “Yes”, do it repeatedly and 
in�uence everyone around you to do it. If your answer is “NO”, 
stop doing it and look for another thing that exceeds the 
customers’ expectations.
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Walid’s Column
 The Art of 
Customer Service
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I am an absolute crazy fan of 
good service. At the same time, 
nothing annoys me more than 
bad service not because I would 
be on the receiving end of it, but 
because it shows me how simple 
things can drive companies down 
with the lack of doing what is 
logical and sensible! As I got 
older, I trained myself to 
“internalize” these annoyances 
and frustrations, but they still 
bother the hell out of me.

Staying at the Four Seasons in 
Hong Kong a few years ago sticks 
in my memory because I 
experienced a couple of 
outstanding and extraordinary 
‘WOW’ service incidents. The �rst 
was when I forgot my credit card 
at a restaurant and did not realize 
it until I got back to the hotel. 
When I informed the concierge 
his response was “don’t worry sir, 
we will get it for you”. 20 minutes 
later I got my card as I was sitting 
comfortably in my room, 
followed by a call from the 
concierge to ensure I was happy! 
The second instance is in the 
same trip and when I dropped my 

phone (a red Palm Treo, at the time) and 
broke its screen in pieces. The concierge, 
within an hour, got me a replacement for 
this very unusual and hard to �nd 
phone. These experiences and similar 
ones leave me speechless in total 
admiration of the e�orts and the 
empathy. Nothing is impossible and 
nothing deserves a “no” answer!

Ever since I received that experience 
from the Four Seasons Hotel in Hong 
Kong, I have been forcefully 
recommending the hotel to everyone I 
know is going to that city! Imagine if 10 
people had positive experiences like 
mine and told 10 other people who told 
10 people, etc.            
The power of good service is in�nite and 
generates better returns than the best 
advertising campaign.

On the other hand, I had my fair share of 
bad service. In my current trip to the 
Bahamas I experienced a few! As I was 
going through the US I happened to 
take a �ight on Continental Airlines from 
New York to Bahamas. Continental, after 
merging with United, is considered the 
largest US airline. I was �ying First Class 
in this short �ight. Before sitting down 
on my seat, I took my coat o� and asked 
the stewardess, “Can you please hang 
this for me?” I asked this with a smile, 
and in a very relaxed tone. Somehow my 
request came at the wrong time and the 
stewardess’s response was “sir, sit down 
and I will take it in a minute”. She said 
that as she pointed a finger at my seat!

Of course, I sat down and 10 minutes 
later she came and collected my jacket 
without saying a word. This was not a big 
deal to me, but it made me think that 
this is the last time I am flying 
Continental, and I will make sure 
everybody I know, and my column in the 
newsletter, will mention it. 

The sta� in that whole �ight seem like 
they are dreading their job, and cannot 
wait to get it over and done with. 

There was no passion or love to do what 
they are paid to do. I couldn’t but 
compare that to the impeccable service I 
always receive at Emirates Airlines. These 
two companies are in the same industry, 
su�er the same challenges, yet seem 
worlds apart in the way they train, coach 

and take care of their sta�. That is why 
I am a loyal Emirates passenger and 
will always be.

Customer service is about an 
experience, it is about how you make 
your client, who at the end of the day 
pays your salary, feels. It has nothing 
to do with the speci�c industry or 
circumstances. It has everything to
do with the ability of the company
to transform its employees to 
top-notch ambassadors.

As I was leaving Bahamas Nasau 
airport (I am still in the airport as I 
type this) I saw a Wendy’s restaurant in 
the terminal. As I love that brand and 
as we are looking at entering the 
Burger category, I decided to go have 
a quick sandwich. I couldn’t stop 
laughing when I saw a sign at the 
cashier that said “In order to serve you 
better, one order per customer 
please”! (see picture) I seriously had to 
read this twice to make sure I 
understood it! I even asked for two 
cheeseburgers and all the cashier did 
was point to that sign, without saying 
a word!

Wendy’s is putting a limit on how 
much you can order, it only wants one 
order per person. You CANNOT have 
two burgers, just one! Wendy’s may as 
well change the sign and say “We do 
not want your business, go 
somewhere else”. This is insane! Think 
about it. Companies pay millions of 
Dollars in advertising to get people to 
come to their restaurants only to tell 
them they cannot order more than 
ONE order! How does a manager, 
supervisor or a district coach not think 
of this? It puzzles me how bad service 
is sometimes so high up the hierarchy.

So, as you serve hundreds of people in 
our cafés, bakeries and restaurants 
everyday, please remember to treat 
our guests like you want to be treated. 
Make them feel like they are the Kings 
of the world. Try to do more than just 
the ordinary sales. Try to do great 
service, ‘WOW’ service, something that 
the guest will remember forever. Only 
when you do that, you become an 
artist in Customer Service.
 



‘Strike two’ in Ibn Battuta as a second 
Cinnabon outlet opens (India Court).
Date: 11/1/2012 
The second Cinnabon outlet in Ibn Battuta is now o�cially 
open, making everyone’s day better. The third and successful 
opening in only three weeks boasts a beautiful exterior and 
design in an enviable spot, right in the middle of the India 
court. After months on end of negotiations to attain the 
location, it is safe to say that it was de�nitely worth it.

Cinnabon & SBC now catering at the 
golden beaches of JBR. Date: 10/1/2012

In great spirits and enthusiasm, Cinnabon, SBC and Carvel 
store has opened in JBR. Situated on the famous JBR Walk, 
the outlet has refreshing views of the gulf as well as golden 
sandy beaches. Now, people can sip on hot co�ee or munch 
on soft Cinnabons and Carvel ice cream, all while enjoying 
the beautiful warm weather.
 

The ZwZ aroma is now floating 
through the air of Marina (Marina 
View Towers). Date: 1/2/2012 

The 10th ZwZ in the UAE has begun serving its 
customers in the prestigious Dubai Marina. The 
outlet is located on the beautiful marina promenade 
across a gorgeous waterfront view. As well as dine in, 
the outlet o�ers takeaway and delivery, catering to 
the large and bustling community. 

SBC joins the brokers, bankers, and 
analysts in DIFC. Date: 27/12/2011

The SBC in DIFC has o�cially opened! The store looks 
absolutely stunning and professional, positioned 
strategically in a prime location in Dubai’s busy 
�nancial district. A hallmark of success, support, and 
great team work as usual.

 CRAVIA Spreading Its Wings! 
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What an Award Means
By: Walid Hajj

On 20th January, 2012 in the beautiful Bahamas, Cravia 
was awarded with the Franchise Partner of the Year by 
Focus Brands. This very prestigious award comes 
Cravia’s way for a record 3rd time, and Cravia was 
selected among more than 50 international 
markets/companies. In accepting this international 
award, I had the pleasure of being present with Louay, 
Marwan and Souraya.  

Winning this award once is a signi�cant achievement 
on its own. Winning it three times is a total honor and a 
cause for celebration. We, at Cravia, know that we 
deserve it because we worked hard to build our brands 
and make them the success they are now.  

What is most important to note here is that when I was 
called to accept the award, after a touching 
introduction to what Cravia has achieved and why this 
award is being given to us, one thing crossed my mind; I 
wished at that point that I could have every one of you 
at Cravia with me to accept this honor. I have not 
earned this alone, and in fact, YOU earned it more than 
me. You are the ones that made this possible. Your hard 
work, dedication, passion and love to Cravia as a whole 
got us this recognition. Team work is all what it’s about. 
I thank you for it.

Will we go for a 4th award in the next few years? My 
answer is that we are now even more determined to 
overachieve. We are more excited about the challenges 
ahead and to break our own record. Inshallah, in the 
coming years we will congratulate ourselves on our 4th 
Franchise Partner of the Year award.

On this occasion, I have agreed with Marwan that for the next 
convention in January 2014, we will take TWO additional 
Cinnabon sta�. We will take one of the area supervisors and one 
store manager. Marwan will put together a formal competition for 
this and we will o�cially announce it in the next few weeks.

One thing we need to make sure we are always aware of, success 
in the past does not necessarily or automatically mean success in 
the future. In fact, success can be your biggest enemy. This award 
and other signs of our success should never get to our heads. We 
should continue to be humbled by our successes rather than 
blinded by them. We still have a long way to go, as we are just 
getting started. Please stay aware of this always.

Thanks again for your hard work, for your extra hours, for the time 
away from your families, for the sacri�ces you continue to make 
every day, for the smiles you send to our guests, for the perfect 
roll, the perfect cup of co�ee and the best sandwich there is. 
Thank you for making Cravia special. I love you!
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Cravia’s Activities for 2012
Desert Safari

The desert safari trip that was held on 10th January, 2012, was a great exciting way to 
kick o� the New Year. The fun was limitless as those present enjoyed an abundance of 
activities such as dune bashing, camel riding and henna painting. The camp was 
extremely comfortable with traditional ‘majlis’ style seating and Arabesque carpets in 
traditional design. In addition, local dresses were available for men and women alike 
to pose for photos in true UAE style. At the end of the day, everyone sat down for a 
�nger-licking barbeque dinner and enjoyed live entertainment on the huge dance 
�oor in the form of Arabic ‘tanura’ dancing and belly dancing. As an award for their 
hard work, and in typical Cravia recognition, 15 Zaatar w Zeit sta�, 10 Cinnabon sta�, 
and 5 from the head o�ce were invited on the company’s expense



It’s a Boy!
Congratulation to Blesilda 
Balderas for giving birth to a 
healthy and beautiful boy on 
17th January, 2012.

Happy Birthday ! 

8



Wall of Fame Winners (December)

The winners were invited to the celebratory lunch on Sunday, 29th January, 2012. 
Thank you for your continued support and commitment.

Keep on recognizing,

Louay Ghandour

 
ZwZ – Total Cards: 177Winner: Asim Manzoor 42 Cards – Dubai Mall

Cinnabon/SBC - Total Cards: 427Winner: Janak Khadka 
30 Cards – HSBC 1

 
Head O�ce - Total Cards: 12

Winner: Abdul Rehman
 4 Cards
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Holiday Magic for the Kids
Decorating Cupcakes

From 14th to 20th December, children �ocked to Dubai Marina Mall to take part in decorating their own 
Cinnabon Cupcake for Christmas. They sprinkled and garnished, drizzled and sprayed, and created delightful 
looking cupcakes to take home. The children were overjoyed, excited, and had loads of fun, and at the end of 
the day, they were presented with a certi�cate to congratulate them on their decorating talents.



ZwZ

Zaatar w Zeit
Sales Records Dec - 2011 

Monthly Sales   Month
Monthly overall sales   Dec 2011  
Al Meraikhi - Sh. Zayed   Dec 2011
Abu Dhabi  Dec 2011
  
Daily Sales  Day
Al Meraikhi - Sh. Zayed  31-Dec-11
Mirdif     22-Dec-11
Abu Dhabi      08-Dec-11
Dubai Mall      31-Dec-11

December Sales Report

October 

November 

December

24%

9.40%

8.70%

20.50%

5.70%

22.80%

6.70%

6.60%

ZwZ

ZwZ

CNB&SBC

TOTAL

CNB&SBC

TOTAL

ZwZ
CNB&SBC

TOTAL

Cinnabon/SBC
Sales Records Dec - 2011
Monthly Sales Month
Abudhabi Cornish  Dec 2011
Khalidiya Mall Dec 2011
DIFC SBC  Dec 2011  

Daily Sales Day
DIFC SBC 27-Dec-11
  

Cravia Sales OCT-DEC 2011 vs. OCT-DEC 2010

For all the latest happenings, news, and pictures, 
visit our Facebook page facebook.com/Cravia.Inc

5.70%

   

Quotes

A man and his wife are having a conversation, when the man suddenly 
stops and says to his wife: Did you know there was a time when I was 
twice your age, of course the year after that I was only one and a half 
times your age, but still that’s quite amazing isn’t it? 
The wife looked puzzled. The man is 44 years old, how old is his wife?

Find the solution to this puzzle in our next issue!

Solution for last issue’s puzzle

Games
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By failing to prepare, you 
are preparing to fail. 
-Benjamin Franklin 

Do not pray for easy lives. 
Pray to be stronger men. 

-John F. Kennedy 

Love is a fruit in season at 
all times, and within 
reach of every hand. 

-Mother Teresa


