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James Chiu with wife Sheila, 2002.
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Mandarin Restaurant’s Chinese New Year party in 2007.
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George Chiu, James Chiu, and K.C. Chang accept the
Brampton Outstanding Business Achievement award
in 2005.
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During Canada Day in 2009, all 21 Mandarin locati

George Chiu, Tina Chiu, James Chiu, and K.C. Chang

at Mandarin Brampton on Canada Day, 2009.
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gave away free meals to Canadian citizens.

Here, James Chiu is being filmed at Mandarin Yonge.
NERREN2EAREIE009F NEAREER

BENERAARRERE - B AR
EEREDEPIRHRS R ERTE -

o (Lalbe

James Chiu rewarding Taste Testers at the end of the year.
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Mandarin employees sit with James Chiu during the 2008 Roundtable with the President meeting.
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Mandarin Founders with Vaughan Mayor Linda Jackson at
Mandarin Vaughan Grand Opening, 2008.
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James Chiu with family.
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Mandarin’s 9 Annual Charity Golf Tournament. Funds raised Dan & Magee Gordon of Gordon Food Service,
went to the Canadian Athletes of the 2008 Olympic Games. ~ Chiu, K.C. & Marie Chang, and James & Sheila Chiu, 2004.
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Mandarin Restaurant
founders & partners
during the 30
Anniversary party.
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MR.JAMES CHIU

On a warm summer evening, the long line-up of customers in the
lobby of the Mandarin Restaurant in Brampton is a common sight.
While the customers patiently wait fto be seated, it is not uncommon
to see a gentleman stroll in to the restaurant and greet staff by name.
This might seem perfectly natural to any outside observer. However,
this gentleman is James Chiu, the founder and President of the
Mandarin Restaurant Corporation. These small exchanges between

him and his staff embody a unique corporate culture, one of the key

reasons behind the success of the Mandarin Restaurant chain.

In 1973, James Chiu and his good friend Kwai Yuen Chang opened
asmall restaurant called ‘Sweet & Sour’in Montreal in Quebec. Five years
later he decided to sell it and moved to Ontario. One of his main reasons
for selling the restaurant and starting over again was the implementation
of Bill 101.  James’ wife was concerned about the type of education
the children may receive. James has said regarding the move, “I have to
credit my wife for our decision to leave Montreal and move to Ontario
for our children’s future. My wife supported me by managing the house
and caring for our children, so I may focus on the business.”

After completing his Bachelor’s Degree of Commerce at Concordia
University in Montreal, James decided to continue within the restaurant
business. He credits his decision to his love of good food, and seeing the
smiles of satisfied customers. It was with that dream that James and
his brother George Chiu, sister-in-law, Diana Chiu, and K.C. Chang,
initially bought a Chinese restaurant in Brampton called Mandarin. This
restaurant has become the crown jewel of the expanding franchise of 21
Mandarin restaurants.

'The Mandarin Headquarters is located within the 63,000 square foot

Brampton restaurant and banquet facility. Landscaped gardens surround
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the building, and include a breathtaking covered pergola that ushers
guests into the restaurant. The Garden Banquet and Convention Centre
can comfortably seat 800 guests for formal occasions. The front of the
building contains a long beautiful corridor for guests to take pictures in,
or guests can relax and enjoy the decor. Inside the grand restaurant a 16
ft high waterfall greets each guest. All the dining rooms feature a unique
and spectacular display. The aquarium is a favourite with customers, and
contains various rare fish as well as Mandarin’s very own sharks. In the
other dining room, there is a large aviary so that customers can dine and
enjoy watching the bright-coloured parakeets and other tropical birds.
James believes that part of the Mandarin dining experience is enjoying
the pleasant atmosphere, as well as the award winning buftet.

'The success of Mandarin started as a single a-la-carte dining and
takeout delivery restaurant. As the restaurant developed a reputation for
good service, business became busier and busier. In 1986, the owners
decided to change the restaurant to buffet style. James and his other
partners knew very clearly that if they were to expand their buffet
business, they had to perfect a very rigorous and complete management
system. They selected the most industrious and best workers among their
staff, and trained them to become partners in the business.

In 1988, they opened the first restaurant in Mississauga, which
became very successful. They felt confident enough to further improve
and expand using this method. As of today there are twenty-one
restaurants in operation across South Ontario, with the twenty-second
one planned to open soon. Mandarin has over 2000 employees, with
each restaurant capable of serving 300 to 500 customers. Based on last
year’s numbers, they served over 6 million customers, with over $1 billion
dollars in revenue.

The success of the Mandarin Restaurants is not by chance. It is
the result of the hard work by all the partners and employees. The rapid
growth of the company came in the latter part of the 1990’s with the
introduction of a rigorous management training program for its partners.
Every location has five partners, with each person having gone through

at least two years of training. Only when they have passed the training,
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can they be qualified to become a partner.

Every restaurant requires a capital investment of $3 million dollars,
with 40% coming from the corporation, and 12% from each of the five
partners, totalling 60%. This demonstrates a serious commitment to the
Mandarin Franchise Corporation. James notes that most franchises are
sold by the corporation as a standalone business, with the corporation
taking a cut from the profit. The corporation is not involved in day to
day operations, and the success of the restaurant is entirely up to that
particular franchisee. Mandarin Corporation operates on the opposite
principle. Every day the corporate headquarters has a meeting with the
franchisees to review their operations, successes and opportunities for
improvement.

Currently, Mandarin Head Office is training thirty employees to
become future partners for the Mandarin Restaurant Franchise Chain.
Aside from weekly classes on restaurant management, the trainees
also pay attention to their physical well-being. The restaurant business
requires long working hours, and a great deal of stamina. Mandarin’s
physical training includes three two-hour sessions of running and
strength training each week. Physical training is only a small component
for success. Future partners must excel in teamwork, co-operation,
organization, attention to detail, and leadership. In addition, participants
have to be honest, punctual, enthusiastic, and change-oriented. Every five
weeks, each participant is evaluated by their peers on their commitment
to excellence and knowledge about restaurant management.

James has a firm belief that an employee who successfully completes
the two years of intensive training will be successful within their own
franchise. He also believes in maintaining a high standard in all aspects of
the business. Says James, “Make the highest demands on employees, but
also pay them the best salaries and benefits.” In simple words, select the
right people for the right job. James has a reputation within the company
of treating employees in a fair, transparent and respectful manner. James
also holds himself to a high standard and often takes classes to stay on
the cutting edge of business management.

James requires all of his employees to treat each other, and the
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customers with respect. When you talk to a guest or employee, you
must look the person in the eye; when you see someone, you have to call
their name; do not forget to say the words ‘please, thank you, and excuse
me’. These are small details, but important for improving interpersonal
relationships within an ethnic enterprise.

Mandarin has always taken pride in the cleanliness of its restaurants.
To protect the safety of their patrons, the Mandarin Corporation has
hired Food Safety Auditors to periodically check the bacteria content
of different food samples from each of the restaurants. These samples
must meet food safety standards as outlined by the government. In
addition, Mandarin Corporation has hired private auditors to inspect the
cleanliness of the kitchen, and the dining room of each location. James
takes pride in implementing this food safety program, and is confident
that Mandarin leads the Chinese restaurant industry in food safety
programs.

To maintain the quality of service and food standards, Mandarin
Corporation has a ‘mystery guest’ program. Each year, the Headquarters
will select several customers to dine at each of the restaurants, and evaluate
them. The restaurants that have exceeded Mandarin’s high standard
for food and customer service are rewarded. James says, “Staft and
Management have been very responsive to the ‘mystery guest’ program.
This program provides a great incentive for employees to maintain a
high level of service, as well as an opportunity for Head Office to reward
excellence.”

James also takes pride in Mandarin’s continued community support,
and participation in civic events. To thank Canada for the opportunities
afforded to new Canadians, all twenty-one Mandarin restaurants
provided meals free of charge to Canadian citizens on July 1% of this year.
According to James, Mandarin served approximately 30,000 customers,
gave away 42,000 bottles of spring water, and at least 30,000 spring rolls.
The event was so well received that some people started lining up at
midnight the day before. This included a couple of university students
who waited over ten and a half hours before receiving the free meal.

However, they had no complaints and enjoyed the whole experience.
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Although the preparation and cleaning up for the Canada Day event
involved a lot of work, James is confident that it was worth it. Mandarin
Corporation has since received many thank you e-mails and positive
feedback from the community. One email was particularly moving in
which the customer wrote, “You are the kind of immigrant we want in

this country.” ‘The Canada day gift from Mandarin cost in excess of half a

million dollars, but was well received by the Canadian public. It is James’

firm commitment in “giving back” that has warmed the hearts of many

Canadians.

Mandarin’s Charitable Foundation is another example of James’

commitment to corporate responsibility. Each year the foundation sets
aside approximately $300,000 for charitable donations, and another
$100,000 for scholarships for staff members and their children. Mandarin
also allocates funds for community schools and groups. Currently,
donations to the various charitable organizations within the Chinese
community have reached $1,500,000.

As a founder and President, James never forgets that he has a
responsibility to be a role model for employees. James believes that
setting an example is easy to speak of, but difficult to carry out in practice.
An example of James’s dedication can be found in the parking lot at the
Mandarin Head Office. He himself always parks his car at the far end
of the parking lot because there is no space reserved for the President.
Another example is that every partner has to pay the full bill when he
treats a friend to dine at Mandarin. It is important that all employees
are treated the same, even management. Some of the new partners have
questioned him, ‘What privileges do partners have? He replied, “The
privilege of a partner is to get a return on his investment. There are
no other privileges”. James deeply believes the western saying, “Power
corrupts people, and absolute power absolutely corrupts people”.

Future improvements to the Mandarin Corporation include plans
to establish a central kitchen, and a central distribution centre. The
founding partners are also excited about the next generation of family
that has shown interest in the Mandarin Corporation. Many people
have inquired if the Mandarin Corporation will one day go public.
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James hopes that the company will stay “like a close knit family”, and has
no plans at the moment to go public.

Mandarin employees enjoy health benefits and vacation time.
'This ensures that every employee has a good working environment. All
employees who have completed five years of service enjoy four weeks
of paid vacation, and receive a return air ticket to their place of origin.
To celebrate Mandarin’s 30 year Anniversary each branch draws one
customer each month for a prize in the Passport to Japan promotion.
'This winner will enjoy 30 free meals, and have a chance to attend a gala
dinner and an opportunity to win the grand prize trip. 30 winners will be
drawn from the 189 customers, each to receive two nine-day all expense
paid trips to Japan.

In the kitchen, James and a retired partner named Lee exchange
pleasantries. Lee is wearing a chef’s hat, and a chef’s uniform. She
came from Mainland China over twenty years ago, and was originally a
university teacher. After she arrived she could not find a suitable job, and
was offered a dishwashing position in one of the Mandarin restaurants.
Not only did she become a partner of one of the franchises, but after
retirement she has returned to the Headquarters to teach newcomers.
She jokingly says, I am a ‘Mandariner’ forever, in this life and all my
future lives’. She is not the only one within the Mandarin Corporation
who has such loyalty, and similar experiences. They all thank Canada, but
more than that, they thank Mandarin for giving them a new and happy

life here in this country.
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