
Delaware North Companies Travel Hospitality Services associates at Fort Lauderdale/Hollywood International Airport have devel-
oped a new, quarterly publication titled GuestPath® Express. The publication is designed to recognize the unit’s top guest service
performers and a section called “Terminal Talk” allows associates to nominate one another for a job well done.

*Best practice
Associates at the airport have also begun a new practice they call “handing out a smile.” The practice has become a fun tradition
that involves either General Manager Brian Bowdish or GuestPath ambassadors handing out lollipops to associates who help
deliver smiles to guests. The unit has also developed a 100% Club to reward associates who achieve a perfect score on their
GuestPath mystery shops.

*Notes from a master trainer
“It is a matter of pride for me, my unit at Fort Lauderdale airport and all GuestPath business partners that I am able to serve as a
master trainer. I love everything GuestPath represents and I like knowing I’m part of the process that teaches and motivates others
on the aspects of what it takes to provide exceptional guest service. I know I am proud of the commitment I have made to the
company and to our guests to do whatever it takes to grow our GuestPath program.”

Stix Lozano * GuestPath MasterTrainer * For t Lauderdale/Hollywood International Airpor t

Miller P ar k hosts the GuestP ath Oscar s.
Delaware North Companies Sportservice at Miller Park
has a tradition of hosting an Academy Awards-like cere-
mony for associates every year. Associates are encouraged
to nominate each other for one of 10 awards, each
focused on one of the 10 Universal Service Standards of
GuestPath.

At the end of the year, winners are announced. Each asso-
ciate who earns an award receives a gold Oscar-like stat-
ue. In recent years, associates have mixed it up by nomi-
nating managers from Miller Park and other units who
assisted during the Milwaukee Brewers playoff run.
Winning managers receive bobble head dolls made to
look like them. 

*Notes from a master trainer
“I love being a master trainer because it allows me to broaden my range of knowledge. I get to use a different part of GuestPath
that I do not get to use at the coordinator level. It also allows me to visit other units and connect with other GuestPath coordina-
tors, managers and associates. This is extremely valuable because I learn new ideas and obtain fresh perspectives
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GuestP ath® tr aditions a t F or t Lauder dale/Holl yw ood Inter na tional Air por t.

BIG HEADS -- Managers honored for their GuestPath service receive bobble
head dolls made to look like themselves.



Becoming a master trainer is not easy. But it’s necessary to find those people who will dedicate themselves to the program and uphold its integrity. My advice to
others is to ensure your managers embrace GuestPath and discuss it each and every day with associates. This will make the program more successful.”

Katie Bishop * GuestPath MasterTrainer * Miller Park

Walking the GuestP ath in Austin.
The Delaware North management team at Austin-Bergstrom International Airport committed to follow the GuestPath process along with associates on a monthly
basis. Already, the unit has seen positive changes.

“The managers at Austin-Bergstrom airport work along with associates in every unit and department to learn more about GuestPath. Initially, it was difficult to
find the time when all managers would be available. But now that a year has passed, the managers look forward to the time they spend around GuestPath and
have made positive changes based on their experiences.”

Melanie Diaz * Human Resources Manager* Austin-Bergstrom International Airpor t

Southland g ets cr ea ti ve with GuestP ath®.
Associates at Southland Park Gaming & Raceway are adding some new fla-
vor to GuestPath. The team wanted professionally designed and printed large
wall graphics (6’x 32’) in the associate dining room. The graphics are full of
sentiments that matter to Delaware North Companies and GuestPath. The
right mix of humor and messaging keeps everyone immersed in the compa-
ny’s guest service platform.

T hr ee-star tr ea tment a t Na tionwide Ar ena.
The Delaware North Companies Sportservice management team at
Nationwide Arena, home to the Columbus Blue Jackets, kicked off a
three-star associate recognition program that mirrors a similar program in use by the National Hockey League (NHL) this season. Managers are able to
nominate associates who work hard during games and events. Winners receive six points, and points accumulate throughout the season.

Associates with the most “three-star” reward points are eligible to win prizes like tickets to Columbus Blue Jackets games, dinner for two at the Time
Warner Cable HD Lounge and FSOhio Blueline gift cards.

GuestP ath wisdom fr om T he B ALSAMS .
“Being a master trainer means providing service from all directions and in all directions to both internal and external guests. It’s important to provide
our internal guests with the support they need to be successful in exceeding the expectations of our external guests and delivering special experiences
of a lifetime. To do this, I focus on the following:

Welcome- Master trainers must welcome each internal guest into our world of excellent guest service. It is up to me to exemplify the principles and

READ UP-- Associates at Southland Park Gaming & Raceway eat lunch surrounded by
GuestPath standards.



expectations of GuestPath.

Notice - Master trainers must notice all opportunities to create guest loyalty among our internal and external guests and identify service barriers that
prevent us from creating special experiences.

Explore - Master trainers must explore unique ways to create special experiences for guests and to overcome service barriers.

Satisfy - Master trainers must never be satisfied. In our continuous improvement process, we must always strive to exceed expectations, raise the bar
for guest service and inspire our associates to do the same.

Lisa Whitaker * GuestPath MasterTrainer * The BALSAMS

Raising the bar a t Ric hmond.
Delaware North’s team at Richmond International Airport credits a recent supervisor
workshop on shift management for allowing it to better enforce best practices.
Supervisors worked through interactive workshop exercises that stress the unit’s
approach to goals: specific, measurable, attainable, realistic and timely (S.M.A.R.T.).
According to General Manager Lance Sanson, the workshop helped raise the bar for
expectations at Richmond.

“Our commitment to our future leaders is to provide an environment that fosters
growth and development. Our success as a company hinges directly on the success
of our front-line associates and supervisors. Our goal is to create special experiences
one guest at a time for both internal and external guests. GuestPath has truly become
part of our DNAat Richmond Airport.”

Cain Bassett * Operations Manager* Richmond International Airpor t

WOW IS RIGHT -- Director of GuestPath Stewart Collins
(far left) takes in Richmond International Airport’s supervisor
workshop.


