
Retail associates at the Kennedy Space Center Visitor
Complex are hoping sales spell B-I-N-G-O, thanks to a new
GuestPath® retail effort. Assistant Operations Manager
Tamberly Ammons recently implemented a new bingo game
for associates that encourages them to make sales. The bingo
boards include squares listing different retail items in The
Space Shop and other retail outlets at the visitor complex.
The first associate who sells one of each item listed will win
a $30 shopping spree.

Cashiers store their bingo boards in the same area where
they pick up their time cards. Ammons asks associates to sta-
ple receipts signifying a bingo sale to the back of their
respective boards. Ammons checks the receipts and then ini-
tials the appropriate box. Along with a chance to win the $30
shopping spree, cashiers can use their completed squares
toward Kennedy's Stellar Upseller of the Month Award.

Cashiers can also take part in the high-sales showdown
that tasks them with making the highest sale each month.
Whenever associates makes a large sale, they can put
their names on a sheet and instantly be recognized for
their efforts. All of these practices are designed to
acknowledge, reward and motivate associates.

Da ytona encour a ges people to S .M.I.L.E.

Daytona Beach Kennel Club & Poker Room instituted a new S.M.I.L.E. program that works to educate, recognize
and reward associates who exceed GuestPath standards. The program kicked off in early January and will run until
the end of May.

The program consists of department managers being able to hand out S.M.I.L.E. cards to associates who demon-
strate high-level customer service. The card is in two halves, one for the associate and one to be given to the
Human Resources Department. All associates who receive a S.M.I.L.E. card are entered into GuestPath party draw-
ings for potential prizes. This program enables associates to receive immediate recognition for their customer serv-
ice efforts and possible rewards later. There is no limit to the number of cards an associate can earn.
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Kenned y Space Center V isitor Comple x pla ys r etail BINGO!

BINGO! -- Associates at the Kennedy Space Center Visitor Complex play
bingo as part of an exciting new GuestPath program.



GuestP ath TV on the g o.

Delaware North Companies units around the country are receiving their Delaware North Companies GuestPath fifth-anniversary packets. The packets
include posters, pins and foam fingers to promote the anniversary and make it fun for associates. The packet also includes the first installment of
GuestPath TV (GP-TV) featuring interviews with Delaware North Companies President and Chief Operating Officer Chuck Moran and Chief
Administrative Officer Dennis Szefel. The second installment was shot last Tuesday at TD Banknorth Garden in Boston and will be made available to
associates soon.

GuestP ath® making dif fer ences a t TD Banknor th Gar den.

TD Banknorth Garden is an extraordinary place in that it serves as the home for two of sports most storied fran-
chises, the NHL's Boston Bruins and the NBA's Boston Celtics. Both teams are very fan-centric and actively track
guest satisfaction and feedback through customer surveys and other measurement tools. It is through these
resources that we have been able to see the impact of GuestPath.

Now, more than ever, given the economic times and the tough discretionary spending decisions our fans are mak-
ing, paying attention to these details and providing an ideal experience is of paramount importance to our compa-
ny, clients and our home team franchises.

Winning is important, but learning and living up to the GuestPath standards gives our associates the ability to
consistently create a terrific experience for our guests, regardless of which team they love. We truly couldn't be
a premier sports and entertainment arena without the commitment of our associates to creating special experi-
ences one guest at a time.

John Wentzell * President of TD Banknorth Garden and Delaware North Companies Boston

Insight fr om Wheeling Island Hotel-Casino-R acetr ac k.

"When I was asked to become a GuestPath trainer, I had no idea what GuestPath meant. As I began to comprehend the philosophy and
standards of the program, I realized it could make an incredible impact on our associates and guests.

Being on the receiving end of bad service before, I knew GuestPath was very important for both external and internal guests. Over
time, I have developed a passion for teaching GuestPath, and when I was asked to become a master trainer, it was an exciting opportu-
nity for me to become an even greater part of the process. It was hard work, but it was all worth it. Anybody can offer a product, but to
offer a product along with great service is something rare. I'm happy to be able to help associates learn how to do that in a sincere and
heartfelt way.

Eric Russo * Field MasterTrainer * Wheeling Island Hotel-Casino-Racetrack

SEEINGA DIFFERENCE-- John
Wentzell has seen the value of
GuestPath at TD Banknorth Garden.



An oppor tunity to help other s.

"When I say it was an honor to become a master trainer, it's not because I'm better than any other GuestPath facilitator, but
rather, because it gives me the opportunity to help others deliver exceptional guest service.

To have the opportunity to teach associates to become facilitators and then watch them grow in their skills is truly an honor.
To take a shy person and give him or her the support and encouragement needed to become the face of GuestPath is price-
less.

Moreover, there is the opportunity to educate associates and make sure they truly understand GuestPath. You know you've
done your job when a guest calls or sends a note saying your associate went above and beyond. To me, being a master train-
er means helping others succeed and making sure our associates have the proper training to create special experiences one
guest at a time. No matter which subsidiary or unit we work within, we all serve as the faces of Delaware North. And I'm proud of that.”

Teresa Godwin * GuestPath MasterTrainer * Wheeling Island Hotel-Casino-Racetrack

GuestP ath pride a t Southland P ar k Gaming & R acing .

"I am Delaware North. I represent the company by walking and talking GuestPath. Our company is all about providing excellent guest
service and creating special experiences one guest at a time. As master trainers, we are the voice behind the message. I take pride in
everything I do and say because I am the trainer and motivator for the staff. As master trainers, we are consciously and completely
committed to giving others people permission to do the same. We are the small change that has made a big difference. We carry the
torch and let others light the fire."

Kandis Rodgers * GuestPath Administrator * Southland Park Gaming & Racing


