
Managers and associates alike at
Delaware North's Grand Canyon
location worked hard through a
store-wide remodeling of the
Village Marketplace that started
in January of this year. Many of

the store's products were stored in
boxes and shopping carts located
in the back of the store. As a
result, guests struggled to find
certain items in their customary
locations.

The Grand Canyon staff worked
hard to ensure they asked every
guest who entered the store if
they needed help finding anything.
More often than not, associates
had to traverse to the back of the store and shuffle
through boxes just to complete a guest's order.

"It was amazing to witness our staff's teamwork during
the hours and challenges we faced," said Heather
Chance, human resources manager for Delaware North
Companies at Grand Canyon. "Every department
worked together to get the job done.

The Grand Canyon Village Marketplace remodeling
included the addition of new flooring, paint, store
signage, fixtures, shelving, retail displays and a walk-in
cooler.

Lights . Action. GP-TV .
GuestPath TV is making its way around the country to various
Delaware North locations as part of the fifth anniversary of the celebrated customer service approach. The first two 
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GuestP ath® rings tr ue a t Gr and Can yon.

LOOKING OUT FORCUSTOMERS-- The Delaware North team at Grand Canyon
helped guests while remodeling the Village Marketplace store.

NO STOPPINGUS -- Major construction projects didn’t
stop the Grand Canyon staff from delivering GuestPath
excellence.



(Lights. Action. GP-TVcontinued.)

segments were taped at Boston's TD Banknorth Garden and Ft. Lauderdale Hollywood International Airport. Filming just wrapped up at
Rangers Ballpark in Arlington and the crew will now head to Yosemite National Park. To view all available GP-TVsegments, follow
these steps:

Visit www.DelawareNorth.com/careers.aspx
Click on “current associates”
Click on “audiocasts and videocasts”
User name: associates
Password: associates

Don't f or get to S .M.I.L.E.
A simple acronym developed by GuestPath managers at Daytona Beach Kennel Club & Poker Room is helping associates across the
country provide guests with enhanced experiences. The acronym S.M.I.L.E. helps associates keep GuestPath's 10 universal service
standards top of mind during their work.

S.M.I.L.E. stands for:

Say hello.     Make eye contact.    Initiate conversation.     Learn and use the guest's name.     Extend a warm farewell.

These five simple steps are helping associates deliver exceptional customer service at Daytona Beach Kennel Club and around the globe.
Associates who use these steps make guests feel more important and respected.

Looking out f or one another .
Associates at Southland Park Gaming & Racing are working hard to help each other in times
of need. The gaming destination has placed MegaTouch video game machines in the associate
dining room for associates to enjoy during their breaks. Associates must pay a small fee to use
the machines and all of the profits go toward Southland's newly established Associate Relief
Fund (ARF). These funds are then used to help associates who encounter catastrophes in their
personal lives, be they house fires, vehicular accidents, illnesses or deaths in the family.

Tonya Lewis, a cook at Southland, recently received $500 from the fund after losing all her
belongings in a house fire. Associates also collected and donated dishware, bedding and
clothing for Lewis. According to Southland Park’s General Manager, Troy Keeping, "Our
associates' actions truly personify what it means to look out for internal guests."NOT JUSTA GAME -- Associates are playing during breaks

time at Southland Park Gaming & Racing and raising money
for those in need.



Wear y our GuestP ath pride .
While associates are encouraged to wear their GuestPath pride on their sleeves,
some have started wearing it around their necks. Various units around the country
have begun using associate ID badges with the 10 Universal Service Standards
printed on the back of the card.

Star s shine a t Na tionwide .
The Delaware North Sportservice management team at Nationwide Arena, home
of the NHL's Columbus Blue Jackets, recently concluded its associate
recognition program. The program allows associates to nominate coworkers for
their attitude, work ethic and/or adherence to the Universal Service Standards
during a particular game. Associates earn points for each star they rack up during
the season and can gain bonus points during GuestPath mystery shops.
Sportservice handed out awards to its top-three associates earlier this month.
They included: Donetta Patterson, Ellen Wilcox and Jerry Stayer. Each received
two tickets to the Blue Jackets final regular season home game against the
Minnesota Wild, dinner for two in the exclusive Time Warner Cable HD Lounge
and a $100, $75, and $50 gift certificate to the team store, respectively. Patterson also received a personalized Blue Jackets jersey for
finishing in first place. General Manager Mike Geczi attended the awards presentation and commented on how proud he was to honor these
associates.

Have a GuestPath story to share? E-mail Christopher Whitcomb at cwhitcom@dncinc.com.

DON’T FORGET -- New company ID badges help
associates remember their Universal Service Standards.


