
The Delaware North Companies GuestPath team recently welcomed
Elizabeth Wise as its central region business partner to help oversee
GuestPath operations at several units throughout the country.

Wise has been with Delaware North since 2000 when she started as
the human resources manager at Nationwide Arena in Columbus,
Ohio. During her tenure in Columbus, Wise also helped support unit
openings such as the XLCenter in Hartford and Agganis Arena in
Boston.

"Through several temporary assignments I've had the opportunity to
work in a variety of roles for Delaware North," said Wise. "I feel that
my understanding of the diverse workforce, operational variations
and challenges that our management teams face will help me support
the GuestPath program as a business partner. GuestPath lives in
every executive, every manager and every associate at Delaware
North. It's a privilege to be a part of the future of this program."

Wise refers to the past nine years with Delaware North as being
memorable. She can quickly point to experiences at the first-ever
Winter Classic at Ralph Wilson Stadium in Buffalo, N.Y. and the
Democratic National Convention at TD Banknorth Garden as
important experiences for her both personally and professionally.

From that pool of experiences, Wise has gained an unwavering respect for the Universal Service Standards and their
importance to GuestPath.

"The 10 Universal Service Standards provide a foundation for success that crosses over all boundaries, cultures and
lines of our business," she said. "They help GuestPath add value to our product by distinguishing Delaware North
as a customer-focused organization."

Wightman joins Sportservice in Minnesota.

Pam Wightman spent four years living, loving and breathing GuestPath as the central region business partner for
Delaware North. Now, as the new human resources manager for Sportservice at Target Field in Minnesota,
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Wightman will apply the lessons she learned during her tenure with GuestPath.

"I learned so much over the past four years from our general managers and field associates,"
said Wightman. "And I have to say the GuestPath coordinators and master trainers were
amazing individuals to work with. We have an incredibly strong team and I learned so much
from each person."

In her new role with Sportservice, Wightman will help hire and train associates to work in
Delaware North's premium dining, catering, concessions and retail operations at Target
Field, which is set to open in 2010. She believes her time with GuestPath helped her to
better understand what's required of these associates.

"The most important way my time with GuestPath helped me was that I learned the
Sportservice business," she said. "That is something I never would have gained without
GuestPath. I was able to learn every position within a unit and that has been a huge value to
me."

During her four years with GuestPath, Wightman was tasked with growing the program and
keeping it alive. However, she's quick to point out that it's the front line associates who give
GuestPath value.

"GuestPath is a strong process and it's been successful because of the hundreds of dedicated
Delaware North associates who work hard to ensure it lives and breathes," said Wightman.

Regardless of who’s at the helm, the central region business partner is integral to GuestPath’s success. Both Wightman and Wise have proven
their ability to make Guestpath stronger.

"First and foremost, I want to thank Pam for everything she did for GuestPath over the past four years. She led the way on so many
projects and efforts and she was invaluable to our organization," said Stewart Collins, director of GuestPath for Delaware North.
"I'm also excited about having Elizabeth join the team. Everyone has thoughts and perspective on the program and she's already
begun to make our team stronger."

GuestP ath stim ulus a t Ne w ar k air por t.

To best gauge how his associates are putting their GuestPath training to use, Delaware North Companies General Manager at
Newark Liberty International Airport Bob Cook has assembled a "Special Guest Experience Team."

FOURYEARS OFGOOD WORK -- Pam
Wightman spent four years growing GuestPath.



The team, composed of employees from several of Delaware North's Newark-area clients and partners, received a handful of
complimentary $10 gift cards to use in the airport for food and beverage. In exchange for the gift cards, Cook asked all team
members to document the customer service experience they encounter while in the airport via a new hotline and Web site. These
real-time testimonials will provide Cook and his staff with an accurate glimpse of GuestPath at the airport.

*Best Pr actice - F ood f or thought a t HSBC Ar ena.

Nothing helps associates quite like a visual aid.

At least that's what Delaware North Companies Sportservice Executive Chef at HSBC
Arena Tab Daulton believes. Daulton and his team have begun using visual aides to
ensure consistency in food presentations throughout the arena's kitchens.

Daulton began using the method because many adults are visual learners and need to
see an end result to understand the process. Now he has several photographs of
completed meal presentations to help associates in the arena kitchens. This simple and
effective method can be used outside the kitchen to help associates handle cash
drawers or clean and set up a hotel room.

Guest testimonial.

"I wanted to start off by telling you that your new facility is like night and day from the old building. As a seasonal visitor we
always enjoyed coming to your property but with the upgrades it will now be a must stop each trip. Your mutual tellers were more
than friendly and even went above and beyond. We wanted to pre-bet the evening sessions but it was still too early in the night to
do that so we were originally told that we had to wait until 6 p.m. The young lady took it upon herself to make a phone call and
open up the betting early for us. That is exceptional customer service. We can't wait for our next visit."

~Guest Testimonial from Daytona Beach Kennel Club & Poker Room

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

PICTUREPERFECT -- Images help associates at HSBC
Arena keep plates looking pretty.


