
Thanks to Delaware North Companies, Norman
Ricca and his wife are now one trip away from
fulfilling a promise they made to each other when
they were married.

The Riccas recently enjoyed the five-day, four-night trip
to The Awahnee in Yosemite National Park that they won
through Delaware North's GuestPath® Sweepstakes. In
visiting Yosemite, the Riccas visited their 49th state as a
couple. Upon saying, “I do,” the Riccas promised each
other they would see all 50 together.

"Only state left to see is Alaska," said Ricca. "We timed
this trip to Yosemite perfectly. We wanted to see the
waterfalls at their peak and it was breathtaking. My wife
was fascinated with the rock climbers. We really had an
opportunity to explore the entire park and it was an
incredible trip."

During their trips around the United States, the Riccas
had visited almost every other national park but Yosemite.
Ricca commented that the opportunity to visit Yosemite is
what convinced him to enter the GuestPath sweepstakes.

"We've done a considerable amount of traveling in
the country and I have to say that the people who
work for Delaware North are absolutely top notch,"
said Ricca. "From the corporate associates who
helped us book our trip to those we encountered in
the park, they all obviously know customer service
better than the average bear."

For Ricca and his wife, it was the small, but kind gestures that made the trip so memorable.

"There was an associate at The Awahnee named Michael who was just incredible. He knew our name. He asked us
if we had a good day. He alone created an impression about the entire organization and how they treat their guests,"
Ricca added. "I wish I could have nominated him for employee of the month."
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Riccas visit Yosemite Na tional P ar k, thanks to Dela w ar e Nor th.

MAN ON A MOUNTAIN -- Norman Ricca looks out over Yosemite
Valley.

LOTS OFROCKS -- There’s no better place for a hike than Yosemite
National Park.



GuestP ath conf er ence headed to Boston.

Delaware North Companies' leaders will gather in Boston Aug.
12 and 13 for the next GuestPath conference. The event will
allow associates to share best practices and ideas about the
customer service program.

Planned activities include a tour of TD Garden and evening
reception, training sessions focused on brainstorming, end-of-
year expectations and maintaining quality service in
recessionary times, and several presentations. Managers of
Delaware North units in the Boston area are invited to attend. E-
mail Kathy Dispenza at kdispenz@dncinc.com for more information. 

The po w er of responding to f eedbac k.

Earlier this month, Dimitra Dilimone received an e-mail from a guest who'd had an unpleasant experience at Fairgrounds Gaming &
Raceway. Eager to rectify the situation, Dilimone e-mailed the guest and offered an apology along with a $5 coupon. The e-mail also
thanked the guest for taking the time to provide feedback on her experience.

The next morning, Dilimone had a response. The guest had graciously accepted the apology and the coupon. In her words, "If only other
businesses would give their attention and show their care and concern for their customers as well as the Fairgrounds Gaming &
Raceway has done. It is greatly appreciated, believe me."

According to GuestPath Business Partner Kathleen Dispenza, "This is a great example of service recovery and it's important to share
with others."

Ser vice r eco ver y a t Gene va.

"The facility was overbooked when we arrived. Ben Smith offered us complimentary accommodations at another facility for one night
as well as complimentary accommodations at The Lodge at Geneva-on-the-Lake for the second night. We accepted his offer and were
very pleased with the alternate accommodations. We were also offered availability at The Lodge the next night as soon as it was ready.
This was important to us as we were part of a wedding that was to be held at The Lodge that day. Ben Smith made himself very
available if we needed him for any reason. We very much appreciated this."

~ Veronica Miller, submitted via company e-mail.



GuestP ath thr ough a coor dina tor’ s e yes .

Rhodes leading the way for GuestPath at Progressive Field.

In Jennifer Rhodes' opinion, outstanding customer service is a matter of choice.

As the human resources manager and GuestPath® master trainer for Sportservice at Progressive
Field in Cleveland, Rhodes empowers her associates to make the right choices regarding
customer service every time.

"Every guest interaction is a choice. A choice to follow our standards and deliver the best
possible service or to cut corners and take it easy," she explains. "You have to choose to be
excellent and my job is to set an example for our associates to follow."

Rhodes has been choosing excellence since she accepted her current job in February 2005. A
year later, Rhodes' passion drove her to become a GuestPath master trainer.

"It's truly an honor and a privilege to train others to facilitate workshops and to introduce associates to the Universal Service Standards,"
said Rhodes. "It's just great when managers realize that the success of our efforts is based on how we prepare associates for their first
day and their first shift."

Currently, Rhodes is working with associates to incorporate a standard greeting with upsell potential at the park's concession areas. If it's
successful, they'll begin using the technique in several bar areas. Other efforts include the group's tireless focus on Tell US About Us
and Progressive Field's GuestPath Champions program.

"Our use of Tell Us About Us has been incredible. We love receiving positive alerts and knowing our associates' service is recognized,"
said Rhodes. "Even the negative comments are good for us as we can grow and improve, thanks to this feedback."

Sportservice's GuestPath efforts at Progressive Field seem to be in good hands. With several ongoing efforts and an unquenched passion
for excellence, Rhodes is a paragon of the special people who make GuestPath a success. Still, to her, it's more about the team working
with her.

"GuestPath is truly a process; it's not just another program," she said. "It's the work that all my fellow coordinators and master trainers
do that makes GuestPath so special. I have respect and admiration for all of them."

- If you have any information to submit for GuestPathPathways, please send it to Christopher Whitcomb at cwhitcom@dncinc.com - 


