
Sportservice at Progressive Field is working every day to keep GuestPath fun, upbeat and constantly growing
through its GuestPath Champions program.

Developed in early 2008 by General Manager Christopher Angne, GuestPath Champions ensures that associates
always have customer service top of mind. The program calls for two associates to traverse each stadium
concourse every event night. The associates quiz others on GuestPath and make sure everyone is smiling and
delivering memorable experiences.

"There are times when you have to be so focused on
being perfect operationally," said Angne. "I just
want to make sure we never lose sight of GuestPath,
and thanks to this program, we won’t."

The Human Resources Department at Progressive
Field looks for energetic individuals with a guest-
service background to serve as the "champions."
These associates teach and reinforce the basics of
GuestPath on a daily basis.

"GuestPath sets the standard for all that we strive
to meet and to exceed," said Angne. "When fans
travel from ballpark to ballpark, they should
immediately know they're in a Sportservice-operated ballpark by the customer-service experience. Our
'champions' make that happen."

Over time, the "champions" are able to assess the GuestPath knowledge of other associates. Depending on
performance, those working at Progressive Field can receive a prize or be asked to take a GuestPath
refresher course. If certain associates lack prowess in one skill area, they're able to focus on it and receive
immediate feedback.

"I truly believe the success of GuestPath depends on the support and leadership given by the senior
management team at a location," said Angne. "If handled properly, GuestPath has no limitations."
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Cle veland esta blishes GuestP ath® c hampions pr ogram.



GuestPath Best Practice.

Sportservice at Progressive Field recently trained its associates to greet each concession-stand guest with, "Welcome to Progressive
Field. Would you like to try a combo meal today?" The use of the up-sell greeting has produced a 75-percent increase in daily
combo meal sales at the ballpark. That equates to more than $1,750 per day.

"The staff in Cleveland has done an exceptional job of building upon the foundation of the Universal Service Standards and the
operational service standards to not only create special experiences for our guests, but to drive business. This is a fabulous example
of the power of GuestPath," said Elizabeth Wise, regional business partner for GuestPath.

Kic kball with a twist in Cincinna ti.

The Sportservice management team at Great
American Ball Park in Cincinnati recently challenged
GuestPath all-star associates to a couple games of
kickball. Associates could earn a spot on the rosters
by answering GuestPath questions correctly. Even
those not on the roster received an invitation to come
watch, cheer and enjoy a cookout.

Managers handed out several fun awards throughout the
night, including ones for longest kick, ugliest throw,
sweetest shoes, etc. Each associate in attendance received
a Cincinnati Reds hat and GuestPath pin. The final
score? According to those in attendance, everybody was
a winner and nobody kept score.

Walk the GuestP ath in Texas .

Several managers for Sportservice at Rangers Ballpark in Arlington recently took time to "Walk the GuestPath" in various frontline
jobs. Concession Manager Greg Maass worked as a Diamond Club buffet attendant, while Executive Chef Cris Vasquez handled in-
seat food running and Operations Manager Kevin Johnston handled warehouse duties. Each of the three executives said they were
impressed with the level of work performed by frontline associates.

"I now have a better understanding and knowledge of our industry," said Vasquez. "This experience has shown me that it takes
everyone coming together as a team to exceed customers' expectations."

KICK IT OFF-- Associates at Great American Ball Park get a
kick out of GuestPath.



Lear ning w ha t moti vates associa tes .

GuestPath Trainer Susan Herold recently asked several staff members to jot down what keeps them motivated to perform their jobs
at a high level. The answers were varied, but several touched on common themes. From the results, Herold is able to build new
strategies and methods to motivate associates. Below are two of the answers she collected:

Jordan Kremin, Beverage Supervisor (pictured on the left)

"The company's commitment to a job well done, and the constant
satisfaction of being part of a team and organization that pride
themselves on striving for 100-percent customer satisfaction. Also, I
take pride in being recognized for my efforts and our achievements as
a group."

Roger Funk, Metavante Club Dishwasher (pictured on the right)

“My friends motivate me to come to Miller Park. Yesterday I saw
Sportservice President Rick Abramson and he came up to me and
shook my hand. He appreciates what I do for the company."

Voice of the guest.

"Very great service at your Chili's in Terminal 1C at Ft. Lauderdale / Hollywood International Airport. The hostess, Louise, was simply
excellent. We had a long delay and she made me feel at home. Her smile was the best and I wish other people were more like her."

Michelle Grady, submitted via Delaware North's general e-mail account

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

“I was both flattered and terrified when Finger Lakes Gaming & Racetrack Director of
Human Resources Cyn McMyne and GuestPath Regional Business Partner Kathy
Dispenza asked me to attend facilitator training. The thought of speaking to a group of
associates sent me into a panic. Thankfully, my teammates were supportive and
provided me with the advice and necessary information to succeed.

“As a result, I went to the facilitator training and it turned out to be an incredible
experience. The training gave me renewed confidence in myself and I was able to
return to Finger Lakes ready to lead. A few months later, I officially accepted the



GuestPath coordinator position for the facility. I knew I had the support of my teammates through all of this, because that's what we
do at Finger Lake. We support one another.

“I'm still relatively new in my current position but it's exciting. Serving as a GuestPath coordinator is a great learning experience for me.
I would encourage anyone who's ever asked to take the facilitator training to go for it. It will be a wonderful experience.

Sharon Dupler
Training Manager and GuestPath Coordinator at Finger Lakes.

Have any GuestPath news you’d like to share? E-mail Christopher Whitcomb at cwhitcom@dncinc.com.


