
Delaware North Companies Sportservice at Hammons Field hosted an end-of-season Mardi Gras party this
month for associates and local not-for-profit organizations that helped make the year a success.

The evening featured games for associates, including musical masks, charades, bead toss and Whoodoo my
Voodoo, during which associates tried to guess which managers had created a number of Voodoo dolls.
Associates also answered Universal Service Standards trivia questions for prizes.

Following the games, associates enjoyed a Cajun-style buffet as the management team doled out awards for
associates of the year, most valuable player and GuestPath associates of the year. Winners received trophies and
gift cards.

Delaware North GreenPath coordinator Lori Endictott presented a $430 check to the local Boys & Girls Club
chapter. The money came from aluminum cans the team had recycled during the season.

Associa te of the home stand.

Delaware North Companies Sportservice at U.S. Cellular Field has teamed up with the Chicago White Sox to
develop a new recognition program titled Associate of the Home Stand. The White Sox have helped develop the
program, as it allows them to recognize the different companies that work within the stadium. Each month, the
White Sox staff asks company managers to nominate individuals who have gone above and beyond in the realm
of guest service. Members of the White Sox choose winners and an associate of the month.
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Each Associate of the Home Stand winner receives a certificate that is
presented by a current White Sox player on the field prior to a game. The
associates’names and pictures are placed on the video board for all the fans
to see and winners also receive a gift certificate to the main stadium gift
shop. The associate of the month is allowed to throw out the ceremonial first
pitch before the game starts.

According to Sportservice GuestPath Coordinator Katie Small, "Associate of
the Home Stand is something our associates look forward to each month."

Be kind to one another .

Gregg Huber, a Delaware North Companies associate at Miller Park in Milwaukee, sent a note to one of his managers earlier this month
with an important message.

The message detailed a conversation Gregg had shared with one of the Sportservice associates who operated the service elevator behind
home plate. The woman had explained a recent situation where a man had yelled at her and been rude about where he needed the
elevator to take him. Gregg thought it was simply an ugly incident at first, then he realized something else.

"Joyce runs the service elevator," he wrote. "That means it was an associate or someone that works with us at Miller Park."

Gregg's letter went on to elaborate that he wasn't as concerned with finding the associate and punishing them. Instead, he wanted to
convey that one of the most important aspects of GuestPath is that associates should, "be good to one another."

Several company managers and associates have since learned of Gregg's letter and worked to grow his message.

Guestimonial.

"Compliments to one of your associates. While at the Richmond International Airport Aug. 17, we stopped to have a bite at the Sam
Adam's Bar in Concourse B. After placing our order, we learned our flight had been moved. I paid the bill as we had already ordered
and left before the food arrived. The server (A. Grove) tried to provide us sandwiches to go but we had to hurry. We ended up sitting on
the plane for a few minutes and your associate brought the food to the gate and gave it to the flight attendant. It was extremely nice and
thoughtful."

Submitted via Delaware North's general e-mail by Cathy Netherly



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

Serving guests as you would like to be served.

GuestPath is the experience we give our guest through our associates. By stressing
and implementing the 10 Universal Service Standards, our associates are able to give
all guests a special experience.

GuestPath has several tools including Tell Us About Us (TUAB), which allow us to
understand if we are providing guests with the experiences they expect and where
we need to improve. At The Lodge at Geneva-on-the-Lake, we rely on these tools to
compare our results to previous years and evaluate our improvement. We can obtain
valuable information from these reports that assists us in our business operations.

At Geneva, we've also implemented a rewards and recognition program that includes
our executive lunch and WOW programs. These enable us to highlight those
associates who are going above and beyond in regard to guest service.

As the GuestPath coordinator at Geneva, it is my responsibility to ensure our associates are adhering to all GuestPath policies and
procedures. Communication is also a big part of my responsibility, whether it's letting associates know how we've scored on our
monthly surveys to letting people know of upcoming meetings.

GuestPath at Geneva is seen as a principle for the associates to live by every day. It is also respected as a tool that provides structure to
educate associates about our guests' expectations. One associate summed up GuestPath in one sentence: "It is serving guests as you
would want to be served."

Debbie Post
Human Resources Manager and GuestPath Coordinator * The Lodge at Geneva-on-the-Lake

The y said it.

"Since Debbie Post was promoted to human resources manager nine months ago, she has diligently worked to keep the principles of
GuestPath in front of all associates. One important initiative she has undertaken has been to improve our rewards and recognition
program. Already, we're seeing results in the forms of wider involvement of associates, client participation in our monthly recognition
lunches and a less stressful work environment. Debbie helps us show how much we value our associates. I can truly say that Debbie has
made a big difference."

Jeannette Petrolia
General Manager
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Five keys to great pre-shift training.

One of the keys to ensuring associates deliver top-notch customer service is to make sure they are properly trained. Read below for five
keys to providing excellent pre-shift training for associates.

Plan - Generally, each pre-shift training session should focus on one topic. Pick one standard or objective to spotlight each shift
meeting. The goal is to present the information in a clear and concise manner, ensure that everything is covered, validate the information
presented and energize the team to put the information into practice. 

*Hold weekly management meetings and include a suggested pre-shift training topic on the agenda.

Educate - Always consider the training from the associates’perspectives and evaluate what is really in it for them. To help them
understand, always explain the benefits of practicing the lessons they've been taught. It also helps to identify the reasons the associates
should listen and participate. When educating associates, one should never forget to encourage two-way communication. It helps staff
feel valued and helps managers gain invaluable information from their front-line associates.

*Have managers do 30-second one-on-one reviews with associates.

Energize - Take the time and make the effort to instill in your associates a sense of common purpose and pride in their efforts. Managers
should think of themselves as coaches. It always helps to gather your associates before their shifts, conveying the importance of energy
and work to get the absolute best out of them.

*Prior to a shift, share an inspirational story or quote that motivates associates.

Validate - Managers should always ensure that associates understand the lesson they are being taught. One way to do this is to quiz them
with open-ended questions that verify they have retained the information. It may also help to have associates role-play certain situations
so they can practice what they've learned.

*Play a game in which you ask the associates, “What do you say if a guest asks you the following?”

Coach - Don't hold pre-shift training sessions until you are ready to coach associates during the shift to help them achieve peak
performance. After each shift, keep the energy high and thank all crew members for their efforts. Always make sure to discuss and
document the key successes and opportunities to improve.

Ha ve a GuestP ath stor y y ou’ d lik e f ea tur ed in Pathways ? Send it to cw hitcom@dncinc .com


