
Queen Mary learns about GuestP ath® on day one.

Delaware North Companies Parks &
Resorts began operating the landmark
Queen Mary in late September, initiating a
five-year relationship in which Delaware
North will work to transform the property
into a major attraction.

The company began its efforts at Queen Mary
by introducing GuestPath to all associates on
its first day of operations. This marked the
first time Delaware North implemented
GuestPath on its first day at a new location.
Delaware North's executive team and General
Manager Uwe Roggenthien guided the effort.
According to Roggenthien, "Training 350-
400 associates in one week is not an easy
task, but we had great support and made
it happen."

All associates took an introductory class in
the morning and then learned about the
Universal Service Standards later in the day.
The associates saw GuestPath in action as
area coordinators teamed up for the
training. The team consisted of: Joan Barker and Laura Chastain, Yosemite National Park; Connie
Beauregard, Tenaya Lodge; and Esther Salazar and Raquel Garcia, Los Angeles International Airport.

Queen Mary is docked in Long Beach, Calif., and offers overnight guest rooms, restaurants and event space. 

Stix Lozano helps out at TD Garden.

It's no secret Delaware North associates are committed to working as a team. Company managers often visit
other units to help during events or to share best practices. Teamwork is even one of GuestPath's 10
Universal Service Standards.
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GuestPath Master Trainer Stix Lozano demonstrated that
commitment when she traveled to TD Garden in Boston to help
train associates last month. She helped provide training for
Spanish-speaking associates and also directed an internal quality
assurance assessment. 

"I cannot begin to thank Stix for her assistance in Boston," said
Kathy Dispenza, business partner. "She is truly an example of
what is good about Delaware North and I hope she's able to
help us again in the future."

Lozano had the opportunity to take in a Bruins game and meet
several associates she's worked with during her time at Delaware
North.

"I am grateful for this opportunity to not only visit another one of our amazing facilities and cheer on my favorite team, but also to
meet the wonderful people at TD Garden," said Lozano. "I would like to thank them for providing me with an exceptional experience."

And the Oscar goes to…

Delaware North Companies Sportservice at Miller Park celebrated
its annual GuestPath Oscars ceremony following the conclusion of
the Milwaukee Brewers 2009 season. The event was complete
with a red carpet, photo area and several awards.

Oscars are handed out to associates who display superior
customer service during the season. Curt Sokolowicz, a
concessions associate, earned this year's Top GuestPath
Performance award. He received perfect scores on two secret
shops during the season. 

"It was rewarding to win the top performance award as it seems
our customer service efforts get stronger every year at Miller Park,"
said Sokolowicz. "I really enjoyed using the Universal Service
Standards with our guests."

HELPINGHANDS -- Stix Lozano took time to help fellow associates at TD
Garden.



Theresa Mendez earned her fourth consecutive Oscar for her work as a server. Voting for the GuestPath Oscars takes place
in September and associates nominate one another. This allows associates to write kind comments and recommendations
for their colleagues.

"The annual Oscar ceremony is a great way to recognize our staff for its outstanding service throughout the year. We have so
many wonderful associates, it's hard to pick just a few," said Tom Olson, general manager.

Shop at the GuestP ath store.

Are you searching for lapel pins? Do your associates need Universal Service Standards kits? Visit the new GuestPath store online
at www.guestpathstore.com to purchase training materials, supplies and rewards for associates. Powered by Boncraft Printing,
the store's Web site is user friendly and allows GuestPath coordinators to place orders and have them shipped directly to their
locations. All coordinators should have their user names and passwords. Anyone in need of further information or with
questions, should follow up with a designated business partner.

Detroit associates attend masquerade.

Delaware North Companies Sportservice associates at
Comerica Park donned masks and costumes for an end-
of-season masquerade in September. The celebration
featured a dance competition, hot dog eating contest,
karaoke and prizes. Associates in attendance celebrated
their hard work during the Detroit Tigers 2009 season.

Prizes were doled out for best individual costume, best
group costume and most creative costume. There were
raffle prizes of gift cards, while the grand-prize winner
took home a 32-inch flat-screen TV.

Several associates were also honored for their long-
standing service to the company, including William
Washington, 50 years; Carol Slater, 40 years; Mary Sue
Galvan, 30 years; and James Bastas, 20 years.



They said it.

"Tristen, the wine shuttle driver, proved to be very knowledgeable about the area wineries and was pleasant. We also
encountered two ladies in the restaurant who were fabulous to deal with."

"The young lady who took care of the coffee bar in the lobby also cleaned stair rails and everything else in her vicinity. She was
pleasant and spoke each time she came our way. Also, my husband wrote a comment letter at the end of our stay that
commended the entire staff. We had the best time."

~ Two responses to a GuestPath survey about The Lodge at Geneva-on-the-Lake.

Excellent rookies at Busch Stadium.

Three first-year associates earned recognition as Delaware North
Companies Sportservice at Busch Stadium's Rookies of the Year following
their excellent performance during the 2009 season. The associates are:
Heather Lancaster, concessions manager; William Brooks, retail associate;
and Beth Ann Ruble, cook.

Each received a $50 gift card to an area mall and two tickets to the
Cardinals home game Friday, Oct. 2. They were presented during the
game with an engraved award plaque and had their photo taken with
a current Cardinals player. The associates also had their names on the
video board during the game as a sign of Delaware North's
appreciation for their efforts.

Have a GuestPath story to share? E-mail it to cwhitcom@dncinc.com.


