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2009 - The Year of the Guest.

First and foremost, welcome to the Year of the Guest and the fifth anniversary of GuestPath® in Delaware North field operations.
As you are well aware, GuestPath has become an important part of how our company does business.

This new GuestPath newsletter will be distributed monthly and contain service stories, best practices, updates and other informa-
tion. If you have something you'd like to submit, send it to your business partner's attention.

2009 is officially the Year of the Guest at Delaware North, an opportunity to reach out to our internal and external guests. Our
leaders will be visiting units all year, filming special events and posting them online. Unit-level events and celebrations will be
held. Each unit will soon receive a package with further information.

A new year brings a new quality assurance partner, The Freeman Group. This group will continue our assessments as previously
administered. Only service recovery scores will now impact your overall guest experience score. Service recovery tips include:

* Make sure all managers have had coaching, so they can improve service recovery.

* Make sure to recognize and reward associates.

* Lead people to discovery. For example, point out when someone looks confused and remind the associate to use Listen
Apologize Solve and Thank (LAST) when assisting a guest.

The best of 2008.
Before officially moving in to the Year of the Guest, it's important to reflect on the best of 2008. The below scores show the top-
five unit Universal Service Standards and guest experience scores.

Universal Service Standards Scores Top Guest Experience Scores

1. Memphis International Airport 98% 1. Memphis International Airport 96%

2. Apache Greyhound Park 97% 2. Apache Greyhound Park 96%

3. The Lodge at Geneva-on-the-Lake 97% 3. Max's 94%

4. Max's 96% 4. The Lodge at Geneva-on-the-Lake 94%

5. St. Pete Times Forum 95% 5. Vito's Market at corporate headquarters 94%

Below, I've compiled a number of stories from these units, detailing what they're doing to succeed.

Stewart Collins

Director of GuestPath
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Great strides at Memphis International Airport.
Memphis International Airport made great strides in 2008 in enhancing the guest experience and employing the Universal Service Standards. The unit's per-
formance in these key areas improved by more than 20 percent since 2007. Memphis GuestPath Results

Memphis airport's improvement began over a year ago when the unit set out to identify its key

,

deficiencies. To achieve this, the staff reviewed past mystery-shop performance scores, and A\ g = z g 2 =
focused on areas where it had fallen short. The Management Action Plan (MAP) became the GuestPath. 3 s S 3 3 S
key compont_ent, helping tht_e team t_rack pe_rform_ance andstay focused. A great deal of time was —— e e
spent following up and brainstorming during this process. Overal Cleanliness  95%  95%  94%  98%  97%  100%
Overall Conditions ~ 98% 95% 89% 90% 88% 87%
) A A Overall Product Standards ~ 87% 1% 82% 100% 93% 100%
Finally, the team established the goal to achieve a 95-percent score on the next mystery shop. Universal Service Standards 76%  71%  77%  78%  90%  98%
With diligent focus on the Universal Service Standards and guest experience, the group met its Overall Property Score 89.20%  83.30% 85.60% 9150% 92.10% 95.60%

goal. Even with its goal reached, the team didn't stop, it continues to review performance
scores and make necessary adjustments.

*Best practice

One of the most important tools for the Memphis airport team is the associate validation checklist. Throughout 2008, General Manager Steve Bass and his
team conducted more than 800 associate validations, which helped identify both positive and negative associate performance. High-achieving associates
earned rewards and those who did not perform well were held accountable and encouraged to improve.

*Secret to our success.
"The secret to our success is that there is no secret, but a realization of a lot of hard work and dedication by the team. In the end, we were able to achieve our
results by using the tools made available. These tools work when used consistently.”
Steve Bass, General Manager Memphis International Airport

A complete experience at Apache Greyhound Park.

Apache Greyhound Park has long prided itself on being a customer-service leader in the industry. This pride
is reflected in a GuestPath experience that is rooted in associates' belief that it is their responsibility to provide
the ultimate service experience. An example of this took place in late December when Assistant Manager
Tom Dack noticed a patron having trouble with his car. Tom, seeing the guest had a flat tire, offered to slowly
drive the car to the maintenance shop and stop the leak. This type of above-and-beyond service has become a
standard at the unit.

v

MAKING A DIFFERENCE -- Tom Dack helped a customer with a flat
tire.

Taking pride in effort at The Lodge at Geneva-on-the-Lake.

"We believe our success stems from the pride our associates have in the facility. They are proud to be work-
ing for The Lodge at Geneva-on-the-Lake and proud of its contribution to the community. Our associates
have a Midwest culture and truly enjoy serving guests."

Jeanette Petrolia, General Manager The Lodge at Geneva-on-the-Lake
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*Best practice

Jeanette and her team at the lodge take every opportunity to increase their ability to help guests and customers. The group plans associate outings to local businesses to
increase personal knowledge of the area that can then be passed on to guests. One recent example of excellent customer service occurred when a server heard a guest
voice dismay over not having a room with a balcony. The associate then told the front desk and made arrangements for the associate to change rooms.

Guests are family at Max’s Sports Restaurant.

According to General Manager Ken Goodwin, all patrons are treated as more than just guests at Max's, they're considered extended family. From the day associ-
ates are hired at Max's they're encouraged to practice GuestPath standards through extensive training. For Ken and his team, GuestPath begins and ends at the
front door, and thus the five tips below are highly stressed at the unit.

1. Guests are welcomed with a warm, friendly greeting.

2. Associates must possess an exemplary knowledge of products and services.

3. The entire staff must have a genuine concern for customer satisfaction.

4. Associates should always make a concerted effort to know customers by name.
5. Always, always smile.

Hiring the right people at Vito’'s Market.
Vito's Market at Delaware North's corporate headquarters in Buffalo, N.Y., has built an excellent customer service reputation by hiring the right people.

"We are committed to hiring the right people, those who are open, gracious and friendly from their first interaction with a customer. We give each and every associate
permission to do what seems right to satisfy the guest, to take ownership of the situation. This kind of environment keeps guests coming back for more."
Lauren Skusa, General Manager Vito’s Market

*Service story

Recently the team encountered an issue with a large order. The guest who placed the order stopped in to have it corrected and approached newly hired cashier
Heather Wojtasik who did not work in food preparation, nor was she fully versed in the Universal Service Standards. Still, she took the guest's name, listened
and apologized for the problem. The guest later commented on being impressed with Heather's service.

Working as a team at St. Pete Times Forum.

It's all about teamwork for Delaware North associates at St. Pete Times Forum. The group is familiar with in the Universal Service Standards and takes pride in
treating internal guests just as they would a customer or guest who wasn't affiliated with the company. General Manager Bruce Ground believes it’s important for
GuestPath to affect everyone from the general manager to front-line employees.

*Best practice

The St. Pete Times Forum team has implemented a program called GuestPath Ambassador, in which hourly associates have the opportunity to walk the GuestPath
from a manager's perspective during each event, conducting one-minute observations throughout the building. The practice proves helpful as it gives associates a
chance to understand the importance of GuestPath but also demonstrates how every department needs to work together to create special experiences for guests.




