
 
 

 

 

 

 

 

 

 

 

 

 

Delaware North has been part of the world of sports since the founding Jacobs 

brothers began vending popcorn and peanuts at minor league ballparks over 100 

years ago. 

With operations on four continents, we serve half a billion guests a year. We’re 

specialists in serving up what fans crave, and at making travelers and visitors feel 

right at home. Our role is to work behind the scenes to create world-class 

experiences. And our spirit, our passion, is to go beyond expectations. 

 

We are extremely proud to be able to continue that legacy here at SunTrust Park 

and the Coca-Cola Roxy Theatre! 

 

 

 

 



Page | 1  
 

DISCLAIMER 

Atlanta Sportservice and 

Cobb County Sportservice 

“The Company” 

 

SunTrust Park: 755 Battery Avenue SE 

                           Atlanta, GA 30339 

Roxy Theater: 800 Battery Avenue SE #500 

             Atlanta, GA 30339 

     Main Phone: 404-494-1194 

 

The contents of this Associate House Rules have been presented as a matter of information only.  While 

the Company believes wholeheartedly in the plans, policies and procedures described here, they are not 

conditions of employment.  The Company reserves the right to modify, revoke, suspend, terminate or 

change any or all such plans with or without notice.  This handbook of house rules supersedes any and 

all previous handbooks provided to you relative to your employment by The Company.  The language in 

this handbook is not intended to create, nor is it to be construed as a contract, expressed or implied, 

between the Company and any of its associates.  The Company reserves the right to change this 

Associate House Rules at any time, with or without notice. 

 

Seasonal employment is determined on a yearly basis and is not based on length of service with the 

company.  The company reserves the right to recall or rehire seasonal part-time associates. 

 

Continued employment and rehire-able status for seasonal associates are determined by the associate’s 

professional conduct, attendance/punctuality, and attitude towards work/associates/company as well 

as job performance. 

 

All associates are employed ‘at will’.  This means that the associate and the Company are free to 

terminate the employment relationship at their discretion.  No supervisor or other company 

representative has the authority to alter this relationship and you should never interpret such a person’s 

remarks as a guarantee of continued employment.  Our policy on separations is set forth in greater 

detail in the Sportservice “The Company” Work Rules and Regulations. 
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Welcome to SunTrust Park! 

WELCOME to the Atlanta Sportservice TEAM!  We are proud of our professional, 

knowledgeable and reliable Atlanta Sportservice associates who can ensure that we deliver the 

highest level of food and beverage service to our guests.  As a new or continuing associate, 

finding your way around an unfamiliar and complex facility can be challenging and confusing.  

We would like your work experience here to be rewarding, productive and enjoyable, so we 

have provided you with a few important guidelines to working at SunTrust Park that should 

make the transition easier for you.  Please take the time to familiarize yourself with our policies 

and practices and feel free to refer back to this guide often.  The more you know about 

SunTrust Park and Atlanta Sportservice, the more enjoyable and professionally rewarding your 

work experience here will be. 

Please feel free to contact us directly if you have questions or concerns. 

 

 

HUMAN RESOURCES 404-494-1194 

CATERING 404-494-1186 

COMMISSARY 404-494-1195 

CONCESSIONS 404-494-1213 

CULINARY 404-494-1241 

SUITES 404-494-1225 

CHOP HOUSE 404-494-1224 

SUNTRUST and DELTA CLUBS 404-494-1228 

INFINITI CLUB and HANK AARON 

TERRACE 
404-494-1221 

TERRAPIN TAP ROOM and  

FIRST & THIRD 
404-494-1181 

CONTACT PHONE NUMBERS 
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SCHEDULES  
 
Checking your Schedule  

 
Once the schedule is posted, changes can only be made with management approval. No associate is 
permitted to make any changes or additions to their scheduled shift days or times withough approval 
from their manager. Working hours outside of those approved by your manager will be considered 
violation of Company policy and will be subject to corrective action up to and including termination.  

 Schedules are completed by each individual supervisor or manager 

 You will be notified before each home stand of your schedule 

 It is your responsibility to know and follow your schedule 

 If you have problems with your schedule, notify your supervisor or manager immediately 

Scheduling/job assignments/location assignments are solely determined at the discretion of 
Sportservice management based upon requirements, availability, and performance. Sportservice retains 
the right to make changes to the schedule or decrease staffing levels at any time based upon 
increases/decreases in projected attendance/business volume.  

Due to circumstances beyond the control of Sportservice, shifts/games may be canceled. When this 
happens, the management team will make every attempt to contact you via telephone. Please be sure 
your phone number remains current for this reason.  

Attendance Policy 

Absences due to illnesses or injuries that qualify under the Family and Medical Leave Act (FLMA) will not 
be counted against an associate’s attendance record.  For FMLA, medical documentation within the 
guidelines of the FMLA may be required.  Also excluded from this policy are scheduled absences from 
work due to approved holidays, vacations, jury service, bereavements, personal, or military leaves of 
absences. 

Absenteeism 

“Absence” is defined as the failure of an associate to report for a scheduled work shift. An absence of 
multiple days due to the same illness, injury, or other incident will be counted as one occurrence for the 
purposes of this policy. 

Lateness 

If you are not present for work at the beginning of your scheduled shift start time, you are considered 
late.  The company utilizes a time clock device that you must use to swipe yourself in or out at the 
designated times to record your arrival and departure. 

Please note that although the attendance policy allows a grace period of six (6) minutes, this will not 
excuse any performance issues that arise as a result of being tardy (example: missing a required pre-
shift meeting). 

If an associate is more than one (1) hour late for their scheduled shift, this occurrence will count as a no 
call/no show if no notification was received. If management was notified of this occurrence, it will 
become an absence after one (1) hour unless otherwise approved in writing by the manager.    

 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwj7j8rFqdDYAhVD82MKHaQuDlcQjRx6BAgAEAY&url=https://thenounproject.com/term/schedule/165159/&psig=AOvVaw3SMReHhWyrnvdxZBSKJQok&ust=1515774288862232
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Proper Notification 

Due to the nature of our industry, it is imperative that associates provide adequate notification of their 
work status when absent or late for work.  Notification must be received before the start of the work 
shift to be considered proper notification or the absence will be considered a no call/no show.  Providing 
proper notification will not excuse an associate from receiving discipline for absences and lateness. 

Another associate, friend, or relative can only notify management under extreme emergency conditions 
(example: medically incapacitated).  

If you will be absent: 

You must contact Human Resources.  You will be allowed to leave a voice mail with your name, reason 
for being absent and a contact number to be reached. A medical release must be provided to Human 
Resources for approval for your return to work for an absence of three or more consecutive days.  This 
medical release must specify that you are able to return to your normal duties without restrictions or list 
any relevant physical work restrictions. 

If you will be late: 

You must reach your shift manager or leave a voice mail through the department call-off line by the 
scheduled start time of your shift.  You will be allowed to leave a voice mail with your name, reason for 
being late and a contact number to be reached.  See your Department Manager for specific details for 
your department. 

No Call/No Show 

Not reporting to work and not calling to report the absence is a no call/no show and is a serious matter, 
creating increased administrative burdens for your supervisor and fellow team members.  Any absence 
where an associate does not notify management prior to the start time of their scheduled shift will be 
considered a no call/no show.  

Any no call/no show lasting two consecutive scheduled workdays will be considered job abandonment 
and will result in immediate termination of employment.  

Management may consider extenuating circumstances when determining discipline for a no-call/no-
show (for instance, if the associate is in a serious accident and is hospitalized) and has the right to 
exercise discretion in such cases. 

Job Abandonment 

Job abandonment may be classified as any no call/no shows lasting two or more consecutive scheduled 
work days or failure to check out with your designated representative prior to leaving at the conclusion 
of your shift/the event and will result in immediate termination.  

Failure to respond to communications by department managers, supervisors, and/or schedulers can also 
result in termination due to job abandonment.  

Time Theft 

“Time theft” is defined as accepting pay from the Company for work that the associate has not done or 
for time they have not put into their work. Time theft may include, but is not limited to, an associate 
signing or clocking-in for someone else who is not at work, taking a break longer than permitted by his 
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or her department manager, or remaining on the clock after dismissed for the day while not completing 
work related tasks.  

Any associate who commits time theft will be subject to corrective action up to and including 
termination.  

Point System 

Delaware North-Atlanta Sportservice utilizes a point system for attendance as a disciplinary guideline for 
managers.  The purpose of this system is to track the level of overall attendance and serve as a warning 
to associates of excessive absenteeism and lateness.  While an occasional absence or tardy is 
understandable and acceptable, excessive absenteeism will be documented and shared with associates 
during formal counseling sessions.  Points will be assessed utilizing the following guideline: 

 

Absent 4 points 

Tardy 2 Points 

Failure to Use Time Clock to Swipe In/Out 2 Points 

Incomplete Shift 2 Points 

No Call No Show 14 Points 

 

IMPORTANT: If an associate fails to clock in or out for their shift, the associate will not be paid until the 
associate’s correct time for the day can be verified with a punch edit form signed by both the associate 
and the associate’s manager. 

The program uses a point system as the guideline for maximum points within a rolling 18-month period.  
Disciplinary actions will coincide with the number of individual points using the following scale: 

 

Verbal Warning Written Warning Final Written Suspension 

6 Points 8 Points 14 Points 20 Points 

 

Double Shifts 

If an associate is scheduled to work a double shift, the above point system applies to each shift the 
associate is scheduled. For example, if an associate is a no call/no show for both shifts, this will result in 
a total of 18 attendance points.  
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Patterns of Abuse 

The policy outlines progressive disciplinary guidelines for the accumulation of specific points for 
absenteeism and lateness.  Verbal warnings will be issued at the discretion of managers while written 
and final warnings will be issued in writing prior to termination.  All written and final warnings will be 
reviewed by a member of the Human Resources Department prior to being issued.  Habitual offenders 
who have established a pattern of absences may still be disciplined outside of the parameters 
established in this policy.  Management reserves the right to amend or discontinue this policy at any 
time without notice. 

Requesting Time Off 

Part-time associates can request unpaid time off from work by completing a time off request form and 
submitting it to his/her direct supervisor a minimum of two weeks prior to the date(s) requested.  
Submitting a time off request within the approved timeline does not guarantee an approved request.  
Requests for time off are approved at the discretion of the associate’s direct supervisor or manager. 

Leaves of Absence: 

If you will be out of work for an extended period of time, you must contact your Manager directly as 
well as Human Resources. Extended periods may include, but are not limited to military leave, medical 
leave, personal leave, and work requirements. Leave of absence requests are subject to approval by 
Human Resources in accordance to employment laws. 

PAYROLL 
 Sportservice Associates are paid weekly. 

 The pay period is Monday – Sunday to be paid the following Friday. 

 Any associate working at another Delaware North location must receive approval from their 
department manager prior to assisting at the location.  

 Discrepancies with your paycheck must be reported to your department manager immediately 
to avoid delays in researching.  

o To assist in any payroll reconciliations, please review pay stubs on People Manager prior 
to meeting with your manager/the payroll team.  

Pay Stubs 

Associates are able to view their pay stubs by logging in to People Manager via the link below. 
https://peoplemanager.dncinc.com/psp/DNCHRPD/?cmd=login 

Please see Human Resources for your User ID. Your default password uses the following format: 
MMDDYYYYXXXX. 

MM= the 2-digit value of the month in which you were born (01 through 12) 

DD = the 2-digit value of the date on which you were born (01 through 31)  

YYYY = the 4-digit value of the year in which you were born 

XXXX = the LAST 4 digits of Social Security Number 

 

If you have trouble getting logged in, please contact the Associate Service Center at 1-877-936-2272 for 
assistance. 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjzgKP7qdDYAhVmVWMKHbF1BQgQjRx6BAgAEAY&url=https://thenounproject.com/term/payroll/164645/&psig=AOvVaw189my-5-eDV9pNG0DKijU0&ust=1515774425818734
https://peoplemanager.dncinc.com/psp/DNCHRPD/?cmd=login
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Direct Deposit      

Direct Deposit of Payroll Checks is MANDATORY. 

All associates are notified of this requirement prior to the beginning of their employment and must have 
an account with a banking institution or they must sign-up for the Bank of America Pay Card.  

Upon enrollment, Direct Deposit can take up to three (3) weeks to take effect.  Until direct deposit takes 
effect, associates will receive live checks, which will be mailed to the home address that we have on file. 
Any live checks that are not received two weeks from the date of issuance can be canceled and reissued 
by the request of the associate. Contact the payroll team for further information.  

Sportservice will only deposit paychecks to the Sportservice associate’s account.  The associate must be 
listed as the account holder.  The account may be a joint account as long as the associate is listed as the 
(or one of the) account holder(s).   

It is the associates’ responsibility to notify Human Resources immediately of changes to their 
bank/direct deposit or mailing information. Any changes submitted after 12:00pm (noon) on the 
Monday following the pay period are not guaranteed to take effect for the current payroll run.  

Discrepancies with your paycheck must be reported to your department manager immediately.  
Inquiries made more than 2 weeks after the check date will require additional research and may cause a 
delay in providing the associate with a response. 

Sportservice will not cover or reimburse the associate for direct deposit fees, over draft fees, insufficient 
fund fees, etc. 

Employment Verifications/W2 and 1095 Electronic Enrollment 

The Work Number is utilized for all employment verification and reference requests. More information 
is available at www.theworknumber.com or 1-800-367-5690 (Employer Code 12549). Please visit the 
website or call for more information about this useful benefit. Using this service allows your information 
to be obtained quickly and simply. The Human Resources department at Atlanta and Cobb County 
Sportservice does not complete verifications.  

The Work Number also provides W2 information electronically as well as re-prints of prior years. To 
receive your W2 electronically, you must sign up by the end of the calendar year. To enroll in electronic 
W2, utilize the information provided below: 

 Website: www.theworknumber.com 
 Username: Your Social Security Number 
 Employer Code: 12549 
 Pin Number: Last 4 digits of your Social Security Number + Your Birth Year (XXXXYYYY) 

Once you enroll to receive your W2 electronically, it remains active until you log back in and deactivate 
this option.  

 

 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwie0MbTqtDYAhUMy2MKHb67BjEQjRx6BAgAEAY&url=https://www.iconfinder.com/icons/1960709/clock_hand_speed_sport_stopwatch_time_watch_icon&psig=AOvVaw1xKK_gZv6Exgw8V_pxT2Fj&ust=1515774625748338
http://www.theworknumber.com/
http://www.theworknumber.com/
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REPORTING FOR WORK     

Grooming and Uniform 

Management reserves the right to send any associate home without compensation if they do not 
present themselves in a neat, clean, and professional manner as defined below. Associates who violate 
the appearance policy will be subject to corrective action.  

GENERAL INFORMATION 

 Sportservice reserves the right to determine final approval for appropriate attire – both 
company issued and personal attire 

 Associates must be in uniform upon entering the building and the associate’s correct ID badge 
and name tag must be worn and visible at all times 

 Associate must take responsibility for maintaining their uniform and professional appearance 

 Uniforms must be wrinkle and stain free 

 No associate is permitted to wear any other MLB teams’ clothing within the stadium  

 Undergarments must not be visible 

 IMPORTANT- the building policy states that the only bags allowed into the stadium are clear 
bags that are no larger than 12”x 6”x 6”. No backpacks or purses are allowed into the stadium. 

SHIRTS 

 Must be company issued 

 Must be worn tucked in and fit appropriately 

 For uniformed positions, the only acceptable jacket that can be worn is the “Game Day” jacket 
for sale in the Uniform Room 

 Long sleeve shirts can be worn under uniform shirts with management approval- if approved, 
the under shirt must be solid red or blue in color 

 For uniform shirts that are long sleeved, sleeves may be rolled up in a clean and professional 
manner with management approval 

HATS 

 Company issued hats must be worn in all work locations except in Premium locations 

 When wearing hats, they must be worn with the brim facing forward. 

PANTS & SHORTS  

 Must be all black or khaki in color (dependent upon department)  

 Must be worn at the waistline and not sagging- undergarments cannot be visible 

 Denim and cargo style pants/shorts are not permitted (no matter the color) 

 Shorts are not permitted in Premium, Clubs, and Club Concessions- please check with your 
supervisor to see if shorts are permitted in your work location 

 If permitted, shorts must be longer than your fingertips when arms are down at your sides 

SHOES & SOCKS 

 Shoes must be closed toes and closed heel, preferably sneakers 

 Must be primarily black with black laces 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiXkd_QrdDYAhWDKGMKHd3cDmYQjRx6BAgAEAY&url=https://www.shareicon.net/tag/uniform?p%3D2&psig=AOvVaw1YVGvl8690EnHBH9qkyczI&ust=1515775402527440
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 Socks must be worn at all times when preparing or serving food as required by the health 
department 

SUNGLASSES 

 Can only be worn in outdoor locations where the position is subjected to glaring sun 

 Eyes must be visible to guests, no dark tint or mirrored sunglasses 

 Sunglasses are subject to management’s approval 

LANYARDS/HANGING ID HOLDERS 

 Not permitted for associates due to safety reasons 

 ID Badges should be clipped on the right hand collar of the shirt opposite of the Sportservice 
logo 

JEWELRY 

 Must be conservative in style and number 

 No visible piercings other than earrings 

 No more than two earrings per ear in the bottom lobe – no cartilage piercings 

TATTOOS 

 Visible tattoos are permitted at the discretion of management. 

 Tattoos must not be inappropriate, offensive, or be distracting to our guests. 

 Tattoos are not permitted on the face. 

HAIR 

 Must be neatly groomed and conservative in style 

 Hair color and highlights must be natural in color 

NAILS 

 Must be no longer than 1/4” 

 No polish or acrylic nails in accordance with the Cobb County Health Code 

Associate Entrance and Parking 

The stadium entrance all associate use is the Left Field Gate (unless otherwise notified) located next to 
the Fan Entrance on the side of the stadium that faces I-75. Under no circumstances, are associates or 
volunteers permitted to use any other gates or entrances, including the Terrapin Tap Room. Failure to 
use the appropriate associate entrance will result in disciplinary action up to and including termination. 

All associates are required to have his or her company issued photo I.D. badge to enter the facility. If a 
photo I.D. badge was not issued, you must carry a valid, unexpired photo I.D. (Example: U.S. state issued 
driver’s license or I.D. card) with you at all times. Any associate requiring a new I.D. badge will be subject 
to a $20.00 replacement fee.  

Game Day/Event Day Parking 

For all night and weekend games, associate parking will be located in lots 32, 42, 43 and 44. Parking in 
these four lots will be on a first-come, first-served basis as it pertains to each specific lot (there is ample 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiKjPyQq9DYAhUI1mMKHQ9mCrUQjRx6BAgAEAY&url=https://www.iconfinder.com/icons/753118/car_packing_parking_sign_vehicle_icon&psig=AOvVaw2U9iNMKtkuonAjV3alxiqb&ust=1515774742600488
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parking for all associates throughout all four lots). Associates must show a credential or hangtag (if 
applicable) to gain access into each of the below lots.  

Addresses for the four game day associate parking lots are listed below, followed by lot opening times.  
Lot 31: 300 Interstate North Parkway, Atlanta, GA 30339 
Lot 42: 200 Interstate North Parkway, Atlanta, GA 30339 
Lot 43: 3100 Interstate North Circle SE, Atlanta, GA 30339 
Lot 44: 280 Interstate North Circle SE, Atlanta, GA 30339 

 

Lot Name Monday - Saturday Night Games Sunday 1:20 Games Saturday 4:10 Games 

Lot 32 1:00 PM 10:00 AM 10:00 AM 

Lot 42 9:00 AM 9:00 AM 9:00 AM 

Lot 43 11:00 AM 9:30 AM 11:00 AM 

Lot 44 8:00 AM 8:00 AM 8:00 AM 

 

Accessibility needs: For associates with true mobility needs, ADA parking is available. Please email 
atlhr@delawarenorth.com to receive a form that must be filled out before being granted access to our 
ADA parking locations.  

All associates should note that parking, transportation, and traffic plans are subject to change.  

Non-Game/Non-Event Day Parking 

Delaware North associates working on non-game days will park in the Delta Deck (unless otherwise 
notified). Associates working on non-game days must complete a form with their department manager 
before being granted access to park in the Delta Deck. Until access is granted, associates may park in the 
surface lots located near the Delta Parking Deck.  

Please note: the Delta Parking Deck is only available for associates on non-game days as this deck is 
reserved for ticketed guests only on event days. Any associate parking in unauthorized areas will be 
subject to disciplinary action.  

Associates are not permitted to utilize associate lots when they are not scheduled to work.  

Associate Lockers  

 Associate lockers for Delaware North Sportservice associates are located on the field level in the 
Delaware North locker rooms 

 Lockers are on a first come, first serve basis  

 You will need to provide your own lock or a lock can be purchased from the Uniform Room for 
$5.00 when available 

 Locks must be removed by the end of each game 

 Locks left on lockers at the end of the game will be cut off- Delaware North nor the Braves will 
reimburse associates the cost of a lock nor will we replace locks that are cut off due to being left 
on the locker after the end of the game 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjF86TvrdDYAhUJyGMKHRzKBgYQjRx6BAgAEAY&url=https://www.shareicon.net/tag/lockers?p%3D2&psig=AOvVaw05S64IX5LTejxSYSSzd47Q&ust=1515775489713579
mailto:atlhr@delawarenorth.com
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 Use of the lockers is at the associate’s own risk, the Atlanta Braves and/or Sportservice are not 
responsible for any lost and/or stolen personal items- please refrain from bringing valuables to 
the stadium 

 

Clocking In/Out  

You must clock in and out for every shift. No associate is ever permitted to work in any capacity without 
being on the clock; this includes commissioned associates. Off premise work must be accounted for by 
utilizing the Punch Edit Request Form. Working off the clock is violation of company policy and subject 
to corrective action.  

You may not clock/sign in or out for another associate, nor may you have anyone clock/sign in or out for 
you. 

You will clock in at the time clock located closest to your work location. Your manager will let you know 
the location of the clock nearest to you that you are permitted to use. 

You must be ready to report to your work location when you clock in; this includes but is not limited to 
being in full uniform and following all grooming standards.  

DO NOT CLOCK IN MORE THAN 6 MINUTES BEFORE YOUR ASSIGNED TIME. Associates not adhering to 
this policy will be subject to disciplinary action up to and including termination. 

How to Clock In/Out 

The instructions on how to use the time clock will be posted next to each time clock.  If you have any 
questions or problems using the time clock, please see your supervisor, manager, or Human Resources.  

Clocking Out 

Associates are not permitted to leave or clock out until approval is obtained from their immediate 
supervisor/manager. It is expected that you remain in your area until all required duties have been 
completed. Occasionally, due to business needs, there may be times when you are requested to stay 
past your scheduled time. Once your duties have been completed, it is expected that you clock out 
immediately and exit the facility. Loitering before or after the conclusion of your shift is not permitted 
and will be subject to corrective action.  

Break Policy 

 Each Delaware North game day associate will receive a complimentary meal on game days, 
please see your department manager for details on meals in your department 

 Concessions- drink as much water, soda, lemonade using courtesy cup 

 Braves associates- can have water and ice only in their cups and should be referred to the 
Associate Cafeteria for sodas 

 Vendors may not eat at their food or beer stands 

 Eating or drinking must be done away from sight of our guests 

 Associates working 8 hours or more will receive one (1) 30-minute paid break.  

 Associates are responsible for signing themselves in/out at their location when taking their paid 
break. 

 Breaks times must be approved by the manager. 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwj9tpqErtDYAhUY42MKHfL0AbUQjRx6BAgAEAY&url=https://thenounproject.com/term/real-time-clock/&psig=AOvVaw34TtZsRdyXa7A1E3iIgVQ_&ust=1515775526199294
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 Associates are responsible for ensuring they take their break before the end of their shift. 

 You may take a short break (less than 15 minutes) during the less busy times at the discretion of 
your supervisor or manager pending business needs. 

 Associates must clock in/out for breaks that are outside of the paid 30-minute break policy and 
are longer than 15 minutes. 

 If you leave the ballpark for a meal break, you must clock out and then clock in upon your return 

 Anytime spent off property is unpaid unless previously approved by your Manager 

 Lunches/meals off property should not last more than one hour, unless approved by your 
Manager, exceptions to this policy are for business related meals/meetings 

 Taking unapproved or prolonged breaks is a violation of company policy subject to corrective 
action up to and including termination 

 Neither smoking nor sleeping are permitted while you are anywhere on SunTrust Park property, 
including parking decks 

Elevators 

 Associates are not permitted to use the elevators 2.5 hours before the first pitch through 2 
hours after the ending of the game 

 Freight elevators can only be used during those times when it is required to complete the job 
duty, such as trash removal 

 Associates requesting an exception for use of an elevator for ADA needs must submit a request 
in writing to Human Resources 

 Requests will be reviewed and upon approval, the associate will receive an elevator pass sticker 
for their ID along with guest courtesy instructions as elevator use 

POLICIES & PROCEDURES 

Alcohol Service Rules- Atlanta Sportservice and the Coca-Cola Roxy Theater 

The Company is committed to the responsible service of alcoholic beverages.  In accordance with this 
commitment, all individuals serving alcohol on behalf of the Company are required to abide by the 
following Alcohol Service Rules. 

1. All associates in positions where they may serve alcohol to guests must have an unexpired Cobb 
County Alcohol Server’s Permit on them at all times and have a current alcohol server certification 
from TEAM, TIPS, or ServSafe 

a. Cobb County Alcohol Server’s Permits set to expire between January 1st and June 30th of 
each year must be renewed and presented during each associate’s Rapid Rehire or 
Refresher Orientation to continue their employment. 

b. Cobb County Alcohol Server’s Permits set to expire between July 1st and December 31st 
of each year must be renewed and presented to the Human Resources Department no 
later than June 30th to continue their employment. 

c. If an associate fails to present their renewed permit prior to the dates outlined above, 
they will be subject to termination for failure to meet continued employment criteria. 

2. The Company’s Alcohol Service Policy is a zero tolerance policy.  Any associate violating the 
Alcohol Service Policy, including the Alcohol Service Rules will face disciplinary action up to and 
including termination. 
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3. No individuals serving alcoholic beverages on behalf of the Company shall serve alcoholic 
beverages to any guest who is visibly intoxicated (i.e. poor coordination, slurred speech, etc.). 
Furthermore, a supervisor, security, alcohol compliance team and /or a manager shall be notified 
when a guest appears to be visibly intoxicated. 

4. No individual shall serve alcoholic beverages to anyone under the age of 21 years.  No one under 
21 years of age shall be served alcoholic beverages regardless of whether the individual is 
accompanied by his or her parent, guardian or spouse. 

5. All individuals serving alcoholic beverages on behalf of the Company shall carefully check the 
identification of all individuals seeking to purchase alcoholic beverages.   

a. Acceptable forms of identification are as follows: 

 Valid U.S./Territory* Issued State Driver’s License with a Photo 

 Valid U.S./Territory* Issued State Photo Identification Card 
*These include Puerto Rico, the U.S. Virgin Islands, Guam, American Samoa, and the 
Northern Mariana Islands 

 Valid Passport (Written in English) 

 Valid U.S. Issued Passport Card 

 Valid U. S. Issued Military Identification Card that includes a photo and birthdate 
b. The Identification presented shall be carefully examined to determine and confirm its 

authenticity (including the expiration date, date of birth, name, height, and photograph). 
c. Service shall be denied to any guest who is unable to produce an acceptable, authentic 

identification demonstrating he or she is at least 21 years of age or older 
d. Identification shall be requested from each individual in a group or party seeking to 

purchase alcoholic beverages. 
e. Individuals who are being continuously served and have not left the immediate service 

areas, as listed below, are not required to be re-checked for identification: 

 Terrapin Tap Room 

 Coors Light ChopHouse 

 SunTrust and Delta Clubs 

 Infiniti Club 

 Hank Aaron Terrace 

 Suites 
f. Guests over 21 years old with international identification other than a passport written in 

English, may present their ID to a Delaware North international ID trained representative at 
Guest Services (Section 111) or the Terrapin Tap Room. Upon Validation, the guest will 
receive a tamperproof gold wristband printed with “International ID Verified.” The guest 
may then present their ID and wristband for positive match at any location to 
purchase/receive an alcoholic beverage. Delaware North venue and local alcohol rules 
apply, regardless of the alcohol rules in the guest’s home country.  

6. No individuals serving alcoholic beverages on behalf of the Company shall serve more than two (2) 
alcoholic beverages to a single patron per transaction at any one time. A patron cannot have more 
than two (2) alcoholic drinks in their hand after purchase. For example; if a patron already has on 
(1) alcoholic drink in hand, they may only purchase one (1) additional alcoholic drink. Patrons with 
two (2) alcoholic drinks in hand cannot purchase any additional alcoholic drinks. This service limit 
may be lowered for any given event (i.e. specialty events such as concerts) so please refer to the 
Daily Alcohol Service Policy Acknowledgement Form you are required to sign prior to each event. 

a. A double liquor drink is considered two (2) drinks for the purposes of this rule 
b. Doubles are not allowed in Concessions 
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c. Vendors are allowed to serve two (2) alcoholic beverage to a single patron at any one 
time. 

7. All associates should carefully measure liquor and spirits using either a 1.25oz jigger or a 1.25oz 
Posi-Pour device (trailing is not allowed), or similar automatic measuring device provided by 
Sportservice. 

8. No individuals serving alcoholic beverages on behalf of the Company shall serve an alcoholic 
beverage outside the set hours of service. 

9. Alcohol Cut Off Times: The set hours of service for MLB games are until the end of the 7th inning 
unless otherwise specified below.  

a. SunTrust and Infiniti Club: Until the end of the game 
b. Delta Club: Until the end of the 8th inning 
c. Delta Club In-seat: Until the end of the 7th inning 
d. Xfinity Club: Until the end of the 7th inning 
e. Coors Light Chop House: Until 30 minutes after the game 
f. Terrapin Tap Room: based on hours of operation or management’s discretion 

Discontinue alcohol sales at the bottom of the 7th inning, this means all sales must be completed by the 
last out of the 7th inning. Vendors should be in their assigned vending commissary before the 8th inning 
begins. 

Alcohol cut-off times are subject to change; double-headers, rain delays, or concerts/unique events may 
affect alcohol cut-off times.  Check with your supervisors or managers if you are unsure. Any changes in 
alcohol service times will be defined and approved by management. 

10. All alcoholic beverages must be opened prior to sale or service.  
11. Glass bottles cannot be served outside of private areas. Beverages in glass must be poured into a 

cup to be allowed outside of private areas.  
12. No individual serving alcohol on behalf of the Company shall refill a customer’s cup. 
13. No individual shall consume alcoholic beverages prior to reporting for his/her work shift, during 

his/her work shift or after his/her work shift.  For additional information, please see Policy 245.20 
addressing the Unauthorized Use of Drugs and/or Alcohol in the Associate Handbook. 

14. All individuals serving alcoholic beverages on behalf of the Company must complete the 
mandatory alcohol service training upon hiring (prior to serving alcohol on behalf of the Company) 
and annually thereafter.  Each individual shall sign the Alcohol Service Training Certification 
Acknowledgement form upon the completion of training as well as the daily Alcohol Service 
Acknowledgement for every shift worked.  The daily Alcohol Service Acknowledgement will 
contain an overview of our alcohol service policies as well as any updates pertaining to the day’s 
events; example: change in alcohol cut-off times.  

The Management Team of Atlanta Sportservice fully supports these policies and will stand behind its 
associates and volunteers in their decisions to promote responsible alcohol service. 

Associates violating any rule concerning the sale of alcoholic beverages at SunTrust Park and the Coca-
Cola Roxy Theater in Atlanta will be subject to disciplinary action up to and including termination.  In 
addition, he/she may be subject to civil or criminal penalties if state or federal laws are violated. 

ALCOHOL SERVICE DISCIPLINE POLICY 

This Policy establishes the Company’s discipline policy as it relates to the serving of alcohol.  The Policy 
applies to Sportservice management and all individuals responsible for the service of alcohol on behalf 
of the Company.  Refer to Work Rules & Regulations, page 40 of the Associate Handbook. 
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Alcohol/Illegal Drugs Consumption 

To provide a safe, healthy, and secure work environment, it is the policy of the Company to prohibit the 
use and/or possession of unauthorized drugs and/or to restrict the possession and/or use of alcohol.  

Associates must report to work sober and free from the influence of illegal drugs and alcohol and they 
must remain in that condition while on the job in order to protect themselves, guests, other associates, 
and Company property. Any associate who is observed engaging in behavior that suggests that the 
associate may be under the influence of drugs or alcohol while at work will be subject to immediate 
drug testing.  

This policy applies to all associates (1) while on the premises of the Company during working hours and 
immediately before and thereafter, (2) during attendance at any Company sponsored event, and (3) 
during any Company sponsored travel. 

Anti-Harassment 

The Company is committed to providing a productive work climate free of harassment.  Accordingly, 
harassment of any kind by management or co-workers at any level will not be tolerated.  In addition, the 
Company will protect Associates to the extent possible from reported harassment in the workplace by 
non-Associates. 

A.  PROHIBITED FORMS OF HARASSMENT 
Harassment is conduct that makes fun of belittles or shows hostility or dislike to an individual 
that: 

 has the purpose or effect of creating an intimidating, hostile or offensive work 
environment; or 

 has the purpose or effect of unreasonably interfering with another individual’s  work 
performance; or 

 otherwise adversely affects an individual’s employment opportunities 

Harassing conduct includes but is not limited to the following: 

 Epithets, slurs, negative stereotyping, degrading comments, threatening, intimidating or hostile 
acts (even if claimed to be “jokes” or “pranks” and even if not directed at a particular individual) 
which relate to race, color, religion, gender, national origin (including but not limited to an 
individual’s difficulty in speaking the English language), age, disability (or perceived disability), 
marital status, sexual orientation or veteran status; and  

 Written or graphic material (including but not limited to computer images) which makes fun of, 
belittles or shows hostility or dislike toward an individual or group because of race, color, 
religion, gender, national origin, age, disability (or perceived disability), marital status, sexual 
orientation or veteran status which is displayed, shown or circulated in the workplace. 

Any harassment of Company Associates is a violation of this Policy and is absolutely prohibited and will 
not be tolerated. 

B. SEXUAL HARASSMENT 
Unwelcomed sexual advances, request for sexual favors and other verbal or physical conduct of 
a sexual nature constitutes sexual harassment when: 

1. It is directly or indirectly implied that submission to such conduct is a requirement or 
condition of an individual’s employment; or 



Page | 18  
 

2. It is directly or indirectly implied that submission or rejection of such conduct will have a 
bearing on employment decisions involving the individual; or 

3. Such conduct has the purpose of effect of unreasonably interfering with an individual’s 
work performance or creating an intimidating, hostile or offensive working 
environment. 

For example, the following kinds of behavior or others with a similar harassing effect are 
absolutely prohibited: 

1. Abusing an Associate through insulting or degrading sexual remarks, jokes, innuendoes 
or other sexually oriented conduct, whether or not directed at a particular individual 
(including among other things, graphic or descriptive comments relating to an 
individual’s body or physical appearance, sexually oriented teasing or pranks, improper 
suggestion, objects, pictures or computer images or unwanted physical contact); or  

2. Threatening demands or suggestions that as Associate’s work status depends in anyway 
upon tolerating or accepting sexual advances or sexually oriented conduct 

C. RETALIATION 
Retaliation against Associates for exercising their rights under this policy is also strictly 
prohibited and will not be tolerated.  This would include retaliation against Associates for 
inquiring about their rights or making an honest report or complaint of a violation or possible 
violation or for truthfully assisting in a complaint investigation. 

D. REPORTING HARASSMENT 
The Company does not and will not tolerate harassment.  To make sure that our Associates are 
not subject to harassment, any Associate who is aware of any sort of harassment prohibited by 
this policy, whether because he/she was subjected to the harassment or because he/she 
witnessed it, is required to report it.  If you are not sure whether it is harassment, report it.  
Reporting harassment is not voluntary.  The Company requires all harassment to be reported.  
Failure to report harassment can result in disciplinary action, up to and including termination in 
the appropriate situation.  If you report harassment, the Company will protect you from 
retaliation and your report will in no way affect your job or your career.  The Company makes 
this commitment because we must know about offending conduct before we can take 
responsive action. 
1.  Complaints or reporting may be made directly to the Home Office Human Resources 

department.  It is not necessary to talk with anyone within your department or at the unit 
before calling.  If you choose, you may discuss the matter with your supervisor or the 
General Manager at your unit. 

2. Complaints will be kept confidential to the greatest extent possible, given the need to 
conduct an adequate investigation.  After an impartial investigation, if an Associate has been 
found to have violated this policy, appropriate disciplinary action will be taken, including, 
but not limited to termination. 

NOTE:  This policy is presented for informational purposes only and is intended to provide guidance.  
It can be changed at any time without notice.  This policy does not create a contract, expressed or 
implied between the company and any associate.  This policy does not in any way change the at-will 
nature of any associate’s employment.  However, violation of this policy may be cause for disciplinary 
action, up to and including termination 
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Associate Status and Eligibility 

Seasonal associates laid off due to the completion of the season or lack of work are eligible to return for 
the following season provided they complete the previous season and were in good standing.  

Rehire letters will be mailed and/or emailed in January of each year. All associates must respond to the 
seasonal associate return letter by the deadline listed on the letter. Failure to respond to the letter 
and/or email may result in the associate being ineligible for rehire for the current season.  

It is the responsibility of all associates to ensure Sportservice has the most current contact information 
for proper delivery of this return letter. It is unacceptable to have someone else reply for you.  

In order to maintain your employment status with Sportservice, associates in all departments outside of 
the Coca-Cola Roxy Theater and Catering must work a minimum of one (1) shift per thirty (30) days. 
Associates working at the Coca-Cola Roxy Theater and in our Catering department must work a 
minimum of one (1) shift per sixty (60) days. Failure to do so may result in termination for failure to 
meet continued employment criteria.  

Autographs, Fraternization, Solicitation, and Building Access 

Associates may not socialize, elicit services, or ask for special treatment from players, player’s family, 
other celebrities, front office associates, or suite holders. Deviations from this regulation will be 
considered a violation of company policy subject to corrective action.  

 Solicitation of autographs is not permitted at any time 

 Loitering around locker rooms, field access areas, or other restricted areas where you do not 
have an immediate business purpose is not permitted  

 Gracious greeting of an internal guest is acceptable; however, blatant mingling with players, 
players’ families, etc. is not acceptable and will not be tolerated  

 Personal photographs are not permitted to be taken at any time while at SunTrust Park 

 Giving tours is strictly forbidden 

 Sportservice issued credentials, badges, etc. are to be used to gain access to the stadium only 
during scheduled shifts, using your credentials for any other purpose is a violation and may 
result in immediate termination 

Cash Handling & Over/Short Policy 

All associates will be responsible to reconcile sales to inventory and will be held responsible for all 
overages and shortages. Overages and shortages are based on actual cash vs. end of event report/stand 
sheet. Other cash related violations not specifically outlined in this policy may be considered a violation 
of company policy and subject to corrective action.  

In the case of multiple associates having access to the same cash bank, all such associates may be held 
responsible for any such overages/shortages and may be equally subject to corrective action as 
described below.  Associates are advised to carry no more than $20 of their own cash money on their 
person while on duty. 

Improperly voiding transactions, not ringing in items, not closing cash drawers, putting money in 
unapproved receptacles, including pockets is subject to corrective action. Voids, deletes, and cancelled 
items will be reviewed on a daily basis. If determined to be excessive, associates may be subject to 
corrective action.  
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Over/Short Policy 

 All Associates handling cash or stock transactions are reminded extreme care must be used and all 
policies and procedures regarding their use must be followed at all times when working for the 
Company. 

 Any associate who at the end of the event has a cash overage or shortage greater than 0.05% 
(one-half of one percent) of the total sales will receive a written notice. 

 Overages or shortages greater than $25, regardless of the percentage to sales, will result in 
counseling up to and including termination. 

 Any Associate who fails to total a transaction or properly account for a sale will face immediate 
disciplinary action up to and including termination.  ‘No sale’ buttons should not be used to tender 
sales. 

 All inventory deliveries, transfers and spoilage must be accompanied by the proper paperwork and 
accounted for properly. 

 All cups and containers are one time use only and must not be refilled or rehashed for the guest.  
A new cup or container should be given with every sale.  Failure of the associate to do so will 
result in immediate disciplinary action up to and including termination. 

 Upon returning to work following a suspension, the associate will attend mandatory retraining on 
use of the terminals and computers and demonstrate their proficiency by passing the terminal 
review before reporting to their work assignment. 

 Overage and shortage conferences will be documented and maintained in the associate’s 
personnel file. 

 An associate responsible for a cash or inventory variance may be disciplined using the following 
guidelines. 

1st Offense:  VERBAL Counseling; notice of the offense in the associate’s personnel 
file and retraining on cash handling 

2nd Offense:  WRITTEN counseling; notation of the offense in the associate’s 
personnel file and retraining on cash handling 

3rd Offense:  SUSPENSION FROM WORK; notation in the personnel file and 
comprehensive retraining on cash handling 

4th Offense or any instance of a serious offense may result in immediate 
termination. 

The cash registers are tools to collect the funds from our guests and help management understand what 
is going on in the business.  Cash Handlers must work to be consistent and accurate using the cash 
registers, or terminals, as they are often called.  Each Cash Handler must limit the amount of mistakes to 
the limits below.  Error corrects, voids, cancels, and no sales, known as Exceptions, must be explainable 
to management and must be limited to the thresholds presented below. 

QUEST POINT OF SALE SYSTEM 
     Count  Amount/% 

Individuals No Sale  7 times 
Refunds $100- all refunds must be approved by a 

supervisor and must be logged 
MICROS AND TITBIT POINT OF SALE SYSTEMS 

Count  Amount/% 
 Individuals No Sale  7 times 
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   Cancel  10 times     
   Error Correct   10% 

Void 5%- all voids must be performed by a supervisor 
or manager 

Refunds must be performed by a supervisor or manager. 
 
All exceptions in excess of thresholds will be reviewed. Management will help you understand how to 
avoid exceptions, however, inexplicable and repetitive exceptions will be addressed with corrective 
action up to and including termination. 

 

Children at Work 

Children of Sportservice associates are not allowed to be at the ballpark with the Sportservice associate 
while working.  Sportservice associates are not authorized to bring children to work unless previously 
authorized by the General Manager.   

Container Policy 

No metal cans, glass containers or alcoholic beverages may be carried into the ballpark.  Any purses or 
bags brought into the stadium are subject to search by security staff.  (For additional information, refer 
to the Personal Belongings section.) 

Conduct 

As an associate of the Company, you are expected to conduct yourself in a professional manner at all 
times with regard to other associates, management, guests, and other area personnel. 

All associates must act professionally at all times and must not engage in fan related acts or activities 
that can potentially cause conflict for guests, associates, or the company.   

Failure to do so, including but not limited to, the use of vulgar or inappropriate language, discussion of 
inappropriate topics, insubordination or other inappropriate behavior as determined by management 
will be considered a violation of company policy, subject to corrective action up to and including 
termination.   

For specifics, see the Work Rules & Regulations, Associate Conduct on page 40 of the Associate 
Handbook. 

Corrective Action 

Corrective counseling/action ranging from a verbal/written counseling to suspension and/or termination 
will be utilized to address attendance, conduct performance and all other applicable violations of 
company policy as they arise.  Determination of the appropriate corrective action is the sole discretion 
of Sportservice.  For specifics, see the Work Rule & Regulations, Corrective Counseling, page 40 of the 
Associate Handbook. 

Associates who are terminated for a just cause as a result of a violation of any Sportservice rule or 
regulation will be ineligible for rehire at any DN location. 
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Electronic Devices  

Use of electronic devices such as iPods, MP3 players, tape players, tape recorders, head or ear phones, 
radios, televisions, DVD players, cell phones, beepers or any other personal communications equipment 
is not permitted at any time unless used in conjunction with one’s job and otherwise authorized by 
management (this list is not all inclusive and is strictly a list of electronics examples). 

Cellphone use by hourly associates (Non-Management) is prohibited during game time and /or in view 
of the guests.  Cellphones must be kept concealed and silent during your scheduled shift. Personal 
phone calls are not permitted while working unless it is an emergency.  In the event of an emergency, 
associates can be contacted through the Sportservice Reception Desk which is answered from 9:00 am 
until the end of the game.  The Sportservice main telephone # is 404-494-1194. 

Associates are discouraged from bringing such personal communications items to work with them even 
if only for use during personal time.  The Company is not responsible for safeguarding an associate’s 
personal items.  

Wearing earbuds or headphones is also prohibited. 

Emergency Procedures 

If an emergency occurs during an event, please listen for announcements. If the building is evacuated for 
any reason, remain calm, secure your area, and proceed to the nearest exit. Please make sure to turn off 
all equipment, secure cash in cash drawers, roll down gates, and lock doors. Assist others only if you are 
able and always walk, do not run.  

After exiting the building, proceed to the Delta Deck for further instructions from a manager or 
supervisor. Do not leave this area until a Sportservice manager has signed you out.  

Please note, under no circumstances should you go home or anywhere else following an evacuation. All 
associates must report directly to the designated area so everyone may be properly accounted for.  

Employment at Will 

All associates are employed “at will”. This means that the associate and company are free to terminate 
the employment relationship at their discretion. 

Seasonal employment is determined on a yearly basis and is not based on length of service with the 
company.  The company reserves the right to recall or rehire seasonal part-time associates. 

Continued employment and rehire status for seasonal associates are determined by the associate’s 
professional conduct, attendance/punctuality, attitude towards work/associates/company, as well as 
job performance. 

No supervisor or other company representative has the authority to alter this relationship and you 
should never interpret such a person’s remarks as a guarantee of continued employment.  Our policy on 
separations is set forth in more detail in the DN Work Rules and Regulations. 
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Employment of Relatives 

Relatives of associates may not work in the same department if the relative/associate relationship is one 
of supervisor to associate.  If both parties have an equal position they may work in the same department 
but will be scheduled to work at different departments, areas, stands, restaurants, etc.  This includes a 
spouse, grandparents, children, grandchildren, brothers, sisters and members of a spouse’s family. 

Close Personal Relationship Policy 

o Defined as: 
 Romantic or intimate relationship between two associates or a family 

relationship 
 Reporting to each other directly or through organizational structure 
 Being in a position that have could have a direct operational or financial impact  

o Associates are required to disclose the relationship. 
o Failure to disclose such a relationship may result in discipline. 

Identification & Badges 

Each associate will be issued an associate ID badge, which is required for parking and entrance into the 
ballpark.  This ID should be clipped onto the right shirt collar opposite the shirt logo. Security reserves 
the right to deny access to the building to anyone who does not present his or her company issued 
associate I.D. badge. Associates are required to present or turn over their ID badge when requested by 
Security and any other Management personnel within the building. Refusing to present ID will be subject 
to disciplinary action up to and including termination. 

These badges are non-transferable and must be with you at all times while in the facility. Using someone 
else’s badge is violation of company policy and subject to corrective action.  

All associates are required to wear their correct nametag at all times while in the facility. If your 
nametag breaks, please return it to the main office and a replacement will be provided at no charge.  

Replacement badges/name tags are an additional cost of $20.00; this fee is non-refundable and must be 
paid for at the Uniform Room prior to receiving a new badge.   

ID badges/name tags are Company property and must be returned at the end of the season or at the 
end of the associate’s employment; whichever comes first. 

Job Postings 

When job openings arise, the associates are welcome to apply for those positions for which they are 
qualified.  The Company will review your personnel file and evaluate your skills and expertise when we 
determine if an associate is suitable for another position.  A closing date will be posted. Applications 
received after the closing date will not be considered.  Job posting applications are available from 
Human Resources. The Company is an equal opportunity employer. 

Media 

All associates are strictly forbidden from making or issuing statements, expressing opinions, or releasing 
information of any type to the media (radio, television, newspaper, etc.) on any subject whatsoever 
related in any way to the Company or the Braves. If you are approached by the media or asked to make 
a statement, politely decline and refer them to Shawn Mattox, our District Manager.  
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Associates must adhere to all company policies, such as prohibiting discrimination and harassment, 
requiring respectful behavior towards other associates and patrons and prohibiting the disclosure of 
confidential information at all times including when using social media sites. 

Associates may not create or maintain Company related social media profiles, blogs or websites. 

Patriotism 

The American National Anthem, ‘The Star Spangled Banner’, is played preceding events in our ballpark.  
Out of respect for the majority of our guests who stand for the National Anthem, all associates should 
pause and refrain from talking until the completion of the Anthem.  Associates are authorized to face 
the American Flag and stand when the ‘Star Spangled Banner or ‘O’ Canada’ is played.  Any associate 
whose uniform requires a hat may remove it during the rendition of the Anthem. 

Payment Card Industry Standards (PCI) 

Credit card security and handling procedures must be in place at all locations. In order to prevent 
unauthorized personnel from obtaining customer account information, customer credit card account 
numbers must be protected at all times from unauthorized access.  

 Registers must mask (XXX’ing out all but the last four digits) on customer receipts 

 Only those with a business ‘need to know’ may have access to customer credit card numbers 

 If a fan inadvertently leaves his/her credit card behind, it must immediately be given to the 
stand leader, supervisor, or manager, who will store it in the cash box and turn it in to the Cash 
Room at the end of the event 

 If the fan returns to the location to claim the card, a manager must ask for photo identification 
and verify that the information on the ID matches the information on the card. The fan will be 
require to sign a release form prior to relinquishing it. If the picture of the person holding the ID 
is not the person on the ID, do not give the credit card to the person.  

 Under no circumstances should a credit card number be written down or photographed, if the 
payment terminal is not accepting the card, apologize for the inconvenience and ask for another 
form of payment. 

Personal Belongings 

Associates are not permitted to bring personal belongings to work or to remove cartons or packages 
from the premises unless approved by the management staff.  Sportservice is not responsible for lost or 
stolen items left in general areas of the office or ballpark. 

Personal belongings include but are not limited to purses, handbags, pocketbooks, backpacks, storage 
bags or any type of bags. 

Personal items brought to the work environment are not the responsibility of the Company.  The 
Company will not reimburse associates for any loss or damage to personal property brought to the 
ballpark.  Items may not be stored in the office for safekeeping. 
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Photo Release 

Associates may have their photograph taken through associate recognition, during special events, or 
during work. These photographs are used to show recognition and may be displayed throughout the 
venue in associate areas and may be used in corporate Delaware North communications. They may also 
be used for training purposes and/or special items such as holiday cards, Facebook, newsletters, etc.  

Privacy/Technology 

Associates should not have an expectation of privacy with respect to their telephone, e-mail, or 
voicemail communications, telecommunications in general, the contents of their work areas or any 
general business work areas. Passwords are designed to minimize unauthorized access. Passwords and 
login credentials are confidential and not to be shared under any circumstances. Associates are not 
permitted to share or lend any Sportservice issued keys at any time. Workplace documents and 
communications are business records subject to possible review by the Company as well as outside 
parties.  

Rain Delays 

If the weather is poor on the day of the game, do not assume the game will be cancelled.  Usually, the 
weather will change by game time.  Rain-outs can cause double-headers later in the season.  Games will 
normally be played the day they are scheduled. 

Referral Program 

Refer a friend, family member, or anyone who would be a great addition to the Sportservice Team! 
When the referred person has worked 35 events during the “regular” season (not including post season 
game or any additional games, concerts, catering events), the associate who referred the person will 
earn $100.00! 

Referral Program Rules 

PLEASE NOTE:   The referral bonus will be calculated on an individual basis since it is since it is based on 
associate attendance and may take as long as the end of the season to be paid out. 

 The referred person must be hired and work 35 full game day events before a referral bonus is 
paid 

 The referred associate must not have been a previous Delaware North Associate 

 You must still be an active associate when your referred friend completes his/her 35th game 

 Only one person can receive a referral bonus for a referred person- two people cannot refer 
each other and in addition, two people cannot be paid for referring the same person. 

 The referred associate must present the referral card to the Human Resources upon check in for 
their interview and must list the active associate’s name as their referral source on their 
application. Your complete name must appear on one or both of these documents to be eligible 
for the bonus. 

 In the event more than one person is listed as a reference, the first name listed on the 
employment application will be the only person eligible for the referral bonus 

 Game day events refer to the “regular” baseball season and does not include any potential post-
season games, concerts, or other special events 

 Refer all questions to Human Resources 
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Refilling or Rehashing Cups 

Alcoholic and non-alcoholic drinks are to be sold only in cups designated for each type of drink. These 
cups are not to be reused or refilled for any further drinks.  Refilling is defined as:  

 Sale of a beverage in a used, washed, soiled or unauthorized cup or 

 Possession of a used, washed, soiled or unauthorized cup in a stand or bar. 

*Some cups may be authorized as “refillable” in conjunction with promotions designed by management.  
Supervisors will advise associates if such cups exist in your location. 

Cups are to be crushed and removed from the counter after use and before placing in trash receptacles. 
Soiled or defective cups should be crushed and accounted for appropriately. 

Merchandise is not to be served or consumed other than in accordance with these regulations.  Failure 
to comply with this policy will result in termination. 

Removal of Sportservice Property 

Associates are prohibited from giving away or removing food, drinks, merchandise or any other property 
belonging to DN Sportservice without management authorization. Associates and other third parties are 
also prohibited from removing any leftover food. This is considered theft and violation of this company 
policy will result in termination.   

*Refer to Associate Conduct beginning on Page 28 of the Associate Handbook. 

All giveaways, promotional offers, and contests associated with the events are for ticketed guests or 
event guests only. Associates of Sportservice are not eligible to participate, receive, or solicit such items. 
Associates are not permitted to collect giveaway items during or after their shift(s). Deviations from this 
regulation will be considered a violation of company policy and subject to corrective action.  

*Refer to the Work Rules & Regulations, page 40 of Associate Handbook. 

Smoking Policy   

Smoking and/or the use of tobacco products is not permitted for Sportservice associates while on 
SunTrust Park property (including, but not limited to guest smoking areas, terraces, or inside the 
buildings and parking decks).  Delaware North Companies and the Atlanta Braves do not allow the use of 
any tobacco products (including e-cigarettes, chewing tobacco, etc.) during work hours at the workplace 
and in the general vicinity of the workplace.  

Associates who wish to smoke may do so before and after their shift or while on break, off SunTrust 
property. No associates of Sportservice are permitted to take smoke breaks during their shift. At no time 
should you be seen smoking in front of fans in uniform. Any associate or volunteer found smoking 
anywhere on SunTrust Park property or on a smoke break will be subject to disciplinary action up to and 
including termination.  

Contact your Supervisor if you have questions or concerns regarding the smoking areas. 
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Tips Reporting & Solicitation 

The Company complies with all IRS tips reporting requirements.  Each tipped associate is required to 
enter their daily cash tips on the time-clock as discussed during Orientation.  In keeping with these IRS 
requirements, tip declaration is a mandatory obligation of a tipped Associate.  For specifics, see the 
Work Rules & Regulations, Tips Reporting, page 27. 

Solicitation of tips, verbally or otherwise (visible tips or tip cup containers), is prohibited at all times in all 
Sportservice areas including Vending areas and the Associate Café.  Tip cups in guests’ view is 
considered solicitation and will not be permitted.  The Company reserves the right to confiscate any 
displayed tip cups. 

Associates are required to provide the guest with correct change after each sale.  Associates are not to 
assume that the change is a tip.  Any associate found soliciting for tips or baiting for tips will be subject 
to disciplinary action up to and including termination. 

If you are a tipped associate and fail to follow our sales reporting guidelines, including failure to obtain a 
signed credit card receipt from a guest or falsification/incorrect tip input into our point of sale system, 
this action will result in corrective action up to and including termination.  

Training 

It is the responsibility of each associate to adhere to and complete all the training required prior to the 
first day of work.  Rehire & New Hire Orientation, TIPS/TEAM/ServSafe certification, DN Alcohol 
Refresher Course, Food Safety Training, PCI Compliance, Technical Training/Dry Run are some of the 
required trainings.   

The list above is not all-inclusive and the Company retains the right to designate mandatory training 
sessions and meetings for associates as needed. Sportservice reserves the right to deny work to any 
associate who fails to attend such sessions. Failure to meet these training obligations will result in 
termination.  

Every associate will be compensated for his or her time spend at these training sessions at the training 
rate of $7.25 per hour.   

Two-Week Notice 

All voluntary resignations must be made in writing at least two weeks in advance and the associate must 
obtain a Two Week Notice Form from Human Resources. This form must be completed by the associate 
and signed by the associate’s manager. Once the form is completed in its entirety, the associate is 
responsible for turning it in to Human Resources. Failure to submit a two-week notice or failure to 
complete your shifts during the two-week notice will result in the associate being ineligible to work at 
any Delaware North location. 

I.D. badges/name tags are company property and must be turned in at the completion of the two-week 
notice.  
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Unauthorized Areas 

Associates are not permitted to be in areas of the facility that do not pertain to their current work 
responsibilities, including Braves Executive Offices, suites, player locker rooms, dugouts, seating bowl, or 
any other area of the stadium that does not reflect an immediate business need. Associates are not to 
be in areas other than their designated work area other than as directed by their manager; this includes 
time spent on an approved break. 

Loitering around the player locker rooms, suites, field access areas, or other similarly restricted areas is 
not permitted.  

If found in violation, associates will be subject to corrective action up to and including termination.  

Visiting the Facilities 

If an associate choses to visit The Battery Atlanta, it is an expectation they are not in their Delaware 
North uniform. When an associate of Sportservice visits the Stadium and/or surrounding businesses in 
The Battery Atlanta, it is expected they conduct themselves in a positive manner, as they are a 
representative of the Company and the Atlanta Braves.  

When an associate attends a game or special event at SunTrust Park or the Roxy Theatre as a guest, they 
must not use their associate credentials to gain access to the building. For ticketed events, associates 
must purchase applicable tickets to gain entry.  

Unless otherwise prohibited by a policy specific to a Company unit or the work performed by the 
associate, the moderate use of alcohol on Company premises during non-working hours (other than 
immediately before working hours) is allowable. However, associates will be subject to corrective action 
for any behavior unbecoming of an associate of the Company.  

Watching the Event 

It is expected that you are working during your time at the stadium and that you remain in your assigned 
areas at all times. Watching the event and/or being in an area other than your immediate work area will 
not be tolerated and will be considered a violation of company policy, subject to corrective action.  

Work Assignments 

While trying to keep the Company a pleasant place to work, we must remember that we are operating a 
business.  Providing the best service to the fans is our primary concern. 

Requests for a change in work location will always be considered, but the needs of our business 
operation must come first.  If you do wish to change your work assignment, submit a written request to 
your Manager for consideration.  The Company reserves the right to approve/deny any requests. 

If once you are assigned and Sportservice denies the request, associate must report to their designated 
work areas without delay.  Any refusal to work a specific task/area assigned by your 
Scheduler/Supervisor or Manager will result in disciplinary action up to and including termination. 

Leaving an assigned work area/task without authorization from your Scheduler/Supervisor or Manager 
will result in an associate voluntarily quitting (by way of job abandonment). 
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SAFETY 

“Safety First” is our commitment to providing our associates and guests with the safest possible place to 
work and visit.  While we cannot guarantee that all injuries will be eliminated, we will always support a 
commitment to safety.  Safety will be involved everywhere and in everything you do.  By thinking and 
working safely, you can prevent accidents and injuries and identify potential hazards.  Always put your 
safety, your fellow co-workers’ safety, and the safety of our guests above everything else, at all times.  
Remember that “Safety First” is everyone’s responsibility.  Most injuries can be prevented.  The 
Company has designed work procedures with safety in mind.  Short cuts can cause injuries.  Follow ALL 
safety policies and procedures.   

 Report ALL safety violations and unsafe working conditions no matter how minor, 
immediately! 

 Request re-training when you are unsure how to perform a job properly. 

 Use ladders for reaching high places; do not climb on chairs or other equipment. 

 Wear sensible, well-fitting shoes that protect the entire foot. 

 Please walk; do not run in the ballpark! 

 Think before you lift.  Request assistance for large loads. 

 Notify co-workers if you are carrying hot containers, etc. 

 Always use the proper handling and storage methods for chemicals and other hazardous 
materials. 

If you become injured at work, report the injury immediately to your Supervisor/Manager and a Human 
Resources Representative to complete an incident report. Even if the injury is minor, it is important that 
it be documented to assist us in identifying potential safety concerns.  

If the injury is severe, obtain emergency care or treatment from the event medical personnel (on game 
days) by contacting your manager to be escorted to the proper location. First aid stations are located:   

 Lower Level- Section 111 

 Terrace Level- Section 241 

 Upper Level- Section 314 

Hazardous Communication 

Safety Data Sheets can be found in the Commissary Office.  These files contain first aid information and 
all chemical information. 

EMERGENCY HEALTH INFORMATION:  1.800.328.0026 

Blood Borne Pathogens 

Blood borne Pathogens are microorganisms that are present in blood, tissue, blood products and other 
infectious materials defined by the Center for Disease Control.  Should you be exposed to such 
pathogens, there are safety procedures one must follow to prevent an infectious disease. Such Universal 
Precautions include: 

 Treat all blood and bodily fluids as potentially infectious. 

 Use gloves.  Gloves should be changed before starting a new task. 

 Wash hands with antibacterial soap immediately after contact. 
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 After contact, flush eyes and face with fresh water for several minutes. 

 After such an encounter, the entire area must be cleaned with disinfectant. 

 Wear gloves while cleaning and an apron or goggles as well, if appropriate. 

 Use disposable towels and dispose of them properly. 

 Do not pick up broken glass with your bare hands; use a brush or broom and dustpan. 

 Frequent hand washing is the best defense against spreading infection. 

 Report problems immediately to your supervisor. 

Safety & Accident Prevention 

The personal safety and health of each associate of Sportservice is of primary importance.  It is the 
intention of Sportservice management to provide safe and healthy working conditions and to establish 
and insist upon safe practices at all times by all associates.  Following is a comprehensive list of safety 
procedures.  It is equally the duty of each associate to accept and follow these established safety 
regulations and procedures.  If you are witness to any unsafe condition, you are required to report it. 

Back Injury Prevention/Lifting 

Know how much an object weighs before lifting to ensure that it is safe to lift by yourself; or know 
whether you will need assistance 

 Be sure of footing.  Position your feet about shoulder width apart with one foot slightly 
ahead of the other facing the load. 

 Bend your knees and squat down while keeping you back straight.  Your leg muscles 
should be used to lift the load; not your back. Never bend at the waist. 

 Make certain that you keep the load close to your body at all times while avoiding 
twisting your back.  Always use your feet to turn instead of your back. 

Fire Prevention Guidelines  

 All fire extinguishers here at SunTrust Park are made to fight all types of fires.  
Familiarize yourself with the location of the fire extinguishers in the areas you are 
working. 

 Clean oil and grease spills immediately using appropriate cleaners and grease solvents. 

 Keep oil below its flammable temperature limit. 

 Smoking is never permitted in the stadium. 

 Never mix chemicals or place them near heat or a flame. 

Fire Fighting 

 Call for assistance.  There are fire emergency buttons located throughout the stadium. 
You simply break the glass and pull the lever down. 

 Never yell “fire” over the radio of near guests.  This can induce panic.  Instead, call for 
assistance from any available manager. 

 Ensure that all gas and heat sources are turned off. 

 For pan fires, use another pan to smother the fire. 

 If the fire is higher than three feet, let the fire department handle it. 

 Make certain that all other items which might catch fire are cleared out of the area. 

Chemical Safety – Hazcom 
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When dealing with any chemical, chemical product or cleaning product, please use caution at all times.  
Safety Data Sheets (SDS) are kept for all chemical products that we use in the stadium and are available 
in the Commissary Office.  Additionally, Ecolab folders are located in each concession stand with 
information on the chemicals found in that particular stand.  These chemicals include Sanitizers, 
Degreasers, Glass Cleaners and Bleach.  Labels on these bottles contain important information about the 
product and all hazardous chemicals are labeled also.  These forms will give you information regarding 
all on-site chemicals; how to use them properly; how to properly clean them up; what personal 
protective equipment should be utilized when handling the substance; as well as other information 
including first aid instructions.  Familiarize yourself with all chemicals that you use on the job. 

Important reminders concerning chemicals include: 

 Never mix two chemicals together 

 Store chemicals only in their designated areas away from heat and food 

 Never smoke while using chemicals. 

 Read all directions and safety precautions before using. 

Ensure that all such products are properly labeled and in an appropriate container.  Always clean up 
spills properly and as soon as possible.  If you have a question or concern about any chemical or cleaning 
product, see your manager or supervisor. 

Spills/Falls/Wet Floors 

Aisles, walkways and doorways must be always clear and free of obstructions.  Good housekeeping 
practices will eliminate most types of spill, trips and falls. 

 Always mark and barricade any spills or wet floors using signs 

 If you make the spill, clean the spill 

 Horseplay and practical jokes are not safe!  Always pay attention to the task at hand and your 
surroundings. 

For proper footing, wear shoes and nonskid soles.  Sandals, sneakers, heels, canvas and open toed shoes 
do not provide adequate protection. 

Machine Safety 

 Never use machinery that you have not been thoroughly trained on.  Additional training and 
certification is required for use of electric pallet jacks and tow motors.  If you are found using 
this equipment without authorization, you will be subject to corrective action up to and 
including termination.   

 Always remember to turn the power off and pull the plug before cleaning any machine. 

Use special care when cleaning a slicing machine – pull the plug, never touch the edge of the blade and 
clean from the center out.  Always use a protective cloth and use metal mesh gloves for your protection. 

Proper Handling of Knives 

 Always use the correct knife for the job. 

 Remember to cut away from the body and away from others. 

 If you should drop a knife, let it fall rather than trying to grab it. 

 Never place knives in sinks or in hidden locations such as under food, etc.  Place knives only 
where they can be seen. 
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 Keep all knives in their proper storage space when not in use. 

 Keep your knives sharpened – dull knives can miss their marks and cut you. 

Prevention of Cuts and Burns 

 Avoid burns and collisions by using terms such as “behind you” or “hot food” warning someone 
who you are walking behind. 

 Use only dry cloths and mitts when handling hot utensils and or pans. 

 Do not clean stove or hot areas until cool. 

 Hold trays away from guests when serving.  Do not hand a hot item to a guest and warn guests 
plates are hot. 

 Never throw food products into hot grease; instead, gently place them into the basket. 

 Keep water or moisture from dropping into a deep fryer – causing it to splatter. 

 Discard any chipped or broken items in the proper container while notifying management. 

 Do not try to catch a falling dish – let it fall. 

 Never pick up breakage with your bare hands – use a hand brush and dustpan. 

 Always use the provided cut resistant gloves to prevent hands from knife injuries. 

Sanitation and Food Allergies 

It is important that everyone observes some of the same sanitation rules followed by kitchen staff to 
ensure “safe” food for our guests. 

Personal cleanliness is VERY IMPORTANT. Germs are small living things which are all around us.  Many 
germs found on our bodies also grow well in food.  Harmful germs contaminate food through skin 
infections, coughs, dirty bodies or clothing and poor personal hygiene (such as not washing hands with 
soap after using the restroom, eating or smoking). 

Germs from coughs or sneezes can make customers and associates sick. 

Food should not be handled if you have a respiratory or intestinal illness, 

Disease germs are also found on dirty bodies or clothing.  It is important to bathe daily and to wear 
clean clothing to keep these germs out of food. 

Germs get on hand through poor hygiene habits such as wiping sweat from your forehead, touching 
your hair, nose or mouth.  Try not to touch these areas of our body with your hands while working with 
food.  If you do, you must wash your hands with soap after this occurs. 

Even after washing your hands, disease germs can still contaminate plates, glasses and utensils.  Never 
touch the rims of clean glasses or pick up silverware by the eating surfaces.  Also, if you handle dirty 
dishes, wash your hands before handling clean dishes again.  Never touch food with your hands.  Always 
use tongs or utensils. 

Never eat in the kitchen.  Saliva left on your fingers can contaminate clean utensils and food.  Eat only 
during breaks and remember to wash your hands before returning to work. 

It is important that all Sportservice associates observe and follow proper sanitation guidelines to ensure 
“safe” food for all guests. 
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Food Safety & Sanitation 

Keep your work area organized and clean.  As you move throughout the park, if you notice trash, discard 
it in a proper place.  If something looks dirty, it is, so clean it or report it to management. 

Cooking Temperatures 

Food must be brought to a safe internal temperature before serving. Foods must cook at the following 
temperature (In Fahrenheit) for a minimum of 15 seconds: 

165 – Chicken, poultry, leftovers 
145 – Fish 
155 – Hamburgers 
140 – Hot holding temperature 

HOT HOLDING 

All foods kept in a hot holding unit must be kept above 140.  Leftover foods must be reheated to 165 
before dropping down to 140. (Reheat leftovers one time only; then discard)                                   

FOOD SAFETY 

Each year all associates are required to attend the DN Food Safety Training Class offered at Returning 
Orientations and New Hire Orientations. 

Any associate preparing food must wear a head covering. Long hair must be pulled away from the face 
and under the head covering. 

 Do not touch the food or any surface that touches food.  Food handlers must use plastic gloves 
or utensils to handle all food.  Food must not be touched with bare hands. 

 Bacteria multiply rapidly in food that is high in protein such as meats and cheeses. 

 Bacteria multiply very quickly in the “temperature danger zone”; range between 41 and 140 F. 

 Always use clean, sanitized utensils and cutting boards when preparing food. 

 Never use the same utensil, knife or cutting board to prepare different kinds of food unless it 
has been cleaned and sanitized. 

 Cooked food must always be stored above raw or uncooked food. 

 Rotate the stock. 

 Never store anything except an ice scoop in bins of consumable ice.  Cans, bottles and buckets 
are not authorized in consumable ice as they can contaminate the ice. 

Food Allergies 

WHAT IS FOOD-INDUCED ANAPHYLAXIS? 

It is an allergic reaction that an individual will experience when eating a particular food ingredient.  The 
abnormal reaction occurs when the immune system overacts to what is for most of us a harmless food 
substance.  Another term for this is food allergy or food hypersensitivity.  Any food is capable of causing 
anaphylaxis in a hypersensitive person; but the foods most commonly involved are peanuts, wheat, tree 
nuts, milk, eggs, fish and soy. 

SYMPTONS OF ANAPHYLAXIS INCLUDE: 

 Itching in and around the mouth 
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 Tightening of the throat 

 Shortness of breath 

 Appearance of hives 

 Swelling of eyelids, lips, hands or feet 

 Loss of consciousness 

 Nausea 

 Cramping/Vomiting 

The symptoms may appear as soon as one (1) to fifteen (15) minutes after consuming the food; but can 
also develop over a period of hours. 

People with food allergies should avoid the food(s) that cause these symptoms; usually known by the 
individual.  However, the offending food may be an unseen ingredient in an item that seems safe; or 
trace amounts of the food may have come in contact with an otherwise safe meal. 

HOW CAN YOU ASSIST GUESTS WHO NEED TO AVOID CERTAIN FOODS? 

Describe in detail the ingredients in a food item, the item and its preparation, including any “secret” 
ingredients used. 

Urge the guest to order another food item if you are unsure that the menu item is free of the offending 
food. 

Inform food preparers of the guest’s food allergy to ensure that the offending food is not exposed to the 
menu item during preparation and presentation. 

Serve menu items to allergy suffers in as basic a form as possible.  Sauces and garnishes should be 
served on the side in the event that these items cause an allergic response. 

Speak to the manager or chef when you have questions about food ingredients.  In fact, you may want 
to have eh guest speak directly to the manager or chef to avoid miscommunication. 

FOODS THAT COMMONLY CAUSE FOOD ALLERGY REACTIONS 

Peanuts: Cold-pressed peanut oil, mixed nuts, peanuts, Nu-Nuts (R), flavored nuts, peanut butter and 
peanut flour; Foods that commonly contain peanut protein include:  baked goods, candy, chili, Chinese 
and Thai dishes, egg rolls, marzipan and soups. 

Wheat: Bran, enriched flour farina, gluten, graham flour, high gluten flour, vital gluten, wheat bran, 
wheat germ, wheat gluten, wheat starch, whole-wheat flour 

Tree Nut: Almonds, Brazil nuts, cashews, chestnuts, filberts/hazelnuts, hickory nuts, giandiju (chocolate-
nut mixture), macadamia nuts, marzipan/almond paste, Nu-Nuts (R) artificial nuts, nut butters, nut oils, 
nut pastes, pecans, pine nuts, pistachios, walnuts. 

Milk: Artificial butter flavor, butter, butter fat, buttermilk, casein, cheese, cream curds, dry milk solids, 
lactalbumin, lactalbumin phosphate, lactose, milk (derivative, protein, solids) rennet casein, sour cream, 
sour cream solids, sour milk solids, caseinates (ammonium, calcium, magnesium, potassium and 
sodium), whey (delactosed, demineralized, protein concentrate) and yogurt. 

A “D” on the front of a product label indicates the presence of milk protein. Other label ingredients that 
may indicate the presence of milk protein:  caramel color, caramel flavoring, high protein four, 
margarine, natural flavoring. 
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Egg: Albumin, egg, egg whites, egg yolks, eggnog, mayonnaise, ovalbumin ovomucoid and simplesse – A 
shiny glaze or yellow-colored baked goods usually indicates the presence of eggs.  

Fish: Anchovy, caviar, fish by-products, imitation shellfish, and roe.  Additionally, oil used to fry fish 
would contain fish protein and could cause a reaction for a fish-allergic individual. 

Soy: Miso, soy flour, soy nuts, soy protein, soy protein isolate, soy sauce, textured vegetable protein 
(TVP) and tofu. Other ingredients that might indicate the presence of soy protein:  vegetable broth, 
vegetable gum or vegetable starch. 

Sulfites: Certain individuals suffer severe anaphylactic shock after ingesting foods processed with 
sulfating agents.  Sulfur dioxide and forms of inorganic sulfites when used as food ingredients are known 
collectively as sulfating agents.  They are often marked as “vegetable fresheners” or “potato whitening” 
agents and are used to preserve freshness and whiteness and to prevent spoilage of products. 

Do not use sulfating agents in food preparation.  Read labels on processed food to ascertain their 
presence.  When in doubt, inquire the supplier. 

If a guest asks about the presence of sulfating agents in a menu item, answer truthfully.  If you are 
uncertain, say so.  Advise them to order an item that is unlikely to contain sulfites, such as chicken, 
meat, eggs or cheese prepared without sauce or dressing. 

OTHER HELPFUL INFORMAITON 

 Pay close attention when a guest indicates an allergy to some food substance 

 Emergency numbers should be posted at all telephones for emergency service. 

 The name, street address and telephone number of your establishment should be located at 
each telephone to ensure rapid response by the emergency squad. 
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GUESTPATH 
A PASSIONATE COMMITMENT 

Delaware North Companies made a commitment to implement the GuestPath Improvement Process.  
We are passionately committed to succeeding in our Service Promise: “Creating Special experiences one 
guest at a time.” 

UNIVERSAL SERVICE STANDARDS 

Universal Service Standards are practical steps that provide a road map on which we build and deliver 
GuestPath-level service.  Following these minimum standards during every guest and associate 
interaction helps us deliver Service from All Directions. 

The experience begins with each one of us and the standards apply across all of our business lines.  
Whether you work behind a concession stand, in a restaurant, in the warehouse or at a front desk, these 
standards describe the service level we want to maintain. 

The 10 Universal Service Standards: 

1. Professional Appearance and Grooming 
2. Attentive Posture 
3. Gracious & Friendly Service 
4. Guest Name 
5. Greeting the Guest 
6. Thanking the Guest 
7. Teamwork 
8. Pride in Facility Maintenance 
9. Product and Service Knowledge 
10. Telephone Courtesy 

 
1.  Exhibits Professional Appearance and Grooming 

 We start by looking the best we can.  We present a professional appearance because a 
poor appearance immediately distracts from all aspects of our service. 

 We are professionally attired. (for our uniformed positions, only company-issued 
garments are worn on the job and uniforms are complete) 

 Our clothing is clean, well maintained, pressed and fits properly. 

 Our shoes are clean, polished and in good repair. 

 We wear the correct name badge to enable a personal connection with our guests. 

 Our jewelry (if worn) is conservative in style and number. 

 We wear no more than two earrings per ear. 

 We display no visible body piercing (other than earrings) 

 Our hair is neatly groomed and conservatively styled.  Hair coloring/highlights are 
natural in color. 

2.  Displays Attentive Posture: Welcoming, positive energy is essential when creating experiences 
of a lifetime. 

 Our posture is friendly, enthusiastic, patient and attentive 

 Our facial expressions are alert and confident. 

 Our posture is upright, indicating an eagerness to assist our guests. 

 We acknowledge our guests within 10 feet as they approach us or we approach them. 
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 We smile and maintain friendly eye contact while we are conversing with guests and 
fellow associates.  We respond to each guest as an individual. 

 We are prepared to assist guests by carrying the appropriate items for the job positions 
such as pens, wine openers, etc. 

3.  Provides Gracious and Friendly Service: Gracious and friendly service depends on courteous 
and professional language. 

 We demonstrate cordial, sincere and welcoming behaviors in interactions with guests 
and coworkers.   

 We use pleasant, refined, well-modulated voice tones when speaking with guests and 
associates.  We use polite, professional language and phrases such as “I would be happy 
to”; “It is my pleasure”, etc., rather than “Sure” or “Ok”.  When a guest says “Thank 
You” we respond with a sincere, “You are welcome”.  

 We do not use profanity, slang or industry jargon while talking with guests. 
4.  Uses Guest Name 

 We “Notice” whenever possible by determining and using our guests’ names.  This helps 
us recognize and respond to our guests as individuals. 

 We greet our guest by name whenever possible.  If we know the guest’s name, we use 
the name at least 3 times:  at the beginning, middle and end of the transaction.  If we 
are unsure of a name pronunciation, we ask the guest. 

 We greet guests by name as a signal of recognition of a clear and personable manner.  
When greeting a guest by name we use a professional style, such as “How are you 
today?” “It is a pleasure to see you again, Mr. Smith!” 

5.  Gracious & Friendly Greeting: Exhibiting a gracious greeting is one of the many ways that we 
surprise our guests with special touches. 

 We actively greet guests with a smile and eye contact that communicate warmth and 
genuine hospitality.  When meeting someone for the first time, we provide a courteous 
and professional greeting such as: “Hello, how may I help you?” “How do you do, Mr. 
and Mrs. Smith?”  “It is a pleasure to meet you”; “Welcome” or “Welcome back.” 

 We greet our guest within five feet as they approach us or we approach them. 

 When with another guest or on the phone, we immediately acknowledge waiting guests 
with eye contact, a smile and a verbal acknowledgement, if possible. 

6.  Thanking the Guest: Thanking the guest is the final way that we communicate our appreciation 
and pleasure for the opportunity to provide service. 

 We always thank departing guests.  We provide a warm and sincere farewell wish, 
communicating our appreciation for eh opportunity to be of service 

7.  Displaying Cooperative Teamwork: We understand that experiences are built around the 
efforts of many people.  Some of us are behind the scenes and others are in the guest contact 
areas.  Our efforts all combine to create experiences of a lifetime.  It is a team effort. 

 We display a positive, cooperative attitude at all times.  We work together in a 
cooperative manner and demonstrate respect for each other.  We are familiar with each 
other’s roles and can help each other and work as a team to provide exceptional service. 

 Our personal problems never interfere with providing exceptional guest service. 

 Personal and business information or conversations not related to the guest interaction 
are kept “behind the scenes”. 

8.  Pride in Facility Maintenance and Appearance: The cleanliness and condition of our facilities 
truly effect the guests’ overall perception of the quality of our services, products and associates.  
A facility’s poor appearance immediately distracts from all aspects of our service. 
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 We demonstrate a pride in the appearance and maintenance of our facility by picking up 
paper and debris.  We immediately notify the appropriate department(s) of spills, 
cleanliness and maintenance issues. 

 We understand that a clean and well-maintained facility is everyone’s concern and 
responsibility.  We work as a team to ensure our facility is the best it can be. 

9.  Product Knowledge and Associate Skills 

 Knowledgeable, well-trained associates are confident and prepared to understand and 
foresee our guests’ needs.  Whether in a lodging, stadium, airport or other facility, 
associates are able to provide quick and accurate responses when guests seek 
information about the facility or local area. 

 We communicate clear and accurate information to guests and fellow associates.  We 
are able to describe our local facilities, products and service offerings, including hours of 
operation.  We notify guests in advance of unavailable services, products, closed 
facilities, delays an assist the guest to arrange alternative services. 

 We are able to direct guests correctly to related areas of the facility.  We provide escorts 
as well as directions to the guests whenever possible.  If we are unable to leave our 
work area, we point with an open hand in the proper direction or ask a fellow associate 
to escort the guest. 

 We are trained in technology systems and equipment used in the performance of our 
job responsibilities. 

 In all of our facilities, we provide guests with information about the location of 
restrooms, seats, elevators, ATMs or the location of any other pertinent products and 
services within or outside our facility.  We are knowledgeable regarding the use of 
facilities resource materials to provide information to guests. 

10.  Demonstrating Telephone (and Radio) Courtesy 

 Whether in lodging, stadium, airport or other facility, we offer gracious and friendly 
service over the telephone. 

 Telephone calls are answered within three rings.  Guests are placed on hold no longer 
than 30 seconds without an associate updating them regarding the status of a call. 

 We offer a pleasant greeting, the establishment name, our name and offer assistance. 

 We properly close the conversation. 

 We project a positive, professional and hospitable service when answering telephone 
calls.  We use proper etiquette and vocabulary at all times over the telephone.  We are 
polite and natural, not casual. 
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