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Introduction to Delaware North 

Whether you’re new to Delaware North or you’re moving up to the next step in your career with us, 
welcome to the management team and congratulations! You’re now an integral part of a global leader in 
the hospitality management industry, and we’re counting on you to help us maintain our winning position 
as you embark on a new chapter in your work life. 

 

As a global hospitality and food-service company, we partner with businesses across a range of industries. 
We put our expertise to work for our clients 

 

We’re a major player in the world of sports and entertainment and a culinary leader in the world of 
premium restaurants and catering. We operate regional destination casinos, serve travelers at major 
airports, and cater to guests at magnificent national parks and luxury resorts. Regardless of where we are, 
we deliver fresh ideas, seamless operations and unmatched customer service.  

 

Our breadth, depth, and decades of experience give us insight into what fans crave, what travelers need, 
and what guests’ desire. It’s that insight that allows us to create new and better experiences for guests, 
each and every time. 

 

We have a unique idea of what it means to deliver top-rate service in hospitality, entertainment and food. 
To begin with, what we define as our “norm” goes far beyond industry standards. We set our bar higher. 
And our team works hard to exceed those expectations every day. 

 
We designed our Onboarding Program to lay the foundation for your career with us, orient you to our 
vision and understand your role in achieving the vision. Get ready to learn and grow with us. The days and 
weeks ahead will challenge you to be the best you can be, so let’s get started! 
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About this Program 

This Onboarding Program will provide you with a consistent and in-depth training experience centered on 
your job. It focuses on the behavioral expectations as well as the technical skills required to be effective 
in your role.  Other program components include human resources, financial awareness, and an 
introduction to GuestPath®. When you combine our training specifics with your leadership skills and 
experience, you’ll be on the career path to success. 

  Think of the next 90 days as your onboarding, and an opportunity to do it right, from the start.   
 

 

 
 
 
 
 
 

You will: 

1. Understand our standards and best practices. 

 
2. Understand and know how to demonstrate the foundational 
skills required to manage and operate in a unit. 
 
3. Understand and know your job responsibilities. 

 
4. Understand and demonstrate the depth of knowledge for proper 
event management to supervise all workgroups and hold associates 
accountable for upholding company standards, providing hospitality, 
and performing a job correctly. 
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Program Learning Objectives 
 
 

 

How the Program Works 
 

Throughout the program, you’ll be participating in a variety of learning activities designed to strengthen 
your our values, job knowledge and operations/technical capabilities.   Components of the onboarding 
program will be housed within Delaware North’s Learning Management System (LMS).  Our LMS is called 
LINK and you will access it from The Hub (our intranet) or by using the hyperlinks in your guide.  We 
believe adults learn best through a blended learning approach.  As such, multiple resources will be used, 
including: 

 

This program is flexible. Your schedule will be structured and sequenced based on the availability of 
mentors in your assigned location, the operational need for you to learn about certain topics, and the 
direction of the General Manager.  Your General Manager and/or your Mentor will customize and outline 
your scheduled unique activities based on your position. 

 
 

You will have frequent debrief meetings with either your Manager and/or General Manager. This is an 
opportunity to address any topic in a timely manner (e.g., questions, key learnings, challenges, etc.) and 
move through the onboarding most effectively. In addition, you should schedule an in-person meeting 
with your Manager and/or General Manager at the end of week two and week three. 

 Online, self-paced courses 
 
 Relevant resource materials (i.e., training manuals, handouts, job aids, etc.) 

 
 One-on-one instruction/coaching 

 
 Hands-on activities and Self-paced instruction. 
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Program Audience 

The onboarding program is a working, evolving 
process.  It may evolve as we pace throughout the 
process of the onboarding period (typically 90 days).  
The program is used for all managerial roles.  At the 
moment, we have enhanced programs for General 
Managers, HR Managers, Controllers, IT Managers and 
Chefs.     
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Expectations 
 

 
Your General Manager and/or Mentor will act as your guides through this process. However, please be 
mindful that they do not work as full-time trainers. It will be up to you to manage your time.   It will be 
up to you to manage your learning.  Your General Manager and/or Mentor will be available to give 
guidance, schedule certain activities for you, answer questions and provide you with feedback on your 
progress at regularly scheduled meetings. 

 
As you review the program content, you may discover that you have experience in a particular subject 
area. It is still necessary for you to complete the activity, as the content will be from a Delaware North 
perspective. It is a good idea to get information from your General Manager on the similarities and 
differences in performing each task from both an associate and managerial point of view. 

 
Throughout the program, you are expected to: 

 

 
We have enjoyed continued success because of the high 
standards we maintain for our products, services, and the 
associates we have invited to represent our brand. As a new 
member of our team, we will provide you with an environment 
conducive to learning and the tools necessary for growth.  We 
have found that the greatest success for a new member will come 
to those who take a self-directed approach to learning.  Take 
responsibility to take full advantage of all available resources. 

 Review and understand the requirements of all learning areas prior to performing each 
activity, 

 

 Maintain communication with your General Manager and/or Mentor about your 
schedule, your learning activities, assessment results, and items not completed. 

 

 Refer to the Onboarding Guide and your training schedule, 
 

 Ask questions and enjoy the process! 
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Tips for Completing the Program 
 
 
 
 
 
 

 
 

After completion of each learning area, you should have increased your knowledge and skills in 
many of the technical tasks required within your strategic business unit as well as guidance in 
managing your associates’ performance. You will experience successes as well as challenges that 
afford you the opportunity to reassess your skills and sharpen them for continued development. 

 

 

 Although this program is designed to be online and self-paced, you should try to work 
closely with the Unit Managers. They are there to help you become successful and to 
answer any questions you might have about the company, the expectations of you as 
a member of the management team, and to answer specific technical questions such 
as, “How might I………..?” or “Why do we……?” 

 Make sure you follow your schedule and Onboarding Guide provided to you by the 
General Manager. If changes must occur due to unforeseen circumstances, be sure to 
discuss with him/her and/or your Mentor. 

 Some activities will be scheduled for you based upon availability of a particular Unit 
Trainer. 

Your Role as a Program Participant 

 
While you may or may not be responsible for managing daily operations on your own, one of 
your primary roles during this intense period will be to focus on your program. Your timetable 
for completing this program will be very tight.  Plan your activities carefully, but be flexible 
enough to adjust your plans when unforeseen circumstances and opportunities arise. It is 
estimated that the program will take three weeks to complete. 
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Concentrate on completing as much of the program as possible before you become immersed in the day-
to-day activities of your position. This initial period is a very important and will provide you with the 
building blocks to enrich your career. 

 

Keep in mind that once the program period is over, 
your learning will not end. Learning is an on- going 
process at Delaware North. There are always 
opportunities to evolve and expand your scope of 
skills and knowledge. 

   

 

 Focus on learning while modeling the Delaware North Leadership Competencies and values, 
and Guest Path® Universal Service Standards—high standards are the heart of great customer 
service. 

 Learn all that you can about the company. 

 
 Balance your time between program  

assignments, follow up and documentation of 
activities, and spending time in your area 
getting to know associates and taking care of 
our guests.  Our guests come first. 

 
 

 

 Be brave.   Share new insights and ideas you have that could positively impact your business 
unit; creativity and ideas for improvement are welcomed.  Bold new ideas keep us on the cutting 
edge. 

 Ask questions constantly - you are not 
expected to be an expert. Enjoy your new 
learning experience! 

 Ask questions constantly - you are not 
expected to be the expert. 

 Enjoy your introduction! 
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Welcome Aboard 
 
 
 
 
Values 
 

At Delaware North, how you behave is just as important as what you accomplish.  The values that will 
enable us to fulfill our vision are new in the words we have used, but certainly not in sentiment. Like our 
approach to business, our values are active and dynamic, never passive or complacent. As you review the 
values, we encourage you to think about how you are already living them in your day-to-day and how you 
will exemplify them in the year ahead: 
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Competencies 
 
 

 

Competencies are realistic, observable behaviors that relate to your business objectives or job 
responsibilities, and they correlate to the strategic goals of the company. In other words, competencies 
are the skills you need to succeed in your job performance and support of our organization to achieve 
defined goals. 

 

Leadership Competencies 
 

Delaware North strives to be an employer of choice, a company that is sought out, a place where 
talented people look first, and where gifted people want to stay. One of our key strategic objectives is 
to focus on our talent.  At Delaware North we use the term leadership to describe all levels of 
management based on our expectations of that role. We have spent a great deal of time, energy, and 
financial resources aligning the organization with leadership competencies that will drive our continued 
growth and success. We use these competencies at all leadership levels within Delaware North. As we 
grow, leadership development will be an important ongoing area of focus for you. 

 

 
 

 

 

 

 

 

 
 
 
 
 
 
 

We remain committed to: 

 People as a critical asset 

 Alignment of organizational strategy and 
focus on growth with core leadership 
competencies 

 Leadership development as critically 
important in our ability to identify talent that 
helps to propel growth 
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Technical Competency Development 
 

A technical competency is a particular skill specifically aligned to a job. Performing your work at the 
highest level of knowledge, skill, and ability means that you will provide the highest level of support for 
achievement of our strategic initiatives and ongoing profitability.   We have identified technical 
competencies based on job titles. 
 

  
 

 

Introduction to Sportservice 
 

Six subsidiaries operating in various industries around the globe comprise the Delaware North family. 
This includes 50,000+ associates serving more than 500 million guests each year. Sportservice is the 
oldest member of the subsidiaries of the Delaware North family of companies. We manage food, 
beverage, and retail services at more than 50 sports and entertainment venues across North America, 
serving more than 32 million people and generating over $850 million in revenues. Clients include NHL 
hockey arenas, Major League Baseball parks, NFL stadiums, entertainment arenas, convention centers 
and more. 

 

As a forward-thinking company, we are always in search of the next innovative idea to enhance our 
guests’ experiences, bring efficiencies to our business, and improve profitability. Sportservice’s best-in-
class food & beverage and culinary teams create distinctive and diverse food and beverage programs that 
reflects the local region’s rich culinary landscape and offers premium products that rival the most 
exclusive restaurants and clubs. We were the first food and beverage concession company to create a 
strategy and develop an operations model that introduced local and popular brands to major sports 
facilities across the country. 
 
Click here for further insight! 

 

We selected you because of your leadership qualities, experience 
and potential.  We are holding you accountable to grow and evolve 

into your potential.  We hope you selected us for the same reasons. 

As part of the management team, you’ll be an important 
contributor to our success. Functioning as the eyes and ears, 
you’ll observe the needs and desires of sports fans and help us 
to formulate future plans that will keep us on the cutting edge 
and take our services well into the next generation. 

https://www.delawarenorth.com/industries/sports
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We know our services can, and will, have a major impact on the game-day experience so we strive to 
remain at the forefront of industry trends.  Many of our locations offer efficient and convenient concepts 
making it easier for fans to get their food quickly.  These concepts include:  
 

Market Place – Open floor plans that provides menu versatility including exhibition cooking 
capabilities alongside cold, ready-to-eat packaged goods, snacks and beverages placed throughout 
the market. 
 
Food Hall – A contemporary cafeteria-style space which features specialty menu options from local  
chefs or restaurants to infuse the local concept into the venue. 
 
Grab ‘N Go – This concept accommodates guests who would rather explore a variety of packaged 
items instead of ordering from a traditional concession stand. 
 
Long Bars – We have had great success with long bars as they create destination locations within the 
venue.  Guests can socialize before, during and after the event. 

 
 
 

 

 

 

 

 

 

 
 

 

 

 

 

 
 
 

You’ll be responsible for ensuring exceptional service at our 
locations by setting examples in leadership.  You will mentor 
and guide associates.  You will reinforce adherence to our high 
standards for service. 
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Introduction to GuestPath® 

GuestPath® is Delaware North’s proprietary customer service platform and continuous 
improvement process. It is the foundation for all we do and represents the way we work with our 
internal guests and how we treat our external guests. Associates at all levels undergo GuestPath® 
training. 

 

Providing great customer service at all of our locations gives us a strong competitive advantage. 
You’ll learn exactly how guiding associates to follow the GuestPath® process will help you to 
achieve your goals as a manager. We empower associates with the knowledge and skills training 
they need to perform their duties effectively as they deliver first-rate service, and we make sure 
to acknowledge achievements. Recognition is an important element in the process and it’s 
actually lots of fun for everyone. 

 

 
 

 
 

 

 

Remember to enjoy the learning process! 
 

 
At Delaware North, we’ve been "Creating special experiences 
one guest at a time®" for many years. What keeps us excited 
is the new ways we have of doing just that. You can be proud 
to be part of this great team! 

 

GuestPath® is our philosophy 
Our state of mind 

Our culture 


