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We selected five attendees and asked 

them to choose either the number 1 or 

the number 2.

Please stand and tell us your choice.



LET’S HAVE FUN - 1

1.EVERYONE PLEASE STAND

2. HOW IT WORKS:
Leader: You who? 
Group: You who who?
Leader: You who climbs a mountain
Group: Climbs, climbs, climbs – While saying the action, they will perform it 
(Everyone makes a climbing motion while saying it)

YOU WHO

ENERGIZER



LET’S HAVE FUN - 2

HEADS UP

HEADS DOWN

ENERGIZER



How do I build a FUN, ENGAGEMENT 

FOCUSED program for my team?



BUILD A FOUNDATION



Plan It - Think POP
• People

– Make sure you pick the right people to represent your brand. 

– They need to buy in to the vision you have for your Department.

• Operation
– Bored team members = poor guest service

– Show you care - work with your team members on their schedules and try to be as 
accommodating as you can. 

• Product
– Ensure your team members believe in the product you are selling.

– Have them create and submit ideas.

– Have them help with picking out certain items. 
• TIP: Leave plush or merchandise catalogs in your BOH areas and ask them to circle items they 

believe would sell in your location.



Plan It

• Plan out programs before employees are hired (whenever possible).

• Create a calendar / compare dates VS your operating calendar to 

ensure it aligns.

• Involve your leadership team in the planning process when possible.



Plan It





Start at the Interview Level
Group Interview Sessions = Engagement
• 2 Hours in length

• 20 potential Team Members per session

• At least 3 group games/activities

• Rated on specific criteria

• Hired on site if they qualify

Involve your leadership team in the hiring process
• Have leads and Supervisors sit in on interviews. They can ask questions 

and provide feedback. They also can give an accurate description of the job 
to your candidates. 



Have fun during training

• Use several activities like ice 

breakers or energizers

• Play games throughout the class

• Form groups whenever possible -

Group challenges build team bonding

• Reward participation

– Candy

– Free Tickets

– Gift Cards

Training = Engagement 15 MIN 

GROUP 

GAME



Have fun during training
• Avoid lecture only style classes
• Involve your team with training

• Have top performing team members or leads be your OJT trainers. This 
allows them to build relationships with new hires. 

• Assign new hires a mentor for their first 90 days. Give them feedback on 
their progress, strengths, and opportunities. 



Communicate it



Communicate It

• Communicate it to the employees from the moment they become an 

applicant, to the moment they leave the company… never stop 

communicating.

• Formulate and communicate to your leadership team. Ensure they 

understand the goal / the vision.

• Use all forms of communication.



Communicate It
CANVA.COM
• Easy to use / templates 

available.

• Learn how to design and 
make things creative.

• Assign someone to create. 
There is always someone 
who wants to be creative.



Acknowledge and Reward It
Reward and recognize your team members for 

engagement.



Employee Engagement



Employee Engagement
Set the Stage and Expectations up Front

• Personally set up a 1 on 1 with each new hire within 14 days.

• Have them complete a survey to find out their learning style and ask 

what their expectations are from their job and their boss. 

• Highlight some of your department goals and what your expectations 

are as their manager.

• Set up office hours for your team members. Needs to be blocked off and 

consistent. Allow them to set up their own appointments on the 

calendar.



Employee Engagement

City Council (Team Member Committee)

▪ Have your team members help shape programs

▪ Helps the team feel they have a say / you are listening

▪ Helps identify potential leaders



Pre-Shift Fun



Pre-Shift Fun
Pre-Shift Meetings should:

• Be fun (#1 on the list)

• Be less of an information session

• Involve Activities

• Result in energy for the team

• Be a place to recognize an employee

Please Do Not

- Focus on negatives (numbers / performance)

- Focus on their task



Team Meetings
Hold a Monthly / Quarterly Meeting
• Have fun / Combo into an event

• Update the team / celebrate the team

• Keep them brief and to the point

• Food & Beverages are key



Engagement with Department Leadership
Tools for Leaders: 
• Meet with your leads and supervisors 

periodically and have a business style 
update on the department's performance.

– Reinforce the expectations
– Always start with an energizer or ice 

breaker at the meetings, this reinforces 
their role as leaders.

• Have management lead the daily 
morning meeting and recognize one 
team member in front of the group.

• Send a morning email with daily park 
updates for your area and including 
any recognitions from the day before.



EVENTS, COMPETITIONS, PARTIES, 

& FUN ACTIVITIES



Get Your Organization Involved
Plan for Events: 
• Give your team a schedule of events for the season. This allows them to plan 

for the events and will hopefully drive participation.

• Invite senior leadership to your events. It gives them an opportunity to meet 
your team on a more informal environment. 

• Use potlucks to your advantage to help control expenses. 

• Don’t hesitate to get out of your comfort zone to make your team happy. 
Dressing in a funny costume or perform a skit. Your team will remember these 
moments.

• Make successful events Annual.



Engagement – Events, Parties, & More

• Communicate it up front / commit to them

• Bi-Weekly Events

• Have a variety of events



Engagement – Fun Activities

Quick & Fun
• During Work

• Something visible

• Food is always a 

positive.
• Ice Cream

• Donuts

• McDonalds Breakfast

• Special T-shirts

• Giveaways (M&Ms)



Engagement – Parties and Events

After Work
• Ride Event

• Game / Arcade Event

• Group Competitions

• Poker Tournament

• Sporting Events

• Free Food Days



Engagement – Parties and Events

Other Events
• Float into Summer 
• Pie Day
• Sundae Bars
• Water Balloon the Boss
• Kickoff Events to certain 

Seasons or Events



Reward & Recognition



Create Programs



Reward & Recognition Programs
Use your company 
culture, mission, 
goals, etc. in the 
program.



Reward & Recognition Programs
Make them easy to 
understand

Make them easy to 
administer



Reward & Recognition Programs
Have the program encompass 
several ways to be rewarded
• Instant
• Weekly / Monthly
• End of Season (Summer)



Example:



Example:



Example:

End of the 

Summer 

Auction 

Event



Tools to Highlight Recognition
Tools for recognition: 

• Use outside platforms for 

recognition

• Achievers allows all members 

of your organization to 

recognize each other for their 

contributions.



Tools to Highlight Recognition
Tools for recognition: 

– Recognition boards in your BOH 

areas. Allows managers the 

opportunity to post feedback 

received from guests about 

specific employees.



Use Your Social Media for Good

• Take advantage of the impressions you get on your social 

media accounts to highlight exceptional guest feedback.

– Post guest comments that you receive about guest interactions where 

the employee went above and beyond to create a memorable 

experience. 

• Create an employee focused account on social media.

– Highlight events park wide that celebrate employee success. 

– Post the employee of the month or top sellers.

– Celebrate and recognize online.



Tools to Highlight Recognition

Tools for recognition: 

• Recognition boards in your BOH 
areas. Allows managers the 
opportunity to post feedback 
received from guests about 
specific employees.

• Create an employee of the 
month and year program. Post 
their photos and bios in BOH 
areas.



Recognition

The

Record

Holders



Recognition

Be Unique
• Unique recognition 

programs

• Create displays / 

communications for 

your programs

ACTION

FIGURE

SET



Recognition



Recognition - Don’t Leave Anyone Out
It’s important to remember that your 

management team are employees as well and 

deserve recognition and praise.

• Create a Leader of the Quarter, Month, or Year 

Program

• Handwritten card on their Work Anniversary

• Post on LinkedIn

• Celebrate National Bosses Day

• Take them out for a dinner or lunch “Thank You”



Incentive Programs



Incentive Programs
• Reward often / Do not wait till the end of the season
• Incentive rewards - Does not have to equal money

• Barter Items – Local Attraction Tickets, Movie Passes, etc.
• In-house giveaways (SeaWorld offers a Free Animal Encounter)
• Awarded PTO

• Ask your employees what they want
• Measure more than revenue

• Engagement
• Guest Satisfaction Scores
• Online Reviews and Scores



Incentive Programs

• Daily, Weekly, or Monthly
– Create a goal or contest and recognize the team 

if they accomplish it. You can keep the games 

open after you close, work with operations to ride 

an attraction after the park closes or work with 
Food to serve an end of the shift meal.

• Individual Sales Goals

• Location (Multiple Employees)

• Group (Multiple Locations)

• Purchase with Purchase Sales

• Impulse / Cash Wrap Items

Revenue Sales Programs



Incentive Programs
Encouraged Guest Engagement 

Programs
• Encourage engagement directly

• Keep them simple

• Have Fun

• Build some competition if possible



Incentive Programs
Observed Performance Programs
• Clearly communicate the programs guidelines and expectations



Incentive Programs

Unique Programs

• Dept / Area Cleanliness Programs

• Speed of Service

• Most Organized Cash Counter

• Best Inventory Results

• Best Organized Stock Room

• Full Not Fluffed Fixtures



Incentive Programs
• Reward the achievements

• Rewards do not have to equal money

• Can you use your Prize Center for rewards?



Incentive Programs
• Communicate the achievements

• Display for everyone to see



Performance Feedback



Performance Feedback
Observed Performance Programs / Audits

• Use specific ways to measure performance

• Do daily audits on team members.
• Have a set number that need to be 

completed by leads and management
• Go over the audit with them immediately



Audit Examples



Audit Examples
AUDIT SCORES
• Individual Daily Scores (We use a 30 point total/MVP Points, EXP 

Points, ERA)

• Team Daily Scores (Discussed in Evening Meetings).

• Individual Cumulative Scores (Based upon the average, overall scores).

• Team Cumulative Scores (Posted Weekly in Team Area).

• Use Individual/Team Cumulative Scores to reward Good Behavior:

• Training on New Rides / Breaker Positions / Leadership Consideration / 
Choose Your Position / Team Member of the Week

• Team Parties/Incentives



Guest Engagement



Guest Engagement



Create a Guide

Engagement Guide
• Put one in every location, this 

creates consistency

• It sets some parameters, while 
allowing the employee to go 
above and beyond



Engagement Drives Revenue

Create A Guest Feedback Program

• Encourage your organization to collect data from guest surveys. 

• Build a company wide program that each department buys into.

• Use the surveys and feedback to have departments compete against 

each other.

• Celebrate the results at the end of the year and reward top departments 

in not only positive interactions but those who have corrected negative 

behaviors from prior years.



Guest Engagement

Tell the Guest how to play / 

How to win
• This creates a memorable moment

• In Games, you want winners 

carrying the prizes around the park



Guest Engagement

Create a video and 

post it online.
• This helps to shed a 

positive light on Game 

Operations





Guest Engagement
Memorable Moments, Free Plays, & More

• Rock Paper Scissors for a free play

• Before a race game, have the players do 

the hokey pokey

• Fun Interactive Challenges. If the Guest 

accepts and completes, they get an extra 

throw, shot, etc.
• Dance off

• Singing competition

• Tell the best joke

Use your 

microphone to 

get others to 

watch.



Guest Engagement

EMPOWER YOUR TEAM TO MAKE MEMORIES



Guest Engagement
THINK OUTSIDE THE “PLUSH” BOX
• Allow other employees outside the 

department to give away throws at a 

game like Ring Toss (scary concept)

• The park greeter interacted with 

Guest and gave away rings to play 

the game - This had no negative 

impact on revenue



Results



Attractions Team Example
Go-Karts and Sky coaster:
• 2011 - Before a change in engagement

• No emphasis on Employee or Guest engagement

• No incentive programs
• 2012 - NO incentives / Only a change in engagement

• Focused on Team Building / Training / Speed of Service / 
Increased Capacity

• 2013 - Introduced Incentive Programs

• Year End bonus

• Group Dinner Celebration / Their Choice
• 2014 – Introduced an additional Incentive Program

• Daily Incentive (Based on Per Cap)

• Yearly Bonus

• Dinner of Choice

YEAR #   |   REVENUE

YEAR 1   |   $25,000
YEAR 2   |   $50,000
YEAR 3   |   $100,000
YEAR 4   |   $150,000+



Games - 3 Year Turnaround
Using all the tools presented here, we saw a complete change 

in the department's overall performance. Including but not 

limited to:

• Guest Engagement

• Revenue

• Employee Moral

• Turnover

• Presentation

• Impact on the park



Games - Results
Comment Cards - Total Number

2017 2018 2019 YTD

OVERALL GAMES OVERALL GAMES OVERALL GAMES

POSITIVE 132 36% 19 5% 136 38% 54 15% 265 63% 162 38%

NEUTRAL 18 5% 1 0% 16 4% 0 0% 14 3% 5 1%

NEGATIVE 212 59% 22 6% 209 58% 21 6% 143 34% 10 2%

TOTAL 362 42 12% 361 75 21% 422 177 42%



Games Results
Comment Cards - Total Number of POSITIVE

2017 2018 2019 YTD

OVERALL GAMES OVERALL GAMES OVERALL GAMES

POSITIVE 132 36% 19 5% 136 38% 54 15% 265 63% 162 38%

NEUTRAL 18 5% 1 0% 16 4% 0 0% 14 3% 5 1%

NEGATIVE 212 59% 22 6% 209 58% 21 6% 143 34% 10 2%

TOTAL 362 42 12% 361 75 21% 422 177 42%



Games Results - Mystery Shopper

96%
2018

100%
2019



THANKS FOR YOUR TIME



FOR MORE INFORMATION
LinkedIn Group
• Network with others
• Show examples



QUESTIONS


