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Focus on the FUN!
Creating Memorable and
Unigue Experiences for Games
and Merchandise Teams

Michael Schwitek - General Manager

Alabama Adventure - Birmingham, AL Tony Sanders - Retail Supervisor

Michael Baumann - General Manager SeaWorld Orlando - Orlando, FL

The Funplex - Myrtle Beach, SC
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We selected five attendees and asked
them to choose either the number 1 or
the number

Please stand and tell us your choice.
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LET’S HAVE FUN - 1
1.EVERYONE PLEASE STAND

2. HOW IT WORKS: YOUMWHO
Leader: You who? EN ERG IZER

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)
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LET’S HAVE FUN - 2

HEADSIUR

ENERGIZER



How do | build a FUN, ENGAGEMENT:
FOCUSED program for my team?
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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.

e QOperation
— 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.
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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.
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Saturday, February 8, 2020
Sunday, February 16, 2020
Saturday, February 29, 2020
Saturday, March 14, 2020
Saturday, March 28, 2020
Mon April 6 - Thur April 9
Friday, April 10, 2020
Sunday, April 12, 2020
Sunday, May 3, 2020
Saturday, May 30, 2020
Mon June 8 - Thur June 11
Sunday, June 14, 2020
Friday, June 26, 2020
Saturday, July 18, 2020
Friday, July 24, 2020
Sunday, August 23, 2020
September TBD
Monday, September 7, 2020
Sunday, September 13, 2020
Saturday, October 3, 2020
October TBD

Saturday, November 21, 2020
Saturday, December 19, 2020

30 31

EVENT / GIVEAWAY NAME
Free Donut Day
MEM Giveaway
Minute To Win It Team Comp Event
Games NINTENDO SWITCH NIGHT

Free Nacho Day

Poker Tournement (One Round Each Day)
Final Table

Pool / Billards Tournement

Games You Can't Normally Play Night |
Employee Meal

Mini Golf Team Tournement

Arcade Exclusive

Reward Giveaway, on a non-payday|

Ice Cream Giveaway

Reward Giveaway, on a nonpayday!
EQS Party / Auction Night

Lead Only Event

Tony's Annual Cookout

Team Event TBD

Team Event TBD

Supervisor Only Event

Employee Meal

Select A Gift Giveaway

FEBRUARY

1 2 3 4
2 3 4 5 6 7 m 8 9 10011
9 10 11 12 13 14 15 15 16 17 18
17 18 19 20 21 22 2 23 24 25
23 24 25 26 27 28 E 29 30 31

AUGUST SEPTEMBER
1 1 2
2 3 4 5 6 7 8 6 8 9
9 10 11 12 13 14 15 14 15 16
16 17 18 19 20 21 2 20 21 22 23
24 25 26 27 28 B 27 28 29 30

EVENT / GIVEAWAY NAME
Free Donut Day

ME&M Giveaway

Minute To Win It Team Comp Event
Games NINTENDO SWITCH NIGHT
Free Nacho Day

Poker Tournement (One Round Each Day)

Final Table

Pool / Billards Tournement

Games You Can't Normally Play Night!

Employee Meal

-
Mini Golf Team Tournement
Arcade Exdusive

Reward Giveaway, on a non-payday!

Ice Cream Giveaway

Reward Giveaway, on a non-payday!

EOS Party / Auction Night

Lead Only Event

Tony's Annual Cookout

TeamEvent TBD

9:00am

8:30pm
8:30pm

8pm
9pm
TB8D
T8D
T8D
T8D

to

to

to

to

GAMES ANDATTRACTIONS - EVENTS AND GIVEAWAYS

APRIL

S 6.7

12 13 S 6

19 20 21 IlZ 13

MAY JUNE

1 2 3 4 1 2 1 2 3 4
7 8 9 1011 E 4 5 6 7 8 9 748 10 11
14 15 16 17 18 10 11 12 13 14 15 16 I 14015 16 17 18

26 27 19 20 21 22 23 24 25 17 18 19 20 21 22 23 21 22 23 24
26 27 28 29 30 24 25 26 27 28 29 28 29 30
31
OCTOBER NOVEMBER DECEMBER

17 18 19 1 12
24 5 26 18 19
25 26

LOCATION

Games Office

2:00pm

Games Office

Its over Bay View Room

Its over  Haunted Castle
Games Office

Haunted Castle

Haunted Castle

Its over
its over
Game Deck
Varies
8D
Buc Bay
12:30am Casino
Games Office
Games Office
Games Office
Casino / Aloha
T80
T8D

12am

1 Im 1 2 3 4 5 6 7 1 2 3
9 10

6 7 8 8 9 10 11 12 13 14 6 7 8 9 10
13 14 15 16 17 15 16 17 18 19 zom 13 14 15 16 17

20 21 2 23 24 22 23 24 5 26 27 28 20 21 2 23 24
27 28 29 30 31 29 30 27 28 29 30 31
= Giveaway = fvent

Free Donuts available for all Games Employess - Located in the Games Office

Employees will have a chance to win a jar of M&M's by guessing how many are in the jar
Teams will compete in a Minute © Win It style competition - Winners awarded cool prizes
Employees compete on NINTENDO SWITCH GAMES - Winners awarded prizes

Free Nachos available for all Games Employees - Located in the Games Office

5 6
12 13
19 20

4 5
1 12
18

25 26

Each Round - 10 Players compete 1o win at NO LIMIT TEXAS HOLDEM - 1stand 2nd move to final table

Final Table - 8 - 10 players will compete to be crowned POKER CHAMPION
TBD (Park Closes at 8pm) - Located at Game Deck Pool Tables

Come play the park’'s Gam es of Skill - Special Prizes / Beverages and Snacks

Sandwiches, sides, and more. Its free food for all Games employees

Teams will compete in a Mini Golf Toumement. Winners will recelve cool prizes

Games Employees and one (1) friend - Exclusive arcade night event. Food and Drinks Included
Employees who work this day will be entered into a drawing. Winners drawn throughout the day
Free Ice Cream for Gam es Em ployees - Located in the Games Office

Employees who work this day will be entered into a drawing. Winners drawn throughout the day
Come and celebrate the End of Summer and win awesome prizes!

TBO

Join Tony as he puts his culinary skills to the test - Free Food for games employees. Location TBD

TBD (Park Closes at 7pm)




Start at the Interview Level

Group Interview Sessions = Engagement
2 Hours in length

« 20 potential Team Members per session

« Atleast 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.
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Have fun during training

Training = Engagement 15 MIN

« Use several activities like ice GROUP
breakers or energizers

* Play games throughout the class

 Form groups whenever possible -
Group challenges build team bonding
* Reward participation
— Candy
— Free Tickets
— Gift Cards
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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.
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Communicate it

_SEA Port

2lAAPAHQ | #IAAPAExpo

The GAMES SPINS Program is designed to reward Games and Attractions employees who:
LI Gl < Demonstrate the Santa Cruz Beach Boardwalk - 4 Simple Things.

w 1“2 )}« Demonstrate the GAMES GREAT Standards
% = Demonstrate that Safety is a top priority

*Helps to keep the park, employee areas, and assig

| HOW THE PROGRAM WORKS

| =] Team Memers collect individual letters to spell out the word "SPINS”

Team Members may be recognized by a Manager, Supervisor, Lead, Inventory Team
Member, Arcade Technician, or fellow Team Members

HOW THE SPINS CARDS ARE REWARDED

5 | Rewarded by Supervisors
P | Rewarded by Games
1
N

Rewarded by Arcade Technician
Rewarded by Games Inventery / Leads / Other Team Mambers
5| safety Specific Rewsrd — Team Member demonstrated that safety is a top prior
'OTHER CARDS
SPIN_| "Instant Spin” - Rewarded by Assistant Managers and Managers / Other Depart
WILD_| "Wild Cards” - Rewarded by Assistant Managers and Managers

REWARDS - WHAT A TEAM MEMBER CAN BE REWARDED?

Once Team Members collect enough letters to spell the word SPINS, they will be abl
prize wheel
|| Team Mambers can turn in indiviéual letters for an instant reward. Prizes will vary p
For each "WILD" card received, Team Members will receive 100 Incentive Points
©  Incentive Points are redeemable in the REDEMPTION STORE in the Casino Arcad
«  Points are redeemable at any time, although certain parameters for redemption|
Team Members may elect to build up their incentive points and redeem them fo
END OF THE SUMMER REWARDS.
For each SPINS Card awarded, Team Members will be allatted S in Games Auction
For each week that  Team Member has perfect attendance, they will receive S5 in G|
For each week that 8 Team Member has no OVER/SHORTS, they will receive $10in G|
Team Members will have 2 chance 1o bid on prize items a1 the GAMES DEPARTMENT|
> [+ Arunning totel of Games Auction Cash will be posted outside the KEY ROOM givi
they stand

| DETAILS

+ SPINS cards do not expire anytime during 2018

+ Team Members wil be allowed to award up to 3 SPINS cards for 2018 to thei
Cards may not be a rewarded to the same Team Member
Each Team Member will be allotted 1 per June, July, and August
To award a card, a Team Member must do so through a Supervisor o
The prize list will change pericdically, please check the SPINS Information Bo
The SPINS program may be altered at any time. Please review the SPINS Inf
If a Team Member is terminated, they will not be eligible to redeem their SPIN T
If & Team Member resigns, they must redeem any SPINS cards before their last day of work
Lost or stolen SPINS cards will not be replaced




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.
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Communicate It

CA NVA . CO M Canwsa  Home Desgn-  Templates  Features Ghier Plans Q
- Easy to use / templates What willyou design?
available. 5 @

« Learn how to design and
make things creative.

 Assign someone to create.
There is always someone
who wants to be creative.
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Acknowledge and Reward It

Reward and recognize your team members for
engagement.

CONGRATULATIONS

TOMASZ

OSKROBA
12 GUEST COMMENT CARDS

KEEP UP THE
EXCELLENT WORK
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Employee Engagement

& &
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Santa Cruz
Beach
Boardwalk
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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.
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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
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Pre-Shift Fun
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Pre-Shift Fun

Pre-Shift Meetings should:

 Be fun (#1 on the list)

« Beless of an information session

* Involve Activities

 Resultin energy for the team

- Be aplace to recognize an employee

Please Do Not
- Focus on negatives (numbers / performance)
- Focus on their task
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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

Santa Cruz
Beach

Boardwalk
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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 ener%l_zer 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.
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EVENTS, COMPETITIONS, PARTIES,
& FUN ACTIVITIES

TAKI A GUESS. YOU couo WIN.

7 - M& M'sO
Trsgcumnlcﬂm!? GlVEAWAY -

SAT 2/29

8:30PM |

FREE DONUTS o
- This is a group competition event.
- Teams compete at MINUTE TO WIN IT style ?
games.
- The 3 teams with the highest scores at the \
end, will win awesome prizes. snT 3/1“
LOCATED IN THE

= Top Prize value is over $100 per person.
GAMES OFFICE

« Teams will have a minimum of 4 / max of 6.

« There is a limited number of team slots.

- Sign-up sheets are in the Games Office.

- Beverages and snacks will be provided.

- Employees must be off work to participate. % n/
- Event starts at 8:30pm in the Sun Room.

« Teams will meet at Entrance B at 8:15pm.

FREE FOOD FREE DRINKS
. GREAT PRIZES
GAMES DEPARTMENT

GCAMES DEPARTMENT EMPLOYEE EVENT o ¢ EMPLOYEE EVENT
APRIL 6 - APRIL 9 GAMES DEPARTMENT EMPLOYEE EVENT
v [ I

/
4

cames 2020
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Get Your Organization Involved

Plan for Events:

e 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.

e 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.

e  Make successful events Annual.
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Engagement — Events, Parties, & More

« Communicate it up front / commit to them
* Bi-Weekly Events

W @IAAPAHQ | #IAAPAEXxpo



Engagement — Fun Activities

Quick & Fun W @
* During Work @ “.@

« Something visible

* Food is always a FREE DONUTS
positive. SAT | FEB 8
* |ce Cream :)j LOCATED IN THE C
GAMES OFFICE
Donuts i
McDonalds Breakfast | | T
Special T-shirts L : EMPLOYEE EVENT

Giveaways (M&Ms)
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Engagement — Parties and Events

After Work
 Ride Event
« Game / Arcade Event
* Group Competitions
* Poker Tournament

« Sporting Events
Free Food Days

W @IAAPAHQ | #IAAPAEXxpo

@:
TO WINIT
SAT 2/29

8:30 PM
DETAILS:
is is a gmup competition event.
mpete at MINUTE TO WIN IT style
with the highes

end, will win awesome prizes.
rize value is over $100 per person.
imum of 4 / max

nt starts af pn m.
« Teams will meet at Entran ceBa 815pm

CAMES DEPARTMENT EMPLOYEE EVENT
HAUNTED CASTLE
® 3 TRAINING ROOMS 1-3

zzzzzzzzz

APRIL 6 - APRIL 9



Engagement — Parties and Events
Other Events

* Float into Summer

* Pie Day

e Sundae Bars

 Water Balloon the Boss
e Kickoff Events to certain
Seasons or Events
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Reward & Recognition

wiew: PrisC NG

L3
e
ARG MY DAY~ TG TN
T WA WORK LN THO0SNG A

Bravanwen. Besk

TXCeedS —
pectarons |

ufﬁ\LHQé‘f‘)\J\(,L\.)“T}‘Y\

ACRIEVING RESWTS

CONSERVRION

BE READY. LOOK. ACT. Tepmuont
O Proper grooming and wardrobe guidelines. \“““\m\““
O Arrives to work on time and is ready to act. “\““mg\\\?

Reports potential safety hazards. %
D Respectful to all Guests / Is Kid-Siderate Timeus
Practices the 10/5 Guide. QERIICE
O Provides accurate park information.
Never focuses on the CAN'T. Focuses on the CAN.
O Trash: Always picks it up - Never passes it up.
Acts in a safe manner at all times.
D OVERALL ACHIEVEMENT OF THE 3 POINTS.
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CONERSTONE COMMITMENT PROGRAM

CONERSTONE REWARDS
Weekly Commitment Points -
C r e at e P r O g r a m S *  Each seasonal employee receives 100 incentive points each operating week that they work

® Incentive points accumulate and can be redeemed for 2 variety of items [see a sample table below)
+  Additional incentive points can be earned thraugh the CORNERSTONE APPLAUSE CARD
.

Team Members will not receive points for the week if they have any disciplinary situations, including but not
limited to gr i

8/ and tardiness issues.
ITEM # of Faints
One Free Soda (VIP Café only) 100
17
CLUSTER cASH;::LE | ONTIME | UP-SOLD | SAFE One Free Visor / Hat 150
- il . ENDLY | ACCURATE | MEMO P One Free Movie Pass / Local Attraction Passes 200
< SpINS Program is designed 10 reward Games and Attractions e loyees anstrate the WERUN WAY. T3 \ismicers mey be rECoF Restaurant Gift Certificate 250
The GAMES * _ 4 Simple Things e 2 beiow]
Wy etrate the Saria Cruz Beash Boarduiali 4 Simple Thing: e O o T 0
o GAMES GREAT Standards ASH REW B oo
(V) {0} »pemonstrate the G op prorty 1TY C <2016 Fasmoner i BT B eaironn 00 ST
atof i ve e
R o o e e and s UPDATED 6/ P T e
* Helps to keep " (S, Team o dliar wil b 4
FRVICE BASICS:
te the CITY 9
WORKS. g
Hﬂ:”:r::m?sm dida [eers o spell out the word "SPINS'

demonstr! |
loyees Who ership

will et SOOCE rober o the fead: riaty of rever
e recognize! ¢ @ variet P

ve)
e supervisor ¢ above)

below)
the table

<, tnventory Team Mer i
s oa recoghzed by 2 Managsr, SUpRrUsr, (o= inventory’

o Mo

o nician, or felk

embars
‘Mamber, Accade Technician, or felow Tesm Men!

MANAGEMENT RESPONSIBILITIES

« RewardsmaY

il b jid on' ;
o Al prizes i ave a chen the suction: sickst for each
o Tesm werbers Wil e ONE DOLLAR T use:_we and additional eIt )

50 rec
embers will 2

- in the prize
vickets in

il place theil
‘Mewmbers vl

D) s TR

——]
o hluat ot 510 or mers (=13 106

Dept Management will utilize the Time Sheets {Dally or Weekly) to track Team Members.

Dept Management will mark on the time sheet if the Tearn Member has a vialation

Management will be able to utilize the new VERBAL WARNING CARDS to discipline Team Members that are in

another department and should receive a verbal warning from a member of the management team,

+  Dept Management will be responsible fer updating your time sheets with new hires/location moves.
HR TACKS THE DATA

oz s anitar it e NGB e

.
i s xduded) car s il T

N dollar
, tion. For veY
2 warded through Sne e .

ed, they will iece!
Team
w05 party, Team METPRE L
) 'ﬁhf,  arded. Asin yers A
olar rew

drawing bucke®

warded by Gan s/ Other Te: oers
Lsatis  Other Team Wem

by Ge

afety SpEch"RsMgrdvTeav Memiper damonstrated that safe!

i (o1

i s e e 58
o soudaa o A g nd Marszels

orded by Assstant Managers 200 M

HR wili mark the informaticn from the time sheet onta the tracking spreadsheet.
*  HARwill track the points through the

VORI o cormin s excuded)

o el v

and track any red of points
*  HR will add any new hires to the spreadsheet.
ployee Café o) e sy S CORNERSTONE APPLAUSE CARDS
the Wesk < ont g g 3 S, S0 ST Cluster Cosh ol =
cary e o1 0 L mployee (o107 , e 9 Team Mermbers may be swarded additional points I they are awarded a CORNERSTONE APPLAUSE card.
of e Jith Fries! i ing KPIToTEES 3¢ TS SV e NoyEsery SHOP
\ Cup Burger Wit inres o the FlowinE sac o5 on s the 637 o * CORNERSTONE APPLAUSE cards are awarded 10 Team if they are one of
ember COUICUR o Chigese BUrESt e casomar Senee TR e o, SR
T i T ® employe o;feﬁl“;ne et L a baymany Soeppr ePt T i the 4 Cornerstones - Friendly, Fun, Memarable, and Safe.
orze w Totars o an s rewar Jy or Friens A, ey rceve 3 st G865 "
rnare can turn in individuzt i cantive PoiNTs Family e ity 3 SR *  Each card is worth 100 points.
e s recesmane In 0 REOENFTON STORE e BB B0 e e more (G 25 st S ST ) *  Cards are only awarded by a member of the leadership team. {GM, BIR, MGR, SUP, or FT STAFF)
« incentive Points ugh Certain parame! o ) st Gas atars W st 9 EAHETEL S e another amploes, ey MU 1950 .
© omssreredsemane staniSTE SUOE L s ragean e 7215 o - cardVaoed S0 von - i e »  Cards can instantly be redeemed for a FREE SODA 2t the VIP Cal,
Joars may ele i Care . e ampioyee anee per SUTTEC BT EUE L, Clter Cash i s
mn’or;i:r;-w::u:’;nwmm T be allotad 55 n Gomes Aucsion Cash 520252560  feature an ftem of the mon ’j‘n’“.;","im T clasar Cah, oy Wil SR S *  Cards can be saved and Team Members may redeem up to four {4) at one time through HR.
ded, Team Members WL B8 % 2 il recaive 5 n Garnes AU yams, HR ma) o
' e 1 sion s e SN . I
o oo it Tomten e S L S 0 cEsPONSIBILITES i e nae ORI N ey S e T e APPLAUSE CARD FLOW
e e eare to b on rze et 0 BAME B e ENT s BASICS ftam. On e o et o ]
T o bsmes Auston Cash i b posted e ¢ KEOSHTE MANfi'\fewzrﬂ\“g' \eadershie 'Eéy:::s‘\ﬂ’ed the CITY SER\QS O wite thlc it P12 e s e oS 8 ST *  Mgmt presents the card to the Team Member
e Aruncingtos o e ward, vttt s e S0
they stand \f":;r which the Tear M?‘mb:»:he ustion, dase of the T I——LE i *  Team Member presents card at the VIP Calé
’ e details o B VIP Cashi h Tal fi
i write out T o oactions sy iaves the e . ashier rings the card up (special free coke button) the cashier should have the same amount of cards as
- 018 N Wl details & ats ugsele gosls, When 3 deper E———
+ SPINS cards dorel sxn‘;;:;:,‘ﬁiﬁ:?i?ifm % GPIN cards for 2018 to their felow T e specific in the Memper Etranee: ™ e of i e g R they do FREE COKE transacticns, Cashier then hole punches the card.
e e e 3
o Team Moo e a rearded to e same TeamMerber, g dollas theough e T F00 s o S *  Cash Contral accounts for the number of cards for that day. Cash Control sends the cards ta HR for the
2 ot Team Mamber vl beslolted 1 D0 0, Supervser or Marogerll -y TRACKNS -y sodsrack all COF 2 P anermber ERUO0E SR atthe Emploree additional points.
> Toaward a card.a Team Membel SPING Infermation Board ISty g il ceceive: s through the ers to be rede loyee s s ety dsposog 753 X . .
e pize ot wilchange perodicaly. ?’E“;T;TCPK\;;; v o SPINS nfcrmaton it st LR g dstaibute D oo ol ot e £mpl sargap e *»  HRwill mark the infarmation into the tracking spreadsheet
: o ey be allered ai any o redeem their SPINS cards B o Café rewerds: <o directly T g oot
L orpat i vaminaled, they o e caros betore i1t 37 o o Fordll BP0 i NOT be SHIE s and auction dal2 e
‘ embec resigns, they must redee fo - Team ot of tickets B
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o Arthe€05

CORNERSTONE STAR

e ppiingfun. When s ™

e
" peravardd 1 Cluster G0

- ey may be

o s P .

If a Team Member receives 3 CORENERSTONE APPLALSE card for each categary, they will be recognized and
celebrated. Photo on the wall, certificate, special CORNERSTOME STAR t-shirt, nametag decal, etc...

CORNERSTONE CASH
.

For every 100 points received r;luf\ns the season, Team Members will receive 5100.00 in Cornerstone Cash.
Cornerstone Cash may be used 1o bid on prizes at the end of the season at an auction.
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Cornerstone Cash will be tracked by the Human Resources Department and handed out at the auction
Cornerstone Cash has na cash value and can enly be used at the End of the Season Auction,




Reward & Recognition Programs

Use your company

o , o=
culture, mission, — ACEF E— ACU =

]
goals, etc. in the Ne=

etocmuon] DATE:
program. o

\TS
DCHIEVING BESY SIGNED: CoNSERVATION
G““SE““K‘\““ FUR: I{fL\“\‘T ‘}Hulc\ and well-

A CHIEVING RESULTS
Jtake

TEAMNORY T EAMWORK
1 com bute f: h d
\“““\l p‘\\““ \ toget
\3
“““E“S“ I !‘;‘"’?UAT!HGNEMFHEW processes and tools and look for new and improved ways to
NIMBLE )
SERVICE . OWMERSHP ettt ot s

IMBLE

I effectively assess, respond and adapt to challenging situations

SERVICE
1 prod

SEAWORLD PARKS & ENTERTAINMENT.

e i
A Bh QO Adventurs WaterCountry
1N sovotd. B BT EE el
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Reward & Recognition Programs

Make them easy to
understand

Make them easy to
administer

CITY CASH REWARDS
UPDATED 6/5/2016

DETAILS

This program will reward employees who demonstrate the CITY SERVICE BASICS. Team

Members may be recognized by a member of the leadership team (Supervisor and above).

*® Rewards may be accumulated and redeemed for a variety of rewards (see the table below)

*  All prizes will be rewarded through the Team Member Entrance Post

*  Team Members will have a chance to bid on items at an EOS Party Auction. For every dollar
earned, they will receive ONE DOLLAR to use at the auction.

* At the EOS Party, Team Members will also receive and additional drawing ticket for each

dollar rewarded. As in years past, Team Members will place their tickets in the prize

drawing buckets.

REWARD ITEMS
$1 = One Free Soda (Employee Café only)

$2 = One Free Candy ltem of the Week

53 = One Free Order of French Fries (Employee Café Only)

$4 = One Free Team Member Cool Cup

85 = One Free Meal @ Employee Café (Burger or Cheese Burger with Fries)
56 = One Free Ticket for Family or Friends

S8 = One Free Team Member Hat, Visor, or Beanie

$10 = Gift Card Valued at $10 or more (Card locations will vary)

$20 =825 Gift Card (Card locations will vary)

In addition to the above items, HR may feature an item of the month. Prices will vary

MANAGEMENT RESPONSIBILITIES

*  When rewarding, leadership members will fill in the name/department, mark the category
for which the Team Member demonstrated the CITY SERVICE BASICS item. On the back they
will write out the details of the situation, date of the reward, and write their initials. Please

be specific in the details section.

HR TRACKING
®  HRwill receive, record, and track all CCR dollars through the Team Member Entrance.

*  HR will distribute all rewards through the Team Member Entrance only.

*  For all Employee Café rewards, HR will distribute vouchers to be redeemed at the Employee
Café — Team Members will NOT be able to directly redeem CCR dollars at the Employee
Café.

At the EOS Party, HR will distribute the rewarded a nt of tickets and auction dollars.

2lAAPAHQ | #IAAPAExpo




Reward & Recognition Programs

GAMES
DEPARTMEN

Have the program encompass
several ways to be rewarded
* [nstant

* Weekly / Monthly

* End of Season (Summer) :

W @IAAPAHQ | #IAAPAEXxpo




Example:

.. WHAT YOU DID TO EARN THIS CARD:

Check One Below ) ormee reacon:
6 DEMONSTRATED THAT YOU ARE GAMES GREAT
213 DEMONSTRATED THE 4 SIMPLE THINGS

) s s Ao CONGRATULATIONS!

R
DATE AWARDED:

\_
( AWARDED BY:

—

¥ @IAAPAHQ | #IAAPAExpo




The GAMES SPINS Program is designed to reward Games and Attractions employees who:
* Demonstrate the Santa Cruz Beach Boardwalk - 4 Simple Things

* Demonstrate the GAMES GREAT Standards

* Demonstrate that Safety is a top prierity

* Helps to keep the park, employee areas, and assigned locations clean at all times

Example:

| HOW THE PROGRAM WORKS
L= Team Members collect individual letters to spell out the word "SPINS”
. Team Members may be recognized by a Manager, Supervisor, Lead, Inventory Team Member, Games Maintenance Team

REWARDS - WHAT A TEAM MEMBER CAN BE REWARDED? _

DIRECT REWARDS i
Once Team Members collect enough letters to spell the word SPINS, they will be able to spin the GAMES DEPARTMENT SPINS | §
i prize wheel fety i a tap priority
> | Team Members can turn in individual letters for an instant reward. Prizes will vary per letter, per week — see weekly list 1/ Other Department Managers

For each “WILD” card received, Team Members will receive 100 Incentive Points

¢ Incentive Points are redeemable in the REDEMPTION STORE in the Casino Arcade

e Points are redeemable at any time, although certain parameters for redemption will apply

¢ Team Members may elect to build up their incentive points and redeem them for a larger prizes

i, they will be able to spin the GAMES DEPARTMENT SPINS

Prizes will vary per latter, per week — see weekly list

ntive Points
END OF THE SUMMER REWARDS thjnffzz‘; :;;Ziem” ooy
> | For each SPINS Card awarded, Team Members will be allotted S5 in Games Auction Cash. redeem them for 2 larger prizes
> | For each week that a Team Member has perfect attendance, they will receive $5 in Games Auction Cash. Games Auction Cash.

ill receive 85 in Games Auction Cash

| receive $10 in Games Auction Cash.

ES DEPARTMENT AUCTION

e KEY ROOM giving employees a chance to see where

> | For each week that a Team Member has no OVER/SHORTS, they will receive $10 in Games Auction Cash.

Team Members will have a chance to bid on prize items at the GAMES DEPARTMENT AUCTION

> | o  Arunning total of Games Auction Cash will be posted outside the KEY ROOM giving employees a chance to see where
they stand

for 2018 to their fellow Team Members
o Cards may not be a rewarded to the same Team Member
o Each Team Member will be allotted 1 per June, July, and August

o Toaward a card._a Teamn Member must do so lhrough o SUHEI’VISD[ or Manaﬁer
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End of the
Summer
Auction
Event
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Tools to Highlight Recognition

Tools for recognition:

» Use outside platforms for
recognition

 Achievers allows all members Recognize™ -
Employee recognition

Achievers Platform Why us Company Customers Resources us @

of your organization to | platform from
recognize each other for their Achievers
contributions. Better culture through employee

recognition and reward

Drive engagement and brand advocacy by building a culture of
recognition across your organization.

W @IAAPAHQ | #IAAPAEXxpo




Tools to Highlight Recognition

Tools for recognition: .I.Rlp /,:
ADVISOR M

— Recognition boards in your BOH
REVIEW OF THE WEEK

areas. Allows managers the
opportunity to post feedback
received from guests about
specific employees.

Wy, A

TOTAL /
GUEST
‘ COMMENT
CARDS
REGEIVED y - =+
50 FAR.. HE GAMES DEDP. S 43% 1

—_— -
T

L EE—
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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.
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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.
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Recognition

The
Record
Holders

PARK, PLACE Iimnn

W @IAAPAHQ | #IAAPAEXxpo

single Day Record .

THERE ARE EXCLUSIVES
FOR MEMBERS,
ITLL MAKE A GREAT
BIRTHDAY GIFT,

X KNOW EVERYTHING
ABOUT THE PASS,
'I'O SELl. THE MOST

\l’

«._ -
N One Month Record

I ASK EVERYONE
WITH A SMILE,
UL PITCH IT IN

A FRIENDLY WAY,

KNOW WHEN THERE'S
AN OPPORTUNITY,

TO MAKE THE SALE

A A RY DAY!

Single Year Record.

I'VE SAVED COUNTLESS
GUESTS SOME MONEY,
IVE SOLD THEM ON THE
DEA TO COME BACK HERE,
IVE GIVEN ALL
THE EFFORT | CAN,
I‘VE SOLD mE MOST




Recognition
_ ACTION
Be Unique FIGURE
« Unigque recognition
programs SET

» Create displays /
communications for
your programs
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No.06 Date:7/28/19 . Ages 14 +

i \e A

w/ Splat Watch
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Recognition

Made by and
for the poople
of Tickets
and Parking

T5&P Daily Billy =

Choose your attiluds
Be there

GREAT GUEST SERVICE NEWS

Volume No.02

Date: 1_1L22/19

WHEN ARE WE GONNA GO CLIFF ]uwgggggﬂ“{m

The Homie
Slime

Who's the pest?! Ivan’s the
best! If you know, you know.
\van “the homie slime” is in fact
the boardwalks pest. He has @
certificate to prove it. Hunnid
bands, gettin’ rich, that's that
big dawg stuff. Also, Laurick
wanted to make it known that
the Lakers beat the Warriors.

W @IAAPAHQ

put a little slime in your Day
= 0

More on page- 7

| #IAAPAExpo

Max hits the 200 club

I
M?: ked so good
club at:oh::x reached the 200
it’s a bit | 2 weeks ago. | know
finished ate, but | finally
your h, r: - Thank you for all
SV workisnd for pushing

those seas
0N passes
the great work Max]' Keep up

Date: 7/01/19 LE cﬁﬁ?ﬂi{%ﬁ% m::;;i%:f
GGO My FGgol
200 never SEE Waffles

Be There! Fri
! Frien
don’t Lie fs




Recognition - Don’t Leave Anyone Out

It’s important to remember that your g
management team are employees as well and interact,ons

UNIVERSAL STUDIOS HOLLYWOOD"

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’

J
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Incentive Programs

| GUIDEBOOK SALES K1 L R

Guest Engagement Challenge
October 2021 | INCENTIVE PROGRAM
#1 #2 #3 ADMISSIONS DEPARTMENT PROGRAM
DATES OF PROGRAM: 07/24/2016 to 08/04/2016

-shi directi WHI
GMez:;as :Jewst':f:g\w Sv:‘ai:r‘: 3‘;:\::;5 Ga‘:ues'; 2 w!:mto TE G Lov E l N CE NT, v :
E PROGRAM ﬁo; = =T REWARDED

the shirt for? \ocation did they
ou sell, you will receive an incentive reward of $.25.

are they from? E NTERT Al
ask for? NMENTS DE
PARTMEN
TP

PISCOVERY cENTER

ROG
RAM 2"°WAY TO GET REWARDED

h, the 3 Team Members whe have highest sales, will receive a reward.

GET REWARDED

the 5 Team Members who have highest sales, will receive 2 reward.

PROGRAM DETAILs;

Rando
m .
e inspections will ba ¢
2nliness and orga & Compiete,
I
h

#6

Told aguesta | Helped 2 guest With | Met  Guest from | he o
show start time - | 2 package Pickup - | another state {not o e carea Inspections v -
o n, " / Lego gri
What show was it? W“e'he‘ "‘3:;:::‘ g | GA) - What state? o the o 2 0T debris fhr : a™ WAY TO GEY REWARDED
€ al < . o M "
shipp! reain d pa der at soft ooy 6 nd behing str AM GOAL of 1300 Guidebooks are sold, the entire team getsa reward.
VE test, IhP’En‘l:g: abies properly
2 in o tainments
: September 4, the gy 1the morning before ﬂp)ei'i:p’ i
he ! » 1€ prog| wil re N that 5l
Employees must b:‘_ 5 emplo gram wil » : t ons Mana
> D& In goo September 4. Results vill be posted.
| the 3 employees \with the most sales, will receive @ reward package of

the pre
€ pravious shift (if the jns,

will receive 3 reward of $.25
sloyee sales from Sundsy,

d, On

unday, September 4" the program will end and all s ed.
be rewarded

Thand you will be entered
ember 107, the § employees Whe have sold the m

Compiete all Thaflenges this mof e
Ambassadors may not have any attendance of performance issues during the mont
| of 1300 Guidebooks set for the period of the program. If the team hits

Jooks, every person whe sells a minimum of 50 Guidebooks will

ond a2 special dinner party.

Employees must be in good standing and active \with the company t receive prizes.
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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

W @IAAPAHQ | #IAAPAEXxpo




Incentive Programs

Revenue Sales Programs
e 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)
e Group (Multiple Locations)

e Purchase with Purchase Sales
* Impulse / Cash Wrap ltems

W @IAAPAHQ | #IAAPAEXxpo

GUIDEBOOK SALES A(G.; 5
INCENTIVE PROGRAM PICOVERY CENTER

ADMISSIONS DEPARTMENT PROGRAM
DATES OF PROGRAM: 07/24/2016 to 08/04/2016

1°" WAY TO GET REWARDED

For each GUIDEBOOK you sell, you will receive an incentive reward of $.25.

2"° WAY TO GET REWARDED

On August 14th, the 3 Team Members who have highest sales, will receive a reward.

3"° WAY TO GET REWARDED
On September 4th, the 5 Team Members who have highest sales, will receive a reward.

4™ WAY TO GET REWARDED

If the TEAM GOAL of 1300 Guidebooks are sold, the entire team gets a reward.

PROGRAM DETAILS:

For each Guidebook an employee sales, they will receive a reward of $.25

®  Each week, the Admissions Manager or Lead will track employee sales from Sunday, July 24%
through Sunday, September 4™, Results will be posted.

*  On Sundsy, August 14", the 3 employees with the most sales, will receive a reward package of
SCHLITTERBAHN TICKETS.

* At closing on Sunday, September 4, the program will end and all sales will be reviewed. On
saturday, September 107, the 5 employees who have sold the most Guidebooks will be rewarded
with prizes.

® There is a total team goal of 1300 Guidebooks set for the period of the program. If the team hits
the total goal of 1300 Guidebooks, every person whao sells a minimum of 50 Guideboaoks will
invited to attend a special dinner party.

= Employees must be in good standing and active with the company to receive prizes.




Incentive Programs

Encouraged Guest Engagement
Programs

Encourage engagement directly
Keep them simple

Have Fun

Build some competition if possible

W @IAAPAHQ | #IAAPAEXxpo

Guest Engagement Challenge BOB SMITH
AMBASSADOR
October 2021
#1 #2 #3 #4
Met a guest from | Sold a T-Shirt or | Gave directions to |Helped a guest find
Georgia - What city|Sweater - Who was| Guest - What an item in the
are they from? the shirt for? location did they | store - What was
ask for? it?
#5 #6 #7 #8
Told a guesta | Helped a guest with | Met a Guest from | Gave a discount -
show start time - | a Package Pick-up - | another state (not | What discount
What show was it? | Where was it being | GA) - What state? | level was given?
shipped to?
Complete all Challenges this month and you will be entered for a drawing.

Ambassadors may not have any attendance or performance issues during the month.




Modeling 4 Simple Things
I Be There (is attentive and focused on Guests):
r e Arrives at their scheduled work location on time and in proper uniform guidelines
e Responds to Guest and fellow co-workers when approached or communicated to
o Pleasant greeting or parting comment:

OI =  Good (Morning/Afternoon/Evening) / Welcome to... (the Boardwalk /my ride/my stand)
*  Thanks for visiting / Have a good night / Thanks for riding / etc...
L] e Keeps their assigned work location clean B Actively participates in pre-shift and work-related activities
- e Smiles while in view of Guests - Ensures safety policies are being followed at all times

Choose Your Attitude (has a friendly disposition):
e Constantly displays a helpful attitude with both Guests and co-workers
» Displays a positive attitude at all times
Have Fun {enjoys their work):
¢ Interactsin a fun way with Guest and fellow employees: ted activities
c Gives a high five/fist bumps/etc... with Guest at their location (when possible)
< Engapes coworkers in a way that makes them laugh, dance, or enjoy their day more
e Demonstrates enthusiastic greeting®
e Has enthusiastic interactions after the initial greeting*
« Demonstrates an enthusiastic parting comment*
Make Their Day (goes the extra step for the Guest):
e Demonstrates a "Pro-Active Stance” and thinks several steps ahead of the Guests’ needs”
s Offers suggestions or helpful tips*
e Takes an opportunity to serve guests and coworkers further®
e Makes an interaction authentic and personal by asking questions to engage Guests in brief conversation* B rovad derig
e Makes an interaction memorable by going above and beyond their duties* et et it

*See depaltment-specific examples provided during
training and posted In your department
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| =
WHITE GLOVE INCENTIVE PROGRAM @MD
ENTERTAINMENTS DEPARTMENT PROGRAM

Incentive Programs

PROGRAM DETAILS:

Random inspections will be completed by the Operations Manager. Inspections will look at the “DETAILS” of the

Unique Programs
¢ Dept / Area Cleanllness Programs cleanliness and organization of the specific area being inspected.

1 Dusty spots / Lego Bricks in corners, under tables, and behind structures / Duplo in non-Duplo tables or pits
+ Speed of S °
p e e O e er Ce / trash or debris in the shoe holder at soft play / Build tables properly organized deconstructed
= If the area inspected passes the WHITE GLOVE test, the Entertainments employees working during that shift or on
the previous shift (if the inspections are done in the marning before opening) will receive 1 point.

* Most Organized Cash Counter e
° Best Invento ry Re5u|ts : E??gvéispﬁgiﬁmgu??gssggf:i?;;ﬂzﬁ?mthmmpanm e

« Best Organized Stock Room

* Full Not Fluffed Fixtures
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Incentive Programs

Reward the achievements
Rewards do not have to equal money
Can you use your Prize Center for rewards?

W @IAAPAHQ | #IAAPAEXxpo

GAMES REWARDS

HOW TO GET REWARDED IN GAMES

IF YOU SUPER or 1 INSTANT TOTAL

RECEIVE SPLASH EURCHASE SPIN VALUE
ONE... CARD CARD  REWARDED

1000 =
Comment Card $25 $10 $20 $55

100% Mystery 500 =
Shop $25 $5 $20 $50

Excellent 500 =
Boadwalks Best $10 $5 $20 $35

TOTAL VALUE YOU COULD RECEIVE

$140. OO

PURCHASE POINTS  SPINS PROGRAIM




Incentive Programs

« Communicate the achievements
« Display for everyone to see

CONGRATULATIONS

TOMASZ

OSKROBA
12 GUEST COMMENT CARDS

KEEP UP THE
EXCELLENT WORK
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Performance Feedback

!
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A Games Transaction Evaluation Form

Performance Feedback [&w ... wommes

Team Member Name

Evaluatar Name (AS) Evaluation

Observed Performance Programs / Audits mens | ety [ ]
« Use specific ways to measure performance | e

* Do daily audits on team members. e e e et

GUEST SERVICE Did the team member actively engage the guest/s in

* Have a set number that need to be e ot ot - R

Was the team member wsing the
microphone at the game, if applicable?

completed by leads and management e

transaction?

Yes. No

TECHNICAL/

* Go over the audit with them immediately el [F———

Is the team members game neat, stocked, and the
display full?

COMMENTS (Required for any question answered “no”)

GAME

Team Member Signature Date

Evaluator Signature (AS) Date
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Audit Examples

RIDE

TEAM MEMBER

Clean Gates Grooming | Position | Restraints | Screening Service Speed Spiels  |Visual Scan TOTAL

Initials

Centi-Speed

Crank N Roll

Drop Zone

Galleon

Jump Around

Little Bumpers

Little Harbor

Rampage (Loader 1)

Rampage (Loader 2)

Rampage (Op.)

RockinTug
Roval Express
Scrambler
Splash Express
Tea Cups
Tilt A Whirl
YoYo
Breaker 1
Breaker 2
Breaker 3
TOTALS
3 = EXCEEDS, 2 = MEETS, 1 = FAILS
Clean The ride, ride vehicles, queues, and surrounding areas are clean.
Gates E/E Gates are checked before each cycle, and being opened for Guests after.
Grooming Team Member is in complete grooming guidelines (Nametag, shoes, shorts, shirt, nails, hair, etc). 3W's
Position Team Member is in position at all times, staying in safety square during operation.
Restraints Every Restraint, Every Time. Physical checks are being completed in the proper direction.
Screening Height checks are being performed consistently, and guests are seated in appropriate seat, with no loose articles.
Service Team Member is delivering flawless Guest Service consistently.
Speed Team Member is working with a sense of urgency, and within appropriate cycle times.
Spiels Spiels are being given to all guests, every time.
Visual Scan Team Member keeps their eyes on the ride at all times, and visually scans the area before operating.
DATE: DAY: Check to ensure DOR's are filled out and signed during each audit.
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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
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Guest Engagement
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Create a Guide —

GREETING / CONVERSATIONS
Basic % |Good Morming (Afternoon / Evening) / Welcome to the Boardwalk / Would you like to give it a try / Are you ready to play
Interactive Action | 4 |High Five / Fist Bump / Hand Shake
1055 RULE 5 |When a Guest is within 10f of your game = Wave and smile / If a Guest is within SR of your game = Greeting
- [? o ¢ [B ge Guest during their play
En g ag em ent G u I d e Celebration 1LAIvaysedehr*a-in-AmMMVEAMMR‘MwemMW&wﬁsﬂﬁ.hlls.hmraan_
WOW MOMENT - APPROVED BY A SUPERVISOR OR MANAGER ONLY
e Put i | ti thi UM T T T T
ce = |Allow a o ce - Guest is aw: in free rings to toss 3
u One In every Oca Ion’ IS EussTqu 0Vlriteﬂ::mlma.shelo'fpawlllw'nmtalﬁdlgssa‘n:hrmunludﬂluw‘lriml?hssfwiu‘
creates consistency ity Rl o o i o g b gy Dy G Wi AT oY
Greeter Rings ' [Supply the Guest Service Greeter (standing next to the game) with a Bucket of Rings to hand out - if a guest rings one they win
H SPECIALS / UPSALES DATEAVAIABLE
It sets some parameters, while B wbsie TS A0V | i v - WO
. Colossal Bucket Sale NoW §25  |Sell the Guest a Yellow Bucket for $25 - "COLOSSAL BUCKET SALE"
allowing the employee to go it [F] o | W Jiabeten: b by e
ThankT] Y i
above and beyond N e e o
Interactive Action % |High Five / Fist Bump / Big Wave

PRICE #0F RINGS CONTANER

|

< A LWAYS HAVE FUN
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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.
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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
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Guest Engagement

Create a video and

post it online.

* This helps to shed a
positive light on Game
Operations

'y P !
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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. Use your
microphone to

« Dance off
« Singing competition get others to
« Tell the best joke watch.
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Guest Engagement

EMPOWER YOUR TEAM TO MAKE MEMORIES

WOW MOMENT - APPROVED BY A SUPERVISOR OR MANAGER ONLY
If a Guest has a Birthday Button, you may offer them ONE (1) FREE SMALL BUCKET OF RINGS (Blue Bucket)
Roll The Dice =7 [Allow a guest to roll dice - Guest is awarded the number rolled in free rings to toss for free.
Guess The A Number | %< |Write the number 2 on a sheet of paper / Have a Guest (a kid ) guess a number hetween 1 and 3 / award 2 rings to toss for free.
One More Ring i |After a guest throws their last ring, grab their bucket & drop another ring into the bucket - Say “Looks like you still have one left"
<

Group/Family Last Toss 1 | After a guest throws their last ring, grab enough rings for the group - Say “Everyone gets one more throw. Alltogether on 3.” Count to 3.
Greeter Rings <> [Supply the Guest Service Greeter (standing next to the game) with a Bucket of Rings to hand out - if a guest rings one they win
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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
iImpact on revenue
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Attractions Team Example

Go-Karts and Sky coaster:

YEAR # | REVENUE + 2011 - Before a change in engagement
YEAR1 | $25,000 * No _emphqsus on Employee or Guest engagement
* No Iincentive programs
YEAR 2 | 550;000 « 2012 - NO incentives / Only a change in engagement
YEAR3 | $100,000 « Focused on Team Building / Training / Speed of Service /
YEAR4 | $150,000+ Increased Capacity

2013 - Introduced Incentive Programs
* Year End bonus
* Group Dinner Celebration / Their Choice
2014 — Introduced an additional Incentive Program
« Dalily Incentive (Based on Per Cap)
* Yearly Bonus
* Dinner of Choice
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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

W @IAAPAHQ | #IAAPAEXxpo




Games - Results
Comment Cards - Total Number

NEUTRAL

\______,/ —
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Games Results
Comment Cards - Total Number of POSITIVE

NEUTRAL

R
w IAAPA.
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Games Results - Mystery Shopper

96% 100%




THANKS FOR YOUR TIME

N P




FOR MORE INFORMATION

HOAs & Condos - Connect Neighbors, Residents and Property Managers

LinkedIn Group o
* Network with others | MAKING IDEAS HAPPEN

* Show examples [, —
—

49 members

Invite connections

Games and Retail Leaders Connection -

Manage group Attractions Industry See all

Edit group
About this group
ir group up for su This group wa
Lead vithin t \ttractions Ind
se of the group
Next ) thering p

0 Is this group associated with a location? x

Your group will " inr earch results o relevant
people can find it See all
Groups

C Add location

Admin

IAAPA member shar
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QUESTIONS
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