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STAND OUT through
Engagement for Team
Members and Guests

Tony Sanders - Retail Supervisor
SeaWorld Orlando - Orlando, FL
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Let’s Engage
Everyone Stand Up

THE NAME WAVE



Disclaimer

« Some of these ideas may work for you.

« Some of these ideas may not work for you.
« Some of you may think I’m crazy.

« Whatever you do...

Engage and Have Fun
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What you should take away
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Plan It
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Communicate it

Example:

Engagement Guide

« Put in every location, this
creates consistency

It sets some parameters,
while allowing the
employee to go above
and beyond
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GREETING / CONVERSATIONS
Basic % |Good Morning (Aft | Evening) / Welcome to the Boardwalk / Would you like to give it a try / Are you ready to play
Interactive Action % |High Five / Fist Bump / Hand Shake
1055 RULE 5 |When a Guest is within 10ft of your game = Wave and smile / If a Guest is within 5& of your game = Greeting
Encouragement 9 |Encourage Guest during their play
Celebration % |Always celebrate a win - Announce "WE HAVE A WINNER" then use resources available: whistles, bells, buzzers, etc...

Birthday Button Offer

WOW MOMENT - APPROVED BY A SUPERVISOR OR MANAGER ONLY

L1 a Guest has a Birthday Button. you may offer them ONE (1) FREE SMALL BUCKET OF RINGS (Blue Bucket

Roll The Dice ' [Allow a guest to roll dice - Guest is awarded the number rolled in free rings to toss for free.
Guess The A Number | 2 | Write the number 2 on a sheet of paper / Have a Guest (a kid) guess a number between 1and 3/ award 2 rings to toss for free.
One More Ring ‘o' |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 | ' |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
SPECIALS / UPSALES DATEAVALABLE
Mega Bucket Sale 3 NoW $15 Sell the Guest a Green Bucket for $15 - "MEGA BUCKET SALE™
Colossal Bucket Sale NoW §25 Sell the Guest a Yellow Bucket for $25 - "COLOSSAL BUCKET SALE™
Boardwalk Bucket NOW $12 If a Guest buys a $12 bucket. they get to keep the bucket
GUEST DEPARTURE
Thank The Guest % [Atways thank the Guest for playing
Basic % |Have a great day / Great Job / Enjoy Your Visit
Interactive Action [ %) [High Five / Fist Bump / Big Wave
RULES PR OFR ONTANER
Ring one bottle to win 52 7 Rings Black
A [One win per person. per day
2 ontact a supervisor for all wins 10 60+ Rings Orange
= [No trade-ups $12 80+ Rings Multi

$15 200+ Rings Green
$25 500+ Rings |  Yellow




Communicate It GAMES REWARDS

HOW TO GET REWARDED IN GAMES

« Tell them about the rewards they e T
will receive Commentoard gyo gip” g0 55
* Show them the value woxmmery o S00=

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

TOTAL VALUE YOU COULD RECEIVE

$140.00

(PP @

PURCHASE POINTS  SPINS PROGRAIM
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Communicate It

« The Accomplishments

\

CONGRATULATIONS

TOMASZ

\‘
LS My = @

OSKROBA b/ L2

12 GUEST COMMENT CARDS m— N y
KEEP UP THE £
EXCFLIENTWORK N R &

COMMENT
CARDS
RECEIVED

| THE GAMES DEPARTMENT HAS 43% |
OF ALL COMMENT CARDS RECEIVED
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Demonstrate It

« WHO
* You
e Your Supervisors
* Your Leads
* Your Trainers
* Your Boss
« Other Managers
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Empower It

HOW?
« Tell them they are empowered
* Ask them for their ideas
 Reward them for ideas you use
« Don't react negative to a mistake —
think positive
e Ask them how they would
handle situations
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CONGRATULATIONS

Reward It TOMASZ

OSKROBA
12 GUEST COMMENT CARDS

Recognize & KEEP UP THE
_ EXCELLENT WORK

Reward
Celebrate the
Individuals
Throw parties
Give them
prizes they
want
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Never Stop

Keep Going

« Don’t stop crafting ways to
engage.

* Don’t stop improving.

Show your team |

. you are |
 No [natter how many times invested in |
you've shown them, keep them! |

doing it.
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What you should take away

1. Plan It
2. Communicate It
3. Demonstrate It
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Specific Examples

Everyone Stand Up



Specific Examples

GAMES
Race Games



|ldeas

Read The Rules — Hokey Pokey
Accept My Challenge and Play for Free
Prime the pumps

Get the crowd involved

If we get one more player — The prize size goes up
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Specific Examples

GAMES

Low COS Games
Ring Toss & Ladder Games



|ldeas

Roll the dice and the number you land on = the number
of free rings you get / the number of climbs
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|ldeas

Ask kids:

* Questions... “I've Got A Tough Question for you. What’s 6
+67"”| 12 is the number of rings you can throw for free.

. . /
 To demonstrate their favorite %_Lj‘?\

* To show their prize off when they win and congratulate
them as they leave
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|ldeas

Give the player more!

* As a player throws their last ring, add more rings and say:
— “Looks like you got more rings than you thought”
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|ldeas

Involve the whole family:

* As a player throws their last ring... You say:

— “Don’t leave yet because you have one more throw, and this one is a
FAMILY throw. Everyone will toss together on the count of 3”.
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|ldeas

Involve the whole family:

* When a ladder climb player
(child) does not win, challenge
their parent to try for free and
if they can achieve a certain
spot on the ladder, they will
win smaller prize.

* This is a great way to get the
parents involved and create
memorable family moments.
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Specific Examples

GAMES
General Ideas



ldeas
 Rock Paper Scissors

 Make the game easier for
small kids — Soccer Games /
Basketball Games

 “Canl Try It?” - Yes

A
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|ldeas

ARCADES - In your arcade, have your team members

roaming and interacting with Guest
— Challenge them to interactive games and award them for winning
« Extra tickets / points
« Small prizes
« Midway game coupons
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Guest Engagement

Tell the Guest how to play / How to win
« This creates a memorable moment
* |n Games, you want winners carrying the prizes around the park
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Specific Ideas

UNIQUE INTERACTIONS
Experience Based




|ldeas
Birthday

Games Birthday / Guest of the Day Button Offers - 2020 | w/purchase only

Cel eb ra'“ 0 n Ring Toss Offer the Guest ONE (1) Free Small Bucket of Rings No
Disc Drop Offer the Guest TWO (2) Extra Pucks Yes

Give the Guest a Milk Bottles Offer the Guest TWO (2) Extra Balls Yes
Jungle Climb Offer the Guest ONE (1) Free Climb No

free thI’OW, e_)(_tra Bazooka Offer the Guest ONE (1) Free Games No
ba_”S’ or addltlonal Clam Bake Offer the Guest ONE (1) Extra Clam Yes
: Get A Grip Offer the Guest ONE (1) Free Game - 90 secs Yes

ChanceS_ If they are Catch A Kraken Offer the Guest ONE (1) Extra Ring Yes
Celebratlng their Long Shot Offer the Guest ONE (1) Extra Shot Yes

birthday
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|ldeas

« Allow 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

W @IAAPAHQ | #IAAPAEXxpo




|ldeas

« Character Interactions at a location

— Work with Entertainment to have characters interacting in

your store or games area — Pull a less profitable game and
locate a meet and greet there

 Roaming Games Cart Character

HERSREVPARK S
— Afun character with games & prizes on a cart, roaming HERSHEYPARK'SM
the park. They would interact with people in lines,
midways, plaza areas, etc.

— Free games to play

— Prizes for winning the games:
Game coupons

Small Plush or Clearance items with coupons attached
Front line access cards
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|ldeas

* Turn your retail store or game area
into a social media hot spot

Do you have extra room in your store or in your games
area?

Work with marketing to build a fun photo spot to post to
social media

Have them display the merchandise or game prizes in
the photo
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|ldeas

* Roaming Character
Merchandise or Food Vending
Program

— Hire outgoing staff and have them do vending
in the park

— Have the staff dress and act like a character
— Mobile Carts / Electronic Carts

— Work with your Entertainment Department to
help with the character development

/////’1' =
(B
v
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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

l:' Add location )

Admin
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QUESTIONS

Al
V‘N le® W @IAAPAHQ | #IAAPAExpo
EXPO



