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Asking Questions
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Operational Strategies for Now and the Next Normal
Additional Resources 

Discuss Get HelpGTS Statement



Webinar Wednesdays 
11 AM PST/2 PM EST

• Galaxy Best Practices in a Time of Crisis (3/18)
• Managing Pass Updates, Renewals and Bulk Orders 

(3/25)
• Operational Strategies for Now and the Next Normal 

(4/1)
• The New Guest Experience (4/8)
• Reopening Strategies and Transitioning to a Capacity 

Managed Attraction (4/15)
• What the Heck Should I Be Doing Right Now!?!? (4/22)



Webinar Agenda

•60 minutes in length
•Community forum style
•45 minutes of conversation from panelists
•Approximately 15 minutes of questions and 
answers / discussion



WHAT’S NEW?



















Panelists

Jarrid Vaughn 
jarrid.vaughn@cincinnatizoo.org
Senior Manager of Visitor Experience & FUN

mailto:jarrid.vaughn@cincinnatizoo.org


Panelists

Donna Powell
donna.powell@nwtrek.org
Business & Administrative Service Manager

mailto:donna.powell@nwtrek.org


Panelists

Kelly Bules
kbules@gatewayticketing.com
Business Solutions Manager

mailto:kbules@gatewayticketing.com


Presenters

Matthew Hoenstine
mhoenstine@Gatewayticketing.com
Destinations Principal

mailto:mhoenstine@Gatewayticketing.com


Moderator

Randy Josselyn
rjosselyn@Gatewayticketing.com
Wildlife and Conservation Principal 

mailto:rjosselyn@Gatewayticketing.com


CINCINNATI ZOO 



METRO PARKS TACOMA



THE “NEW NORMAL” REQUIRES 
A NEW MINDSET 

• Focus on customers

• Unleash advertising and marketing power

• Employ game-changing strategies

• Be a Leader

• Invest in people

“It is often said that we must learn from past mistakes so we don’t repeat them. 
Less said, but equally valid, is that we need to learn from past successes”. 

* Source Ivy Business Journal
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Lessons Learned from a Crisis

• Welcome to the new(er) normal
• Uncertainty is exhausting
• Positive motion is perpetual
• Handling stress and negativity

• Put on your oxygen mask first
• Staff follows their leader. Where are you headed?
• Making tough decisions

• Use this time wisely
• Plan for a number of scenarios, none of which will go exactly as planned

• Pivot!
• Assume your role will change

• Allow yourself to grieve but keep moving forward.



COMMUNITY DISCUSSION



TOP 5 TAKEAWAYS



Top 5 Takeaways

1. Think differently / collaborate creatively
2. Focus on past successes
3. Just Ask! Ask for help – creatively  
4. Plan for positivity / prepare purposefully
5. Take care of yourself and your team 



Think Differently



Think Differently

@ncwhm

https://twitter.com/ncwhm


Think Differently

@ncwhm

https://twitter.com/ncwhm


Focus on your past Success

• Know and rely on your role as a leader in your industry 
• There is good information out there from past challenges and 

successes
• Embrace / create technologies to help us with change 
• The realities of the present are the once in lifetime opportunity for 

your organization to change



Content Slide

“Your customers are constantly keeping a 
tally in their head about your consistency and 
performance. They file away your actions for 
retrieval when then time comes . How your 
business chooses to act now will leave an 
impression tomorrow and may be the 
difference when you reopen.”  Randy Josselyn



Ask for Help



Plan for Positivity / Prepare Purposefully

• We will reopen
• Make a rehire plan today 
• It will be bumpy, but it will become 

normal
• Positive motion – move your body, 

move your brain!
• Think about your destination
• Be ready for your #1 fans!



Content Slide
“Upon reopening, the first guests 
who visit you are undeniably your 
most loyal. These are the guests 
that have been eagerly awaiting 
your reopening and they have 
committed, while in isolation, that 
your business was the first they 
wished to patronize when given the 
opportunity to leave their home. Let 
that sink in for a minute. Think of 
the alternative options that they 
had. These guests are special. How 
are you showing them that you 
recognize that?” – Attraction Pros

http://attractionpros.com/navigating-the-guest-experience-in-a-post-coronavirus-world/


Take Care of Yourself and Your Team

• Reach out personally to your teams if you can 
• “You are not working from home,  you are working differently during 

a crisis at your house.”
• Leaders are allowed to be stressed – put on your own oxygen mask
• Be flexible and be ready to pivot
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If you're not already on our email list and would like to 
receive information about our future Webinar 

Wednesdays, please email:
marketing@gatewayticketing.com

And you're going to receive a follow up email with a survey after this webinar. Please take two minutes to answer the 
four questions. It will help us out immensely in planning the topics for our upcoming webinars.

mailto:marketing@gatewayticketing.com
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