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Discuss Get HelpGTS Statement
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To Participate in the Discussion



Important: Linking the Dial In



Important: Linking the Dial In



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 Journey (4/8)
• Reopening Strategies and Transitioning to a Capacity 

Managed Attraction (4/15)
• What the Heck do I do Now?!?! (4/22)
• TBD (4/28)



WEBINAR AGENDA



Webinar Agenda

•60 minutes in length
•Moderated forum style
•Ongoing Q&A with options for attendees to 
participate and contribute throughout



Panelists

Grant Rozich
grant.rozich@palaceentertainment.com
Senior Architect, Sales & Ticketing Systems

mailto:grant.rozich@palaceentertainment.com


Panelists

Brian Vauter
bvauter@naturalbridgecaverns.com
Cavern Geologist 

mailto:bvauter@naturalbridgecaverns.com


Panelists

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

mailto:jarrid.vaughn@cincinnatizoo.org


Moderator

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


Industry Update
“One of the things that we’re discussing 
already is that in order to return to some 
semblance of normal, people will have 
to feel comfortable that they’re safe.”

“…we know when it ends that we will 
have things for the public to enjoy and 
to escape to, maybe in ways they will 
appreciate more than they ever have.”

Barron’s 4/7/2020

https://www.barrons.com/articles/bob-iger-on-disney-after-coronoavirus-51586252700?fbclid=IwAR2LOmnOJcVR1WYtAQJV7tVaIczQSYkczKg195rDlfuPr6fWCBFUMjeGKmA


Industry Update

CNN – 4/6/20

https://www.cnn.com/2020/04/06/asia/china-coronavirus-tourist-warning-intl-hnk/index.html


Industry Update
• Temperature checking
• Limiting attendance to 30% of capacity

NY Post 3/24/2020

https://nypost.com/2020/03/24/life-in-china-slowly-returning-to-normal-as-zoo-parts-of-great-wall-reopen/


Industry Update

Before entry, visitors are required to present their 
IDs and health QR codes and undergo temperature 
checks. They have to make a reservation in advance 
and wear a mask. Some theme parks regulate that 
mobile payment should be used instead of cash, as 
part of their non-contact service to reduce potential 
risk.

The Jakarta Post 4/6/20

https://www.thejakartapost.com/travel/2020/04/06/chinas-theme-parks-ride-again.html


Industry Update
• Preparation

• Anti-pandemic drills
• Contactless service training

• Park Entry
• 100% online purchase process
• Temperature checking
• Limiting attendance to 50% of capacity

• In-Park Experience
• Virtual queues
• Disinfecting kiosks between use
• Maximizing use of outdoor space, 

preventing use of indoor space

Culture China 3/16/2020

https://news.cgtn.com/news/2020-03-16/Shanghai-Happy-Valley-reopens-implements-contactless-services-OUBpXGHqKc/index.html


“One of the things that we’re discussing already is that in order to 
return to some semblance of normal, people will have to feel 
comfortable that they’re safe.” – Bob Iger, Barron’s

https://www.barrons.com/articles/bob-iger-on-disney-after-coronoavirus-51586252700?fbclid=IwAR2LOmnOJcVR1WYtAQJV7tVaIczQSYkczKg195rDlfuPr6fWCBFUMjeGKmA


http://sh.happyvalley.cn/about/news_details.aspx?id=698&web=1&cur=#menu

• Restricting attendance
• Temporarily shut down their 

on-site ticket booths
• Require government IDs to 

match purchasers on tickets
• Health code required
• Body temperature check
• Temporary quarantine
• Masks

http://sh.happyvalley.cn/about/news_details.aspx?id=698&web=1&cur=#menu


Dynamic Health Code

Alipay and WeChat on behalf of the Chinese government:
Different coloured QR codes are determined by the user’s 
health status and travel history and can be scanned by 
authorities as the public begin to return to their normal 
daily routines.

Blooloop 4/7/20 

https://blooloop.com/news/china-health-qr-codes-coronavirus/


ANALYZE YOUR GUEST JOURNEY
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• Communicating changes in your 
business

• Updating graphics
• Shifting to Advanced Sales
• Selling Retail/Food and Beverage Online

Online



• How do you handle money/credit 
cards?

• What do you do with the parking 
ticket?

• What do you do with parking passes?
• Including parking fee on each ticket
• Phased opening revenue centers 
• Leverage the upside of any changes 

even if temporary (e.g. promotional 
messaging of free parking)

Parking
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• How do you handle money/credit cards?
• Do I need to make changes to my ticket 

booths / windows
• Cashless spending model?
• How do you leverage your online store for 

onsite transactions?
• Remove the signature prompts
• Remove prompts on the EMV
• Stored Value on Wristbands
• Lockers prepaid/charging lockers/bag 

checks

Front Gate / Admissions





“It’s more important than ever for 
merchants and their customers to be 
mindful of their collective health and 
safety," said Rob Cameron, CEO of 
Barclaycard Payments.
"We are proud to be taking a leadership 
position in the UK by commencing the 
deployment of a higher contactless 
threshold. By supporting the ability of 
customers to spend up to £45 via 
contactless, we are playing a part in 
helping UK consumers to pay safely and 
securely in these challenging times”.

Techradar Pro 3/24/20

https://www.techradar.com/news/uk-contactless-spending-limit-raised-to-pound45




Kiosk cleaning
• 1. Place anti-bacterial wipes at the kiosks for 

users to perform a cleaning before/after their 
use.

• 2. Having hand sanitizer to use before and 
after kiosk use will also help to mitigate the 
transfer of microbes from person to person via 
the kiosk glass touchscreen.

• 3. Consider having a staff person come in 
periodically during the day/peak times to 
perform some of the activities listed below to 
instill additional confidence in users.

Additional Tips from Olea Kiosks

https://www.olea.com/news/self-service-kiosks-how-they-help-reduce-the-risk-of-virus-transmission/


Food and Beverage 



Food and Beverage 
In response to the coronavirus pandemic, 
Sheetz on Monday announced changes 
to in-store operations:
Self-serve coffee: Self-serve coffee is 
suspended. To purchase coffee, use the 
touch-screen order points or ask an 
employee who will serve coffee to 
customers.
Self-service beverages: Self-service 
beverages are suspended including 
fountain beverages, brewed tea, frozen 
drinks and F’Real milkshakes.
Bakery items: Self-serve bakery items 
such as doughnuts and muffins are 
temporarily discontinued.

The Morning Call – 3/24/2020

https://www.mcall.com/entertainment/food-drink/restaurants/mc-ent-sheetz-implements-changes-amid-coronavirus-pandemic-20200324-gruuacxfbvcblnt3eedzjthawi-story.html






• How do you increase your 
demonstration of focus on safety?

• Do self service items become 
employee served items (e.g. grab-
and-go chips)?

• Table Serve Restaurants 
•
•

Food and Beverage 



Retail



Retail



Retail



• Touching handling items
• Bulk candy,  fudge, etc.
• Do stores get reconfigured to 

provide for additional space to 
separate?

• How can you leverage unused 
outdoor space to deliver inviting 
retail opportunities?

Retail



• Cleaning materials 
• Ride Attendant protection
• Guest capacity

Rides / Attractions



Rides / Attractions



• Cleaning materials 
• Ride Attendant protection
• Guest capacity

Rides / Attractions



• Throughput / spacing
• Closing rows
• Theater effects (Fog, 3D Glasses, 

Water spray, etc.)

Theater



• Social distancing
• Supply ordering
• Queuing for restrooms
• Sink water run time and 

temperature 

Restrooms



• Biometric scanning for reentry
• Touching turnbars
• Remove turnbars
• Close proximity

Exits
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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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