
Copyright © 2020 Gateway Ticketing Systems, Inc.

Optimizing the Capacity Managed 
Guest Experience Inside your 

Attraction
Discuss Get HelpGTS Statement



Asking Questions



Copyright © 2020 Gateway Ticketing Systems, Inc.

Optimizing the Capacity 
Managed Guest Experience 
Inside your Attraction
Wednesday, April 22, 2020



WEBINAR AGENDA



Webinar Agenda

•75 Minutes in length
•Community discussion and presentation of best 
practices

•Question and answers from the community
•Press & Public Viewing



www.gatewayticketing.com/community

https://www.gatewayticketing.com/community


Webinar Wednesdays - 11 AM PDT/2 PM EDT

• 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)
• Optimizing the Capacity Managed Guest Experience Inside 

Your Attraction (4/22)
• Re-Creating Trust With Your Guests and Re-Training Your 

Staff  (4/28)
• Pricing the Guest Experience in a Post Covid World(5/6)



Moderator

Randy Josselyn
rjosselyn@gatewayticketing.com 
Wildlife and Conservation Principal 



Moderator

Matthew Hoenstine
mhoenstine@gatewayticketing.com 
Destinations Principal



Panelist

Ella Baskerville
ella.baskerville@blooloop.com
Business Development Manager



Panelist

Andrea Froehle
andrea@eventnetwork.com
Vice President of Marketing & 
Communications



Panelist

Larry Gilbert
Larry.Gilbert@eventnetwork.com
Chief Executive Officer



Panelist

Kevin Kopeny
kevin.kopeny@nbcuni.com
Director of Operations



Panelist

Mark Berlin
mberlin@midway.org
Director of Operations



Host

Bill D’Angelo
bdangelo@gatewayticketing.com
Product Communications Manager



INDUSTRY UPDATE



Industry Update - China

Top 3 Factors Deterring the Travel Intent
• Worries about health and safety issues in 

traveling, better wait and see – 67%
• Worry that the epidemic may spread again –

44%
• May have less income this year, saving money –

32%

https://pata.org/store/publications/survey-report-on-chinese-tourists-travel-intent-
after-the-end-of-covid-19-epidemic/



Industry Update - China
Shanghai Haichang Ocean Park
• Originally closed on January 24, 2020
• Reopened on March 20, 2020 with limitations
• Closed on March 30, 2020 to prevent second 

wave
• Reopened on April 17, 2020 with additional 

limitations

http://www.haichangchina.com/shanghai/

https://blooloop.com/features/asian-attractions-coronavirus/



Industry Update - China
Free admission for healthcare workers at 
reopening through end of 2020
• Fantawild Oriental Heritage
• Shanghai Haichang Ocean Park

http://www.haichangchina.com/shanghai/

https://www.fantawild.com/en/NewsList/Show/2173.htm



Industry Update - Europe
Bellewaerde, Beligum
• Face masks
• Social distancing rules
• Extra cleaning and sanitization
• Security to check social distancing
• Ride safety rails cleaned after every 

turn
• More signage
• 4,000 cap on visitors

Toverland, Netherlands
• Time-slot tickets 
• Preparing now for when they do open



Industry Update - Europe
Kolmården Zoo, Sweden
• Weekends and pass holders only
• No more than 50 in ride queue, not facing each other 

(digital soon)
• Group families on the two rides open
• No indoor areas open
• Social distancing methods
• Rides sanitised
• Book online
Skånes Djurpark, Sweden 
• 100 extra signs throughout the park, sanitisation, no 

indoor spaces open
• Also festival style entrance to funnel guests at safe 

distance
• No advertised animal feeding times Kolmården Zoo, Sweden



Industry Update - Europe
Safariland Stukenbrock, Germany
• Tickets scanned through glass
• Toilets socially distanced and sanitised after ever use

Holovis: Crowd Solo
• Free app developed to managed crowds
• Heat map, manage guests
• Control social distancing for guest

Safariland Stukenbrock, Germany



OPERATING INSIDE OUR ATTRACTIONS



Real World 
Observations

Regulatory 
Requirements

Attraction 
Knowledge 



Real World Observations



Real World Observations



Operating Attractions Post COVID-19

• Develop a plan
• Train employees
• Communicate externally
• Train guests



Planning

Objective
• Create an environment where 

guests and employees are safe
Key Focus Areas
• Employee Safety
• Guest safety
• Governmental regulations



Social Distancing



Social Distancing

Shanghai Happy Valley, People’s Republic of China

Everland, Republic of Korea

Everland, Republic of Korea



Social Distancing

USS Midway Museum, San Diego CA

USS Midway Museum, San Diego CA



Social Distancing

Fantawild, People’s Republic of China
Blooloop 4/22/20

People queue for essential services in Chittoor, Tirupati, India – India Today 3/27/20

https://blooloop.com/news/more-fantawild-parks-reopen-china/
https://www.indiatoday.in/india/story/coronavirus-outbreak-in-india-total-cases-death-toll-schemes-announcements-highlights-1660153-2020-03-26


Social Distancing

Resorts World Sentosa, Singapore
Facebook

https://www.facebook.com/watch/?v=657156565057690


Social Distancing

Honeywell Scanners Zebra Scanners

https://support.honeywellaidc.com/servlet/fileField?entityId=ka02K000000DlkBQAS&field=File_1__Body__s
https://www.zebra.com/us/en/support-downloads/knowledge-articles/evm/Enable-Presentation-Mode-for-LS2208.html


Social Distancing

Lincoln Park Zoo - Chicago



Maintaining Cleanliness



Maintaining Cleanliness

Shanghai Happy Valley, People’s Republic of China Shanghai Happy Valley, People’s Republic of China

Shanghai Haichang Ocean Park, People’s Republic of China

Fantawild, People’s Republic of China

Cincinnati Zoo



Training Employees

• Virtual trainings
• Clear/documented procedures 

unique to each attraction
• Ensure every employee knows 

the role they play
• Reinforce every shift 

procedures and any evolution 
of them



Communicate Externally

• Share your plan
• Be transparent



Communicate Externally

Shanghai Happy Valley, People’s Republic of ChinaJanfusun Fancy World, Taiwan, Republic of China



Additional Resources

https://www.cdc.gov/coronavirus/2019-
ncov/community/parks-rec/index.html

https://www.visitwynn.com/documents/Wynn-
Health-Plan.pdf

https://www.lear.com/Site/Company/Safe-
Work-Playbook.aspx



QUESTIONS / COMMUNITY FORUM
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REGISTER FOR OUR NEXT WEBINAR
Re-Creating Trust With Your Guests and Re-Training Your Staff

Or visit: https://bit.ly/2XWmQOH 
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If you would like to receive information about our future 
Webinar Wednesdays, please send your full name and 

organization from your preferred email address to:
marketing@gatewayticketing.com

Or, just register for our newsletter distribution list here:
GatewayTicketing.com/community

P.S. Please fill out the webinar survey. They help a ton. Check your inbox!

mailto:marketing@gatewayticketing.com
https://www.gatewayticketing.com/community/


Industry Update – United Kingdom
• Still on strict lockdown
• Government furlough scheme will pay 80% 

of workers wages until the end of June. 
140,000 businesses have done so already.

• Huge support for NHS, 500,000 volunteers, 
clapping every Thursday, Harry Potter 
buses!

• Some shops not taking cash, contactless 
payment

• Attractions are all closed
• Arts Council funding £160m/US$190m
• Projects still continuing - Museum of 

London 
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