Join us on
Wednesday, June 10t

at 2:00 PM EDT for
our next

webinar. Topic and
registration available

soon.
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Webinar Agenda

*90 Minutes in length

e Community discussion and presentation of best
practices

e Question and answers from the community
*Press & Public Viewing



Webinar Wednesdays

3/18: Galaxy Best Practices
in a Time of Crisis

4/1: Operational Strategies 4/15: Reopening Strategies and
for Now and the Next Transitioning to a Capacity
Normal Managed Attraction

3/25: Managing Pass
Updates, Renewals and Bulk 4/8: The New Guest Journey
Orders

4/22: Optimizing the Capacity 5/6: Pricing the Guest 5/20: Creative & Out-of-the-Box
Managed Guest Experience Inside Experience in a Post COVID Ideas to Generate Revenue Now
Your Attraction World and When You Reopen

4/29: Re-Creating Trust With 5/13: What Are Your Consumers 5/27: Practices and Learnings
Your Guests and Re-Training Saying: An Inside Look at Recent From Attractions That Have
Your Staff Industry Surveys Already Reopened




www.gatewayticketing.com/community




Moderator

Matthew Hoenstine
mhoenstine@gatewayticketing.com
Destinations Principal



Moderator

Randy Josselyn
rjosselyn@gatewayticketing.com
Wildlife and Conservation Principal



Moderator

Kelly Bules
kbules@gatewayticketing.com
Business Solutions Manager

atew

TICKETING SYSTEMS



Panelist

Alan Mahony
Alan.Mahony@atlantissanya.com

Vice President, Marine & Waterpark
Operations

ATLANTIS

SANYA
=T - TR =%FHh



Panelist

Heather Doggett
Heather.D@ThelivingPlanet.com
Chief Operations Officer

A LOVELAND LIVING PLANET
@\ AQUARIUM



Panelist

Becky Mackie
Becky.Mackie@National WW2Museum.org
Sr. Vice President / Chief Operations Officer



Panelist

Angelina Davanzo
Angelina.Davanzo@NationalWW2Museum.org
Director of Visitor Services



Host

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






Industry Update — Tools for Reopening Safely

https://thessagroup.com/safety/



Industry Update — Creative Uses for Assets

https://www.espn.com/mlb/story/ /id/29213732/pensacola-blue-wahoos-list-stadium-airbnb-re
https://www.airbnb.com/rooms/4348



Industry Update — Reopening Communications




https://blooloop.com/news/california-theme-parks-






WHEN ARE YOU PLANNING ON REOPENING?




ATLANTIS

SANYA
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http://global.chinadaily.com.cn/a/202003/19/WS5e72d3e6a31012821728055a.html https://www.forbes.com/sites/forbesasia/2020/04/16/club-med-resorts-to-re-open-
one-by-one-starting-with-those-in-china-fosun-tourism-ceo-says/#6bad8e8d29d7



https://www.forbes.com/sites/forbesasia/2020/04/16/club-med-resorts-to-re-open-one-by-one-starting-with-those-in-china-fosun-tourism-ceo-says/#6bad8e8d29d7
http://global.chinadaily.com.cn/a/202003/19/WS5e72d3e6a31012821728055a.html

Atlantis, Sanya, China









https://www.nola.com/news/coronavirus/article_a1fec1a0-9ec7-11ea-a109-67d7df2a7ea1.html
https://blooloop.com/news/national-wwii-museum-reopening-memorial-day/
https://www.wafb.com/2020/05/25/today-national-wwii-museum-reopens-memorial-day-guests/

https://www.nola.com/news/coronavirus/article alfecla0-9ec7-11ea-al09-67d7df2a7eal.html

https://blooloop.com/news/national-wwii-museum-reopening-memorial-day/



https://www.nola.com/news/coronavirus/article_a1fec1a0-9ec7-11ea-a109-67d7df2a7ea1.html
https://blooloop.com/news/national-wwii-museum-reopening-memorial-day/

Reopening Safely
o Visitor
EXxperience

e Touchless
Interactives

e Sanitization



Reducing Touch Points


















A LOVELAND LIVING PLANET
@ AQUARIUM.



HURSDAY, 03-13FM (&

Loveland Living Planet Aquarium to
reopen Saturday with limited
capacity

Draper’s Loveland Living Planet Aquarium has
plans to reopen under new social distancing
guidelines on Saturday, a spokesperson

announced on Thursday.

Visitors must purchase tickets online for a specific
time and face coverings are strongly

recommended but not required.

The aguarium closed in March and has since
undergone deep cleaning, officials said. Some
parts of the facility remain closed including the 4D

movie theater and the play center.

“We are excited to open our doors again and to
welcome back our guests,” Layne Pitcher,
director of marketing and communications said in

a statement.

— Lauren Bennett

https://kutv.com/news/local/loveland-living-planet-aguarium-reopens-mothers-day-weekend-with-new-restrictions
https://www.abc4.com/news/local-news/loveland-living-planet-aquarium-to-reopen-saturday/

httos://www.ksl.com/article/46750409/coronavirus-upndates-loveland-livine-planet-aauarium-to-reopen-saturdav-with-limited-capacitv


https://kutv.com/news/local/loveland-living-planet-aquarium-reopens-mothers-day-weekend-with-new-restrictions
https://www.abc4.com/news/local-news/loveland-living-planet-aquarium-to-reopen-saturday/
https://www.ksl.com/article/46750409/coronavirus-updates-loveland-living-planet-aquarium-to-reopen-saturday-with-limited-capacity
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REOPENING STRATEGY

In reopening, the Aquarium’s
primary goal is to provide a safe
experience for staff, animals, and
guests in accordance with CDC,
State, Local government and health
official’s safety recommendations.



Safety is our #1 Key
and is our #1 priority.



Reopening Guide Available Upon Request
Heather.D@ThelivingPlanet.com
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REOPENING PLAN

In consultation with the Aquarium’s Safety Committee, Leadership Team,
Executive Team and Board, the following plan was crafted.



DISCOURAGE TOUCH



SOCIAL DISTANCING

e Animal encounters, keeper and educator talks cancelled
e Volunteer services suspended
e Social distancing signage on floors, outside ticketing and throughout galleries



SOCIAL DISTANCING

o Carefully manage the line at ticketing; mark 6 foot intervals with utility paint on
sidewalk
e Create stanchioned areas (queues, one-way flow through building)






Goal: Add COVID Language

Store Legal
Messaging Agreement Take Aways



Store
Messaging



Every Page E

Store
Messaging
e Header

e Sub-Header
e Sub-Footer

e Footer



Header

Every page

Sub Header
Every page

Subfooter & Footer
Every page
(not seen)

Store
Messaging



Page Specific E

Store
Messaging
e View items

e VView cart

e Order confirmation



Store
Messaging

Order Confirmation

Page Specific




Store
Messaging



Page Parts

e Terms and conditions

e Text fields



Legal
Agreement

Web Store Text Field

Terms and Conditions
Web Store HTML




After purchase

Take
Aways

e Confirmation e-mail

 PDF template



Delivery Method
Instructions
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REOPENING STRATEGY

In reopening, the Aquarium’s
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REQUIREMENTS FOR REOPENING

We referred to the following documents to create
our reopening plan:

= CDC
= OSHA

= Utah Governor’s Office of Management and
Budget and the Utah Department of Health


https://www.cdc.gov/coronavirus/2019-ncov/community/organizations/businesses-employers.html
https://www.osha.gov/Publications/OSHA3990.pdf
https://drive.google.com/file/d/1b4POY_tFcqQiy209qDOc_GXp_mqG9BnJ/view

REOPENING PLAN

In consultation with the Aquarium’s Safety Committee, Leadership Team,
Executive Team and Board, the following plan was crafted.



REOPENING PLAN

The phases of the Aquarium’s plan (red, orange, green),
match the reopening phases outlined in the Utah Governor’s “Phased
Guidelines for Reactivation”.

Starting 5/1 and through at least today (5/13),
Utah state is in the orange phase (Moderate Risk).

Details of our plan are included in the following slides 9-21.



PPE

Staff must wear face masks at all times inside building.

Staff are provided with temporary masks. Logoed masks are on order.
Provide gloves for staff to use if they choose

Endotherms staff wear N95 masks near select mammals

Masks ordered with logo, 3 weeks lead time. Masks made by staff families to match our
uniforms.



STAFF HEALTH

e Implement staff symptom checking station upon entry to Aquarium
e Encourage staff to stay home if sick

Staff must stop at the “symptom-check”
table upon entry every day. —>
It is unmanned and staff must answer
a questionnaire.
We are not checking temperatures due to
the mixed data on efficacy.




DISINFECTION

Staff working in public areas wipe down their work stations and radios every
hour

Implement deep disinfection once weekly (3rd party custodial team)

Use peroxide or bleach solution to

disinfect acrylic (tank windows)c

Set-up additional hand sanitizer

stations throughout Aquarium

Provide each employee with a

travel-size hand sanitizer bottle



DISINFECTION

Schedule thorough cleaning daily before opening or after closing (GS staff)
Continue disinfection schedule for high-touch areas every hour

Implement volunteer diver equipment disinfection protocol (once volunteers
come back)

Implement staff diver equipment disinfection protocol
Remove tables and chairs except the ones we will disinfect regularly



SOCIAL DISTANCING

o Carefully manage the line at ticketing; mark 6 foot intervals with utility paint on
sidewalk
e Create stanchioned areas (queues, one-way flow through building)



SOCIAL DISTANCING

Implement timed ticketing (start with 40 people
every 15 minutes and work up to calculated
maximum guests per square feet)

Determine one-way path through exhibits
Install plexiglass (scanning, porcupines, sloths)

Plexiglass was made and installed by our
Maintenance Team. Secured to the desk

with wire and 3M command strips. \



SOCIAL DISTANCING

GS and education staff manage max number of guests per gallery (esp. shark
tunnel, cephalapod nook)

Cafe meets restaurant

Guidelines for COVID-19

(social distancing, increased

disinfection, utensils

handed out, etc.)

One-way signage and reminders to social
distance.



SOCIAL DISTANCING

e Animal encounters, keeper and educator talks cancelled
e Volunteer services suspended
e Social distancing signage on floors, outside ticketing and throughout galleries



SOCIAL DISTANCING

Close pinch-points being mindful of emergency
egress (ie. narrow pathways between exhibits
and dead ends)

Gift shop reorganized to allow for social
distancing (3rd party vendor - Event Network)
Remove chairs and tables in break room

and add signage (1 person per table)



DISCOURAGE TOUCH

All brochures and maps removed (will provide if a
guest asks)

Play features closed (move sculptures and climb-
on turtle, frogs, shark jaws to back)

Photo booths closed

Tuki's Island Play Center closed

4D Theater closed

Touchpools closed

Limit contact with educational interactives
(Animal Vision, buttons, sand table etc.)



DISOURAGE TOUCH

Block off drinking fountains and hang signage indicating water is available in the
cafe

Crawl-through interactives and pop-ups closed (kelp dome, otter den)

Credit card only transactions (with reservations required, few will be purchasing
at front)

Penny presses and coin wells closed



DISCOURAGE TOUCH



A WARM WELCOME &
FOND FAREWELL

e Create an entrance/exit that balances safety notices and warm, welcoming
messages. (staff blew bubbles as guests entered)



FINDINGS (or what did we learn?)

COMMUNICATION:

e We monitored the Utah Governor’s Office, Utah Department of Health, and Draper City for updates
(hourly) as we approached the phase where we might open. We updated our Leadership Team
several times a day as we got close to a decision to open.

e Wediligently communicated quickly and openly with staff, volunteers, and Board along the way,
emphasizing their safety and what steps we were taking.

VENDORS:

e Security and custodial were able to activate within 3 days but your vendors may need more notice
than your staff does to activate. Our F&B provider needed 1 week, Event Network needed 2 weeks.

e Vendors need to be trained on your operating procedures and you will need to review their
protocol as well to ensure they are compatible with regulations and approved.

e Your gift shop may need to change flow/configuration to maintain social distancing.



FINDINGS

STAFF MORALE:

o Essential on-site staff and telecommuting staff were somewhat nervous before we opened. They
wondered if guests would self-monitor and how they would feel interacting with guests who may

or may not be wearing masks.
e However, as soon as we opened, their fears were allayed due to the many safety protocols we put
in place and our preparations. We overheard several staff express their excitement to be open and

see their friends at work again.

GUEST BEHAVIOR:

e Guests were extremely grateful for us being open and were in good spirits. They stopped our staff
and expressed their thanks.

e We estimate about 50-75% of the guests are wearing masks. We saw groups of children wearing
them when their parents weren’t and parents wearing them when their children weren’t.



FINDINGS

GUEST BEHAVIOR (cont.):

We found that the guests can spread out very easily and really police themselves. We don’t verbally
remind guests to social distance as we have tons of sighage as reminders.

Prior to opening, we distributed a Member survey to assess likelihood to visit and comfort level
with our safety protocols. This was helpful and we learned that guests were polarized on whether
or not the Aquarium should mandate guests to wear masks. We ended up not mandating but highly
encouraging guests to wear masks.

TICKETING:

Timed ticketing implementation went very well (have Gateway) and guests transitioned easily. We
had prepared and practiced with our staff in advance the week before opening.

Our timed-ticketing didn’t easily have a solution for non-GA admissions like comp tickets, vouchers,
home school families, etc. We are working through those this week.

The questions we received most from guests were about extending their Membership expiration
date (we are extending for the same # of days we were closed).



THANK YOU

For questions, please contact Heather Doggett at
Heather.D@thelivingplanet.com

or (801) 355-3474 x202


mailto:Heather.D@thelivingplanet.com

Copyright © 2020 Gateway Ticketing Systems, Inc.
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WHAT TYPE OF TOPIC DO YOU WANT TO SEE IN A
FUTURE WEBINAR?




IF YOU COULD CHOOSE THE TOPIC FOR THE NEXT
WEBINAR, WHAT WOULD THAT BE?
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