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Reopening & Training Your Staff 
for COVID Challenges

Webinar will begin at 2:00 PM EDT, 
please participate in the poll now.

Join us on 
Wednesday, 

July 8th at 2:00 PM 
EDT for our next 

webinar. Topic and 
registration available 

soon.

https://www.gatewayticketing.com/community/



Asking Questions
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Reopening & Training Your 
Staff for COVID Challenges

Wednesday, June 24, 2020



WEBINAR AGENDA



Webinar Agenda

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

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



Webinar Wednesdays
Bi-weekly gathering of attraction industry experts to discuss 

the current challenges and position our attractions for success.



www.gatewayticketing.com/community



Moderator

Matthew Hoenstine
mhoenstine@gatewayticketing.com 
Destinations Principal



Moderator

Randy Josselyn
rjosselyn@gatewayticketing.com 
Wildlife and Conservation Principal 



Panelist

Randi Hamilton
rhamilton@dzs.org
Assistant Director of Guest Relations



Panelist

Ida Haefner
idahaefner@fotzkc.org
Assistant Manager of Memberships



Panelist

Deborah Kunz
deborah@dekleadership.com
President



Panelist

Janell Wood
jwood@phoenixzoo.org
Guest Services and Experiences Manager



Panelists

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



Panelists

Rachel Robertson
Rachel.Robertson@CincinnatiZoo.org
Manager of Visitor Experience & FUN



Host

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



INDUSTRY UPDATE



Industry Update – Revenue Generation

https://www.beardsleyzoo.org/wild-wine-beer--food-safari.html



Industry Update – UK Attractions Reopening

https://www.theguardian.com/world/2020/jun/23/boris-johnson-ditches-2-metre-rule-in-england-for-1-metre-plus-coronavirus



Industry Update – Spotlight On At Reopening

https://www.youtube.com/watch?v=L6i4w6_MJ7s&feature=youtu.be
https://attractionsmagazine.com/seaworld-orlando-reopens-loose-rules-limited-rides/
https://attractionsmagazine.com/seaworld-orlando-majorly-improves-covid-19-operations/



Industry Update

https://nypost.com/2020/06/23/disneyland-unions-push-back-against-reopening-parks-amid-pandemic/
https://www.facebook.com/pages/category/Cause/CRLU-798509413625353/



Industry Update

https://www.clickorlando.com/news/local/2020/06/09/covid-19-forces-give-kids-the-world-to-lay-off-staff-as-village-remains-
closed-until-further-notice/

https://www.gktw.org/help/give.php



Industry Update

https://www.clickorlando.com/news/local/2020/06/09/covid-19-forces-give-kids-the-world-to-lay-off-staff-as-village-remains-
closed-until-further-notice/

https://www.gktw.org/help/give.php



Industry Update



REOPENING



WHEN IS YOUR ATTRACTION PLANNING ON 
REOPENING?







Know Before You Go!
• Lots of pre-visit 

preparation to set the 
stage for what to expect 
during the visit.
• Website
• Video included in our Z-

Mail
• Reservation confirmation 

materials
• Pre-Visit Email

Visitor Experience at the Cincinnati Zoo & Botanical Garden



Welcome Back!
• Big focus on signage and messaging 

that welcomes our visitors back and 
lets them know we missed them and 
appreciate their continued support!

Surveys
• Over 1,700 surveys collected in less 

than 2 weeks!
• Results show that our visitors are 

having an amazing experience, even 
with limited operations, and feel safe 
during their visit.

Visitor Experience at the Cincinnati Zoo & Botanical Garden

























https://www.youtube.com/watch?v=C6buz-qJsNQ

https://www.youtube.com/watch?v=C6buz-qJsNQ










Rydables





O u t  o f  H i b e r n a t i o n !



Basics of Reopening
Date and time entry
Member reservations
Call Center support
Limited capacity 
Some indoor spaces closed 
Digital maps only
Modified retail and concessions

O u t  o f  H i b e r n a t i o n !



Thank You!



TRAINING



HAVE YOU DEVELOPED ANY NEW SPECIFIC 
TRAINING FOR COVID-19?



HOW ARE YOU DEVLIVERING YOUR 
COVID-19 TRAINING?



HOW HAS YOUR STAFF'S ROLES CHANGED?





Preparing For New COVID-19 Guest Experiences

Reopening: Lessons Learned

*Re-evaluating your business:
*Staffing
*Operations (indoor/outdoor exhibits; bathrooms; guest flow)
*Food and Beverage ops
*Ticketing (shift to on-line sales/ capacity management)
*Revenue generation
*Health and safety rules/guidelines (state/local/site specific)
*Addressing staff and guest concerns
*Communication
*Maintaining site standards/Mission/culture
*Out-of-the-box solutions such as drive-thru zoo’s!

Overall, we were just as busy CLOSED as OPEN!



*New Health and Safety Training
- In-house training vs. purchased courses

*Operational Training
- New guest flow patterns, new entry procedures, 

new cleaning procedures

*Staff Re-Hire/ New-Hires
- Most teams had re-hires or absorbed from areas that were not in 

use (admissions cashiers, events, group sales, F&B)
- Modified training to ‘bare bones’ for some positions

*Communication
- Use existing meetings (AM/pre-shift) to communicate daily
-Constant re-evaluation, adjusting, communicating 
-The importance of staying on message of your MISSION

Preparing For New COVID-19 Guest Experiences



*Communicating ‘What to Expect’ to Guests

*Know the Rules, and know when they change!
-Masks required vs. recommended

*How to be ‘Welcoming/Friendly’ while wearing a mask
-Body language/ hand gestures
-Being expressive with your eyes
-Signage/ ground markings

*How to ‘Engage’ while wearing a mask
-Practice (role playing) engagement and having the right
words to use
“Welcome to … thanks for coming today!” 
“Just a reminder… you must have your mask on at this time!”

*Training/Coaching doesn’t stop after training!

Preparing For New COVID-19 Guest Experiences





All Staff Update
• Held an “All Employee Webinar” to serve as the main update for all Zoo staff. (Zoo Way – COVID Edition)

• Contained key information about changes inside the Zoo and how they would be affected.
• Recorded to allow viewing for those who couldn’t attend as well as those we gradually bring back on board.

Specific Role Training (Front Lines)
• Step-by-Step guides for each Visitor Experience role. Provided in a number of formats to accommodate each learning style.
• Focus on bare necessities to survive the role, plus the importance of providing the best visitor experience possible within 

that role.
• These folks are critical cogs of the Zoo and our success (Executive Director, CFO, VPs, etc. all playing parts in front-line roles).

Staff Training at the Cincinnati Zoo & Botanical Garden





Training

Specialized Training and 
Operation Policies / Procedures 
from HR related to how to wear 
masks, what to do if you are sick, 
etc.

All training has been on-the-job 
training.

Training documents were created

Cross-Trained staff with no exposure to 
Order Entry were given one-on-one training 
with a more experienced Ambassador

For the most part, our processes and 
policies have remained the same, except for 
using Order Entry for all ticket sales.

Some specialized training on how 
to use new disinfecting chemicals 
have occurred. 

Re-established Norms

Pre-Shift / Morning Meetings occur daily

Operational Updates

Positive affirmation

Share the WINS

Have FUN

Empowerment



HR Specific Training

• PowerPoint Presentation sent to all staff via email.
• Contained information about face masks and the do’s and don’t for wearing them.

• Positive Guest Interactions with them on
• Smile with your eyes
• Exaggerate your movements in a positive way to encourage engagement
• Wave and say hello
• Speak clearly and upbeat
• Use laughter to express a positive attitude
• Be mindful of your tone; sarcasm can be lost while wearing a mask.

• Creative ways to greet others while limiting exposure
• Footshake
• Air Hug
• The “Classic” wave





Daily Training
Staff Day
Soft Open
DZ Daily
Pocket Concierge
Water Tower Intranet
Learning Zen
Opening FAQ
Experience Surveys

O u t  o f  H i b e r n a t i o n !















QUESTIONS / COMMUNITY FORUM
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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/
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Join us on Wednesday, July 8th at 2:00 PM EDT for our next 
webinar. Topic and registration available soon.

Or visit: https://www.gatewayticketing.com/community/
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