





~ Facilities: Concessions @87

Workers go through a training session at
the Prudential Center. The facility draws
upon a state program that provides educa-
tional opportunities for adults.
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side; it’s training that’s always needed.”
Centerplateand AEG, the facility’s man-
agement firm, which also participated,
guided the instructors through the arena,
taking them into back-of-house concession
and kitchen spaces the public never sees.
Mostof the trainershad neverbeen inside
anarena, letalone toan NHL game, but the
key was that their expertise in adult educa-
tionmodels “crosses all lines” with respect
to improving work force skills, Rosa said.
Centerplate paid its workers their normal
hourly wage to attend the first round of
classes. Courses resume in August on food
preparation and safe cooking procedures,
and those completing all 36 hours of train-
ing receive a certificate signed by Vander-
beek that they can list on their resume.
“It should help our retention and give
better service to our guests,” Pizzariello
said.

“You really have to have
people believe in what you're
doing and that they’re part of
something.”

CLINT WESTBROOK
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Path to better service

Retention of information is key for
Sportservice in gauging GuestPath’s ef-
fectiveness. The firm spends millions of
dollars annually to operate its training
program and to measure the process three
to four times a year to see what's clicking
with game-day employees and what needs
to be improved.

In January, Delaware North Cos. hired
The Freeman Group, whose clients are pri-
marily hotels and casinos, to continue an
evaluation process previously done by LRA,
another customer service consultant.

Sportservice uses undercover shoppers
and “recovery training,” where game-day
workers are briefed on what they did right
and wrong after the shops are completed.

“One thing I want to say about Delaware
North is that its measurement side is fairly
robust,” said Bill Freeman, owner of The
Treeman Group. “They see this pieceasan
integral part of the business.”

Sportservice President Rick Abramson
said his boss, Delaware North Chairman
and Boston Bruins owner Jeremy Jacobs,
feels so strongly about GuestPath that he
stood firm against eliminating the program
in its second year, despite DNC losing mil-
lions during the NHL lockout.

“With the downturn, we're trying to do
more with less, but not once has one num-
ber with GuestPath ever been looked at,”
Abramson said.

With GuestPath poised toleave its prints
all over Target Field, the program could be-
come a profit source for Delaware North to
train other companies’ employees, accord-
ingto Abramson. “We've gota real tiger by
the tail, but we have to make sure we take
care of ourselves first,” he said.
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