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Creating Experiences that Matter: 
Explore, Inspire, Act 
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Overview 

•  Innovating with the Guest Satisfaction Team 
•  Exploring, Inspiring, and Acting in Exhibit and 

Attraction Design 
•  Amazing and Real – Kidsiderate Experiences 



Guest Satisfaction Team 

Multi-disciplined action team 
–  Consists of leadership ambassadors 
–  Gets “everyone in one room” 
–  Fosters “out-of-box” thinking 
–  Squashes “We can’t do that” culture 



Guest Satisfaction Team 

•  Successes 
–  Alignment between company 

orientation, departmental training, 
and the “front lines” in the park 

–  Daily Splash 
•  Guest courtesy guard rails 

–  Leadership Guest Recovery Cards 
–  Guest Courtesy Score communication 

and reinforcement 
–  New for 2016: Park Pathway Push 



Courtesy Performance 
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Exhibit Design 

•  How can we create exploration? 
•  Will it inspire our guests? 
•  Can we motivate them to act? 



Exhibit Design 

•  Explorer’s Reef 
–  Part of a new arrival experience 
–  Four interactive pools 
–  First act is to dive into a reef 
–  Get hands wet meeting sharks, 

rays, cleaner fish up close 
 
EXPLORING the reef, INSPIRED by the 
animals to ACT to protect coral reefs 



Exhibit specifics 



Exhibit Design 

•  Dolphin Point 
–  Existing attraction in park 
–  Made adjustments to create a more powerful 

experience 
•  Facilitated guest interactions with dolphins 
•  Told our care story with training, enrichment, and 

play sessions 
•  Upsell opportunities for more up close dolphin 

experiences 
 

Result: A substantial guest satisfaction increase 
occurred with smart and creative adjustments to 
how guests experience the dolphins 



Exhibit Design 

•  SeaWorld Orlando 
–  Antarctica: Empire of the Penguin 
–  Manatee Rehabilitation Area 



Kidsiderate Experiences 

What is a Kidsiderate Experience?  
•  Spontaneous animal experiences thru-out 

Zoo Operations in park 
•  Directed towards families with kids 
•  Opportunity to exceed guests expectations 

and share SeaWorld Cares message 
 

Kidsiderate experiences allow us to 
•  Promote family experiences that explore a 

new aspect of the park 
•  Inspire through behind-the-scenes 

experiences 
•  Foster learning and encourage action 

through our SeaWorld Cares message 



Kidsiderate Experiences 
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Kidsiderate Experiences 
 

2014 & 2015 Kidsiderate Experiences Fish 
Team 
–  Over 3000 interactive family experiences 
–  Experiences that matter for over 12,000 guests 
–  Increased number of guest letters & positive comments 

demonstrated increased guest satisfaction 
 

2016 Zoo Operations team so far… 
–  Close to a 1000 interactive family experiences 
–  Experiences that matter for over 10,000 guests 
–  Continued positive feedback through guest letters and 

comments 
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Questions… 


