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Learning Objectives
• Tools to make more objective decisions

• Increase communication, accountability, and 
transparency

• Create buy-in faster

• Provide professional development

• Improve internal & external customer service



First Steps
• Want to make change 

• Be humble
 

• Commit

• Be Consistent

• Get your house in order first

• Share results and get feedback



Step 1 – Create Daily Lineups/Huddles
What to do
• Choose a team(s)

• Choose a time that works everyday and designate no more than 15-minutes

• Choose a location

• Create a format for the meeting 

Why do it
• Increases communication flow

• Creates accountability 

• Increases transparency



Step 1 – Create Daily Lineups/Huddles



Step 2 – Create Measures
What to do
• Create measures that can assess the success of a process or objective

What is a key performance indicator (KPI)
• A key performance indicator is a quantifiable measure of performance over time for a specific 

objective

Why use them
• Measures and evaluates the progress or effectiveness of functions, processes, or solutions 

• Focus is on analyzing results rather than creating reports



What we are doing
• KISS - Keep It Short and Simple

• 3 or less relevant KPIs per department 

• Create baseline

• Each department accountable for their KPIs

• Visualize results

• Results accessible to everyone

What’s next
• Creating Objective Key Results (OKRs)

Step 2 – Create Measures



Tram Tours
• Tram tours sold
• Tram tours offered
• % of trams sold: (sold/offered)
• Total revenue
• Paid participants
• Total participants (paid and free)
• % of attendance
• Maximum seats available for sale (capacity)
• % seats used vs. capacity
• Amount of days operational
• Days operation was closed and why

Step 2 – Create Measures
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Step 2 – Create Measures
What if the department is not easily quantifiable? 
• There’s something to measure, keep trying until you find it

• When in doubt, measure time



Step 2 – Create Measures



Step 2 – Create Measures
Measure impact on guests
• How many times do your team members engage with guests?



Step 3 – Effective Meetings
What to do
• Establish the purpose of the meeting

• Frequency and length 

• Agenda

• Stakeholders that should participate

• Evaluate and adjust meeting content based on feedback

Why do them
• Increase communication

• Gather feedback

• Make decisions or create buy-in for upcoming decisions



Step 3 – Effective Meetings
What we are doing
• Weekly 30-minute Operations Meetings open to all departments

• Provides updates, projected attendance, KPIs, upcoming events for the next year, shout-outs

• Purpose is to increase communication

• Simple and visually appealing slides that communicate information

• Presentation is easily accessible

What’s next
• Add OKRs to weekly meetings

• Replace one meeting with a monthly Business Review Meeting

• Rotate front line staff in meetings to expose them to the business side



Step 4 – Feedback
What to do
• What do you want to know
• Who needs to provide feedback
• Who needs to know the feedback
• How will the feedback be provided
• What are you willing to change once you receive it
• Are there resources and authorization to make the change(s)

Why do it
• Provides a different perspective to finding solutions
• Assists in making impactful decisions
• Helps make the right types of changes



Step 4 – Feedback
What we are doing
• Ask team members for feedback

• Guest Feedback Survey for guests that purchased tickets online

• Provide an email for guests to contact us at end of survey

• Visualize data and include targets and benchmarks 

• Conduct individual customer focus interviews after signature events

What’s next
• Post dynamic QR codes to receive feedback from guests onsite

• Consolidate guest feedback (in-person and over the phone) into one dashboard

• Review results with supervisors

• Identify objectives to improve processes for guests and employees



Zoo Miami Guest Feedback Survey: 
• https://online2.snapsurveys.com/interview/963d3dc3-944e-4562-b36e-c19c0d8f5cca

      Logic included for answers scoring below 3

Step 4 – Feedback
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Step 5 – Results Based Decision-Making
What we are doing
• Analyze under performing measures 

• Identify desired outcome(s)

• Review process and speak to stakeholders

• Propose changes and collect feedback

• Implement changes

• Evaluate results

Why we do it
• Keeps focus on results

• Takes different perspectives into account

• Helps make impactful change



Step 5 – Results Based Decision-Making
What’s next
• Visualize process for stakeholders to better understand changes

• Visualize data to review at future Monthly Business Review Meeting



Step 5 – Results Based Decision-Making
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Step 5 – Results Based Decision-Making
Old vs. new map based on guest feedback



Step 6 – Professional Development
What we do
• Onboard new hires

• Trainings

• Cross-training, FAQs, job shadow program

• Working supervisors that coach and mentor

• Progressive discipline process focused on changing behavior

• Team building

• Recognition

Why do it
• Retention

• Knowledgeable staff

• Continuous improvement culture



Step 6 – Professional Development



Step 6 – Professional Development

Working supervisors with their teams



Step 6 – Professional Development

Working supervisors with their teams
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