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COURSE INTRODUCTION / OVERVIEW:

The global theme park industry is a dynamic and competitive landscape where success is defined not just by thrilling rides,
but by the creation of unforgettable memories. This training course delves into the intricate art and science of theme park
management, focusing on the seamless integration of operational excellence with world-class guest experience design.
Drawing upon foundational concepts from experts like Joseph Pine and James Gilmore in their seminal work, "The
Experience Economy," this program explores how to transform a park visit from a simple outing into an immersive
narrative. Participants will learn to orchestrate every touchpoint of the guest journey, from pre-arrival anticipation to post-
visit engagement. This course, offered by BIG BEN Training Center, provides a comprehensive framework for managing the
complex logistics of park operations, including safety, staffing, and revenue streams, while simultaneously fostering a
culture of hospitality and wonder. It is designed to equip current and future leaders with the strategic insights and
practical tools needed to enhance visitor satisfaction, drive loyalty, and ensure the long-term commercial success and

sustainability of their attractions in an ever-evolving market.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Theme Park General Managers.

e Operations Directors and Managers.

e Guest Services and Guest Relations Managers.

e Attraction and Ride Supervisors.

e Entertainment and Events Coordinators.

e Marketing and Brand Managers for attractions.

e Food and Beverage or Retail Managers within parks.

o Safety and Security Officers.

e Human Resources and Training Managers in the leisure industry.

o Aspiring professionals seeking a career in theme park management.

e Consultants in the tourism and leisure sector.

TARGET SECTORS AND INDUSTRIES:

e Amusement and Theme Parks.
e Water Parks and Aquatic Attractions.
e Family Entertainment Centers (FECs).

e Zoos and Aquariums.
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TARGET ORGANIZATIONS DEPARTMENTS:

Park Operations.

Guest Experience and Customer Service.
Marketing and Sales.

Events and Entertainment.

Food and Beverage (F&B) Services.
Retail and Merchandising.

Health, Safety, and Environment (HSE).
Human Resources and Training.

Finance and Revenue Management.

Strategic Planning and Development.

COURSE OFFERINGS:

By the end of this course, the participants will have able to:

Develop a strategic vision for a theme park centered on a cohesive guest experience.

Master the principles of efficient park operations, including crowd management and visitor flow.

Implement industry-leading health and safety protocols to ensure a secure environment for guests and staff.
Design and analyze guest journey maps to identify and improve critical touchpoints.

Create compelling entertainment and event programs that enhance the park's theme and brand.

Optimize revenue streams through strategic pricing, food and beverage offerings, and retail management.
Lead and motivate diverse teams to deliver consistently exceptional service.

Utilize data and guest feedback to drive continuous improvement and innovation.

Develop effective crisis management and service recovery plans.

Evaluate and integrate new technologies to enhance both operations and the guest experience.

COURSE METHODOLOGY:

This training course from BIG BEN Training Center employs a dynamic and interactive learning methodology designed for

maximum engagement and practical application. The approach is centered on a blend of expert-led instruction,

collaborative group activities, and real-world case study analysis of leading international theme parks. Participants will

move beyond theory to actively solve complex operational and guest service challenges through facilitated workshops

and simulation exercises. The training methodology emphasizes peer-to-peer learning, allowing professionals to share

experiences and best practices from their respective organizations. Interactive sessions, role-playing scenarios for guest
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COURSE A®

UNIT ONE: THE FOUNDATIONS OF MODERN THEME PARK MANAGEMENT

e The Global Theme Park Industry Landscape and Key Business Models.
e Understanding The Experience Economy in an Attractions Context.

e Core Principles of Theming, Storytelling, and Immersive Design.

¢ Defining and Measuring the Guest Experience Journey.

e The Strategic Role of Park Management in Brand Building.

e Key Performance Indicators (KPIs) for Theme Park Success.

e Legal, Ethical, and Regulatory Considerations in Park Operations.

UNIT TWO: OPERATIONAL EXCELLENCE IN PARK LOGISTICS

e Mastering Daily Opening and Closing Procedures.

Advanced Crowd Management and Queue Line Theory.

Optimizing Visitor Flow and Park Capacity.

Ride Operations, Safety Protocols, and Maintenance Coordination.

Park Services Management: Cleaning, Landscaping, and Ambiance.

Effective Workforce Management and Seasonal Staffing Strategies.

Implementing a Proactive Health and Safety Culture.

UNIT THREE: CRAFTING AN UNFORGETTABLE GUEST JOURNEY

e Mapping the End-to-End Guest Experience from Pre-Arrival to Post-Visit.

Psychology of Guest Behavior and Emotion Management.

Frontline Staff Training for Proactive Guest Engagement.

Service Recovery Strategies and Complaint Handling.

Designing and Managing Entertainment, Shows, and Special Events.

Accessibility and Inclusivity in Park Design and Services.

Leveraging Technology for Personalized Guest Interactions.

UNIT FOUR: COMMERCIAL STRATEGY AND REVENUE OPTIMIZATION

e Strategic Ticketing, Pricing Models, and Access Control Systems.

e Maximizing In-Park Spending: Food, Beverage, and Retail Strategies.

The Art of Merchandise Design and Visual Merchandising.

Developing Ancillary Revenue Streams: VIP Tours, Events, and Sponsorships.

Managing Park Budgets and Financial Performance.
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Crisis Management and Emergenc
e Integrating Sustainable and Eco-Friendly Park Operati.onsj

The Future of Theme Parks: Al, AR/VR, and Interactive Technologies.

Managing Park Refurbishments and New Attraction Launches.

Benchmarking Against Industry Leaders and Driving Continuous Improvement.

Developing a Long-Term Strategic Plan for Park Growth and Innovation.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How can a theme park balance the drive for technological innovation and immersive digital experiences with the need to

maintain authentic, human-centric guest interactions?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course distinguishes itself by adopting a holistic, dual-focus approach that intricately links operational
machinery with the art of guest experience creation. Unlike programs that treat these as separate disciplines, this course is
built on the philosophy that every operational decision directly impacts the guest narrative. We move beyond standard
procedural training to cultivate a strategic mindset, teaching participants not just how to manage a park, but how to lead
a living, breathing entertainment ecosystem. The curriculum is rich with contemporary case studies from globally
recognized parks, focusing on their successes and failures to provide deep, actionable insights. Furthermore, the course
places a significant emphasis on the psychology of guest behavior and the principles of immersive storytelling, skills that
are critical in today's experience-driven economy. It is designed for leaders who want to build a resilient and beloved
brand, focusing on long-term guest loyalty and sustainable profitability rather than just short-term operational metrics.
The interactive methodology ensures that learning is applied, not just absorbed, preparing participants to implement

meaningful change immediately.
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