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Ruby Newell-Legner, CSP

• 20 yrs. as a professional speaker

• More than 2300 presentations in 11 countries

• President – National Speakers Association 2015‐2016

Clients include:
• Apple, Johnson and Johnson, GE
• 27 Professional Sports Teams and 100 sports and 

entertainment venues
• 26 Leisure Facilities in the United Arab Emirates
• 350 park and recreation agencies
• 19 Theme Parks in North America
• Facilities hosting Super Bowl XLI, the 2008 & 2013 Grey 

Cup, the US Open (tennis) and the 2010 Olympics 
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“7 Star Service begins by inviting your staff
to be part of the experience.” - Ruby
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Dubai, United Arab Emirates
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Burj Al Arab
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What can we learn from 
Jumeirah that will help us 
offer 7 Star Guest Service?
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Burj Al Arab, Dubai, UAE
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What can we learn from 
Jumeirah that will help us 
offer 7 Star Guest Service?
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The 7 Stars of 7 Star Service
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Star #1

Offer a Clear Vision

21

To create an environment where children and adults 
can experience snow for the very first time.

A mountain‐themed snow setting  to enjoy 
skiing, snowboarding and tobogganing 
or just playing in the snow. 
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Two feet of snow, 
topped with a daily 
layer of fresh powder

23 blast coolers and 
snow guns 
$275 million structure
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World Biggest Ski Dome (Within Mall of Emirates):
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Star #2
Understand Your Customers

Invest time and effort into understanding the nature of 
your customers, their unique needs and expectations.
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Magic Planet is a leading 
Family Entertainment Center 

within the Middle East 
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Lots of rides, games and attractions. 

There are 18 Magic Planets across the 
region.
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Advanced 
edutainment 

centers where 
children are the 

key players

5 Zones
– I Discover Myself
– I Can Do
– I Locate Myself
– All Together
– I Experiment Myself
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What do you 
know  about 
YOUR 

customers?
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to feel important

accurate information in a hurry

a special experience
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Things to Know About 
Your Customers

They want:
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Star #3
Clarify 
Your 
Expectations
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Recruit

Hire

Onboard

Develop
Reward
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• In groups of two, gather around your circle of numbers.
• The object of the game is to have a team member 
physically touch each number in order.

• Each team must sequentially go through the numbers by 
using all your team members.

• See what number you can get to in 20 seconds.
• The person with the closest birth date starts the activity.
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Circle Number Activity 
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Circle Number Activity 

• Let’s try it with 4 people
• Take one minute to strategize before 
we start.

• Try to get to a higher number this 
time. Still 20 seconds.

40
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• Before we try it again, is there 
anything that might help the larger 
group if they knew this one thing?

• Who would like to share?

41
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Circle Number Activity 
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• Let’s try it one more time to see how 
that strategy helped
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Circle Number Activity 
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Circle Number Activity  Discussion

1. What specifically did Ruby do to 
make that activity go smoothly?

2. What did you learn that will help us 
create a 7 Star Service Culture?
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Star #4

Develop Cycles of Service™
and Standards for each 
Cycle of Service™

46
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Going through 
the process of 
analysis builds 
an awareness 
of the bigger 
picture

47
© 2015 Ruby Newell-Legner, CSP  #7StarService    #IAAPA     #IAE15

47

Tampa Bay Lightning 
Jersey Distribution
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10,000 
Jerseys
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Example of a COS™

51

Steps in the Cycle 
from the fan’s perspective

Measurable Standards
(used to clearly define the expectations for the staff

on how each step is to be accomplished)

Receive invitation to pick out jersey
Invitation to pick up jersey:

• Sent 3 weeks in advance 

• Includes specific instructions of 
where to park, paperwork to be 
completed in advance, what to bring 
and how long it should take.
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Star #5

Lead for 
Exceptional 
Experiences
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What are you 
most proud of 
as a leader?

“We created an 
environment where 
people were happy 
to come to work.”

Rick Pych,
President of Business Operations for 

Spurs Sports & Entertainment
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Chris Widener 

“Your success 
as a leader 
will be 
determined 
by your 
ability to 
Influence.”

55

Star #5

Provide one 
example of how 
you observed a 
successful leader 
Influence.
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Share with your neighbor

57

57

“Your employees will treat your 
customers like you treat your staff.”

- Ruby
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Star #6

Create One Team
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Guest  Experience 
Council

Star #6
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Star #7
Build Staff and Guest Loyalty
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Replace your text in 
this text box. This is a 
Placeholder. Replace 
your text in this text 

box. This is a 
Placeholder.

Grow

Attract
Recruit
Interview
Invite

Onboard

Engage

Share  WHY 
we do what 

we do

Orient 
Listen
Train

Develop

Value Appreciate
Respect
Involve
Support
Reinforce

Acknowledge

Reward
Understand
Communicate

Inspire
Surprise
Trust

Retain

One Team

Promote from 
Within

Word of Mouth
Bragging Rights

Grow

Build Staff Loyalty
Building Guest Loyalty
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Success Factors 
of Recognition and Reward

• Make it an experience
• Include groups of 

employees and fans in the 
design of programs

• Offer opportunity and 
education as a form of 
reward

• Make all programs and 
rewards authentic and 
as personal

• Communicate internally 
and externally about the 
purpose and process of 
any reward program

• Make the programs part 
of the culture
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Bonus Handout

Complete your 
evaluation forms 
to receive your 
Bonus Handout

Orientation 
Planning 
Checklist

66
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There is a Science to 7 Star Service

67

“Invite your staff to be 

part of the experience.”
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