
ttYou can dream, create, desigtr, and
build the most wonderful place in the
world . . . but it requires PeoPIe to
make the dream a reality-"

&)n,rDANE,.

Surwter'95
"The Disney Approach; A Management Seminar"

@ The lYalt Disney ComPany-
MDS.3I
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Do It:
Mobilize the Team

"l believe we have the opportunity-
and the duty-to fashion an

organization where everyone is
involved, everyone is fully engaged,

and everyone is a player."

Iudson Gren

O Oit,ly
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\A/e Create Learning

oo



If we truly dedicate ourselves to

instill that thrill of learning -

the thrill of knowing something new -

to each and every one of us who work

and study here, then nothing can ever

stop us.



Quality

Student Experience +

Quality

Staff Experience +

Quality

Business Practice =

Future



Every Student

Ilsa

V, I.P.



Think Small
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Building RelationshiPs

Company values are reflected in the comPany culh-re through

interictions between people inside and outside of the
company. Therefore, it is important for leaders to build
meaningfui relationships with those they interaci with on a

day-roday basis. Listed below is a simple method for building
relationships.

I isten empathetically.

E-o*r, interesl

A- for feedback.

eliver on your promise.

fif all the things l've
done, rhe most vital is

caordinaung those
who wo*.with me and

aiming their efioru at a
certain goal.-

O t*ncy



Fandatkms ol lea&ahiP

The Power of Story

Throughout the history of The Walt Disney 9-o*P.t y, 
.

storyte-lling has provided Walt Disney World leaders with a
so,rr"" torifraririg the Company's vision. Walt Disney World
leaders pass on the Company's culture, traditions, history and

values tlrough stories. In fact, much of what we know of our

leaders, both past and present, has been conveyed through
stories. The stLries are interesting, remenrbered, passed on, and

believed in.

Storytelling as a ieadership toolr

a Communicates a vision.

a Creates an emotional connection.

o IGeps the culture alive.

G Atary
ail



Suwter'95 "The Disnq Approach: A Matugenunt Scmbur"

The Walt Disney World Co. Service Standards

Critical Success Factors

Our Walt Disney World Co. Service Standards are introduced to our CasfMembers on their very

fust day. While divisions and departments may have specific standards to help meet fhe fus of

their special Guests, these four tt-a-As are observed Company-wide. The Service Standards

are used both as a means of empowerment and as a tool for measuring the level of quality service.

Empowering Our Cast

When Cast Members are confronted by sinrations whicb may not have been included in their

initial training or in the Sandard Operating Procedures (S.O.P.) of their area, these four

Standards ".lo*"r the Cast Members to think on their own and make the best decision.

Measuring QuaIiS Service

These standards are also considered when designing our shows and other facilities, and are the

criteria used in measuring quality service through various means including focus groups,

surveys, utilization studies, and show quality reviews.

@ The Walt Disney ComPanY sDs-//



-The D tovy Appdr A Uaegatas Sen:irs" Sqaq 95

TLe UlalsDisEcy Wdd Co.SGrriEs Serdrr& (ccae)

Courtes'y ' Eve? Gucsc sbould receive vIP' trct'Euqtc.

o !v'e bave a rcputarioo for the Eieadlies;t qloyecs in tle rrodd.-

. We itcclot pcople as &cY arq-

o We are e:rgecEi Eo hoe/ &e atswels lo qucsdons (or6adthe
auswers).

r WE grve 6,e pcrsoual couch by s{;lg, Eingfric,ldlypirascs
aod eeriug eu"ty Gresl as aE, iEdividual

e Courtsqr is also ileporaar backsega betqrea aelabcrs of &e
Casi

_ Etrciency o k r-rkcs tceorroric io run, a saoorb agc ef€$re shoqr.

. Efiqeac:r shoulci eahaccc dre sirow qr:aiir.v anci sbould, ae"/a
d,E*ct iom, sagtiv ot coufres/-

o I&'e woi< wbiie others play, rain or s:dEe' 36i ciays ayerr.

_ safef,y . Tee -oubiic mris !??ItDisae;r World co. asdexp€rs us to

provicie a safc eaYilonaeaL

. It is every Cast Meaircr's job to ens:ure safgry'

. 13,e Saieqy of both Guests and cest rYeubss is inponaue

_ Shor r T-os ideel show oE suge sbouid be 'pica:re gerfcC" cvry ttuc.

r Tae show aust always go oa wirb 6e bestpossible

, gerlaraancc ar all dacs-

. Tae .Disae'y Loolf is aa importanc part of &e sho'r c,irh our

deSt itooc:Eitrlca cosEu8es' ctc'

. Sage Pres€Ecs is icportanr 50 we do aot allow' eariag'-
erilid;g, grrtr, cirewii'5 smokiu,g, siciag' e3e. 

*oa siaga-

r d oosicve stage aainrde is a garr of mai*aining rhe imagu of
quilir.v.

.tDs-/2
e Ti,, Wdl, DtilcY ed?alf



Summer'95 "The Disney Approach: A Management Seminar"

The WALT DISNEY WORLD
Orientation And Development Process

Once selected, new Cast Members begin an ongoing orientation and development process by

attendrng and participating in programs available Company-wide, and within each division and

department. The orientation process includes four key elements:

Gasting/
Employment

Disney
Traditions

Gontinuing
0rientation

@ The Walt Disney Company MDS-13

-.+



INSI'IRA'I'ION
I'raditions

Mission

Strategic 0[cctivcs
Se rvice Thente : We creale learning

Intptrering
Curly's Secret oILife

SUNDOIYN RULE

Act or IePort bY sundoln

PERCEPTIONS
IIow we act
llorv we look

Ilorv wc comnrunicaic

SERVICE RECOWRY
Turn crisis into magic moment

SIIIVICE STANDANDS
Knorv thy customer

SUCCffS F0R[]{UIA

Quality Custonrcr Expericnce + Quality Slatt[xpcrience t Quality Business Praclices = Fulurc

A'I"TBN'TION 1'O DIi'I'AI L

EXCBED CUSTOII{IiR
BXPEC'TATIONS

QUALITY SIRVICE
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(Date)

To:

From: Jim Buysse, Vice President
Administration and Finance

Subject: BLUE RIBBON AWARD FOR EXCELLENCE

CONGRATULATIONS! ! You've earned the Administration and Finnnce
Blue Ribbon Award For Excellence for . I thank you for this special
contribution to our College District.



BtUT RTBBON
AN/ARD F'OR
EXCTTTTNCT

(Name)

congratulationsl You've earned the Administration and

Finance Blue Ribbon Award for Excellence for

. Goo,C for youl I thank you for this special contribution to

our College District.

pam.e*,tr{. 'M"yn"*
\rLa:e Frer"ici.em,L

December 22,2000

Acnnni,nr s tra [iclrL an cl lF'inaurce
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RISKMANAGEMENT

Avoid it

Reduce it

Transfer it

Accept it

r - Insure; self-insure



Auorr

An independent audit of all funds controiled by the board is required by law, and, if
thorough, is the best evaluadon the board has of the ef6ciency of the business
operation. Audit firms usually indicarc ways to improve practices when they check
the procedures for safeguarding funds.

The auditor's roie inciudes:

+ Assessing the internal conrols of the disu'ict and recommending how to
improve them.

+ Assessing the accuracy and reiiabiiiry of furancial statements, inciuding
prevention of fraudulent fi,nancial roponing.

+ Assessin-s adherence to iaws and reguiations to which the entity is subjecr
(Compliance)

lndependent local audirs are required annually under secdon 84040 of the
Califomia Education Code. Duties of the board reiating to these audix inciude:

+ Selection of the audiror"

+ Creation of a proper o'climate" for the audit--that is, a elimate of cooperation
toward the audit process"

+ Review of audit findings and determinadon, in conjunction with the disuict
superintendent and/or college presidenq of appropriate eorrective actions.

+ Follow-up reviews to verify that the planned corrective actrons were
impiemented"



FLEXIBILITY ISSUES

. The infamous "Ed Code"

. The 7 5125 requirement

. The 6A%ru1e

. The 1000 hour requirement

. The 195 day rule

. New line items


