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Excerpt from Guest Compliment:

Tapologize for the delay in my response. I have been out of the country and very busy; thus, my
inability to respond quickly.

My family took a Walt Disney World vacation June 12-19, 2018 and stayed at the Art of
Animation Resort,

There were one cast member who stood out and made our vacation something very special,
Steve Cook (Arden Hills, MI) is a bus driver. He went out of his way to make everyone on the
bus feel very special that day. His knowledge of Disney and interaction with the riders was one
of the most enjoyable experiences we have ever had at Disney (I really mean that!). We found
ourselves not wanting to get off the bus, but continue our ride with him. He was exceptional!

Thank you!

Brian Robertson, Ph.D.




Thank you for following Walt Disney’s vision for a great Guest Experience by
displaying and following The Four Keys Basics Behaviors: Safety, Courtesy,
Show, Efficiency:

I practice safe behaviors in everything I do.

I project a positive image and energy.

I stay in character and perform my role in the show.

1 perform my role efficiently so Guest gets the most out of their visit.

Enclosed is a letter that was recently sent to us from a Guest that was positively
impacted by your exceptional service.

Keep delivering the MAGIC!

Sincerely,
L3 7 ﬂ/
N~

lison Armor Trevor Ocock
VP General Manager
Transportation Transportation



Dear Steve Cook, 09/11/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Courtesy

Thank you for providing an amazing experience for me and my family as we rode your bus yesterday from Disney's Old Key West Resort to Disney's

Animal Kingdom. | have been on a number of buses on property, but I've never heard the Princess and Pirate greetings that you played over the PA
system for them.

They loved it! Plus, by involving my children in the process of turning the interior lights on and off was a real thrill for them. They could not wait to tell their
mother and grandparents about how they were able to do that! Thank you for going above and beyond in providing great guest service for us and the rest
of the guests on board.

Afterwards, my 9-year-old daughter asked me why you didn't have a blue (Legacy Award) nametag. | said, "l don't know, but he sure does deserve one!"
Keep up the great work!!

With Appreciation,
Derek Hoffman (Vacation Planner @ Walt Disney World)

° ),0,9.0,0.0.9.0.0.0.0.0.0,0.0.9.0,.0.0.0.0,.0.00.0,0.00.0,0.0.0.0.9.990,.0090,000000909000909000000000009000000000000000000000000090000000000000000000000000900000000004

Dear Steve Cook, 08/21/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Courtesy

A guest said you gave the guest a fun ride back from animal kingdom. Thanks for providing a memorable experience.
With Appreciation,

Nicole Smith front Desk Staff On behalf of a Guest
o OOOKXXXKXKXKXXXXKXKX XXX KXKXKKXKXKXKXXKX KX XXX KX KXKXKKXKXKXKXKKXKXKXKKXKXKXKXXKXKXKXKKXKXKXKKXKXKXKX XXX KXKXKKXKX XXX XXX XXX

Dear Steve Cook, 08/16/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.



Efficiency

Show

Courtesy

Safety

positive guest letter 8.16.18
With Appreciation,

Johanna Merideth front desk On behalf of a Guest
° ) 9,0.9.0.9.0.0.0.0.90.0.9.0.0.0.0.0.0.9.0.90.9.09.00.90.090909000090099009009090090090000090090000000000090000000909009009000000900900090000000909000090900900900900904

Dear Steve Cook, 07/20/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Courtesy
Guest Compliment from the Robertson Family - "Steve went out of his way to make everyone on the bus feel very special that day. His knowledge of

Disney and interaction with the riders was one of the most enjoyable experiences we have ever had at Disney (I really mean that!). We found ourselves
not wanting to get off the bus but continue our ride with him. He was exceptionable!"

With Appreciation,

Danielle Bacuyag On behalf of a Guest
[ ),0,0.0.0.0.0.0.0.0.0.0.0.0,0,0,.0,0,.0,.0.0.0.0.0.0.000000.0,00,0,000000000000000000,000000000000000000,0000000000000000.0,0,000000000000000000,00000000000000004

Dear Steve Cook, 04/30/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy
Thank you for making us feel safe on the bus, you are awesome we had so much fun. Jeanette
With Appreciation,

Patty PelletierOn behalf of a Guest
o XXXXXXXXXXXXXXXXXXXXX XXX XXX XXX XXXXXXKKXXKXXXIXKXKXKXXXXXKXXKXKXIXXKXKXKXXKIXKKKKKKXIIXKKKKKKXKXIXKXKXXKKKXIKKKXKKKXXXXKKXKXXKXX

Dear Steve Cook, 04/29/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Safety



Courtesy

Show

Efficiency

Guest came to the lobby to express his concern about a delay in the buses during the night of the 28t from DAK to EC. He was upset about the delay but
he kept saying how happy the bus driver made his kids and how great he was during his journey. Guest said that you displayed your role perfectly and
went above and beyond. Before he left the lobby he insisted on recognize the job of Steve Cook from Minnesota. Great job!!! Keep creating magic!!

With Appreciation,

Jose Alfaro Navarro On behalf of a Guest
° 1. 0,0.9.0.90.0.0.0.0.90.0.9.0.0.90.090.0.9.0.0909000090090900090000090090900009090009009000090090000900900000900009009000009000009009000000090000090090900900000009004

Dear Steve Cook, 04/28/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy
Thank you for going out of your way to help my family get back to animal kingdom lodge faster. You did it out of kindness of your heart, not even knowing
| was a CM. Thank you for the bus ride trivia. It was definitely a bus ride to remember. You definitely hit all four keys.

With Appreciation,
Della Alford-Noss
®  XOXXKXXXXXXXXKXXXXKXXXXKXXXKKXXXKKXXXXKKXXXXKKXXKKKXXKKX XXX KXKXXKKXXX KKK XK XKXKKXXXKKKXXKKKXKXKXKXKK XXX KX XXKKKXKKXKXK XXX XKKXXXKKX

Dear Steve Cook, 02/03/2018
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy

Show

Wanted to say thank you to Steve for his level of Guest service, | noticed he was interacting with all the guests arriving on his transport last week.
Acknowledging the children as individuals, asking how our day was and kept us all entertain on the ride to the resort. | appreciate you very much

With Appreciation,

Dijon Bracy On behalf of a Guest
o XXXXXXXXXXXXXXXXXXXXXXXXXXXXKKXXXXXXXKKX XXX XXXXKKKXKXXXXXKXXXXXXIXXKXKXKXXKXKKKKKKXXIXKKXKKKKXXXIXKKKKK KKK KKK KXXXXXXKKXKXXKXX



January 22, 2018

Dear Steve Cook,
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy
Efficiency

Handwritten note from guest, "Steve - Bus Driver from Hollywood Studios to Port Orleans French Quarter was a lovely, friendly and informative driver. It
was a pleasure to be on his bus. Thanks!" - Jackson Family

With Appreciation,

Kehaulani ElizaresOn behalf of a Guest
o XOOOKXXXXXXKXXXX XX XX XX XXX XXX XXXXKXKXKKXXXKXXXXXXKXKXXKXKXKXXKXKXKXKXKXXXKXXXXKXKXKXXKXKXKXKXKXKXKXKXXKXKXKXXXXKXKKXKXKXKXXKXX

October 24, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy

Show

Thankyou!

With Appreciation,

Emily Wren
o XXXXXXXXXXXXXXXXXXXXXXXXXXXKKXKXKXXXKXKK XXX XXXKKXKKXXXXXKXKXXXKKXXXXKKKKXXXKIKKKKKKXXXXKKKKKXXXXKXKKKKKKXKX KKK KKKXXKXKXKKKXXKXX

September 05, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy
Show



Excellent work making a guest feel special on her Birthday! The guest's mother was so excited she took a photo of Steve and the Birthday Guest on their
way off the bus. Glad | happened to be nearby to witness this excellent display of guest service.

With Appreciation,

Austin Susman
o XOOOKXXKXKXXXX XX KX KX XXXKXKXKKXKXKXKXXKXKXKXXKXKXKXKKX KX XXX KXKXKKXKXKXKXXKXKXKXKKXKXKXKXXKX KKK KXKXKKXKX XXX XXX XXX

Dear Steve Cook,
Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show

Safety

Courtesy

Efficiency

Steve - On behalf of the Front Office Team at the Beach Club Resort, we want to thank you for going above and beyond and helping the Cohen party
return to us from the Grand Floridian tonight. They were amazed that you went out of your way and bringing them home on your way to DAK. She was
especially surprised when you let her lower the ramp for her scooter. You helped make memories that they will never forget!

With Appreciation,

Jason Ryan
[ ),0,0.0.0.0.0.0.0.0.0.0.0.0.0,0.0,0,.0,.0.0.0.0.0.0.0.00000.0000,000000000000000000,000000000000000000,00000000000000000,0,000000000000000000,00000000000000004

July 09, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Courtesy
Efficiency

Guest staying at Contemporary called to recognize you for being such a great cast member and being so knowledgeable and explaining how to get around
to where they were going. Great Job and keep up the good work

With Appreciation,

Lauren Paoletta
° ) 9,0.9.0.9.0.0.0.0.90.0.9.0.0.0.0.0.0.9.0.90.9.0900009090900009099090090090090090000090090000900900000900900000900900009000000090090009000000090900009009000900900900904



February 08, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Courtesy

A guest came to the front desk at All Star Movies and said that she was very thankful of the service and courtesy you showed.
With Appreciation,

Juliana Jones
o XOOOKXXXXXXXXXXXXXXXXXXXXKXKXXKXKXKXKKXXXKXXXXKXKXKXXKXKXKXXKXXXKXKXKXXXXXXKXKXKXKXXKXKXKXKXKXKXKXKKXKXKXKKX KX KX KKXKXKXKXKXKXX

February 04, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Courtesy

Thank you for a great ride from park one to pluto (Magic Kingdoms managers parking lot)! you were energetic and entertaining...
With Appreciation,

Tyler Consilvio
XXX XHXXXXXXIXEXXKXXXXXX KKK XXKXXXKEXKKXKXXXXXX KKK KKXXXIXKKXKKXXXXIXXKKXKKXXXIIK KK KHXXXIXXEKKKKKXXXIXIX KKK KKXXIIX KK KXKXXXXXKKXKXXXX

May 14, 2016

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.
| would like to take the time to Recognize you for displaying The Four Key Basics.

Show
Safety
Courtesy
Efficiency



Steve did a great job loading a handicap passenger first, while being extremely courteous too guests. Wishing guests happy birthday, using the buses

automated system to entertain the guests. Steve also gave guests information about Epcot. Steve followed DOT regulations concerning strollers. Great
ride on 5/14/2016 4:37pm Hollywood to the Polynesian Resort.

With Appreciation,

Charlie Browne
o XOOOKXKXKXKXKXX XXX KX KXXXKXKXKKXKXKXKXXKX KX KX XXX KXKXKXXKXKXKXXKXKXKXKKXKXKXKXXKXKXKXKKXKXKXKKX KX KKK KXKXKKXXKXKXXXXKXKXXXK
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@ALTB?S&EP Parks and Resorts U.S.

Congratulations Steven!

You have been selected as one of the recipients of the 4 Keys Fanatic drawing! As a
Cast Member of the Walt Disney World® Resort and Transportation, we have a
heritage of providing exceptional guest and Cast service each and every day.

We know that every recipient of a 4 Keys Fanatic card has made a guest or Cast
Member's experience more memorable, while creating the magical moments for which
our Company is known. Our 4 Keys Fanatic program provides us with an opportunity
to recognize those Cast Members that consistently deliver above the Disney Service
Basics around Safety, Courtesy, Show and Efficiency.

You are invited to enjoy a movie, popcorn and beverage with the enclosed tickets for up
to four individuals at an AMC location of your choice. We hope that you know how
much we truly appreciate the exceptional service that you delivered and will continue to
model our Disney Service Basics.

Enjoy your gift and please use the enclosed 4 Keys Fanatic cards to recognize your
fellow Cast Members that you observe providing great guest and Cast service!

Thank you for all you do!

Sincerely,

Samuel W. Lau

Enclosures

Post Office Box 10000, Lake Buena Vista, Florida 32830-9600

© Disnay



perience by displaying

Courtesy, Show, Eﬁ‘z‘dency:

Keep deliverj

ng the M4 GIC!
Slncerely,
e K
S e

/ Man? O
Jason Kirk Trevor Ocock
Vice President Director
Transportation

Transportation Operations




Dear Steven,

Thank you for following Walt Disney’s vision for a great Guest Experience by displaying and
following The Four Keys Basics Behaviors: Safety, Courtesy, Show, Efficiency:

o [ practice safe behaviors in everything I do.

s [project a positive image and energy.

e [stay in character and perform my role in the show.

o [ perform my role efficiently so Guest gets the most out of their visit.
Enclosed is a letter that was recently sent to us from a Guest that was positively impacted by
your exceptional service. Please also find a token of our gratitude for a role well performed!

Keep delivering the MAGIC!
Sincerely,

o Mo P O —

Jason Kirk Trevor Ocock
Vice President Director
Transportation Transportation Operations




Thank You for
Making Magic

Excerpt from Guest Compliment:

In my recent December trip, Steve Cook, a bus driver to and from the Resorts,
was so wonderful and made the bus trips extra fun!

All in all, T just wanted to let someone know how amazing this Cast Member
really is! I understand working in customer service how challenging it can be
day after day, but this Cast Member really went above and beyond!

Have a magical day!

Sincerely,
Stefanie
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Card must be filled out ut neatly and completely to be eligible for The Fou i1 Keys Fanatic druwing.

Top copy: Place in The Four Keys Fanatic box at recipient's work lam'tm:l
Bottom copy: The Four Eeys Fanotic reg pler‘ k a_p * Y




Please give this card to Steven Cook (Arden Hills, MN) a Disney World bus driver.

Wi ation: Q L OQS
'R{:;:a by: Q.c\-. p«-‘ta\(—hf

: Lcader s Name & Slgnarurc ""'?;::://
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Card must be filled out neath

Top copy: Place in The Four Ke eys Fanat % at recipient’s work location
Bottom copy: The Four K= y T—um:r! recipient keeps




: heartwarmlng to know that Cast Members s

kellyitjobs@comcast.net P e e

From: WDW Guest Communications <WDW.Guest.Communications@disneyworld.com>
Sent: Sunday, November 24, 2013 12:31 PM

To:

Subject: Email from the Walt Disney World Resort

Dear Ana

Thank you for writing to us about your visit to the Walt Disney World® Resort.

| am very glad you had such an enjoyable expenence and truly appreaate the tlme you took to share your complsments

for Steven. Your email reinforces how our

memorable experiences for all of our Guests| ~ Perner:

leadership so he can be commended for the B o Location:

anilL T

. " - R;:cognizeé by: C\" pv\?;& :"‘U : Darc:__ ‘2 = = lg_{_ __

Ana, thank you again for writing to us. We Ic e Slgnmm ﬂ L 9/’7/[ %
Best Regards, 1 recognize you for displaying The Four Keys Basics:

) [ Safety ﬂﬁoﬁ:‘tﬁsy L"‘ﬁﬂw || Efficiency
Erin Downe"f . : Comments: OOSA“&‘ (Gf‘\?\f"\“S ‘L_'torv'\ = éis-]‘
Guest Experience Services letter Aeabed V-249-13.
Walt Disney World Resort =
3386197
Original Message Follows: ; ;:K:-?:;El )
Hello,

My name is Ana Rosario. |, my 7 year old daughter, my 19 year old daughter, my husband and his parents were all
visiting Disney World and were taking a bus trip from Epcot back to Old Key West. The bus was about half full too.

Before leaving Epcot for our hotel, Steven Cook the Disney Bus Driver came back to the middle of the bus where we
were sitting and told the entire bus that we have “”””Disney Princess on board the bus today”””” and he pointed to Tara
(my 7 year old) who was wearing her snow white dress-and she had her hair all made up too. He also played the
“DISNEY PRINCESS” message overhead in the buses intercom system. He doted on her and almost made me cry because
he made Tara feel so very special.

He also told us what E.P.C.0.T officially stands for which someone tried to guess but didn’t quite get it. And then he also
told us all what E.P.C.0.T. unofficially stand for (these unofficial ones made us all laugh a lot). Then he asked us “At Walt
Disney World does anyone know where we go underwater in a bus”? We were all stumped, then he told us about the
water-bridge going to Magic Kingdom just before Contentpary Resort (we were all thinking Blizard beach or something
like that).

Please make sure Steve Cook the bus driver knows how he made us feel. We are leaving tomorrow for home and
needed to send this out today before we left.

Thank you.




: _C-iSt Member: érfl]t‘ M _ .. Perner #: &/ ¢
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Card must befilled out ndatly and "orr,}]ptcly 1o be eligible fol FC}L.I Key'“ Fematic drawing.

Top copy: Place in The Four Keys Fanatic box at recipient’s work location
Bottom copy: The Four Keys Fanatic recipient keaps
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Card must be fillad cut neatly ond completely to be eligible for The Four Keys Fanatic drowing.

Top copy: Place in The Four Keys Fanatic box at recipient’s work location
Bottom copy: The Four Keys Fanatic recipient keeps




Thank You for
Making Magic

Excerpt from Guest Compliment:

“My name is Dr. Peter... from the Chicago area. I have taken
numerous bus drives to all your parks. Today, one of my drivers

was Steve Cook — he was nicest driver of the week.

So friendly and cordial to everyone. He definitely showed his
personality and made my trip a lot of fun. I wish I could steal him
and bring him to my office. He is definitely an asset to Disney

World.”

Peter




Thank You for
& &

Making Magic

Excerpt from Guest Compliment:

“My name is Ana... [, my 7 year old daughter, my 19 year old daughter, my

husband and his parents were all visiting Disney World and were taking a bus trip

from Epcot back to Old Key West. The bus was about half full too.

Before leaving for our hotel, Steven Cook the Disney Bus Driver came back to thd!
middle of the bus where we were sitting and told the entire bus that we have
“Disney Princess on board the bus today” and he pointed to Tara (my 7 year old
who was wearing her Snow White dress and she her hair all made up too. He also
played the “DISNEY PRINCESS” message overhead in the buses intercom
system. He doted on her and almost made me cry because he made Tara feel so

very special.

He also told us what E.P.C.O.T. officially stands for which someone tried to guessi!
but didn’t quite get it. And then he also told us all what E.P.C.O.T. unofﬁciall)l:
stands for (these unofficial ones made us all laugh a lot). Then he asked us “A1!
Walt Disney World does anyone know where we go underwater in a bus™? We
were all stumped, then he told us about the water-bridge going to Magic Kingdom
just before Contemporary Resort (we were all thinking Blizzard Beach or
something like that).

Please make sure Steve Cook the bus driver knows how he made us feel. We are

leaving tomorrow for home and needed to send this out today before we left.” !
|

Thank you. |
Ana, Tara, Don and Family




You Are Key!

Excerpt from Guest Compliment:

Disney is known for its friendliness and sort of an “It's 4 Small World” sort of feeling, but
my family never expected this from a shuttle bus driver. On May 17, we took a shuttle and
learned new trivia and we listened to greetings about how there was a princess on board
and a birthday and we were the anniversary couple. This was a surprise, this was our
second trip to Disney and first time we'd ever gotten any of that Disney Magic on a shuttle
ride!

Steve Cook is from Minnesota and drives one of the shuttle buses from Disney Properties
to the parks. He still has a lot of 'Minnesota' in him, coming from Wisconsin perhaps it is
just a Midwestern shared bond, but if you can forward on that he was a wonderful driver &
kept us entertained making the trip seem short and making us feel welcomed, it would be
much appreciated.

Wanita
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“You can dream, create, design and build

the most wonderful place in the world ...

but it requires people to make the dream a reality.”
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-7 to be eligible for The Four Keys Fanatic drawing.

Top copy: Place in The Four Keye Fanatic box at reciplent's work location
Bottem copy: The Four Keys Fanatic recipient keeps




.. so special and magical; he made our day

Thank you for
Making Magic!

” Excerpt from Guest Compliment:

“We want to thank Steven for everything he does to make Walt Disney World

'55

i The Temple and Dulton Families




Kittendorf, Steven R

From: Hooper, Jill A.

Sent: Tuesday, October 28, 2014 4:03 PM

To: #WDW Transport-Bus EC GSMs

Subject: Fwd: Action Required: GC Resolution with Local Recognition Ohearn, Rhonda
Attachments: ATT00001.htm; ATT00002.htm: HOOKKO011-1414519265-Ohearn, Rhonda Email.pdf;

ATTO00003.htm

Can we put in tracker and recognize Steve?
Thank you
Jill

Sent from my iPhone

Begin forwarded message:

From: "Garrett, Christine M." <Christine.M.Garrett(@disney.com>

Date: October 28, 2014 at 3:57:12 PM EDT

To: "Hooper, Jill A." <Jill.A.Hooper@disney.com>

Cc: "Garrett, Christine M." <Christine.M.Garrett@disney.com>

Subject: FW: Action Required: GC Resolution with Local Recognition Ohearn, Rhonda

Jill: Please recognize this Cast Member.

Chnie Garmere

Office of Trevor Ocock, Director of Transportation
Office - 407-824-7241 (8-273)
Fax-  407-824-7542

From: Kayleigh.Hook@disney.com [mailto:Kayleigh.Hook@disney.com] On Behalf Of WDW Guest
Correspondence

Sent: Tuesday, October 28, 2014 2:05 PM

To: Terry, Judy; Allen, Rick; Larson, Michelle S.; Garrett, Christine M.; Nosari, David; Ocock, Trevor R.;
Kirk, Jason

Subject: Action Required: GC Resolution with Local Recognition Ohearn, Rhonda

Action: This compliment should be presented locally.

Do not contact this Guest. The Guest has already been contacted by a Guest
Correspondent.

Guest name: Rhonda Ohearn

Case ID: M003555780

Location: Pop Century housekeeping & Bus transportation
Reservation Number: 440891941013

Situation:

Pop Century

Guests shared a compliment regarding their housekeeper for their stay. she did not get her name but res number is
440891941013. Guest stated she was very kind and even took time to say thank you for staying. Guest was very
impressed.



Transportation:

Guest shared compliments for CM Steve Cook who was driving from Epcot to Pop Century. Guest could not
remember the date but stated that Steve interacted with everyone on the bus and "truly hold the magic of Disney
World"

Please see original emai attached. Thank you! have a great day everyone :)

Resolution:
Spoke with Guest and assured them that their feedback has been passed along to the area and their Leaders.
If you have any questions, please feel free to contact me via the contact information listed below. Thank you.

Kayleigh Hook

Guest Experience Services
Walt Disney World Resort
407-938-7537



From: WDW Guest Communications <WDW.Guest.Communications@disneyworld.com>
Date:

Subject: Re: My Past Walt Disney World Visit

Case 1D: 22597801

Original Message Follows:

We just returned from our Disney vacation 10-19/10-24 at Pop Century Resort. We just wanted to let you
know how wonderful our trip was! 2 cast members really stood out during our stay. Our "mousekeeper” was
very kind and even stopped to thank us for staying before we left. I didn't get her name. Also our bus driver
from Epcot to Pop Was AMAZING! His name was Steve Cook. He really made the bus ride feel like part of
the magic instead of just a means of transportation from park to hotel. He went above and beyond other bus
drivers we had. He interacted with everyone on the bus, gave us all a few laughs! He truly holds the magic of
Disney World! Thank you!

Reservation number:
Rhonda OHearn [rlohearn@hotmail.com]
7069841037

Client Information
Mozilla/5.0 (compatible;: MSIE 10.0; Windows NT 6.2; WOW64: Trident/6.0; MDDCIS)

Username: rlohearn(@hotmail.com
Accept contact from the Cast Member:No

Re: My Past Walt Disney World Visit - 1



Steven,

Thank you for following Walt Disney’s vision for a great Guest Experience by displaying and
following The Four Keys Basics Behaviors: Safety, Courtesy, Show, Efficiency-

® [practice safe behaviors in everything I do.

» [ project a positive image and energy.

® [Istay in character and perform my role in the show.

e [ perform my role efficiently so Guest geis the most out of their visi.
Enclosed is a letter that was recently sent to us from a Guest that was positively igggacted by
your exceptional service. Please also find a token of our grasitude for 2 rols we :

Keep delivering the MAGIC!
Sincerely,

y,,ba
s B Ot —

Jason Kirk Trevor Ocock
Vice President Director

Transportation Transportation Operations

—
’ =t)fw:|p‘rransport |
\!  Magic in Motion
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Thank you for all
You do!!

Excerpt from Guest Compliment:

We really enjoyed traveling to one of the parks with Steven Cook, the bus driver. It’s
funny how something as simple as a pleasant conversation can brighten an already perfect

day.

Carole
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Thank you for
Making Magic!

Excerpt from Guest Compliment:

" "We want to thank Steven for everything he does to make Walt Disney World so
_ special and magical; he made our day!”

The Temple and Dulton Families
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Theek you for foliowme W2k Disacy s vision for 2 gros Goes: Eaperionces v dspieoms and
following The Four Keys Basics Behaviors: Safety. Courtesy, Show, Efficiency

» [ proctice safe behaviors in everything [ do

* [ project a positive image and emergy.

*  |stay in character and perjorm my role in the show.

® [ perform my role efficiently so Guest gets the most out of their visit
Emiosedlsahtkrﬂmwasmhmmmﬁmaﬁmkmm-ﬂdh
your cxceptional service. Please also find a token of our gratinade for 2 role wel

Keep delivering the MAGIC




Thank YOU for
all You do!!

Excerpt from Guest Compliment:

“Steven was very kind and even stopped to thank us for staying before we left. He really
made the bus ride feel like part of the magic instead of just a means of transportation from
park to hotel. He went above and beyond other bus drivers we 've had. He interacted with
everyone on the bus, gave us all a few laughs. He truly holds the magic of Disney World.”

Rhonda Ohearn




Steven,

Thank you for following Walt Disney’s vision for a great Guest Experience by displaving and
following The Four Keys Basics Behaviors: Safety, Courtesy, Show, Efficiency:

e [ practice safe behaviors in everything I do.

e [ project a positive image and energy.

e [ stay in character and perform my role in the show.

o [ perform my role efficiently so Gue.s:gﬂsdrmmd i Iul.
Enclosed is a letter that was recently sent to us from a2 Guest that wf o \
your exceptional service. Please also find a token of our grati

Keep delivering the MAGIC
Sincerely,

aSO~
J; Kirk
Vice President
Transportation
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Card must be filled out neatly and completely to be eligible for The Four Keys Fanatic drawing.

Top copy: Place in The Four Keys Fanatic box at reciplent's work location
Betlem copy: The Four Keys Fanatic recipient keeps
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You Are Key!

Excerpt from Guest Compliment:

We stayed 14-nights at Disney’s Caribbean Beach Resort. Captain Steven was the most
magical Cast Member ever! Whilst waiting we heard him recite his childhood stories of
Disney and recollections of his younger days (which also helped to calm a younger guest
who was very tired too.) Steven really naturally shone and he totally depicted the Disney

reputation of magical guest experience. Please recognize this wonderful Cast Member’s

behavior!

-The Lawrence Family
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Thank you for
Making Magic!!

Excerpt from Guest Compliment:

I wanted to take the time to commend Steven who was exceptionally patient, kind and
helpful and demonstrated the “Disney’” personaltiy that keeps me coming back.

Steven and two other Cast Memebers were very patient with an inexperienced scooter
driver who had a rogue scooter that wanted to go faster even in slow mode. They just
smiled, assisted me and did not make me feel stupid or like | was a bother as they patiently
assisted me getting on and off the bus, even with a line of Guests and a schedule.
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Steven,

Thank you for following Walt Disney’s vision for a great Guest Experience by displaying and
following The Four Keys Basics Behaviors: Safety, Courtesy, Show, Efficiency:

* [ practice safe behaviors in everything | do.

* [ project a positive image and energy.

*  [Istay in character and perform my role in the show.

* [ perform my role efficiently so Guest gets the most out of their visit.
Enclosed is a letter that was recently sent to us from a Guest that was positively impacted by
your exceptional service. Please also find a token of our gratitude for a role well performed!

Keep delivering the MAGIC!

Sincerely, (
()&Sar \

Jason Kirk Trevor'Ocock

Vice President Director

Transportation Transportation Operations




Cord must .H@&iﬁtn!mﬂ!cﬂ"d completely to-be eligible lor The Four Keys Fanatic drawing.

‘I'on eopy: Placs in The Four Keys Fanatic box at recipient’s work location
Bottom copy: The Four Keys Fonatic recipient kesps

Cerd must be filled out neatly and sompletely to be eligible for The Four Keys Fanatic drawing.

Top eopy: Fluce in The Four Keys Fanetic box ot recipient’s work location
Bottem copy: The Four Keys Fanatic recipient keeps
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Card mus! be filled out neatly and completely to be eligible for The Four Keys Fanatie drawing

Top copy: Place in The Four Keys Fanatic box at recipient's work location
BeHem copy: The Four Keys Fanatic recipient kssps
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Card must be filled out neatly and completely to be elfgible for The Four Keys Fanatic drawing.

Top eopy: Place in The Four Keys Funatic box at recipient’s work location
Botiom copy: The Four Ksys Fanatic recipient keeps



Thank you for all
You do!!

Excerpt from Guest Letter:

My family took a Disney bus from Epcot to Animal Kingdom and it was the best
bus ride we’ve had. Steve Cook greeted all of us with a smile and welcomed us
aboard. He announced that it was a little boy’s birthday, a Guest’s 1°° time at
Disney, and a couple’s anniversary. We all ended up singing ‘Happy Birthday’ to
the little boy.

Steve was very entertaining by asking Disney trivia; some of the questions were
easy and other more difficult. It was fun. He also told us of his favorite ride, the
“Flights of Wonder” in Asia at Animal Kingdom.

He is also one of the better drivers at WDW:; he accelerated slowly and stopped :‘
very gently. This is important when you have Guests standing in the aisle. 1:

Please give Steve the attached picture that our daughter drew. It is a self-portrait |
and it has the “Flights of Wonder” on it since this is the show that he mentioned |
was his very favorite at WDW. ?

Thank you,
Sammy G.
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Thank you for following Walt Disney’s vision for a great Guest Experience by
displaying and following The Four Keys Basics Behaviors: Safety, Courtesy,
Show, Efficiency:

e [ practice safe behaviors in everything 1 do.

e [ project a positive image and energy.

e [stay in character and perform my role in the show.

o [ perform my role efficiently so Guest gets the most out of their visil.
Enclosed is a letter that was recently sent to us from a Guest that was positively
impacted by your exceptional service.

Keep delivering the MAGIC!

C!
Sincerely,
O Sow

Jdson Kirk Trevor Ocock
Vice President _ Director
Transportation Transportation Operations
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Steve,

Thank you for following Walt Disney’s vision for a great Guest Experience by
displaying and following The Four Keys Basics Behaviors: Safety, Courtesy,
Show, Efficiency:

e [ practice safe behaviors in everything I do.

e [ project a positive image and energy.

e [stay in character and perform my role in the show.

o [ perform my role efficiently so Guest gets the most out of their visit.
Enclosed is a letter that was recently sent to us from a Guest that was positively
impacted by your exceptional service.

Keep delivering the MAGIC!
Sincerely, ‘?
ajan AW F(Q

Jasdn Kirk revor Ocock
Vice President General Manager
Transportation Transportation



Thank you all
You do!!

Excerpt from Guest Letter:

| would like to take a few moments of your time to give a big “thank you” to
one of the Disney bus drivers, Steve Cook. On January 23, 2016, we were given
the pleasure of having Steve from Minnesota as our bus driver from Hollywood
Studios to the Grand Floridian.

Steve was such a nice man! He had a trivia game for the whole bus to
participate in, acknowledged people on the bus with birthdays, anniversaries
and the little girls dressed as princesses, etc.

| just wanted Management to know that Steve is an awesome Cast Member!!

JoAnne




Letter to Walt Disney World:

Can you send this letter to your upper management about a Disney Bus driver?

We (me and my family) were taking a bus from Magic Kingdom to Caribbean Beach Hotel on Sunday
May 1* 2016 to use the pool for an hour to cool off. Then we went back to Magic Kingdom for the
evening.

We had the best experience on the bus from Magic Kingdom to our hotel from your bus Driver.

It is our daughters birthday (Sally) that same day. Anyway when we arrived in the bus stop at Magic
Kingdom to go to Caribbean Beach resort there were many people on the bus already when we arrived
on the bus and as soon as Sally got on the bus the whole bus said HAPPY BIRTHDAY SALLY and sang the
happy birthday song to her. Sheis 8. We were all so very surprised as we just got on the bus and
didn’t know anyone.

What we found out was that the bus driver saw the Happy Birthday button Sally was wearing and told
the people that were on the bus already that a birthday girl was just about to board the bus. And he
got them all to sing Happy Birthday to Sally.

What a surprise. He introduced himself as Steve Cook from Minnesota, said Happy Birthday. He asked
us how we were doing too. We sat in front by him and it was the best bus ride we have ever had (and
we come down to Disney about once a year).

He told us Disney facts, some helpful hints about the park, and his favorite attractions, shows and his
favorite restaurant (so far). (He said it was the Skillet lunch at Whispering Canyon Café at the
Wilderness Lodge). He then gave Sally and Brad (our son) a “Transportation Card” and buses are so
very fun for Brad (he LOVES the bus since he doesn’t have to sit in a car seat and be belted into it). He is
treasuring that card. When we got off he said thank you for visiting Walt Disney World and asked if we
had any questions that he could answer.

But not only that, but a couple hours later we came back to Magic Kingdom and saw that same driver
(Steve Cook from Minnesota) on the sidewalk just outside the bus stops at Magic Kingdom, this time he
was wearing an orange vest and had an orange lit-up flashlight.

But this next part really surprised us is that when we saw him on the sidewalk that evening in the orange
vest, we said hi and he said hi back BUT he also remembered Sally and Brad’s names. It had been about
3 hours after the bus ride and Steve Cook from Minnesota remembered our kids names. How sweet.
That made our children (and us) so VERY, VERY, VERY happy and made this trip the best we can
remember (except for our honeymoon many years ago). We asked him why he wasn’t driving the bus
now, he said he is a Disney Bus Trainer and today he had the opportunity to do some driving and also
work with the people in the bus stops at Magic Kingdom in addition to driving and training.




Disney World is so very lucky that you can you have someone so nice working for you. He made our trip
this time to Disney World the best.

Carol and George Warbritton and Sally and Brad.
Des Moines, IA

PS: Can you send this letter to your management? AND make sure Steve gets a copy too.

| wrote this up on our laptop, saved a copy, drove to the Convention Center at Coronado Springs to print
this letter to make sure we got it to Steve Cook and his managers before we left to go to another park
today.



Card must be filled out neatly and completely to be eligible for The Four Keys Fanatic drawing.

Top copy: Place in The Four Keys Fanatic box uat recipient's work location
Bottom copy: The Four Keys Funalic recipient keeps




819119 | Recognize Now! Page 1 of 2

The Four Keys Recognition

Cast Member:
S"Fe.\/e_n M COOL (S"{'?_\/e)

Pernr #:
319119

Recognized by:
C!—‘a\r-!e_s P Brcwx'ie (d—.ar“la)

Date:
/1/&7 14, 2016

Leader's Name:
C_O."L; L_ WA-“_J

I recognize Steve for displaying The Four Key Basics:

4
Safety

Comments:
S+1Va J-J aéraa‘;‘ JOE ‘OG\J;AQ a LG\AJ;LG\F Fasseﬁaer —C}rs'ﬂL‘, wLF‘e_ l::e.?/lc? e_?(‘ll'rzme'?
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S-"e_\/e_ fo“owe.é DO-T_r—aauch‘[oAs c.CMc.er-/:iAa 54#0“&(‘5. Gr-ac‘-#' riée_ oA S/J"L{/ZOJ’é

https://recognition.disney.com/recognition/819119/ 5/15/2016



819119 | Recognize Now! Page 2 of 2

Charles P Browne (Charlie) has sent this Four Keys Recognition to Steven M Cook (Stevel's supervisor Cory L Ward at Cory.L \Ward@disney.com at
142 pm on on Saturday 14th May 2016

https://recognition.disney.com/recognition/819119/ 5/14/2016



Steven,

Thank you for following Walt Disney’s vision for a great Guest Experience by
displaying and following The Four Keys Basics Behaviors: Safety, Courtesy,
Show, Efficiency:

* [ practice safe behaviors in everything I do.

*  [project a positive image and energy.

*  [stay in character and perform my role in the show.

* [ perform my role efficiently so Guest gets the most out of their visit.
Enclosed is a letter that was recently sent to us from a Guest that was positively
impacted by your exceptional service.

Keep delivering the MAGIC!

Sincerely,

aSen / m I Z
Jason Kirk Trevor Ocock
Vice President General Manager

Transportation Transportation



Thank you for all
You do!!

Excerpt from Guest blog @WDWToday:

Bus driver Steven Cook on Epcot to Old Key West route with Trainee was very friendly,
informative and entertaining!

JSampson70




Date

"Recognition" is 100% positive item. It is a compliment from a co-worker or guest of Disney

9/11/2018
8/20/2018
8/16/2018
8/16/2018
7/19/2018
6/8/2018
5/18/2018
4/30/2018
4/29/2018
4/28/2018
2/9/2018
2/3/2018
1/22/2018
10/23/2017
10/13/2017
10/8/2017
9/18/2017
9/5/2017
8/21/2017
7/10/2017
7/9/2017
5/9/2017
4/23/2017
4/22/2017
4/21/2017
3/15/2017
3/14/2017
3/14/2017
2/8/2017
2/4/2017
1/10/2017
1/9/2017
12/6/2016
12/5/2016
12/4/2016
12/3/2016
12/2/2016
10/7/2016
9/12/2016
9/10/2016
9/4/2016
7/18/2016
5/14/2016

Violation Type

Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Attendance
Attendance
Not Applicable
Not Applicable
Not Applicable
Attendance
Not Applicable
Not Applicable
Not Applicable
Attendance
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Attendance
Not Applicable
Not Applicable
Attendance
Attendance
Attendance
Not Applicable
Attendance
Not Applicable
Not Applicable
Not Applicable
Attendance
Attendance
Attendance
Attendance
Attendance
Attendance
Attendance
Attendance
Attendance
Attendance
Not Applicable
Not Applicable
Not Applicable

Violation Code or Issue Type

Recognition

Recognition

Recognition

Recognition

Recognition

Call Sick Free Day

Call Sick Free Day
Recognition

Recognition

Recognition

Call Sick Free Day
Recognition

Recognition

Recognition

Call Sick Free Day
Recognition

Communication / Documentation
Recognition

Recognition

Relieved of Shift > Than 2 Hrs
Recognition

Communication / Documentation
Call Sick Free Day

Call Sick Free Day

Call Sick Free Day
Recognition

Relieved of Shift > Than 2 Hrs
Recognition

Recognition

Recognition

Call Sick Free Day

Call Sick Free Day
Bereavement Leave
Bereavement Leave
Bereavement Leave
Bereavement Leave
Bereavement Leave
Authorized Day Off
Bereavement Leave

Call Sick Free Day
Communication / Documentation
Recognition

Recognition

Reason

Performance
Performance
Performance
Performance
Performance

Performance
Performance
Performance

Performance
Performance
Performance

Guest Compliment

With Supervisor
Performance
With Supervisor

Performance
With Supervisor

With Supervisor

With Supervisor
Performance
Performance

With Supervisor
With Supervisor
Performance



5/14/2016
5/13/2016
3/31/2016
9/29/2015
9/21/2015
8/29/2015
2/19/2015
1/16/2015
1/5/2015
1/4/2015
1/3/2015
12/31/2014

Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable
Not Applicable

12/6/2014 Not Applicable
11/22/2014 Not Applicable
11/21/2014 Not Applicable

11/9/2014 Not Applicable

11/8/2014 Not Applicable

11/1/2014 Not Applicable
10/28/2014 Not Applicable
10/27/2014 Not Applicable

10/9/2014 Not Applicable

8/10/2014 Not Applicable

7/27/2014 Not Applicable

7/1/2014 Not Applicable
6/13/2014 Not Applicable
5/10/2014 Not Applicable

5/1/2014 Not Applicable

4/8/2014 Not Applicable
2/18/2014 Not Applicable

2/9/2014 Not Applicable

2/8/2014 Not Applicable

12/5/2013 Not Applicable

12/5/2013 Not Applicable
11/18/2013 Not Applicable

Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition
Recognition

Communication / Documentation

Recognition
Recognition
Recognition
Recognition
Recognition
Recognition

With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
Guest Compliment
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
Guest Compliment
Guest Compliment
Guest Compliment
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
With Supervisor
Guest Compliment
With Supervisor
Guest Compliment



Results

Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card

Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card

Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card

Written Commendation
Coaching Counseling
Four Keys Fanatic Card
Four Keys Fanatic Card

Four Keys Fanatic Card
Coaching Counseling

Four Keys Fanatic Card

Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card

Coaching Counseling
Four Keys Fanatic Card
Four Keys Fanatic Card

Matrix Points Value

0.0
0.0

0.0

0.0

0.0

0.0
0.0
0.0

0.0

0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0



Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Written Commendation
Great Service Fanatic Card
Great Service Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Written Commendation
Written Commendation
Great Service Fanatic Card

Four Keys Fanatic Card

Written Commendation
Written Commendation
Written Commendation
Written Commendation
Four Keys Fanatic Card

Written Commendation
Written Commendation

Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Great Service Fanatic Card
Coaching Counseling
Four Keys Fanatic Card
Four Keys Fanatic Card
Four Keys Fanatic Card
Written Commendation
Four Keys Fanatic Card
Written Commendation
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Excerpt from Guest Compliment:

Tapologize for the delay in my response. I have been out of the country and very busy; thus, my
inability to respond quickly.

My family took a Walt Disney World vacation June 12-19, 2018 and stayed at the Art of
Animation Resort,

There were one cast member who stood out and made our vacation something very special,
Steve Cook (Arden Hills, MI) is a bus driver. He went out of his way to make everyone on the
bus feel very special that day. His knowledge of Disney and interaction with the riders was one
of the most enjoyable experiences we have ever had at Disney (I really mean that!). We found
ourselves not wanting to get off the bus, but continue our ride with him. He was exceptional!

Thank you!

Brian Robertson, Ph.D.




Thank you for following Walt Disney’s vision for a great Guest Experience by
displaying and following The Four Keys Basics Behaviors: Safety, Courtesy,
Show, Efficiency:

I practice safe behaviors in everything I do.

I project a positive image and energy.

I stay in character and perform my role in the show.

1 perform my role efficiently so Guest gets the most out of their visit.

Enclosed is a letter that was recently sent to us from a Guest that was positively
impacted by your exceptional service.

Keep delivering the MAGIC!

Sincerely,
L3 7 ﬂ/
N~

lison Armor Trevor Ocock
VP General Manager
Transportation Transportation



e Dear Steve Cook, 09/11/2018

e Thank you for making a difference and helping us create an unforgettable experience.

¢ | would like to take the time to Recognize you for displaying The Four Key Basics.

o Show




o Courtesy

Thank you for providing an amazing experience for me and my family as we rode your bus yesterday from Disney's Old Key West Resort to Disney's
Animal Kingdom. | have been on a number of buses on property, but I've never heard the Princess and Pirate greetings that you played over the PA
system for them. They loved it! Plus, by involving my children in the process of turning the interior lights on and off was a real thrill for them. They
could not wait to tell their mother and grandparents about how they were able to do that! Thank you for going above and beyond in providing great
guest service for us and the rest of the guests on board. Afterwards, my 9-year-old daughter asked me why you didn't have a blue (Legacy Award)

nametag. | said, "l don't know, but he sure does deserve one!" Keep up the great work!!



With Appreciation,

Derek Hoffman
XXXXXXXXXXXXXXKXKXXKXXXKXKKXKXKXKXXKXKXKXKXKXKXKXKKXKXKXKXXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXXKXKXKXKKXKXKXKXKXKXX

Dear Steve Cook, 08/21/2018

Thank you for making a difference and helping us create an unforgettable experience.

| would like to take the time to Recognize you for displaying The Four Key Basics.



Show




0] Courtesy

A guest said you gave the guest a fun ride back from animal kingdom. Thanks for providing a memorable experience.

With Appreciation,

Nicole SmithOn behalf of a Guest
XXXXXXXXXXXXXXKXKXXKXKXKXKKXKXKXKKXKXKXKXKXKXKXKXKKXKXKXKXXKXKXKXKKXKXKXKXKXKXKXKXXKXKXKXKXXKXKXKXXKXKXKXKKXXXKXKXXKXKXKXKXKXX

Dear Steve Cook, 08/16/2018

Thank you for making a difference and helping us create an unforgettable experience.



e | would like to take the time to Recognize you for displaying The Four Key Basics.

o Efficiency




Show




Courtesy




0 Safety

positive guest letter 8.16.18

With Appreciation,

Johanna MeridethOn behalf of a Guest
XXXXXXXXXXXXKXKXKXXKXXXKXKKXKXKXKXXKXKXKXKXKXKXKXKKXKXKXKXXKXKXKXKKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKXKKXKXKXKKXKXKXKXKXKXX

Dear Steve Cook, 07/20/2018

Thank you for making a difference and helping us create an unforgettable experience.



¢ | would like to take the time to Recognize you for displaying The Four Key Basics.

o Show




o Courtesy

Guest Compliment from the Robertson Family - "Steve went out of his way to make everyone on the bus feel very special that day. His knowledge of
Disney and interaction with the riders was one of the most enjoyable experiences we have ever had at Disney (I really mean that!). We found

ourselves not wanting to get off the bus but continue our ride with him. He was exceptionable!"

With Appreciation,

Danielle Bacuyag On behalf of a Guest
XXXXKXRXRXRXEX KK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK XXX KKK XXX XX



e Dear Steve Cook, 04/30/2018

e Thank you for making a difference and helping us create an unforgettable experience.

o | would like to take the time to Recognize you for displaying The Four Key Basics.

(o] Courtesy




Thank you for making us feel safe on the bus, you are awesome we had so much fun. Jeanette

With Appreciation,

Patty PelletierOn behalf of a Guest
XXXXXXRXRXRXRX KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK XXX XXX XXX XK

Dear Steve Cook, 04/29/2018

Thank you for making a difference and helping us create an unforgettable experience.

| would like to take the time to Recognize you for displaying The Four Key Basics.



Safety




Courtesy




Show




o] Efficiency

Guest came to the lobby to express his concern about a delay in the buses during the night of the 28t from DAK to EC. He was upset about the delay
but he kept saying how happy the bus driver made his kids and how great he was during his journey. Guest said that you displayed your role perfectly
and went above and beyond. Before he left the lobby he insisted on recognize the job of Steve Cook from Minnesota. Great job!!! Keep creating

magic!!

With Appreciation,

Jose Alfaro Navarro On behalf of a Guest



),9,0,0.9,0.9,0.9.0,0.9,0.0.0,0.0,0.9,0,9.0,0.9,0.9,.0,9.0.0.0,0.0,.0,0,0,0.9,0.9.0.0.0,0.9,.0.0.0,0.9,.0.9.0.0.0,0.9,.0.0 009,090, 0.00.09000.0900000.09000.00.0900000090000090000000000090900000000

Dear Steve Cook, 04/28/2018

Thank you for making a difference and helping us create an unforgettable experience.

I would like to take the time to Recognize you for displaying The Four Key Basics.

o] Courtesy




Thank you for going out of your way to help my family get back to animal kingdom lodge faster. You did it out of kindness of your heart, not even

knowing | was a CM. Thank you for the bus ride trivia. It was definitely a bus ride to remember. You definitely hit all four keys.

With Appreciation,

Della Alford-Noss
XXXXXXXXXXXXKXKXXXXKXXXKXKKXXXKXXKXKXXXKXXKXXXKXXKXXXKXKXXKXKXKKXKXKXKXXXKXXXXXXXKXKXKXKXKXKXKXKXKKXKXKXKXXKXKXKXXKXKXKXKKXKXX

Dear Steve Cook, 02/03/2018

Thank you for making a difference and helping us create an unforgettable experience.

| would like to take the time to Recognize you for displaying The Four Key Basics.



Courtesy




o Show

Wanted to say thank you to Steve for his level of Guest service, | noticed he wasinteracting with all the guests arriving on his transport last week.

Acknowledging the children as individuals, asking how our day was and kept us all entertain on the ride to the resort. | appreciate you very much

With Appreciation,

Dijon Bracy On behalf of a Guest
XXXXXXXRXRXRXRXRXRXRXRXX KKK XXX KX XRXK XXX RX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX KK



e January 22,2018

e Dear Steve Cook,

e Thank you for making a difference and helping us create an unforgettable experience.

e | would like to take the time to Recognize you for displaying The Four Key Basics.

o Courtesy




o] Efficiency

Handwritten note from guest, "Steve - Bus Driver from Hollywood Studios to Port Orleans French Quarter was a lovely, friendly and informative driver.

It was a pleasure to be on his bus. Thanks!" - Jackson Family

With Appreciation,

Kehaulani ElizaresOn behalf of a Guest
) 9.0.9.0.9.0.0.0.0.90.0.9.0.0.0.090.090.0.909.9090000909000000000909000000000090000900000090000000900900909000000000000000000000000090900009090000090900904

e October 24, 2017



o Dear Steve Cook,
e Thank you for making a difference and helping us create an unforgettable experience.

o | would like to take the time to Recognize you for displaying The Four Key Basics.

o] Courtesy




o Show

Thankyou!
With Appreciation,

Emily Wren
XXXXXXXKKHKKHKXXIXIXIXEKEXKKHKXXXXEXEKKHKHKXXIXIXIXEKKHKHKHKXXIIXEKEKKKHKKKXIIEKEKHKHKHKXIIXIEKEKHKHKHKKXXIIXEKKKHKHKHIXIXIXIEKEKKHKHKIXXIIXEKEKKHKHKKXXXIXEXKXKKXXXXX KX KXXX

e September 05, 2017

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.



o | would like to take the time to Recognize you for displaying The Four Key Basics.

o] Courtesy




o Show

Excellent work making a guest feel special on her Birthday! The guest's mother was so excited she took a photo of Steve and and the Birthday Guest

on their way off the bus. Glad | happened to be nearby to witness this excellent display of guest service.

With Appreciation,

Austin Susman
XXXXXXXXXXKXKXXXXXXKXXXKXKKXKXKXXKXKXKXKXXKXXXKXKXXKXKXKXXKXKXKKKXKXKXKXXXXKXXXXXKXKXKXKXXKXXXKXKKXKXKXKXXKXXXKXXKXKXXXXXXKXX

Dear Steve Cook,



e Thank you for making a difference and helping us create an unforgettable experience.

¢ | would like to take the time to Recognize you for displaying The Four Key Basics.

o Show




Safety




Courtesy




o] Efficiency

Steve - On behalf of the Front Office Team at the Beach Club Resort, we want to thank you for going above and beyond and helping the Cohen party
return to us from the Grand Floridian tonight. They were amazed that you went out of your way and bringing them home on your way to DAK. She was

especially surprised when you let her lower the ramp for her scooter. You helped make memories that they will never forget!

With Appreciation,

Jason Ryan
XXXXXXXIXKKKHKKKXIXIXIXEKEXKHKHKKXIXIEXEKHKHKHKXXIXIXIXEKKHKHKHKIXIIXEKEKKHKHKIKXIIEEKKHKHKHKXIIIEKEKHKHKHKKXXIIXIKKKHKHKIXIXIXIXEKEKHKHKIKIIIXEKEKKHKHKKXIIXIXEXKXKKXXXIXIXKK XXX



e July 09, 2017

e Dear Steve Cook,

e Thank you for making a difference and helping us create an unforgettable experience.

e | would like to take the time to Recognize you for displaying The Four Key Basics.

(o] Show




Courtesy




o] Efficiency

Guest staying at Contemporary called to recognize you for being such a great castmember and being so knowledgeable and explaining how to get

around to where they were going. Great Job and keep up the good work

With Appreciation,

Lauren Paoletta
) 9.0.9.0.9.0.0.0.0.90.0.9.0.0.0.090.0.90.0.909.09000090900000009000900090000909000090900000900000009000090900000000000000090009000000090900009090000090900904

e February 08, 2017



e Dear Steve Cook,

e Thank you for making a difference and helping us create an unforgettable experience.

¢ | would like to take the time to Recognize you for displaying The Four Key Basics.

o Show




0] Courtesy

A guest came to the front desk at All Star Movies and said that she was very thankful of the service and courtesy you showed.

With Appreciation,

Juliana Jones
XXXXXXXHXXKXKHXKKXKKXKXKXKKXKXKXKXIKXKKXKXKXKXKKKXKXKKXKKXKKXKXKXKXKXIKXKXKXKKXKKXKXKXIHXKKX KK XKXKKXKKXKXKXIKXKKXXKXKXKKXKKXXKXKXKKXKKXXXXXXXXK

e February 04, 2017

Dear Steve Cook,



e Thank you for making a difference and helping us create an unforgettable experience.

o | would like to take the time to Recognize you for displaying The Four Key Basics.

o] Courtesy

e Thank you for a great ride from park one to pluto! you were enegertic and enterta...



With Appreciation,

Tyler Consilvio
XXXXXRXRXRXRXRX KK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK KKK XXX KKK KKK KKK KKK KKK XXX XXX XXX KKK

« May 14,2016

Dear Steve Cook,

Thank you for making a difference and helping us create an unforgettable experience.

| would like to take the time to Recognize you for displaying The Four Key Basics.



Show




Safety




Courtesy




o] Efficiency

e Steve did a great job loading a handicap passenger first, while being extremely courtious too guests. Wishing guests happy birthday, using the
buses automated system to entertain the guests. Steve also gave guests information about Epcot. Steve followed DOT regulations concerning

strollers. Great ride on 5/14/2016 437pm Hollywood to the Poly.

With Appreciation,

Charlie Browne
XXXXXXXXXXXXXXKXKXXKXXXKXKKXKXKXKXXKXKXKXKXKXKXKXKXXKXKXKXXKXKXKXKKXKXKXKXKXKXKXKXXKXKXKXKKXKXKXKXXKXKXKXKKXKXKXKKXKXKXKXKXKXX
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The Four Keys Recognition

Cast Member
S’J"e\/e_/.' M CQOL (S+2Ve)

Pernr #
RI919

Recognized by
T}lar— L. Ccms?lv?c:

Date
Feb 4, 2017

Leader's Name:

I recognize Steve for displaying The Four Key Basics:

Courtesy

Courtes O

Ii.-\.ﬂ](_':-\

Comments:
T-LML 701/ —-Cor s‘ér‘ea’*' rE«Je_ from Fa.r‘L one +o ;,DL/*'G" 7ou weere e/w_aer"'k. GAJ
e_n'*'er-'*'a.m;/g!f ’”—lMLS —Cor- ‘H—ﬂ_ JoLe_ﬁ G\/IJ —Cu/.- —-C;.r.’*"s.’f KP_EF 5+rivina —Cor- IOOZ
E?(c.e.”e./lr.e..’f



819119 | Recognize Now! Page 1 of 2

The Four Keys Recognition

Cast Member

Pernr #
219119

Recognized by
T}ler‘ L Consil\/io

Date
Fb 4, 2017

Leader's Name:

Cory L Werd
I recognize Steve for displaying The Four Key Basics:
Courtesy

Courtesy

“. 'BASICS

Comments:
—T_t\a/]L o Koo aar‘ea‘l' r-iée Erom FarL one +o FL/I'O/ you were ex]eaer-‘l'ic_ 4\/12
e/l‘l’er“l'a;/l;/la./ ‘”—\a/lLs —Cor- ‘”—\e JOLeS c\/lé ‘CL//] —Cac.‘l’s./ Keef s‘l’r-i\/i/la —Cor- /OOZ
E_Xc.e“e/]c_e./

https://recognition.disney.com/recognition/819119-2/ 2/14/2017



819119 | Recognize Now! Page 2 of 2

Tyler L Consilvio has sent this Four Keys Recognition to Steven M Cook (Stevel's supervisor Cory L Ward at Cory L Ward@disney.com at €02 pm on
Saturday ath February 2017

https:/recognition.disney.com/recognition/819119-2/ 2/14/2017



2/14/2017 819119 | Recognize Now!

The Four Keys Recognition

Cast Member

Pernr #
219119

Recognized by
\Jvlic\/m E Joes

Date
F.L & 2017

Leader's Name:
C—Of-\7 /_. \/\/éf'é

I recognize Steve for displaying The Four Key Basics:

Courtesy Show

@ %

|

Py

Show

BASICS

Comments:
A 9ues4’ canie ‘I’o ‘H—.e —Cr‘o/rl' JesL af!’ A“ S“’c\r‘ M ovies c\/lé Sc\;é ’H—\a"l" SL.e was \/er-\] 4’L\6\/IL'C\/l

O'C +Le service c\/lé cour“!’e57 \7Ov SL.OWQJ.

Juliana E Jones has sent this Four Keys Recognition to Steven M Cook (Steve)'s supervisor Cory L Ward at Cory.L Ward@disney.com at 5:16 am on Wednesday 8th
February 2017

https://recognition.disney.com/recognition/819119-3/ 7
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Cast Member Steven M Coole (Steve)
Pernr # BIZNT

Recognized by ~JMicre B Jones

o e RS SRS

Leader's Name: Cory L Ward

I recognize Steve for displaying The Four Key Basics:

S;FG'I B

CDurtesy O ‘&
(

- BASTCS

Comments: Aau&ﬁ‘l" e 1‘1:: 1[{11 -Cr—cm—lL .JE-_SL -:5"‘\{' A“ 5—1{‘.::‘.'— M@W’ea c:xﬂcJ
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Congratulations for bemng recognized as a Four Keys Fanatic!

X Juliana E Jones has sent this Four Keys Recognition to Steven M Cook (Steve)'s supervisor Cory L Ward at Cory L Ward@disney com at 516 am on Wednesday 8th February 2017 ”
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Cast Member S"}'euf?_n M C_oc:L ( S*Fe_we)
Pernr # 831’9 ”9

Recognized by T-%'w?_r" oA AR
Date e L, ZO\I7
Leader's Name: Co:-ﬂ? e WamJ

I recognize Steve for displaying The Four Key Basics:

- -B.&S]('.’."i

Courtes 0

Comments: m/.L 7c::u -Cc::r— = a!’_'ﬂ,ﬁ‘ﬂ" F“I:JE -CFCJM Fc::‘r“L oe —aLc:: FL/‘IL c:-f"l 7::::1,/ woere e_ﬂ%er—-‘}'ic, MJ
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Congratulations for being recognized as a Four Keys Fanatic!

X Tyler L Consilvio has sent this Four Keys Recognition to Steven M Cook (Steve)'s supervisor Cory L Ward at Cory L Ward@disney.com at 6:02 pm d;:]
on Saturday 4th February 2017
o 1030PM |
2/14/2017
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The Four Keys Recognition

Cast Member

Pernr #
219119

Recognized by
T\_7'er‘ L Consi,\/io

Date
FL 4, 2017

Leader's Name:
Cor7 L Werd

I recognize Steve for displaying The Four Key Basics:

Courtesy

—

Courtesy

BASICS

Comments:

TLML 70u —Cor aér‘ec\"’ riée —Crom Fc\rL one '\Lo 77(\/{’0/ 7ov were eneéer'l’ic &\/IJ
e/l"’ef'l’c\i/lf/lé./ ‘!‘L\A/ILS —Cor ‘!‘L\e JoLes &\/IJ —CVA —Ca\c“'s./ /<ee77 s‘l’ri\/mé —Cor /OOZ

E_Kce“a/lce./

https://recognition.disney.com/recognition/819119-2/ 2/14/2017



819119 | Recognize Now! Page 2 of 2

Tyler L Consilvio has sent this Four Keys Recognition to Steven M Cook (Steve)'s supervisor Cory L Ward at Cory.L.Ward@disney.com at 6:02 pm on
Saturday 4th February 2017

https://recognition.disney.com/recognition/819119-2/ 2/14/2017



Cord must .H@&iﬁtn!mﬂ!cﬂ"d completely to-be eligible lor The Four Keys Fanatic drawing.

‘I'on eopy: Placs in The Four Keys Fanatic box at recipient’s work location
Bottom copy: The Four Keys Fonatic recipient kesps

Cerd must be filled out neatly and sompletely to be eligible for The Four Keys Fanatic drawing.

Top eopy: Fluce in The Four Keys Fanetic box ot recipient’s work location
Bottem copy: The Four Keys Fanatic recipient keeps
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