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MoonShot played an integral role in delivering “a welcoming, authentic and inclusive 
experience” at the 2019 MLB London Series.  We were tasked at delivering specific 
requirements defined by CSM and MLB.  These included developing and delivering the 
training and engagement programme as well as supporting the volunteer workforce, the 
Diamonds, in delivering our common purpose and experience standards. 

M L B  D I A M O N D S  T R A I N I N G  
P R O G R A M M E  

The MoonShot Team delivered Diamonds training programme for all front line volunteers 
leading up to the start of the 2019 MLB London Series on Saturday, June 29th.  The 

training programme started on June 12, 2019 onsite at London Stadium, the venue for the 
2019 MLB London Series.  We delivered 12 sessions in total, 10 onsite and 2 webinar, over 

6 session days to over 700 volunteers and London Stadium staff. 



T h e t r a i n i n g 
programme was a 
three hour event 
with between 40 
and 60 attendees 
per session. The 
daily agenda can 
be seen here. 

B A S E B A L L  101  T O P I C S  
1. The Basics 
2. Teams & Leagues 
3. The Schedule - “The Beast” 
4. Field Dimensions 
5. Signs and Signals 
6. The Rivalry - Red Sox v Yankees 

 



The common purpose for 
all Diamonds was “to 
create a welcoming, 
authentic, and inclusive 
experience at the 2019 
Mitel & MLB London 
Series.  

To ensure we were ready to 
provide an “authentic” baseball 
experience in a host European 
city for the first time ever, we 
focussed key training outcomes 
around an authentic ballpark 
experience. 

As part of the session, 
attendees were taught 
the words to “TAKE 
M E O U T T O T H E 
BALLGAME” so they 
could have an active 
r o l e i n t h e M L B 
experience during the 
7th inning of each 
game. 



Training Mobile Quiz 
Engagement - Attendees 
were encouraged to use 
their mobile device to 
test their knowledge and 
key information retention.  
Prizes were awarded to 
the overall winner as well 
as for the attendee who 
answered each question 
the fastest. 

 

Attendees were given a 
safety briefing with 
content provided by the 
London Stadium Safety 
Team.  This briefing was 
focussed on what role the 
volunteer plays in safety at 
the venue. 

 

As part of the 
training 
programme, MLB 
provided a 
training facilitator 
from Kulture City 
to provide 
Sensory Inclusive 
Training for all 
volunteers and 
London Stadium 
Staff. 



O P E R AT I O N A L  S U P P O R T  
As part of our role at the 2019 MLB London Series, MoonShot provided event day support 
of the volunteer (DIAMONDS) operation.  We provided leaders for 
each functional area that provided support to over 300 
volunteers during their shifts.  In addition, we led and supported 
the accessible experience with volunteers and team leads.  The 
accessible experience started months before the actual event 
where we managed all incoming event day questions via email 
and a dedicated accessible mobile number as well as the 
accessible shuttle pick up and drop off process on event day. 

Leaders led each shift with 
briefing talking points, service 
recovery process, recognition 
programme and focus for the 
day all in line with the common 
purpose, experience standards, 
the Four Bases of Service and 
Knowing your TOP 5! 




