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The TEAM LONDON Visitor Experience Training Programme was rolled out in September 
2020 in anticipation of the 2020 London event calendar and in particular, EURO 2020.  The 
rollout was delayed due to the COVID 19 worldwide pandemic. The programme was 
designed and delivered by the MoonShot Team.

For this programme, the City of London Volunteer Leadership Team was taken through a 
facilitated process to set out the foundation of the programme.  This included using already 
established operational standards that translated into a more focused training programme.  
Phase one of the rollout programme was to establish an online training portal within the 
Rosterfy event management workforce system where volunteers could self pace themselves 
through the three modules.  Phase two will be in person training for all volunteers delivered 
by the training team at the City of London.  MoonShot will design and deliver a “train the 
trainer” programme to this training team in early 2021.

P R O G R A M M E  F R A M E W O R K  

COMMON PURPOSE

The Common Purpose was established through by the City of London Volunteer Leadership 
Team through a facilitated process led by the MoonShot Team.

View the Common Purpose video produced by the MoonShot Team HERE.

https://www.youtube.com/watch?v=F7ZOzBQ9EnQ


EXPERIENCE STANDARDS

For this programme, operational standards known as experience standards were identified 
and integrated into the training programme.  Quality, experience or service standards define 
the “how” behaviours and actions required to deliver the desired culture of a high performing 
volunteer workforce.  

Select this LINK to check out the training video produced by the MoonShot Team.

Additional content is provided within the Rosterfy training module to ensure volunteers know 
what desired behaviours are expected from them while they are representing the City of 
London.  Here is an example of what “APPROACHABLE” means:

https://www.youtube.com/watch?v=ob2yBP82We0


B E  “ O N E  S T E P  A H E A D ”  

For volunteer training, we are encouraging volunteers to be “ONE STEP AHEAD” so 
we can predict and prepare for our visitor’s needs, wants, expectations and individual 
requirements. 

Four Simple Steps 

Volunteers will be encouraged to exhibit four simple steps during every visitor interaction.  
These steps ensure a consistent experience with every volunteer and ensure we are meeting 
our common purpose “to welcome the world and create a better visitor experience through 
active volunteering."

Select this LINK to check out the “ONE STEP AHEAD” video produced by the MoonShot 
Team.

https://www.youtube.com/watch?v=4EvUEM6ZMsc


Our Top 5 - Operational Delivery

Operational delivery through day of event briefings would include key visitor information 
including a call to action for volunteers to know their TOP 5!
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