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The Client

Speedway Motorsports Inc. (SMI), based in Concord, NC, owns and operates eight leading motorsports 

venues in Hampton, GA, Bristol, TN, Concord, NC, Sonoma, CA, Sparta, KY, Las Vegas, NV, Loudon, NH, and 

Ft. Worth, TX. Their combined seating capacity of 880,000 includes seating at 831 luxury suites. In addition 

to delivering a high-quality race-watching experience to its customers, the company also provides patron-

assistance services, retail souvenir merchandising, food and beverage vending services, and hospitality 

and catering services through its SMI Properties subsidiaries.

The Challenge

SMI management was committed to providing the most positive experience possible for race attendees and 

their families. Prior to engaging Tortal, the management’s particular points of concern included:

•	 Improving the customer service orientation and training level of both employees and the 3,000+ volunteers 

who typically assist at each race event

•	 Speeding the dissemination of race-related and other information at events via Wi-Fi and other technologies

•	 Reevaluating patron safety in parking and outlying areas

•	 Improving the experience of customers who encountered long waits and other inconveniences when entering 

or leaving SMI venues

•	 Keeping patrons involved and satisfied during rain delays

Another challenge was to understand and strengthen the customer experience across all eight of SMI’s venues, 

each of which presented unique challenges.
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The Solution

In March, 2014, SMI management retained Tortal to study operations at its eight locations and develop training 

and other initiatives that would lead to critical improvements in its customer experience.

Methodology

Tortal sent Observational Research Teams to observe events at each track. Each team, comprised of three or 

four researchers, undertook research that included:

•	 Identifying best practices that were already in use at tracks that could be adopted at other SMI venues

•	 Pinpointing potential gaps in training that needed to be addressed

•	 Uncovering track-specific issues that could be addressed by “track only” training

In total, Tortal’s researchers spoke with hundreds of SMI customers, employees, and volunteers. They observed 

and recorded times when things were going either remarkably well or remarkably badly and incorporated what 

they had learned into their recommendations for training and improved systems.

Philosophy

Tortal’s approach was not to focus solely on “problems” that its researchers identified at different SMI locales, 
but rather to seek out and leverage the many strengths that were already embedded across the organization. 

They found many such “bright spots,” including the location of bag check-in stations well ahead of the entry 

gates in Charlotte, the issuing of child ID wristbands in Sonoma and the continuous improvements made to 

track Wi-Fi systems in Texas.
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Training Recommendations and Deliverables

Tortal analyzed the findings of the Observational Research Teams, and identified 30 best practices that could be 
fostered across the organization through appropriate training. These practices were grouped into eight “themes” 

and then prioritized for implementation; two of them are now being rolled out as 2015 training initiatives that 

Tortal has designed.

In addition, Tortal recommended 31 interactive training lessons designed to transfer necessary knowledge to 
the volunteers that would provide immediate improvements in customer experience. Fifteen of those training 

modules – those deemed most critical – are being implemented in 2015.

Extending the Impact of Tortal-Designed Learning and Training

Tortal has also helped SMI develop a program of ongoing engagement to tap into the collective knowledge 

and creative problem-solving of employees and volunteers. The philosophy is to ensure that those central 

constituencies develop a sense of involvement, ownership and understanding about their role in helping SMI to 

improve its customer experience in the years to come.

http://www.tortal.net/wordpress/training-assessment

