Gift Card Support Process

If a guest has not received or cannot locate an eGift card order, follow the process below.

1. Ask the guest to search their inbox, spam, and junk folders for messages from
guest@tsg.pxsmail.com, rewards@tsg.pxsmail.com, and transactional@launchnoreply.com.

2. If the emails still cannot be found, gather the purchaser's first and last name, purchaser email,
recipient email, 4-digit order number if known, and exact purchase date.

3. Send the information to support@launchsupport.zendesk.com so the support team can locate and
re-send the order. This email address is for internal Launch use only and should never be given
directly to guests.

4. Let the guest know a re-sent email may take up to 48 hours to arrive.
5. If additional follow-up is needed, guests may be given Loyalty@launchfamilyentertainment.com.

6. While the issue is being resolved, free jumping admission for that visit is the recommended
service-recovery option. This is not required at every location. Staff should confirm and follow the
process established by their local leadership team.

7. Any additional purchases should still be paid for unless local leadership directs otherwise.

Recommended: print a copy and keep it at or near the front counter for quick cashier access.




