
~Monitor the Standards 
T he ne xt step is to moni tor each customer contact point in 

the casino and measure the performance of the employees rel­
at ive to those pre-defined standards . T his is done through a 
variety of means. T he most com mon are so-ca lled "mystery 
shoppers ' who visit each area of the casino on an ongoing basis 
and measure performance against the property's service stan­
dards. Service quality is then summarized in periodic reports 
to proper ty leadership who, in fi lm, forward those reports to 
supervisory personnel. 

In addition, a casino that is committ ed 
to customer service should have in place a 
methodology in which customers are peri ­
odica lly interviewed about their experi­
ence in the casino. These are done pri­
mar ily through intercept studies in which 
research personnel either interview cus­
tomers as they are leaving the casino or 
arrange for a more in-depth telephone 
interview where the customer can better 
reAect on their gaming experience. 

Fix It ' '''h en It Is Broken 
Even when there is a service measure­

ment program in place, problems often 
persist. This happens for a number of rea­
sons . First, property leadership often does 
not distribute resul ts of mystery shopping 
surveys and customer intercept studies to 
supervisory personnel. T hese reports 
sometime sit on a shel f in the general man ­
age r's office and are never shared with 
supervisors and line staff. Even when they 
are, there is often no follow-up to see if 
remedial action has been taken . Worse, 
when the problem is a short age of labor, 
supervisors are often prevented from 
staffing appropriately for fear that their 
labor costs would climb too high. 

Every employee need s to know how 
they are doing and almost all of them want 
to do a good job . If there is a program in 
place that measures service standards, the 
results of tho se programs need be shared 
with all line emp lo yees . If not, then 
employees may never be aware that there 
are prob lems and will not implement reme­
dial action. 

The example desc ribed in thi s articl e 
occurs far too frequently in the gam ing 
industry. Leadership goe s thro ugh gr eat 
lengths to develop beau tiful ga m ing­
enterta inment experien ces . Marketing 
t he n spends vast sum s of money 

communicating t ho se a ttr ibu te s to the p ros pec t ive 
customers and delivers them to the casino 's doors. However, 
it is the moment that the customer comes in contact with the 
empl oyee and that employee de livers on the service pro mise 
that becomes the defining moment and ultimately determines 
if that visitor becomes a loyal customer. + 

Andrew Klebanoio is principal ofKlebanoui Consulting. 
H e am be reached at (702) 547-2225 or by em ail at 
Klebanou/isau.net. 
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