
customers. C asinos in turn , must continue to devel op new 
sys tems to better meet those exp ectati ons. 

Create Systems to Deliver Outstanding Service 
Great customer service requires an evaluation of all o f the 

transactional systems tha t can affec t the cus to mer. Is the slo t 
club de signed, from a syst ems st andpoint, to delive r ou t­
stand ing cu stomer service ? Do customers hav e to go to th e 
slo t club booth to get a paper COI11p or can th ey bypass the 
booth completely? L ikewise , do cust omer s have to go to the 
cas h ie r's ca ge in o rder to redeem a m ail o ffe r for cash or can 
th ey simply ins ert their slo t club card into a slo t m achine and 
red eem th eir offer at th e game? Do hotel guests have to che ck 
out at th e fron t desk or can th ey do so on their in-room te le­
vision? 

Each on e o f these syste ms reduces the in teraction of 
employee and guest bu t in fact , the y improve the custo mer ser­
vice del ivery process. While som e casino managers may rec­
ognize a labor savings in upgrading th ese systems , o thers rea l­
ize that it frees th eir em ployees up to add ress th e more ser i­
ou s issues that require personalized atten tio n . 

Com p lia n ce Ma n a ge m en t 

Continuously Improve the Service Delivery Process 
O utstan din g custo mer service is more t han a training 

program. It is a conti nuous process in which all man agers strive 
to improve the organizati on's service delivery process , In gaming 
organiza tions, each departmental manager must continually look 
at service delivery processes and find ways to improve them. They 
must be receptive to COl1U11ents and suggestions from othe r depart­
ment heads. They must involve the IT department to find ways 
to make their systems better. M ost important, they must engage 
their employees and ask th em for ways to make the system better. 
Line employees, who inte ract with the casinos customers every day, 
have a very good und erstanding of what customer expecta tions are. 
It is only logical th en, to include them in the continuing process 
of improving customer service, 

Friendly, sm iling and car ing em ployees are importa nt to th e 
succ ess of any gaming organization but it is on ly on e compo­
nen t in th e overall delivery of outs tanding customer service. o!o 

A ndrew Klebanoio is principal of Klebanoui Consult ing . 
He can be reached at (70 2) 54 7- 222)- 01' by email at 
Klebanow@att.net. 

License Tra ck ing a n d Sch eduling 

dil' Human Resource Management 0'" Bad ge Crea tion a n d Printing 

dil' Vendo r and Invoice Management ~ Secu rity a n d Aud it nail s 

dil' Tr ib al Enrollee H istory @ Improved Workflow 

Og Meeti n g IGRA Requirements ~ Integrated 

S TRA TE G IC AL LIAN C E 

Integrated Application Technologies, Inc. 
1100S.w. Wanamak er Rd., Suite 101A. Tbpcka , KSGGG04 

Tel 888-848-73 49 (R.Dow ning ext 212: D. Staab ext 215) 
Richard M. Do wning r ich<J rdcl@:iiltms .co m 

Dougla s J. Staab do ugs@iatms. co m 

Website: unuto: iatnts.com 

Document 
Ima ging a n d 
Manag ement 
SystemMorning Star 

Serms lorIndidnTnhes 

100% Indian-Owned and Operated 

Morning Star Contact: 'led Bryant 
Tribal Services Director 

8505 E. Temple Dr., Su ite 507, Den ver, CO 80237 
Tel 303-29 0-0450 • Fax 303-713-9204 

Websit e: indian tr ibalservices.corn 
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