
programs to foster loyalty an d encourage rep eat visita tion. 
VIP parties, gol f outings and even trips to major sporting 
events are all designed to keep these customer s loyal to th e 
property. And they ar e right in doing so because this small 
cadre of customers is highly profitable . 

The flaw in th is st ra tegy is that the cas ino becomes 
dependent on a small and finite group of customers that are 
not easily repl aced. The arr ival of a new com petitor 
coupled with the loss of just a few hundred premium play­
ers can have a significan t imp act on a casino's operating 
results. W hen these customers leave to play at a more 
att ractive property, the casin o operator is still left with 
payin g debt serv ice on its suites and staffing their pre­
mium res tauran ts. O ne ne ed onl y look at Las Vegas to 
identify properties th at once catered to premium customers 
onl y to have se en th ose customer s mo ve on to newer 
properti es. 

Not all gami ng companies have fallen prey to thi s strat­
egy. H arrah's success is predicated , in large part, on its 
ability to focus on th e middle-income gambler. Their prop­
erties are attractive and nicely app ointed but, for the most 

part, th e company "eschewed elaborate suites and other 
expensive amenities in favor of developing properties that 
catered to a more stable market. H arrah's has lon g reali zed 
th at there is tremendous value in the middle market. 

To day, as casin os of all sizes rush to build VIP suites, 
private lounges and golf courses, the y should take a moment 
and look at those segments of the ir databases th at may be 
ne glected and ask several questions. H ow can the middle 
market customer be better served ? What amenities and 
marketing programs need to be developed to foster loyalty 
among thi s segment? 

An old axiom in the hosp ital ity indust ry sta tes that the 
hotel that tr ies to be all th ings to all people winds up being 
everyone's second cho ice. This does not hold true in the 
gam ing industry. Casinos need to cater to multiple market 
segm ents in order to maintain a stable flow of profits. Just 
look at th e airl ine indus try for evidence of thi s. + 

Andrew Klebanoui is principal ofKlebanow Consulting. 
He can be reached at (702) H 7-2225 or by ema il at 
Klebanow@att.net. 

A BREAKTHROUGH THAT IS CHANGING 

THE FACE OF GAMING 
Tot al Promo can inc rease your co in in by 52 million in a single night, 

making it the Cadillac of ticke tlcss promot ions m an<1semenr. 

100% Custo me r Accep tance 

H eight ened Cus to mer Service 

Increased Participation Levels 

Un limi ted Entries/Bonuses 

Multiple Concurrent Promotions 

Mach ine Direct Act ivation 

Gaming Floor Mo niter Viewing 

Comprehensive Repon ing Capabilities 

--TcTI-\L__ 

PROMO
 
1-888-587-7253 
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