
Casino Edge™

Signature Worldwide’s Casino Edge™ training program is 
designed to inspire your guests to come in and stay longer. 
From the gaming floor, to the hotel, to the box office, Casino 
Edge will provide your employees with the tools they need to 
create legendary customer experiences every time the phone 
rings, or a customer approaches or passes by an employee. Our 
proven “Magic Formula” of sales and service skills will help your 
employees more consistently delight your customers and inspire 
more frequent, return visits.

Signature understands that our clients want lasting change in 
employee performance. And to be successful, we view training as 
an ongoing process.  Our program includes four key components 
that will prove to be successful for your ongoing training process:
• Assessment and Development
• Training
• Reinforcement
• Management Tools

Who Should Attend?  
Your entire casino staff will benefit from these dynamic group 
sessions: front desk, bellman, valet, security, housekeeping, host, 
supervisors, etc. 

Improving Frontline Employee Performance 
In a half-day session, Signature’s fun and interactive training 
session improves employee performance, beginning the moment 
your associates leave the training room.  The training session 
involves a lively mixture of short, two-way discussions, breakouts, 
question and answer sessions, and role-play.  The focus during 
the initial session includes the passing by experience, the guest 
request experience and complaint handling. 
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Come in and stay longer – it’s about the experience!
The role of supervisors and managers is essential in driving 
performance. Supervisors will complete an 8-hour session that 
takes a deeper dive into the ongoing supervisor skills necessary for 
success. The Coaching for Performance™ session focuses on 
the importance of the leader’s role, how to give effective feedback, 
motivate employees, and harness the power of recognition.  
Supervisors will design an action plan to ensure that they can apply the 
concepts as soon as they leave the class.   

Casino Edge also introduces your supervisors to the daily use of 
Signature’s Service SkillKit™.  Each SkillKit focuses on the core 
skills that improve behavior during casino guest interactions, and 
provides a daily five-minute activity or discussion point, to position 
your supervisors to keep the training alive every day. These are brief, 
easy for the managers to execute, and have high impact on employee 
behavior! 

Learning Objectives 
Participants Class:
• Discover an appreciation for superior customer service and 

develop strategies for increasing revenue.
• Identify skills for demonstrating behaviors during common 

customer interactions, which ensure consistent and valuable 
interactions. 

• Demonstrate new skills through role-play, group activities and 
class discussion.

Managers Class:
• Define coaching and explain how it contributes to improvements 

in employee performance. 
• Identify the tools and resources used to assist managers in 

coaching their employees.
• Demonstrate how to use a coaching process to conduct coaching 

conversations with employees.
• Create action plans with employees to improve performance of 

specific skills.


