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FOCUS ON THE CUSTOMER 

 

Nevele Resort, Casino & Spa understands that its customers have choices. Customers 
can choose to patronize Nevele casino or they can choose to take their business to 
another casino. What customers can’t do at other casinos though, is enjoy Nevele 
employees. This will be a major detail of casino operations for Nevele: customer-centric, 
well-trained employees who understand that without their valued customers, Nevele 
ceases to exist. This philosophical foundation will not only enhance Nevele casino 
operations, but operations throughout Nevele’s gaming facility. 

Nevele management’s experience in the casino industry tells them that people don’t 
become customers of their favorite casinos because of buildings or celebrity chefs or 
blackjack tables or electronic gaming machines. People become customers of casinos 
primarily because of the employees that service and recognize them. People may 
patronize a casino because of a celebrity chef, but they are customers where they are 
serviced, appreciated and recognized.  

Nevele in a competitive area, not just with other New York gaming facilities, but also 
with nearby gaming facilities in New Jersey, Pennsylvania and Maryland. Customers will 
have a multitude of choices on which casino to patronize. Nevele Resort, Casino & Spa 
will be dedicated to the ongoing training and reinforcement of its customer-centric 
messages to its employees. And not just with periodic classroom training, but with pre-
shift meetings, during shift reinforcements, text/email/social media communications 
and paycheck stuffer reminders. It won’t just be training; it will be the way of 
employment at Nevele. 

Many casinos offer blackjack, craps and roulette table games, as well as video poker, 
Wheel of Fortune, Monopoly and reel electronic gaming machines, but only Nevele 
Resort, Casino & Spa will offer Nevele-hired and Nevele-trained employees deploying 
customer-centric service while recognizing, appreciating and understanding the true 
value of customers. 

In addition to this very important customer-centric detail, Nevele Resort, Casino & Spa 
will be an innovative operator. They won’t operate under the theory of “that’s the way 
it’s always been done”. Nevele will question why things are done the way they are and 
they will improve and enhance casino operations wherever it makes good business 
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sense. They will be proactive in looking for ways to improves operations, enhance 
customer experiences, improve employee engagement and increase revenue. 

Vendors and suppliers constantly improve on and develop products and services 
designed for use in casinos. Nevele casino operations will be proactive and receptive to 
all things new and different that comply with NYS gaming regulations and that enhance 
casino operations and/or improve customer or employee experiences. Additionally, 
Nevele Resort, Casino & Spa, with its continual monitoring and analysis of its casino 
operations, will seek to collaborate with vendors and suppliers in the development of 
equipment and technology that could improve operations.  

Internally, Nevele casino management will conduct focus groups with its employees and 
customers. Too often, decisions are made without asking or involving end-users 
(customers and employees, in this case) on how things are going or what’s missing or 
what’s needed. Through focus groups, Nevele casino management will strive to learn 
the details of what is working, what isn’t working, what are the gaps in processes and 
services, what are the things that customers and employees need and want, etc. The 
intelligence gathered in these focus groups will be applied to the betterment of services, 
products and processes delivered to customers and employees. 
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