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How to Use This Manual
The workbook is organized into two separate parts to be as flexible and userfriendly as possible for you and your learners:
1. Foundations
2. Job Families

1. Foundations
Demonstrating
Professionalism

Foundation Section

Demonstrating
Professionalism

This is a review of the general, underlying Working with Others skills required
by most Gaming occupations. Foundations is organized by topics. Topics
include, for example:
−− Demonstrating Professionalism
−− Communicating Effectively
−− Giving and Receiving Feedback
−− Working on a Team
Each Foundation section is organized as follows:
Title: Eg. Demonstrating Professionalism

Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager

A

person’s attitude, behaviour and commitment to doing their job well is
called professionalism. It’s what allows a person to succeed at work.
It’s what people notice about someone who takes special care in how
they present themselves on the job, how they treat others, how they respect
their workplace and how hard they work. Being professional on the job is what
makes the difference between being an average employee and an outstanding
employee.

In this section, you will learn how to:
− Conduct yourself professionally
− Learn about your job and know your workplace
− Present a professional appearance
− Follow the chain of command
− Display a positive attitude
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Teaching Tips: Provides tips to help you conduct training on or tutor learners
on the skills in the section. Included in many, but not all, of the Foundations
sections.
Introduction
−− Lists the skills to be covered in this section and the job families that
most commonly use these skills.

Demonstrating Professionalism

Skill 1: Eg. Conduct Yourself Professionally
−− Tell Me: Describes the skill, and how to use it.
−− Show Me: Shows how to use the skill, using examples.
−− Let Me Try: Provides exercises for the learner to practice the skills.

Skill 1: Conduct Yourself Professionally

What is professionalism? Professionalism is a commitment by an employee to
workplace attitudes, values and behaviours that demonstrate:
− Dependability
− Respect
− Honesty and integrity
− Willingness to work
− Adherence to policies and procedures
− Quality standards
− Customer service
− Job knowledge and skills
Conducting yourself as a professional is very important to working well with
others. When you show that you are committed to doing your best, it builds a
positive work environment.

►Work Ethic
What exactly is a strong work ethic? A Casino employee with a strong work
ethic looks like this:
− Respectful: treating all guests and employees with respect
− Dependable:
− Willing to do the work that needs to be done
− Arriving at work on time and leaving on time
− Taking breaks and lunch and returning from them when you
should
− Calling in sick if you are, in fact, sick
− Informing your supervisor in advance if you need to miss time at
work for any reason

Skill 2: Etc.
Check My Answers:
−− Provides answers for all the Let Me Trys.

Co-workers, supervisors and managers need to know that you are dependable
and willing to do the work that needs to get done. A big part of professionalism
is doing your work to the best of your ability. You are also accountable for your
work and willing to take responsibility if you make a mistake.

Demonstrating Professionalism
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2. Job Families
Job Family Section

Table Games
Table Games

The Job Family sections contain practice questions organized according to specific
Gaming/Casino job families. The eleven Job Families each have their own section
covering four different tasks:
−− Being a Team Player
−− Collaborating with Others
−− Handling Difficult Situations
−− Following the Chain of Command
Each task presents a scenario with a story that will be relevant to learners in each
job family. The learners are asked to reflect and comment on the situation in light
of their own experience.

Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

Scenario 1
Jenn was a long-time Table Games Dealer at the Clover Leaf Casino in Owen
Sound. She was a very experienced Roulette Dealer and was often scheduled
at one of the Roulette tables even though she knew how to deal all the games
the casino offered. Unfortunately she was suffering from a cough when she had
been scheduled to deal at one of the smoking Roulette Tables.
Mara had noticed that Jenn had not been feeling well the last couple of days and
could see that the smoke from the players at the Roulette table was aggravating
Jenn’s cough. Policy does not allow Dealers to switch tables randomly on their
own, but Mara decided to talk to the Table Games Supervisor to see if he would
make an exception so that she could trade Jenn for her non-smoking table.
The supervisor approved the switch immediately.”Thanks Mara! I know Jenn
is not feeling well. I talked to her earlier but she doesn’t want to go home. And
frankly, we’re already short a few bodies tonight. This way I can get her out of
the direct smoke and still keep all the tables open. Thanks for thinking of her.”
A week later, when Jenn came in for her shift, she ran into Mara just before
heading to the floor. “Hey, Mara. Thanks again for thinking of me the other
night and switching tables. It made a big difference to my cough. Now I want
to return the favour. You’re scheduled at a smoking table tonight. I’ve already
asked the supervisor if he would approve a switch so you can have the nonsmoking table and he approved it. Enjoy!”
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Table Games

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Each Job Family section is organized as follows:
Title: Eg. Table Games
Introduction:
−− Describes the tasks covered and when they are commonly used.
Task 1: Eg. Collaborate with Others
−− Presents a situation or case study followed by three discussion questions.
Learners can reflect on them independently or in a group.
Task 2, 3, 4: Etc.

Did your list consider some of the following points?
− She did her job to the best of her ability.
− She took responsibility for mistakes, so that solutions to problems
could be found more easily.
− She asked for help when she needed it.
− She consulted her manager.
− She accepted criticism or suggestions from team mates or
managers.
− She was sensitive to the work and feelings of others when giving
help or making suggestions.
− She gave ideas and suggestions when appropriate.
− She listened to the ideas and suggestions of others.
− She asked questions when needed.
− She was willing to share information with team members.
− She tried to help make the casino successful.
− She tried to be successful in her career.
− She tried to meet the needs of guests and co-workers.
− She knew the rules of the casino.
− She tried to have a friendly relationship with co-workers.
− She tried to help newcomers feel like part of the group or team.
− She did care about being respected by other members of my
team.
− She cared that others saw her as reliable.
− She respected the work of others.

1.2

If a learner has trouble performing the tasks in their Job Family section, they
may need to review the Working with Others skills for that task found in the
Foundations section.

Jenn could have been more proactive and asked to be switched earlier,
especially since a cough could be disturbing to some guests. She may
have been able to get another dealer to agree to the switch before she
went to the supervisor, and promised to switch later with them when
they were scheduled to be at a smoking table—just as it worked out
with Mara anyway.
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Table Games

Check My Answers:
−− Provides answers for all the exercises in the section.

Special Features for Facilitators
The Foundation sections in this manual include two special features to help you
work with your learners.
1.

Something to Consider—These notes appear throughout the manual.
The Something to Consider feature presents suggestions for applying
concepts in the workplace. These notes also provide additional ideas
that can help you and learners think about the concepts from different
perspectives.

2.

Teaching Tips—These tips are found at the beginning of most
Foundations sections. Teaching Tips suggest techniques for teaching the
material and additional information to help you understand concepts you
may be unfamiliar with. If you are a new facilitator or new to teaching
Working with Others, you may find these tips especially useful.

Teaching Tips
1

2

3

Teaching Tips 1
Review and discuss other ideas from the group about conducting yourself
professionally. Maybe they have other examples that they would like to share,
both negative and positive. Be sure to work through negative examples into
lessons with ideas about better ways of doing things.

Teaching Tips 2
Ask participants to talk about interesting facts that they learned about their
workplace that may not have been in the training. For example, short cuts for
using the point-of-sale (POS) system, etc.

Teaching Tips 3
Ask participants about their experiences in other organizations where they
noticed staff whose appearance was professional. Ask them to list the things
they noticed that made them appear to be professional.

Demonstrating Professionalism
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Facilitator’s Guide
Planning Your Training
Having a plan before you begin any type of training is key to a successful
training event, whether that event is in a classroom with a trainer, one-on-one
on-the-job training or a self-study assignment trainees do on their own. Your
plan should answer questions such as:
1. Who are your learners, what do they need to learn and what do
they need to be able to do on the job as a result of the training?
2. What will your training be about?
3. What, if anything, should learners know or have the ability to do
in order to participate successfully in the training?
4. How will you deliver the training (e.g. in a classroom to a group,
one on one, etc.)?
5. What strategies and activities will you use to deliver the
training?
6. How long will each part of the training take and in what order
should these parts occur?
7. What materials will you need to deliver the training?
8. When and where will the training happen?
9. How will you know if the training “worked”?
If you don’t already have a training plan format that you use or if you are new to
planning training, try the Training Plan Worksheet at the end of this section. The
worksheet will help you work through the questions above to get you started.
Following this worksheet, you will find a Training Plan Template that you can
use to create the actual training plan you can use during your training session.

►►Training Strategies
Below are a few strategies that will help you help your learners. Most of these
strategies can be used both with groups of learners and individual learners.
1.

Concepts in the Job Family section will be addressed in short scenarios.
Each scenario has three to five questions that will help generate group
discussion (for a class setting) or personal reflection (for individuals).
Since the answers will tend to be subjective, allow for discussion
around how people would handle the situation in their respective
workplaces.

HOW TO use this
FACILITATOR’S
GUIDE
manual: working with others
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2.

If there are many group members for who English is not their first
language or who come from another country, then you may need to
allow extra time for discussion to cover both the concepts and their
responses in group discussions. So many of the skills required in
Working with Others assume a shared understanding of Canadian
culture and values. Assess whether your group needs extra time to
have in-depth cross-cultural conversations to allow learners to more
fully appreciate these skills in the Canadian context. These may also be
ideal opportunities to share cultural differences so that all participants
can expand their knowledge and understanding of different ways of
being in the world.

3.

Some sections are more complex than others. For complex sections,
consider incorporating time for discussion and brainstorming with
your learners. You may also find that some of the more procedurebased skills can be covered more quickly.

4.

Allowing learners to pursue faulty reasoning or an incorrect
interpretation of a question is a useful way to help learners develop
problem-solving skills. Wrong answers offer excellent opportunities
for self-analysis. However, this strategy can be time-consuming and
frustrating for less confident learners. If you do use this strategy, be
sure that you discuss where and why the mistake or weaknesses occur
and how improvements can be made.

5.

Adult learners are motivated to learn things that will help them
understand and do things in the real world better. Allow time for
learners to discuss how the topics relate to the real world and jobs
specifically. Ask questions about similar experiences they have had,
how they use the skills on the job already, how their new learning
could be used on the job and/or help them do their job better, and what
examples and strategies they can share with the group.

6.

Independent learners will pace themselves. If you are working with a
small group of learners or with individual learners, it may be helpful
to set some goals related to how much work they can do, what is a
reasonable timeframe for completing their training and strategies for
helping them to be successful.

7.

People need to use new concepts and skills as soon and as often as
possible to actually retain what they have learned and to transfer
their learning to the workplace. Encourage learners to plan short but
frequent reviews of the material. Most importantly, have learners set
specific goals and timeframes for using the skills on the job.

FACILITATOR’S
GUIDE
HOW TO use this manual: working
with others

►►Improving Your Skills
If you are new to training or job coaching or are interested in improving your
training and facilitation skills, take a look at the three Ontario Lottery and
Gaming Corporation quick reference tools at the end of this section:
−−
−−
−−

Trainer Skills Quick Reference
Facilitation Skills Quick Reference
Buddy Trainer Quick Reference

Use these tools if you are looking for pointers, ideas and reminders that will
help you strengthen your skills as a trainer in the classroom and on the job.

►►Using Other Resources
Use real-life workplace situations as teaching and learning opportunities as much
as possible. For example, try incorporating authentic work place materials like
forms, policies, and other practices used in the learners’ workplace. You might
also ask learners to come prepared with examples and questions from their jobs.
Learning is richer and more meaningful when learners can apply the material to
their workplace tasks.

►►Estimating Time
The time required to cover the different sections will vary among learners based
on their background, general knowledge and skills, and learning styles. When
planning your training sessions, whether with individual or groups of learners,
determine your learners’ needs first. Then, you can plan for an appropriate
amount of time for reviewing and practicing the skills they are working on.
Learners with a solid grasp of concepts may be able to work through problems
with minimal guidance and more quickly than learners who are new to the
concepts or have little job experience. Be sure to allow learners the time they
need to master and transfer the skills to their jobs confidently.
You may find the following time estimates helpful when scheduling training
sessions using r the Working with Others manual. The actual time required to
complete these sections will vary depending on your learners’ skills, the training
situation and the size of your training group.

FACILITATOR’S
GUIDE
HOW TO use this
manual: working with others
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Demonstrating Professionalism
Time estimate: 2 hours

Communicating Effectively
Time estimate: 2 – 3 hours

Giving and Receiving Feedback
Time estimate: 1 – 1.5 hours

Working on a Team
Time estimate: 1 – 1.5 hours
The total estimated time needed to do a thorough review of the Foundation
materials is 6-8 hours. The breakdown of time is estimated assuming that
classes will meet for two hours, with most of the topics reviewed over one or
two classes.
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Training Plan Worksheet
Step 1: Write the learning objectives.
1.

What do you expect employees to be able to do on the job as a result
of this training?

2.

What learning objectives should trainees focus on first, second, third,
etc.?

3.

What do learners need to know or be able to do in order to participate
in this training successfully?

Effective learning objectives:
−−

Identify the learner		
(e.g. new Dealers.)

−−

State what learners should
be able to demonstrate after
the training.

−−

State how learners will
demonstrate what you
expect them to be able to do.

FACILITATOR’S
GUIDE
HOW TO use this
manual: working with others
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Step 2: Identify the planning details of your training session: 		
When, Who and How
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1.

How will you deliver the training? (For example, will it be in a
classroom with a group of learners, one on one between a trainee and
a trainer, or an assignment for trainees to do on their own and check in
with a trainer at specified points)

2.

What training methods, activities and questions will you use to ensure
trainees achieve each of your learning objectives? (Use the training
plan template following this worksheet to plan your training session in
more detail.)

3.

When will the training occur?

4.

Who will deliver the training?

5.

Where will the training be delivered?

6.

What materials will you need to deliver the training? (For example,
handouts for trainees, flip charts, laptop and projector, etc.)

HOW TO use this manual: working
FACILITATOR’S
with others
GUIDE

Step 3: Plan how you will evaluate your training.
How will you determine whether or not the training has been
effective? What tools can you use (For example: a survey, an on the
job demonstration, at test, etc.)?

Step 4: Identify and plan how you will follow-up with learners after
the training.
How will you determine whether or not trainees are applying their
learning on the job?

Step 5: Prepare the materials, equipment and training space.
What can you prepare before the training begins that will make the
session run smoothly for both you and the trainees?

HOW TO use this
FACILITATOR’S
GUIDE
manual: working with others
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Start time

End time
Learning Objectives

Training Plan Template
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Concepts, Skills and/or
Procedures to Cover

Training Methods
and Activities

Materials Required

Communication Skills
1. Words
 Easy to understand (no jargon)
 Active sentences
 Avoid “um”, “uh” and “ok”
2. Tone
 Change volume, speed & tempo
 Pause to breathe
 Put emphasis on key words
3. Body Language
 Maintain eye contact
 Smile & nod
 Gesture with your arms & hands
 Avoid distracting habits (e.g., pacing, change in pockets)

Top 10 Ways to Motivate Adults
1.
2.

Create a need. Ask: how will this information benefit you?
Develop a sense of personal responsibility. Ask: What do you what they want to achieve? What are
you willing to do to get there?
3. Create and maintain interest. Ask questions to keep engagement
4. Structure activities to apply content to real life
5. Give recognition, encouragement and approval
6. Get excited yourself. Show your genuine enthusiasm for the topic
7. Establish long-range objectives. Show the big picture and the benefits in the long run
8. Link personal values and motives to OLG’s values and objectives
9. Intensify interpersonal relationships – find commonalites
10. Give choices - Provide a variety of activities, questions and ideas

Tips on Flip Charts
In Advance
 Prepare flip charts the night before, if possible
 Create light pencil drawings for you to trace during the session
 Lightly pencil the next topic on the bottom of the page to remind you of what's coming
 Make your first page a title page or leave it blank
Colour
 Use flip chart markers. They don't bleed through the paper
 Write with dark colours and use accent colours (red, orange, yellow, pink, etc.) to highlight
 Use only 2-3 colours per page
 Alternate colours when listing
Lettering
 Follow the 7x7 rule: use no more than 7 words across and 7 lines to a sheet
 Ensure letters are at least 2-3" in height
 Leave plenty of white space
 Use printing, rather than handwriting

10 Tips To Prepare
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Think about your audience
Be certain of your objective
Review your Facilitator Guide and note interactive sections
Anticipate how you will handle distractions
Personalize your opening and closing
Memorize opening
Do a practice run with the technical equipment (Smartboard, infocus machine, laptop)
Set up classroom and materials the night before
Arrive at least 1 hr early, set up and double check everything, then relax half an hour before
PRACTICE, PRACTICE, PRACTICE
May 2009

Facilitation Skills Quick Reference
To become a more effective facilitator, review the tips and techniques that can be applied to your sessions to enhance the overall learning experience.

Communication Skills
Communication skills can be broken down into
3 groups:

1.






Words

2.





Tone

3.





Body Language

Easy to understand (no jargon)
Active sentences
Picture words
Pronouns (especially “you”)
Avoid “um”, “uh” and “ok”

Change volume, speed & tempo
Strive for variety
Pause to breathe
Put emphasis on key words

Maintain eye contact
Smile & nod
Gesture with your arms & hands
Avoid distracting habits e.g. jingling change,
pacing back and forth
 Maintain a comfortable distance from the
learners

Remember When Interacting…




Ask and answer questions clearly.
Listen attentively.
Observe participants’ behaviour & act
accordingly.

Phrasing Questions
Here are a few ideas about phrasing questions:

Do

Don’t

Ask clear, concise questions
about one issue.

Ask rambling, vague
questions about many
issues.

Ask reasonable questions
based on what learners will
know.

Ask questions that are too
difficult or that learners won’t
be able to answer.

Ask challenging questions to
provoke thoughtful answers.

Ask questions which are too
easy and don’t let learners
think.

Ask honest, relevant
questions.

Ask “trick” questions
designed to fool learners.

10 Tips to Prepare
1.
2.
3.
4.
5.
6.
7.
8.
9.

Think about your audience.
Be certain of your objective.
Personalize your opening and closing.
Review your Facilitator’s Guide and note interactive
sections.
Check everything.
Set up classroom and materials the night before.
Do a practice run with the infocus machine and laptop.
Memorize your opening.
Arrive at least 1 hour early, set up and double check
everything, then relax half an hour before.

10. PRACTICE, PRACTICE, PRACTICE!

Dealing with Stress
Don’t Take It
Personally

Make a conscious effort to
remember that participants are
not angry with you; they are likely
upset with the situation or an
unrelated incident.

Take a Walk

Remove yourself from the
situation. On your break or at
lunch take a short, brisk walk to
clear your head.

Use Creative
Visualization

Imagine standing under a
waterfall, as the water washes
over you, picture the water
washing your tension away. Or,
pretend that you are sitting on a
mountaintop, letting the breeze
blow away your stress. Use your
imagination to choose a
visualization that works for you!

Stretch

Try sitting up straight in your
chair, and do neck rolls and
shoulder shrugs. Neck and
shoulder exercises are
particularly useful for people that
spend long periods of time at a
computer.

Focus on
Breathing

Inhale for three counts, hold for
two counts and exhale for five
counts. Repeat several times.
Deep breathing is a simple, yet
effective method of relaxation.

Be Active

Exercise and other physical
activities can help you to release
stress, clear your mind, reduce
tension and increase energy.

Get a Good Night’s
Sleep
It is difficult to cope when you are
exhausted. Situations always
seem harder to deal with when
you are “running on empty”.

Have Fun!

Take the time to enjoy life and
pursue interests outside of work. It
may seem as though there is
never enough time, but you need
to take the time to recharge by
participating in an activity that you
enjoy or piques your interest.

Meditate

Meditation does not always have
to involve chanting or deep
reflection; you can begin with
deep, calm breathing and then
move on to clear your mind of
stressful thoughts. It can help you
to feel less anxious and more in
control.

Laugh

Laughter is a wonderful stress
reducer. Many studies have
shown that happier people live
longer, have less physical
problems and are more
productive.

Tips on Flip Charts
In Advance


Prepare your flip charts the night
before, if possible.



Create light pencil drawings for you
to trace during the session (the
audience will not see these lines).



Lightly pencil the next topic on the
bottom of the page to remind you
of what's coming.



Make your first page a title page or
leave it blank.

Colour


Use flip chart markers. They don't
bleed through the paper.



Write with dark colours and use
accent colours (red, orange,
yellow, pink, etc.) to highlight.



Use only 2-3 colours per page.



Alternate colours when listing.

Lettering


Follow the 7x7 rule: use no more
than 7 words across and 7 lines to
a sheet.

Benefits of Visual Aids
 Increase retention. With verbal instruction, retention is 10%. By adding
visuals, retention jumps to 50%.
Improve understanding.
Appeal to multiple senses.
Heighten interest.
Help learners focus on the key message.
Add to the variety of the learning experience.







Body Language
 Change your position. Move around the room.
 Use gestures. Hand, head, and body movements can support your points.
 Let silence work for you. Use it to encourage reflection. If you ask a question
wait 10 seconds for a response.
 Change tempo. With tone, volume, speed, fluctuate between loud and mellow,
fast and slow, happy and sad, matter-of-fact and personal, fluent and hesitant.

Responding to Difficult Questions


“I don’t know, but I will find out and get back to you.”



That’s a good question. It relates to an issue we will cover shortly.”



Reword the question to your benefit.



Ensure letters are at least 2-3" in
height.



“Does anyone else have that particular concern?” If no, offer to deal with the
question during the break.



Leave plenty of white space.



Ask for an example.



Use printing, rather than
handwriting.



Draw from the learners. “What advice do others have?”



If the questions are off topic, offer to record it and follow up.

Top 10 Ways to
Motivate Adults
1. Create a need.
2. Develop a sense of personal
responsibility.
3. Create and maintain their
interest.
4. Structure activities to apply
content to real life.
5. Give recognition,
encouragement and approval.
6. Get excited yourself.
7. Establish long-range objectives.
8. See the value of personal
motives.
9. Intensify interpersonal
relationships.
10. Give them a choice.

Buddy Trainer Quick Reference
Getting Started

Prepare for your first meeting.  Greet the Rookie with enthusiasm and introduce yourself. The Rookie might be a little nervous so try to put
them at ease. Tell them a little about yourself, your experience and why you think you were selected as a Buddy Trainer.
Goals for this meeting:
• Review the goals of the training and explain more about your role
• Introduce the 4-steps of the Buddy System  
• Introduce the ICM and P&P manual and explain their purpose in
the department   
• Introduce the checklists that will be used during training

• Answer any questions the rookie has before starting
• Review the Learning Map and pencil in dates for when each
module should be completed.
• Explain to the Rookie that should they feel uncomfortable with
any aspect of the training program they are welcome to speak to
you about it or with your Department Manager.

Pre-Shift Meetings
Before starting training each day, sit down with the
Rookie to review the goals for the day.  Plan 5 to 15
minutes depending on how much of
the training is completed.
These regular meetings are a
good time to discuss the Rookie’s
progress and answer any general
questions they may have.  If you have
major concerns with the progress of
the Rookie discuss them with your
Department Manager.
If the Rookie is going to work with
another team member to learn a
task, this is a good time to make the
introduction if necessary.
Remember these meetings are
confidential and are not to be shared
with anyone except the Department
Manager.

The Buddy Training System

See it.

Read it.

Introduce the task to the
Rookie and explain why it
is important to complete
the task.

Perform the task so the
Rookie can see it in action.
Ask the Rookie to follow
along using the P&P for
reference.
• Perform it slowly the
first time explaining
the importance of each
step.
• Perform it a second
time at regular speed
while explaining each
step.
• Perform it again if
required.

Do it.
Show it.

Do it.
Observe the Rookie as they
practice the task.
• Use the P&P and/or
checklists to make sure
they are completing the
task correctly.
• Provide feedback if they
are doing something
incorrect.
• Take notes while
observing.
• Answer questions as
required.
• Use your notes and
the P&P to provide
feedback to the Rookie.

Show it.
Observe the Rookie as they
demonstrate mastery of
the task.
• Use the P&P and/or
checklists to make sure
they are completing the
task correctly.
• Take notes while observing and provide a
rating (1-5) for the task.
• If 4 or 5, sign-off on
the task and start the
process again with a
new task.
• If  1 to 3, explain why
it was not satisfactory
and provide coaching
on how to improve.  
• Do not move on until
the task is mastered.

1 2 3 4
Read it.

Not All Tasks Are Observable
You may find that not all the information in the ICM and P&P is a task that you can demonstrate and have the Rookie
practice.  If the section you are reviewing is not observable, spend more time discussing the importance of the item and
how it relates to compliance. When the Rookie is ready, ask them to explain it back you focusing on the why it is important
and the compliance implications.

Post-Shift Meetings

Before the end of the day, take 5 to 10
minutes to sit down with the Rookie
to discuss the day's achievements or
challenges.   Celebrate success when
required, especially if the Rookie did
something outstanding or completed a
difficult task that they had previously
struggled with.
Review which tasks you completed
during the day and ask the Rookie if
they have any questions about the
tasks completed.
Quickly review what you will be covering
during the next training shift and who
the Rookie will be working with it is a
different team member.
After the meeting, note anything of
importance to discuss during your
regular check-in meetings with your
Department Manager.
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Foundation Section

Teaching Tips
1

2

3

Teaching Tip 1
Review and discuss other ideas from the group about conducting yourself
professionally. Maybe they have other examples that they would like to share,
both negative and positive. Be sure to work through negative examples into
lessons and discuss ideas about better ways of doing things.

Teaching Tip 2
Ask participants to talk about interesting facts that they learned about their
workplace that may not have been in the training. For example, short cuts for
using the point-of-sale (POS) system, etc.

Teaching Tip 3
Ask participants about their experiences in other organizations where they
noticed staff whose appearance was professional. Ask them to list the things
they noticed that made them appear to be professional.

Demonstrating Professionalism
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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A

person’s attitude, behaviour and commitment to doing their job well is
called professionalism. It’s what allows a person to succeed at work.
It’s what people notice about someone who takes special care in how
they present themselves on the job, how they treat others, how they respect
their workplace and how hard they work. Being professional on the job is what
makes the difference between being an average employee and an outstanding
employee.

In this section, you will learn how to:
−− Conduct yourself professionally
−− Learn about your job and know your workplace
−− Present a professional appearance
−− Follow the chain of command
−− Display a positive attitude

Demonstrating Professionalism

Skill 1: Conduct Yourself Professionally

What is professionalism? Professionalism is a commitment by an employee to
workplace attitudes, values and behaviours that demonstrate:
−−
−−
−−
−−
−−
−−
−−
−−

Dependability
Respect
Honesty and integrity
Willingness to work
Adherence to policies and procedures
Quality standards
Customer service
Job knowledge and skills

Conducting yourself as a professional is very important to working well with
others. When you show that you are committed to doing your best, it builds a
positive work environment.

►►Work Ethic
What exactly is a strong work ethic? A Casino employee with a strong work
ethic looks like this:
−− Respectful: treating all guests and employees with respect
−−

Dependable:
−−
−−
−−
−−
−−

Willing to do the work that needs to be done
Arriving at work on time and leaving on time
Taking breaks and lunch and returning from them when you
should
Calling in sick if you are, in fact, sick
Informing your supervisor in advance if you need to miss time at
work for any reason

Co-workers, supervisors and managers need to know that you are dependable
and willing to do the work that needs to get done. A big part of professionalism
is doing your work to the best of your ability. You are also accountable for your
work and willing to take responsibility if you make a mistake.

Demonstrating Professionalism
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►►Policies and Standards
As professionals, Casino employees are committed to policies and standards.
They know the Casino’s policies and procedures as related to their jobs. They
follow the chain of command and the directions and instructions of managers
and supervisors.

►►Workplace Knowledge
As professionals, the employees also know how to do their jobs. They give
information to co-workers when required. They ask questions when they are
not sure of something, but they are able to work independently and confidently
within the scope of their jobs. They are also committed to improving their
job knowledge and skills and are interested in career development within the
casino.

Read the following scenario. Think about the effect professionalism has on your
work and your ability to work with others.

Scenario
Imagine you are a Bartender. You and another Bartender were scheduled
for a special Casino event this evening. You work special events all
the time and normally split the opening and set up tasks between the
two of you. You arrived 15 minutes prior to your shift, but your shift
started and the other Bartender still had not arrived.
What did this mean for you as the sole Bartender? It meant that you
needed to complete all of the opening and set-up tasks by yourself. It
also meant that you were not set up in time for the start of the Casino
event.
Now people sometimes run into issues that prevent them from getting
to work on time. If the Bartender was normally on time, then there
could have been a personal problem that you were not aware of. What
could you have done?
In these situations, it is important to talk to your manager or supervisor,
as they need to know that you are short-handed and need help getting
set up. They may also tell you that they have someone else on the way
to replace the Bartender.
4 of 19

Demonstrating Professionalism

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
1.1

As a Bingo Checker, you work with a team to ensure that there are
always enough employees to serve the guests.
While you mostly rotate through the different areas of the floor and
through breaks, you notice that one Bingo Caller always asks for one
specific area of the floor and that she never wants to rotate. She is also
very specific about the time at which she takes her break while the
other checkers are happy to take a break whenever it suits the games
and customers.
Write down a few points about the effect of this one checker’s work
ethic on the others. Also, consider what you and the others should do
about the situation.

Demonstrating Professionalism
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1.2

You are walking to your car one night. It’s dark and you are a little
nervous even though the parking lot is well lit. As you are entering the
row where your car is parked, you notice someone trying to break into
a car. You turn around to run back to the casino when you almost bump
into a Security Officer walking toward the car in question. His look of
confidence assures you that everything will be fine.
While you are relieved, consider how this Security Officer was where
he was when needed.

Skill : 2 Know Your Workplace

1

Knowing your workplace is part of professionalism. It includes knowing your
own job, but also knowing about the organization that you work for. You
should:
−− Know the resources and services available in the casino
−− Learn about areas of responsibility of others
−− Respect the expertise of others
You need to know the resources and services available in the casino. What
table games are offered? What entertainment events are coming up? Where is
information located about responsible gaming? Etc.
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If you work directly with guests on the gaming floor, in retail, in the restaurant
or any other capacity, you should be able to answer questions and provide
information as needed. If you do not work directly with guests, you may still
receive occasional questions. More importantly, you need to have a good
understanding of the organization as a whole and your role within it.
No matter what your job is in the casino, you do not work in isolation. Others
depend on your work, and you depend on the work of others. You interact with
other departments, co-workers, managers, and supervisors. In order to work
well with others, you need to have a basic understanding of what they do. What
is their job? What are their priorities? How is their job related to yours?
You should also have respect for the work of others and for their knowledge
and skills, whether they work in your department or another. If the casino is
to provide an enjoyable gaming experience for customers and a positive work
environment for employees, then co-workers, managers, supervisors and
different departments must all work together in a manner of mutual respect and
co-operation.

Consider the following scenario. It illustrates how knowledge is critical to
Working with Others.

Scenario
The Warehouse is where all shipments come and go from a casino.
Shipments can include new tables, chairs, light fixtures, office supplies,
etc. Documents help Warehouse Clerks to sign for and store materials
they receive.
Imagine that the new scratch ticket display booths for the retail store
arrive on a Friday. The Warehouse Clerks approve the boxes and sign
for them, collecting the correct paperwork. The normal procedure is
to contact the department that is to receive the shipment and then to
deliver the goods. But Eddy and Grant, who are the clerks on shift that
day, know from reading bulletins, that the weekly lottery is estimated
at $50 million for Friday’s draw. They also know that this means the
retail store will be busy, with line-ups out the door until 9 p.m. Instead
of calling the store, they send an email to the store to let them know
that the shipment has arrived. This way, they have notified the store,
but they are not interrupting the retail associates’ ability to serve its
customers.
Demonstrating Professionalism
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Now it’s your turn. Try this practice activity to see how well you have learned
this skill. See Check My Answers at the end of the section for the correct
answers.
2.1

As a Uniforms Technician you notice that at least once each week, there
is a uniform that is placed on the discarded and damaged garment log
because of a tear in the lower part of the sleeve that cannot be fixed or
that has been repaired too many times. You review the tracking software
to discover that the uniforms that are being placed on the damaged
uniform log are for the Slot Attendants and Gaming Technicians.
What do you do?
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Skill 3: Exhibit Professional Appearance

2

We have probably all heard the expression “the clothes make the man.” There
is some truth to this statement. People do make unconscious judgements based
on appearance, including guests and people you work with. Your appearance
also says a lot about how you feel about yourself and your job. A neat and
professional appearance helps you to feel more confident in your work and
helps others relate to you on a professional basis.
The way you dress is part of professionalism. Your clothes should be clean and
neat and in good condition. You should wear clothes that are appropriate to your
job and observe any dress code in place at your organization. Personal care is
also important. As a professional person, it is necessary to shower daily with
soap and shampoo, brush your teeth regularly, use personal deodorant and make
sure your hair and nails are trimmed.
To be professional, you need to look professional. Your professional appearance
helps you to have a positive influence on others and to feel confident about
yourself. Also avoid overdressing. Your appearance should be appropriate to
your job.

It is a Saturday night and the bar in the casino is busy. A team of four Beverage
Servers are working along with one Bartender. One of the servers, however, is
not dressed professionally or according to dress code. She is serving glasses of
wine and plates of food, and the customers are noticing that her long, straggly
hair is resting on her beverage tray and that she has dirty nails. Some guests
have started to walk to the bar to place their orders for food with the Bartender
to avoid having the “unprofessional” server. The new customers at the bar have
increased the workload of the Bartender and are making all the other customers
wait longer for their drinks.

Demonstrating Professionalism
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While not ironing your shirt perfectly or running out of time to tie up your
hair may seem okay at the time, you need to consider the effects these actions
have on your co-workers. In the scenario with the Beverage Server, her lack of
care resulted in her co-workers having to do more than their share of the work,
which in turn meant that they struggled to provide a high level of service to their
customers.

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
3.1

You are running late for work one day. You realize that you forgot to
wash your uniform the night before and that your work shoes are in
for repairs. You pull the uniform out of the laundry hamper and look it
over. Apart from a couple of dirty spots and wrinkles, you decide that
it doesn’t look THAT bad. You dig out your old work shoes, hope the
holes aren’t too obvious, put them on and run for the bus.
Is this situation, are you exhibiting a professional appearance? Even
though you are not “on the clock” when you are at home, what do you
need to do to ensure you come to work looking professional?
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3.2

In the same situation from 3.1 where you forgot to wash your uniform,
imagine that you arrive at work. You are scheduled to be in the
dishwashing area of the kitchen from 12:00 pm until 7:30 pm. You
know that you are just going to get dirty and decide that it really isn’t
important if your uniform is clean or not. However, when you go to
start your shift, the Chef tells you cannot start work with a dirty uniform
and torn shoes. Why is the chef concerned about your appearance if
customers do not see you?

Skill 4: Follow the Chain of Command

A casino is a highly structured organization. Everyone has a role to play and
a job to do. There are also different levels of responsibility. You report to a
supervisor, who reports to a manager, who may report to other managers. For
the casino to operate properly, everyone needs to do their own job and follow
the chain of command.

3

Recognizing your role and following the chain of command are also part of
professionalism. Take a moment to think about your role in the organization.
Who is your supervisor, the person who assigns your work, or to whom you
report? Who does that person report to, and so on? Are there people that you
supervise? Get a clear view of the organizational structure and your place in it.

Demonstrating Professionalism
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As a professional, you must understand your level of authority in your job. What
things are your responsibilities? What kinds of decisions can you make? What
kinds of things are the responsibility or decision of a supervisor or manager? In
what situations should you consult a supervisor or manager? You can consult
a job description for your job, an employee handbook, or consult policies and
procedures.
A supervisor or manager may be someone you know or used to work with.
However, all supervisors and managers need your respect and cooperation.
They also have a job to do. You must limit yourself to the scope of your job.
Report to your supervisor or ask questions whenever necessary, so that they can
do their job. Follow instructions they give. Only if everyone does their job and
follows the chain of command will the casino operate smoothly for guests and
provide a professional work environment for employees.

As a Slot Attendant, part of your job is to help in the training of new employees.
You are shadowing an employee one shift when you notice a disturbance
between two guests near the washrooms. The trainee notices the disturbance as
well, and tells you he thinks you should run over to try to settle the dispute.
You know that the chain of command is to notify Security and avoid placing
yourself in danger. You explain to the new employee that the chain of command
tells them to contact Security.
After contacting Security, you talk to the new employee about the importance
of the chain of command. Although they may have been able to help, they are
not trained to handle disturbances and could easily be harmed or harm a guest
unintentionally. You reinforce the importance of working with others, including
supervisors, managers and other departments.
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Now it’s your turn. Try this practice activity to see how well you have learned
this skill. See Check My Answers at the end of the section for the correct
answers.
4.1

Demonstrating Professionalism

You work as a Bingo Volunteer Coordinator. You work closely with a
partner during your shifts and coordinate your work so that the guests’
needs are taken care of. Make a list of some of the situations where
you would need to go beyond your normal work routine with your
partner, and talk to or get advice from a supervisor or manager.
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Skill 5: Display a Positive Attitude

We have all met people who do not have a professional attitude. These are
employees who complain about the casino or about other employees or guests.
They do not do any more work than they have to. They make jokes or gossip
about other people. They are quick to blame. They may ignore others at work
except a select few.
A positive attitude is the foundation of professionalism. Your attitude has an
impact on:
−−
−−
−−
−−
−−
−−

The quality of your work
Your relationships with co-workers
The work environment
Interactions with supervisors and managers
Customer service
Communication with external companies

What do we mean by a positive attitude? A positive attitude does not mean you
always have to be “happy” or “cheerful.” It means being supportive of others
and of your employer. You demonstrate a positive and professional attitude
through things such as:
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
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Smiles
Greeting others
Respect
Courtesy
Good job performance
Professional appearance
Taking interest in others
Being helpful
Remaining professional when conflict arises
Speaking well of others and the casino
Avoiding office politics (not taking part in grumbling or complaining
about others)
Confidence
Helpfulness
Having a drive to do your best

Demonstrating Professionalism

Do you have a positive attitude? Use the checklist below to self-evaluate how
you demonstrate a positive attitude in the workplace. Check off points that
describe how you behave at work. Identify others as areas for improvement.




















I arrive on time for work
I do not abuse lunch periods or breaks
I do not call in sick unless I am sick
I greet others when I arrive for work
I maintain a neat appearance and dress
professionally
I am courteous when speaking with guests, coworkers, or supervisors
I follow directions of managers and supervisors
without complaining
I do not complain about co-workers or supervisors
behind their back
I do not complain about the casino or my job
I treat everyone in my workplace with respect
I listen when others talk about their personal
interests
I am interested in the work of others
I am glad to help others when needed
I do not easily become defensive or angry
I always try to do my best
I accept instruction or criticism from managers
and supervisors
I do not blame others for my mistakes
I am professional and objective even when there
is conflict
I enjoy my work

Although it is important to be good at your job and to know your workplace, these
behaviours that demonstrate that a positive attitude are what professionalism is
all about.

Demonstrating Professionalism
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Think how a positive attitude has an effect on your work with others. Working
with others means that you need to share information and coordinate your tasks.
You may also rely on the work that someone else does and may not be able to
do your work without them.
How do you feel in each of the following situations where your work relies on
a fellow co-worker who:
−−
−−
−−
−−

Never says hello to you?
Is always late for his/her shift?
Blames you whenever a mistake is found?
Doesn’t seem to enjoy his/her work?

You would likely feel uncertain about working with this person. You might feel
apprehensive or uneasy. You might try to avoid this person, which becomes a
problem if you must coordinate your work with them. So not only are you not
happy about work, you also start to compromise the quality of your work. If the
quality of your work decreases, so too does the quality of the experience for
guests coming to the casino.
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
5.1

Demonstrating Professionalism

You are a Countroom Clerk. Your job relies on you working with a
team of other clerks. Employees in other departments also rely on you
when they need add-ons to their floats. Your teammate, another clerk,
is very quiet whenever you talk to her. She doesn’t cope well when
your Supervisor gives her instructions. She rarely asks you if you need
help with anything. Whenever employees come to get add-ons, she
always pretends she is too busy to help them. You have heard her in
the lunchroom complaining about her job.
a)

How does her attitude affect you and your work? Write a short
paragraph.

b)

What does she need to do to fix her attitude?
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C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

Did you mention that being professional means:
−− That this checker needs to be dependable, respectful and willing
to work?
−− That the idea of rotating through the casino is likely an instruction
set by a manager or supervisor?
Your list of what you can do might include:
−− Talking to your manager or supervisor
−− Bringing up rotations through floor areas at a meeting

1.2

In your answer, did you consider:
−−
−−
−−

2.1

In your answer, did you think of:
−−
−−
−−
−−

3.1

Talking to the other uniform technicians about what they think
might be causing the tears?
Investigating the job of slot attendants and gaming technicians?
Finding out whether there is a repetitive task that is causing the
sleeve of the uniform to catch and tear?
Suggesting a change in the style of the uniform for electronic
gaming to something that has short sleeves?

Some ideas include:
−−
−−
−−
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The chain of command in surveillance and security?
The ability of surveillance and security to work together, sharing
information and data?
The fact that the officer appeared on the scene right on time,
indicating dependability and the willingness to work?

Plan for your shifts: Just as you need to set up childcare or
transportation, you also need to take the time to ensure your
uniform, footwear and personal hygiene are looked after.
Set up a routine for washing uniforms, polishing shoes, getting
your hair cut, etc.
“Don’t put off until tomorrow what you can do now,” meaning,
wash your clothes and clean your footwear as soon as you get
home from a shift so that they are ready when you need them.
Demonstrating Professionalism

3.2

You will have your own ideas. Did your answer consider some of the
following points?
−−
−−
−−
−−

4.1

Just because customers don’t see you doesn’t mean you can show
up to work looking unprofessional.
Kitchen “whites” are called “whites” for a reason—they are crisp
and clean.
A clean uniform shows that you care about your job and that it
means a lot to you.
Kitchens must be kept clean for health and sanitary reasons. This
includes uniforms and footwear, as well as personal hygiene.

Situations such as:
−−
−−
−−
−−

Security concerns
Guest disturbances
Guest complaints
Disagreements or concerns with the other Bingo volunteer
coordinator

What else did you think of?
5.1

a)

Did you consider the following?
−−
−−
−−
−−
−−

b)

Her attitude needs to be more positive. She needs to:
−−
−−
−−
−−
−−
−−
−−
−−

Demonstrating Professionalism

It might decrease the quality of work from the Bank
department because she is not doing her fair share.
Planning tasks and coordinating work becomes almost
impossible to do.
It could lead to tension between her and others.
Employees may try hard to avoid working with her.
Other consequences?

Follow directions of managers and supervisors without
complaining.
Not complain about co-workers or supervisors behind their
back.
Not complain about the casino or her job.
Treat everyone in her workplace with respect.
Help others when needed.
Avoid becoming defensive or angry.
Accept instruction or criticism from managers and
supervisors.
Enjoy her work.
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Teaching Tips
Teaching Tip 1

1

Ask the participants to list some characteristics or examples of people who
communicate well professionally. Have them explain why they think the
examples demonstrate professional communication.

Teaching Tip 2

2

Take some time to think of a few body positions that demonstrate various
feelings, such as crossed arms, cleaning your nails, etc. Ask the audience to
interpret them. Be sure to include a few positions that could be misinterpreted,
such as shyness/aloofness.

Communicating Effectively
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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C

ommunication is a two-way process. Good communication is a key
component to working well with others. Since we spend a large part
of our day communicating through our words or actions, we can easily
assume we are communicating what we mean. But that’s not always the case.
The cost of miscommunication can be high in any work environment, but it
can be especially high in the gaming industry. By being careful about how and
what you communicate, you can be more efficient in your job and contribute to
a productive work environment.

In this section, you will learn how to:
−− Communicate professionally
−− Build rapport
−− Respect differences
−− Interpret body language

Communicating Effectively

Skill 1: Communicate Professionally

Professional communication is probably the most important part of working
with others. Communication is vital for:
−−
−−
−−
−−

Teamwork
Working with co-workers or supervisors
Interacting with other departments
Providing service to guests

In professional communication, your goal is to get the information you need
or give information that allows the job to get done. You need to be able to
communicate clearly, so that your meaning is understood, and to listen carefully
to be sure you understand. Professional communication is also respectful and
sensitive of others.

Communication Process

Understanding

Meaning
Message


Sender

Receiver
Feedback
To understand how to communicate with others at work, you need to
understand the communication process. In some ways, words are a poor way of
communication because there are so many opportunities for miscommunication.
If you are speaking, or sending a message, you begin with an idea or meaning
in your head. You try to put this meaning into words. The person who hears the
words tries to understand your meaning.

Communicating Effectively
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There are many things that can interfere with communication. First, it is hard
to choose words that accurately say what you mean. Second, the listener may
understand your words differently than you intended. Other things can also
interfere with the message or the way it is understood. These include things
like:
−− Physical noise and distractions
−− Previous personal experiences
−− Biases or personal priorities
−− Cultural differences
−− Differences in understanding of the meaning of words
−− Assumptions
−− Defensiveness
−− Contradictory non-verbal communication, such as posture
When you experience problems in communication, be patient and clarify your
meaning. Also, if you feel that someone is criticising you, remember that it
may just be interference in the communication process. One factor that can
help to reduce communication problems is remembering your role in the
chain of command and following organizational policies and procedures for
communication.

1
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You are a retail clerk. You are waiting on one customer when another customer
asks a question. You ask a co-worker to wait on the other customer. However,
your co-worker has had a very busy day and is tired. She interprets your message
as a suggestion that she is not doing her job and becomes angry. This is an
example of interference in the communication process.

Communicating Effectively

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
1.1

As a Housekeeping Attendant, you work mostly on your own. You
follow a list of duties for each shift. You always need to re-stock your
cart at the end of your shift, but find this task frustrating because the
boxes of tissues are stored on the highest shelf in the storage room and
you cannot reach them. So at the end of a long shift, you need to search
out a ladder, carry it over and climb it to get to the boxes of tissues for
your cart.
What should the Housekeeping Attendant do?

1.2

Communicating Effectively

Your co-worker is upset about something that happened during his shift
in the Warehouse. He is mumbling and trying to explain the problem.
You are having a hard time understanding what the problem was and
want to be able to help him. What can you do?
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Skill 2: Build Rapport

Rapport:
A relationship of
understanding,
trust and
agreement.

Rapport is when people feel comfortable working together, when there is a
blend of respect and friendliness. It is an essential part of working with others.
Rapport is not the same as friendship. It is a professional working relationship
that allows you to work together effectively.
You need to establish a rapport with co-workers on your team. You also need
to build rapport with others whom you work with on a regular basis in other
departments or even in outside service providers. When you have rapport with
others, they feel that you are good at your job. They are willing to listen and
to help you when you need it. They trust you and you are better able to work
together.
There are things that you can do to help build rapport:
−− Get acquainted with the people you work with
−− Participate in group activities
−− Show you are dependable
−− Find common ground and interests
−− Smile
−− Listen to others
To start building rapport, get to know the people you work with. Whenever you
work with someone new, make it a habit to introduce yourself. Remember the
other person’s name and use the name when communicating.
Continue to build rapport by participating in group activities at work, for
example, if there is a Christmas party or an informal birthday celebration. You
do not need to participate in everything, but enough to show that you are part
of the group.
A big part of rapport is showing that you are dependable. You do your share of
the work and you can be counted on to do your best.
Finding common ground with others is also part of building rapport. It is easier
to build a relationship with someone when you have some common personal
interests. For example, you may share an interest in sports with someone you
work with. You may have young children, like someone else you work with.
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Finding common ground gives you topics for conversation other than just work
and helps build a personal relationship.
Being a good listener is also helpful in building rapport. Sometimes, when we
listen to others, we think about what we are going to say next or about something
else, instead of really listening. When you listen to others speaking about work
or personal topics, here are some things you can do:
−−
−−
−−
−−
−−

Make eye contact.
If you are doing something else, stop what you are doing to listen.
Use encouraging phrases, such as “I see” or “really,” to show you are
listening.
Ask clarifying questions if you don’t understand.
Make confirming statements to show that you do understand, such as,
“So you are saying that . . . ”

Building rapport helps you to build better working relationships and create a
more positive work environment.

Think about two employees. They have both been employed at the casino for
one year in maintenance and facilities. Employee 1 knows almost everyone’s
names. Employee 2 knows the names of people in his department. Employee 1
is keen to talk to employees to understand their maintenance issues. Employee
2 shows up to provide service and uses only the paperwork to understand
the problem. Employee 1 enjoys the work and is successful in providing
maintenance services. Employee 2 is often frustrated with the work because it
takes so long to understand the problem.
Consider the effect that rapport has on the two employees in the example. If
Employee 2 would take more time to listen and communicate with the casino’s
employees, he/she would have a better rapport, which makes the job more
fun, but more importantly, less frustrating because Employee 2 would have
more information about the maintenance issues that he/she needs to resolve.
By talking to the employees, Employee 1 is able to ask specific questions and
listen to the answers about the maintenance requests. Employee 1 can therefore
understand the problem more quickly and find a faster solution.

Communicating Effectively
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Now it’s your turn. Try this practice activity to see how well you have learned
this skill. See Check My Answers at the end of the section for the correct
answers.
2.1

You are a new employee in Table Games at Casinoville Royale. You
have worked in many casinos and enjoy your work. On your first day
on the floor, you go to work an hour early so that you can meet some
of the other people working during your shift. You want to meet the
people in your department and as many of the people who work in
the other departments, especially the ones that you depend on such
as Bank, Security, and Maintenance and Facilities. You start by
walking through the staff room, smiling and introducing yourself to
everyone. You ask them what their job is and how long they have been
at the casino. You share a bit of your story. You know you can’t meet
everyone in one day, so you decide to sign-up for the upcoming staff
BBQ day.
What did you do to build rapport?
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Skill 3: Respect Differences

Have you ever been treated unfairly by someone at work? Have you ever been
treated unfairly because of your race, culture, or beliefs? How did that make
you feel?
The fact is that people are not all the same. Especially in Canada, there are people
of many different languages, cultures, beliefs and heritage. In your workplace,
you work with people who are different from you. Sometimes, people treat
others with less respect if they are different. This is not fair. Everyone in your
workplace deserves to be treated fairly and equally, regardless of gender, race,
age, or other differences. This attitude of respect is an important part of working
with others.
Some things to do in respecting differences include:
−−
−−
−−
−−
−−

Recognizing your own personal differences
Keeping a positive attitude
Not complaining or criticising others based on personal differences
Not ignoring or isolating co-workers who are different from you
Being calm and patient

In considering individual differences, begin by thinking about yourself.
Everyone is different. What is your cultural heritage? What is your native
language? What kinds of things interest you, such as sports or music? What are
your beliefs? How might these be different from other people? Do you expect
that other people will respect you in spite of your differences? You can see how
important it is that you also respect others.
Keep a positive attitude when you are working with anyone. This includes
having an attitude of modesty and respect for others. Do not try to impose your
opinions or values on others. You must not complain about others or criticise
them because of personal differences. Racial or other offensive comments are
also not acceptable.

Communicating Effectively
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People feel most comfortable being with others who are like them. Sometimes,
it is easy to ignore or avoid those who are different. Although certainly we all
get along better with some people, it is not right to ignore others or make them
feel that they do not belong, based on personal differences.
Whenever people work together, there will sometimes be communication
problems. This is especially true when there are differences of language and
culture. When communication problems do occur, be patient. Stay calm and try
to clarify the situation.

Sam, the Bartender is working late one night. The dishwasher is broken and he
is frustrated with Miguel, the Maintenance Person who is supposed to be fixing
it. Sam thought it would take 10 minutes to fix, but Miguel has been working
on it for over two hours with no end in sight. Sam believes that Miguel, because
he has a heavy accent when he speaks English, is slower than the Maintenance
Person who works during the day. Sam also needs to carry all of the barware to
the kitchen to have it washed, which is a lot of work.
Why is Sam at risk of making judgments too quickly? Sam has no knowledge that
supports his belief that Miguel’s understanding or level of English has anything
at all to do with why it is taking over two hours to fix the dishwasher. There are
many reasons why it could be taking so long—it could be more complicated
than Sam thinks (remember, Sam doesn’t know how to fix the dishwasher,
which is why he contacted Maintenance). It could also be that Miguel is very
meticulous or careful in his work and wants to make sure it is properly fixed.
Another reason could be that Miguel has found another problem while fixing
the original one, and now has to resolve two problems.
Whatever the reason, Sam’s job is to be a Bartender and to work around issues
such as broken dishwashers. Part of working with others is that Sam could talk
to Miguel and ask him how long he thinks it might take to fix the dishwasher,
so that Sam can plan around it.
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
3.1

Communicating Effectively

a)

Take time to reflect on what makes you different or unique. What
do you think makes you different from others? Think about your
traditions, cultures, histories, etc. Make a list.

b)

Now think about what you and your co-workers have in common.
Make a list.

c)

What can you conclude from this activity?
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Skill 4: Interpret Body Language

Body language can be another source of misunderstanding. No matter what
words you use, your body language is at least as important as what you say.
Body language includes many things, such as:
−− Tone of voice
−− Eye contact
−− Posture
Body language has a strong impact on meaning. For example, a co-worker
thanks you for your help; however, she uses a sarcastic tone and rolls her eyes
as she speaks. What message will you understand?
In addition to tone of voice, eye contact is also important. In Canada, we
generally look at the people with whom we are speaking and look away about
every three seconds. Eye contact in this manner is considered a sign of respect
and honesty. It shows you are listening. When you are speaking with people,
you should make eye contact. If you are reading or looking at something else,
you should stop what you are doing and look at the other person.
Posture is a very important part of body language. Slouching in a chair, leaning
against a wall, or standing with hands in your pockets can sometimes show that
you are lacking confidence or that you don’t care. If you are standing with arms
crossed, people may assume you are angry.
There are also cultural differences in body language. For example, in some
cultures, it is a sign of respect not to make eye contact. In some cultures, people
may stand closer to you when speaking. Gestures may also sometimes have
different meanings. When communicating with people of different cultures,
be aware that there may be differences in body language. In addition, there
are differences in body language among different people. Some people may
not feel as comfortable with eye contact. Other people may be more outgoing.
When interpreting body language, remember what you know about the person
you are speaking with.
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What is your body saying? When you are communicating with other people,
think about what your body language is saying. Do you make eye contact? What
does your posture communicate? Do you stand straight and appear confident? Do
you slouch? What does your tone of voice say? When you are communicating
with other people, try to become more aware of their body language. What
impact does their body language have on you?

The Casino Host and you, the Executive Host, are trying to work through a guest
issue together. A number of tour buses have arrived at the same time, and the
guest registration is a bit chaotic. The Casino Host is walking really slowly and
not responding as quickly to the guests and their needs. He is also not smiling
as much as possible, and because of that, more and more guests are coming to
you for registration. You start to get annoyed because you are doing all of the
work, but you are also a bit surprised because this Casino Host is normally very
professional and a great team player. What could the body language be saying?
What can you do?

2

In this case, knowing that the Casino Host is normally very positive and a great
team player, you need to try to find out what is going on. You could also talk to
a manager, but as you normally work well together, talking to the host on your
own is a good way of building rapport.
Remember, if you are feeling angry or resentful, you need to keep these feelings
at bay until you know what is wrong. You should try to avoid interpreting the
body language as negative, even though the guests are, and try to find five
minutes to talk to the host. Be sure your body language is open and receptive
when you ask the host if everything is okay. You may find out from the host
that they are having problems personally. The host might also be very grateful
to you for asking, as they may not have realized that their body language was
saying that something was wrong.

Communicating Effectively
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
4.1

A Promotions and Event Planner, who you do not know well, is trying
to put up a sign. You are working in the Retail Store and see, from
a distance, that the planner is red in the face and is frowning. She
also looks very angry and seems frustrated. You assume that the sign
is heavy and hard to work with and that she needs help, so you call
Maintenance for help.
What assumptions have you made?
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4.2

You are a Promotions and Event Planner. Your natural red hair and
skin tone gives you the tendency to have a red looking face most of
the time. And thanks to your father’s genes and years of squinting,
you have developed a forehead of wrinkles, which most people
unfortunately assume is a frown. Since there is not much you can do
about either, you just go about your daily work as usual.
One day you are setting up for an event when out of nowhere, the
Maintenance person shows up to help you. While it was thoughtful,
you are a little upset that an assumption was made that you needed help.
Putting up the sign is fairly simple, and you have done it a hundred
times. It just takes a bit of jigging back and forth.
Re-read question 4.1. What was actually happening when the retail
person assumed that the planner needed help?

Communicating Effectively
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C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

The housekeeping attendant should:
−−
−−
−−
−−
−−

1.2

You can:
−−
−−
−−
−−
−−
−−
−−
−−

2.1

Ask him to take a seat
Be sure there are no distractions in the room
Explain to him that you want to help
Tell him you are listening
Ask him to speak slowly
Ask him to start from the beginning of the story
Ask him to tell you the facts of the story
Empathize with him

As a new employee, you helped to build rapport by:
−−
−−
−−
−−
−−
−−
−−
−−
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Speak up at a meeting
Write a note to a supervisor or manager about the problem
Make a suggestion to move the location of the tissues in the
storage room
Ask for other ideas about how she can more easily have access
to the tissues
Communicate clearly

Going to work early to meet the co-workers on your team
Realizing you also need to build rapport with others whom you
work with on a regular basis in other departments
Getting acquainted with the people you work with
Signing up for the group BBQ
Introducing yourself in the staff room
Talking to other in the staff room to find common ground and
interests
Smiling
Listening to others

Communicating Effectively

3.1
a)

In your list, did you consider:
−−
−−
−−
−−
−−

b)

In your list, did you consider:
−−
−−
−−
−−
−−

c)

Communicating Effectively

Your languages?
Your culture?
Your beliefs?
Your family situation?
Your work experience?

Your casino and its mission and vision?
Your departments?
Your goals?
Your customer service attitude?
Your roles in making the casino successful?

Each person has qualities, experiences and things that make
them unique or different. But it is work that brings everyone
together. At work, people have similar needs and things that
make them work towards the same goals. Your differences make
you unique, but only together can you excel in your careers.

4.1

You have assumed that she is angry and frustrated without actually
talking to her. You also assumed that she needs help. You may also
have assumed that because the planner is a female, that she is not
strong enough.

4.2

The planner, because of her natural skin tone and forehead, appeared
to be in distress. That, along with the retail cashier’s assumption that
she couldn’t manage the sign on her own, resulted in the retail cashier
making a number of assumptions.
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Teaching Tip
1

Teaching Tip 1
Practice giving and receiving feedback with the group. Set up some scenarios
and ask the learners to work through them in pairs, where one is giving feedback
and the other is receiving it.
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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G

iving and receiving feedback well is an aspect of professional
communication that can be practiced and learned. Most people who
are new to the workforce come from educational backgrounds where
feedback was given through written comments on written assignments. The
communication was often one-sided and the learner could choose whether to
integrate the feedback or not.

Constructive feedback at work is often given with the expectation that the
employee will learn from it and develop either personally or professionally as a
result. Negative feedback at work often comes from an upset guest or co-worker
who is reacting emotionally to a situation as opposed to responding logically.
Professionalism requires a diplomatic response in both situations. Learning to
give and receive feedback graciously in the work environment is an important
aspect of working with others.
This section you will learn how to:
−− Give feedback
−− Receive feedback
−− Handle difficult situations

Giving and Receiving Feedback

Skill 1: Give Feedback

What is feedback? In communications, it means how a person responds to what
another person says or does. Giving and receiving feedback is a common source
of conflict when working with others.
As with other kinds of communication, there are things that can interfere with
feedback and it can be misunderstood. Feedback can be spoken or written (such
as an email) and can include body language. To understand feedback, think
of a circle. One person says or does something, and the other person sends a
message back to complete the circle.

Feedback
Meaning

Sender

Understanding

Receiver

When you give feedback to others, be careful how you do it. Sometimes, people
can see feedback as a criticism. They may become defensive or feel insulted.
This can lead to conflict.
Things you can do when giving feedback to others include:
−− Being objective
−− Phrasing suggestions as question
−− Using I-messages
−− Recognizing when to give feedback

Giving and Receiving Feedback
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Being objective is important when giving feedback or suggestions. If you are
making a suggestion, try to word it as a question. This way it does not seem as
if you are imposing your ideas. The other person is still in control and does not
feel threatened. For example, do not say, “I think we should do this.” Instead,
you say, “What about doing this?”

►►I-messages
I-messages are a very powerful tool for giving feedback, especially something
negative or sensitive. I-messages use the word “I” to talk about how you feel
instead of using the word “you” to blame someone.
Imagine a supervisor speaking to an employee who has returned late from break.
Here is one approach: You’re late. You are messing up everyone else’s break
schedule. Don’t let it happen again.
Here is an approach using an I-message: When you come back late from break,
I feel upset because it means others will have less time. Please try to keep with
the schedule.
I-messages have four components:
−− Describe the situation.
−− State the impact on you.
−− Give the reason.
−− Then you can ask for the change you want.
I-messages are a good tool in delicate situations, but can be used on many
occasions, such as:
−−

Asking for help: When the bus tour arrives, I will be overwhelmed
because there are already so many guests in the casino. Would you be
able to help me for a few minutes?

−−

Giving compliments: When the guest claimed her wallet was stolen,
I was very impressed because you stayed calm and helped her to find
where she had lost it.

It is also important to know when to give feedback. There is a time and place for
everything. Think first before giving feedback. You do not need give your opinion
on everything or point out every mistake. Don’t make too many suggestions or
butt in when it is not your place. This will help to minimize conflict and make
others appreciate your feedback more when it is given.
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A Valet Driver, Tim, likes to spend more time than usual in some of the nicer
cars that he parks for the guests. He doesn’t touch, but likes to take his time
admiring them because he is a car guru. Because of Tim’s interest, he tends to
be slower on some shifts, which upsets the team of drivers because they feel he
isn’t pulling his weight.
Here is how two valet drivers share their thoughts with Tim:

Valet Driver 1:
“Tim, you are so slow sometimes it drives me crazy! We end up doing
all your work!”
Valet Driver 2:
“Tim, I know you love cars and enjoy admiring them. But sometimes
when we are busy, I end up having to pull more weight because you
are taking longer with the cars. Maybe you could check with us first
when you have a car you would like to spend a few extra minutes
in. Sometimes it might be fine, but other times we need to be able to
say “no,” and have you understand that customer service is our first
priority.”
Which message would you prefer to receive if you were Tim? Notice how Valet
Driver 2 uses the four components of the I-message.

Giving and Receiving Feedback
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
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1.1

Melinda is a Receiver in the kitchen’s shipping and receiving area. She
is always talking on the phone at the back of the kitchen. She seems to
always be talking to her friends and you often have to get her attention
when a shipment arrives.

1.2

Juan is a new Dishwasher. As a Server, you notice that many of
the dishes don’t seem to be getting very clean. You notice that the
rinse agent bottle, which is connected by a hose to the dishwasher, is
empty.

Giving and Receiving Feedback

Skill 2: Receive Feedback

How you receive feedback is important when working with others. Many
people become defensive or upset when they get feedback. However, you need
to remain objective and evaluate the feedback that is given.
Managers and supervisors give feedback. They give compliments. They tell
if you make a mistake. They tell you about new processes or give instructions
for improvement. When you receive feedback from managers and supervisors,
remember that it is their job. They are responsible for the work in your area.
They want to help you do well.
You receive feedback from co-workers. People who work together need to be
able to communicate. Remain objective as you think about the feedback. Ask
questions if you do not understand. Do not become upset or offended. If the
feedback is useful, accept it. If the feedback is not useful, thank the person.
People can be defensive or professional in responding to feedback. Which
approach best describes you?

►►Defensive response:
−−
−−
−−
−−
−−
−−

Argues with the feedback and defends personal actions
Says the feedback is unfair
Gets angry with the person giving feedback
Doesn’t really listen and just gazes off blankly
Is sarcastic or disrespectful in responding to feedback
Appears to listen, but ignores feedback as soon as the other person
leaves

►►Professional response:
−−
−−
−−
−−
−−
−−
−−

Giving and Receiving Feedback

Listens without frequent interruptions
Accepts and evaluates the feedback
Does not get angry or blame others
Listens carefully and tries to understand
Is respectful of those giving feedback
Makes changes or improvements based on feedback if appropriate
Take a professional approach to feedback when working with others.
Remember that we all have blind spots and feedback is extremely
important if we want to make improvements.
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1

Mehru is having a short meeting with his supervisor. As a Housekeeping
Attendant, he is used to working alone. His supervisor, Annette, is talking to
him about his end-of-shift checklist. Annette is telling him that his work is great
and he is very thorough. But she is also telling him that he needs to make sure
that the end-of-shift checklist is properly completed at the end of every shift,
otherwise the next shift is not sure what needs to be done.
While Mehru is nervous that he may have done something wrong, his job in the
meeting is to listen to Annette and try to understand what she is telling him. He
should hear that she likes his work and thinks he is doing a great job. He should
also hear that part of his job is to complete the checklist at the end of his shift
because it helps his co-workers plan their work.
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
2.1

2.2

2.3

Giving and Receiving Feedback

Mikael is listening to his manager talk to him about his late arrivals at
work. He resents his manager for bringing up the subject because he
knows his co-workers are always happy to cover for him. He lets his
manager finish talking, says “okay” and then walks away, knowing
that what she said doesn’t matter. What kind of response did he
demonstrate?
a)

Defensive response

b)

Professional response

Alasdair is on a ladder painting the hallway as per a work-order request,
when a Valet Attendant walks by. The attendant asks if the light is
good enough because there seems to be some spots that the technician
has missed. The technician gets down from the ladder to see what the
valet attendant is seeing. He laughs when he realizes his mistake of not
having enough light. He thanks the attendant for pointing this out to
him before he painted the whole hallway without enough light to see
properly! What kind of response did he demonstrate?
a)

Defensive response

b)

Professional response

Ania is talking to her manager about a request to take a month-long leave
of absence starting next week. Her manager doesn’t seem supportive
of the idea because it is short notice and because it causes problems
for her in scheduling during her absence. Plus it is November, which
is one of the casino’s busiest months. Ania is annoyed and starts to get
defensive that she really just needs a break, and after all she has done
for the casino, doesn’t she deserve it? What kind of response did she
demonstrate?
a)

Defensive response

b)

Professional response
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Skill 3: Handle Difficult Situations

A gaming environment can sometimes be highly emotional for players and, as
with any workplace; you may occasionally experience inappropriate feedback
from guests or co-workers. Guests might yell at you or get upset if they are
losing, if they do not understand a game, or if they have too much to drink. Coworkers may also become upset or have disagreements. By staying objective
and dealing with difficult situations professionally, you can prevent them from
getting more serious.

Here are some tips:
−−
−−
−−
−−
−−
−−
−−
−−

Be familiar with procedures.
Deal with the behaviour, not the person.
Recognize the other person’s feelings.
Listen.
Be polite.
Avoid blame.
Don’t do things afterwards to make things worse.
Know when you are in over your head.

Being familiar with procedures can help you handle difficult situations because
familiarity with procedures makes you more confident. You know what should
be done and can explain it to others. Remember, when you encounter a difficult
situation or inappropriate feedback, focus on the behaviour, not the person. For
example, if a co-worker is upset or critical of you, do not allow it to become a
personal conflict. Instead, focus on that situation.

Harassment:
Any behaviour
that demeans,
humiliates, or
embarrasses a
person and that a
reasonable person
should have
known would be
unwelcome.
10 of 13

When dealing with difficult situations, remember that feelings are not right or
wrong. If a person is upset, do not say that he or she is wrong to feel that way.
Instead, say something like, “I understand you are upset.” Then listen carefully.
Be polite and courteous, and do not blame. After a difficult situation is over, do
not do anything to make it worse, such as gossiping or saying things about the
other person behind his or her back.
It is also necessary to recognize when you should not deal with a difficult
situation alone, especially those involving a physical threat or harassment.

Giving and Receiving Feedback

When dealing with possible physical threats from guests or anyone else, follow
casino procedures. Contact a supervisor or Security Officer immediately or use
the panic button to notify Surveillance.
Although it is rare, disagreements or negative feedback could rise to the level of
harassment. This means things like personal verbal attacks, threatening or foul
language, or sexual or racial comments. If you feel that you are being harassed,
the first step is to tell the person that you want it to stop. Then you can report
the situation to someone in authority, such as a supervisor, manager, or Human
Resources. If you do not feel comfortable confronting the person, you can make
a report without telling the person to stop.
By being objective and following the tips above, you can deal with difficult
situations and feedback in a professional way.
Belinda has a new haircut. She has always had long hair, but decided that she

wanted it short for the summer. When she walked into work, her manager
whistled at her and said “Hey beautiful, I like your sexy new hair!”
While Belinda is expecting people to notice her hair, she should never have
to deal with comments that refer to her beauty or her appearance in such a
disrespectful way. These comments and actions are not acceptable in the
workplace, even though the manager likely meant the comment to be positive.

Now it’s your turn. Try this practice activity to see how well you have learned
Giving and Receiving Feedback
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this skill. See Check My Answers at the end of the section for the correct
answers.
3.1

Gary, a Food and Beverage Host, is trying to change shifts with
another host. They are discussing the options in the staff room when
the conversation starts to get impolite and the language turns foul.
Their shouts can be heard in parts of the restaurant and the other staff
that are on break are uncertain as to what to do.
As the Dining Room Supervisor, you walk over to the two hosts. What
can you share with them that might help them be more professional
and work better together?
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C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

Did your I-message:
−−
−−
−−
−−

1.2

Did your I-message:
−−
−−
−−
−−

Describe the situation?
State the impact on you?
Give the reason?
Ask for the change you want?

2.1

Defensive

2.2

Professional

2.3

Defensive

3.1

You can suggest to them:
−−
−−
−−
−−

Giving and Receiving Feedback

Describe the situation?
State the impact on you?
Give the reason?
Ask for the change you want?

There are procedures for changing shifts that they need to follow
That they need to recognize the other person’s feelings
That each needs to do a better job of listening
That being polite will help them work out their problem
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Foundation Section

Working
on a Team

Working on a Team

Teaching Tip
1

Working on a Team

Teaching Tip 1
Ask the participants to discuss their jobs and who they collaborate with on
a regular basis. Ask them to think about whom they collaborate with only
occasionally. Ask them to identify the key pieces of working collaboratively.
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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T

he Greek philosopher Aristotle said that the whole is greater than the
sum of its parts. This saying is especially true in the gaming industry.
While the individual talents and efforts of each staff member counts, it
is the combined efforts of each person, in each department, working together as
a team that creates the overall impact of the casino’s special world.

In order to be a good team member, a casino worker needs to know his or her
job well and know where they belong in the bigger picture. They have to be
willing to collaborate with others to find creative solutions to challenges they
face. They also need to learn how to work with others—especially if there are
cultural differences or other barriers that might get in the way.
Imagine you have a soccer team with 11 great players. They won’t necessarily
make a great team—especially if everyone is out for their own individual glory.
However, when you have 11 great players playing well together, each doing
their job well, and supporting the others in doing their jobs well, then the results
of that synergy can be stunning. Great individuals, working together to do a
great job, is the essence of great teamwork.
In this section, you will learn how to:
−− Understand your role at work
−− Collaborate with others
−− Be a good team player

Working on a Team

Skill 1: Understand Roles

Team:
A group of
individuals who
work together
to achieve a
common goal.

In your casino job, you do not work alone. You are part of a team. What is your
team? The casino as a whole is a big team. Everyone does his or her job and
works together to provide a positive gaming experience for guests. The casino
is also made up of smaller teams. Your team is your department or the people
that you work with as part of your job.
Everyone on a team has a role. Your role is to do your job, communicate with
others and work together to achieve a goal. To identify your team ask yourself:
−−
−−
−−

Who are the people I work with?
Who relies on my work?
Whose work do I rely on to do my job?

In addition to your formal role (the job you do), there are informal roles on a
team. These roles are not assigned. They occur naturally as a part of the dynamic
of a team. They have to do with the way that people on the team relate to each
other.
For example:
−− One person might be the confidant, the person that people talk to when
they have a personal problem. Another person might be the expert, the
one people go to when they have a question about how to do a job.
Another person might be the entertainment director, the one who
organizes birthday celebrations or other events.
Managers and supervisors are also part of the team. Their job is to:
−− Assign work
−− Encourage team members to work well together
−− Make sure policies and procedures are followed
−− Make decisions and solve problems
−− Monitor progress
In working as part of a team, think about the goal of your team. What is the role
that your team plays in helping the casino to provide a positive experience for
guests? The goal of your team may be to provide a neat and clean environment
for guests and employees. It may be to provide quality control by reconciling
the pull. How does your job help the team achieve its goal?
Working on a Team
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Employees who understand their roles contribute to the team by:
−− Doing your job to the best of their ability
−− Completing their work on time
−− Following procedures
−− Following the directions of managers and supervisors
−− Communicating with teammates as needed
−− Establishing a good working relationship with others on their team
−− Taking pride in the work they do together.

The Food and Beverage team is a big one. The Bartenders and Servers as well
as the Cashiers interact directly with the customers. However, if a customer has
a complaint about the food, the whole team must take responsibility.
−−
−−
−−
−−
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The Server needs to take responsibility to understand the customer’s
complaint.
The Server may also need to take responsibility if he or she incorrectly
described or explained a dish.
The Cook needs to take responsibility if there was an error in the way
the food was prepared or presented.
The Chef may need to take responsibility if the description written in the
menu was misleading or the price was not representative of the food.

Working on a Team

Now it’s your turn. Try this practice activity to see how well you have learned
this skill. See Check My Answers at the end of the section for the correct
answers.
1.1

Working on a Team

Think about your role in the casino. Write a brief description of who
you work with and who relies on your work. You can draw a picture if
you like, using arrows to show whose work you rely on and who relies
on your work.
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Skill 2: Collaborate with Others

Collaborate:
A cooperative
effort to reach a
common goal.

Collaborating means cooperating with others to reach a common goal. This
includes sharing knowledge, assigning different roles to different people and
coordinating work. Collaboration usually includes leadership, someone who
guides and coordinates the work of the team. It also includes communication and
an agreement of common purpose. Collaboration is the essence of teamwork.
To work as part of a team, you need to collaborate with those you work with.
This includes:
−− Maintaining lines of communication by freely sharing information.
−− Respecting others.
−− Contributing to group discussions by stating your ideas when
appropriate.
−− Knowing how and when to ask for help.
−− Assisting others as required.
If people are to work together on the same team, they need to have the
same information. In working collaboratively with others, you keep lines of
communication open so that you can give or receive information as needed. It
is also important to respect others on your team. Do not talk about others behind
their back, and when you do disagree with someone, share your thoughts in a
way that respects their work. Remember that in most cases, your co-workers
also work hard and try to do a good job.
Team meetings at work will usually be for the purpose of giving information
about new services, events, or policies. However, sometimes there may be a time
for questions or suggestions. You need to recognize when it is the right time to
speak up in a respectful way, and when your comments are not appropriate or
not helpful. Remember that complaining is not collaboration. Give your ideas
in a positive and respectful way when they are invited. Also, remember that
great ideas are not implemented overnight.
As part of a team, you can also ask for help when you need it. However, you are
responsible for your job and are expected to perform daily tasks independently.
Only ask for help when you need it. When you do ask, remember that others
also have a job to do. Respect their time and be sure to thank them.
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Working on a Team

You also need to be willing to give help. Assist others when required. For
example, pitch in to help co-workers during busy periods or to help inexperienced
co-workers when needed. You collaborate with others when you agree to work
together to get the job done.

1

Think about the job of a Security Officer. It seems like a job that is pretty
independent where people mostly walk around keeping an eye on everything.
But in reality, this one a job that collaborates very closely with the Investigative
Security Officers, and in reality, they all work together as a team. Investigative
Security Officers refer to Security Officers as their “ears and eyes on the
floor.”

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
2.1

Look at the following descriptions. Indicate whether the job requires
a lot of collaboration with others or no collaboration, based on the
descriptions.
a)

Banquet Supervisors work closely with the Banquet Manager
and often with the outside convenor to plan events. They oversee
staff closely, as the procedures are strict.
 A lot of collaboration
 No collaboration

(Continue the question on the next page.)

Working on a Team
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b)

Security Officers work in widely separated areas. They maintain
contact with each other and with their supervisors by two-way
radio.
 A lot of collaboration
 No collaboration

c)

Warehouse Clerks form a small group working from a reduced
area. Co-operation is necessary for lifting heavy loads and for
manning the doors.
 A lot of collaboration
 No collaboration

d)

Retail Cashiers are often working on their own, but count on
collaborative co-workers to cover breaks and take turns in
rotations.
 A lot of collaboration
 No collaboration

Skill 3: Be a Team Player

Everyone likes to work with a good team player. It makes for a more positive
work environment and makes it easier for everyone to do a good job. The
members of the team can take pride in their work.
Do you have the characteristics of a good team member? Look at the list on
the following page. Identify the characteristics that describe you and those that
need improvement.
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In my workplace, I:
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−

Arrive and leave on time
Do my job to the best of my ability
Complete assigned tasks on time and explain if there is a delay
Take responsibility for mistakes, so that solutions to problems can be
found more easily
Am responsible for the quality of my work and make corrections if
necessary
Make decisions and solve problems to complete tasks within the scope
of my job
Ask for help when necessary
Consult a manager or supervisor as appropriate
Am prepared to answer questions from managers and supervisors about
the progress of my work
Listen to criticism or suggestions from team mates or managers
Am sensitive to the work and feelings of others when giving help or
making suggestions
Give ideas and suggestions when appropriate
Listen to the ideas and suggestions of others
Ask questions when needed
Willingly share information with team members
Listen carefully to instructions to be sure I understand
Help make the casino successful
Try to be successful in my career
Meet the needs of guests and co-workers
Know the rules of the casino
Have a friendly relationship with co-workers
Learn about products and services offered in other areas of the casino
Feel like part of the group or team
Care about being respected by other members of my team
Care that other people see me as reliable
Respect the work of others

Although the list above is long, it can be summarized in three easy principles:

Working on a Team

1.

Respect your employer

2.

Respect others

3.

Always do your best
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Wilma, a Cook, is a great team player. She knows the rules of the kitchen and
of the casino. She tries hard to serve high-quality food in the required service
times. She thinks about her shift on her way home and reflects on what went
well and what she could have done better. She regularly talks to the chef about
the kitchen, the menu, the team and the goals of the casino so that she knows
what is going on. She loves her job, and the other Cooks and Kitchen Helpers
love being on shifts with Wilma. Wilma is an example of a team player.

Now it’s your turn. Try this practice activity to see how well you have learned
this skill. See Check My Answers at the end of the section for the correct
answers.
3.1
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Look at the list in the Tell Me part of Be a Team Player on page 9.
Make a list of things you will do from now on to make you a better
team player.

Working on a Team

C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

Your answer should include:
−−
−−
−−

2.1

3.1

Who are the people I work with?
Who relies on my work?
Whose work do I rely on to do my job?

a)

A lot of collaboration

b)

A lot of collaboration

c)

A lot of collaboration

d)

A lot of collaboration

Did your list consider each of the following points?
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−

Arrive and leave on time
Do my job to the best of my ability
Complete assigned tasks on time and explain if there is a delay
Take responsibility for mistakes, so that solutions to problems
can be found more easily
Am responsible for the quality of my work and make corrections
if necessary
Make decisions and solve problems to complete tasks within the
scope of my job
Ask for help when necessary
Consult a manager or supervisor as appropriate
Am prepared to answer questions from managers and supervisors
about progress of my work
Accept criticism or suggestions from team mates or managers

(Continue the answer on the next page.)

Working on a Team
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−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
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Am sensitive to the work and feelings of others when giving help
or making suggestions
Give ideas and suggestions when appropriate
Listen to the ideas and suggestions of others
Ask questions when needed
Willing to share information with team members
Listen carefully to instructions be sure I understand
Help make the casino successful
Try to be successful in my career
Meet the needs of guests and co-workers
Know the rules of the casino
Have a friendly relationship with co-workers
Learn about products and services offered in other areas of the
casino
Feel like part of the group or team
Care about being respected by other members of my team
Care that other people see me as reliable
Respect the work of others

Working on a Team

Bank

Job Family Section

Bank

Introduction

T

his section deals with the Working with Others skills that Bank employees
need to know. Employees working in this area must be able to work well
with numbers. They also need to be able to work well with others as a
team. They must be committed to following the casino’s procedures.

These skills are important for people working in Bank because money plays
such a big role in the gaming industry. Being accurate, efficient and collaborative
will contribute to a fun working environment.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

BANK
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable
−− Respecting the work of others

►Scenario 1
Jody was a Cashier working on a busy Friday night at the Lucky Horseshoe
Casino in Regina. The customers were lining up at Jody’s window and she
was having a hard time keeping up. When Jody’s ticket redemption terminal
started to act up and her monitor froze, Jody started to panic. It didn’t help her
confidence when the customer she was servicing began to become impatient.
She kept glancing up, hoping to find a supervisor nearby, but there were none
in sight.
Another Cashier, Frank, was scheduled to go on break when he walked past
Jody and noticed her panicking. When he saw how long her line-up was, Frank
asked Jody what was wrong and whether she needed his help. Jody told Frank
about the problem she was having with the monitor. Frank called the IT help
desk and explained what was going on. Frank then went back to his window and
opened up. He called over all the customers lined up at Jody’s window. Once
all the customers had been served, Frank went back to Jody and asked her if she
was going to be okay.
When Eddie from IT arrived to troubleshoot the monitor, he found a loose wire
at the back. Frank decided to stay at his window until the wire was fixed and
Jody could open for business once more. With Jody’s monitor up and running,
Frank finally left for his well-deserved break.
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bank

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork. What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Respecting others
−− Assisting others when required
−− Contributing your ideas to group discussions when appropriate

►Scenario 2
Jenn was a long-time Bank Supervisor at the Clover Leaf Casino in Owen
Sound. She did her job well, and was well-liked by the other employees.
Jenn had noticed over time that one of the Cashier windows in the corner was
always slow. The customers for some reason did not go to the corner Cashier
and would line up in front of the other Cashier windows instead. The Cashier
who was in the corner window would constantly have to call, “Can I help you?”
or motion to the customers to move over there. Jenn thought there must be a
better way of getting the customers’ attention. She started thinking about a sign
that would direct customers to the next available Cashier.
After thinking about it for a while, Jenn mentioned her sign idea at a pre-shift
meeting. The Cashiers thought it was a great idea as they all avoided working
the corner window because it was so slow. The more everyone talked about it,
the more ideas came out. Jody mentioned that all the cashier windows should
have an electric sign indicating whether they were open. Frank had an idea of
turning the sign’s light on and off with a foot switch. Tony thought the sign
should be on if there were no customers and off as soon as the Cashier was
helping a customer.
Jenn took all the ideas from the Cashiers and approached Doug, the Facilities
Manager. Doug designed the sign and foot pedal to the specifications that Jenn
provided. When he delivered and installed the new system, the Cashiers were
thrilled. Now the traffic flow at all the windows is the same and the Cashiers
don’t mind working the corner window anymore. Even some of the regular
customers have noticed how much smoother things were flowing.
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2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict
−− Not ignoring or isolating workers who are different from you

►Scenario 3
Sam was a Countroom Clerk in the Clear Vista Casino in Saskatoon. He was
normally quiet and good at his job. His supervisor Jenn could rely on him to stay
focused when the other clerks were getting tired and restless after a long day.
She also relied on Sam to reset the bundling machine when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the bundling
machine since, lately, it was breaking down more often. After he started his
instruction, she could understand why Sam spoke very little. It was as if he
couldn’t engage with others—he was that shy. He demonstrated how to fix the
machine very quickly and almost in code. Then he walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. He was focused again on his
counting. When she interrupted him, he got angry. “I just showed you what to
do! Weren’t any of you listening?”
When the others started laughing nervously at his response, Sam thought they
were laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They just
didn’t understand why he was mad at them. This helped Sam understand their
response and seemed to put him at ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Sharing information
−− Encouraging teamwork

►Scenario 4
Frank was a new Cashier at the Striking Gold Casino in Niagara Falls. On his
first day at work, Betty, another Cashier, introduced herself to him and explained
that she was going to train him for the first week, and then, afterward, he should
be able to work on his own. Betty was well-respected and liked by her coworkers, but for some reason, Frank didn’t warm up to her. In fact, he really
didn’t like Betty or her training style. He felt that she was to going too fast and
was not training him properly. As the end of the first week was drawing near,
Frank was worried because he believed that he was not ready to work on his
own yet. Unfortunately, he never mentioned anything to Betty about how he
felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to Mark, their supervisor, about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
another week of training. Mark and Betty decided that they would extend
Frank’s training for one more week. Betty was going to tell this to Frank first
thing the next morning.
Before the start of his next shift, Frank went to go see Ingrid, their manager.
Frank told Ingrid about his training and that he did not really understand the job.
He also said that he did not like Betty’s training style. Ingrid told Frank that she
would look into this. Ingrid called Mark and Betty into her office and wanted to
know what was going on. Betty was a little upset about hearing Frank’s concern
for the first time. She wondered why Frank had not said anything to her about
how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Mark for an
extended period of time. Finally, Mark took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work place?
What would you suggest if you knew there was conflict between your
co-workers that wasn’t being addressed?

4.3

If you had to explain the importance of following the chain of command
to a new Bank employee, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He took responsibility for mistakes, so that solutions to problems
could be found more easily.
 He asked for help when he needed it.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by other members of his
team.
 He cared that others saw his as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








bank

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Customer
Services/
Administration

Customer Services
Administration

Job Family Section

Introduction

T

his section deals with the Working with Others skills that Customer
Services/Administration employees need to know. Employees working
in this area must have great interpersonal skills. They need to work well
with others and be able to resolve conflicts with grace and ease. They also need
to have in-depth knowledge of the casino’s services.

These skills are important for people working in Customer Services/
Administration because they interact so much with the public. If they are able
to diffuse a tense situation, guests will enjoy their time more. If they can create
an atmosphere of fun, guests will be more likely to spend more time and money
at the casino.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

CUSTOMER SERVICES/ADMINISTRATION
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Collaborating with others
−− Being sensitive to the work and feelings of others when giving help or
making suggestions
−− Asking questions when needed
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Respecting the work of others

►Scenario 1
Jody was a new Guest Services Representative at the Lucky Horseshoe Casino
in Regina. It was a busy Friday night and she was having a hard time keeping
up with all the customers lined up at her window. Jody’s club card terminal was
starting to act up and the monitor froze. When the customer she was servicing
became impatient, Jody looked around for a supervisor. There were none in
sight to help. She started to panic.
Her co-worker Frank was scheduled to go on break. As he walked past Jody,
he saw how anxious she looked. Frank asked Jody what was wrong and if there
was anything he could do to help. Jody said, “I feel overwhelmed, like I can’t
keep up. It’s just too busy!”
Frank knew the more Jody panicked, the more she would get behind. He told
Jody that she was doing a great job and to just take a deep breath and calm
down. He then called the IT help desk and explained what was going on. Frank
then went through the line-up, apologizing to the customers for the wait and
explaining that there was a problem with the machine that would soon be fixed.
As each new customer approached, he repeated the story. Soon Jody was able to
figure out that the problem was a loose wire on the back of the terminal. Once
she had it up and running again, Frank checked if she’d be okay.
“I’m all caught up.” Jody smiled. “Thank you so much for your help. You’re a
life saver.”
“That’s alright,” Frank said. “We work as a team here and help each other out
whenever we can. One day you’ll be able to help me out.”
Frank went on a well-deserved break.

2 of 12

CUSTOMER SERVICES/ADMINISTRATION

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork?

CUSTOMER SERVICES/ADMINISTRATION
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jenn was a long-time Customer Service Manager at the Clover Leaf Casino in
Owen Sound. She did her job well, and was well liked by the other employees.
Jenn had noticed over time that one of the club card windows in the corner was
always slow. The customers for some reason did not go to the corner window
and would even choose to wait in line at another window instead. The rep who
was in the corner window would constantly have to call, “Can I help you?” or
motion to the customers to move over to that window. Jenn thought there must
be a better way of getting the customers’ attention. She started thinking about a
sign that would direct customers to available terminals.
After thinking about it for a while, Jenn mentioned her sign idea at a preshift meeting. The Guest Services Reps thought it was a great idea. The more
everyone talked about it, the more ideas came out. Jody mentioned that all
the windows should have an electric sign indicating whether they were open.
Frank had an idea of turning the sign’s light on and off with a foot switch. Tony
thought the sign should be on if there were no customers and off as soon as one
was at the window.
Jenn took all their ideas to Doug, the Facilities Manager. Doug designed the
sign and foot pedal just as they had described. When he delivered and installed
the new system, the staff were thrilled. Now the traffic flow at all the windows
is the same and the staff don’t mind working the corner window anymore. Even
some of the regular customers have noticed how much smoother things were
flowing.
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2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?

CUSTOMER SERVICES/ADMINISTRATION
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Be familiar with procedures
−− Know when you are in over your head and need to ask for help

►Scenario 3
Sam was a Guest Services Representative in the Clear Vista Casino in Saskatoon.
He was normally quiet and good at his job. His supervisor, Jenn, could rely on
him to stay focused when the other attendants were getting tired and restless
after a long day. She also relied on Sam to reset the club card machine when it
broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the club card
machine since, lately, it was breaking down more often, so she arranged for him
to show them. After he started his instruction, she could understand why Sam
spoke very little. It was as if he couldn’t engage with others—he was that shy.
Sam demonstrated how to fix the machine very quickly and almost in code. It
was hard to catch what he was saying. As soon as he was finished, he walked
away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. He was focused on his work
again. When she interrupted him, he got angry. “I just showed you what to do!
Weren’t any of you listening?”
When others started laughing nervously at his response, Sam thought they were
laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and they were not laughing at him. They were only
confused by his anger and that made them nervous. This seemed to put Sam at
ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team
respond to a co-worker in a sensitive way? What lessons did you
learn from it that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?

CUSTOMER SERVICES/ADMINISTRATION

7 of 12

Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Frank was a new Guest Services Representative at the Striking Gold Casino
in Niagara Falls. On his first day at work, Betty introduced herself to him and
explained she was going to train him for the first week, after which he should be
able to work on his own. Betty was well-liked and respected by her co-workers,
but for some reason, Frank didn’t warm up to her. In fact, he really didn’t like
Betty or her training style. He felt that she was to going too fast and was not
training him properly. As the end of the first week was drawing near, Frank
was worried about working on his own. He didn’t believe he was ready yet.
Unfortunately, he never mentioned anything to Betty about how he felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to their supervisor Mark about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
more training. Mark and Betty decided that they would extend Frank’s training
for one more week.
Without realizing that Betty had already talked to the supervisor, Frank went to
go see Ingrid, their manager. Frank told Ingrid about his training and that he did
not really understand the job. He also said that he did not like Betty’s training
style. Ingrid told Frank that she would look into this. Ingrid called Mark and
Betty into her office and wanted to know what was going on. Betty was a little
upset about hearing Frank’s concern for the first time. She wondered why Frank
had not said anything to her about how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Mark for an
extended period of time. Finally, Mark took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work
place? When have you ever been tempted to work around it? What
happened?

4.3

If you had to explain the importance of following the chain of command
to a new Guest Services Representative, what would you say?

CUSTOMER SERVICES/ADMINISTRATION
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He asked for help when he needed it.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by other members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

3.2

Your answers will vary.

3.3

Did your answer include points from the following list?
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Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Job Family Section

Food and Beverage
Service

Food and
Beverage
Service

Introduction

T

his section deals with the Working with Others skills that Food and
Beverage Services employees need to know. Employees working in this
area must be able to work well with the public and their co-workers.
They must have in-depth knowledge of the food and beverages that the casino
offers, how they are prepared and how to sell them. They must be able to multitask and keep up in a fast-paced environment with minimal help from others,
but must always be aware of when they might be able to briefly help out their
co-workers.

These skills are important for people working in Food and Beverage Services
because people eat and drink for pleasure. They want to enjoy and refresh
themselves in the casino’s restaurants and bars so that they can enjoy the rest of
the fun and games the casino has to offer.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Food AND Beverage SERVICES
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see me as reliable
−− Respecting the work of others

►Scenario 1
Jody was a new Dining Room Server at the Lucky Horseshoe Casino in Regina
an. It was a busy Friday night and customers were lining up to be seated. It was
only her third week on the job and she was having a hard time keeping up in
her section. When the customers she was servicing started to become impatient,
Jody started panicking.
Frank, who had been a server for two years, was responsible for the section
beside Jody. As Frank passed Jody’s section with a coffee pot in his hand, he
noticed how anxious Jody was looking. He also noticed that her customers
seemed to be impatient.
“What’s wrong?” Frank asked. Jody frowned. “It’s so busy and I feel like I
can’t keep up with my duties,” she said. Frank told her not to worry—that he
would pick up tables six and seven. Jody smiled in relief.
Once all the customers had been served, Frank went back to Jody and asked her
if she was okay. Jody nodded. She felt caught up with her tables and thanked
Frank for his help. “That’s okay,” Frank said, “we’re a team here and we help
each other out as much as we can. One of these days, I may need your help.”
Jody smiled, “I’ve got you covered.”
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1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jenn was a long-time Dining Room Server at the Clover Leaf Casino in Owen
Sound. She did her job well, and was well liked by the other employees.
Jenn had noticed over time that one of the seating areas in the sports lounge
was always empty. For some reason, the customers did not want to go to that
corner section. Jenn even noticed some regulars who’d rather wait to be seated
anywhere else.
Jenn thought there had to be a way of getting customers to sit in that section.
She decided to put herself in the customers’ shoes and wondered how they
would experience sitting there to watch a game. For the first time, she noticed
that although she could see the game on the big screen, there were no speakers
in that section to hear the game. She realized that if the casino could install
speakers in that back corner, they could fix their problem.
Jenn mentioned her findings to her Supervisor Tony at a pre-shift meeting. The
other servers thought new speakers were a great idea. They all disliked being
assigned to this section because it usually sat empty. The more everyone talked
about the issue, the more ideas came out. Jody mentioned that this corner section
should have square, rather than round tables so it would be easier for people to
move between them. Frank had an idea of pre-wrapping the cutlery and napkins
to speed up turnover of customers overall.
Tony took all of the Servers’ ideas and approached Doug, the Facilities Manager,
who determined the location for additional speakers and ordered new tables for
the corner section.
Now, the Servers don’t mind working in the corner section, as the customers are
happy to be seated there.

4 of 12

Food AND Beverage SERVICES

Food AND Beverage SERVICES

2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?

5 of 12

Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
Skills:
−− Knowing procedures
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest

►Scenario 3
Lorna was a Dining Room Cashier in the Cashworth Casino in St. Catherine’s.
She had been there since the place opened and was a favourite with the regular
customers as well as the staff. On several occasions, she’d been asked if she
wanted to make the switch to management, but she always declined. Lorna
liked the respect and authority she had in her position, without the stress of
more responsibility.
Lorna had always been happy in her job until a new Shift Manager began to
make her life difficult. Robert was young and sometimes threatened by Lorna’s
status and knowledge in the casino.
One night a crisis hit. A regular guest had booked a large table for a retirement
dinner for his boss. Somewhere along the way, the communication had been
mixed up and instead of showing up on the Friday as was noted in the book, the
party of 25 showed up on the Thursday, a day early. Usually, the dining room
could accommodate that number, but there was already a bachelorette and a
separate stag dinner going on, and the dining room was packed. On top of that,
the party had requested special food to be served for the retirement dinner that
had been pre-ordered.
Because Lorna had chatted with the guest on several occasions about the special
dinner arrangements, she knew the minute he arrived with 20-plus others that
there had been a scheduling mistake. She signalled to Robert, who came over
and found out the bad news. Meanwhile, the group was growing agitated. They
knew the boss was on his way.
Robert and Lorna stepped aside to discuss the situation. They decided that Rob
would take the guests to the lounge area to wait and Lorna would try to sort this
out. By then, other staff caught wind of what was going on. They gave Lorna the
status on their tables and discussed where the party could sit. Lorna went back
into the kitchen and consulted with the Chef. Most of the pre-ordered food had
arrived that morning and the Chef was confident she could make adjustments to
the menu that would please the entire group.
(Continue the question on the next page.)
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With Lorna’s encouragement, everyone in the kitchen and dining room went into
double-time. By the end of the evening, the guest and his boss were singing the
praises of the casino and the staff. Before she left for the evening, Robert pulled
Lorna aside. “When that group showed up for a party we weren’t prepared for,
I had no idea how I was going to handle it. But then I saw that you all pulled
together. And I could see the other staff were doing it as much for you as they
were for the guests. Thank you.”

Food AND Beverage SERVICES

3.1

If you had been in this situation, how do you think you would have
handled it if you were Lorna? What if you were Robert?

3.2

Do you think that Lorna should have called Robert for help right away?
Think of a time that you might have regretted your delay in asking for
help in a difficult situation. What happened? What did you learn?

3.3

Think about a situation where you worked with co-workers to handle
a difficult situation. What did you learn?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Jason was a new Beverage Server in the Glittering Gold Casino in St. John.
Since he had grown up with a lot of the regulars, he often felt like he was
hosting a continuous party for his friends. One night, another server tripped
on someone’s bag and spilled a Bloody Mary on a guest’s white silk blouse.
Jason’s supervisor was immediately on the scene offering soda water for the
stain and a drink on the house for the offended customer. Jason was impressed
with how easily the tension was diffused by his supervisor’s quick response.
The next week, a group of his friends came in to celebrate a birthday.
Unfortunately for them, things were going from bad to worse. First, the Valet
Attendant dinged their car. Next, their reservation in the dining room was
delayed, so they had to wait in the crowded bar and couldn’t even sit at their
regular table. Finally, the same server who had spilled her tray the week before,
spilled a pitcher of beer on the birthday boy—who, Jason knew, had been laid
off his job the day before. Since his supervisor was nowhere to be found, he
immediately turned his attention to the now upset group of guys. He offered
towels to absorb the beer to his friend and an apology to the rest of the table.
“You need to do better than that. We’re some of your best customers and this
night couldn’t be worse.” Without really thinking, Jason offered a round of
drinks to the table. Just then his supervisor walked up and took over.
Later, the supervisor asked to see Jason in her office. She commended Jason
on his quick response but explained it was up to management’s discretion to
offer comp food or drinks. She would have likely done the same thing in this
situation, but it wasn’t Jason’s call. He needed to be careful. He was generous
by nature, which made him a good server and pleasant to work with, but he had
to remind himself that the casino’s property was not his to give away.
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4.1

What are other ways Jason could have responded to this situation?

4.2

What are the procedures in your workplace if you spill food or drink
on a guest?

4.3

If a guest were to ask for something “on the house,” how might you
respond?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by other members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?

10 of 12

Food AND Beverage SERVICES

2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Your answers will vary.

3.2

Your answers will vary.

3.3

Did you notice some of these skills in the situations you thought
about?









4.1

Be familiar with procedures
Deal with the behaviour, not the person
Recognize the other person’s feelings
Listen
Be polite
Avoid blame
Don’t do things afterwards to make things worse
Know when you are over your head

In your answer, did you include the following points?
 Jason could have waited for his supervisor.
 He could have tried to locate another manager.
 He could have empathized with his friends.

Food AND Beverage SERVICES
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4.2

Your site will have its own procedures, but did your list include some
of the following points?
Responding immediately to the needs of the guest
Calling for help
Apologizing
Acknowledging the inconvenience
Assuring the guest you will rectify the situation to the best of
your ability
 Getting back-up to help with your other tables until you are able
to return to them






4.3

Depending on what your position is, you might respond in the following
ways:
 Honour that request because it is within the scope of your job to
offer that.
 Empathize with the guest.
 Say you wish you could do that and offer to find someone who
would be in a position to do so.
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Housekeeping
and Grounds
Housekeeping
and Grounds

Introduction

T

his section deals with the Working with Others skills that Housekeeping
and Grounds employees need to know. Employees working in this area
must collaborate as a team. They need to know their responsibilities and
when something is outside their authority. They need know when to follow the
casino’s chain of command and when to ask for help.

These skills are important for people working in Housekeeping and Grounds
because if they are efficient in executing their responsibilities and are in harmony
with the rest of the staff, they will be able to provide a more welcoming and
harmonious environment for the casino guests.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Housekeeping and Grounds
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Being sensitive to the work and feelings of others when giving help or
making suggestions
−− Asking questions when needed
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team

►Scenario 1
Jody was a new Housekeeping Attendant working on a busy Friday night at
the Lucky Horseshoe Casino in Regina. The casino was especially busy with
customers coming and going. As the night went on, Jody started to panic. She
just couldn’t seem to keep up with her duties of mopping the front entrance,
cleaning the bathrooms and dusting the slot room. Frank was also a Housekeeping
Attendant. He was just leaving the floor to go on his break when he walked past
Jody. He couldn’t help but notice the anxious look on her face. “What’s wrong?”
he asked. “It’s so busy and I feel like I can’t keep up with my duties.” “Don’t
worry, I’ll mop this floor and you go clean the bathroom. Then we’ll meet up in
the slot room. Sound like a plan?” Jody smiled and nodded her head.
Not too much later, Jody and Frank met up in the slot room. Jody seemed more
relaxed and confident. As they were discussing how to divide up the duties,
another attendant, Eddie, returned from his break. He offered to take over for
Frank so that he could go on a well-deserved break.
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Housekeeping and Grounds

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork. What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Contributing to group discussions by stating your ideas when
appropriate
−− Assisting others as required

►Scenario 2
Jenn was the Housekeeping Supervisor at the Clover Leaf Casino in Owen
Sound. She did her job well, and was well liked by the other employees.
Jenn had noticed over time that one of the areas that had to be cleaned was
always picked last by the attendants. She mentioned this to the attendants at a
pre-shift meeting. They all said that no one really liked cleaning the area; it was
at the back of the casino and was where the garbage was stored. There was a
bad smell and people felt like they were isolated back there. For the entire shift
of whoever worked there, they would have to clean the halls, the staff lockers,
cafeteria and loading dock—all on their own.
Jenn started to understand now why this was not a very popular job. Although
she understood the staff’s concerns, the area still had to be cleaned. Jenn started
thinking about changing the job duties around. Instead of the whole shift being
spent in the back of the casino, the attendants would switch positions half-way
through the shift.
She mentioned her idea at a pre-shift meeting and the attendants thought it was
a great idea. The more everyone talked about it, the more ideas came out. Jody,
one of the attendants, mentioned that some duties should be shared so they
would be completed faster, such as cleaning the garbage. Frank had the idea
of cleaning the hallway after the deliveries were completed so that they could
move faster. Jenn took their ideas from the meeting and started working on the
new job-duty schedule
Now that all the job duties are more equal, the attendants don’t mind working
in the back anymore.
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Housekeeping and Grounds

Housekeeping and Grounds

2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Be familiar with procedures
−− Know when you are in over your head and need to ask for help

►Scenario 3
Sam was a Housekeeping Attendant in the Clear Vista Casino in Saskatoon. He
was normally quiet and good at his job. The Housekeeping Supervisor, Jenn,
could rely on him to stay focused when the other attendant’s were getting tired
and restless after a long day. She also relied on Sam to fix the floor scrubbing
machine when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the floor
scrubber since, lately, it was breaking down more often. After a while, she
could understand why Sam spoke very little. It was as if he couldn’t engage
with others—he was that shy. He demonstrated how to fix the machine very
quickly and almost in code. Then he walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. Instead, he was focused on his
work again. When she interrupted him, he got angry. “I just showed you what
to do! Weren’t any of you listening?”
When the others started laughing nervously at his response, Sam thought they
were laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him, They just
didn’t understand why he was mad at them all of a sudden. This helped Sam
understand their response and seemed to put him at ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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Housekeeping and Grounds

Housekeeping and Grounds

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Knowing and following procedures
−− Recognizing your role and authority
−− Knowing and following the chain of command

►Scenario 4
Ingrid was the Housekeeping Manager at the Striking Gold Casino in Niagara
Falls, and Mark was the supervisor working directly under her. When they hired
Frank as a new Attendant, they asked Betty, a long-time employee to train him
for one week. After that, Frank would begin to work on his own. Betty was
well-respected and liked by all her co-workers, but for some reason, Frank
didn’t warm up to her. In fact, he really didn’t like her or her training style.
Frank thought she was to going too fast and he was worried that she was not
training him properly.
When the week of training was coming to an end, Frank believed he wasn’t
ready to work on his own. Unfortunately, he never mentioned anything to Betty
or Mark about how he felt. Betty, on the other hand, was aware that Frank didn’t
seem ready to work on his own. She went to talk to Mark about Frank and
the difficulties he was having. She thought he’d probably be more ready and
confident with more training. Mark and Betty decided that they would extend
Frank’s training for one more week. Betty was going to tell Frank about this
decision first thing in the morning.
On the next day before the start of his shift, Frank went to go see Ingrid,
their manager. Frank told Ingrid about his training and that he did not really
understand the job. He also said that he did not like Betty’s training style. Ingrid
told Frank that she would look into this. Ingrid called Mark and Betty into her
office and wanted to know what was going on. Betty was a little upset about
hearing Frank’s concern for the first time. She wondered why Frank had not
said anything to her about how he was feeling about his training.
This situation resulted in some hostility between Frank, Betty, and Mark for an
extended period of time. Finally, Mark took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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Housekeeping and Grounds

Housekeeping and Grounds

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work place?
What would you suggest if you knew there was conflict between your
co-workers that wasn’t being addressed?

4.3

If you had to explain the importance of following the chain of command
to a new Housekeeping Attendant, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He did care about being respected by other members of his
team.
 He cared that others saw hiM as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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Housekeeping and Grounds

2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








Housekeeping and Grounds

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Housekeeping and Grounds

Job Family Section

Maintenance
and Facilities

Maintenance
and Facilities

Introduction

T

his section deals with the Working with Others skills that Maintenance
and Facilities employees need to know. Employees working in this area
need to be familiar with all the technical aspects of their work. They
also need to be able to work with others to maintain the casino’s facilities. This
requires the ability to take instructions well, to give instructions well and to
generally communicate technical information in plain terms so that other staff
can understand what they need to ensure the smooth running of the casino.

These skills are important for people working in Maintenance and Facilities
because casinos are highly technical environments. Casinos have specialized
equipment designed to entertain guests, who expect them to be fully functional
while they are on the premises. Other staff members rely on the maintenance
staff to keep things up and running so that they can do their jobs. Employees in
this area need to thrive in a team environment and know that their collaborative
efforts will ensure the best experience for both casino staff and guests.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Maintenance and Facilities
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jody was a new Maintenance Technician working on a busy Friday night at
the Lucky Horseshoe Casino in Regina. The casino was especially busy with
customers coming and going. As the night went on, Jody started to panic. She
just couldn’t seem to keep up with her duties. Frank was also a Maintenance
Technician. He was just leaving the floor to go on his break when he walked
past Jody. He couldn’t help but notice the anxious look on her face. “What’s
wrong?” he asked.
“It’s so busy and I feel like I can’t keep up,” Judy said. “I’m having trouble with
this door; I’ve still got the one on the West Wing to do. And I’ve just been called
out to the Valet Shack.”
“Don’t worry I’ll finish fixing these doors. You go to the Warehouse and help
Rudy with vents. We’ll meet up again outside. Sound like a plan?” Jody smiled
and nodded her head.
Not too much later, Jody and Frank met at the Valet Shack. Jody seemed more
relaxed and confident. As they were discussing how to divide up the rest of her
duties, Rudy came by and offered to take over for Frank so that he could go on
a well-deserved break.
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Maintenance and Facilities

Maintenance and Facilities

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork. What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jinn was the Maintenance and Facilities Manager at the Clover Leaf Casino in
Owen Sound. He did his job well, and was well liked by the other employees.
Over time, Jinn noticed that no matter how many times he went over instructions
for filling out a Vehicle Inspection sheet, the Maintenance Techs rushed through
them and didn’t include all the information they needed.
Jinn decided to bring this issue up at a pre-shift meeting to see if the techs had
some ideas of how to fix the problem. Kyle thought they should come up with a
new sheet. Marco thought it should have check boxes to make their job easier—
anything, he said, just so he didn’t have to write. Fred suggested they have a
picture of the vehicle like the car rental agencies do so that they could just circle
where damage was done. After the group brainstormed on what categories they
needed check boxes for, Jinn sat down at the computer and came up with a userfriendly inspection sheet. His record keeping is far easier now that he gets all
the information he needs.

4 of 12

Maintenance and Facilities

Maintenance and Facilities

2.1

In what ways did Jinn collaborate with his department?

2.2

How did Jinn’s co-workers collaborate with him?

2.3

Think about a situation when you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing procedures
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest

►Scenario 3
Sam was a Maintenance Technician in the Clear Vista Casino in Saskatoon.
He was normally quiet and good at his job. The Maintenance and Facilities
Supervisor Jenn, could rely on him to stay focused when the other technicians
were getting tired and restless after a long day. She also relied on Sam to fix the
scissor lift when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the scissor
lift since, lately, it was breaking down more often. After a while, she could
understand why Sam spoke very little. It was as if he couldn’t engage with
others—he was that shy. He demonstrated how to fix the machine very quickly
and almost in code. Then he walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. Instead, he was focused on his
work again. When she interrupted him, he got angry. “I just showed you what
to do! Weren’t any of you listening?”
When the others started laughing nervously at his response, Sam thought they
were laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They just
didn’t understand why he got so mad at them all of a sudden. This helped Sam
understand their response and seemed to put him at ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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Maintenance and Facilities

Maintenance and Facilities

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Knowing and following procedures
−− Recognizing your role and authority
−− Knowing and following the chain of command

►Scenario 4
Mack was the Maintenance and Facilities Manager at the Striking Gold Casino
in Niagara Falls, and Kuldeep was the supervisor working directly under him.
When they hired Frank as a new Maintenance Technician, they asked Floyd, a
long-time employee to train him for one week. After that, Frank would begin to
work on his own. Floyd was well-respected and liked by all his co-workers, but
for some reason, Frank didn’t warm up to him. In fact, he really didn’t like him
or his training style. Frank thought he was to going too fast and he was worried
that Floyd was not training him properly.
When the week of training was coming to an end, Frank believed he wasn’t
ready to work on his own. Unfortunately, he never said anything to Floyd or
Kuldeep about how he felt. Floyd, on the other hand, was aware that Frank
didn’t seem ready to work on his own. He went to talk to Kuldeep about Frank
and the difficulties he was having. Floyd told the supervisor that he thought
Frank would probably be more ready and confident with more training. Kuldeep
and Floyd decided that they would extend Frank’s training for one more week.
Floyd was going to tell Frank about this decision first thing in the morning.
On the next day before the start of his shift, Frank went to go see Mack,
their manager. Frank told Mack about his training and that he did not really
understand the job. He also said that he did not like Floyd’s training style. Mack
told Frank that he would look into this. Mack called Kuldeep and Floyd into his
office and wanted to know what was going on. Floyd was a little upset about
hearing Frank’s concern for the first time. He wondered why Frank had not said
anything to him about how he was feeling about his training.
This situation resulted in some hostility between Frank, Floyd, and Kuldeep for
an extended period of time. Finally, Kuldeep took the initiative to sort things
out with Frank and Floyd, which led to a more harmonious team environment.
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Maintenance and Facilities

Maintenance and Facilities

4.1

How could have Frank handled this better?

4.2

Are you confident you know the chain of command in your work place?
What would you suggest if you knew there was conflict between your
co-workers that wasn’t being addressed?

4.3

If you had to explain the importance of following the chain of command
to a new Maintenance Technician, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider each of the following points?
 He did his job to the best of his ability.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He listened to the ideas and suggestions of others.
 He asked questions when needed.
 He was willing to share information with team members.
 He tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by others members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following point?
 Jody could have asked for help from her other team members
earlier.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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Maintenance and Facilities

2.1

Did your answer include that Jinn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating his ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jinn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








Maintenance and Facilities

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Floyd first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Maintenance and Facilities

Job Family Section

Retail

Retail

Introduction

T

his section deals with the Working with Others skills that Retail employees
need to know. Employees working in this area need to be friendly and
efficient while serving guests. They also need to be reliable and work
well with others on their retail team.

These skills are important for people working in Retail because even though
they aren’t involved in gaming, they are still frontline workers in the casino and
guests may form opinions on how good the casino is based on their service.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Retail
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jody was a Retail Clerk working on a busy Friday night at the Lucky Horseshoe
Casino in Regina. The customers were lining up at Jody’s till and she was having
a hard time keeping up. Jody’s cash register was acting up and the paper was
sticking. When the customer Jody was servicing became impatient, Jody started
to panic. She kept looking around for a supervisor, but there weren’t any around
to help.
It wasn’t until her co-worker Frank was getting ready to take his break that he
noticed Jody’s line-up was getting long and that she seemed anxious. Frank
asked Jody what was wrong and whether he could help. Jody told Frank about
the problem she was having with her cash register. Frank called the IT help
desk and explained what was going on. Frank then went back to his till and
opened up. He called over Jody’s customers and apologized for the delay as he
served them. Eddie from IT arrived just as the rush was over. As he started to
troubleshoot the cash register, Frank checked with Jody to see if she was going
to be okay.
“I’m all caught up.” Jody smiled. “Thank you so much for your help. You’re a
life saver.”
“That’s alright,” Frank said. “We work as a team here and help each other out
whenever we can. One day you’ll be able to help me out.”
Then Frank went on a well-deserved break.
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Retail

Retail

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jenn was a long-time Retail Supervisor at the Clover Leaf Casino in Owen
Sound. She did her job well, and was well-liked by the other employees.
Jenn had noticed over time that one of the cash registers in the corner was
always slow. The customers for some reason did not go to that corner till but
would wait instead for other one. The Retail Clerk who was in the corner would
constantly have to call, “Can I help you?” or motion the customers over to the
corner till. Jenn thought there had to be a better way of getting the attention of
the customers over to that side. She started wondering about a sign that might
direct customers.
After thinking about it for a while, Jenn mentioned her sign idea at a pre-shift
meeting. The clerks thought it was a great idea. The more everyone talked about
it, the more ideas came out. Mira mentioned that the cash register stations should
have electric signs indicating if they are open. Roberto had an idea of turning
the light on and off with a foot switch and thought the sign should be on if there
were no customers and that it should go off as soon as they were helping a guest.
Jenn took all the ideas from the meeting and approached Doug, the Facilities
Manager. Doug designed the signs and foot pedal for the light switch.
Now that everything is up and running, business is spread out between the tills
and the guests are being serviced better.
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Retail

Retail

2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?

5 of 12

Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing procedures
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest

►Scenario 3
Sam was a Retail Clerk in the Clear Vista Casino in Saskatoon. He was normally
quiet and good at his job. His supervisor Jenn could rely on him to remain
focused when the other clerks were getting tired and restless after a long day.
She also relied on Sam to fix the cash register tapes when they broke down.
Lately, Jenn had been trying to get Sam to show others how to fix cash register
since, lately, it was breaking down more often. After a while, she could
understand why Sam spoke very little. It was as if he couldn’t engage with
others—he was that shy. He demonstrated how to fix the machine very quickly
and almost in code. Then he walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. Instead, he was focused again
on something else. When she interrupted him, he got angry. “I just showed you
what to do! Weren’t any of you listening?”
When others started laughing nervously at his response, Sam thought they were
laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They were
just nervous and confused as to why he was angry with them. This seemed to
put Sam and ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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Retail

Retail

3.1

If you had been in this situation, how would you have responded?

3.2

Think about a time when another co-worker had to come forward with
a creative solution to a difficult situation. What lessons did you learn
from it that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Frank was a new Retail Clerk at the Striking Gold Casino in Niagara Falls. On
his first day at work, Betty introduced herself to him and explained she was
going to train him for the first week, after which he should be able to work on
his own. Betty was well-liked and respected by her co-workers, but for some
reason, Frank didn’t warm up to her. In fact, he really didn’t like Betty or her
training style. He felt that she was to going too fast and was not training him
properly. As the end of the first week was drawing near, Frank was worried
about working on his own. He didn’t believe he was ready yet. Unfortunately,
he never mentioned anything to Betty about how he felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to Mark, their supervisor, about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
more training. Mark and Betty decided that they would extend Frank’s training
for one more week.
Without realizing that Betty had already talked to the supervisor, Frank went to
go see Ingrid, their manager. Frank told Ingrid about his training and that he did
not really understand the job. He also said that he did not like Betty’s training
style. Ingrid told Frank that she would look into this. Ingrid called Mark and
Betty into her office and wanted to know what was going on. Betty was a little
upset about hearing Frank’s concern for the first time. She wondered why Frank
had not said anything to her about how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Mark for an
extended period of time. Finally, Mark took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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Retail

Retail

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work
place? When have you ever been tempted to work around it? What
happened?

4.3

If you had to explain the importance of following the chain of command
to a new Retail Clerk, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He asked for help when he needed it.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He did care about being respected by other members of his
team.
 He cared that others saw himas reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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Retail

2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








Retail

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Security

Job Family Section

Security

?

Introduction

T

his section deals with the Working with Others skills that Security
employees need to know. Employees working in this area need to develop
trusting work relationships with their co-workers. They have to use
tact and good communication skills in handling difficult situations and while
confronting disruptive people. They also need to work in collaboration with
management and other employees to ensure the casino is a safe environment
for everyone.

These skills are important for people working in Security because they need
to inspire trust and confidence in people so that guests and others know their
persons and property are safe. They also need to be approachable so that people
can turn to them for help when needed. When people feel safe, they are more
able to relax and have fun when they visit your casino.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Security
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jody was a new Security Officer at the Lucky Horseshoe Casino in Regina. She
was quick to catch on and eager to learn on the job. It was a busy Friday night
and within 15 minutes of Jody starting her shift, two guests were accused of
stealing chips. For some reason, Jody’s hand started shaking when she started
filling out the first incident report.
Another Security Officer, Frank was just passing through the Table Game area
on his way for his break. When he arrived on the scene, he couldn’t help but
notice how anxious Jody looked. He discretely asked, “What’s wrong?”
“I don’t know,” Jody whispered, “I started shaking after the first incident and I
haven’t been able to stop.”
Frank knew the more Jody panicked, the harder her job would get. “First, just
take a couple of deep breaths. Then, tell me what you’ve done and who you’ve
talked with so far. I’ll stay here until you get this finished. Sound like a plan?”
Jody breathed a sigh of relief.
Once the reports were filled out and Jody appeared calmer, Frank went off on a
well-deserved break.
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Security

Security

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork. What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jinn was a Security Supervisor at the Clover Leaf Casino in Owen Sound. He
did his job well, and was well liked by the other employees. Over time, Jinn
noticed how many times he found the door to the surveillance room propped
open, even though this was against regulations.
Instead of pointing fingers, Jinn decided to bring this issue up at a pre-shift
meeting to see what the problem was. At first the group didn’t say much. Finally
Kyle said the problem was the new uniforms—they were too hot. And then
Marco spoke up. “It’s the room that’s too hot. We’ve got an extra heater going
on under the desk for Toa.” Toa was the oldest member of the security team. The
younger staff all admired him and liked working with him. They were therefore
willing to put up with the hot surveillance room. Toa seemed surprised to hear
this complaint.
“So what are we going to do about it?” Jinn asked. “We can’t have that door
propped open.” “Let’s get maintenance to see if they can fix the temperature in
there,” Kyle said. “It’s always been off.” “Maybe I could do some floor duty,”
Toa offered. “We’ll buy you some long johns,” Marco said. They all laughed.
After Jinn talked to Maintenance, they were able to regulate the heat so that
it was more comfortable for everyone. And sure enough, the next day, Marco
showed up with some thermal underwear for Toa.
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Security

Security

2.1

In what ways did Jinn collaborate with his department?

2.2

How did Jinn’s co-workers collaborate with him?

2.3

Think about a situation when you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing procedures
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest

►Scenario 3
Sam was a Security Officer in the Clear Vista Casino in Saskatoon. He was
normally quiet and good at his job. The Security Supervisor Jim, could rely on
him to do his job well and maintain his professionalism at all times. He also
relied on Sam to fix the radios when they “went wonky.”
Lately, Jim had been trying to get Sam to show others how to fix the radios
since, lately, they’d been breaking down more often. After a while, he could
understand why Sam spoke very little. It was as if he couldn’t engage with
others—he was that shy. He demonstrated how to fix the machine very quickly
and almost in code. Then he walked away.
Jim was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. Instead, he was focused on
something else. When Jim interrupted him, he got angry. “I just showed you
what to do! Weren’t any of you listening?”
When the others started laughing nervously at his response, Sam thought they
were laughing at him. He stormed out of the room.
Jim went to talk to Sam and explained that he and the staff were very appreciative
of his training and that they were not laughing at him. They just didn’t understand
why he got so mad at them all of a sudden. This helped Sam understand their
response and seemed to put him at ease.
Jim continued to reach out to Sam and include him in conversations whenever
he could. The group seemed to work better together. There were no further
outbursts.
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Security

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jim took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Knowing and following procedures
−− Recognizing your role and authority
−− Knowing and following the chain of command

►Scenario 4
Mack was the Security Manager at the Striking Gold Casino in Niagara Falls,
and Kuldeep was the supervisor working directly under him. When they hired
Frank as a new Security Officer, they asked Floyd, a long-time employee to
train him for one week. After that, Frank would begin to work on his own.
Floyd was well-respected and liked by all his co-workers, but for some reason,
Frank didn’t warm up to him. In fact, he really didn’t like him or his training
style. Frank thought he was to going too fast and he was worried that Floyd was
not training him properly.
When the week of training was coming to an end, Frank believed he wasn’t
ready to work on his own. Unfortunately, he never said anything to Floyd or
Kuldeep about how he felt. Floyd, on the other hand, was aware that Frank
didn’t seem ready to work on his own. He went to talk to Kuldeep about Frank
and the difficulties he was having. Floyd told the supervisor that he thought
Frank would probably be more ready and confident with more training. Kuldeep
and Floyd decided that they would extend Frank’s training for one more week.
Floyd was going to tell Frank about this decision first thing in the morning.
On the next day before the start of his shift, Frank went to go see Mack,
their manager. Frank told Mack about his training and that he did not really
understand the job. He also said that he did not like Floyd’s training style. Mack
told Frank that he would look into this. Mack called Kuldeep and Floyd into
his office and wanted to know what was going on. Floyd was a little upset about
hearing Frank’s concern for the first time. He wondered why Frank had not said
anything to him about how he was feeling about his training.
This situation resulted in some hostility between Frank, Floyd, and Kuldeep for
an extended period of time. Finally, Kuldeep took the initiative to sort things
out with Frank and Floyd, which led to a more harmonious team environment.
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Security

Security

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work place?
What would you suggest if you knew there was conflict between your
co-workers that wasn’t being addressed?

4.3

If you had to explain the importance of following the chain of command
to a new Security Officer, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider each of the following points?
 He did his job to the best of his ability.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He listened to the ideas and suggestions of others.
 He asked questions when needed.
 He was willing to share information with team members.
 He tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by others members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following point?
 Jody could have asked for help from her other team members
earlier.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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Security

2.1

Did your answer include that Jinn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating his ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jinn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








Security

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Floyd first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Slots/Electronic
Gaming/Bingo

Job Family Section

Introduction

T

his section deals with the Working with Others skills that Slots/Electronic
Gaming/Bingo employees need to know. Employees working in this area
must be competent in their gaming knowledge and technical skills. They
also need to be able to communicate well with co-workers and guests, as well
as be able to work in a noisy, fast-paced environment.

These skills are important for people working in Electronic Games because
guests bet a lot of money in this area. These workers should be able to create an
environment that inspires confidence and encourages guests to enjoy themselves
while gaming. Employees accomplish this through the smooth operation of the
electronic gaming machines within their area of the casino.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Slots/Electronic Gaming/Bingo
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jody was a new Slot Attendant at the Lucky Horseshoe Casino in Regina. It
was a busy Friday night and the customers were lining up at the slot machines.
Jody was having a hard time keeping up with all the jackpot winners and she
was starting to panic.
Another Slot Attendant Frank was scheduled to go on break. As he walked past
Jody, he noticed her panicking. Frank asked Jody what was wrong and if there
was anything he could do to help. Jody said, “I feel overwhelmed, like I just
can’t keep up. It’s just too busy!”
Frank knew the more Jody panicked, the more she would get behind. He told
Jody that she was doing a great job and to just take a deep breath and calm
down. He then asked what jackpots needed to be completed. Jody told him and
before she knew it, Frank went to take care of them. Once Jody realized that
she had help, she started to calm down and was able to complete all the jackpot
winners that were still outstanding.
After all the customers had been served, Frank went back again to Jody to check
up on how she was doing. “I’m all caught up. Thank you so much for your help.
You’re a life saver.”
“That’s alright,” Frank said. “We work as a team here and help each other out
whenever we can. One day you’ll be so quick, you’ll be able to help me out.”
Then Frank went on a well-deserved break.
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Slots/Electronic Gaming/Bingo

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork?

Slots/Electronic Gaming/Bingo
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Respecting others
−− Assisting others when required
−− Contributing your ideas to group discussions when appropriate

►Scenario 2
Jenn was the EGD Supervisor at the Clover Leaf Casino in Owen Sound. She
did her job well, and was well liked by the other employees.
Jenn had noticed over time Slot Attendants would try to avoid working one of
the areas in the Shamrock Slot Room. The area was recently renovated, with
new lighting and new slot machines. She mentioned this to the attendants at a
pre-shift meeting and found out that no one really liked working there because
the lighting was too bright and there were few customers that played those
machines. This made the shift go by very slowly they all said.
Jenn started to understand now why this was not a very popular area to work in.
Although she understood their concerns, the area still had to be serviced. Jenn
started thinking about changing the job duties around. Instead of the whole shift
being spent in the back of the casino, the attendants would switch positions,
half-way through the shift.
She mentioned her idea at a pre-shift meeting and the attendants thought it
was a great. The more everyone talked about it, the more ideas came out. Jody
mentioned the lights should be changed to something more soothing. Frank had
an idea of moving the slot machines around so that there was a better flow to the
area. Jenn took the ideas from the meeting and started working on the new job
duty schedule. She also passed the attendants ideas on to her manager.
With the new lighting and layout of the slot machines in effect, this area became
the new favorite with the attendants. Instead of being unhappy to be assigned
there, they were glad the schedule rotated so that they could each have their
turn.
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Slots/Electronic Gaming/Bingo

2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?

Slots/Electronic Gaming/Bingo
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest
−− Knowing procedures

►Scenario 3
Sam was a Slot attendant in the Clear Vista Casino in Saskatoon. He was
normally quiet and good at his job. His supervisor, Jenn, could rely on him to
stay focused when the other attendants were getting tired and restless after a
long day. She also relied on Sam to reset the hopper in the bingo ball machine
when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the bingo ball
machine since, lately, it was breaking down more often, so she arranged for him
to show them. After he started his instruction, she could understand why Sam
spoke very little. It was as if he couldn’t engage with others—he was that shy.
Sam demonstrated how to fix the machine very quickly and almost in code. It
was hard to catch what he was saying. As soon as he was finished, he walked
away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. He was focused on his work
again. When she interrupted him, he got angry. “I just showed you what to do!
Weren’t any of you listening?”
When others started laughing nervously at his response, Sam thought they were
laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They were
only confused by his anger. This seemed to put Sam and ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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Slots/Electronic Gaming/Bingo

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?

Slots/Electronic Gaming/Bingo
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Frank was a new Slot Attendant at the Striking Gold Casino in Niagara Falls.
On his first day at work, Betty, another Slot Attendant introduced herself to him
and explained she was going to train him for the first week, and then, afterward,
he should be able to work on his own. Betty had been a Slot Attendant for eight
years and was well-liked and respected by her co-workers. For some reason,
however Frank didn’t warm up to her. In fact, he really didn’t like Betty or her
training style. He felt that she was to going too fast and was not training him
properly. As the end of the first week was drawing near, Frank was worried
about working on his own. He didn’t believe he was ready yet. Unfortunately,
he never mentioned anything to Betty about how he felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to Mark, their supervisor, about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
more training. Mark and Betty decided that they would extend Frank’s training
for one more week.
Without realizing that Betty had already talked to the supervisor, Frank went to
go see Ingrid, their manager. Frank told Ingrid about his training and that he did
not really understand the job. He also said that he did not like Betty’s training
style. Ingrid told Frank that she would look into this. Ingrid called Mark and
Betty into her office and wanted to know what was going on. Betty was a little
upset about hearing Frank’s concern for the first time. She wondered why Frank
had not mentioned anything to her about how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Mark for an
extended period of time. Finally, Mark took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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Slots/Electronic Gaming/Bingo

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work
place? When have you ever been tempted to work around it? What
happened?

4.3

If you had to explain the importance of following the chain of command
to a new Slot Attendant, what would you say?

Slots/Electronic Gaming/Bingo

9 of 12

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He asked for help when he needed it.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by other members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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Slots/Electronic Gaming/Bingo

2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating her ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








Slots/Electronic Gaming/Bingo

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

11 of 12

4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Job Family Section

Table Games
Table Games

Introduction

T

his section deals with the Working with Others skills that Table Games
employees need to know. Employees working in this area must be
competent in their gaming knowledge and skills. They need to be able
to communicate well with co-workers and guests. They need to be willing to
follow strict procedures. They also need to be reliable team players and be
willing to put the casino’s success above their personal needs.

These skills are important for people working in Table Games because guests
bet a lot of money at their tables. These workers should be able to create an
environment that inspires confidence and encourages guests to enjoy themselves
while gaming.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Table Games
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jenn was a long-time Table Games Dealer at the Clover Leaf Casino in Owen
Sound. She was a very experienced Roulette Dealer and was often scheduled
at one of the Roulette tables even though she knew how to deal all the games
the casino offered. Unfortunately she was suffering from a cough when she had
been scheduled to deal at one of the smoking Roulette Tables.
Mara had noticed that Jenn had not been feeling well the last couple of days and
could see that the smoke from the players at the Roulette table was aggravating
Jenn’s cough. Policy does not allow Dealers to switch tables randomly on their
own, but Mara decided to talk to the Table Games Supervisor to see if he would
make an exception so that she could trade Jenn for her non-smoking table.
The supervisor approved the switch immediately.”Thanks Mara! I know Jenn
is not feeling well. I talked to her earlier but she doesn’t want to go home. And
frankly, we’re already short a few bodies tonight. This way I can get her out of
the direct smoke and still keep all the tables open. Thanks for thinking of her.”
A week later, when Jenn came in for her shift, she ran into Mara just before
heading to the floor. “Hey, Mara. Thanks again for thinking of me the other
night and switching tables. It made a big difference to my cough. Now I want
to return the favour. You’re scheduled at a smoking table tonight. I’ve already
asked the supervisor if he would approve a switch so you can have the nonsmoking table and he approved it. Enjoy!”
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Table Games

Table Games

1.1

In what ways was Mara a good team player?

1.2

What other options did Jenn have?

1.3

Think about a situation where you joined in a team effort at work.
What did you do? What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Collaborating with others
−− Being sensitive to the work and feelings of others when giving help or
making suggestions
−− Asking questions when needed
−− Meeting the needs of guests and co-workers

►Scenario 2
Jim was the Table Games Supervisor at the Clover Leaf Casino in Owen Sound.
He did his job well, and was well liked by the other employees. Over the last
couple of months, Jim noticed that every time the dealers were scheduled in
the Poker Room, they would complain about having to be there and asked to
be switched to different tables. He mentioned this to the dealers at a pre-shift
meeting. They all said that no one really liked the new Poker Dealer shirts that
were brought in a couple of months before. They were extremely itchy on the
skin and were hot to work in.
Jim started to understand now why this was not a very popular room to work
in. Although he understood the staff’s concerns, the Poker Tables still had to be
staffed. Jim started thinking about talking to the Uniform Department to see if
there was anything that could be done about it.
He mentioned his idea at the next pre-shift meeting and the dealers were happy
to try to fix the problem. The more everyone talked about it, the more ideas came
out. Jody, one of the Dealers, mentioned that maybe the Uniforms Department
could order different fabric for the shirts. Frank had the idea that the Uniforms
Department could sew in a temporary light cotton lining. Sara thought that
maybe staff could wear the regular Table Games uniform shirts temporarily
until a permanent solution to the Poker shirts problem was made.
Jim presented all these options to Teresa, the Uniforms Supervisor. The decision
was made that new uniforms shirts would be ordered, but this time, they would
test some samples first to make sure they were acceptable. Meanwhile, the
dealers could wear the regular uniform while working in the Poker room.
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Table Games

Table Games

2.1

In what ways did Jim collaborate with his department?

2.2

How did Jim’s co-workers collaborate with him?

2.3

Think about a situation where you collaborated with a co-worker and
you ended up learning how to do your job better. What did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest
−− Knowing procedures

►Scenario 3
Andrew worked at the Clear Mountain Casino in Banff. He was an excellent
Table Games Dealer and took pride in his job. One night a guest approached
the table, smiled at him and said, “I lost a lot of money at your table last week.
I intend to win it back.” He was pleasant enough that Andrew never expected
what was to follow. The player proceeded to play, eventually losing most of
his money again. When the guest laid his last bet, he scrutinized Andrew’s
movements. After the guest lost the game, he proceeded to lose his temper.
“You fixed the cards!” he yelled at Andrew. “That shuffling machine knows
how to stack the cards so you Dealers always win!”
Being yelled at unexpectedly stung Andrew. It’s not new for a guest to think
that the shuffling machine is ‘fixed’ but Andrew had never had a guest scream
at him like this before. Immediately, he could feel his face turn red and he knew
the guest was still shouting something but he was unable to take the words in.
It was all he could do to not shout back at the guest. He took three deep breaths
and waited. Right then an Inspector stepped in and took over.
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Table Games

Table Games

3.1

Think about how you might have responded if you were Andrew.
Would you have seen trouble coming sooner?

3.2

Andrew was barely able to maintain his professionalism with this guest.
Make a list of times when angry guests have pushed your buttons and
another list of when their anger didn’t affect you personally. What
allowed you to remain neutral in a difficult situation?

3.3

When a guest is angry and demanding, what are some responses you
can have ready to buy yourself time until help arrives?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Frank was a new Table Dealer at the Striking Gold Casino in Niagara Falls.
During his first week of work, he was going to be trained on how to deal a
Tournament Blackjack table. Betty introduced herself to him and explained she
was going to train him on how to do this as it differs slightly from how the
regular Blackjack tables work, She said that after about an hour of training,
he should be able to work on his own. Betty was well-liked and respected by
her co-workers, but for some reason, Frank didn’t warm up to her. In fact, he
really didn’t like Betty or her training style. He felt that she was to going too
fast and was not training him properly. As the end of the hour was drawing near,
Betty announced she was going on her break. Frank was worried about working
on his own. He didn’t believe he was ready yet. Unfortunately, he didn’t say
anything to Betty about how he felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to Mark, their supervisor, about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
more training. Mark and Betty decided that they would extend Frank’s training
for one more hour.
Without realizing that Betty had already talked to the supervisor, Frank went
to go see Ingrid, their manager. Frank told Ingrid about his training and that he
did not really understand the differences between dealing at a regular Blackjack
table and a tournament table. He also said that he did not like Betty’s training
style. Ingrid told Frank that she would look into this. Ingrid called Mark and
Betty into her office and wanted to know what was going on. Betty was a little
upset about hearing Frank’s concern for the first time. She wondered why Frank
had not said anything to her about how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Mark. But
Mark took the initiative to sort things out with Frank and Betty, which led to a
more harmonious team environment.
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Table Games

Table Games

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work
place? When have you ever been tempted to work around it? What
happened?

4.3

If you had to explain the importance of following the chain of
command to a new Table Dealer, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 She did her job to the best of her ability.
 She took responsibility for mistakes, so that solutions to problems
could be found more easily.
 She asked for help when she needed it.
 She consulted her manager.
 She accepted criticism or suggestions from team mates or
managers.
 She was sensitive to the work and feelings of others when giving
help or making suggestions.
 She gave ideas and suggestions when appropriate.
 She listened to the ideas and suggestions of others.
 She asked questions when needed.
 She was willing to share information with team members.
 She tried to help make the casino successful.
 She tried to be successful in her career.
 She tried to meet the needs of guests and co-workers.
 She knew the rules of the casino.
 She tried to have a friendly relationship with co-workers.
 She tried to help newcomers feel like part of the group or team.
 She did care about being respected by other members of my
team.
 She cared that others saw her as reliable.
 She respected the work of others.

1.2
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Jenn could have been more proactive and asked to be switched earlier,
especially since a cough could be disturbing to some guests. She may
have been able to get another dealer to agree to the switch before she
went to the supervisor, and promised to switch later with them when
they were scheduled to be at a smoking table—just as it worked out
with Mara anyway.

Table Games

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?

2.1

Did your answer include that Jim:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating his ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jim’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Depending on what the situation was, you may have called for backup.

3.2

You may have been worried about losing your job and that was enough
to help you keep calm. You may have also practiced techniques such
as counting to ten or taking deep, calming breaths. You may have tried
to remain positive or neutral until help arrived. You may have tried to
distract the guest from what he was demanding. You may have called
for help as soon as a situation looked like it was escalating.

3.3

Did you consider some of the following points?






Table Games

Remaining positive
Smiling
Listening carefully and trying to understand
Explain that you are following procedures
Empathize. Say something like, “I wish I could help you right
now.”
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command .By doing so, the right people have the right information at
all times so that decisions can be made appropriately and in the most
timely manner.
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Job Family Section

Uniforms

Uniforms

Introduction

T

his section deals with the Working with Others skills that Uniforms
employees need to know. Employees working in this area must
collaborate as a team and serve their co-workers well. They need to
know their responsibilities and when something is outside their authority. They
need to know when to follow the casino’s chain of command and when to ask
for help.

These skills are important for people working in Uniforms because they provide
the rest of the staff with uniforms. When workers look good, they will more
likely feel good. And if they feel good, they will more likely help others at work
feel good. Looking after uniforms is an important contribution to the smooth
operations of a casino.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Uniforms
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Collaborating with others
−− Being sensitive to the work and feelings of others when giving help or
making suggestions
−− Asking questions when needed
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team

►Scenario 1
Jody was a Uniforms Technician at the Lucky Horseshoe Casino in Regina. New
uniforms had just arrived and there were a lot of alterations to do before they
could be issued. Jody felt like she could barely keep up with her workload—
especially since she was working on new machines that she wasn’t used to. It
seemed like the faster she tried to go, the more mistakes she made. When her
machine finally stalled, she began to panic.
Just then, Jason walked passed Jody on his way to his break. He could tell
that Jody looked much more stressed than usual. “What’s the matter?” Jason
asked.
“I just feel overwhelmed,” Jody said. “I’m not used to these new machines
and this one just stalled. The supervisor is in a meeting and I’m falling so far
behind.”
Jason called Maintenance and then took a pile of work back to his station. By the
time Eddy from Maintenance had gotten the machine fixed, Jason had helped
Jody catch up with her sewing and then went off on a well-deserved break.
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uniforms

uniforms

1.1

In what ways was Jason a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jenn was a long-time Uniforms Supervisor at the Clover Leaf Casino in Owen
Sound. She had noticed over time that of the three steam presses, one was
rarely used. Even when they were busy, the Uniforms Technicians would rush
to get on the other two presses so they wouldn’t have to use that one. One day,
Jenn offered to do some pressing on it so she could find out what was going
on. For the first time, she noticed that corner was cold and the fluorescent light
above it was harsher than the others. There was even a bad smell that came in
through the vent.
Jenn talked about her discovery at a pre-shift meeting and asked for ideas of
how to fix the problem. The Uniforms Technicians where glad something was
going to be done about it. Sophie had the idea of changing the fluorescent bulb.
Inge thought there was room to rearrange the presses so that they could be
moved away from the vent. Winnie suggested they put a bowl of potpourri in
the corner to make it smell better.
Jenn took all the staff’s ideas from the meeting and approached Doug, the
Facilities Manager. Doug came in to check things out. He changed the light
bulb to a softer colour, he moved the machines around, and he was even able to
get the vent repaired overnight.
After all the changes, Jenn has been surprised to see how much more pressing
is getting done.
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uniforms

2.1

In what ways did Jenn collaborate with her department?

2.2

How did Jenn’s co-workers collaborate with her?

2.3

Think about a situation where you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Be familiar with procedures
−− Know when you are in over your head and need to ask for help

►Scenario 3
Sam was a Uniforms Clerk in the Clear Vista Casino in Saskatoon. He was
normally quiet and good at his job. His supervisor Jenn could rely on him to
stay focused when the other clerks were getting tired and restless after a long
day. She also relied on Sam to reset the steamer press when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the steamer
press since, lately, it was breaking down more often, so she arranged for him
to show the rest of them. After he started his instruction, she could understand
why Sam spoke very little. It was as if he couldn’t engage with others—he was
that shy. Sam demonstrated how to fix the machine very quickly and almost in
code. It was hard to catch what he was saying. As soon as he was finished, he
walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. He was focused on his work
again. When she interrupted him, he got angry. “I just showed you what to do!
Weren’t any of you listening?”
When others started laughing nervously at his response, Sam thought they were
laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They were
only confused by his anger, so they were feeling nervous. This seemed to put
Sam and ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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uniforms

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team
respond to a co-worker in a sensitive way? What lessons did you learn
from it that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Following procedures
−− Following the chain of command
−− Sharing information with management

►Scenario 4
Frank was a new Uniforms Technician at the Striking Gold Casino in Niagara
Falls. On his first day at work, Betty, another Uniform Tech, introduced herself
to him and explained she was going to train him for the first week. At that point,
he should be able to work on his own. Betty had been a Uniforms Technician for
eight years and was well-liked and respected by her co-workers and had trained
most of them. For some reason, however, Frank didn’t warm up to her. In fact,
he really didn’t like Betty or her training style. He felt that she was to going too
fast and was not training him properly. As the end of the first week was drawing
near, Frank was worried about working on his own. He didn’t believe he was
ready yet. Unfortunately, he never mentioned anything to Betty about how he
felt.
Betty, on the other hand, was aware that Frank didn’t seem ready to work on his
own. She went to talk to Marla, their supervisor, about Frank and the difficulties
he was having. She thought he’d probably be more ready and confident after
another week of training. Marla and Betty decided that they would extend
Frank’s training for one more week.
Without realizing that Betty had already talked to the supervisor, Frank went to
go see Ingrid, their manager. Frank told Ingrid about his training and that he did
not really understand the job. He also said that he did not like Betty’s training
style. Ingrid told Frank that she would look into this. Ingrid called Marla and
Betty into her office and wanted to know what was going on. Betty was a little
upset about hearing Frank’s concern for the first time. She wondered why Frank
had not said anything to her about how he felt his training was going.
This situation resulted in some hostility between Frank, Betty, and Marla for an
extended period of time. Finally, Marla took the initiative to sort things out with
Frank and Betty, which led to a more harmonious team environment.
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uniforms

4.1

How could Frank have handled this better?

4.2

Are you confident you know the chain of command in your work
place? When have you ever been tempted to work around it? What
happened?

4.3

If you had to explain the importance of following the chain of command
to a new Uniform Technician, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider some of the following points?
 He did his job to the best of his ability.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He asked questions when needed.
 He was willing to share information with team members.
 He always tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He always tried to have a friendly relationship with co-workers.
 He did care about being respected by other members of my
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following points?
 Jody could have asked for help from her other team members
earlier.
 She could have calmed herself with deep breathing or keeping
positive thoughts until help arrived.

1.3

Your answers will vary.
 Did you observed others displaying some of the skills listed
above?
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2.1

Did your answer include that Jenn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating your ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jenn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating your ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?








uniforms

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Betty first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor.

4.3

Did your answer include that a casino is a highly structured
organization?
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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Job Family Section

Warehouse

Warehouse

Introduction

T

his section deals with the Working with Others skills that Warehouse
employees need to know. Employees working in this area are part of a
team that are responsible for much of the casino’s inventory that keeps
the casino up and running. They need to be willing and able to work well in a
team environment. They need to know how to support each other, ask for help
and offer help whenever they can.

These skills are important for people working in Warehouse because the smooth
running of a casino depends on the smooth operations of the warehouse and its
staff.
In this section you will practice how to:
−− Be a team player
−− Collaborate with others
−− Handle difficult situations
−− Follow the chain of command
Now it’s your turn. Try these activities to practice the skills that you may need
to work well with others on the job. To get the most out of these activities, take
the time to write down your answers. See Check My Answers at the end of the
section to see how you’ve done.
If you have trouble with any of these activities, review the Foundation
Section: Working with Others.

Warehouse
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Task 1: Be a Team Player
Performing this task involves the following types of Working with Others
skills:
−− Giving ideas and suggestions when appropriate
−− Meeting the needs of guests and co-workers
−− Feeling like part of a group or a team
−− Caring that other people see you as reliable

►Scenario 1
Jody was a new Warehouse Clerk working on a busy Monday morning at the
Lucky Horseshoe Casino in Regina. It seemed one delivery truck after another
kept arriving. She just couldn’t seem to keep up with her duties. When she
dropped her clipboard and her papers went flying, Jody started to panic. Frank,
another clerk was getting ready to leave for his break, when he walked past Jody.
He couldn’t help but notice the anxious look on her face. “What’s wrong?” he
asked.
“It’s so busy and I feel like I can’t keep up,” Judy said. “I’ve already messed up
these two sheets and I forgot to get a signature on this one.”
Frank knew the more Jody panicked, the more behind she’d get. “First,” he
said, “Just take a couple of deep breaths. This rush will be over soon. Next,
show me everything you’ve got going on. I’ll see what I can sort out.”
Jody breathed a sigh of relief. In less than 20 minutes, Frank help Jody get
caught up. He then went off on his well-deserved break.
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Warehouse

Warehouse

1.1

In what ways was Frank a good team player?

1.2

What could Jody have done differently?

1.3

Think about a situation where you showed teamwork with co-workers
or someone helped you with teamwork. What did you learn?
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Task 2: Collaborate with Others
Performing this task involves the following types of Working with Others
skills:
−− Maintaining lines of communication by freely sharing information
−− Respecting others
−− Contributing to group discussions by stating your ideas when
appropriate
−− Knowing how and when to ask for help
−− Assisting others as required

►Scenario 2
Jinn was the Warehouse Manager at the Clover Leaf Casino in Owen Sound.
He did his job well, and was well-liked by the other employees. Over time, Jinn
noticed that in spite of a well-organized labelling system it took him months to
develop, the top shelves in the warehouse were sitting almost empty, while the
lower shelves were crammed full.
Jinn decided to bring this issue up at a pre-shift meeting to see if the clerks
had some ideas of how to fix the problem. Kyle thought they could use more
instruction and practice with the forklifts. Marco said the old forklift, even
though it drove well, probably needed to be replaced. Sally, the shortest of all
the clerks, asked to have steadier step ladders. Fred suggested they look into a
new ladder system for the whole warehouse. Jinn took all the ideas from the
meeting and approached Doug, the Facilities Manager. Doug designed the new
ladder system, which made getting to the top shelves a lot easier. The casino
also purchased a new forklift that people felt better using.
Now, with all the top shelves packed, Jinn can appreciate his well-thought out
organizational system once more.

4 of 12

Warehouse

Warehouse

2.1

In what ways did Jinn collaborate with his department?

2.2

How did Jinn’s co-workers collaborate with him?

2.3

Think about a situation when you collaborated with co-workers. What
did you learn?
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Task 3: Handle Difficult Situations
Performing this task involves the following types of Working with Others
skills:
−− Knowing procedures
−− Knowing when you’re in over your head and need to ask for help
−− Maintaining professionalism during conflict with a guest

►Scenario 3
Sam was a Warehouse Clerk in the Clear Vista Casino in Saskatoon. He was
normally quiet and good at his job. The Warehouse Supervisor Jenn, could rely
on him to stay focused when the other clerks were getting tired and restless after
a long day. She also relied on Sam to fix the old forklift when it broke down.
Lately, Jenn had been trying to get Sam to show others how to fix the forklift
since, lately, it was breaking down more often. After a while, she could
understand why Sam spoke very little. It was as if he couldn’t engage with
others—he was that shy. He demonstrated how to fix the machine very quickly
and almost in code. Then he walked away.
Jenn was quick to ask if everyone understood or had any questions. Sam didn’t
hear this as an invitation to continue the tutorial. Instead, he was focused on his
work again. When she interrupted him, he got angry. “I just showed you what
to do! Weren’t any of you listening?”
When the others started laughing nervously at his response, Sam thought they
were laughing at him. He stormed out of the room.
Jenn went to talk to Sam and explained that she and the staff were very
appreciative of his training and that they were not laughing at him. They just
didn’t understand why he got so mad at them all of a sudden. They were feeling
nervous. This helped Sam understand their response and seemed to put him at
ease.
Jenn continued to reach out to Sam and include him in conversations whenever
she could. The group seemed to work better together. There were no further
outbursts.
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Warehouse

Warehouse

3.1

If you had been in this situation, how would you have responded?

3.2

Instead of judging Sam, Jenn took the time to explain the
misunderstanding. When have you seen someone on your team respond
to a co-worker in a sensitive way? What lessons did you learn from it
that you continue to use today?

3.3

Think about the people at your work who require a little extra care in
communicating with them. How is it for you to share information with
them when you need to? How could you improve?
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Task 4: Follow the Chain of Command
Performing this task involves the following types of Working with Others
skills:
−− Knowing and following procedures
−− Recognizing your role and authority
−− Knowing and following the chain of command

►Scenario 4
Mack was the Warehouse Manager at the Striking Gold Casino in Niagara Falls,
and Kuldeep was the supervisor working directly under him. When they hired
Frank as a new Warehouse Clerk, they asked Floyd, a long-time employee to
train him for one week. After that, Frank would begin to work on his own.
Floyd was well-respected and liked by all his co-workers, but for some reason,
Frank didn’t warm up to him. In fact, he really didn’t like him or his training
style. Frank thought he was to going too fast and he was worried that Floyd was
not training him properly.
When the week of training was coming to an end, Frank believed he wasn’t
ready to work on his own. Unfortunately, he never said anything to Floyd or
Kuldeep about how he felt. Floyd, on the other hand, was aware that Frank
didn’t seem ready to work on his own. He went to talk to Kuldeep about Frank
and the difficulties he was having. Floyd told the supervisor that he thought
Frank would probably be more ready and confident with more training. Kuldeep
and Floyd decided that they would extend Frank’s training for one more week.
Floyd was going to tell Frank about this decision first thing in the morning.
On the next day before the start of his shift, Frank went to go see Mack,
their manager. Frank told Mack about his training and that he did not really
understand the job. He also said that he did not like Floyd’s training style. Mack
told Frank that he would look into this. Mack called Kuldeep and Floyd into his
office and wanted to know what was going on. Floyd was a little upset about
hearing Frank’s concern for the first time. He wondered why Frank had not said
anything to him about how he was feeling about his training.
This situation resulted in some hostility between Frank, Floyd, and Kuldeep for
an extended period of time. Finally, Kuldeep took the initiative to sort things
out with Frank and Floyd, which led to a more harmonious team environment.
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4.1

How could have Frank handled this better?

4.2

Are you confident you know the chain of command in your work place?
What would you suggest if you knew there was conflict between your
co-workers that wasn’t being addressed?

4.3

If you had to explain the importance of following the chain of
command to a new Maintenance Technician, what would you say?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Did your list consider each of the following points?
 He did his job to the best of his ability.
 He took responsibility for mistakes, so that solutions to problems
could be found more easily.
 He asked for help when he needed it.
 He consulted his manager.
 He accepted criticism or suggestions from team mates or
managers.
 He was sensitive to the work and feelings of others when giving
help or making suggestions.
 He gave ideas and suggestions when appropriate.
 He listened to the ideas and suggestions of others.
 He asked questions when needed.
 He was willing to share information with team members.
 He tried to help make the casino successful.
 He tried to be successful in his career.
 He tried to meet the needs of guests and co-workers.
 He knew the rules of the casino.
 He tried to have a friendly relationship with co-workers.
 He tried to help newcomers feel like part of the group or team.
 He did care about being respected by others members of his
team.
 He cared that others saw him as reliable.
 He respected the work of others.

1.2

Did your answer include the following point?
 Jody could have asked for help from her other team members
earlier.

1.3

Your answers will vary.
 Did you observe others displaying some of the skills listed
above?
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2.1

Did your answer include that Jinn:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating his ideas when
appropriate
 Knew how and when to ask for help
 Assisted others as required

2.2

Did your answer include that Jinn’s co-workers:
 Maintained lines of communication by freely sharing
information
 Respected others
 Contributed to group discussions by stating their ideas when
appropriate
 Assisted others as required

2.3

Your answers will vary.

3.1

Did your answer include points from the following list?








3.2

Your answers will vary.

3.3

Did your answer include points from the following list?
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Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help

Dealing with the behaviour and not the person
Listening
Being polite
Not making things worse after the situation
Recognizing the other person’s feelings
Avoiding blame
Knowing when you’re in over your head and when to ask for
help
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4.1

Frank could have tried to talk to Floyd first. If he really didn’t feel
comfortable doing that, he could have spoken to his supervisor next.

4.2

Your answers will vary.
 Did you include that you could encourage them to talk to the
supervisor?

4.3
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Did your answer include that a casino is a highly structured organization.
Everyone has a role to play and a job to do. There are also different
levels of responsibility. You report to a supervisor, who reports to a
manager, who may report to other managers. For the casino to operate
properly, everyone needs to do their own job and follow the chain of
command.
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