


Casino Thinking Skills
Participant Manual: Edition 1.0

Casino Thinking Skills: Essential Skills for the Gaming Industry

Produced By:
The Canadian Gaming Centre of Excellence
(An operating division of The Manitoba Lotteries Corporation)
983 St. James Street
Winnipeg, Manitoba R3H 0X2
(204) 957-2504 ext. 8498 e-mail: hinkeld@mlc.mb.ca

Contact:
Judith Hayes, Director
Dayna Hinkel, Business Development Officer

© 2010 Canadian Gaming Centre of Excellence (CGCE). All rights reserved. All material in this manual is the property of the CGCE. This 

publication, or any part thereof, may be used free of charge and permission is granted to reproduce for personal or educational use only. 

Commercial copying or selling is prohibited. In all cases this copyright notice must remain intact.



Special Thanks:
The Canadian Gaming Centre of Excellence would like to acknowledge the 
assistance of the following organizations and individuals in producing this 
manual:

Aseneskak Casino
Judy Goodridge, Chief Operating Officer
Eleanor Gabriel, Human Resources
Delores Lavallee, Manager, Human Resources
Atlantic Lottery Corporation
Alison Stultz, Director Organizational Development
British Columbia Lottery Corporation
Mitch Romanchook, Manager Technical Services Talent Management – Human 
Resources
Canadian Gaming Association
Paul Burns, Vice President of Public Affairs
Casino Rama
Debra Pratt, Chief People Officer
Century Casino & Hotel
Nicole Jofre, Human Resources
Great Canadian Gaming Corporation
Sally Hart, Executive Director Human Resources
Brenda Fearman, Director Human Resources
Vonn Parker, Director Human Resources
Mo-Jean Lai, Director Training & Development
Gary Moore, Regional Manager Human Resources
Grey Eagle Casino
Carrie Manitopyes, Human Resources Manager
Manitoba Lotteries Corporation
Judith Hayes, Director Employee Services & Organizational Development
Dayna Hinkel, Business Development Officer
Barb Celic, Training Specialist
Manitoba Tourism Education Council
Shannon Fontaine, Chief Executive Officer
Niagra Casinos
Tammy Sweeny, Director Employee Programs
Ontario Lottery and Gaming Corporation
Priscilla Fraser, Senior Manager Training & Development
Anne Gervais, Director HR Gaming & Office of Player Protection
Paragon Gaming
Brent Fleming, Vice-President Human Resources & Organizational Development
Sandra Riedlinger, Regional Learning & Development Specialist
Saskatchewan Gaming Corporation
Nadine Milne, Manager Learning & Development
Saskatchewan Indian Gaming Authority
Tammy Vermette, Director of Learning & Development
Jason Chickosis, Learning & Development Consultant
Ari Avivi, Learning & Development Consultant
Trevor Smith, Learning & Development Consultant
Pat Brooks, Learning & Development Consultant



Introduction ►

How to Use this Manual ►

Facilitator’s Guide ►

Foundations: ►

Thinking Critically1. 
Making Decisions2. 
Solving Problems3. 
Finding Information4. 

Job Families: ►

Bank1. 
Customer Services/Administration2. 
Food and Beverage Services3. 
Housekeeping and Grounds4. 
Maintenance and Facilities5. 
Retail6. 
Security7. 
Slots/Electronic Gaming/Bingo8. 
Table Games9. 
Uniforms10. 
Warehouse11. 

Table of Contents





1 of 9HOW TO use THis manual: THinKinG sKills

The workbook is organized into two separate parts to be as flexible and user-
friendly as possible for you and your learners: 

Foundations1. 
Job Families2. 

1. Foundations
This is a review of the general, underlying Thinking Skills required by most 
Gaming occupations. Foundations is organized by topics. Topics include, for 
example:

Thinking Critically −
Making Decisions −
Solving Problems −
Finding Information −

Each Foundation section is organized as follows:

Title: Eg. Making Decisions
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.

Skill 1: Eg. Consider Situations and Choices Thoroughly Before Making   
  Decisions

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 2: Etc.

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

H ow to Use This Manual
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Skill 1: Use Critical Thinking Techniques on 
the Job When Appropriate

Critical thinking is a life skill. Sometimes critical thinking is also referred 
to as common sense, being logical or reasonable, having good judgement or 
thinking independently. You gather and analyze information in every situation 
you encounter. What information you gather and how you gather and analyse 
this information is the difference between thinking critically (and responding 
reasonably), and reacting emotionally or unreasonably. 

Critical thinking enables you to respond instead of react to situations. We choose 
to respond based on careful consideration of the situation. We automatically 
have a reaction based on how we feel without thinking.1

SOMETHING TO CONSIDER

as a casino worker there are many areas of your job that do not allow you to make decisions 
and think independently. These are the areas that are ruled by policies and procedures and 
that you are required to follow correctly all of the time. Failing to follow the policies and 
procedures can have serious consequences for you as an employee, for your guests, and for 
the property where you work. 

your employer however, relies on your ability to think critically in the parts of your job that 
are not ruled by policies and procedures. For example, taking initiative is positive and shows 
your property that you take pride in and care about your work. however, taking initiative can 
have negative and severe consequences if you fail to think critically about the action you plan 
to take. 

The first rule of critical thinking is: Think critically about what you’re allowed to think critically 
about on the job.

Foundation Section

Thinking
Critically

Thinking Critically
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Introduction

Critical thinking is a way of thinking about and responding to situations 
you encounter. When you think critically, you evaluate situations, 
information, actions, suggestions, or statements based on logic, 

knowledge, credibility, accuracy, importance, and fairness. You use critical 
thinking when, for example, you solve problems, make decisions, communicate 
and build relationships with others and learn new things. Critical thinking 
enables you to make sense of the information in a way that is fair, reliable and 
reasonable.

Being a critical thinker is a choice. When you choose to think critically, you are 
choosing to respond to situations with care, logic and reason. Critical thinking is 
a skill. As with any other skill, you need to practice critical thinking to become 
a better critical thinker. 

In this section, you will learn how to:
Use critical thinking techniques on the job when appropriate −

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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2. Job Families
The Job Family sections contain practice questions organized according to 
specific Gaming/Casino job families. For example, learners who need to develop 
skills for “dealing with angry guests” specific to Table Games will find relevant 
Thinking skills problems in the “Casino Table Games” section. Assign the Job 
Family sections according to the learner’s type of job. 

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

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. Rule on Errors and/or Questionable Plays
Provides exercises for the learner to practice the skills needed for  −
completing this task.
These exercises are organized into levels of difficulty from Level 1  −
(easiest) to Level 3 (hardest). In many cases, Level 3 activities will 
mostly apply to supervisors, but not always.

Task 2, 3, 4: Etc.

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 Thinking skills, you may find these tips especially 
useful.

Thinking CriTiCally 1 of 12

Teaching Tip 1
Consider exploring the differences between a response and a reaction, and 
responding and reacting as a group. Brainstorm the differences. Here are a few 
to get you started.

Response Reaction
Based on thought −
Purposeful −
Open to ideas −
leads to understanding −

Based on emotion −
Defensive −
Closed to ideas −
Can lead to conflict −

Ask people which one they tend to do more and in what kinds of situations they 
are more likely to do each one. 

Teaching Tips

1
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Task 1: Decide When to Suggest Responsible 
Gaming Practices and Resources to 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You find a guest sitting in the casino lobby weeping. When you ask her 
if she is alright, the guest tells you that she has lost all of her money on 
the five dollar slots, including the money for her bus ticket home. 

What do you do? How did you arrive at this solution?

1.2 A guest at the high stakes slots calls you over. He chuckles and tells 
you, “I need something sparkling for my wife. I just lost a bundle on 
this machine and I’m going to need something to soften the blow. Do 
you guys sell jewellery around here somewhere?” 

What do you do? How did you arrive at this solution?

Job Family Section

Table Games

Table Games  
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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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:

Who are your learners, what do they need to learn and what do 1. 
they need to be able to do on the job as a result of the training?
What will your training be about?2. 
What, if anything, should learners know or have the ability to do 3. 
in order to participate successfully in the training?
How will you deliver the training (e.g. in a classroom to a group, 4. 
one on one, etc.)?
What strategies and activities will you use to deliver the 5. 
training?
How long will each part of the training take and in what order 6. 
should these parts occur?
What materials will you need to deliver the training?7. 
When and where will the training happen?8. 
How will you know if the training “worked”?9. 

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. 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 procedure-
based skills can be covered more quickly. 

Facilitator’s Guide
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2. 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.

3. 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. 

4. 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. 

5. 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. 

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. 
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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 the Thinking Skills 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.

Thinking Critically
Time estimate: 1-2 hours

Making Decisions
Time estimate: 2 - 3 hours

Solving Problems
Time estimate: 2 - 3 hours

Finding Information
Time estimate: 1 hour

The total estimated time needed to do a thorough review of the Foundation 
materials is 6-9 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   −
(eg. 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.
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Step 2: Identify the planning details of your training session:   
   When, Who and How
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.)
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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? 
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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. Create a need.  Ask: how will this information benefit you? 
2. 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. Think about your audience 
2. Be certain of your objective 
3. Review your Facilitator Guide and note interactive sections 
4. Anticipate how you will handle distractions 
5. Personalize your opening and closing 
6. Memorize opening 
7. Do a practice run with the technical equipment (Smartboard, infocus machine, laptop) 
8. Set up classroom and materials the night before 
9. Arrive at least 1 hr early, set up and double check everything, then relax half an hour before 
10. PRACTICE, PRACTICE, PRACTICE 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

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

2. Tone 
 Change volume, speed & tempo 
 Strive for variety 
 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. jingling change, 

pacing back and forth 
 Maintain a comfortable distance from the 

learners 

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. 

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. 

10 Tips to Prepare 
1. Think about your audience. 
2. Be certain of your objective. 
3. Personalize your opening and closing. 
4. Review your Facilitator’s Guide and note interactive 

sections. 
5. Check everything. 
6. Set up classroom and materials the night before.  
7. Do a practice run with the infocus machine and laptop. 
8. Memorize your opening. 
9. Arrive at least 1 hour early, set up and double check 

everything, then relax half an hour before. 
10. PRACTICE, PRACTICE, PRACTICE! 

Remember When Interacting… 
 Ask and answer questions clearly. 
 Listen attentively. 
 Observe participants’ behaviour & act 

accordingly. 

 



 

 
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. 

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

 Leave plenty of white space. 

 Use printing, rather than 
handwriting. 

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. 

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

 Ask for an example. 

 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.   

 

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. 

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. 



2
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.

Show it.Read it.
Do it.

See it. Do it.

3
The Buddy Training System

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.

4
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	ob-
serving	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
Read it.

1
Introduce	the	task	to	the	
Rookie	and	explain	why	it	
is	important	to	complete	
the task.

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.

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.

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.

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.

Not All Tasks Are Observable
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Teaching Tip 1
Consider exploring the differences between a response and a reaction, and 
responding and reacting as a group. Brainstorm the differences. Here are a few 
to get you started.

Response Reaction
Based on thought −
Purposeful −
Open to ideas −
leads to understanding −

Based on emotion −
Defensive −
Closed to ideas −
Can lead to conflict −

Ask people which one they tend to do more and in what kinds of situations they 
are more likely to do each one. 

Teaching Tip

1
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Introduction

Critical thinking is a way of thinking about and responding to situations 
you encounter. When you think critically, you evaluate situations, 
information, actions, suggestions, or statements based on logic, 

knowledge, credibility, accuracy, importance, and fairness. You use critical 
thinking when, for example, you solve problems, make decisions, communicate 
and build relationships with others and learn new things. Critical thinking 
enables you to make sense of the information in a way that is fair, reliable and 
reasonable.

Being a critical thinker is a choice. When you choose to think critically, you are 
choosing to respond to situations with care, logic and reason. Critical thinking is 
a skill. As with any other skill, you need to practice critical thinking to become 
a better critical thinker. 

In this section, you will learn how to:
Use critical thinking techniques on the job when appropriate −

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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Skill 1: Use Critical Thinking Techniques on 
the Job When Appropriate

Critical thinking is a life skill. Sometimes critical thinking is also referred 
to as common sense, being logical or reasonable, having good judgement or 
thinking independently. You gather and analyze information in every situation 
you encounter. What information you gather and how you gather and analyse 
this information is the difference between thinking critically (and responding 
reasonably), and reacting emotionally or unreasonably. 

Critical thinking enables you to respond instead of react to situations. We choose 
to respond based on careful consideration of the situation. We automatically 
have a reaction based on how we feel without thinking.1

SOMETHING TO CONSIDER

as a casino worker there are many areas of your job that do not allow you to make decisions 
and think independently. These are the areas that are ruled by policies and procedures and 
that you are required to follow correctly all of the time. Failing to follow the policies and 
procedures can have serious consequences for you as an employee, for your guests, and for 
the property where you work. 

your employer however, relies on your ability to think critically in the parts of your job that 
are not ruled by policies and procedures. For example, taking initiative is positive and shows 
your property that you take pride in and care about your work. however, taking initiative can 
have negative and severe consequences if you fail to think critically about the action you plan 
to take. 

The first rule of critical thinking is: Think critically about what you’re allowed to think critically 
about on the job.
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Critical Thinking Tip Sheet 
Critical thinking takes work and practice. Use these suggestions to become a better 
critical thinker. 

1. Check your assumptions about the situation.
    Ask yourself:
 - What ideas, feelings and opinions are you approaching the situation with, 
    before you know the facts?
 - What effect will these assumptions have on your understanding of the 
    situation and on the way you judge it or the people involved?

2. Consider the facts first, judge later.
    Ask yourself:
 - What information do I need to make a decision about this situation? 
 - Do I know the what, where, when, who, how and why?

3. Separate facts from opinions.
    Ask yourself:
 - What are the facts in this situation? What things can be proven to be true?
 - What opinions are people expressing in this situation? 
 - What information is derived from what people believe to be true instead 
    of what can be proven to be true?

    Ask others questions like these to help you:
 - Can you explain further?
 - Can you give an example?
 - Can you give me more details?
 - Why do you think that?
 - Where did this information come from?

4. Decide between relevant and irrelevant information.
    Ask yourself:
 - What information is actually important and related to this specific situation?
 - What information is getting in the way of your understanding this 
    situation logically?

5. Confirm your understanding of the situation.
    Ask yourself:
 - Is there any information that seems unclear?
 - Are the words that others are using to provide information clear or do they 
    have more than one meaning?
 - Have I asked all the questions I need to?
 - Have I described the situation in my own words, as I understand it?
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Strategies for Making Sense of Information
Here are three strategies that you can use to organize the facts of the situation in 
a way that will help you to understand them clearly. Depending on the situation, 
you might need to use one or a combination of these strategies.

1. Sequencing
Sequencing organizes facts by putting them in the order in which they 
happened.  To sequence facts, ask:

What happened first?  −
What happened next?  −

Sequencing is a helpful strategy for tracing problems back to their 
source or cause. It is also useful when you are dealing with many facts. 
Cage Cashiers and supervisors for example, use sequencing when they 
trace variances between the transaction records and cash-on-hand to 
find where the errors occurred. 

2. Identify Cause and Effect
Cause and effect organizes facts according to their relationship to one 
another.  To identify cause and effect, ask:

Did one thing cause another? −
What was the result? −

A Uniform Technician, for example, is responsible for adhering 
(sticking) barcode labels onto uniforms. The Technician notices that 
the labels consistently fall off of a certain type of fabric that is much 
coarser than the other fabrics. The Technician concludes that the labels 
will not stick because the fabric is too coarse. The Technician mentions 
her observation to her supervisor, who is in charge of choosing and 
purchasing fabric. What kind of cause-and-effect relationships are 
common in your work area?

3. Identify Patterns
A pattern is a consistent and similar occurrence of things like 
characteristics, facts, activities and events. Patterns are observable, 
you just have to watch for them. Cause-and-effect relationships and 
sequences are both examples of patterns.  A warehouse supervisor for 
example, might notice that trucks packed by certain employees can hold 
20% more than the trucks packed by other employees. The supervisor 
may then assign the more efficient packers to the loading dock more 
often than other employees. As a casino worker, what types of patterns 
have you observed in your work area? 
To identify patterns, ask:

What types of information, activities, behaviour and people do I  −
deal with?
Which ones seem to occur or be present frequently? −
Are there similarities or trends that I see between these things? −
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Strategies for Evaluating Your Conclusions
As a critical thinker, you draw conclusions or make judgements based on your 
understanding of the key factors involved in situations. Drawing conclusions is 
different from jumping to conclusions based on assumptions. Before using your 
conclusions as a basis for action, they must be evaluated. You need to be able to 
determine whether the conclusions you’ve drawn are accurate and logical.

Here are three strategies that will help you determine if you have made a 
reasonable conclusion.

1. Forecasting
Forecasting means making predictions about what could happen because 
of your conclusion. In other words, when you forecast, you think about 
all the things your conclusion might cause to happen. 

2. Planning Ahead
Planning ahead means that you consider what actions you will need to 
take based on the conclusion you are drawing. You consider things like 
what you might need to do as a result of your conclusion, what steps are 
required and if there are other people or resources that you might need.

3. Critiquing
Critiquing means thinking about the strengths and weaknesses or the 
pros and cons of your conclusion. Remember, a conclusion is an opinion, 
based on your interpretation of a situation. Before you draw and act on a 
conclusion, you should make sure you can defend it if necessary.

The Situation 
Sesa is a Dealer at the Northern Lights Casino and Resort. This is Sesa’s first 
job as a Dealer and she has been on the job for six months. She successfully 
completed the Dealer-training program required by the casino. She got the 
highest marks in her class. Sesa has always loved card games and just loves her 
job. Although Sesa is only 22 years old, she is ambitious and hopes to one day 
advance to being a Pit Manager. 

(Continue the situation on the next page.)
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It’s Saturday night and the late show on the main stage has just finished. Normally, 
about 10 percent of show-goers stay to play after the show, but tonight it seems 
that closer to 40 percent will stay. The Poker table Sesa is working is full. The 
players seem experienced and the game is exciting. A crowd is gathering around 
the table to watch the action. Sesa is a bit nervous, but feels energized by the 
excitement. She feels she is handling the pressure well and is looking forward 
to the next game. 

Just before Sesa is about to deal the second game, the Pit Boss, Rhonda stops 
the game and pulls Sesa over. “Sesa, I’d like Joe to take over this table,” Rhonda 
says, “and move you to table five, where it’s a bit slower.” Joe smiles at Sesa 
and says, “It’s okay kid, it’s just time to bring the big guns in.”  

The Conclusion
Sesa looks over to table five, where three players are waiting. The players look 
young and too excited to be very experienced. Without a word, Sesa turns away 
from Rhonda and Joe. “I can’t believe Rhonda embarrassed me that way!” Sesa 
fumes to herself, “I’m a good Dealer and it’s not fair that she should assume that 
I can’t handle a table just because I’m young. This is age discrimination!”

Sesa has jumped to and acted on a conclusion in this situation that will likely 
have serious and negative consequences for her. Let’s see how Sesa could have 
used the suggestions on the Critical Thinking Tip Sheet to think more critically 
about the situation before jumping to a conclusion. 

Check my assumptions about this situation.
What ideas, feelings and opinions am I approaching the situation with, before 
I know the facts?

I’m assuming that Rhonda thinks I’m doing a poor job handling the  −
busy table.
I’m feeling a bit nervous about my own ability to handle the situation. −
I’m assuming that the players at table five are inexperienced and that  −
they are less important than the players at my first table. 

What effect will these assumptions have on my understanding of the situation 
and the way I judge it and the people involved?

They make me defensive, causing me to react emotionally and  −
irrationally.
Even though I have very little evidence, they lead me to judge Rhonda  −
as unfair and biased.
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Consider the facts first, judge later.
What information do I need to make a decision about this situation?

I need to know why Rhonda felt it was necessary to reassign me to a  −
different table.
I need to know if there are any policies about table assignments in  −
relation to Dealer experience.

Do I know the what, where, when, who, how and why?
I know the what—I’m being reassigned; the where—to table five; the  −
when—immediately; and the how—Joe will be taking over the table 
I’m currently assigned to.
I do not know the why. −

Separate facts from opinions.
What are the facts in this situation? What things can be proven to be true?

My table is full and the players are experienced. −
I am being reassigned to table five. −
Table five has three players. −
I have six months of experience as a Dealer. −
I am 22 years old. −
I finished with the best marks in my Dealer training.  −
Rhonda is the Pit Manager. −
Joe is a Dealer. I am a Dealer. −
All of this information can be proven. −

What opinions are people expressing in this situation? What information is 
derived from what people believe to be true instead of what can be proven to 
be true?

Joe seems to be expressing the opinion that I’m being reassigned because  −
I lack the experience that he has.
Joe seems to be assuming that I lack the ability to handle the busier  −
table. 
Joe’s opinions at this point are based on what he believes to be true. He  −
does not appear to have facts to prove his view about my abilities or 
Rhonda’s reason for reassigning me.
I believe that Rhonda lacks confidence in my ability, but I cannot prove  −
this.
I feel that I am handling the pressure of my table well, but I don’t have  −
feedback or evidence that proves this to be true. 
I believe the players at table five are inexperienced Poker players and  −
so, working that table is less important. 
I believe that I will not enjoy working at table five. −
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Decide between relevant and irrelevant information.
What information is actually important and related to this specific situation?

Rhonda, the Pit Manager requires me to move to table five. −

What information is getting in the way of your understanding this situation 
logically?

Joe’s comment to me about “the big guns.” −
That I only have six months experience. −
That table five has fewer players and that they appear to be young and  −
non-serious.
That table five is “slower” according to Rhonda. −

Confirm my understanding.
I cannot ask Rhonda why she is re-assigning me right now. She is the Pit  −
Manager and I have to follow her orders. However, I could ask her after 
my shift if she could tell why she moved me and if there is anything I 
can do to improve my skills for situations like this in the future.
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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. 

1.1 Help Sesa, the Dealer, evaluate her conclusion about why she was 
reassigned to table five. Choose one of the three strategies: forecasting, 
planning ahead or critiquing to evaluate Sesa’s conclusion that Rhonda 
is discriminating against her because of her age. Based on your 
evaluation, do you think Sesa’s conclusion is reasonable?
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Compare your answer for the Let Me Try activity below. If you did not 
get the correct answer, review the material and try the activity again.

1.1 Sesa’s conclusion: Rhonda is discriminating against me because I am 
young.

If you chose to evaluate Sesa’s conclusion using the Forecasting 
method, here are a few possible situations that could result from 
Sesa’s conclusion:

Sesa could make a complaint against Rhonda for age  −
discrimination, causing an investigation. 
Sesa might get upset enough to quit. −
Sesa might continue to work and not say anything about her  −
concern.
Sesa’s attitude toward her job might change negatively. −
Sesa may resent Rhonda and maybe Joe, which could affect her  −
relationship with them.

If you chose to evaluate Sesa’s conclusion using the Planning Ahead 
method, here are a few of the actions that Sesa might have to take 
based on her conclusion. Did you have similar actions on your list?

If Sesa believes that her conclusion about discrimination is 
justifiable, then she would probably need to make a formal complaint 
about discrimination. Making a formal complaint might require her 
to:

Record all of the facts of the situation −
Find out if there is a procedure for making a complaint about  −
discrimination
Contact either the human resource department or her manager to  −
find out what to do next
Be involved in the resulting investigation −
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If you chose to evaluate Sesa’s conclusion using the Critiquing 
method, here are some of the weaknesses and strengths of her 
conclusion. Did you have similar points?

Weaknesses of Sesa’s conclusion:

Sesa’s conclusion seems to be based on her assumptions and  −
feelings instead of on facts.
Sesa fails to ask questions or consider other reasons for her  −
reassignment (such as a policy about the rotation of Dealers, how 
long she has been on the floor already, if there is the possibility 
that the table requires a more experienced Dealer, or if she has 
made an error of which she is unaware.)
Sesa’s feeling about the situation seems to have also been  −
influenced by Joe’s comment, which was not a fact.
Sesa has jumped to her conclusion instead of reasoning it out. −
Sesa does not consider that her lack of experience, rather than her  −
age might be the reason for the reassignment.

Strengths of Sesa’s conclusion:

Joe’s comment, although an opinion, does suggest that her age is  −
a factor.
Rhonda’s description of table five as the “slower” table may  −
suggest that her decision is related to Sesa’s experience level.
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Teaching Tips
Teaching Tip 1
Encourage employees to ask “why” when learning about policies and 
procedures. Helping employees understand the purpose behind casino policies 
and procedures and why they are so important is a great way to nourish critical 
thinking skills.

Teaching Tip 2
Issue-based board games like Scruples are a great tool for introducing critical 
thinking and decision making. See if you can find a game like this to warm up 
your trainees’ thinking skills. Try posing a few questions for the group to debate 
at the start of your session and guide them through the thinking process. 

One caution though—review the questions and issues before your session and 
pre-select safe topics to avoid awkward and potentially damaging debates. 
Consider a fun or neutral scenario such as:

Decide whether traffic lights should be placed at a particular 1. 
intersection that everyone knows. 
Decide if daylight-savings time should be eliminated.2. 
Decide if the school summer holiday should be made longer, 3. 
shorter or stay the same.
Decide what schedule works best for the work week given specific 4. 
conditions you give the group such as: The “X” event is coming 
up and the casino is expecting to host around 2000 guests. You 
have been asked what the best way to schedule the shifts during 
this time will be. For example, is it better to schedule 5 people for 
8 hr shifts or 4 people for 10 hr shift during this event?”

Be sure to use relevant and realistic workplace scenarios such as those presented 
in the Job Family sections when you have moved the group into the body of the 
lesson.



Decision making occurs every time a choice needs to be made. At a 
gaming property, almost all major decisions are determined by the 
property’s policies and procedures or by the supervisors and manager. 

However, each of us encounters choices throughout our day that rely on our 
ability to make well-informed and reasonable decisions. For example, when 
you:

Pass by a piece of litter on the floor, you decide whether or not you will  −
pick it up
Find money in the washroom, you decide whether to obey the policy or  −
to disobey it and risk getting reprimanded
See a distraught guest, you decide if you will offer help or not −
Notice a co-worker has done something well, you decide if you will  −
congratulate him or her on a job well done or say nothing

As a casino worker, you will learn what decisions you are qualified—and 
required—to make according to your position. Once you know your decision-
making boundaries, you can gain the respect and confidence of your co-workers 
and supervisors by making well-informed decisions and demonstrating good 
judgement.

In this section, you will learn how to:
Consider situations and choices thoroughly before making decisions −
Make decisions based on good judgement −

Making Decisions2 of 14

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

Introduction



Consider Situations and Choices 
Thoroughly Before Making Decisions 

When presented with a situation that requires you to make a decision, you need 
to be sure you understand the situation thoroughly. As a critical thinker, you 
have learned to think before you act. This includes making decisions. As an 
employee, your property expects you to respond logically and professionally 
when faced with choices—in other words, it also expects you to think before 
you act.

Review the two-step process, Think First, Act Later: Your Way to Better 
Decisions, found on the following page. Use it to think critically in the about 
decision-making situations you encounter.

Skill 1: 

1
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Think First, Act Later: Your Way to Better Decisions 
Step 1: Always be sure to first determine whether the decision is yours to make.
 Ask yourself . . .  

1. Is there a policy or procedure 
    that tells me what choice to make? 

If Yes.   
   Follow the 
   policy 
   and/or 
   procedure.

If No.    Ask yourself questions 2, 3 and 4.

2. Am I allowed to make this decision?
3. Am I responsible for making this decision?
4. Am I capable of making this decision?

If you answer No to any of these 
questions: 
Find the next person in the chain 
of command that can make the 
decision.

If you answer Yes to all of these 
questions: 
Analyse the situation and choices 
and make the decision. 

See Step 2.

Step 2: If the decision is yours to make, then consider the situation and your 
 choices before making it. 
 Ask yourself . . .  

1. What do my supervisor and property expect me to do? What regulations, 
    legislation or legal requirements do I have to comply with?
2. What are my choices? What are the pros and cons of each one?
3. Whose needs must I consider—people?, the department?, the property?—in 
    terms of safety, gaming integrity, privacy legislation, regulatory compliance 
    and customer service? Who takes priority in this situation?
4. What are the consequences if I make the wrong or a poor decision?
5. If something goes wrong, will my decision be reversible? If so, will this be 
    easy or hard to do?
6. Do I have enough information to make the decision? Do I have the most 
    important information to make the decision?
7. Have I, or has the department, made similar decision in the past that I can 
    apply to this one? 
8. How much of this decision depends on my own judgement about the situation?



Some situations—especially complex, sensitive or uncommon situations—
require you to make difficult choices. For example, some situations may force 
you to weigh the needs of the property against the needs of people, or to choose 
between following one policy over another. Decisions can be hard to make and 
can have serious and permanent consequences. Be sure that you understand 
which decisions you are authorized to make and think carefully about the 
situation and your choices before making them.

Tamara, a server in the Big City Rollers lounge, picks up her tray, washcloth and 
cleaner at the start of her shift. She notices that there is no label on her bottle, but 
continues with her work. A few minutes later, her manager notices her cleaning 
a table and asks her what she is using. “Table cleaner” is her rely. Tamara is 
reprimanded for not following workplace health and safety procedures.

Whether Tamara realized it or not, she made a choice to act in an unsafe way. 
Her decision drew negative attention from her boss, caused the property to be 
in violation of a workplace health and safety regulation, and could have caused 
harm to her and to the guests. 

Let’s see how Tamara could have made a better decision.

(Continue the scenario on the next page.)

SOMETHING TO CONSIDER

Many things influence the types of decisions you are allowed, and are expected, to 
make on the job. Your property’s policies and procedures almost always take priority 
over anything else. When there are no policies or procedures to guide you, then make 
sure you check with your supervisor or the human resources department. Factors 
like workplace culture and values, availability of staff and job descriptions can also 
influence how much and what type of decision-making authority and responsibility 
you have in your job.

2
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Step 1: Always determine if the decision yours to make first. 
 Tamara asks herself . . . 

1. Is there a policy or procedure that tells me what choice to make? 

If Yes. She follows 
 the policy 
 and/or 
 procedure.

If No. She asks herself 
 questions 2, 3 and 4.

2. Am I allowed to make this decision?
3. Am I responsible for making this decision?
4. Am I capable of making this decision?

If she answers Yes  to all of these questions:  
     She thinks about the situation and the choices and makes the decision.

Step 2: If the decision is yours to make, then consider the situation and your 
 choices before making it. 

1. What do my supervisor and the property 
    expect me to do? What regulations, 
    legislation or legal requirements do I have 
    to comply with?

2. What are my choices? What are the pros 
    and cons of each one?

3. Whose needs must I consider—people?, 
    the department?, the property’s?—in terms 
    of safety, gaming integrity, privacy legislation, 
    regulatory compliance and customer 
    service? Who takes priority in this situation?

4. What are the consequences if I make the 
    wrong or poor decision?

5. If something goes wrong, will my decision 
    be reversible? If so, will this be easy or hard 
    to do?

6. Do I have enough information to make the
   decision? Do I have the most important 
   information to make the decision?

7. Have I, or has the department, made a 
    similar decision in the past that I can apply 
    to this one? 

8. How much of this decision depends on my 
    own judgement about the situation?

She answers . . .  
They expect me to notice and do something about unsafe 
situations, like report them.

A.  Do nothing. I’m sure this is the same cleaner I always use.
B.  Take the bottle to my supervisor and tell them the bottle is 
      not labelled with a Material Safety Data Sheet (MSDS) like 
      it is supposed to be. Ask for labelled cleaner.
C.  Throw out the bottle and get a new bottle of cleaner.

I need to consider my safety, the safety of my seated guests 
and the safety of my co-workers cleaning the tables. I need to 
consider the property because the regulations say that every 
chemical must have an MSDS. 
People’s safety must come first. 

People could get hurt—myself included. The property could be 
fined for failing to provide an MSDS for the cleaner.

No. If some one gets hurt or the property gets fined, I won’t be 
able to take back my decision.

Yes. I know that all chemicals must have an MSDS and this 
bottle does not. 

Yes. The labels are always falling off these bottles because 
they get wet. 

A lot. 

Tamara asks herself . . . 



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. 

Think through the following situation, consider your options and then decide 
what you will do using the steps in the Think First, Act Later: Your Way to 
Better Decisions process.

1.1 You are crossing the floor when a guest stops you to ask if you can 
make change for a $20.00 bill. 

What will you decide to do? Explain your decision-making process.

1.2 You are the supervisor for the Beverage Servers in the casino lounge. 
One of your servers, Juan, tells you his favourite band will be playing 
there next week. He’s scheduled to work that night but would like the 
night off to come see the show. 

What will you decide to do? Explain your decision-making process.

7 of 14Making Decisions



Use Good Judgement to Make Sound 
Decisions

Once you understand a situation and your choices, you need to decide what 
to do. Remember, when you make a decision, you take responsibility for your 
decision, the situation and potentially, the outcome. Good decisions rely on 
relevant and objective information and on good judgement. 

Good judgement means that you can form an opinion or draw a conclusion 
objectively and fairly about a situation and thus, act appropriately. Your property 
relies on you to use good judgement when you are at work, just as your family 
and friends do in your personal life. Using good judgement at work helps you 
to ensure that your decisions, actions and behaviour keep people safe, keep the 
property profitable, keep the guests satisfied and keep you employed. 

Skill 2: 

SOMETHING TO CONSIDER

We are all constantly making decisions—about what we do, what we say, what we 
think and how we behave. The decisions we make give others important information 
about ourselves and allow them to form opinions about us. Your property expects you, 
as an employee, to act, behave and make decisions that will project the image and 
values it has defined. Remember, your actions at work affect the opinions your guests 
and your co-workers have of you AND your property.

Good judgement is sometimes called “common sense.” Unfortunately, “common 
sense” isn’t always common to everyone. If you have not been in a similar situation 
before or are unfamiliar with the unwritten or hidden rules in your workplace, you may 
not know how to act or judge situations as others in the group do. If you are new to 
your property or department, observe how your supervisors and well-respected co-
workers seem to make decisions similar to those you are authorized to make on the 
job.
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Good Judgement Checklist  ►

 When making decisions, consider these questions to see if you are 
using good judgement:

Am I responding objectively or am I reacting emotionally? �
Have I consulted/followed the policies and procedure, or other  �
essential rules I am required to?
Have I considered the chain of command and whether I need to  �
involve someone else?
Have I collected all available important information?  �
Have I carefully considered my options and the pros and cons— �
and especially the consequences—of each?
Are my decision and conduct consistent with the property’s  �
values, mission and standards of conduct?
Do my decision and conduct tell others I am trustworthy,  �
respectful, considerate and fair-minded?
Do my decision and conduct tell guests I am a professional  �
committed to excellent service?
Have I considered my intuition? �

Your judgement will also tell you when you should take more time and 
care to make a decision.

Henry is a Cage Cashier at a casino in Elbow, Ontario, a small community north 
of Dryden.  Henry does his grocery shopping at the local co-op every Thursday, 
his day off. This Thursday, Jake, one of the store clerks seems to be waiting for 
him.  

“Hey, Henry,” Jake says and pulls him aside, “I’ve seen Glenda at the casino 
a lot. Last week her credit card was declined when she tried to pay for her 
groceries. I’m thinking she has a gambling problem. What do you think? Has 
she been losing a lot on the slot machines?”

Henry is in an uncomfortable situation. Henry pauses and carefully considers 
the situation before he responds.

(Continue the scenario on the next page.)
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Henry’s thinking process may seem long, but it does enable him to uncover 
some important considerations. Sometimes we have to make decisions quickly, 
so we need to learn how to sort out the most important information from the 
less important information. Identifying required policies and procedures, 
understanding the consequences of your actions and the seriousness of the 
situation are good places to start.
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“ . . . Hey Jake, you’re really putting me on the spot. I won’t 
talk about Glenda’s business just like I wouldn’t talk about your 
business or anyone else’s . . . ”

I want to tell Jake I’m worried about her too. 
 She’s in the casino every day and seems to be losing 

 more than she has. I even saw her crying the other day. No, 
 wait I can’t say that, it’s an emotional reaction that could make a lot of 

trouble for Glenda and me. (Henry thinks about who his actions 
 will affect and considers an option.) I’d better think this through a bit more 

logically.  (Henry chooses to respond logically.)

I’m pretty sure the casino has a privacy policy that says we can’t talk about 
guests even when were not at work. (Henry identifies a policy he has to 

follow.) I’m not sure of the exact policy, but I don’t want to get in trouble, or get the 
casino sued, trying to find out (Henry considers the consequences of breaking the 
policy even if he doesn’t mean to.) Plus, as a professional and as a friend, I need to

 respect Glenda’s privacy, even if I am worried about her.  (Henry wants to act according 
to the property’s values and his own.) I don’t want to get a reputation as a gossip 
 either. (Henry values his reputation as a trustworthy, considerate person.)

It is my duty to offer responsible gaming support to guests I suspect of having 
a gambling problem (Henry recognizes his professional responsibility), but this 

isn’t Jake’s business. (Henry prioritizes Glenda’s needs over Jake’s.) 
 The next time I see Glenda at the casino, I’ll mention our responsible 

 gaming support to her. (Henry makes a decision about 
the real problem.) In the meantime . . . 



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 Your brother-in-law works for a local radio station and wants to do a 
story about gambling and senior citizens. Over dinner, he asks you for 
your opinion about gambling addictions and the effect they have on 
seniors. 

How do you respond to him? Explain why you believe this is a well-
reasoned response based on good judgement. 
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2.2 A guest sits down at a Blackjack table. She is wearing sunglasses. 
Casino policy prohibits guests from wearing sunglasses while playing 
at the tables. As the Inspector in the pit area, you approach the guest 
and ask her to remove her sunglasses. The guest refuses, explaining 
that she wears the glasses because of an extreme sensitivity to light. 
You have requested clarification from the Pit Manager, but the guest 
is pressing you to let her play. You are uncomfortable over-riding the 
policy without your Pit Manager’s direction, even though the guest’s 
explanation seems reasonable. You have kept the guest waiting for 
five minutes now. 

What do you do? Why?
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Use the checklist below to assess your decision making process in 
general. Then, review your answers against each of the special 
considerations provided following the checklist. Did your answers take 

these considerations into account?

Decision-Making Checklist
First, I determined whether the decision was mine to make 
or whether there was a policy, procedure or someone above 
me in the chain of command that should make the decision 
instead. 
If there was policy, procedure or someone else who needed 
to make the decision, I consulted them.

For decisions that were mine to make, I:  ►
Considered the situation carefully, including the expectations 
and requirements that my decision must meet
Considered the needs of others in the situation
Identified my choices and considered the pros and cons  
of each, carefully
Considered the consequences of making a poor decision, 
and whether a poor decision could be reversed
Asked myself if I had all of, and the most important, 
information I needed to make an informed decision
Considered how similar situations were handled in   
the past
Considered how much of this decision depended on my  
own judgement

When making my decision, I: ►
Tried to respond objectively
Tried to make sure my decision was respectful   
and considerate of others, fair-minded and professional
Considered my intuition
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1.1 Most casinos have a policy requiring guests to get change at the Bank 
and forbid employees from making change for guests on the floor. You 
should explain this to the guest.

1.2 Assuming this decision is yours to make, you consider factors such 
as:

The procedure for requesting shift changes or time off −
Juan’s performance −
How often Juan makes these types of requests −
Whether you have a replacement for Juan on this night −
Whether you can spare Juan on the shift −

2.1 Your brother-in-law is putting you in a difficult situation. 

Did you recognize that you have a decision to make? −

Your first step towards using good judgement and making a sound 
decision is to recognize that you need to think very carefully about how 
you respond because your response can have serious consequences. 

Your brother-in-law seems to be indirectly asking you to speak on behalf 
of your employer. In this situation, you need to ask yourself whether 
you have the authority to do so. Unless you are the Communications 
or Legal representative for the casino, you probably do not have the 
authority to speak on behalf of the casino. 

2.2 In this case, most house policies would require that the player not be 
allowed to play until the Pit Manager makes a ruling.
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Teaching Tips
Teaching Tip 1
When training on problem-solving skills, focus on the problem-solving process 
your trainees are using instead of on the “correctness” of their solutions. The 
goal is to help trainees develop a logical problem-solving and critical-thinking 
process, not to find the right answer to the practice scenarios. In problem solving 
there is rarely a single “right answer.” 

Teaching Tip 2
There are several different problem-solving techniques you can use. Here are 
four examples of different problem-solving techniques1:

PROACT, which stands for PRoblem, Objectives, Alternatives, 1. 
Consequences and Tradeoffs
Creative Technique, for problems that use group work and a lot 2. 
of brainstorming
Collaboration Technique, for sensitive issues that need the 3. 
collaboration of many people and their different perspectives to 
reach an effective solution
PDCA, which stands for Plan, Do, Check, Act and focuses on 4. 
trying to improve processes in order to avoid problems early

1The original source of information about the PROACT and these other problem-
solving techniques is “Problem SOLVED! A Guide for Employees and Learners” 
published by Human Resources and Skills Development Canada, 2009.

1

2
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Introduction

Problems come up at home and at work all the time. Like critical thinking 
and decision making, problem solving is a life skill that can help us be 
better employees. As a casino worker you need to understand clearly the 

authority, responsibility and ability you have to exercise these skills. Gaming 
properties must comply with many regulations and laws so its employees 
must always follow the policies and procedures the property has implemented. 
Policies and procedures are a property’s way of protecting its assets, its people 
and its guests.   

In this section, you will learn how to:
Identify problems accurately −
Choose appropriate courses of action for problems you encounter on  −
the job
Choose and implement solutions  −

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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Identify Problems Accurately

Effective problem-solvers are good at recognizing problems quickly—
sometimes, even before they occur. Are you able to recognize problems early 
enough to deal with them effectively? Effective problem-solvers also try to 
understand problems and figure out what needs to happen to find the right course 
of action.  When faced with a problem, do you take time to understand what the 
problem is really about? When you go to your supervisor with a problem, are 
you able to describe it clearly?

Before a problem can be solved well, you need to be able to identify the problem 
accurately and understand the who, what, where, why and how involved. Once 
you can do this, you are ready to describe the problem to the right people to 
solve the problem. If you are the right person, then this information will help 
you to find the best solution.  

What is a problem?
A problem is a situation or difficulty that needs to be resolved or improved. You 
can recognize when a problem is occurring when:

What is and what should be are different (e.g. a cash float doesn’t  −
balance)
Something is stopping or hindering you from completing a task or  −
achieving a goal (e.g. a coin-counting machine doesn’t work)
Something happens that needs to be solved or improved (e.g. a guest has  −
lost a wallet)

Puzzles, questions, difficulties, setbacks or glitches are all examples of problems. 
Problems can be positive, neutral or negative. 

Routine and Non-Routine Problems
Sometimes it is helpful to classify problems as routine and non-routine. Routine 
problems are problems you can solve automatically by following the common 
policies and procedures of your job. Routine problems are usually easy to 
recognize, straightforward and common. 

Skill 1: 
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Non-routine problems typically are not solved automatically because they can 
be harder to recognize and understand than routine problems. Solving non-
routine problems sometimes requires their problem solvers to prioritize needs, 
interpret policies and procedures, consider many options and possibly combine 
more than one option to create the best solution. 

Understanding the Problem
Have you ever felt there was a problem, but couldn’t quite say what that problem 
was? Sometimes, naming a problem accurately is difficult to do. This is where 
you engage your critical thinking skills. Start by:

1. Recognizing that there is a problem that needs to be solved

2. Identifying the factors that are involved in the problem such as facts, 
opinions, events and people

3. Describing the problem as clearly and objectively as possible using 
the most important information.

What’s the Problem?
The following are a few examples of situations that represent routine and non-
routine problems. Notice that each problem is described factually and briefly 
based on the most important factors. 

Are there policies or procedures that will solve this problem?
Who does this problem affect?
How is not getting an interview affecting the employee? Others?
Why has the employee been unsuccessful at getting an 
interview?
What other information does the employee need in order to 
resolve this problem?
How serious is this problem?

Situation 1:

Situation 4:

Situation 3:

Situation 2:

Routine Problem:

Routine Problem:

Automatic solution:

Automatic solution:

Non-Routine Problem:

Non-Routine Problem:

Factors to Consider:

Factors to Consider:

A gaming guest wants change for a $50.00 bill.

The money could be counterfeit.

The gaming attendant automatically follows the correct 
procedures to inspect the bill, make sure it is valid and 
then provide the requested denominations and return the 
float to the apron.

A guest spills a drink on the floor.

Someone could slip and fall because of the spill.

The housekeeper mops up the spill and follows safety 
procedures by placing a wet floor sign on the spot.

An Audit employee feels he would make a great supervisor. 
He has applied for two positions, but has not gotten an 
interview.  He wants to know what to do next.

The employee does not know why he has not received 
an interview.

The casino player tracking-system is down, preventing customer 
play from being tracked.  A high roller complains to the Host that 
she is “missing valuable points.”

Problem 1: The casino player tracking-system is down.
Problem 2: A guest is unhappy.
Are there policies or procedures that will solve this problem?
Who does this problem affect?
How is the player tracking-system being down actually affecting 
the guest?
How does the guest perceive the effect that the player tracking-
system being down has on her?
How does the player tracking-system being down affect the 
casino?
Why is the system down?
What other information does the Host need to solve this problem?
How serious is this problem?



5 of 24Solving ProblemS

Are there policies or procedures that will solve this problem?
Who does this problem affect?
How is not getting an interview affecting the employee? Others?
Why has the employee been unsuccessful at getting an 
interview?
What other information does the employee need in order to 
resolve this problem?
How serious is this problem?

Situation 1:

Situation 4:

Situation 3:

Situation 2:

Routine Problem:

Routine Problem:

Automatic solution:

Automatic solution:

Non-Routine Problem:

Non-Routine Problem:

Factors to Consider:

Factors to Consider:

A gaming guest wants change for a $50.00 bill.

The money could be counterfeit.

The gaming attendant automatically follows the correct 
procedures to inspect the bill, make sure it is valid and 
then provide the requested denominations and return the 
float to the apron.

A guest spills a drink on the floor.

Someone could slip and fall because of the spill.

The housekeeper mops up the spill and follows safety 
procedures by placing a wet floor sign on the spot.

An Audit employee feels he would make a great supervisor. 
He has applied for two positions, but has not gotten an 
interview.  He wants to know what to do next.

The employee does not know why he has not received 
an interview.

The casino player tracking-system is down, preventing customer 
play from being tracked.  A high roller complains to the Host that 
she is “missing valuable points.”

Problem 1: The casino player tracking-system is down.
Problem 2: A guest is unhappy.
Are there policies or procedures that will solve this problem?
Who does this problem affect?
How is the player tracking-system being down actually affecting 
the guest?
How does the guest perceive the effect that the player tracking-
system being down has on her?
How does the player tracking-system being down affect the 
casino?
Why is the system down?
What other information does the Host need to solve this problem?
How serious is this problem?
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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. 

1.1 David, a Housekeeping Attendant, finds a $20.00 bill while vacuuming 
under the Roulette table.

What is the problem in this situation? 

Is this a routine or non-routine problem? 

What are the key factors involved in this problem? 

1.2 You’ve just started your shift. The end-of-shift report your supervisor 
has left you is not detailed enough for you to do your job thoroughly. 
You need to approach your supervisor about it before he leaves. 

What is the problem in this situation? 

(Continue the question on the next page.)
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Is this a routine or non-routine problem? 

What are the key factors involved in this problem? 

Choose Appropriate Courses of Action

A course of action refers to the actions you choose to carry out based on some 
sort of situation or condition that prompts you to act. In other words, a course of 
action is what you choose to do in response to a problem. The course of action 
you choose in response to any and every problem you encounter on the job must 
be determined by five factors:

1. The policies and procedures that determine what actions are required 
in the situation you face

2. The responsibility you have according to your position

3. The level of authority you have according to your position

4. The values and mission of your gaming property

5. Your own sense of integrity and values

In situations where these factors seem to conflict, you should choose your course 
of action according to the applicable policies and procedures.

Skill 2: 
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Potential Courses of Action
When faced with a problem, you typically have four potential courses of 
action:

1. Consult and apply the relevant policy and procedure

2. Refer the problem to someone who is responsible for and has the 
authority to deal with the problem

3. Solve the problem

4. Do nothing

Deciding Which Course of Action to Choose 
When choosing an appropriate course of action, always ask yourself FIRST 
if there is a policy and/or procedure you should be following in the situation. 
If there is no policy or procedure to tell you what to do in the situation, then 
choose a course of action according to:

First, the authority you have −
Second, the job responsibility you have −
Third, your ability to actually solve the problem yourself −

Remember, even if you say yes to all three of these questions, you can still ask 
for advice. If you are not sure what to do, ask a more experienced co-worker 
or your supervisor for advice. A word of caution—be sure to ask advice from 
someone who also has the authority, responsibility and ability to solve your 
problem. 

SOMETHING TO CONSIDER

remember: doing nothing in response to a problem is a CHoiCe. before you choose 
“do nothing” as your course of action, be sure you thoroughly consider the implications 
of doing nothing. Doing nothing in response to a guest who is rude to you may be the 
best course of action to avoid a conflict. However, doing nothing in response to a 
problem that requires you to follow a specific procedure might get you reprimanded, 
result in injury or have severe consequences for the property. 

only choose not to act in response to a problem if doing so is the best course of 
action. Avoid choosing to do nothing just because you don’t want or can’t be bothered 
to do anything at all.

1
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Figure 1: Decision Tree for Choosing a Course of Action

Some problems require a combination of responses. For example, you might 
need to take immediate action and refer the problem to an appropriate person 
or department.

Is there a policy or procedure?

If No, ask yourself: 
Do I have the authority to act?
Do I have the responsibility to act?
Do I have the skills and knowledge to act?

If Yes: Follow 
the policy or 
procedure.

If No to any of these questions,
refer the problem to 
someone who does have the
authority, responsibility or 
skills and knowledge to act.

If Yes to all 
then solve the 
problem or if 
appropiate, do 
nothing.

SOMETHING TO CONSIDER

regardless of the course of action you take, always be sure to follow up on the outcome 
of the situation. If the problem involves a guest, following up with that guest to find out 
if his or her problem was solved shows that you care about your guests and is a great 
way to “go the extra mile” with your customer service.  Following up on problems with 
your supervisor or co-workers tells them that you are a responsible employee who is 
concerned about doing a good job. Following up also provides an opportunity for you 
to discuss the situation and learn ways to deal with similar situations more effectively 
in the future. 
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Here are two examples of employees who have used the decision tree to choose 
appropriate courses of action in the various situations or problems they encounter 
on the job. Can you follow their logic?

1. José finds a wallet underneath a stool at a Bingo terminal. He picks it 
up and considers his options:

a) Follow the policy for finding items on the property and grounds. 
(Follow the relevant policies and procedures.)

b) Tell his supervisor about the wallet and where to find it. (Refer 
the problem to someone else.)

c) Take the wallet to the Lost and Found. (Solve the problem.)

d) Leave the wallet there in case the owner returns to the machine 
to look for it. (Do nothing.)

Remembering the decision tree, José realizes quickly that he must 
choose his first option, follow the policy about finding items on the 
property and grounds because he knows that his property has a very 
specific and strict policy about finding items, particularly money. 

If his property did not have a policy, he would have chosen the third 
option, take the wallet to the Lost and Found. Without a policy, José 
knows that he has the authority, responsibility and ability to solve 
this problem immediately. In this situation, José would actually be 
combining two possible courses of action: one, solve the problem, 
and two, refer the problem to the appropriate department. 

Had José been a less ethical person, he might have chosen to keep 
the wallet. Keeping the wallet however, would be considered theft by 
the property and would likely result in José being reprimanded.
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2.  Amelia is cleaning the décor in the Paradise Lounge, which has things 
like statues of birds and other animals, artificial plants and even a 
waterfall. She accidentally snaps the beak off one of the bird statues 
while she is dusting it. Amelia considers her options:

a) Follow the property’s procedure for breaking items that belong 
to the property. (Follow the relevant policy or procedure.)

b) Tell the maintenance department about it so they can fix it. (Refer 
the problem.)

c) Use some of the duct tape in her supplies to reattach the beak. 
(Solve the problem.)

d) Leave the beak in the bushes where it fell. (Do nothing.)

Amelia is worried that she will be reprimanded for damaging the 
statue, but realizes that saying and doing nothing might get her into 
even more serious trouble. She works through her other options by 
considering these questions:

a) Is there a policy or procedure about accidentally breaking or 
damaging something while doing the job? There’s not really 
an official policy or procedure, but employees are expected to 
report accidents like this. 

b) Do I have the responsibility, authority and ability to fix this 
problem? I have the responsibility to fix this problem, but I don’t 
have the authority or the ability to do so. 

Based on her answers, Amelia decides that her course of action 
needs to include two things: One, she needs to refer the problem to 
the maintenance department so they can fix the statue as soon as 
possible. She takes pride in making sure the property looks great, and 
the broken statue looks bad. Two, she needs to report the accident to 
her supervisor Rebecca who should know about any problems that 
happen during a shift. 
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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 
answer.

2.1 Imagine that you are walking back from your break when you notice 
a door stop on the floor, off to the side of the aisle. Last week a 
construction crew was working here creating another hallway that 
connects the hallway you are in to the slots area. They must have 
forgotten to remove the doorstop when they sealed over the door that 
was originally there.

Assume that this situation has occurred in the casino where you 
currently work and that your job is the one you have in real life. 
Determine what course of action you will take. Use the decision tree. 
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Choose and Implement Effective 
Solutions 

Sometimes you may find yourself in a situation that requires you to solve a 
problem. If you have no policy or procedure to follow and you actually have 
the responsibility, authority, skills and knowledge to solve the problem, it may 
be up to you or your group to find the best solution. There are often many ways 
to solve any given problem. The trick is finding the most effective solution to 
your particular problem.  

Remember, a problem can be:
a question that needs to be answered −
a situation or process that needs to be improved or that requires a  −
solution
an issue that requires further consideration or a decision to be made −

Therefore, a “solution” might be anything from an answer to a guest’s question 
or an idea about a better way to do a job task, to a decision that has to be made 
or a way to work around a difficult situation. 

The PROACT Technique
Problem-solving is a process that you can follow at work and at home. It is 
also a skill. With practice, you will learn to follow the steps and improve your 
problem-solving skills. Here is one method that you can use: the PROACT 
technique. It is easy and quick to use in a wide range of problems either by 
yourself or with others. 

Skill 3: 

2
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The PROACT technique involves five basic steps:
1. Define your problem and examine the factors involved therein.

2. Determine what your objective is—in other words, why do you need 
to solve the problem and what do you need to accomplish?

3. Identify options or alternative solutions instead of choosing and acting 
on the first solution you think of.

4. Consider the consequences of each possible solution.

5. Consider the tradeoffs each alternative requires—in other words, what 
are you going to have to give up if you go with one alternative over 
another?

The following table offers questions you can ask if you are having trouble with 
any of the PROACT steps. You can pose the questions to yourself or to anyone 
else who might be helping you solve the problem.

SOMETHING TO CONSIDER

Think first. Act second.
now, you may be thinking: “This will take too long. i have to think on my feet, i can’t go 
through all of these questions every time a guest stops me to ask a question!” it’s true, 
you don’t need to go through these steps for every question you are asked. but, even 
asking yourself a few of these key questions when you’re confronted with a problem 
can help you make better decisions and find better solutions. 

Would you agree that it’s a good idea to take a moment to make sure you understand 
the problem, or that you understand the positive and negative consequences of your 
solution, before you act?  look at the questions again and think about how many of 
them you automatically ask yourself when faced with a choice or a problem. 

Working through the ProACT technique can take as little as a few seconds, but can 
help you avoid the potentially serious consequences of making a poor choice.
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Be a PROACT-ive Problem-Solver

PR

C

A

O

T

Problem

Objectives

Alternatives

Consequences

Tradeoffs

1.   Define your problem and the factors involved.  
 Consider questions like these if you’re having trouble with this step:
    - How do you know you are facing a “problem”? What signals 
       are telling you there is a problem?
    - What is the root cause of the real problem?
    - How serious is the problem?
    - Who is involved and who will be affected?
    - How much is the problem costing you and your property 
       (financially, emotionally, etc.)?
    - Why is solving the problem important?
    - What information do you need to solve the problem?

2.   Determine your objectives.
Consider questions like these if you’re having trouble with this step:
    - What are you trying to achieve by solving the problem? 
    - How will you know if the problem is solved?

3.   Identify at least three alternatives or possible 
      solutions to the problem.
Consider questions like these if you’re having trouble with this step:
    What can you do to address the problem? For example, can you:
     - answer the question yourself because you have the correct 
       information, or find a person who can get you the correct 
       answer?
     - think of different or better ways to do the activity or task that 
       needs to be improved?
     - reconsider your own perspective or feelings on the issue or 
       situation and see it from another point of view?
     - think of ways to work around the problem?

4.   Identify the potential positive and negative 
      consequences of each alternative. 
Consider questions like these if you’re having trouble with this step:
    - How will the people involved, including the gaming property 
      benefit from this alternative?
    - How might the people involved and/or property suffer or 
      experience negative effects because of this alternative? 
    - How does this alternative help me achieve the objective?

5.   Identify the tradeoffs, or things you or the 
      property will have to give up, if you go with one 
      alternative over another.
Consider questions like these if you’re having trouble with this step:
    - What things does the property need to get out of this 
      situation? Which ones are the most important or critical?
    - How will the property benefit from this alternative?
    - What will the property have to give up by going with this 
      alternative?
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Putting Your Solution Into Practice
PROACT can help you identify the best, or at minimum, the least bad solution 
to a problem, but there are three more steps to completing the problem-solving 
process:

1. Choose your solution.

2. Determine the steps you need to follow to put the solution in place. 

3. Follow up to see if the problem has been solved. 

Depending on the situation and your position, you might also need to evaluate 
the results of the situation and identify any next steps or future actions that need 
to happen.

Johanna, a housekeeper is cleaning one of the men’s washrooms in the lounge 
area. She has followed the property’s policy to always post the “Washroom 
Closed for Cleaning” sign on the door, but a male guest enters anyway. 

(Continue the scenario on the next page.)
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Johanna politely tells the guest that the washroom is closed. The guest says, 
“Too bad, I can’t wait,” and proceeds to the urinal. In a split second Johanna 
runs through PROACT to consider her options.

Johanna chose to excuse herself and wait until the guest is finished. This option 
clearly meets all of her objectives and has the fewest negative consequences 
and tradeoffs.

Get out of my way, I gotta go!

PR

C

A

O

T

Problem

Objectives

Alternatives

Consequences

Tradeoffs

- I’m a female employee in an isolated area with a male guest.
- The guest obviously really needs to use the washroom.
- It’s inappropriate for me to be in the washroom while a 
  guest of the opposite sex is using it.

- Respect the guest’s privacy and apparent urgent need.
- Avoid both an inappropriate and potentially dangerous 
  situation.
- Finish my job and meet the cleaning standards.

I could:
 - continue with my work since I told him the washroom is 
   closed
 - stop my work and move on to another washroom to clean
 - excuse myself and wait outside until he is done

- Continuing my work could make him and will make me 
  uncomfortable, may get me in trouble with my boss or worse, 
  could put me in an unsafe position.
- Moving on to clean something else will put me behind in 
  my schedule and maybe get me in trouble for not finishing 
  this job.
- Waiting outside until he is done will likely only delay my clean 
   for a few minutes.

  - If I continue working, I risk my safety and fail to respect the 
    guest’s privacy, but I stay on schedule.
  - Moving on means doing a  poor job and possibly getting 
    reprimanded, but keeps me safe and the guest 
    embarrassment-free.
  - Waiting outside means I give up a few minutes, but allows 
    me to respect the guest’s privacy and my own safety, and do 
    my job correctly.
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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 What types of problems do you have the authority and responsibility 
to solve in your position? Be sure to also consider problems related to 
personal relationships at work. 
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3.2 You feel that you are always getting the “bad shifts.” Use the PROACT 
technique to decide how to approach your manager to discuss the 
concern. Be sure to also include your own natural reaction to this 
situation in the alternatives and work through the consequences and 
tradeoffs of this reaction. 

PRoblem

Objective(s)

Alternatives

Consequences

Tradeoffs

Your Solution and Next Steps

Follow up Plan



Solving ProblemS20 of 24

3.3 Choose a problem you are currently facing at work or at home and 
work out a solution using the PROACT technique. Remember, a 
problem can be as simple as a question or an issue you need to think 
about differently.

PRoblem

Objective(s)

Alternatives

Consequences

Tradeoffs

Your Solution and Next Steps

Follow up Plan
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Compare 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 problem is that David has found money that does not belong to 
him.

This is a routine problem because there are strict casino policies about 
what employees must do when money is found in or around casino 
buildings. 

The key factors involved in this problem are:

There is a policy in place that David must follow. −
There will be serious consequences for David if he decides not to  −
follow the policy and procedure in this case—consequences that 
could include being formally reprimanded. 

1.2  The problem is that you do not have enough information to do your 
job properly on your shift.

This is a non-routine problem because:

There is not likely a policy or procedure that tells you how to  −
handle this situation
You need to use your judgement to decide on the best way to  −
handle this situation. 

Some of the key factors involved in this problem are:

You need more information to do the work your supervisor has  −
assigned you.
You need to question something that your supervisor has done,  −
i.e. write you a note that is unclear to you.
You need to ask for clarification from your supervisor. This could  −
be viewed as: you questioning your supervisor’s work (e.g. his/
her communication is unclear); you not understanding something 
the supervisor assumes you should know; you taking initiative to 
make sure you understand your work assignments so you can do 
your work correctly.
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You might get reprimanded for not doing the work you have been  −
assigned or for doing it incorrectly.
Not doing the work or doing it incorrectly could have consequences  −
of their own. For example, if you were asked to track down and 
deliver a missing uniform to an employee but didn’t  know the 
employee’s name, the employee may not get his or her uniform 
in time for work. 

Did you come up with any other factors?

2.1 When choosing your course of action did you ask yourself:

Is there a policy or procedure for situations like this? If there is,  −
did you decide to follow it?
Do I have the responsibility, authority and ability to deal with this  −
problem?
- If you said no to any of these problems, did you decide to 

refer the problem to the appropriate department or person 
in your casino?

- If you said yes, for example, because you work in the 
House and Grounds department, did you decide to solve the 
problem? 

If I do nothing, what will the consequence be? Did you consider  −
that someone might injure themselves by tripping and falling, or 
that the casino might be held legally responsible if someone was 
injured? 

3.1 Look at each item on your list and ask yourself the following questions 
to make sure the problems you have identified are actually yours to 
solve.

Is there a policy or procedure that tells me how to act or what to  −
do in this type of situation?
Does my job description mention that dealing with these types of  −
problems is my responsibility? Or that it is within my authority?
Do I have the skills and knowledge to solve this problem? −
Can I solve this problem by myself or should I involve others? −
Does this problem affect my relationship and/or reputation at  −
work? Is this problem related to how I behave and conduct myself 
at work?

3.2 Even though your response to this scenario will likely differ from 
the one below, compare your response to the sample below. What 
similarities does your answer have to this sample response? What 
might you change about your response based on the ideas presented in 
the sample? 

(Continue the answer on the next page.)
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I always get the bad shifts!

PR

C

A

O

T

Problem

Objectives

Alternatives

Consequences

Tradeoffs

  - Understand why you are being assigned these shifts
  - Communicate to your manager why these shifts are 
    unsatisfactory for you
  - Get your needs met by being assigned different shifts

  - You are unhappy with the shifts you are assigned.
  - You feel your manager is intentionally assigning you 
     bad shifts.
  - The definition of “bad shift” is unclear. A bad shift to you 
     may be a good shift to your manager.
  - You don’t actually know why you are getting the “bad shifts.”

A.   Go find your manager at the start of your next shift 
       and make him or her listen to your complaint. 
B.    Ask your manager when he or she would have 
       some time to speak with you about your schedule. 
       During the meeting, ask how the shifts are assigned 
       and explain the trouble you are having with the that 
       shifts you seem to be getting and ask if it would be 
       possible to work different shifts.
C.   Don’t say anything to your manager.

  - Cornering your manager may make him or her defensive 
    or annoyed that you have put him or her on the spot like 
    this. You may even get reprimanded. Or, you might get you 
    shifts changed—to even worse ones. You may earn a 
    reputation for being unreasonable.
  - If you request a meeting and conduct yourself professionally, 
    your manager may be more open to hearing your concern, 
    seeing your point of view and making a change if necessary. 
    You show that you are willing to find a solution that works for 
    the property and for you. 
  - If you say nothing, you will likely continue to be dissatisfied 
    or angry, which may affect the quality of your work and your 
    behaviour negatively, potentially causing other issues to 
    arise.
  - Cornering your manager gives you a way to express your 
    anger/dissatisfaction, but may damage your relationship 
    with your manager and likely not get you better shifts.
  - Requesting a meeting and acting professionally may not 
    give you the satisfaction of expressing your anger, but you 
    are more likely to maintain a good relationship with your 
    manager, to understand how shifts are assigned and 
    possibly, to be re-assigned to different shifts. 
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Recommended Solution: Plan to request a meeting with your 
manager, get more information, express your needs and if 
appropriate, request different shifts. Be open to negotiating a solution 
that will meet the department’s needs and your own. 

Next Step: Request the meeting the next time you see your manager, 
but be sure to be respectful of his or her time. For example, waiting 
until your manager is available to talk will show that your respect the 
job that he or she has to do and that you respect his or her time. 

Follow up: Thank your manager for taking the time to see you after 
the meeting. If your shifts improve as a result of speaking with your 
manager, be sure to follow up to let him or her know how this has 
helped you. 

3.3 Use the Be a PROACT-ive Problem-Solver guide on page 15 to assess 
your answer. 
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Teaching Tips
Teaching Tip 1
Help your trainees remember the important information they need by conducting 
practice drills with them. Try making flash cards or asking them to write 
information out as you ask them about it. Match your method to the trainee’s 
job needs. For example, if the trainee needs to be able to recite the information 
on the job, then do drills that require them to speak the information out loud. 
Whichever method you use, keep it simple and avoid adding extra information 
or steps that could overload your trainee. If a trainee is very new on the job or is 
having difficulty with these activities, help them make a checklist that they can 
use until they know the information from memory. 

Teaching Tip 2
Provide opportunities for trainees to apply their information-finding skills on 
the job. For example, during pre-shift meetings try presenting staff with “What 
if…” situations and ask them what information and/or reference material they 
would need in the situation and how they would use it. Be sure to make the 
situations realistic, relevant and challenging. You could even turn this into a 
weekly challenge and make it a team-building activity. Consider making it a 
friendly competition or offering fun treats to the “winner.” 

1

2
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Introduction

Finding and remembering information is one more critical-thinking skill 
that you use as a casino worker. Knowing that a policy or procedure 
exists is only helpful if you know where to find that policy or procedure 

and if you remember how to use it. 

In this section, you will learn how to:
Remember important information −
Locate information efficiently −

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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Remember Important Information

Developing your memory skills is one part of finding information. The things 
you need to remember will vary depending on your job, such as:

Names of guests −
Procedures −
Codes −
Part numbers −

The most important aspect of remembering important information is knowing 
what information must be remembered and what information can referred to 
through other sources—such as documentation or other people. As a casino 
worker much of your work is controlled by policies and procedures. You must 
know which policies and procedures these are and be able to recall them on 
demand. Policies and procedures related directly to how you do your job, carry 
out tasks and conduct yourself are critical. You must learn them and be able to 
act accordingly without having to search out this information. 

Here are some techniques you can use to remember information. 
1. Decide to remember: The first step is deciding to remember and 

choosing to focus on remembering specific information. Pay attention 
and select the things you should try to remember, such as a request 
from a guest or instructions from a supervisor.

2. Say it:  Saying things out loud can help you remember. When someone 
tells you a name, use the name immediately when you reply. If someone 
makes a request, repeat the request back, saying it out loud.

3. Group similar information together: Short-term memory cannot 
hold a lot of information. Most people cannot remember more than 
six or seven things at once in short-term memory. By organizing or 
grouping information, you can remember more.

4. Write it down: You can jot down short notes to remind you of the 
things you need to remember.

Skill 1: 
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5. Repeat it: Repetition is a valuable tool. For example, when you meet 
someone new, repeat his or her name in your response, It’s nice to 
meet you Ms. Mari. How can I help you today Ms. Mari?  Repeat more 
complex and larger amounts of information more often to make it 
stick. Also, try writing information, like codes, repeatedly. Remember 
to focus on remembering too!

6. Practice: With practice, your memory skills will improve.

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 See if you can remember the following terms without looking. Read 
the terms as many times as you need, then cover the list and write 
down as many terms as you can remember. Use some of the suggested 
strategies. 

Repeat the activity until you can remember all of the terms. 

SOMETHING TO CONSIDER

Short and Long Term Remembering
You can use these techniques to help you remember short bits of information for 
short periods of time. You can also use them to remember more detailed and more 
important information that you need to “know by heart,” but you will likely need to 
dedicate more effort and time to learning this information by putting additional learning 
strategies to use.

Bank −
Customer service −
Electronic gaming −
Warehouse −
Security −
Housekeeping −
Maintenance  −

Grounds −
Surveillance −
Restaurant  −
Lounge −
Uniforms −
Table games  −
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1.2 Provide at least five examples of the types of information you need 
to remember for short periods of time as part of your job, and five 
examples of information you need to be able to recall instantly at any 
time. 

Locate Information Efficiently

Certain information is either too much to remember, is not necessary to 
remember all of the time, or is too important to risk having it remembered 
incorrectly. Another thinking skill is the ability to find and interpret information. 
What types of information do you need to be able to find, but not necessarily 
remember? For example, do you need to remember which local events and 
attractions are happening on any given day, or do you just need to know where 
to get this information? 

To locate information, begin by looking at established sources. Ask yourself, 
“Where should I look for the information I need?” You should know where 
to locate the following information. If you don’t know where to find this 
information, then find out as soon as possible. 

SOMETHING TO CONSIDER

What types of information do you need to remember, or “know by heart”, for your 
job? If you’re having trouble remembering information, try making flashcards of the 
information and test yourself or get someone to help you.

Skill 2: 

1
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Always be sure you know where to locate:
Department offices −
Policies and procedures related to your job −
Documentation, manuals, or other information related to your job such  −
as equipment manuals
Health and safety information such as WHMIS, Material Safety Data  −
Sheets (MSDS) and brochures about safe work practices
Telephone support or other numbers related to your job −
Fire plans and emergency numbers  −

If you are not sure where to find this information, ask a reliable source such 
as your supervisor or a knowledgeable co-worker. Consider consulting your 
employee manual. Often these manuals contain essential information about 
your property. 

Knowing what type of information you need and how to interpret that information 
is just as important as knowing where to find it. Here are some tips:

Choose information that is related to your situation or problem −
Understand when you need additional information −
Consider what information you may need to combine from several  −
different sources to answer your question or solve a problem. 

2
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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 Write down the locations of the following sources of information in 
your department and property.

Type of Information Location in Your Property

Policies and procedures 
related specifically to your job

Policies and procedures 
related to being an employee 
of your property

Documentation, manuals, or 
other technical information 
about your job

Health and safety information

Important telephone numbers

Emergency information
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There are no answers for the practice activities in this section. 
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This section deals with the critical thinking and problem-solving skills 
that Bank employees need to know. Employees working in this area need 
to be able to respond to everyday situations involving guests, co-workers 

and job duties, using good judgement and logical problem solving. While 
most problems can and must be solved by following policies and procedures, 
employees will encounter some situations that cannot. For example, upset 
guests may voice complaints to Bank employees simply because guests interact 
directly with some of these employees. Although employees may not have the 
authority to resolve the issue, they do need to be able to make the guest feel they 
are receiving good service and that their issue will be resolved by the casino. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Deal with payment disputes−−
Respond to guests’ complaints −−
Identify deviations from regular operations −−
Troubleshoot problems with equipment−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process. 

If you have trouble with any of these activities, review the Foundation Sections: 
Thinking Critically, Making Decisions and Solving Problems. 

Introduction
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Task 1: Deal with Payment Disputes
Performing this task involves the following types of thinking skills:

Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You are working at the Payouts window at the Bank. Mr. Schwartz, 
a regular guest from the Swingin’ Seniors tours, approaches your 
window. “Hi, Natalka. Guess what? I won $800.00 on the bingo today!  
It’s the first time I won ever. There’s just one problem—the slip the 
machine printed out says I only won $80.00. I know the machine said 
$800.00. What do I do?”

What do you do? How did you arrive at this solution?

1.2 You are working at the Payouts window. A guest presents a payout slip 
from a slot machine to cash in. You look at the slip and see that the 
printing is smudged. It looks like there was a printing problem. 

What do you do? How did you arrive at this solution?
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1.3 You are working at the Payouts window. A guest presents a coupon to 
be paid out. You notice that the coupon seems to be expired. 

What do you do? How did you arrive at this solution?

Respond to Guests’ Complaints
Performing this task involves the following types of thinking skills:

Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

2.1 It’s Saturday evening and the casino is exceptionally busy. You are 
working at the Cashier window and have a line-up of five people. An 
angry guest pushes her way to the front of the line, loudly demanding 
that you reimburse her money. “This casino cheats its customers! I’ve 
been playing the same slot machine for eight hours and it hasn’t paid 
out once, not even ten bucks. I spent $400.00 today and I want every 
cent of it back!”

What do you do? How did you arrive at this solution?

Task 2: 



BANK4 of 10

2.2 A guest is cashing out his winnings when he says, “I don’t want to 
make trouble for anyone, but I saw the slot attendant pick up a card off 
the floor and put it in his pocket. I saw it fall out of a woman’s pocket. 
It looked kind of suspicious.”

What do you do? How did you arrive at this solution?

2.3 A guest is purchasing $200.00 in chips. She looks agitated and says, 
“I need another two hundred bucks. Those Dealers have it out for me, 
I know it. How am I ever supposed to win back my rent if they won’t 
deal me a decent hand? They don’t want me at their table. A bunch of 
crooks you all are!” 

What do you do? How did you arrive at this solution?
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Identify Deviations from Regular 
Operations

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 A guest is exchanging $300.00 for chips.  She gives you three $100.00 
bills. You examine them to make sure they are real bills. You are not 
sure, but you think that the hologram on the bills seems strange. 

What do you do? How did you arrive at this solution?

3.2 You need to log on to the computer system. When you enter your 
username and password, a system error appears telling you the 
password is wrong. 

What do you do? How did you arrive at this solution?

Task 3: 
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3.3 You are counting the opening float when you notice that it is out by 
$100.00. 

What do you do? How did you arrive at this solution?

3.4 It’s time for the daily pull of the slot machine money canisters. You’ve 
got the map with the route marked on it. You, Joe, Ramona, Pei-Jean 
and Gerald have all been assigned your tasks. Gerald is not back yet 
from his annual performance appraisal meeting and cannot get away 
to do the pull. 

What do you do? How did you arrive at this solution?

Level 2►

3.5 You are reviewing the balance sheet at the end of your shift when you 
notice that the computer has printed symbols like #, *, %, instead of 
numbers. 

What do you do? How did you arrive at this solution?
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3.6 During the count you notice red dye on a $50.00 bill. 

What do you do? How did you arrive at this solution?

Troubleshoot Problems with Equipment
Performing this task involves the following types of thinking skills:

Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

4.1 You are a Count Room Clerk and responsible for preventing machine 
and equipment breakdowns where possible. 

What do you do to prevent machine breakdowns? How did you arrive 
at this solution?

Task 4: 



BANK8 of 10

Level 2►

4.2 You are counting the float at the start of your shift when the sorting 
machine jams with bills. 

What do you do? How did you arrive at this solution?

4.3 You are pulling the money canisters from the slot machines. The key 
is not locking the machine when you are finished. 

What do you do? How did you arrive at this solution?
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4.4 You are wrapping coins at the end of the night when a wrapper gets 
jammed in the machine and causes coins to shoot out onto the floor. 

What do you do? How did you arrive at this solution?

4.5 You are opening the Bank first thing Monday morning. You log on to 
the computer system only to discover it is down. 

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills that 
Customer Services/Administration employees need to know. Employees 
working in this area need to be able to respond to everyday situations 

involving guests, co-workers and job duties, using good judgement and logical 
problem solving. While most problems can and must be solved by following 
policies and procedures, employees will encounter some situations that cannot. 
For example, upset guests may voice complaints to Customer Services/ 
Administration employees simply because guests interact directly with these 
employees. Although employees may not have the authority to resolve the issue, 
they do need to be able to make the guest feel they are receiving good service 
and that their issue will be resolved promptly and fairly by the casino. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Decide when to suggest responsible gaming practices and resources to −−
guests 
Respond to guests’ requests, questions and/or concerns −−
Deal with guests’ complaints and difficult situations−−
Deal with routine and non-routine problems affecting guests and service −−
levels

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems. 

Introduction
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Task 1: Decide When to Suggest Responsible 
Gaming Practices and Resources to 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

1.1 You are a Player Services Representative at the Gold Rush Casino 
and Hotel in a small community.  You are circulating through the slots 
area telling guests about the free entertainment during the upcoming 
Gold Rush Birthday Bash.  You notice Alyson, a former regular who 
put herself on the No Play List last month, at the slot machine beside 
you.  Alyson notices you as she reaches for her drink and stammers, 
“I know, I know. I’m on the No Play List. I’m better now though—
haven’t played for three weeks. I’m just playing $10.00 and then I’ll 
go.”

What do you do? How did you arrive at this solution?

1.2 You find a guest sitting on the floor of the casino lobby weeping. 
When you ask her if she is alright, the guest tells you that she has lost 
all of her money, including the money for her bus ticket home, at the 
Roulette table. 

What do you do? How did you arrive at this solution?
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Task 2: 

1.3 You have just made your last shuttle for the night when you notice a 
man is still on the bus. You call out to let him know that you’ve arrived 
at the last stop for the night. He yells back, “I’m just looking for my 
car keys! I probably lost them at the machines along with the rest of 
my money. Might as well just sleep here since I lost my rent money 
again anyway . . .” 

What do you do? How did you arrive at this solution?

Respond to Guests’ Requests, 
Questions and/or Concerns

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

2.1 You are a Valet Attendant. A guest pulls up her car and asks you to 
park it for her. You notice that the car has a flat tire. When you point it 
out to the guest, she asks if you will take care of it because she’s late 
for Curl Up and Dye, the hairdressers-turned-country-band playing 
tonight in the concert bowl. 

What do you do? How did you arrive at this solution?
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2.2 Mr. and Mrs. MacIntyre have spent a lovely evening having dinner and 
seeing a show at the Rocky Mountain Casino. They are smiling and 
pleasant when they approach the coat check counter you are working 
at.  They are eager to tell you about the great time they’ve had and 
offer many compliments about the casino. Mr. MacIntyre searches his 
pocket for their coat check tag but cannot seem to find it. He describes 
his wife’s coat—a black, mid-length coat—and asks if you can take 
a look for it. You go to the racks to look for the coat, even though 
you don’t have many details. By this time, a line is forming behind 
the MacIntyres as more people filter out from the show. Ivan, another 
Customer Services Representative, is working another counter, but his 
line is already long. You still haven’t found the coat. 

What do you do? How did you arrive at this solution?

2.3 You are a Shuttle Bus Driver. It’s been a slow morning and you only 
have a few guests on the bus. One guest enters your bus carrying a 24 
case of beer. 

What do you do? How did you arrive at this solution?



5 of 10CUSTOMER SERVICES/ADMINISTRATION

Deal with Guests’ Complaints and 
Difficult Situations

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 You are a Guest Services Host. A middle-aged couple approaches you. 
They look upset. The woman stops you, “I want to make a complaint. 
Who do I see? Where do I go to make a complaint? It’s bad enough our 
dinner was ridiculously late, but they just about killed my husband! 
We told them he was allergic to nuts . . .”

What do you do? How did you arrive at this solution?

3.2 You are a Guest Services Representative. The system is down and you 
have a line of guests wanting player cards. They are growing impatient 
and some of them are complaining.  You hear comments from the line 
like, “Come on! The good machines are going to be gone,” and “I’m 
on my lunch break, at this rate I’ll never get on a machine.”

What do you do? How did you arrive at this solution?

Task 3: 
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Level 3►

3.3 
a)  You are an Executive Host. You have recently planned the 

casino’s annual High Flyer Charity Poker Night, an exclusive 
event for the casino’s Platinum Club members.  The event is by 
invitation only and is held in The Cockpit, the casino’s upscale 
lounge. Guests donate half of all winnings to the casino’s featured 
charity. You have arranged for an impressive complimentary 
wine bar, a hot and cold buffet, and a casino gift package. You 
are circulating the room checking on guests and making sure 
the bar and buffet tables are well stocked. You notice a couple 
helping themselves to the buffet. You know they are not on your 
guest list. 

 What do you do? How did you arrive at this solution?

b) Imagine that you have explained to the intruding guests that 
the High Flyer Charity Poker Night is an invitation-only event. 
They ask you to bend the rules and let them stay. They tell you 
that they are regulars. 

 What do you do? How did you arrive at this solution? 
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3.4 You are a Promotions and Event Planner at the Joker’s Wild Casino 
concert bowl. Tonight’s show, Rasputin the Mystic, is sold out. Shauna, 
a Guest Services Representative, calls you to let you know that there is 
a seating issue. A group of five are without seats because it seems the 
booking agent has double booked the seats. 

What do you do? How did you arrive at this solution?

Deal with Routine and Non-Routine 
Problems Affecting Guests and Service 
Levels

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

4.1 Diamonds for Hearts, a yearly tour of the casinos across the Prairies, 
is about to arrive. This year’s tour is bigger than ever. Six Diamond for 
Hearts tour buses will be arriving in five minutes.  You and one other 
host are responsible for coordinating the unloading of the buses and 
registering the guests. 

What do you do? How did you arrive at this solution?

Task 4: 
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4.2 You are a Shuttle Bus Driver. Two men have just entered your bus. 
They are each carrying backpacks and one of them appears to have 
something under his jacket. 

What do you do? How did you arrive at this solution?

4.3 You have managed to keep the guests who are waiting for player club 
cards happy while the system is down. Unfortunately, the system is 
still down. 

What do you do? How did you arrive at this solution?
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Level 3►

4.4 You are on duty at the front lobby when you begin to smell gasoline 
fumes. The six Diamonds for Hearts buses are being unloaded.  The 
smell is getting stronger. 

What do you do? How did you arrive at this solution?

4.5 You are just coming on shift. You notice a woman sitting on the edge 
of the planter encircling the restaurant. She seems to be looking around 
a lot. Then, you notice that she slides something into the plants behind 
her.

What do you do? How did you arrive at this solution?



CUSTOMER SERVICES/ADMINISTRATION10 of 10

There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Food and Beverage Services employees need to have. Employees 
working in this area need to be able to respond to everyday situations 

involving guests, co-workers and job duties, using good judgement and logical 
problem solving. While most problems can and must be solved by following 
policies and procedures, employees will encounter some situations that require 
critical thinking. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Enhance service and guest satisfaction−−
Deal with complaints and difficult situations involving guests−−
Deal with routine and non-routine problems −−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Enhance Service and Guest 
Satisfaction

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You work in Raven’s Bar and Grill. A young couple take a seat at one 
of your tables. You greet them and ask how their evening is going. “It’s 
our first time at the casino,” the woman tells you. “We can’t believe 
how fast our money went.” “It’s kind of depressing,” the man jokes. 
“If we don’t start having a better time, we might never come back.”

What do you do? How did you arrive at this solution?

1.2 You are a Host at the Tipsy Bull Steak House, the Pride of the Prairie 
Casino’s signature restaurant. The Tipsy Bull is offering a Spud and 
Steak special as a fundraiser for a local community club. The sports 
teams from the club are out supporting the event, so the restaurant is 
full. You have five parties waiting for tables, all eager to support the 
cause. They seem to be happy and you want to keep them that way. 

What do you do? How did you arrive at this solution?
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1.3 You are a Server at The Creamer, your casino’s coffee shop. Guests at 
three different tables this morning have asked for fresh coffees because 
the cream has curdled.

What do you do? How did you arrive at this solution?

1.4 You are a Host at Aurora’s, the dining room at the North Star Casino. A 
group of ten from Stay Active for Life, a community group who does a 
lot of fundraising at the Casino, would like a table for lunch. You have 
worked with Cheryl, the fundraising coordinator before. Cheryl tells 
you that she forgot to make a reservation for her boss’s birthday lunch 
today, but that she is hoping you can squeeze them in. It’s the peak of 
lunch hour. There are other food service areas in the Casino.

What do you do? How did you arrive at this solution?
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1.5 You are the Receiver at Oui, the fine dining restaurant at The Eiffel 
Tower Casino. You are receiving the produce for tomorrow’s features. 
The root vegetables are fine, but many of the softer fruits and vegetables 
seem to be bruised and some are squashed entirely. 

What do you do? How did you arrive at this solution?

Level 2►

1.6 You are a Server. You work the lunch buffet during the week. Almost 
30% of your lunch crowd regulars are senior citizens. In this week’s 
buffet, you notice that both of the two main dishes are spicy Mexican 
foods.  Guest satisfaction is important to you. 

What do you do? How did you arrive at this solution?
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1.7 You are a Banquet Server working at a wedding serving meals in the 
casino’s main ballroom. At one of your tables, you notice a woman in 
a wheelchair. Her chair is backing onto the aisle to the kitchen. The 
area is crowded and Servers are continually moving around her. You 
would like to make her more comfortable. 

What do you do? How did you arrive at this solution?

Level 3►

1.8 You are a Banquet Server working at a wedding. There is a cash bar 
only and no beverage service at the tables. As you are serving meals, 
one of the guests at your table holds up a five dollar bill and says, “Can 
you find us a few pots of coffee for the table?” 

What do you do? How did you arrive at this solution?



Food and beverage services 6 of 13

1.9 You are a Banquet Supervisor working at a retirement party of 200 
guests. The speeches have just started when the event organizer asks 
you if it is possible to have a bottle of wine on each table for dinner. 
You are expecting to serve dinner in approximately 20 minutes.

What do you do? How did you arrive at this solution?

Deal with Complaints and Difficult 
Situations Involving Guests

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2 ►

2.1 You are a Bartender at the Wild West Lounge. Three men are sitting 
at your bar. They are laughing loudly and taking up an increasing area 
around the bar. You have served them five rounds of drinks already. 
Other guests are beginning to look over at the men, and a few other 
guests at the bar have asked you to find them a quieter seat. One of the 
men overhears the request and calls over, “Ah, come on! Don’t be so 
uptight. Why don’t you come have some fun with us?”

What do you do? How did you arrive at this solution?

Task 2: 
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2.2 You are a Host in the Nugget Bistro at the Gold Rush Casino in a small 
community.  You are about to seat a party of four when you notice that 
Alyson, an acquaintance of yours from the curling club, is in the party. 
She looks away, embarrassed, when you try to say hello. Last month, 
Alyson confided to you that she has a gambling problem and that she 
has put herself on the No Play List. 

 Not wanting to embarrass Alyson, you seat the party without 
acknowledging her personally. A few minutes later when you are back 
at the Host station, Alyson approaches you and says, “I know I’m not 
supposed to be in the Casino, but my date wanted to come here for 
dinner and then to play the slots for awhile. I should be okay for just 
tonight, right?” 

What do you do? How did you arrive at this solution?

2.3 You are a Dining Room Cashier. A small line-up of guests waiting to 
pay their bills is beginning to form. The credit card of the guest you 
are serving has been declined. You have tried the card several times, 
but the card is still being declined. 

What do you do? How did you arrive at this solution?
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2.4 You are the Chef at the Tipsy Bull Steak House. A guest has sent her 
steak back stating that it is undercooked, almost raw in the centre. The 
guest has eaten half of the steak. 

What do you do? How did you arrive at this solution?

2.5 You are a Beverage Server in the Joker’s Wild Lounge. You are 
serving a single woman sitting at a table in the corner. The woman has 
had several drinks already, but tells you she would like one more for 
the night. She is slurring her words and seems to be having difficulty 
focusing on you. 

What do you do? How did you arrive at this solution?
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2.6 You are a Server. When you ask a table of guests how their meals were, 
one of the women tells you that she was very disappointed. According 
to the guest, her soup was cold, her chicken was tough and her dessert 
was tasteless. “Yet,” you think to yourself, “you have eaten everything 
down to the last mouthful.” 

What do you do? How did you arrive at this solution?

Deal with Routine and Non-Routine 
Problems 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 You are a Bartender. It is an exceptionally busy Thursday night. You 
are working the bar and mixing drinks, and Sara is the only Beverage 
Server taking table orders. You are beginning to run low on two brands 
of bottled beer as well as chilled glasses. 

What do you do? How did you arrive at this solution?

Task 3: 
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3.2 You are one of two Kitchen Helpers on shift during Sunday brunch. 
The third Helper has called in sick. Your restaurant is famous for its 
Sunday Brunch so every seat is usually full. 

What do you do? How did you arrive at this solution? 

3.3 You are a Dining Room Cashier and cashing out at the end of your 
shift. The float is out $60. 

What do you do? How did you arrive at this solution?
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Level 2►

3.4 You are a Dining Room Cashier. You are processing payment for a 
guest who is using a debit card when the debit machine goes offline and 
terminates the transaction. You apologize to the guest and try again, 
three more times. There is obviously a problem with the machine and 
you are unable to process the payment. When you ask the guest if they 
have another method of payment, he tells you that he does not. 

What do you do? How did you arrive at this solution?

3.5 You are a Chef at Oui, the fine dining restaurant in The Eiffel Tower 
Casino. You and your staff are preparing for Sunday brunch when 
someone notices that you are short five warming trays. 

What do you do? How did you arrive at this solution?
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3.6 You are a Cook at Aurora, the dining room in the North Star Casino. 
The kitchen serves both the Aurora dining room and the banquet hall. 
There is a retirement party in the banquet hall. You have received 15 
additional requests for vegetarian meals from the retirement group, 
but are out of the vegetarian meals. Tonight, the dining room is serving 
meatless lasagna.

What do you do? How did you arrive at this solution?

3.7 You are a Bartender at The Eiffel Tower Casino. It is Friday and 
Happy Hour, which runs from 5:00 p.m. to 7:00 p.m. The bar is almost 
at capacity because of the big concert tonight at 8:00 p.m. There are 
two Beverage Servers, who will be finishing their shifts at 7:00 p.m., 
working the table side of the bar; a second Bartender scheduled to 
come in at 6:30 p.m.; and two Beverage Servers who will be on from 
7:00 p.m. until close. Your second Bartender has called in to say she 
cannot get in until 8:30 p.m.

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Housekeeping and Grounds employees need to know. Employees 
working in this area need to be able to respond to everyday situations 

involving guests, co-workers and job activities, using good judgement and 
logical problem solving. While most problems can and must be solved by 
following policies and procedures, employees will encounter some situations 
that cannot. For example, upset guests may confront Housekeeping and Grounds 
employees simply because these employees are present on the floor. Although 
employees may not have the authority to resolve the issue, they do need to be 
able to make the guest feel they are receiving good service and that their issue 
will be resolved by the casino. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Respond to upset and/or disrespectful guests −−
Solve problems concerning guests and/or job duties −−
Deal with work-related situations involving co-workers and/or staff−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Respond to Upset and/or Disrespectful 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You are mopping the floor at the casino entrance.  You have placed a 
wet floor sign to warn guests about the slippery floor.  A crash startles 
you and you look up to see a man on the floor with several bags around 
him. He did not see the sign because he was carrying so many bags 
and tripped on the sign. 

What do you do? How did you arrive at this solution?

1.2 You are dusting the slot machines when a guest pushes you aside and 
says, “Get off my machine.” When you turn to gather your cloths, he 
says more loudly, “I said get off my machine! Don’t you understand 
English?” 

What do you do? How did you arrive at this solution?
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Level 2►

1.3 After following the procedure for entering a guest’s room, you open 
the door believing the room to be empty.  Instead you find the guest 
sitting on the edge of the bed weeping. When you ask her if she is 
alright, the guest tells you that she has lost all of her money, including 
the money for her bus ticket home, at the Roulette table. 

What do you do? How did you arrive at this solution?

Level 3►

1.4 You are a Housekeeping Supervisor. Josie, one of your attendants, is 
polishing the brass doors leading into the Monte Carlo room, where 
the high stakes Poker tables are. You are standing across the floor 
and can see that a guest is confronting Josie aggressively.  The guest 
is pointing back and forth between the doors and the sleeve of her 
jacket. 

What do you do? How did you arrive at this solution?
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1.5 You are a Housekeeping Supervisor. You are talking to Richard, one 
of your attendants, about the condition of the carpet in the walkway 
between the slots and the table games areas when you hear a loud 
crash. The guest sitting behind you has fallen off her stool. When you 
try to help her to her feet she screams, “Leave me alone! You’ve done 
enough already leaving broken stools around for people to fall off of. 
This is an outrage! I’m calling my lawyer. Get me a phone now!” 

What do you do? How did you arrive at this solution?

Solve Problems Concerning Guests 
and/or Job Duties

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

2.1 You are watering the plants in the Tropicana Lounge when you find a 
small bag shoved behind one of the plant pots. 

What do you do? How did you arrive at this solution?

Task 2: 
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2.2 It has been raining for three days straight. The property is a mess from 
all of the mud and water coming in on people’s shoes.  The department 
is short two people today, so your supervisor is working on the floor 
too.  

What do you do? How did you arrive at this solution?

2.3 You are cleaning the washrooms in the restaurant. You knock on the 
door and call out to check if any guests are using the washroom.  No 
one answers so you enter. As you do so, a guest exits a stall and is quite 
startled. When you try to apologize you realize the guest is deaf. 

What do you do? How did you arrive at this solution?
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2.4 You are cleaning the counters when you run out of the cleaning product 
you are using.  You ask Katie, the co-worker you are working with, to 
lend you her bottle so you can finish the last counter. Katie hands you 
a bottle of cleaner that is unmarked. 

What do you do? How did you arrive at this solution?

Deal with Work-Related Situations 
Involving Co-workers and/or Staff 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 You are vacuuming the front lobby when Carlo, your co-worker, tells 
you to polish the brass handrails on the grand staircase in the dining 
room. The supervisor assigns all of you specific work areas each shift. 
Today you have been assigned the front lobby.  

What do you do? How did you arrive at this solution?

Task 3: 
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3.2 You have booked Thursday and Friday off so you and your friend Libby 
can do a weekend road trip to Rockin’ Country Fest. Libby just called 
to say that she can get Monday off from work, but not Thursday. You 
wonder if you can swap your Monday shift for someone’s Thursday 
shift. 

What do you do? How did you arrive at this solution?

Level 2►

3.3 You are a Housekeeping Supervisor and have been on the job for only 
two weeks. Three out of five staff members have called in sick today.  
Normally, you would just help with the tasks, but you can’t do the 
work of three people. 

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Maintenance and Facilities employees need to know.  Employees 
working in this area need to be able to respond to both routine and non-

routine problems related to systems, buildings, equipment, and the conditions 
of casino buildings inside and out, using good judgement and logical problem 
solving. While most problems can and must be resolved by following policies 
and procedures, the nature of most of the work in this area is troubleshooting 
and problem solving. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately and choose solutions that are the most appropriate for the situation. 
 
In this section, you will practice how to: 

Propose solutions to routine and non-routine problems in and around the −−
casino facilities 

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Propose Solutions to Routine and Non-
Routine Problems in and Around the 
Casino Facilities

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You are a Facilities Technician at the Midnight Train Casino. The 
Midnight Train is an aging facility that has undergone many additions 
and modifications over the years. Some parts of the building do 
not even have blueprints showing how the installs were adapted to 
accommodate changes like the re-routing of thorough fares and 
building entrances. The expansion of the dining room, done 20 years 
ago, is another example of the problems caused by missing blueprints. 
There is no blueprint showing how the original exhaust system was 
adapted when the kitchen was moved during the expansion. Once 
again, you’ve been called to deal with a problem in the kitchen. The 
kitchen is filling up with smoke, probably because one of the exhaust 
fans has failed. If only you had the blueprints to locate all of the fans. 

What do you do? How did you arrive at this solution?
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Level 2►

1.2 You are a Maintenance Technician at the South Shore Casino, located 
in a small community along the south shore of Lake Ontario. The 
parking lot surrounding the Casino is gravel. You are constantly filling 
pot holes to maintain the parking lot. The driveway in front of the 
Casino is always a problem. The gravel and mud from passing cars 
gets kicked up and splashed onto the walkway leading into the Casino. 
When it is rainy, the walkway gets slippery and very messy. When it is 
dry, the stones make the surface of the walkway uneven and hazardous 
for elderly guests in particular.  You have an opportunity to improve 
this situation.

What do you do? How did you arrive at this solution?

Level 3►

1.3 You are a Facilities Technician at the Ice Diamond Casino in Iqualuit, 
Nunavut. The Bank staff have called you with several complaints that 
the count room is freezing. The Casino has only been open for three 
weeks and the building is brand new. 

What do you do? How did you arrive at this solution?
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1.4 You are a Maintenance Technician at Paradise Palace Casino in 
Manitoba. The Palace is a popular stop for bus tours from US border 
towns and from seniors’ community groups from around Manitoba. 
On a long weekend the line-up of buses waiting for drop-offs is so 
long it extends into the public parking areas. The buses are so large 
that they block the stop sign at the corner. 

What do you do? How did you arrive at this solution?

1.5 

a) You are the Facilities Technician at the Midnight Train Casino. 
You are working with your team on finding a solution to the 
ventilation problem in the kitchen from Activity 1.1- when you 
receive a call about smoke in the kitchen again. 

 What do you do? How did you arrive at this solution?

(Continue the question on the next page.)
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b) You have gone to the kitchen to look into the report of smoke in 
the kitchen. As soon as you enter the kitchen you see the smoke, 
only this time you smell something burning too. 

 What do you do? How did you arrive at this solution?

1.6 You are a Maintenance Technician. You receive a call from a 
Housekeeping Attendant about a broken mirror in the northeast 
women’s bathroom. The attendant tells you that the mirror is cracked, 
but not actually broken. The glass is still in place. 

What do you do? How did you arrive at this solution?
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1.7 The Dining Room Supervisor has called to let you know that the 
carpet is pulled up in the main entrance to the dining room. It’s Sunday 
morning and the dining room is extremely busy with guests coming in 
for brunch. 

What do you do? How did you arrive at this solution?

1.8 

a) You are a Facilities Technician at the Paradise Palace Casino. It 
is the middle of July and 38°C. The fan in the air conditioning 
unit on the roof has just blown out. 

 What do you do? How did you arrive at this solution?

(Continue the question on the next page.)
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b) You are the Facilities Technician at the Paradise Palace Casino 
dealing with the broken air conditioning unit in Activity 1.8 a). 
You have decided that the situation is urgent—the unit services 
the main gaming area and the casino is packed. The temperature 
inside is already rising and the forecast is hot and sunny for 
tomorrow too. You know that you can fix the unit yourself but it 
will take some time and you will need to go purchase a new fan. 
Your other option is to call in a contractor to fix the fan. 

 What do you do? How did you arrive at this solution?

c) The situation with the air conditioning unit has just gotten 
more complicated. Fluid from the air conditioning unit is now 
dripping through the vents onto the slot machines and the guests. 
The fluid is beginning to pool on top of the machines and is also 
spilling over onto the floor. 

 What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Retail employees need to know. Employees working in this area 
need to be able to respond to everyday situations involving guests,  

 co-workers and job duties, using good judgement and logical problem 
solving. While most problems can and must be solved by following policies and 
procedures, employees will encounter some situations that cannot. For example, 
upset guests may voice complaints to Retail employees simply because guests 
interact directly with these employees. Although employees may not have the 
authority to resolve the issue, they do need to be able to make the guest feel 
they are receiving good service, and that their issue will be resolved by the 
casino promptly and fairly. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Respond professionally to guests’ requests, questions and/or concerns −−
Deal with complaints and difficult situations involving guests −−
Decide when to suggest responsible gaming practices and resources to −−
guests 
Deal with routine and non-routine problems related to the point of sale −−
(POS) system and sales transactions

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Respond to Guests’ Requests, 
Questions and/or Concerns 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You work in the Players’ Dressing Room, a clothing shop specializing 
in casino-branded clothing and outerwear. A guest tells you she would 
like to buy six, large-size hooded sweaters. She asks if you can have 
the name of her Bingo club embroidered on them. She and five ladies 
come every week to play Bingo at the casino. Not only does the store not 
have six sweaters in large, it also doesn’t do custom embroidering. 

What do you do? How did you arrive at this solution?

1.2 The Players’ Dressing Room is located on the edge of the slots area. 
Standing at the counter you are about 20 feet from the first row of 
machines. You are looking into the area when you suddenly see an 
elderly man tip backwards off his stool. He falls flat on his back and is 
not moving. 

What do you do? How did you arrive at this solution?

Task 1: 
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1.3 You are working at the ticket kiosk. Amber, a local radio show host, 
wants to buy five tickets for the Weird and Wonderful Mysteries of 
the World show. Amber has done a lot of work with the casino. Just 
last month Amber co-hosted a charity walk for sick children with the 
casino’s president. You have five tickets for Amber. Unfortunately, the 
show is almost sold out and only two of the five seats are together. 

What do you do? How did you arrive at this solution?

1.4 You are working at the counter when a young couple enter the shop. 
They seem excited to be in the casino. They are laughing uproariously 
as they try on hats and check out other fun items like the marionette of 
the casino’s mascot Paradise Pete. They decide on Paradise Pete and 
bring him to the counter. “Anything exciting going on tonight? This is 
our first time here in the big city and we’re looking for a good time,” 
the man tells you through the puppet.

What do you do? How did you arrive at this solution?
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Level 2►

1.5 You are working at the ticket kiosk. There are a few people in line. Your 
next guest asks to buy tickets but you don’t understand which show or 
how many tickets she is asking for. The guest is hearing impaired and 
although she can speak, you are having difficulty understanding her. 

What do you do? How did you arrive at this solution?

1.6 You are working in the gift shop. The shop has a huge window 
display of almost 50 items ranging from money clips to small kitchen 
appliances to workout clothing. Because there is so much stock, guests 
tell you which items from the display they would like and you pull the 
items from the store room.  

 You currently have a guest requesting an item from the display, but 
you are not sure which one he is asking for. The guest is unable to 
name the item, so he is trying to describe it and point to it through the 
window.  After three tries, you still don’t know which item he wants. 

What do you do? How did you arrive at this solution?
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Task 2: Deal with Complaints and Difficult 
Situations Involving Guests

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

2.1 You are just coming on shift. You notice a woman standing in the aisle 
farthest from the counter slipping something into her bag. She seems 
startled when she sees you watching her. 

What do you do? How did you arrive at this solution?
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2.2 You are a Retail Cashier Supervisor. A middle-aged woman storms 
into the show reservations area, shouting about having a complaint, 
“I want to make a complaint. Who do I see? Where do I go to make 
a complaint?” You tell her that you are the supervisor and ask her 
how you can help her. The woman says angrily and loudly, “It’s bad 
enough your prices are outrageous, but now you won’t let me return 
these tickets. I bought them for my daughter’s birthday and now she 
has other plans. Don’t even get me started on how ungrateful she is.”

What do you do? How did you arrive at this solution?

2.3 You are a Cashier at the show reservation desk at Yellow Quill Casino 
in northern Alberta. Business has been busy because the crew on 
the nearby oil rig are in town on leave. Every part of the Casino is 
hopping—the restaurants, the lounge and all the gaming areas. A group 
of men approaches you, wanting to purchase tickets for tonight’s show, 
Legs Alive: A Vegas Revue. The show has already started. Some of the 
men in the group are loud and very excited about the show. They seem 
to be pretty intoxicated and are laughing and making lewd jokes about 
the dancers in the show. 

What do you do? How did you arrive at this solution?
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Task 3: Decide When to Suggest Responsible 
Gaming Practices and Resources to 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

3.1 You are a Cashier in the gift shop at the Yellow Quill Casino. A guest 
is asking to return $200.00 worth of merchandise she purchased earlier 
in the day. You remember her from this morning because she was so 
excited that she won at the Roulette table. She looks downcast as she 
pushes the merchandise over the counter towards you. “I’m going to 
need a refund on this stuff.” This situation seems familiar to you. You 
realize that you refunded a significant amount of merchandise for this 
woman twice last month.  

What do you do? How did you arrive at this solution?
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3.2 You are working in the gift shop. A couple come in and buy two t-shirts. 
As you’re processing their purchase, they tell you that they spent and 
lost a lot at the Blackjack table. They ask you for some “free casino 
stuff” to cheer them up.  

What do you do? How did you arrive at this solution?

3.3 You find a guest sitting in the casino lobby weeping. When you ask her 
if she is alright, the guest tells you that she has lost all of her money, 
including the money for her bus ticket home, at the Roulette table. 

What do you do? How did you arrive at this solution?
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3.4 You are working in the Diamonds by the Dozens gift shop when a 
guest enters looking for a pair of diamond earrings. He chuckles and 
tells you, “I need something sparkling for my wife. I just lost a bundle 
at the Poker table and I’m going to need something to soften the         
blow . . .” 

What do you do? How did you arrive at this solution?
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Deal with Routine and Non-Routine 
Problems Related to the POS System 
and Sales Transactions

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

4.1 You are processing a sale when the debit machine goes down. You ask 
the customer to try again, hoping the system comes back online but it 
does not. 

What do you do? How did you arrive at this solution?

4.2 You are a Cashier. A guest wants to exchange the sweatshirt she 
bought yesterday for a different size. When you remove the sweatshirt 
from the bag, you see that it looks worn and dirty. The guest has a 
receipt, but there is no way a shirt this worn-out was just purchased 
yesterday.  

What do you do? How did you arrive at this solution?

Task 4: 
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Level 2►

4.3 You are a Cashier at the show reservation desk. You have a line-up 
of guests waiting for tickets for tonight’s show when the reservation 
system goes down. 

What do you do? How did you arrive at this solution?

4.4 You are cashing out at the end of your shift and encounter a discrepancy 
between your physical count and the POS system. You have recounted 
the float, cash on hand, and credit and debit card sales three times, but 
you still cannot find the problem. 

What do you do? How did you arrive at this solution?
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4.5 You have just processed a $75.00 sale and given the guest $25.00 back. 
He tells you that you actually owe him $75.00 back because he gave 
you three $50.00 bills, not two. You are sure he only gave you two, but 
he says that he gave you three because he wanted to change the extra 
$50.00 bill.

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Security employees need to know. Employees working in this area 
need to be able to respond to a wide range of situations involving guests, 

co-workers, emergencies and potentially dangerous circumstances, using good 
judgement and logical problem solving. Almost all problems can and must be 
solved by following policies and procedures, but employees often need to rely 
on their ability to adapt to the circumstances of situations in order to carry out 
the policies and procedures correctly. For example, an employee may encounter 
situations where guests are drinking in non-designated areas. The procedure 
might be to inform the guest of the casino’s policy, but the way in which a 
Security employee approaches the guest to inform him or her of the policy 
depends on the behaviour and demeanour of each guest. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Respond appropriately and professionally to difficult situations involving −−
guests 
Address security issues in and around casino buildings and grounds −−
Address scheduling problems−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation 
Sections: Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Respond Appropriately and 
Professionally to Difficult Situations 
Involving Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You are a Security Officer at Yellow Quill Casino in northern Alberta. 
The Casino has been busy because the crew on the nearby oil rig is in 
town on leave. Every part of the Casino is hopping—the restaurants, 
the lounge and all the gaming areas. You have been assigned the main 
entrance, near the show reservation counter.  A group of men is waiting 
in line to buy tickets for tonight’s show, Legs Alive: A Vegas Revue. 
The show has already started, but the group wants tickets anyway. 
Although they seem to be having fun, they are getting loud and have 
obviously been drinking. You overhear several lewd jokes about the 
dancers in the show. Sharon, the Cashier dealing with them, looks 
uncomfortable.

What do you do? How did you arrive at this solution?
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Level 2►

1.2 You are a Security Officer at the Golden Nugget Casino and Resort. 
You are patrolling the slot machine area when you hear shouting 
behind you.  “That’s my machine!” an elderly man yells at a younger 
woman sitting at a slot machine. “You stole my machine!” As you 
reach the pair, the elderly man is now trying to pull the woman’s hands 
off the machine. “Thank goodness you’re here,” the man says. “This 
lady took my machine when I got up to go to the bathroom and she 
won my $50.00 while I was standing right here!” 

What do you do? How did you arrive at this solution?

1.3 You have finally resolved the dispute between the two guests in Activity 
1.2 and are continuing your rounds. You notice a Slot Attendant 
speaking with a guest just ahead of you. This is not unusual until you 
notice the guest give the attendant what looks to be a five dollar bill. 
Neither the guest nor the attendant appears to be acting suspiciously. 

What do you do? How did you arrive at this solution?



SECURITY4 of 9

1.4 Shouts of, “Help! Security! Help!” are coming from the slot machine 
area. You reach the source of the shouting, a woman sitting at a machine 
mid-aisle. “My purse, my purse, someone stole my purse!” the woman 
cries as she frantically looks under her stool and around the machine. 
The woman is becoming increasingly agitated and you notice that she 
smells strongly of alcohol. 

What do you do? How did you arrive at this solution?

Address Security Issues In and Around 
Casino Buildings and Grounds

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

2.1 You have just finished your shift and are walking out to your car. You 
notice a smashed case of beer in the parking lot. 

What do you do? How did you arrive at this solution?

Task 2: 
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2.2 You are a Security Officer patrolling the outside perimeter of the 
North Shore Casino building during the evening walk-around. You are 
checking the doors to make sure they are secure. When you get to the 
staff exit, you find that the door is not secure. When you look more 
closely, you see that someone has placed a strip of duct tape over the 
dead bolt. 

What do you do? How did you arrive at this solution?

2.3 You are continuing your patrol of the outside perimeter of the North 
Shore Casino. As you approach the shipping and receiving doors 
around the back of the building, you spot a group of five or six men 
standing around the entranceway. They don’t appear to be employees. 
You don’t think they have seen you. 

What do you do? How did you arrive at this solution?
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2.4 You are a Security Officer at the Ace of Spades Casino. You are just 
heading off shift when you bump into Serge, a Maintenance Technician, 
who tells you about a small group of people who are smoking and 
drinking in the west parking lot. 

What do you do? How did you arrive at this solution?

Level 2►

2.5 You are a Surveillance Technician and see on your monitor a group of 
three or four people smoking and drinking in the west parking lot. 

What do you do? How did you arrive at this solution?
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2.6 You are a Security Officer and have just received a call from Cal, 
a Shuttle Bus Driver. It is Cal’s last run for the evening and he has 
discovered an intoxicated guest unconscious and bent over in a rear 
seat of his bus. 

What do you do? How did you arrive at this solution?

Address Scheduling Problems 
Performing this task involves the following types of thinking skills:

Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

3.1 You are a Security Officer at the Gold Rush Casino and today is 
the Casino’s Gold Rush Birthday Bash. The Casino is expecting 
approximately a 15% increase in traffic, which is about 100 more 
guests than a typical Saturday at the Gold Rush. The first 100 guests 
will be given free tickets to tonight’s headliner act, Curl-up and Dye, 
the hairdresser country band. Your team will be short one Security 
Officer tonight and the team is discussing the best way to schedule 
resources. 

(Continue the question on the next page.)

Task 3: 
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 You asked your team for input on assigning people posts during 
the Birthday Bash event, but you are ultimately responsible for the 
decision. You value your team’s ideas about how to cover all of the 
necessary locations. However, you must decide which positions to 
assign to each team member. 

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that employees working in Slots/Electronic Gaming/Bingo need to know. 
Employees working in these areas need to be able to respond to everyday 

situations involving guests, co-workers and gaming machines, by using good 
judgement and logical problem solving. While most problems can and must 
be solved by following policies and procedures, employees will encounter 
some situations that cannot. For example, upset guests may voice complaints to 
these employees simply because guests interact directly with them on the floor. 
Although employees may not have the authority to resolve every issue, they do 
need to be able to make the guests feel they are receiving good service and that 
their issues will be resolved by the casino promptly and fairly. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 
 
In this section, you will practice how to: 

Decide when to suggest responsible gaming practices and resources to −−
guests 
Deal with guests’ complaints and difficult situations such as     −−
payment disputes 
Deal with problems with equipment and computer systems−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process. 

If you have trouble with any of these activities, review the Foundation 
Sections:  Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Decide When to Suggest Responsible 
Gaming Practices and Resources to 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

1.1 You find a guest sitting in the casino lobby weeping. When you ask her 
if she is alright, the guest tells you that she has lost all of her money on 
the five dollar slots, including the money for her bus ticket home. 

What do you do? How did you arrive at this solution?

1.2 A guest at the high stakes slots calls you over. He chuckles and tells 
you, “I need something sparkling for my wife. I just lost a bundle on 
this machine and I’m going to need something to soften the blow. Do 
you guys sell jewellery around here somewhere?” 

What do you do? How did you arrive at this solution?
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1.3 You are a Slot Attendant at South Shore Casino, a casino in a small 
community along the south shore of Lake Ontario. As you circulate 
through the area you spot Mr. Cerillo, an elderly guest who put himself 
on the No Play List last month. You know this because you were 
working when Mr. Cerillo’s daughter pulled him out of the Casino the 
day after he put himself on the list. You also went to school with Mr. 
Cerillo’s son, so you know Mr. Cerillo personally.

What do you do? How did you arrive at this solution?

1.4 A guest has just lost $500.00 playing the slots. He lets out a laugh, 
slaps the machine and says, “I guess I’ll be looking for a place to sleep 
tonight.” He has only been playing for an hour. 

What do you do? How did you arrive at this solution?
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1.5 You are a Casino Gaming Technician attending to a problem with a 
slot machine. A woman storms up to you, grabs your shoulder and 
says, “Give me this machine. It’s got to pay out if you’re fixing it.” 
She seems almost frantic and smells faintly of alcohol. 

What do you do? How did you arrive at this solution?

Deal with Guests’ Complaints and 
Difficult Situations Such as Payment 
Disputes

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

2.1 You are an Electronic Gaming Attendant at the South Shore Casino. 
A female guest approaches you for the third time. First, she asked 
you how to play the machine. Then she asked you to watch her play 
because she wasn’t sure if she was “doing it right.” Now, she tells 
you that she lost her ticket-in, ticket-out (TITO) slip while she was at 
lunch. 

What do you do? How did you arrive at this solution?

Task 2: 
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Level 2►

2.2
a) You are a Casino Gaming Technician. A guest claims that he put 

$20 into the slot machine he is playing, but the machine did not 
recognize the payment. 

 What do you do? How did you arrive at this solution?

b) You are the Casino Gaming Technician in from the previous 
question. You have checked the machine’s functions and referred 
to the pay table but the bill still does not appear. 

 What do you do? How did you arrive at this solution?
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Deal with Problems with Equipment 
and Computer Systems

Performing this task involves the following types of thinking skills:
Thinking critically−−
Solving problems−−

Level 1►

3.1 You are a Slot Attendant making your rounds in the electronic gaming 
area when a guest pulls you aside. It seems that the guest’s machine 
has “frozen.” No matter what button the guest pushes or where on the 
screen he touches, the machine does nothing. 

What do you do? How did you arrive at this solution?

3.2 You are a Bingo Caller and are responsible for preventing machine 
and equipment breakdowns on the bongo ball machine. 

What do you do to prevent machine breakdowns? How did you arrive 
at this solution?

Task 3: 
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Level 2►

3.3 You have just finished doing a minor repair on one of the slot machines. 
The key is not locking the machine when you are finished. 

What do you do? How did you arrive at this solution?

3.4 You are a Bingo Cashier counting your bills for the reconciliation at 
the end of the day when a bill gets jammed in the machine and causes 
bills to shoot out onto the floor. 

What do you do? How did you arrive at this solution?
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3.5 The bill counting machine is not working. 

What do you do? How did you arrive at this solution?

3.6 You log on to the computer system only to discover it is down.  

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Table Games employees need to know. Employees working in this 
area need to be able to respond to everyday situations involving guests, 

co-workers, game play and other job activities, using good judgement and 
logical problem solving. While most problems must be solved by following 
policies and procedures, employees will encounter some situations that cannot. 
For example, employees need to be able to recognize if, when and how they 
need to suggest responsible gaming resources to guests. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 

In this section, you will practice how to: 
Decide when to suggest responsible gaming practices and resources  −−
to guests 
Resolve conflicts with guests who become irate during play   −−
(Pit Inspectors only)
Rule on errors and/or questionable plays (Pit Inspectors only)−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.  

If you have trouble with any of these activities, review the Foundation Sections:  
Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Decide When to Suggest Responsible 
Gaming Practices and Resources to 
Guests 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

1.1 You are a Table Games Inspector at the Poker table. The Dealer is just 
about to start a new game. A woman sits down at the table and asks 
to be dealt in. You recognize her from the No Play List. She seems to 
notice you hesitate and tells you, “I know, I’m on the No Play List. I’m 
better now though—haven’t played for three months. Take me off the 
list and let her deal me in.”

What do you do? How did you arrive at this solution?

1.2 You are a Table Games Inspector. A guest has just lost a $500.00 bet at 
the Craps table. He lets out a laugh, slaps the table and says, “I guess 
I’ll be looking for a place to sleep tonight.” He started with a $10 bet 
an hour ago. 

What do you do? How did you arrive at this solution?
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Resolve Conflicts with Guests Who 
Become Irate During Play (Pit 
Inspectors Only)

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 3►

2.1 Bill Paterson has been a regular at the Poker table for almost two years 
and knows several of the Dealers quite well. He has always been a 
pleasant person to deal with and was considered a good Poker player.  
But over the past six months, the Dealers have noticed that Bill seems 
to get easily frustrated, impatient and even hostile during the games, 
especially when he is losing.  

 Today, Bill is at Frances’s Poker table. The game seems to be going 
slowly and Frances notices that Bill seems to be getting increasingly 
agitated each hand. Her Inspector, Marco, notices this behaviour as 
well. When another player calls, Bill erupts, throwing his cards at 
Frances and slamming his hands on the table hard enough to spill the 
other player’s chips.  Frances and the other players are stunned. 

 Marco comes over and tries to discreetly pull Bill aside from the table.  
“Everything okay, Bill?” Marco asks, “It’s not like you to get like 
this.” Bill is fuming; he yells at Marco to “stay out of it” and takes his 
seat at the table again. Another player, frustrated by this, shouts over 
to Marco, “Hey, we’re here to play Poker and have some fun. If I had 
acted like this guy would you have let me stay at the table, or is he 
your favourite?”

 Flustered, Marco says “Oh don’t worry about it, he’ll be fine” and 
walks away.

(Continue question on the next page)

Task 2: 
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What would you have done if you were Marco? How did you arrive 
at this solution?

2.2 You are an Inspector.  A couple join one of the Craps tables in your 
pit. They are taking turns playing, placing single-roll bets. On his 
third turn, the man calls a multi-roll bet. His wife protests jokingly, 
but by the husband’s third multi-roll bet he has lost $300.00 and the 
wife is visibly angry. She pulls her husband’s sleeve and says, “That’s 
enough. You’ve spent our limit already and I’ve barely gotten to play.” 
The man growls, “Leave me alone,” and shoves his wife. She stumbles 
backwards, crashing into a server carrying a tray of drinks. The woman 
is now crying and yelling at her husband. 

What do you do? How did you arrive at this solution?
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2.3 You are an Inspector watching a full Blackjack table. Four of the five 
players seem to know each other and are having fun joking around 
together. The lone player is visibly annoyed with the group’s banter 
and laughter. While you’re dealing the next hand, the lone guest snarls, 
“Would you guys just shut up already? It’s no wonder I’m losing my 
shirt here. So much freakin’ chatter I can’t concentrate!”

What do you do? How did you arrive at this solution?

Rule on Errors and/or Questionable 
Plays (Pit Inspectors Only)

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 You are the Pit Boss at the Craps table. A group of young men join one 
of the tables you are watching. “Can we join the game?” one asks the 
Dealer politely. The joker in the group steps forward and leans over 
the table, singing out, “Yeah, yeah we want in. We’re here to poke 
some snake eyes, to ride a box car, talk to Nina . . . we want to do it 
all!” The other players at the table smile tightly. 

(Continue the question on the next page.)

Task 3: 
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What do you do? How did you arrive at this solution?

3.2 You are the Pit Boss at the Diamond Cuffs Executive Table, the 
Blackjack table for expert players and high stakes. Most of the players 
have been at the table before except one, Roger. After the first three 
hands you conclude that Roger is an inexperienced Blackjack player 
and notice that the other players seem to have reached the same 
conclusion. In the fourth hand, the Dealer hits a soft 17 and Roger wins 
the hand. A similar situation happens in the next two hands, which 
causes Sayed, the biggest loser so far, to accuse Roger of counting 
cards. 

 Sayed’s outburst results in raised voices and, you fear, the potential of 
violence. 

What do you do? How did you arrive at this solution?
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Level 2►

3.3 You are in the Box at the Craps table. An older man and a young 
woman approach the table. You hear the man tell the Dealer that the 
young woman is his granddaughter, Sarah.  “She just turned 18 and 
wants to be a master of chance like her granddad!” he says proudly. 
“We’re here to learn the ropes on Craps.” 

 The young woman watches two rounds while her grandfather explains 
the game to her. One the third round, her grandfather says, “We’re 
ready to play! Sarah’s got 10 bucks for a pass line.” Sarah rolls a seven. 
“What can I say? Luck is in our blood. What does a $15 pass give her 
on that roll?” A $15 bet? You’re sure the man called a $10 pass line bet 
before his granddaughter’s roll.

What do you do? How did you arrive at this solution?
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3.4 You are working in the Box. It’s an exceptionally busy night and the 
Dealers are working hard to keep up with people. You are watching 
Sue, a new Dealer, working the fast side of her table, when you hear 
a guest call out, “Hey, I’m trying to make a bet here! This is the third 
time you missed me.”

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Uniforms employees need to know. Employees working in this area 
need to be able to respond to everyday problems related to inventory, 

quality, co-workers and other job duties, using good judgement and logical 
problem solving. While most problems can and must be solved by following 
policies and procedures, employees will encounter some situations that cannot. 
For example, uniforms may get lost. Although employees may not have the 
authority to resolve the issue that caused the uniforms to be lost, they do need 
to be able to track missing uniforms to try to locate them. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 
 
In this section, you will practice how to: 

Deal with problems concerning equipment and computer systems −−
Deal with work-related situations involving staff and co-workers −−
Solve problems that arise when producing, repairing and processing −−
uniforms

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process. 

If you have trouble with any of these activities, review the Foundation 
Sections:  Thinking Critically, Making Decisions and Solving Problems.

Introduction
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Task 1: Deal with Problems Concerning 
Equipment and Computer Systems 

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

1.1 Think of the kinds of problems you have encountered with your sewing 
machine at work.  

a) What is the most common problem you encountered? 

b) How did you solve this problem?

c) How might you be able to prevent this problem from 
happening? 

d) What other problems have you encountered? 

e) How have you solved these problems?
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1.2 Anna is a Uniform Technician. She has been sewing new uniforms for 
the maintenance department all morning. The fabric is heavy and her 
sewing machine seems to be losing power. 

 Anna stops for a moment when she thinks she smells something 
burning in her machine.  She continues sewing because she only has 
three more uniforms to finish. 

What would you have done if you were Anna? How did you arrive at 
this solution?

1.3 You are mending damaged uniforms. For some reason, the fabric is 
jamming in the machine more than usual. 

What do you do? How did you arrive at this solution?
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Task 2: 

1.4 You are a Uniforms Supervisor at the Shining Star Casino. Shining 
Star is a huge facility with more than 500 employees, which means 
more than 500 uniforms. You are entering the inventory numbers in 
the computer system when the screen blinks and goes black.  You can 
not seem to turn the computer on again. 

What do you do? How did you arrive at this solution?

Deal with Work-Related Situations 
Involving Staff and Co-workers

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

2.1 Describe one or two difficult situations you have encountered with 
another employee at work. For each situation, try to answer the 
following:

a) What was the actual problem?

b) Who was affected by the problem?

(Continue the question on the next page.)



5 of 10uniforms

c) What were the consequences of the situation?

d) How did you deal with the situation?

e) Looking back on the situation, would you handle the situation 
differently if it came up again? In what way?

2.2 You are working at your sewing machine when Sayed approaches your 
work station. Sayed is a Security Guard whose uniform you adjusted 
yesterday. Sayed throws his uniform on your work table and says 
rudely, “You did a terrible job on my uniform.  It still doesn’t fit right. 
Now I don’t have a clean uniform for my shift tonight! You’d better 
fix it right now.”

What do you do? How did you arrive at this solution?
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2.3 You are trying to finish a large order of uniform repairs before the 
weekend.  The repairs are taking longer than you thought because 
most of the uniforms require several repairs. You have told Ronnie, 
your co-worker in the next station, that you are worried you will not 
finish all of the repairs today. Ronnie tells you, “Don’t worry about it. 
Just fix one repair per uniform and send them out.  People will send 
the uniforms back but who cares? At least you will get the pile finished 
today.”

What do you do? How did you arrive at this solution?

2.4 You are a Uniform Supervisor and you have overheard what Ronnie 
has said in Activity 2.3.  

What do you do? How did you arrive at this solution?
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Task 3: Solve Problems That Arise When 
Producing, Repairing and Processing 
Uniforms

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 Your supervisor has assigned you the job of sorting the used uniforms. 
You have to decide which uniforms can be re-used, which should be 
discarded and which have parts that can be salvaged. You estimate that 
the pile contains about 150 uniforms.  You need to get this work done 
as quickly and as accurately as possible. 

What do you do? How did you arrive at this solution?

Level 2►

3.2 You are preparing uniforms to be delivered to their employees. When 
you get to the end of your pile, you discover you have one uniform left 
over. The uniform does not have a barcode on it or a name sewn into 
it. 

What do you do? How did you arrive at this solution?
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3.3 The upper level lounge, The Ace of Spades, has not received its 
shipment of 10 new uniforms. The uniforms for the lounge recently 
changed. Your supervisor has asked you to track down the uniforms. 

What do you do? How did you arrive at this solution?

3.4 Minling, a Cashier in the Bank, is missing the uniform she brought last 
week to be taken in. She has called to ask you where her uniform is.

What do you do? How did you arrive at this solution?
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Level 3►

3.5 You work at the Paradise Palace Casino. It’s February and it has been 
a long, cold winter. The Casino has decided to host a tropical theme 
night full of fun activities to “warm up” the winter. Your team has 
been asked to design and sew a special outfit for the Casino’s mascot, 
Paradise Pete. Paradise Pete is a giant pirate puppet. 

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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This section deals with the critical thinking and problem-solving skills 
that Warehouse employees need to have. Employees working in this area 
need to be able to respond to everyday problems related to inventory, 

logistics, non-routine situations and co-workers, using good judgement and 
logical problem solving. While most problems can and must be solved by 
following policies and procedures, employees will encounter some job duties 
that pose unique challenges that cannot. For example, multiple shipments may 
arrive at the same time and Warehouse personnel may need to decide which 
shipments should be unloaded first based on criteria such as priority levels, 
types of shipment and deadlines. 

Critical thinking and effective problem-solving skills help employees to remain 
calm, approach problems logically, gather information to understand problems 
accurately, and respond in a manner that is consistent with the employee’s level 
of authority and responsibility. 
 
In this section, you will practice how to: 

Track errors and discrepancies in inventory−−
Prioritize vehicles entering the loading dock −−
Identify non-routine problems−−
Deal with work-related situations involving staff and co-workers−−

Now it’s your turn. Try these activities to practice the critical thinking and 
problem-solving tasks you may need to perform in your 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 for a checklist that will help you evaluate your 
responses and reflect on your problem-solving process.

If you have trouble with any of these activities, review the Foundation 
Sections:  Thinking Critically, Making Decisions and Solving Problems. 

Introduction
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Task 1: Track Errors and Discrepancies in 
Inventory

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

1.1 You are filling an order for Housekeeping and Grounds for items like 
garbage bags, cloths and other cleaning supplies.  The Warehouse 
Information Management System indicates that there are no garbage 
bags in stock, which is unusual. 

What do you do? How did you arrive at this solution?

1.2 You have received a shipment of lottery tickets from Western Lotto. 
Your counts do not match the numbers on the packing slip. 

What do you do? How did you arrive at this solution?
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1.3 Yesterday, you received a shipment of liquor from the Liquor Control 
Commission.  The physical counts matched the packing slip and the 
invoices.  Today you are pulling and packing the orders for each casino 
restaurant. The inventory management system indicates that all of the 
product is in stock. However, your physical count tells you that one 
case is missing.  

What do you do? How did you arrive at this solution?

1.4 Everyone in the department dreads having to track errors because the 
packing slips and logs are so disorganized that sorting through them 
takes twice as long as it needs to. Unfortunately today, you find an 
error that requires you to sort through these files. 

What do you do? How did you arrive at this solution?
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Prioritize Vehicles Entering the Loading 
Dock

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 2►

2.1 It’s been a hectic shift, with shipments arriving steadily throughout the 
day. There are three trucks lined up right now waiting for a dock: one 
contains a shipment of perishable food, another lottery cards and the 
third new furniture. You need to decide the order of priority to give the 
trucks for the next open docks.

What do you do? How did you arrive at this solution?

Task 2: 



5 of 8WAREHOUSE

Identify Non-Routine Problems 
Performing this task involves the following types of thinking skills:

Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

3.1 You are working the dock when an oversize truck pulls up. The truck 
is so large that the doors cannot close. 

What do you do? How did you arrive at this solution?

3.2 You have stepped outside on your break for some fresh air. Just 
outside the gates you notice a black van and a blue pickup truck 
parked, which is unusual because it’s a no stopping zone. An hour later 
you are sweeping the dock when you notice that the vehicles are still 
parked there, but the people in them appear to be looking your way. 
There is something suspicious about the situation. You are expecting a 
truckload of cards and lottery tickets any minute. 

What do you do? How did you arrive at this solution?

Task 3: 
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3.3 You are almost finished unloading a shipment of 60 new bill counters 
when you notice a small box at the front of the trailer behind the last 
two bill counters.

What do you do? How did you arrive at this solution?

Deal with Work-Related Situations 
Involving Staff and Co-workers

Performing this task involves the following types of thinking skills:
Thinking critically−−
Making decisions−−
Solving problems−−

Level 1►

4.1 You are in the middle of a physical count when a co-worker, Jack, 
stops by. “You know, I have a much faster way of doing these counts,” 
Jack says. “Yeah, I just count the lots instead of each item inside. You 
should try it.” 

What do you do? How did you arrive at this solution? (Describe the 
problem-solving steps you used.)

Task 4: 
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4.2 You have booked Thursday and Friday off so you and your friend Said 
can do a weekend road trip to Rockin’ Country Fest. Said just called 
to say that he can get Monday off from work, but not Thursday. You 
wonder if you can swap your Monday shift for someone’s Thursday 
shift. 

What do you do? How did you arrive at this solution?

4.3 You have used up all of your holiday time, but you really want to 
attend your cousin’s wedding. The wedding is a six hour drive away, 
so you’ll need two days just for travel time, plus another two days for 
the wedding and family activities. 

What do you do? How did you arrive at this solution?
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There is no single right answer for the problems presented in each of the 
activities in this section. You will have to decide for yourself if your 
solutions are appropriate and effective. Remember, there are two aspects 

to good solutions—sound decision making and critical problem solving. 

Use the following checklist to assess your solutions and reflect on your problem-
solving process.

Problem Solving Self Check
Did your solution:►

Follow the policy and / or procedure if there was one that applied −�
to this situation?
Solve the real problem?−�
Achieve the objective or purpose for solving the problem?−�
Respect the mission of the casino?−�
Have as few negative consequences for the casino and the people −�
involved as possible?
Require the casino and the people involved to make as few trade-−�
offs as possible?

During your problem-solving process, did you:►

Try to approach the situation objectively by separating facts from −�
opinions and assumptions?
Make sure you understood the problem clearly and the factors it −�
involved before taking any action or making a decision?
Determine if there was a policy and/or procedure dealing with the −�
problem? If not, did you determine if you had the authority and 
responsibility to handle it or if you needed to engage the chain of 
command?
Consider why the problem needed to be solved and how you −�
would know when it had been solved?
Consider at least three possible alternatives and the pros and cons −�
of each one?
Weigh the consequences and trade-offs of each alternative?−�
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