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Since 2013, the Gaming Service Index (GSI) has been compiled periodically to
facilitate the trend analysis in order to monitor the service level of the Gaming
industry. The community can be aware of its service quality, and the gaming
concessionaries can improve their customer service using this GSI as their

benchmark.
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Mystery Shopper Survey
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MGRA collaborated with SGS Hong Kong Limited to recruit and train Mystery Shoppers
and conduct data collection and data entry.

Targets of assessment: mass markets of 14 representative casinos (Wynn, Wynn Palace,
MGM, Galaxy, COD, Studio City, Lisboa, Grand Lisboa, Oceanus, Ponte 16, Fortuna,
Sands, Venetian and Sands Cotal).

Methodology: Quota sampling
Research team would arrange a number of visits to every selected casino and job type.
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Sample size
Sample size 2013 2014 2015 2016 Total

B HR/AE R
2R Al
SR &

Customer Service
(CS)/Cloakroom/
Bus/Toilet

AR B
Staff at Slot Machine Areas

ot

163 320 324 340 1,147

159 144 144 148 595

Rz
Security Staff 3 144 144 152 513

E i
Cashiers

—pfe e

Gl
Dealers 325 936 936 988 3,185

REEEX
Staff at Free Food & Beverage 18 36 36 38 128
areas

Aag5 Total 810 1,724 1,728 1,818 6,080

72 144 144 152 512
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Checkpoints for each casino in a single round

f&— 2 H 71 Weekday FE & Weekend
11:00- 17:00- 11:00- 17:00- Total
17:00 23:00 17:00 23:00
B HIANE R
FTE R B/
SFERSE 2 2 2 3 9
Customer Service (CS)/Cloakroom/
Bus/Toilet
£ T HRT A . . . . .
Staff at Slot Machine Areas
R
Security Staff 1 1 1 1 4
= N
Cashiers
$157 Dealers 4 4 9 9 26
REBEX 1 1
Staff at Free Food & Beverage areas
ZEET Total 9 9 14 16 48
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Formula for Calculation
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 The aggregate score of each staff member =
1.5 x smiling + 1 x proactiveness + 1 x tolerance.

the score of smiling, proactiveness and tolerance is either O or 1 for each
evaluation.

« The industry average score is the mean of six concessionary casino
operators.
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GSI Results
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Gaming Service Index (GSI)(2013 - 2016)
By Half-Year
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GSI: Proactiveness Index (2013 — 2016)
By Half-Year
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Samples of Proactiveness
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Samples of Proactiveness

Negative

Positive

(2016 Q1 Free F&B) Staff just stood near the
counter and did not ask if customerS needed
anything.

(2016 Q2 Security) Staff looked around what
was happening near the entry. When staff
found customer were in need, staff
approached them proactively and offered help.

(2016 Q3 CS) Staff was not proactive. Staff did
not greet and say goodbye to customers.

(2016 Q3 Security) Staff listened to customer’s
gueries patiently. Staff leaned towards
customers to get closer to them.

(2016 Q3 Free F&B) Staff did not ask whether
customers needed food or drink proactively.
When customers asked what kind of food or
drink offered, staff responded in a dull tone.

(2016 Q4 Slot Machine) Staff approached
customer proactively when he saw customer
was in need. Staff nodded and talked in a
friendly tone with professional manner.
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M58 (2013 — 2016)
GSI: Tolerance Index (2013 — 2016)
By Half-Year

150 -

130 -

110 -

70

2013 2014H1 2014H2 2015H1 2015H2 2016H1 2016H2
(base year)

16



'Em S YR RE
' ]@ MACAU GAMING RESEARCH ASSOCIATION WHEN YOU NEED TO BE SURE
i Lo+

Samples of Tolerance

KEE (§ 4=

(2016 Q2 ik f5) BAZ E MR FFHYHFE > BE (2016 Q2 F51-1#) Az 3 ik S IE ] F HY
B S WG ERPY - B AUk = s AR AL A T Y SR[ERART - BRI LS [BAR ATE A%
EREL /D BENMEAFREE - B B o SMiE TR s A T 2 AR S ] LA
REERPREERRNAL - =

(2016 Q3 JifHE) AT s ik B RS - s (2016 Q3 JiAtE) AR N ZIRGLHIFR T
JBEM Calfs - B IEE AR > BERI | A O G E 2% -
AT EAYER T ©

(2016 Q4 i) B S/EREREAAYEafET > B | (2016 Q3 XiEMH) BFar & - M SR
TERSINIGRTS - BEEREIMERAMNE - | @SBRI - 3SR E
BRI O 2 - HAL & B S A -

17



P E TR B S

MACAU GAMING RESEARCH ASSOCIATION

e
B

WHEN YOU MEED TO BE SURE m

i CoB5

Samples of Tolerance

Negative

Positive

(2016 Q2 Cashier) A customer went to cashier and
found that staff was tidying. The customer asked the
exchange rate of Macau Pataca. Staff did not answer
in detail and asked the customer to stand aside.

(2016 Q2 Slot Machine) A customer asked staff where
to get the bus ticket to Border Gate. Staff patiently
directed the customer to 2/F to get the ticket and told
the customer to seek for help on 2/F if he still could
not find the way.

(2016 Q3 Dealer) Staff did not not answer a
customer’s questions patiently. When the customer
still could not understand, staff showed an annoying
face.

(2016 Q3 Dealer) Staff explained the gaming rules to
a customer patiently when the customer did not know
how to play the game.

(2016 Q4 Dealer) A dealer worked mechanically and
slowly. Even customers could feel the staff was
annoyed. Staff was not patient enough.

(2016 Q3 Cloakroom) Staff asked whether a customer
needed further help after helping him with the
baggage. Staff said goodbye to the customer politely
after confirming no further help was needed.
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RESULTS BY DEPARTMENT
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GSI (2013 — 2016) by Gaming Concessionary
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Trend (2013 — 2016) of Dealer
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RESULTS BY CONCESSIONARY

22



mMmoOO ® >

B TR R m
MACAU GAMING RESEARCH ASSOCIATION WHEN YOU NEED TO BE SURE
EX R ER (2013 — 2016) DIRERR A E]74H

GSI (2013 — 2016) by Gaming Concessionary
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Trend (2013 — 2016) of Gaming Concessionary B
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Trend (2013 — 2016) of Gaming Concessionary C
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Trend (2013 - 2016) of Gaming Concessionary D
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Trend (2013 - 2016) of Gaming Concessionary E
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Trend (2013 - 2016) of Gaming Concessionary F
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