
Casino Mystery Shopping
Mastering Casino Visits Like a Pro!
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Casino Mystery Shopping Overview

• The scope and scale of casino assignments are much larger than standard 
retail/dining/service shops
• Casino shops often require of 10–25 interactions 
• Interactions vary in type:

• Gaming, hotel, dining, valet and more

• More preparation is required before you can conduct the shop
• Phone walk-through with the Client Services Team is required
• Full review of assignment guidelines and form
• Development of a plan and timeline are required to keep you on track

• Larger amount of upfront expenses to complete shop
• Expenses vary based on client, shop type and number of interactions but are generally several 

hundred dollars for entire shop



Casino Mystery Shopping Overview

• Shopper Pay
• Pay does vary based on client, shop type and location
• Number of interactions, and length of shop time are taken into consideration for establishing 

the shopper pay

• Benefits of Casino Shops
• Opportunity to stay, play and dine at a variety of premier casinos and resorts
• Some clients allow shoppers to keep gaming winnings, up to a certain threshold
• Shops can include additional amenity interactions such as spa and golf 
• Opportunities to visit and shop various casinos all around the country



Requirements for Casino Shops

• Fully detailed step-by-step accounts of each interaction
• No generalizations, copy and paste and all negative response must be clearly addressed 
• Excellent memory recall and detailed notes are required 

• No egregious mistakes or inaccuracies 
• Casino clients monitor cameras and check for inaccuracies in shopper reporting 
• This damages our credibility and your integrity as a shopper
• Can lead to shop exclusion without reimbursement

• No missed interactions
• All interactions must be completed during the allotted shift/visit time prior to leaving the 

property



Types of Casino Shops

Casino Shift Visits
• Average of 10 to 12 interactions
• Shift times may include a day, swing and grave 

• Actual time frames for each shift varies with each individual client 
• Average completion time of a shift visit is 3 to 4 hours 
• All interactions must be completed within the shift time designated by the client

• If you miss one interaction, your shop may not be accepted by the client 
• Dining interactions may or may not be included, depending on the client
• You may be assigned multiple forms

• Casino Shift Visit Form – Includes required interactions
• Expense Form – Where you submit expenses for visit, required to be paid/reimbursed   



Types of Casino Shops

Casino Overnight Stays
• Upwards of 20 interactions 

• Varies based on length of stay
• Stays are generally 1 or 2 nights (2-3 days)
• All interactions must be completed during the visit

• If you miss one interaction, your shop may not be accepted by the client
• You will be evaluating various aspects of the property

• Hotel, gaming, food and beverage, facilities etc.
• You may be assigned multiple forms for the casino overnight 

• Department specific forms with assigned departmental interactions
• Hotel Form, casino form, Food & beverage form
• Some clients have just one form with all interactions combined, others have several individual forms

• Expense Form – Tracks all of your expenses through the casino, required to be paid/reimbursed



Applying for Casino Shops

• Casino shops are posted on the job board with all other shops
• Casino Shop certification is required in order to be assigned these shops

• You will be Casino Certified once you complete and pass the corresponding test to this training
• You can apply to these shops prior to being certified but will not be scheduled until you complete 

the certification
• Some shops will also have client specific training, which is required before you can shop 

for them  
• You must be an experienced shopper who has completed a variety of shops for different 

clients and programs 
• Must maintain an average report rating of 8 to 10

• Before applying ensure you read the entire posting to make sure you are comfortable with 
the assignment
• Only apply for the specific shift and date you can shop
• Flaking hurts your credibility and will limit your future assignments



Once You Have Been Assigned – Next Steps

• Read the guidelines and review the form in its entirety 
• Write down any questions you may have for your Client Services Coordinator so they can answer during your 

walk through
• Complete the phone walk-through

• Client Services Coordinators will go over the form and client expectations, as well as answer any questions you 
may have 

• The phone walk-through should occur 2 to 5 days prior to the shop date so information is current and fresh in 
your mind

• If the shop requires reservations, make them immediately 
• The reservation call may need to be recorded on your shop report, so ensure you review the form prior to 

booking
• Some shops require client services approval before booking a room

• Review all reimbursement guidelines and completion deadlines
• Prepare a plan & timeline for the shop

• List out all required interactions and make a plan to distribute them throughout your visit
• Utilize this timeline  while on property to keep yourself on track and make sure you complete all interactions



Once You Have Been Assigned – Next Steps

• Prepare a plan & timeline for the shop
• List out all required interactions and make a plan to distribute them throughout your visit
• Utilize this timeline  while on property to keep yourself on track and make sure you complete all interactions

• Group Logical Interactions together
• Example: Tables games & beverage servers 
• While completing a table game interaction, play long enough to get beverage service and also complete a 

beverage server interaction Tables games and beverage servers 
• Create a cheat sheet and check list on your smart phone 

• Step away when available to fill in important key information such as team member names, descriptions and 
timing 

• Visit the location’s website to familiarize yourself with:
• Venues, hours of operations, amenities and special events

• Create a story for why you are visiting the casino/property
• Examples: vacation, visiting family, a fun getaway etc.
• Use this story throughout your stay to assist in ease of conversations during interactions

• Ensure story remains consistent throughout stay



During the Casino Shop

• When possible re-read your guidelines and review the form prior to completing interactions
• Stick to your plan and timeline as closely as possible 

• Keep your cheat sheet with you on your phone
• Do not refer to it during an interaction or in pubic spaces 

• Tip: Takes several restroom/coffee breaks to take notes on your phone
• Use the notes app or text yourself the information 
• Record exact times of all interactions

• Get the names and descriptions of all employees you interact with 
• Reports missing multiple employee names may be excluded
• If employee is not wearing a name-tag try and find a way to work  a way to work it into the conversation 

naturally
• Example: “Thank you so much, what was your name?”

• Some clients have service standards that all employees must meet  
• These standards, if applicable, will be covered in a client specific training or walk through 
• Ensure you are familiar with these standards so you know what to look for during interactions



During the Casino Shop

• Obtain a player’s club card for your assigned casino
• This should be your first casino interaction

• If you are already a member of the casino you are shopping you can have a new card printed for this interaction
• A players card is required by all clients. You must use your player’s club card for all gaming 

interactions to track play.
• Player’s club cards should be inserted in slot machines during play, and presented to table dealers during play 

• You are NOT ALLOWED to gamble for personal pleasure during your assigned 
shop
• You must wait until the shift time is over, exit the casino and go back in so the client sees you 

are no longer present as a shopper 
• Perform table/slot and beverage server interactions simultaneously 

• While you play and interact with a dealer or slot attendant, you should also be completing 
corresponding beverage servers

• Table supervisors should also be evaluated at the same time as table dealers (if assigned)



During the Casino Shop

• Remember, in a casino, there are cameras everywhere 
• If the client notices an inconsistency, they will review the camera footage to verify, so ensure all times and 

locations are accurately reported

• Dress the part
• Local casinos – dress casually to blend in 
• High End casinos – dress up to fit in 

• If completing an overnight shop, fill out some of your report while on property 
• This will make sure the interactions are fresh in your mind
• This will also reassure the client services team that you are on property 

• If you have questions while on property, call or email the Client Services team. 
• The email is monitored 7 days a week. You can also call the office during office hours 8:30 AM to 5:00 PM 

PST M-F. 
• Email: csnv@hsbrands.com
• Phone: 1.800.723.1150 Ext. 300

mailto:csnv@hsbrands.com


Casino Shop Basics – Table Games

• The guidelines of the shop will specify what table games they recommend you to play.
• The dealer may check your ID as well as ask for your player’s card (always present your player’s card) when 

you lay your money on the table to buy into the game.
• Pit bosses/table supervisors are the managers of the dealers for a specific gaming area. They wear suits and 

rotate from table to table. 
• Play low minimum tables to make sure you have enough money to play through the required interactions. The 

maximum allowance will be listed on the guidelines of the shop.
• Table minimum is the lowest amount you can play per bet. The maximum is the highest amount you can play 

per bet. These amounts will be listed on the table placard
• Know where to find the table number

• The table number is typically on the side of the table, on the dealer side or above the table on a sign
• This may vary from casino to casino

• Never touch the cards or apparatus unless specified by the dealer 
• Dealer tips may not be an accepted expense

• Be sure to check the guidelines to see if they are covered or not 



Casino Shop Basics – Table Games

• Here are links to websites that demonstrate the different types of table games you will most 
likely be playing. Please review each of these links for better understanding
• Blackjack

• https://entertainment.howstuffworks.com/how-to-play-blackjack.htm
• Craps

• https://entertainment.howstuffworks.com/playing-craps.htm
• Roulette

• https://entertainment.howstuffworks.com/how-to-play-roulette.htm
• Poker

• https://entertainment.howstuffworks.com/how-to-play-poker.htm
• Poker tables on the gaming floor differ from the Poker Room tables. The guidelines on the shop will specify if you 

have to shop the Poker Room or just the Poker tables in the gaming area. 

• You do not have to be a professional at playing these games
• The dealers will be a great resource, as you can always ask them to assist

https://entertainment.howstuffworks.com/how-to-play-blackjack.htm
https://entertainment.howstuffworks.com/playing-craps.htm
https://entertainment.howstuffworks.com/how-to-play-roulette.htm
https://entertainment.howstuffworks.com/how-to-play-poker.htm


Casino Shop Basics – Beverage Servers

• Beverage servers serve beverages to casino patrons on the gaming floor.
• Examples of beverages you can order are, but not limited to: (the guidelines of the shop will 

give you specifics)
• Cocktails
• Water
• Coffee

• Be sure to sit in a populated area and be actively playing the slot or table game so 
the beverage server will approach you. Do your best to make eye contact with the 
beverage server. 
• The guidelines of the shop will specify if they want you to order specific drinks, if 

you should be upsold, and specify the maximum tip allowed. 



Casino Shop Basics - Slots 

• Make sure you understand the slots before you play
• Only play up to the maximum reimbursement limit, which will be listed in the shop 

guidelines. 
• Do your best to sit in a crowded or noticeable slot area so the slot attendant is more likely 

to approach you. 
• Slot denominations can vary per machine. Be sure to check your shop guidelines for 

specifics on which denominations they recommend that you play.  
• Examples of Slot Denominations are:

• Pennies, Nickels, Quarters, & Dollars

• Pace your play and select a denomination that will allow you to play through the required 
slot attendant and beverage server interactions.  



Casino Shop Basics - Slots 

• The “candle” is the service light which you engage by pressing the call or service button on the 
slot machine

• Once you press service button or “light the candle” be prepared to interact with a slot attendant 
• Make sure to sit in visible areas in the casino so a slot attendant can see you
• Just because your service light candle is lit, doesn’t mean it notifies a slot attendant. A slot attendant will 

have to visibly see the candle light while walking by
• You can insert your player’s club card backwards, request change, bill jams or not accepting bills, but 

have a plan in place for when the attendant arrives
• Mix up your reasons for lighting the candle
• Clients like to see if their employees are knowledgeable for any situation 

• Know where to find the slot number 
• Typically on the side or base of of the machine 
• If there are multiple numbers and you are unsure what to use, take a photo so you can refer back later



Casino Shop Basics – Slot Attendants

• Slot attendants provide a variety of services on the gaming floor that shoppers can utilize 
for their interactions
• Examples: Asking for change, How to play the specific slot, How to use the players card

• Wait at least  10-15 minutes, unless otherwise suggested in the guidelines, after making 
eye contact with the slot attendant to see if they approach you for service
• Try and sit in a populated slot area, not in an isolated area away from other patrons (such as a corner) to 

better your chances of the slot attendant interacting with you 
• When you see a slot attendant try and make eye contact with them so they know you are waiting on 

service
• Some clients may ask that you seek out a slot attendant if not approached, others may have you move to 

a different area and attempt interaction again
• This will be covered in walk throughs or client specific training 



After the Casino Shop

• Start on your report while on property, if able, or immediately once you are home
• Time is of the essence, the longer you wait the less you remember 
• Tip: Enter your interactions in the order you performed them, they may be easier to recall this way and 

help you to stick to your timeline

• Be as detailed as possible
• Start all narratives with the time (and if overnight, the date) of the interaction 
• Report on exactly what happened during the entire interaction including verbatim quotes when 

applicable
• Make sure you are addressing the form questions within the narrative 
• Use spell check (or applications such as Grammarly) and proofread narratives before you submit

• Submit your report on time
• You will be penalized for late submissions
• Performance bonus can be taken away 



After the Casino Shop

• Submit your expense form
• We cannot process your shop for payment until all expenses are verified 
• Make sure you keep all receipts, expenses submitted without receipts may not be reimbursed
• Write tips on the receipts prior to uploading to expense form

• If tip is not written on receipt it will not be reimbursed 

• Be prepared to answer the editor’s questions
• The editors are here to help make sure you shop is up to our clients’ standards
• Respond promptly to all editor requests and questions

• Failure to do so will result in a delay of processing your shop and payment 
• Continued delays or failure to respond to editors request may result in shop exclusion 



Test Time!

Thank you for reviewing the training! Please go back to the 
shopper testing center and take the test. 

Good Luck! 


