Moment of Truth: Gaming Establishments

Real-time feedback from your casino, racetrack, & bingo hall patrons
In today’s gaming world,customers are more
demanding and empowered, and evolving at an
accelerated pace. Monitoring the customer
experience at casinos, racetracks, and bingo
halls is vital to staying relevant, adapting quickly
and effectively, and developing customer loyalty.

The survey will screen respondents to ensure they
are recent customers and to identify in which
activities they engaged. Respondents can complete
the 5-7 minute survey on their mobile or desktop
devices.

Areas of Investigation

Our real-time feedback tool measures the
experience and satisfaction of your customers –
in real-time, either on-site or as they depart.

We can customize the survey to best serve your
research needs and customer experience improvement
goals. Some key customer experience variables you
may wish to measure and track include:

Customer experience, satisfaction, and feedback is best
captured immediately – in the moment of truth – in order
to obtain accurate in-the-moment results, and to view the
results as quickly as possible.

Ÿ

Overall Value and Satisfaction: An essential metric
in measuring and managing the customer
experience over time. Satisfaction is used to provide
a baseline measurement of performance, identify
change, and understand key drivers to set and align
priorities at an organizational level.

Ÿ

Performance measures on key customer
experience attributes, such as speed, convenience,
consistency, friendliness, and human touch. We can
also measure both transaction drivers and
relationship drivers such as: variety of games
oﬀered, player rewards, ambiance, non-gaming
amenities, cost, convenience, and customer service –
including responsiveness/timeliness,
enthusiasm/friendliness, courtesy, communication
and helpfulness, knowledge, and professional
appearance.

Ÿ

Net Promoter Score: A key indicator of customer
aﬃnity, loyalty, word-of-mouth, and likelihood to
recommend.

Our unique feedback tool does this.

Methodology
Pollara's Moment of Truth identiﬁes your gaming
customers when they are on your premises or in the
immediate vicinity, and invites them to participate in a
short 5-7 minute survey about their experience.
Ÿ

How do we do it? Nine-in-ten Canadians are on a
social media platform. When they check their social
media feeds, they leave a geotag within the platform
that indicates their
location. When anyone
checks their social
channels while
standing within your
premise's postal code
and/or the immediately
surrounding postal
codes, this will trigger
Moment of Truth to
post an ad in their
social media feed
which invites them to
our feedback survey.
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Deliverables
Moment of Truth will provide you with an ongoing,
tracked assessment of customer experience and
satisfaction, identifying key strengths to leverage, and key
areas to improve – and how. We can analyse the results by
gaming customer type, demographics, day, or time of day.
Ÿ

We can provide bi-weekly, monthly, bi-monthly, or
quarterly reporting for each location. The frequency of
reporting will be dependent upon the size of your
customer base and your internal needs.

Ÿ

Reporting can be provided via PowerPoint report or a
continuous online dashboard portal – according to
your preference.

Ÿ

Complimentary quarterly in-person presentations.

network feedback, competitive product analysis, mobile
and internet gaming, customer experience impact, and
game sales forecasting.
We have conducted research on this subject for all of
the major gaming regulators in Canada and several
large gaming operators across North America. Rooted
in our deep subject matter expertise, we provide our
clients the most eﬀective research approaches and
superior interpretation and advice.

Pricing
Pricing is dependent upon the size of your customer
base and the frequency of reporting. Please contact us
to discuss.

About Pollara
Since 1980, Pollara Strategic Insights has provided our
clients with what they need: deep understanding,
bulletproof accuracy, actionable recommendations, and
insightful ongoing counsel. One of Canada's premier
research ﬁrms, we are a collaborative team of the most
senior, experienced research project leaders in the
country – a team that is passionate about helping our
clients by applying our perspective, hands-on creativity,
and comprehensive toolbox of industry-leading research
methodologies and analytical techniques.
Pollara is home to one of Canada's leading lottery
and gaming research practices. Our team has
an extensive background in conducting
quantitative and qualitative research in the
sector, including studies focused on
issues management, brand
segmentation, reputation impact,
charitable gaming, retailer
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