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B SA and AM L
The BSA/AML Series is designed to meet casino staff training requirements of federal and state agencies. This series
incorporates industry best practices in enforcing the spirit of the Bank Secrecy Act and Title 31 ensuring that questionable
individuals do not take advantage of U.S. casinos to further their criminal activities.
These courses are recommended for:
Regulatory Staff, Compliance Officers, BSA/AML Managers and Officers, Casino Management, Cashiers and Cage Employees,
Audit Staff, Floor Supervisors, Floor Runners, Casino Security Employees, Surveillance Staff, Dealers.

AML for Directors and Senior Management

30 MIN As a director or senior manager, you have anti-money laundering obligations to uphold at your property. Learn
about the money laundering process and key anti-money laundering legislation that affects your role.

AML: What Are PEPs?

90 MIN This module summarizes the threat of money-laundering with a focus on the Politically Exposed Person (PEP).
Explore the risks presented by PEPs, and apply knowledge learned in a recent example-driven case study.

Anti-Money Laundering (AML): Bingo Overview

60 MIN Bingo employees that are in a position to handle cash or witness potentially suspicious transactions have
compliance obligations relative to the BSA AML requirements. This course will provide an overview of the BSA, Terrorist
Financing; OFAC compliance responsibilities and PEP risks. The examples used are specific to the bingo department to
assist them in identifying suspicious transactions that could occur within the bingo department.

Anti-Money Laundering (AML): BSA Officer Overview

90 MIN The BSA Compliance Officer should be the expert in BSA AML requirements and the casino’s related policies. This
course is designed specifically to provide the BSA Compliance Officer with the information necessary to comply with AML/
BSA requirements, OFAC obligations and the related duties of a BSA Compliance Officer. The course includes providing best
practices in designing the AML Program, Risk Assessment and reporting to Senior Management. The suspicious activity
examples provided cover transactions on the gaming floor and transactions that can be identified through examination of
the books and records.

Anti-Money Laundering (AML): Cage and Credit Overview

90 MIN The cage and credit departments are the transaction gatekeeper of the casino. This course provides AML/BSA
requirements; Know Your Customer and your customer’s source of funds; Terrorist Financing; and PEP risks. The course
addresses the specific Cage obligations relative to OFAC compliance. The examples used are specific to the cage and credit
department to assist in identifying suspicious transactions that could occur.

Anti-Money Laundering (AML): Commission and Executive Board/Management Overview

60 MIN The reputation of the casino and company/tribe is a vital asset. As Senior and Executive Management, there are
specific BSA/AML obligations to uphold. What information should be provided to you and what are your obligations? The
course provides best practices in meeting BSA requirements for Senior/Executive Management, Commission and Business
Committee best practices include having familiarity with BSA requirements therefore the course includes an overview
of the BSA, US Patriot Act and the key provisions of the BSA (Cash Transaction Reporting, Suspicious Activity Reporting,
Recordkeeping requirements and AML programs).

Anti-Money Laundering (AML): Dealer Overview

30 MIN Not knowing how to identify potential suspicious activity is one of the leading issues facing casinos. This course is
catered to providing dealers with an overview of the Anti-Money Laundering (AML) Bank Secrecy Act (BSA) requirements and
examples of table games and poker suspicious activity to assist the casino’s compliance efforts.
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Anti-Money Laundering (AML): Finance and Accounting Overview

90 MIN This course covers the BSA/AML requirements; Know Your Customer obligations; PEP risks; terrorist financing,
and 314(b) information sharing. The course provides comprehensive best practices on the AML Program, Risk Assessment
and Recordkeeping requirements. The course outlines finance and accounting department AML responsibilities and the
examples used cover transactions on the gaming floor and transactions that can be identified through examination of the
books and records.

Anti-Money Laundering (AML): Internal Audit Overview

90 MIN This course covers the BSA AML requirements; Know Your Customer obligations; PEP risks, terrorist financing and
314(b) information sharing. The course provides comprehensive best practices on the AML Program, Risk Assessment and
Recordkeeping requirements. The course outlines internal audit department AML responsibilities and the examples used
cover transactions on the gaming floor and transactions that can be identified through examination of the books
and records.

Anti-Money Laundering (AML): Keno Overview

60 MIN Keno employees that are in a position to handle cash or witness potentially suspicious transactions have
compliance obligations relative to the BSA AML requirements. This course will provide an overview of the BSA, terrorist
financing, OFAC compliance responsibilities and PEP risks. The examples used are specific to the keno department to assist
them in identifying suspicious transactions that could occur within the keno department.

Anti-Money Laundering (AML): Marketing Overview

60 MIN FinCEN expectations require casino marketing departments know their casino patrons. This course provides
marketing employees with the information necessary to comply with AML/BSA requirements. The course addresses
OFAC obligations, PEP risks, terrorist financing and Know Your Customer expectations that casino marketing can perform
to assist the casino in its overall compliance efforts. The potential suspicious activity examples used are specific to the
marketing department.

Anti-Money Laundering (AML): Race and Sports Overview

60 MIN In December 2014, FinCEN issued specific guidance to Sports books, this training addresses the vulnerabilities and
risks identified within that guidance. The course covers BSA AML requirements, terrorist financing, Know Your Customer and
know your customer source of funds, OFAC obligations and PEP risks. Race and sports-specific examples are provided to
assist employees in identifying potential suspicious activity.

Anti-Money Laundering (AML): Security Overview

60 MIN This course provides Security employees knowledge of the BSA and the AML requirements, terrorist financing,
Know Your Customer and OFAC obligations and PEP risks. Security roles may vary by casino however Security employees
are present throughout the casino floor, the examples of potential suspicious activity provided in this course cover all
gaming departments.

Anti-Money Laundering (AML): Slots Overview

60 MIN Since slot attendants, supervisors, managers and directors are involved in approving or conducting transactions,
they need to be familiar with the AML/BSA requirements and know their compliance obligations. This course provides an
overview of the BSA requirements; Know Your Customer and know your customer source of funds; terrorist financing, OFAC
compliance obligations and PEP risks. The course provides specific examples of slot department potential suspicious activity.

Anti-Money Laundering (AML): Surveillance Overview

90 MIN FinCEN has placed an emphasis on the importance of casino surveillance in complying with BSA AML
requirements. This course is designed specifically to address surveillance employee’s responsibilities. The course provides
an overview of the BSA requirements, Know Your Customer and your customer’s source of wealth and PEP risks. The course
provides best practices for surveillance obligations in identifying OFAC SDN’s, documenting the investigation and how
report actual matches. The transaction examples provided cover all gaming departments to assist Surveillance in identifying
suspicious transactions that could occur on the gaming floor.
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Anti-Money Laundering (AML): Table Games and Poker Overview

60 MIN Since table games and poker floor persons, supervisors, managers and directors involved in approving or conducting
transactions with patrons, they need to be familiar with the AML/BSA requirements and know their compliance obligations. This
course provides an overview of the BSA requirements, Know Your Customer and know your customer source of funds, terrorist
financing, OFAC compliance obligations and PEP risks. The course provides specific examples of table games and poker
department transactions that should be identified as potential suspicious activity.

Anti-Money Laundering General Overview

60 MIN Be informed about money laundering. Learn about the process, legislation and requirements—and discover ways
you can prevent money laundering.

Anti-Money Laundering: Cage Personnel

60 MIN Cage personnel need to have a deep understanding of money laundering. Learn how it is defined and the specific
steps you or your employees should take to prevent it.

Anti-Money Laundering: Floor Personnel Overview

60 MIN Casino floor personnel need to have deep working knowledge of money laundering—including how this crime is
defined and the specific steps they must take to prevent it.

Anti-Money Laundering: Operations Overview

90 MIN Review the money laundering process, key AML legislation, and ways that you—as an operations employee—can
help your organization comply with AML laws in your casino.

Anti-Terrorism Overview

90 MIN Explore the laws designed to protect gaming property assets and help prohibit certain types of organizations from
accessing the U.S. financial system.

Bank Secrecy Act (BSA)

90 MIN The BSA helps the U.S. government combat money laundering and other illegal financial activity. Learn about BSArelated identification, recordkeeping and reporting requirements.

BSA for Cage Personnel

90 MIN Learn the regulations cage personnel must follow to help combat money laundering and other illegal financial
activity—particularly the BSA-relevant information an employee must know to maintain compliance during typical transactions.

BSA for Directors and Senior Management

30 MIN As a director or senior manager, you are responsible for enforcing your casino’s BSA requirements. Learn how
federal regulatory agencies expect you to be actively involved in your casino’s BSA compliance program.

BSA for Floor Personnel

90 MIN If you work on the floor, or you manage a team of floor personnel, you need to know BSA-compliant ways to obtain
customer identification, report transactions and retain records.

BSA for Operations

60 MIN Because of their broader access to account records, operations employees have the opportunity to detect certain
types of fraud that other employees might not be able to uncover. Learn specific BSA-detection best practices operations
personnel should employ when accessing customers’ account records.
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BSA Overview: IRS Audit Preparation

2 HRS The emphasis of this course will be steps required to prepare for a BSA (Title 31) compliance audit by the IRS, or
internal and external auditors in a gaming environment. This course will include a review of the most common reasons for nonBSA compliance, required documentation, and compliance with casino policies and procedures.

Building a BSA Risk Assessment

2 HRS The dynamics of building an effective BSA risk assessment strategy will be explored. Topics include developing
the casino’s BSA/AML risk profile, identification and mitigation of gaps in the casino’s AML compliance program, and
documenting the risk assessment process.

Currency Transaction Reporting

60 MIN Take a closer look at the CTR requirements of the BSA. Discover the necessary customer information required by the
CTR form and how to correctly complete it for specific situations.

OFAC Overview

30 MIN This is a comprehensive OFAC training course that is designed to provide requirements for employees with
direct OFAC responsibilities. Expand your knowledge of OFAC regulations. Find out what these regulations entail, and learn
compliant best practices to follow if you confirm an OFAC match during a transaction.

OnCourse Learning • Course Catalog for Gaming – 12

B SA and AM L Case S t ud ie s
The BSA/AML Case Studies for Gaming are designed to meet the gaming establishments staff training requirements of federal
and state agencies. These case studies provide practical, real-life examples of situations requiring consideration of the elements
of the Bank Secrecy Act and Title 31 to remain in compliance with these regulatory statutes. The suggested solutions can be
applied in any number of situations likely to be confronted by gaming professionals.
These courses are recommended for:
Regulatory Staff, Compliance Officers, BSA/AML Managers and Officers, Casino Management, Cashiers and Cage Employees,
Audit Staff, Floor Supervisors, Floor Runners, Casino Security Employees, Surveillance Staff, Dealers.

AML Cage Cashiers: Do You Have 30 $100s For 150 $20s?

15 MIN See why a Customer’s frequent request to exchange large quantities of smaller denomination bills for large
denomination bills may be considered suspicious.

AML Cage Cashiers: Little Blue Men

15 MIN Numerous deposits into an account by multiple persons other than the account holder could signal
suspicious behavior.

AML Cage Cashiers: Martino’s Tavern & Bank
15 MIN

Find out why unlicensed check cashing through a Customer’s account may be detected.

AML Cage Cashiers: Wonder Construction
15 MIN

See why the unexplained and unexpected purchase and deposit of money orders should be considered suspicious.

AML Cage Cashiers: You’re in the Money
15 MIN

Discover why a Customer’s unexplained, sudden wealth may be questionable.

AML Cage Personnel: “Did You Do These Yourself?”
15 MIN

Explore why Customers presenting financials that have not been prepared professionally should raise a red flag.

AML Cage Personnel: “I’ve Got Friends in High Places!”

15 MIN This case study illustrates how a Customer’s request to wire loan proceeds to a well-known politician with no known
business purpose may be considered suspicious.

AML Cage Personnel: Collateral
15 MIN

See why a Customer requesting a large loan secured by CDs may be cause for concern.

AML Cage Personnel: Me and My Shadow

15 MIN See why lenders may want to be wary of Customers who rely heavily on their lawyers when conducting
banking activities.

AML Cage Personnel: The French Connection
15 MIN

Find out why a Customer’s request to wire loan proceeds outside the country may be suspicious.
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AML Floor Personnel: “Is There a Mechanic in the House?”
15 MIN

Explore how due diligence activities may reveal suspicious activity.

AML Floor Personnel: Current on Currency Transaction Reporting

15 MIN See why a customer with an unusual knowledge or interest in currency transaction reporting may be
considered suspicious.

AML Floor Personnel: Do Not Open Until…

15 MIN If a customer refuses to provide sufficient information upon trying to open account, discover why you should not
open an account.

AML Floor Personnel: The Temporary Holding Pattern

15 MIN An incoming wire for the same amount closely following on an account with little regular activity other than currency
deposits and wire transfers to foreign countries may indicate possible money-laundering. Learn what to watch for.

AML Ops: “What’s My Line?”

15 MIN Overpayment of a credit line or loan may be used to integrate illegal funds. See why such activity may be cause
for concern.

AML Ops: The Pay Off
15 MIN

A sudden and large payment or payoff of a loan may be used to integrate illegal funds, and should raise a red flag.

AML Ops: What Kind of Laundering Operation Are You Running?

15 MIN During loan servicing, a suspicious transaction history may be uncovered and could indicate money-laundering.
Explore the warning signs to watch for.

AML Ops: Who Do You Know in the Caymans?

15 MIN This case study illustrates how repeated, round-dollar transfers to high-risk countries, such as the Cayman Islands,
may indicate possible money-laundering.

AML Ops: Wire You, Wire Me

15 MIN See how wire transfers to foreign countries with an incoming wire for the same amount closely following may
indicate possible money-laundering.

BSA Cage Cashiers: A Little Knowledge is Dangerous

15 MIN This case study presents a Customer who believes he has discovered a tax loophole and attempts to “structure”
currency transactions to avoid the currency transaction reporting requirement.

BSA Cage Cashiers: Connect the Dots

15 MIN Explore a suspicious scenario where multiple Customers work together to “structure” a currency transaction to
avoid the reporting requirement.

BSA Cage Cashiers: What Are Friends For?

15 MIN In this case study, a Customer structures currency transactions by having an exempt person make the deposit to
avoid the currency transaction reporting requirement.

BSA Cage Personnel: “What City, Please?”

15 MIN Cage operations encounters the BSA primarily through the Customer identification requirements. This case
illustrates some of the complications involved when a Customer is less than forthcoming with some information.
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BSA Cage Personnel: Coupon Redemption

15 MIN Because of the account records they have access to, operations employees frequently see evidence of fraud that
other casino employees do not.

BSA Cage Personnel: What’s in the Box?

15 MIN Part of the responsibilities of loan officers is to ensure that the bank makes good loans. Even if a loan application
seems to be filled with accurate information, sometimes additional due diligence is necessary. This scenario presents a
situation where a loan officer must decide if something suspicious is going on during the application process for a client’s
commercial loan.

BSA Operations: Ghost in the System

15 MIN Studying account records and generally being tuned in to what to look for may help reveal fraud. In this case study,
an operations employee suspects fraud when she connects information she reads in the newspaper with information she
sees in a Customer’s account records.

BSA Operations: Larry’s Food Mart or Larry’s Laundry?

15 MIN Casino employees who process data and file forms are also subject to the BSA requirements. Occasionally, these
employees may come across something that raises concerns. Explore a situation in which an institution may want to file an SAR.

BSA Operations: Miguel’s Discovery

15 MIN Individuals who want to avoid the CTR requirements sometimes employ ATMs to do so. This case study covers
activities that might raise suspicion.

BSA/AML for Trust - Non-Profit or Not

15 MIN This case study presents a scenario involving a non-profit organization. As you will see, just because an
organization is non-profit does not automatically discount it from being a BSA risk. Throughout this case study, you will be
presented with decision points to test your knowledge.

BSA/AML for Trust - Wire the Money to Bolivia

15 MIN This case study presents one of the classic traps in the trust business as it concerns the Bank Secrecy Act (BSA). It
illustrates why it is important to always follow the rules. Just because you know someone, you cannot overlook the important
steps necessary to open a trust account. Throughout this case study you will be presented with decision points to test your
knowledge.
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OSHA
This series of courses is designed to meet the training requirements outlined by OSHA for gaming establishment personnel
and regulatory staff. The safety of the people working within our organization is of paramount importance. These courses are
designed to convey industry standards in safety and injury prevention.
These courses are recommended for:
All Employees.

OSHA Bloodborne Pathogens

60 MIN OSHA published the Occupational Exposure to Bloodborne Pathogens Standard (BPS) in 1991. The purpose of this
standard is to protect workers by limiting occupational exposure to blood and other potentially infectious materials. This
course is designed to review the components of this standard.

OSHA Hazard Communication Standards

60 MIN OSHA believe that employees have both a need and a “right to know” the hazards and identities of the chemicals
they are exposed to when working. This is known as the Hazard Communication Standard (HCS). This course is designed to
review the components of this standard.

OSHA Lockout/Tagout Standard

60 MIN Control of hazardous energy is the purpose of OSHA’s Lockout-Tagout Program. This program establishes the
requirements for isolation of both kinetic and potential energy. This course is designed to discussion the hazards and safety
precautions to be taken while working around energized machinery.
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Su r ve i llance
Casino surveillance is the lynch pin of effective regulatory oversight and the detection of questionable behavior on the gaming
floor and throughout the facility. The importance of qualified and astute surveillance staff cannot be overstated. This series
is designed to review the skills and experience necessary to conduct effective surveillance in the gaming environment. Basic
surveillance skills, as well as advanced surveillance skills, are covered in this series.
These courses are recommended for:
Surveillance Managers, Surveillance Department Personnel, Gaming Regulatory Staff, Security Managers, Compliance Personnel.

Casino Surveillance Basics

3 HRS This course covers basic skills required of casino surveillance department personnel in monitoring gaming
establishment operations, including gaming floor activity, hospitality staff activity, food & beverage department activity,
casino parking lot activity, etc. Course content includes strategies for detecting anomalies and suspicious behavior,
frequently encountered actionable behavior, proper notification and verification of suspicious behavior, documentation and
after-action requirements for surveillance department personnel.

Surveillance Agent Advanced

3 HRS This course covers the advanced skills required of casino surveillance department personnel in monitoring
gaming establishment operations, including gaming floor activity, hospitality staff activity, food & beverage department
activity, casino parking lot activity, etc. Course content includes strategies for detecting anomalies and suspicious behavior,
frequently encountered actionable behavior, proper notification and verification of suspicious behavior, documentation and
after-action requirements for surveillance department personnel.
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Gen e ral Regulator y Co mp lia n c e
This series of courses is designed to cover a wide variety of gaming-related compliance and licensing suitability review topics.
The skills covered by these courses will enhance the ability of your establishment’s regulatory staff, operations managers,
licensing, security, and compliance personnel to ensure the integrity of gaming, suitability of those working in your establishment,
and accountability of casino staff.
These courses are recommended for:
Gaming regulatory staff, Compliance officers, BSA/AML managers and officers, Casino Management, Audit Staff, Floor
Supervisors, Casino Security Personnel, Licensing and Background Investigators.

Anti-Corruption: Foreign Corrupt Practices Act (FCPA)

60 MIN This course covers “best practice” safeguards to prevent corruption on the behalf of the casino’s officers,
directors, employees and vendors. It addresses the major principles of anti-corruption laws and the Foreign Corrupt
Practices Act. Cases studies are provided.

Basic Internal Control Standards

2 HRS Gaming regulations establish the internal control standards under which the casino will operate. Internal control
standards represent the guidelines to be following to ensure the integrity of gaming operations, accountability of all
processes, and protection of casino assets. This course will review areas where internal control standards are frequently
applied, the structure of internal control standards, and the verification process applied to ensure compliance with internal
control standards.

Code of Business Conduct

30 MIN Companies are committed to maintaining high business ethics and standards of conduct. This course defines the
best practice expectations of business conduct and ethics. The course provides scenarios and asks the student how they
would handle specific situations.

Conducting Licensing Hearings

2 HRS This course covers the structure and proper conduct of gaming regulatory agency licensing hearings and
suitability determination discrepancy interviews. While not meant to be legal advice, this course will include the steps and
process required to ensure fair and impartial licensing hearings which respect the due process rights of prospective gaming
licensees.

Conflicts of Interest

30 MIN This course will review the dynamics within the gaming industry resulting in potential conflict of interest situations
and strategies for avoiding the unpleasant and occasionally career-ending consequences of conflict of interest situations.

Know Your Customer

60 MIN Executive and employee actions and relationships can affect the company. This course describes potential conflicts
of interest scenarios, provides guidance on what is expected on employee disclosure and how conflicts can be evaluated.

Elder Financial Abuse

60 MIN Learn how to recognize different types of elder financial abuse, what to do if you suspect a customer is a victim, and
precautionary measures you can take in your property to help prevent this abuse. Following the course, practice identifying
and combating elder financial abuse with interactive case studies.
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Electronic Funds Transfer Act: Regulation E

60 MIN Find out how the Electronic Funds Transfer Act is implemented with Regulation E. Review transactions covered,
necessary disclosures, the consumer and the casino’s liability, error resolution requirements and penalties for noncompliance.

Ethics in Gaming

60 MIN Maintaining high ethical standards is essential to the success, regulatory compliance, and public’s confidence in any
gaming establishment. This course will cover the principles of business ethics with emphasis on ethical behavior challenges in
the gaming industry, and strategies designed to enhance ethical decision-making in gaming.

Expedited Funds Availability Act: Regulation CC

60 MIN Explore the Expedited Funds Availability Act and Regulation CC. Learn about the basics, exceptions and the
specific availability of particular funds.

Gaming Classification Determination

60 MIN As the primary regulator for tribal gaming operations, Tribal Gaming Agencies or Commissions have the responsibility
of reviewing and determining the suitability and classification of gaming devices and games offered in tribal gaming
establishments. This course is designed to review the process and steps employed in accurately classifying games offered in
tribal gaming establishments.

Gaming Compact Inspection Preparation

2 HRS Tribal/State Gaming Compacts give state officials the authority to ensure regulatory compliance and enforcement
of the terms of the compact in a tribal gaming environment. This course will share the knowledge of an experienced former
state gaming regulator and the strategies applied to ensure compact compliance.

HIPAA and COBRA for Gaming Organizations

30 MIN This course provides an overview of two key laws that are administered by the Human Resources management of a
financial institution, HIPAA and COBRA. HIPAA concerns the handling of protected health information for both your employees
and your customers. COBRA covers the health insurance coverage for your employees and their families. Also discussed are
the current challenges of the evolution in health care coverage.

International Marketing Operations: Traveling Abroad

30 MIN When marketing employees travel abroad they need to be aware of country specific laws over currency
declarations, currency restrictions, mass marketing and discrete marketing activities. The courses are specific to regions,
such as Latin America, Asia and Europe. The course will provide marketing with what they are and are not permitted to do in
each of these regions.

Interviewing Strategies for Compliance Personnel

6 HRS The ability to elicit truthful information and detect attempts at deception are essential skills in interviewing subjects
as part of gaming compliance and regulatory investigations and inquiries. This course will cover required preparatory steps
to effective interviewing, the interview environment, establishing interviewer/interviewee rapport, strategies for detecting
deception, the breakthrough, and interview follow-up.

Licensing Suitability Basics

2 HRS Suitable gaming employees are the product of comprehensive, fair, and methodical background investigations
which provide for due process and which follow current law. Processes and protocols for effective gaming suitability
background investigations will be reviewed. Various sources of information and resources available to the background
investigator will be discussed.

NIGC Audit Preparation

2 HRS This course will cover the jurisdiction and scope of audits and inspections of tribal gaming operations by the National
Indian Gaming Commission, including the steps tribal gaming agencies/commissions can take to prepare for NIGC inspections
and audits to ensure successful inspections with minimal noted violations or required corrective action.
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Providing Service to Customers with Disabilities

60 MIN Learn to better serve, interact with and accommodate customers who have disabilities. Practice your skills using
case studies that will help you identify different disabilities, and discover steps you and your institution can take for a more
accessible facility.

Regulatory Investigations

3 HRS A review of the fundamentals of conducting thorough and effective gaming regulatory investigations will be
conducted. Course topics include preparing for the investigation, applied investigative strategies, assessing information
obtained, and documenting results.

Report Writing for Gaming Agents and Compliance Staff

4 HRS Proficiency in report writing and effective documentation are essential to communicating suspicious incidents,
recording lapses in policies and procedures, and assessing regulatory compliance. This course will review the unique
requirements for effective documentation in the gaming regulatory profession. Topics will include compliance report
formatting, essential elements, and common mistakes found in gaming compliance reports.

Social Media in Background Investigations

60 MIN The gaming industry’s reliance on inquiries of social media accounts and postings by gaming industry applicants and
licensees has greatly expanded in recent times, as the use of social media as a form of social communication has expanded.
Inquiries of social media accounts by gaming licensing and regulatory agencies are used in licensing suitability determination
and to monitor employee behavior which may constitute regulatory or gaming operations policy violations. This course will
cover the acceptable use of employee social media communications by gaming operations and regulatory agency personnel,
and the potential ramifications of misuse of employee social media information.

Suitability Background Investigations

3 HRS Suitable gaming employees are the product of comprehensive, fair, and methodical background investigations
which provide for due process and which follow current law. Processes and protocols for effective gaming suitability
background investigations will be reviewed. Various sources of information and resources available to the background
investigator will be discussed.

Suspicious Activity Reporting

60 MIN Are you confident in your ability to detect and report suspicious BSA activity? Become more proficient with
identifying several types of suspicious activity and better understand your reporting responsibilities.

Third-Party Vendor Management Due Diligence

60 MIN Misconduct by a third-party representative or partner can create compliance risks for your casino that can lead to
civil and criminal penalties, reputational harm and potential loss of your gaming license. Due diligence of third-parties will help
ensure that you are doing business with reputable third-parties. This course will address the best practices used in the industry
in performing due diligence procedures.

Unlawful Internet Gambling: Regulation GG

20 MIN Gain a deeper understanding of the Unlawful Internet Gambling Enforcement Act and the reasoning behind Regulation
GG. Explore policies, procedures and account-opening due diligence practices, and learn how to handle suspicious and
restricted transactions.
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Casino Operations
Ge neral Cas ino Op e ra tio n s
Food and Beverag e
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Gen e ral Cas ino Opera tio n s
This series of courses covers a variety of casino operations and considerations to ensure excellent customer service, cash
handling procedures, responsible gaming by patrons, effective marketing initiatives and regulatory compliance.
These courses are recommended for:
All Employees.

Accepting Negotiable Instruments

90 MIN Learn the basic standards and procedures that apply when you accept or cash checks that are presented in the
cage. The laws and compliance requirements affecting checks are detailed and very important. Because customers will
present checks on a regular basis, you will need to know basic check law requirements so you can effectively respond to
customers’ deposit and check-cashing requests. Also, because of an increase in check fraud, accepting checks poses the
risk of financial loss for your institution. Thus, your understanding of these rules is essential to minimizing those risks and
protecting your organization.

Cage and Cashier Basic Operations

60 MIN This course will review the roles and responsibilities of casino cage and cashier personnel, to include money handling
procedures, internal control systems, TITO handling, and cash-flow tracking.

Cash Drawer Balancing

60 MIN This course covers the basics of cash drawer balancing, including opening and closing procedures. The course
reviews the basic accounting principles involved in balancing a cash drawer and describes the policies and procedures that
should be followed at the beginning and ending of each day. It provides the best practices for counting the cash, identifying and
fixing balancing errors and ways to prevent future errors.

Cash Handling and Variances

60 MIN This course will review casino industry-standard cash handling procedures for casino floor staff and other casino
personnel. Included in the course will be handling variances, including overages and shortages, variance review procedures,
and internal control systems.

Creating a Services-Oriented Culture

60 MIN A service-oriented culture emphasizes value and caring at every point of the customer’s experience in the
gaming establishment. This course will explain strategies each casino employee can implement to optimize the customer’s
experience at every touchpoint in our property.

Delivering Excellent Customer Service

60 MIN Providing excellent customer service is essential to every gaming establishment’s success. This course includes the
five tenants of service, and provides tools that will help you consistently treat customers with courtesy, respect, and value.

Evaluating Promotions and Player Comps

2 HRS This course will examine the dynamics of effective casino rewards programs, promotions and marketing through
player comps. Included in this course will be marketing’s compliance with gaming regulations related to player loyalty comps
and promotions.

Gaming 101: Introduction to Gaming

2 HRS This entry level course is designed to acquaint the new gaming professional with an overview of the gaming industry,
including classes and various types of gaming, regulatory agency compliance requirements, ethics in gaming, and gaming
industry best practices.
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Player Tracking and Marketing

2 HRS Effective player tracking throughout the gaming establishment allows the property to focus marketing efforts
and property services to best meet the entertainment needs of our customers. This course will examine the components
of fruitful player tracking and marketing strategies designed to increase customer satisfaction and enhance the business
success of the casino.

Problem Gambling Indicators and Actions

3 HRS Ensuring responsible gambling by gambling establishment customers and proactive intervention when problem
gambling behavior occurs is an essential part of providing excellent customer service and ensuring the safety of gaming
patrons. A review of problem gambling indicators and effective intervention strategies will be conducted. The elements of
effective responsible gambling programs will be discussed.
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Food and Beverage
Responsible beverage service and efficient food service are two elements which set exceptional service gaming establishments
apart from their competition. This series of courses is designed to cover the skills necessary to deliver exceptional service in
casino food and beverage service.
These courses are recommended for:
Food and Beverage Servers, Food and Beverage Managers, Gaming Regulatory Staff, Casino Supervisors.

Bartender Certification

60 MIN This course is designed for bartenders working in a gaming environment. Topics covered in this course include
mixology, profit pouring, customer service, alcohol awareness, health and safety legal requirements, arranging the bar and
work station preparation.

Food and Beverage Evaluation Basics

60 MIN This course is designed for food and beverage staff working in a casino environment. This course will cover the
unique dynamics of food & beverage preparation and service in gaming establishments, providing excellent customer service,
alcohol awareness, health and safety legal requirements, and work station preparation.

SafeServe Training

60 MIN This course will review strategies for recognizing when a customer is underage and when a customer’s alcoholic
beverage consumption has been excessive. Topics will include how to handle over-served patrons so they don’t harm
themselves or others.
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Safety and Security
Ge neral S afet y and Se c ur it y
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Gen e ral Safet y and Se c ur it y
The safety and security of casino employees, patrons, and visitors to our gaming establishments is our number one priority. This
series of courses is designed to review contemporary public safety issues in society which potentially impact the safety of our
businesses and cover industry best practices in dealing with potentially disruptive behavior and criminal groups. This unique
series of safety and security courses combines the experience of gaming industry professionals, law enforcement, and casino
security staff to mitigate risk and effectively resolve emergency and critical situations.
These courses are recommended for:
All Employees.

Active Shooter and Critical Incidents

3 HRS The gaming environment presents unique challenges for the rare, yet potentially devastating active shooter or
human-induced critical incident. We will review strategies gaming employees can take to develop a mindset of preparedness
and survival in the face of challenging odds. Proactive critical incident response options will be explored to assist the gaming
employee, compliance staff, and regulatory agents in ensuring the safety of gaming customers, fellow employees, and our
personal safety.

Criminal Street Gang Awareness

3 HRS Criminal street gangs are a form of organized crime which prey on gambling establishments and gaming patrons
through various criminal strategies; from prostitution, to loansharking, to theft, and passing of counterfeit currency, chips, etc.
Understanding the unique dynamics of criminal street gangs enables casino operators and regulatory personnel to keep these
groups out of our establishments and minimize the potential safety impact on the gaming patron.

Detecting Counterfeit Chips, Currency and Checks

2 HRS This course will discuss techniques for detecting counterfeit gambling chips, currency, and other monetary instruments,
actions to take when counterfeit is detected, evidence handling, and documentation of actions related to counterfeit.

Emergency Preparedness and Crisis Response Planning

3 HRS This course will review the unique dynamics of emergency preparedness and crisis response planning in the gaming
environment. Included will be a discussion of protocols and strategies to safeguard customers and employees during times of
emergency and unforeseen crisis.

Employee Theft

60 MIN This course will review various forms of employee theft in a casino environment, preventing employee theft, detecting
employee theft, documenting occurrences, and actions to take in response to employee theft.

Human Trafficking

2 HRS The signs and indicators of Organized Crime’s use of gaming establishments for the facilitation of human trafficking
will be explored. The dynamics of Human Trafficking, including offender and victim profiles, will be discussed.

Patron Safety Protection

2 HRS Criminals and criminal organizations are increasingly preying on gaming patrons playing at our gaming
establishments. An effective patron safety program for gaming employees provides the tools necessary to keep our customers
out of harm’s way, while playing at our establishments and after they leave.

Working with Law Enforcement

2 HRS This course will review the unique personality and dynamics of working with law enforcement officers in a gaming
environment. Understanding the information law enforcement needs to do its job of crime prevention, detection, and investigation
ensures improved delivery of service. Developing positive working relationships with law enforcement officers improves the safety of
the gaming property, enhances inter-disciplinary communication, and increases the gaming public’s perception of safety.
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Soci al M edia
Gaming operations are leveraging the advantages of social media in many areas; from vetting the suitability of employee
applicants to opening new channels of interaction with casino patrons, to marketing promotions and casino specials. This series
of courses is designed to ensure responsible use of social media and effective safeguarding of customer information accessed
or exchanged via social media.
These courses are recommended for:
All Employees.

Casinos and the Internet

60 MIN This course discusses the role of the internet and its use by Casinos, including some reasons why a financial
institution should include use of the internet by consumers in its strategic planning.

Personal Computing and the Internet

60 MIN This course provides an awareness of the new social media communications in use by your customers and
employees. Employee communications can also subject Casino to compliance risk as well as reputation risk.

Social Media Risk Mitigation for Financial Institutions

60 MIN This course provides an awareness of the risks and issues that the employees of your casinos face using the internet.
Businesses now operate in the digital world and a new set of operational problems must be dealt with.

Social Media Best Practices

15 MIN Your customers use it. Your competitors use it. Your employees use it. Social media takes the traditional forms of
communication and brings them into the online world. In this module, get up to speed on the issues surrounding the use of
social media by customers and employees, and the potential impact on your gaming operation/agency.
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Hu m an Capital
This series of courses concentrates on investing in the training needs and professional well-being of gaming establishment
employees. Topics include effective gaming employee performance evaluation, conflict resolution strategies, enhancing
emotional intelligence, training needs assessment, and policy and procedure development.
These courses are recommended for:
Casino Management. Casino Supervisors. Casino Human Resources Personnel, Casino Training Staff.

Casino Training Needs Assessment

60 MIN Training casino personnel, while not a revenue-generating activity for the casino, is essential to ensure regulatory
compliance, cost-effective task completion, and effective customer service delivery. This course is designed to assist
casino training staff in accurately assessing the gaming establishment’s training needs and most effective and efficient
training delivery systems.

Conflict Resolution and Employee Development

60 MIN Managing casino personnel can be challenging and immensely rewarding. This course will discuss strategies to avoid
harmful conflict and manage beneficial conflict among staff members, and strategies for emphasizing employee goal setting
and professional development.

Effective Employee Performance Evaluation

60 MIN Effective employee performance appraisals establish a roadmap for employee development, define benchmarks for
desired performance, document sub-standard performance, and identify employee aptitude for promotion within the gaming
organization. This course is designed to review strategies for conducting employee performance appraisals that meet all of
these requirements.

Emotional Intelligence

2 HRS The key components of emotional intelligence have been described as self-awareness and empathy. It is believed that
these qualities are not only the foundation of emotional intelligence, but are essential for sound moral development and social
responsibility needed in a socialization process. This course is designed to assist casino staff in the development of emotional
intelligence, both personally as well as enhancing their leading and managing styles with others. It will also provide several tools
and techniques that can be used to develop awareness and knowledge of this subject.

Identifying Training Challenges and Solutions

60 MIN This course is designed for casino employee training managers and training staff designed to discuss the challenges
of training gaming establishment personnel and best practices in adult casino skill training.

Policy and Procedure Development

2 HRS The development of effective casino policies and procedures is a deliberate and carefully considered process. This
course is designed to review the skills necessary to create clear and unambiguous policies and procedures designed to define
acceptable practices provide essential guidance to gaming establishment staff.

Post-Critical Incident Mental Health for Gaming Professionals

3 HRS The mental health and behavioral changes gaming professionals may experience after a critical incident at work, such
as an Active Shooter event, medical emergency involving a patron or co-worker, or loss of co-worker can be substantial. While
not designed to replace Critical Incident Stress Debriefing (CISD), counseling, Employee Assistance Programs (EAP) and Peer
Support programs, this course is designed to provide basic education on the recognition of symptoms, possible precipitators
of stress, available resources, and appropriate responses.
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Com m unication S kills
Effective verbal and written communication skills are essential for effective and efficient conduct of business within a gaming
establishment. This series of courses is designed to cover the wide variety of communication channels and strategies utilized by
gaming establishments to communicate with internal and external stakeholders.
These courses are recommended for:
Casino Management, Supervisors, Training Employees, Administrative Staff, Customer Service Representatives, Gaming
Regulatory Personnel, Marketing Employees.

Better Business Grammar

35 MIN As a professional, you know it’s important to be well-groomed and polished. Your verbal and written communication
skills should reflect the same effort. Learn how to avoid grammatical errors that can damage your career, chase away
customers and negatively impact your potential.

Business Etiquette

20 MIN This course describes good business etiquette and provides examples for how to greet and meet people; business
meal etiquette; how to make introductions; proper seating arrangements and proper etiquette in communication by phone,
letter and email.

Communicating for Results: How to Be Clear, Concise and Credible

35 MIN Regardless of your role in your organization, to achieve results, you need good communication skills. Discover
strategies that will help you connect with your audience, such as focusing on listeners’ moods, asking questions to get people
involved in your position and ways to organize your thoughts more effectively.

Communicating to Reduce Stress on the Job

30 MIN On-the-job stress can impair productivity and lead to communication breakdown. Learn how to avoid crossing coworkers’ “security zones” and prevent stressful situations at work. Explore methods of managing time pressure-induced tension.

Communicating with Customers

35 MIN Regardless of your role, to achieve results, you need good communication skills. Discover strategies that will help you
connect with your audience, such as focusing on listeners’ moods, asking questions to get people involved in your position and
organizing your thoughts more effectively.

Communicating with People on the Job

45 MIN From tips on how to keep your cool to ways you can share honest criticism without offending others, equip
yourself with the tools expert communicators use to express yourself at work more effectively.

Don’t Shoot the Messenger: Common Workplace Courtesies that Reduce
Tension & Lower Stress

40 MIN Raise your awareness of the six common violations of workplace courtesy. Practice mutual respect to build rapport
with your colleagues and earn a reputation as someone who is great to work with.

How to Communicate Clearly and Effectively with Employees

45 MIN Learn how to become your employees’ best boss by observing and listening to interactions between a manager
and her employees. The scenarios reveal how to motivate employees with praise, offer constructive criticism that challenges
employee growth and to clearly and confidently delegate important tasks to prevent misunderstandings.
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How to Give and Receive Criticism

35 MIN Giving and receiving criticism is a critical part of any job. Get savvy about guidelines for giving positive, useful
criticism to others, and understand the link between receiving criticism and improving your own performance.

Make the Connection: How to Be Effective and Productive on the Phone

45 MIN Save time, increase profits and build valuable relationships by becoming a master telephone communicator. Learn
how to calm irate callers, establish instant rapport on the phone, skillfully handle interruptions — and earn loyal customers in
the process.

Mastering Memos

30 MIN Office memos reflect your organizing skills. Your language, tone of your words, even the length of your memos — all of
these elements determine whether your coworkers will read and understand what you write. View poorly written office memos
and pick up some tips for improving your writing.

Power Writing: Techniques for Success

60 MIN The quality of your written communications can make or break your career. Learn ways to improve your writing skills,
make writing easier and promote written communications that will help you and your company succeed.

Powerful Ways to Persuade People

40 MIN The art of persuasion is a learned skill for most people — not an innate ability. This course will show you how to
become a more persuasive speaker so you can influence customers.

Public Speaking

2 HRS This course is designed to review the components and strategies of effective public speaking, including staff
training and presentations, management briefings, public presentations, and other internal and external stakeholder
speaking assignments.

Solving People Problems on the Job

45 MIN While there are many ways to react to situations involving problem coworkers, only some methods are effective.
Equip yourself with techniques for dealing with behavior problems, including tips you can use to avoid conflict and guidelines
you can use to help change others’ behavior.

Speaking to One Person or a Roomful: Proven Techniques that Will Make You
a Master Communicator

45 MIN Learn how to enhance your tone of voice and body language — and to say the right thing, and say it well, even under
difficult circumstances. Find the exact words to convey your feelings in difficult situations, including those where you feel
interrupted, rushed, put on the spot or accused.

Speaking with Confidence, Clarity and Charisma

45 MIN Learn the secrets professionals use to engage listeners and present ideas effectively with the “POWER” technique.
Get savvy about establishing rapport with audiences, orienting yourself for maximum influence during a meeting and gauging a
group’s reaction to what you say.
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RE A L Cus tomer Ser vic e
This series of courses review the skills covered by OnCourse Learning’s REAL Customer Service strategies. The wide variety of
customer service interactions with casino staff provide excellent opportunity for growing our business and ensuring exceptional
customer satisfaction.
These courses are recommended for:
Casino Management, Supervisors, Hospitality Staff, Customer Service Representatives, Marketing Personnel, Casino Floor Staff,
Cashier and Cage Personnel.

Customer Service

60 MIN Providing excellent customer service is essential to every financial institution’s success. This course introduces
the five tenets of service, and provides tools that will help you consistently treat customers with courtesy, respect and value.

REAL Customer Service 1 - Showing Customers You Care

60 MIN Providing a prompt service solution is only one part of the customer-service equation. Research has shown that
customers want a quick solution, but they also want to be treated in a caring manner while their issues are being addressed.
Strengthen your relationships with customers by learning how to communicate genuine concern during every interaction.

REAL Customer Service 2 - Using Language to Serve the Customer

60 MIN Language is powerful — particularly when helping customers meet requests and resolve issues. Sharpen your verbal
skills and leave customers with a more favorable impression of you and the organization you represent.

REAL Customer Service 3 - Opening the Conversation

60 MIN You only have one chance to make a good first impression. Increase customer satisfaction by learning how to
establish instant rapport on the phone. Discover how to pave the way for customer conversations by delivering a professional
opening in an upbeat, happy-to-help tone.

REAL Customer Service 4 - Diagnosing Customer Needs

60 MIN Ask questions. Listen. Confirm your understanding. Get savvy about these essential skills, and discover how
they can help you better meet customers’ needs and ensure their satisfaction.

REAL Customer Service 5 - Responding to Customer Requests

60 MIN Answering customer inquiries quickly and correctly shows customers that you and your company are ready, willing
and able to satisfy their concerns. Find out how to handle customers’ requests you can’t fulfill in a way that demonstrates value.

REAL Customer Service 6 - Taming Challenging Conversations

60 MIN Keeping your cool in challenging conversations with customers is an art. Attain the skills you need to tame tough
conversations when dealing with angry callers, mounting time pressures and highly repetitive tasks.

REAL Customer Service 7 - That’s a Wrap—Closing the Conversation

60 MIN By the close of a customer call, you have likely taken the appropriate steps to solve the customer’s problem or
address his or her request. You’re not done yet, though! Learn how to handle the rest of the conversation in a way that can help
prevent misunderstandings, reduce callbacks and increase customer satisfaction.
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RE A L Sales
Sales are the core of every business, and are the barometer through which growth is measured. These courses teach your sales
team how to deepen customer relationships using a variety of proven techniques. From ways they can increase the value of
through cross-selling, to the art of anticipating and overcoming prospective customers’ objections, this effective curriculum links
theory with practice to accelerate success.
These courses are recommended for:
Casino Management, Supervisors, Hospitality Staff, Customer Service Representatives, Marketing Personnel, Casino Floor Employees.

Cross-Selling

90 MIN To be competitive in today’s financial services marketplace, institutions must offer their customers a wide range of
financial products and services. Completing this course will introduce a variety of these products and services, in addition to
reviewing basic cross-selling and communication skills which aid in building long-term relationships with your customers.

REAL Sales 1 - The Other Side of Service

60 MIN In your role as a sales person, you must also uncover customers’ unspoken needs and match them with the
appropriate products and services that will address them. When you’ve finished the three lessons in this module, you’ll have an
opportunity to complete a self-assessment to review what you’ve learned and test your knowledge.

REAL Sales 2 - Adding Value Through Cross-Selling

60 MIN Making sure customers’ unrecognized needs are addressed before the contact is concluded is yet one more way you
can provide total service. Learn to anticipate customers’ requirements at every interaction, and discover ways you can develop
deeper customer relationships. Includes three lessons and a self-assessment.

REAL Sales 3 - Adding Value Through Up-Selling

60 MIN Like cross-selling, up-selling is another facet of offering total service to customers. Help customers streamline
productivity, while also increasing the size or value of the sale through up-selling. Each lesson of this module includes a selfassessment so you’ll have an opportunity to test your knowledge and apply what you’ve learned.

REAL Sales 4 - Overcoming Resistance

60 MIN When it comes to cross-selling, the best defense is a strong offense. Two of the keys to serving customers
completely? Knowing how to anticipate their objections and being prepared to overcome them. Complete five short lessons
in this module, then apply what you’ve learned to your own job when you’ve finished the lessons in a self-assessment.
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Mi crosof t Of f ice
Microsoft Office is the office suite of desktop applications delivering the tools and services to get work done. Our Microsoft
Office Quickcert offerings are available for either version 2010 or 2013 and allow your key individuals to learn the skills they need
to get their tasks done quickly and efficiently with a professional advantage.
Please note: If students are pursuing a Microsoft Office Specialist (MOS) certification, these courses are a great entry point, but
will not certify you. To obtain a certification title, you will need to schedule an exam at your local testing center
These courses are recommended for:
All Employees.

Microsoft Office Access 2010

20 HRS Our MOS Access 2010 course provides students with the knowledge and skills that are needed to use the advanced
software features, and integrate the Office programs with other software.
Section 1: Access Basics

Section 13: Sharing Access Data

Section 2: Designing a Database

Section 14: Structuring Existing Data

Section 3: Building a Database

Section 15: Writing Table Queries

Section 4: Managing Table Data

Section 16: Using Macros

Section 5: Creating Selection Queries

Section 17: Making Forms More Effective

Section 6: Creating and Managing Forms

Section 18: Improving Reports

Section 7: Creating and Managing Reports

Section 19: Creating a Startup Interface

Section 8: Controlling Data Entry

Section 20: Database Maintenance

Section 9: Finding and Joining Data

Section 21: Distributing and Securing a Database

Section 10: Creating Flexible Queries
Section 11: Enhancing Forms
Section 12: Customizing Reports

OnCourse Learning • Course Catalog for Gaming – 34

Microsoft Office Excel 2010

13 HRS Our MOS Excel 2010 training course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Introducing Excel 2010

Section 8: Naming and Hyperlinks

Section 2: Basic File Commands and Operations

Section 9: Displaying Data Visually Using Charts

Section 3: Creating, Managing and Navigating
the Worksheets

Section 10: Preparing to Print and Printing

Section 4: Entering and Managing Worksheet Data

Section 11: Share Worksheet Data with Other Users

Section 5: Formatting Cells and Worksheets

Section 12: Including Illustrations and Graphics
in a Workbook

Section 6: Applying Formulas and Functions

Section 13: Customize the Excel Interface

Section 7: Analyzing and Organizing Data

Microsoft Office Outlook 2010

10 HRS Our MOS Outlook 2010 training course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Setting Up Your E-Mail Account

Section 7: Working with Outlook Task Items

Section 2: Introducing the Outlook 2010 Interface

Section 8: Organizing Outlook Items

Section 3: Working with Outlook Mail Items

Section 9: Advanced Message Management

Section 4: Common Outlook Item Actions

Section 10: Managing Outlook Data Files

Section 5: Working with Outlook Calendar Items

Section 11: Securing and Privacy Settings

Section 6: Working with Contact Items

Microsoft Office PowerPoint 2010

10 HRS Our MOS PowerPoint 2010 course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Introducing the PowerPoint 2010 Interface

Section 8: Working with Autoshapes

Section 2: Beginning a Presentation

Section 9: Managing PowerPoint Masters

Section 3: Beginning a New Presentation

Section 10: Special Effects Through Animation

Section 4: Formatting Text

Section 11: Delivering a Presentation

Section 5: Preparing to Deliver a Presentation

Section 12: Collaborating in PowerPoint

Section 6: Working with Tables and Charts

Section 13: Securing and Distributing the Presentation

Section 7: Using Multimedia in PowerPoint Presentation
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Microsoft Office Word 2010

12 HRS Our MOS Word 2010 course provides students with the knowledge and skills that are needed to use the advanced
software features, and integrate the Office programs with other software.
Section 1: The Interface

Section 7: Proofreading Documents

Section 2: Basic File Commands and Operations

Section 8: Applying References and Hyperlinks

Section 3: Creating, Managing and Formatting Content

Section 9: Setup and Executing Mail Merge

Section 4: Creating Tables

Section 10: Customize the Word Interface

Section 5: Applying Page Layout and Reusable Content
Section 6: Including Illustrations and Graphics in a Document

Microsoft Office Access 2013

20 HRS Our MOS Access 2013 course provides students with the knowledge and skills that are needed to use the advanced
software features, and integrate the Office programs with other software.
Section 1: Access Basics

Section 12: Customizing Reports

Section 2: Designing a Database

Section 13: Sharing Access Data

Section 3: Building a Database

Section 14: Structuring Existing Data

Section 4: Managing Table Data

Section 15: Writing Table Queries

Section 5: Creating Selection Queries

Section 16: Using Macros

Section 6: Creating and Managing Forms

Section 17: Making Forms More Effective

Section 7: Creating and Managing Reports

Section 18: Improving Reports

Section 8: Controlling Data Entry

Section 19: Creating a Startup Interface

Section 9: Finding and Joining Data

Section 20: Database Maintenance

Section 10: Creating Flexible Queries

Section 21: Distributing and Securing a Database

Section 11: Enhancing Forms

Microsoft Office Excel 2013

13 HRS Our MOS Excel 2013 training course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Introducing Excel 2013

Section 8: Naming and Hyperlinks

Section 2: Basic File Commands and Operations

Section 9: Displaying Data Visually Using Charts

Section 3: Creating, Managing and Navigating the Worksheets Section 10: Preparing to Print and Printing
Section 4: Entering and Managing Worksheet Data

Section 11: Share Worksheet Data with Other Users

Section 5: Formatting Cells and Worksheets

Section 12: Including Illustrations and Graphics in a Workbook

Section 6: Applying Formulas and Functions

Section 13: Customize the Excel Interface

Section 7: Analyzing and Organizing Data
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Microsoft Office Outlook 2013

10 HRS Our MOS Outlook 2013 training course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Setting Up your E-Mail Account

Section 7: Working with Outlook Task Items

Section 2: Introducing the Outlook 2013 Interface

Section 8: Organizing Outlook Items

Section 3: Working with Outlook Mail Items

Section 9: Advanced Message Management

Section 4: Common Outlook Item Actions

Section 10: Managing Outlook Data Files

Section 5: Working with Outlook Calendar Items

Section 11: Securing and Privacy Settings

Section 6: Working with Contact Items

Microsoft Office PowerPoint 2013

10 HRS Our MOS PowerPoint 2013 course provides students with the knowledge and skills that are needed to use the
advanced software features, and integrate the Office programs with other software.
Section 1: Introducing the PowerPoint 2013 Interface

Section 8: Working with Autoshapes

Section 2: Beginning a Presentation

Section 9: Managing PowerPoint Masters

Section 3: Beginning a New Presentation

Section 10: Special Effects Through Animation

Section 4: Formatting Text

Section 11: Delivering a Presentation

Section 5: Preparing to Deliver a Presentation

Section 12: Collaborating in PowerPoint

Section 6: Working with Tables and Charts

Section 13: Securing and Distributing the Presentation

Section 7: Using Multimedia in PowerPoint Presentation

Microsoft Office Word 2013

12 HRS Our MOS Word 2013 course provides students with the knowledge and skills that are needed to use the advanced
software features, and integrate the Office programs with other software.
Section 1: The Interface

Section 6: Including Illustrations and Graphics in a Document

Section 2: Basic File Commands and Operations

Section 7: Proofreading Documents

Section 3: Creating, Managing and Formatting Content

Section 8: Applying References and Hyperlinks

Section 4: Creating Tables

Section 9: Setup and Executing Mail Merge

Section 5: Applying Page Layout and Reusable Content

Section 10: Customize the Word Interface

OnCourse Learning • Course Catalog for Gaming – 37

Lead e rs hip in M anage me n t
Raise the bar in your organization with courses that create exceptional leaders. Leadership in Management courses teach
employees how to improve performance in their current positions, and prepares them for roles that entail more responsibility
down the road. Ten modules comprise the curriculum, which addresses business letters, memo and email writing, conflict
resolution, time management, and interview preparation and conduct.
These courses are recommended for:
Casino Management, Supervisors, Casino Human Resources Personnel, Casino Training Staff, Gaming Regulatory Managers,
Gaming Commissioners.

Delegation Skills

30 MIN This course defines delegation, the advantages and the reasons many managers don’t delegate. It also explains
the steps to be taken to effectively delegate and manage the delegation process.

Introduction to Management

60 MIN Becoming a gaming operation or regulatory manager for the first time is both exciting and challenging. Many new
managers find the transition from front-line employee to manager difficult, surprising, frustrating and even stressful. A firsttime manager cannot jump into the new role without evaluating himself or herself and the new responsibilities. Being prepared
for the career change can make the transition much smoother. In this course, you will learn about your role and expectations,
how to manage both teams and individuals, building self-awareness, handling new emotions and the rewards of being a new
manager. This course will provide you with the foundation of future success as a manager in the gaming profession.

Negotiation Skills

40 MIN This course describes negotiation and explains why it is so important in business. It discusses the process used
in successful negotiation. It defines a five- step negotiation process that includes managing emotions, identifying needs of
the negotiator and the opponent, establishing ground rules and developing alternative options. Negotiators have different
attitudes, values and power. Finally, it discusses the human side of the negotiation process.

LE1 - Introduction to Managing a Gaming Commission

60 MIN The myriad responsibilities of managing a gaming commission can seem daunting. This course is designed to
introduce the newly appointed gaming commission chairperson or executive director to their responsibilities under the
tribal gaming ordinance, NIGC regulations, and state gaming compacts. The course will also cover coordinating gaming
commission responsibilities with casino operations and the tribe’s business committee or tribal government. The course
will include an introduction to typical departments found in gaming commissions, including Backgrounds and Licensing,
Compliance, Audits, Surveillance, and more.

LE2 - Time Management

60 MIN After transitioning into managerial roles, many new managers often discover the need to develop better time
management skills. Learn tools and techniques you can use to improve the way you use your time.

LE3 - Business Writing

60 MIN A well-written communication has the power to persuade, instruct and inform. Choose words and create sentences
that convey your message clearly, and feel more confident in the quality of the letters, memos and e-mails you write for
customers, coworkers and management.
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LE4 - How to Lead and Participate Effectively in Meetings

60 MIN If you feel meetings are more akin to tasks on to-do lists than vehicles for reaching strategic objectives, think
again. Reframe your outlook on meetings, and transform static, creativity-zapping sessions into inspiring and productive
organizational destinations.

LE5 - Coaching and Feedback

60MIN One of your goals as a manager is to see your direct reports succeed at work. Good coaching skills will help you
achieve this goal. Watch various situations unfold and learn how to provide appropriate, effective feedback that will help your
employees grow.

LE6 - Leading People Through Change

60 MIN Change is never easy. Yet, to be a successful leader, you need to be agile and adaptable in order to navigate your
team through times of transition. Increase your capacity to change, and learn how to lead others during transformation.

LE7 - Handling Conflict

60 MIN Conflict can have both positive and negative effects on a team or organization. Learn to leverage conflict to solve
problems and achieve positive results in your workplace.

LE8 - Sharpening Your Interviewing Skills

60 MIN Hiring the right talent is one of the most critical things you can do to help your company reach its goals. Find out
how to screen candidates, prepare for an interview and ask good questions. Note: This course provides information of a
general nature regarding interviewing practices. It is not intended as legal advice for interviewing and should not be viewed
as a substitute for legal consultation regarding general hiring practices or specific individual situations.

LE9 - Managing Multiple Generations at Work

30 MIN Today’s workforce is comprised of four generations of employees — seniors, Baby Boomers, Generation X-ers and
Millennials. Gain a better understanding of the differences and similarities across each demographic, and learn how to bridge
generational diversity in your organization.

LE10 - Introduction to Project Management Concepts

60 MIN Transform conceptual thinking into measurable and accountable processes that meet your company’s
requirements. Find out how to achieve objectives within a set period of time by becoming familiar with planning, scheduling
and task orchestrating activities.
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Lead e rs hip Developme n t
High performing teams do not happen by accident. Exceptional employee performance is the product of recruiting the most
qualified candidates and employing workplace strategies that motivate employees to operate at peak performance levels. This
series of courses is designed to elicit peak performance from gaming industry professionals.
These courses are recommended for:
Casino Management, Supervisors, Casino Human Resources Personnel, Casino Training Staff, Gaming Regulatory Managers,
Gaming Commissioners.

Becoming a Coach: Bringing out the Best in Employees

40 MIN While a good coach communicates objectives to his or her staff, enforces discipline, and shares constructive
feedback — a great coach encourages team members to explore their full potential. Discover ways you can support your
direct reports and help them shine in their best light.

Becoming a Leader: Communication Techniques that Motivate, Guide and
Inspire Employees to Excel

45 MIN Whether you are a manager, executive or an entry-level professional, the source of your power to excel comes from
within. Tap into eight communication principles of leadership and become the best leader you can be.

Conducting High-Impact, Low-Stress Performance Reviews

45 MIN Does the thought of giving performance reviews keep you up at night? Discover the right way to plan and deliver
a performance review. Learn how to provide meaningful feedback to employees that’s compliant with the law, and explore
stress-minimizing strategies you can employ throughout the process.

Creating Your Dream Team: How to Harness the Power of Teamwork

45 MIN Walk through the team-building process and acquire universal strategies you can apply when building your own
dream team. Learn how to select the right talent, clearly communicate your team’s mission, foster a creative, innovative
environment and make the most of errors so your team can learn from mistakes.

Everyone’s Teamwork Role

45 MIN How much time and effort is wasted in your organization because team members don’t fully understand each
other’s roles and responsibilities? Discover the T.E.A.M. approach to help employees feel like they are collectively working
toward a common goal, and build trust among each other in the process.

For Managers: Creating a Positive Workplace: Good Attitudes Are Contagious

45 MIN Invest in your employees, and you will see the payoff in productivity. Find out how to inspire, nurture, challenge and
recognize employees in a way that will help you build a more positive, energized workplace.

Heating Up Your Cold Calls

35 MIN Offset customer attrition caused by natural business cycles and expand your customer base with hot-button
prospecting. Learn simple cold-calling techniques that will help capture customers’ attention and guarantee a warm
reception, including the hot buttons to push to get a few minutes of a prospect’s time, an appointment, or even a sale.

Hiring Secrets: 12 Tips to Get Candidates to Reveal Their True Selves

35 MIN Interviewing candidates is a common cause of anxiety for many hiring managers. Practice specific steps you can
use to improve your interviewing technique and conduct more successful interviews.
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How to Resolve Conflict at Work

30 MIN Conflict at work can make or break your career. Equip yourself with the skills you need to better manage conflict —
whether knowing when conflict may be avoided, or having the ability to resolve disagreements as they occur.

How to See Opportunity in a Changing Workplace

30 MIN Workers come and go. New technology affects the way we work. Responsibilities shift. The key to thriving during,
and after, change is to reframe your outlook. Discover how to prosper when you view change as an opportunity to work more
effectively, rather than a roadblock.

How to Shine in Difficult Management Situations

45 MIN As a manager, you will likely one day find yourself in an uncomfortable situation with an employee. Learn five
essential tools — sincerity, humility, imagination, negotiation and enthusiasm — you can use to better navigate difficult
management scenarios.

Interviewing Techniques That Help You Hire the Best

60 MIN Interviewing candidates is probably the most crucial part of the hiring process. Take a look inside a system
for interviewing that will help you capture the most important information from candidates, and will also enable you to
objectively rate them to find the best person for the job.

It’s Business, Not Personal: Taming Emotions in the Workplace

45 MIN Being overly emotional at work can hinder your career. Find out how to tame your emotions when dealing with your
boss, co-workers and customers. Learn how to take feedback gracefully, refrain from writing emotionally charged e-mails
and share opinions diplomatically. Plus, practice techniques for clearing the air constructively.

Motivating Employees During Organizational Change

45 MIN During organizational change, communicating with your team every step of the way is essential. Learn how to
build trust with employees by showing sensitivity and being a sounding board, and discover how to communicate a clear,
consistent message that reinforces the positive aspects of change.

Professional Conduct 101: Vital Skills for New Employees

45 MIN New employees are often unfamiliar with the common ground rules of workplace. Discover the vital skills needed
to develop a professional image — from appropriate dress and conduct to how to adjust to the company’s organizational
culture. Also, observe strategies for avoiding inappropriate behaviors that can undermine credibility.

Solving (Even More) People Problems on the Job

45 MIN Unfortunately, unpleasant coworkers with problem behaviors are a fact of life. Learn how to deal with behavior
problems you may encounter in the workplace in a successful, tactful and professional manner.

Training to Win: Helping Employees Meet or Exceed Their Goals

30 MIN By giving employees the tools they need to meet or exceed their goals, you enable them to set ambitious targets,
make smart decisions and stay on track — even as distractions threaten to derail progress. Discover training techniques you
can employ to help your employees adopt a driven, goal-oriented mindset.

You Are the Organization

45 MIN Whether you work in IT or the mailroom, the image you present of yourself and your organization to coworkers
and friends can help you win or lose clients. Recognize your public relations role within your organization and learn how to
conduct yourself effectively both inside and outside of work.
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Te am work
This series of courses concentrates on strategies designed to facilitate desired outcomes in team projects and initiatives in
gaming. Nearly all casino projects are the product of collaborative teamwork involving gaming professionals, and these courses
review the skills necessary to produce desired results.
These courses are recommended for:
All Employees.

Building Cooperation: How Everyone Can Win at Work

30 MIN Cooperation can boost productivity, improve performance and make your organization a better place to work
overall. Find out how to avoid three common communication mistakes, and learn six techniques you can use to be more
cooperative on the job.

For Employees ... Being Positive in the Workplace: Good Attitudes Are Contagious

45 MIN Learn how to create a good attitude on the job by boosting your own morale and staying positive amid the inevitable
day-to-day frustrations of work.

Getting Cooperation: Team-Building That Works

35 MIN Interpersonal communication mishaps among team members have a negative impact on productivity. Examine
common communication blunders and discover how to regain focus on common goals when team members’ egos impede
effectiveness — and how to achieve more-respectful group interactions overall.

High Performance Teams

2 HRS High performance teams in gaming do not happen by accident or chance. Learn the techniques and strategies
business professionals employ to create high performance teams which produce exceptional business results.

Listening: The Key to Productivity

45 MIN Being an effective listener is the key to being easy to work with and respected by colleagues. Get acquainted with the “10
laws of listening” and the “R-E-H-E-A-R” listening technique, and discover how to overcome four common listening distractions.

Sink or Swim Teamwork: We’re All in This Together

45 MIN Behind every great organization’s success is this fundamental concept: teamwork. Yet, not everyone knows how
to make a team work — or how to be a team player. Throw your team a lifeline and discover how to maximize your team’s
effectiveness using the “CLING” strategy.

Team-Building Techniques That Work

45 MIN Blending diverse personalities and skill sets to form a cohesive team that can complete even the toughest
assignments is challenging. Practice teamwork principles, meeting techniques and communication tools to promote
teamwork in your organization.
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Ti m e Management
The Time Management Professional Skills Suite, built with multimedia, provides your employees with tips and important
techniques for successfully managing their time. Topics include listening, achieving peak performance, getting organized, and
managing multiple projects simultaneously. These skills are crucial for any organization to reach employee peak potential.
These courses are recommended for:
All Employees.

Achieving Peak Performance on the Job

60 MIN Become more efficient, helpful and productive at work, whether you’re a “collaborator” or a “lone ranger.” Learn to
overcome obstacles that have historically derailed your progress, and find out under what conditions you work best.

Arrest that Stress: How to Depressurize Your Work Life

45 MIN Absenteeism, employee turnover, lower productivity, higher medical expenses — whether the toll is emotional,
physical or financial, the cost of workplace stress is expensive. Discover strategies you can use to channel stress and promote
a more peaceful, balanced environment at work.

Do it Right the First Time: Paying Attention to Details

45 MIN Make success a habit. Discover a proven approach that entails practicing active listening, using simple tools to help
retain what you learn and creating a template for guaranteed accuracy.

Do More in Less Time: Tame Your Workload by Dramatically Increasing Your Productivity

35 MIN Tame your workload by dramatically increasing your productivity. Develop skills that will help you make the most of
your daily schedule, whether you are at work, in meetings or traveling.

Get Organized and Stay Organized: The 7-Day Plan for Putting Your Work Life in Order

45 MIN Get organized, once and for all! Put your work life in order by following the principles illustrated in this sensible seven-day
program, and minimize the chaos in your world in just a few minutes a day.

How to Juggle Multiple Priorities

30 MIN Having to manage multiple priorities at work is a fact of life. Get acquainted with the C.A.N. D.O. system — a unique
methodology designed to help you deal with the stress of work overload, avoid procrastination and finish your assigned
tasks on time.

Leading 20-Minute Meetings That Matter

45 MIN Turn your meetings into helpful, productive time-savers. Establish an effective strategy and procedure by which to
lead. Learn how to lead meetings with a clear purpose, keep topics on track and end on time.

Managing Stress Before It Manages You

45 MIN Leverage your schedule for unsurpassed productivity, and strive for a stress-free work environment. Discover
ways to identify and overcome the three major sources of workplace stress. Pick up tips for attaining an ideal balance
between work life and home life while also battling stress using the proven “A-T-T-A-C-K” method.

Take Back Your Time: How to Manage Your Workload and Still Have a Life

45 MIN The most effective employees get away from the office to recharge. While it’s not always easy to do, learn three
ways you can challenge yourself to reclaim your time by properly managing your workload.
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Di versit y and Inclus ion
The gaming industry is dependent on a multi-cultural workforce and a multi-cultural customer base. This series of courses is
designed to provide the skill set required to successfully operate in a multi-cultural industry. Courses in this series also meet
recurrent training requirements involving sexual harassment and discrimination awareness and avoidance in the workplace.
These courses are recommended for:
All Employees.

DI - Age
30 MIN

Increase awareness about age discrimination in the workplace, and explore strategies for prevention.

DI - Barriers to Diversity

30 MIN Learn to recognize commonly shared negative attitudes and behaviors that can be barriers to workplace diversity and
inclusion. See how these biases can harm working relationships, stifle individual growth, and damage morale and productivity.

DI - Cross-Cultural Business

30 MIN Sales, customer service, and negotiation are difficult enough in a common marketplace without adding different
cultures to the mix. Learn how to navigate across cultures by developing the ability to talk with — and listen to — people who
have unique personalities, tastes and needs.

DI - Cultural Diversity

30 MIN Job transfers, immigration, technology, changes in economic and political conditions — all of these elements
contribute to cultural differences in today’s workplace. Gain the knowledge, flexibility and sensitivity necessary to
communicate effectively with customers and coworkers across cultures.

DI - Defamation

30 MIN The edict, “Be truthful about employees.” sounds simple enough. Yet, unfortunately, this value is not always
observed at work. Discover why employees must be careful about the information shared with, and about, each other.

DI - Defamation for Managers

30 MIN Master the skills necessary to foster a harassment- and discrimination-free work environment for all employees,
and gain insight into employment law issues related to defamation.

DI - Discrimination

30 MIN One employee’s definition of fair treatment can be vastly different from another’s. Learn more about the
antidiscrimination laws that clearly define how employers must deal with all job applicants and employees in the workplace.

DI - Discrimination for Managers

30 MIN The broad spectrum of employees’ and customers’ varying races, ages, genders, ethnic groups, religions and
lifestyles poses unique challenges for managers. Explore employment laws and learn how to create a harassment- and
discrimination-free work environment.

DI - Diversity Awareness

90 MIN Gain a new perspective on workplace issues associated with diversity, while discovering the advantages of
embracing differences in a harmonious way.
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DI - Documentation

30 MIN Discover how documentation should be handled at work, and learn how to track offensive or illegal behavior in case
you decide to file a workplace complaint.

DI - Documentation for Managers

30 MIN Managers need to be well-informed about documentation requirements — whether recording data related to
employees’ performance or retaining employees’ annual reviews. Take a closer look at documentation-related employment
law issues you may encounter in your job.

DI - Drug-Free Workplace Program

90 MIN This course discusses the impact of drugs on the work environment and the importance of a drug-free workplace.
It explains the steps necessary to implement a typical drug-free workplace program.

DI - Employees with Disabilities

30 MIN Learn how employees with disabilities are protected from workplace discrimination, and discover steps you and
your institution can take to accommodate their needs.

DI - Employees with Disabilities for Managers

30 MIN Find out about employment law issues related to employees with disabilities that you could potentially face in
the workplace.

DI - Gender

30 MIN The number of women in the U.S. workforce has skyrocketed in the past 30 years. While the workforce is now almost
equally split between both sexes, tension and discrimination still linger. Examine the role gender plays in organizations.

DI - Harassment

30 MIN Harassment is one of the most-reported — yet frequently misunderstood — employee complaints in the workplace,
yet many sources suggest that the issue is still really underreported. Clear up confusion, and get answers to your questions
about harassment.

DI - Harassment for Managers

30 MIN Managers need to have a deep understanding of harassment, particularly in conjunction with employment law. Review
issues related to harassment that you may encounter at work.

DI - Language

30 MIN The way we communicate, whether by words or actions, helps shape our relationships. Language can unite and
inspire, but it can also divide and offend. Learn how to use language with sensitivity toward others, and take responsibility for
how you communicate at work.

DI - Marital Status

30 MIN As the number of women in the workplace reaches record highs and living arrangements become more complex, it’s
more important than ever before to protect employees against discrimination based on marital or family status.

DI - Race, Color and Nationality

30 MIN America is one of the most diverse countries in the world in terms of our racial and ethnic makeup. Find out about the
laws protecting race and national origin from discrimination and harassment in the workplace.

DI - Religion

30 MIN Learn to recognize and prevent religious discrimination and harassment scenarios at work by gaining a broader
understanding of the laws protecting religion from discrimination and harassment.
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DI - Retaliation

30 MIN Retaliation makes up about 30 percent of all employment-related federal complaints. Understand your rights in this
area, and learn to monitor your actions to ensure more a productive, dynamic work environment.

DI - Retaliation for Managers

30 MIN Retaliation continues to dominate employment-related federal complaints. Get savvy about employment law issues
related to retaliation so you know what to watch for at work.

DI - Sexual Harassment

90 MIN Prevent sexual harassment in your workplace and maintain a safe, dignified and productive work environment by
learning to recognize and avoid inappropriate conduct.

DI - Sexual Harassment for Supervisors and Managers

30 MIN See scenarios modeled after workplace incidents that could lead to sexual harassment claims, and find out the right
way to handle situations where employees confide in you.

DI - Sexual Harassment Refresher

20 MIN This course presents the key points of sexual harassment so you can recognize and avoid inappropriate conduct. At
the end of this course, you will be able to recognize what behaviors constitute sexual harassment.

DI - Sexual Orientation

20 MIN Sexual orientation and gender identity have become important topics in the American social landscape, as well as in
the workplace. Gain a broader understanding of sexual-orientation discrimination and related harassment issues.

DI - Stereotypes and Assumptions

20 MIN Understand the impact stereotypes and assumptions have on employees, so you can foster a more respectful
work environment.

DI - Veteran Status

30 MIN Hundreds of thousands of American men and women currently serve in state militias, National Guard units and the
armed forces. Learn about the employment laws protecting veterans and people on military duty.

DI - Violence and Bullying in the Workplace

20 MIN What, exactly, is workplace violence? Who is affected by it? And how can violence and bullying incidents at work be
prevented? Increase awareness in your institution about these growing national concerns.

DI - Workplace Inclusion

20 MIN Identify, recognize and understand the value of diversity on a personal and professional level, and learn how to
leverage differences in the workplace to better serve customers.
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