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INTRODUCTION

One of the largest casino acquisitions in history, MGM Resorts and Mirage Resorts merged to form MGM
MIRAGE - known today as MGM Resorts International. Two competing companies, each with a sizeable

portfolio of Las Vegas Strip casino resorts, came together as a dominating force in the industry.

Casinos rely heavily on their loyalty programs; therefore it was a business imperative that a new, singular
loyalty program be developed across the newly formed portfolio of resorts and a CRM solution deployed

providing a 360-degree-view of a gaming customer and his/her trip activities across the enterprise.

Players Club (known today as M-life) was born and MGM MIRAGE’s CRM project was initialized by

Wieland’s now Partner /Chief Strategist and former MGM Resort’s employee, Tracee Nalewak.
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RESULTS

The CRM program successfully supported customer loyalty and retention by generating a
combined 35.6% increase in incremental restaurant and show revenue during the first year of

operation from cross-selling and upselling.

Guest satisfaction scores rose 13%.

In addition, the CRM program increased call center efficiency and productivity (time in motion
studies) exponentially by automating reservation requests between departments and

properties.

CRM Software: Epiphany /Infor
Loyalty Software: Acres Gaming/IGT



