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PRESS RELEASE –15th September 2006

Development of a Service Excellence strategy based on Total Quality Management (T.Q.M.) principles for Casinos Austria International (CAI) – Brussels Pilot Project

The Grand Casino Brussels first opened its doors to the public at the end of 2005. It’s historical site in the Salle de Madeleine has been painstakingly restored to its former glory and transformed into a landmark attraction offering exciting yet relaxing entertainment for both local and international guests alike.
Spread over three levels, the Grand Casino Brussels offers a variety of exclusive services. The ground floor is home to the state-of-the-art main gaming area with 17 gaming tables, 203 slot machines and a choice of three bars. The luxurious first floor offers a further 5 gaming tables and 5 slot machines, while the meeting facilities on the top floor are used to host all manner of events, receptions, banquets and seminars. This exceptional casino experience also includes the trendy gourmet restaurant La Madeleine, the VIP Topaz Bar, an excellent selection of fine wines and Champagne in all bars and the Havane cigar lounge.
To support the property’s outstanding ‘hardware’, it’s ‘software’ – i.e. the carefully selected team of staff members and most important asset, will now undergo an intensive module-based training curriculum. The programme is designed to rebrand the Grand Casino Brussels experience and evolve the operation from a traditional casinos’ gaming focus into the lifestyle centre and service benchmark in Brussels. 

Mr. Tim Cullimore, General Manager of the Grand Casino Brussels, says “I am delighted to have found in Mr. Walter Junger of Walter Junger & Friend, Ltd. a highly competent and effective advocate to guide us in our quest to achieve Service Excellence. I am also happy to announce the appointment of Mr. Romain Clees as Director of Quality and Training. He will play a key role in facilitating internal changes and supporting all employees in our commitment to quality.”

Every employee at the Grand Casino Brussels, including the members of the Executive Team, will complete a series of nine training modules over a timeframe of approximately one year. The programme began with the creation of a company credo and motto - “Let us entertain you! - and will continue with the review and revision of all existing standards, handbooks and new employee orientation as well as the hiring and training processes. It also aims to streamline the casino’s internal communication process to encourage staff empowerment and increase their involvement in decision-making processes. “This is an innovative approach to operating a casino, yet a necessary one to foster the kind of motivated employees who will be critical in creating a personalised guest experiences”, says Mr. Junger.

After the successful implementation of the new Service Excellence strategy, which will be achieved by the members of the Executive Team leading by example and all employees actively participating in our new Diamond Standards and embracing the motto “Let us entertain you”, this visionary pilot project will potentially serve as a benchmark for other casinos within the Casinos Austria International portfolio.  
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