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Team members from the cage 
department at Horseshoe 
Casino participate in the Relay 
for Life, while a staff member 
in stewarding was drawn as 
the winner (among nearly 200 
employees with perfect 
attendance) of a new car.

As general manager of an entertainment business that never closes, Dan Nita is used to 
getting phone calls at all hours of the day and night. Typically, they are related to some 
type of problem that needs solved.
 Nita admits he had to wonder “when I get a call from my HR leader at 6:45 in 

the morning and Dawn (Reynolds-Pettit, the vice president of human resources) is screaming 
(that we made the Best Places to Work list). It’s a great pat on the back that some of the things 
we are doing seem to be resonating with our employees.”
 Horseshoe Casino in Hammond, part of the largest casino company in the world, does more 
than some things for its more than 2,300 staff members. The list of formal recognition programs 
and amenities is a lengthy one. But Nita confides that “in most cases it’s the fact that their supervisors 
tell them thanks for coming in today or give that verbal appreciation for doing a great job.”
 One special offering that creates tremendous goodwill and provides valuable knowledge for 
Nita and his management team is the Walk in My Shoes program. As the name suggests, the 
senior managers work in place of and alongside employees in all facets of the operation.
 “This is one of the things where I think we have gotten traction with our employees,” says 
Nita, who grew up in Orlando and worked for the Disney enterprise. “When we work valet on 

the coldest day of the year in January and see how much these guys run, that 
gives us a much better appreciation for what those people do.”
 And those people appreciate their co-workers, supervisors, management 
and, maybe most importantly, their guests. Ethel Rodgers (buffet greeter), Mario 
Jordan (trainer and lead in the environmental services department) and Marsha 
Fitzpatrick (cocktail server) total just over 40 years of experience with Horseshoe 
and proudly claim they have never missed a day of work.
 Rogers, who won the company’s national award in 2008 for superior 
customer service, knows no strangers – greeting everyone with a hug. “A lot of 
people who come here are lonely. I sit, talk to them, make them feel at home. 
Guests tell me, ‘You’ve got that glow; it makes me feel so good.’ It’s not only 
the guests, but I want to be there for my co-workers. This place is my second family.”
 Jordan recently won the Chairman’s Club customer service award for the 
Horsehoe property and the division. He appreciated the special recognition 
dinner for all finalists and says he has benefitted from the e-learning center. 
His message to his colleagues: “Do your job and the job will take care of you – 
I instill that in the people I train. At no other place have I been treated like this.”
 Horseshoe is family in more ways than one for Fitzpatrick as her son 
recently joined the team as a dealer. She advises her server colleagues to “hold 
their heads high and keep their shoulders up because people come out to look 
at us – and we look really good.”
 The bottom line is customer service. The employee concierge, well nurse, 
massage therapist visits, game room, quiet area and more are there to help staff 
members be prepared to treat guests as well as possible.
 Nita: “The slot machines are the same everyplace, the table games are the 
same, everybody’s got a high-end restaurant, everybody’s got a steakhouse. So 
as we think about it in terms of our company, we believe that one thing our 
employees can do is focus on delivering great customer service.” 
 He says people can learn jobs, but “we can’t teach personality.” A panel 

interview and screening process to help select the right employees is followed by a two-week 
orientation that is 80% focused on customer service.
 Hundreds of weekly guest surveys evaluate wait times, service and all aspects of the visit. 
“We’re all bonused based on our ability to drive the percentage of “A” scores. Our feeling is that 
anybody can get a “B” or “C”, but that doesn’t necessarily make you a loyal guest of ours.”
 For earning a spot on the Best Places to Work in Indiana list, Horseshoe receives an A+.

By Tom Schuman

Horseshoe Casino
Dealing a Good Hand

LA
RG

E 
CO

MPA
NY

#36




