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COURSE INTRODUCTION / OVERVIEW:

The global gaming industry is a dynamic and rapidly expanding sector, demanding more than just the latest technology; it
requires sophisticated operational management to thrive. This course provides a comprehensive framework for achieving
operational excellence within gaming centers, arcades, and esports arenas. It moves beyond basic management principles
to address the unique challenges and opportunities of this vibrant industry, focusing on creating unparalleled customer
experiences and sustainable profitability. Drawing on principles of service management and strategic operations, as
discussed by academics like Richard B. Chase, the course integrates theory with practical application. Participants will
explore concepts from works such as "The Experience Economy" to understand how to transform a simple gaming visit
into a memorable event. BIG BEN Training Center has designed this program to equip leaders and managers with the
essential skills in facility management, customer engagement, financial oversight, and strategic marketing. This training is
an A-to-Z guide for anyone serious about building a successful and resilient gaming venue in today's competitive
landscape, ensuring every aspect of the operation, from machine maintenance to community building, is optimized for

peak performance.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Gaming Center Owners and Operators.

e Arcade Managers and Supervisors.

Esports Arena General Managers.

Operations Managers in the entertainment and leisure industry.

Entrepreneurs planning to open a gaming or arcade facility.

Guest Services and Customer Experience Managers.

Event Coordinators for gaming tournaments.

Investors and stakeholders in the entertainment sector.

TARGET SECTORS AND INDUSTRIES:

e Entertainment and Recreation.

Hospitality and Leisure.

Retail and Shopping Malls.

Esports and Competitive Gaming.

Family Entertainment Centers (FECs).

Virtual Reality (VR) Arcades.
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Customer Service and Guest Relations.
Marketing and Sales.

Events and Promotions.

Finance and Accounting.

Business Development and Strategy.

Facilities Management.

COURSE OFFERINGS:

By the end of this course, the participants will have able to:

Develop a comprehensive operational plan for a modern gaming facility.
Implement best practices for arcade machine and gaming equipment maintenance.
Design and optimize facility layouts to enhance player flow and experience.

Master customer service techniques tailored to the gaming community.

Create and execute effective community-building and player retention programs.
Organize and manage successful gaming tournaments and events.

Apply targeted digital marketing strategies to attract new customers.

Analyze financial statements and key performance indicators to drive profitability.
Develop strategies for integrating new technologies like VR and esports.

Formulate a strategic business plan for long-term growth and sustainability.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and engaging,
ensuring that participants can immediately apply their learning to real-world scenarios. This course utilizes a blended
learning approach that combines expert-led presentations with hands-on activities. A significant portion of the training is
dedicated to analyzing case studies of successful and struggling gaming centers worldwide, allowing participants to
dissect strategies and learn from tangible examples. Group discussions and brainstorming sessions will be facilitated to
encourage peer-to-peer learning and the sharing of diverse experiences. Role-playing exercises will simulate challenging
customer service interactions and operational decision-making processes, building confidence and practical skills.
Participants will also engage in workshops to develop sample marketing plans, operational budgets, and event schedules.
Continuous feedback from the instructor and peers is a core component, ensuring a supportive and dynamic learning

environment that fosters professional growth and mastery of operational excellence in the gaming industry.

COURSE AGENDA (COURSE UNITS):
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Legal, Safety, and Compliance Considerations.

Analyzing Target Demographics and Player Personas.

Competitive Analysis and Market Positioning.

UNIT TWO: FACILITY AND TECHNOLOGY OPERATIONS

e Strategic Facility Layout and Atmosphere Design.

e Gaming Equipment and Arcade Machine Procurement and Lifecycle Management.
e Implementing a Preventive Maintenance Program.

e Managing Point of Sale (POS), Booking, and Management Software.

e Network Infrastructure and IT Management for Optimal Performance.

e Health, Safety, and Cleanliness Protocols.

e Power Management and Utility Cost Optimization.

UNIT THREE: MASTERING THE CUSTOMER EXPERIENCE

e Principles of Exceptional Service for the Gaming Community.

¢ Training Staff to be Brand Ambassadors and Community Facilitators.
e Managing Player Flow and Wait Times Effectively.

e Developing Loyalty and Membership Programs that Work.

e Handling Difficult Customers and Resolving Conflicts.

e Gathering and Acting on Customer Feedback.

e Creating an Inclusive and Welcoming Environment for All Gamers.

UNIT FOUR: MARKETING, EVENTS, AND COMMUNITY BUILDING

e Developing a Unique Brand Identity for Your Gaming Center.

¢ Digital Marketing Strategies: Social Media, Content, and SEO.

e Planning and Executing Engaging Tournaments and Leagues.

e Building and Nurturing an Online and Offline Player Community.
e Local Marketing and Partnership with Schools and Businesses.

e Managing Prize Inventory and Redemption Systems.

e Leveraging Streaming and Content Creation for Promotion.

UNIT FIVE: FINANCIAL ACUMEN AND STRATEGIC GROWTH

e Developing Budgets and Financial Forecasts.

e Understanding P&L Statements and Cash Flow Management.
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FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

As digital and at-home gaming becomes more immersive, what fundamental shifts in strategy must physical gaming

centers and arcades make to ensure their long-term relevance and profitability?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by offering a highly specialized and holistic curriculum tailored specifically to the nuances
of the gaming center and arcade industry, rather than providing generic business management advice. While other
courses may focus broadly on retail or hospitality, this program delves deep into the unique operational challenges and
opportunities of a gaming venue, from preventive maintenance schedules for high-usage equipment to the psychology of
player engagement and community building. It emphasizes the critical importance of the customer experience, treating
the gaming community not just as consumers but as an integral part of the business ecosystem. The curriculum is forward-
looking, integrating contemporary topics such as esports integration, VR arcade management, and leveraging social
media for community engagement. By blending strategic financial planning with on-the-ground operational tactics and
event management, the course provides a comprehensive A-to-Z blueprint for sustainable success, ensuring participants

leave with actionable strategies to enhance profitability and create a premier destination for gamers.
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