
Job to be done

Learn more about the casino including, 

where to find casino games, offers, and learn about 

table games. 

User personas

� Difficulty in Finding 
Information: Users 
struggle to efficiently 
access comprehensive 
information about casino 
games and promotions 
within the app, leading 
to frustration and missed 
opportunities.

�  Lack of Cohesive 
Integration: The current 
mobile interface lacks 
cohesive integration, 
making navigation 
cumbersome and 
resulting in a suboptimal 
user experience.

� Missing or Expired Offers: Users 
often encounter offers that are 
no longer valid or have already 
been used, which remains 
displayed in the app, causing 
confusion and dissatisfaction.

�  Overwhelming Variety: The 
abundance of casino games 
and offers can overwhelm 
users, especially those new to 
the casino environment, 
making it hard for them to 
make informed decisions.


� Inadequate Personalized 
Experience: Users need 
more personalized 
recommendations and 
offers based on their 
preferences, playing habits, 
and location to enhance 
their engagement.

�  Enhanced Information Access: 
Design a user-centric solution 
that consolidates access to all 
casino-related information, 
including game finders, table 
game details, and promotional 
offers, in one place.


� Cohesive Interface Integration: 
Develop a more cohesive and 
intuitive interface that allows 
seamless navigation through the 
diverse offerings, improving the 
overall user experience.



� Dynamic Offer Management: 
Implement a system that 
automatically updates and 
removes expired or used offers 
from the user's view, ensuring 
relevant and up-to-date 
information.


� Simplified Game 
Discovery: Introduce 
features such as game 
tutorials, descriptions, 
and a clear layout of 
available games to help 
users, especially 
novices, feel more 
confident and informed.

� Personalized 
Recommendations: Utilize 
user data to provide 
personalized offers and 
game suggestions based on 
individual preferences, 
playing habits, and location, 
increasing user satisfaction 
and engagement.

As transient user

Navigates to the 
Casino Discover 
Page

Explores casino 
games and wants to 
locate a specific 
game

User able to navigate 
the casino floor with 
ease

Mobile Flow

Navigate to 
discover tab from 
home screen or 
bottom nav

As a first time 
user, user sets 
gaming 
preferences 

User begins to 
explore 
personalized 
features of 
discover tab

� User navigates to web 
since they may not have 
the app installed

� Search for a game 
without entering a 
destinatio�

� Select a casino game 
near you from the 
recommendations on 
game finder screen 

� Explore casino promotions in 
carouse�

� Explore table games and open the 
PDP page

� View the details of a 
game and how to play 
and then close screen 
without viewing map

� Attempt to take a 
screenshot of the map to 
review later

� consider dining options 
nearby and related 
entertainment� User explores table 

games in detail�
� user locates properties 

in which they can play 
casino games

� Exit app


Phase

Steps

Actions

Alternative 
actions

Feeling

Thinking

Painpoints

Opportunities

Recognition of interest Initial search Mobile app exploration Overview of casino gaming Learning about offerings Game descriptions and rules Location and facilities Calendar of events User Decision Gaming Experience

Scenario #1

Sylvia wants to know where to 
find her favorite games in a 
casino she is visiting for the 
first time.

Scenario #1

Sylvia and her 
husband.

I wish I knew how to play 
poker. I’ve always 
wanted to learn how !

I wonder if there is a way 
that I can learn about 
the various games 
offered at MGM resorts

Maybe they have some 
information in the MGM 
rewards app

I need to make sure I 
read the fine print on 
this offer because it 
sounds too good to be 
true!

What offers are 
available for me to use 
this month?

Ooo, this is a great 
offer.. I need to know 
when it expires though

how will I redeem this 
offer?

Wow this is a great 
one! I need to 
remember to use this 
offer when I go!

Well at least I got 
to take 
advantage of that 
FREEPlay offer! 

Can’t wait to see 
what offers I will 
have available 
next time!

Oh I forgot I 
already used this 
one at the buffalo 
machine..

Why is this one 
still showing in 
the app if i’ve 
used it already?

Ooh, I have an 
offer for this.. let 
me find it.

I want to come back to 
this one later

Which resort has the 
best deals?

Are there casino offers 
at my favorite 
location?

Let me open this MGM 
app to see if there is 
anything information on 
how to play poker

I wonder if MGM Grand 
Detroit has poker?

Scenario #2

Kevin wants to discover new 
slot machines and table 
games to play during his next 
visit with friends.

Scenario #2

Kevin and his friends.

Discovery Information Gathering In depth exploration Planning a visit Final decision Visit and engagement

Joyful

Neutral Neutral
Neutral

Neutral
Neutral Satisfaction Satisfaction

Sylvia Stalone

Age 58

Education Masters in Education

Status Married

Occupation School Teacher

Location Reno, Nevada

TEch  literate Low

At 58, I've embraced the art of 
taking chances. The casino is 
my playground, where every 
spin, every card, is a reminder 
that life's greatest adventures 
come with a bit of risk and a 
whole lot of excitement."

Personality

Introvert Thinker

Spender Stubborn

Bio

Sylvia is a 58 year old school teacher living in Reno, Nevada. She 
has been married for 25 years to her husband Paul Stalone. Sylvia 
and her husband like to visit local casinos 1-2 times a week and 
will drive to Vegas every other month for a weekend to gamble at 
MGM Casinos. She enjoys playing various casino games, 
focusing on slot machines and table games like BlackJack and 
Poker. Sylvia enjoys a wide range of games. 

Core needs

• Quick access to quality, relevant offers that match her playing 
habits 

•
To know exactly what is needed for an offer to be redeemed and 
how long she has to use it before it expires

• The ability to search for offers based on various criteria.

•
Be able to search which locations have the games she likes to 
play to minimize time aimlessly walking around the casino

•
know the volatility of a slot machine or table game before 
planning trip to casino

Frustrations

•
Discovering a casino does not have the slot machine that she 
knows wins her big $$$

• Missing the expiration date and important details on offer when 
attempting to redeem.

• Discovering that the odds are not in her favor. 

• Lack of Jackpots

Kevin Fraiser

Age 35

Education B.S. in Finance

Status Engaged

Occupation Account Manager

Location Silver Springs, 
Maryland

TEch  literate High

Occasional rendezvous with 
Lady Luck at the casino - 
making each visit a rare and 
thrilling escape."


Personality

Ambivert Impulsive

Strategic Friendly

Bio

Kevin is a 35 year old account manager for a Mid-Size tech 
company in Maryland. Kevin visits the casino as a fun social 
activity with friends and enjoys the lively atmosphere. As a 
novice casino go-er, Kevin is interested in learning about various 
casino games, rules, and strategies to feel more knowledgeable 
and confident when playing. When he visits the casino, he 
typically plays slots but is always looking for a new thrill when he 
visits.

Core needs

• Variety and adventure: Open to trying various casino games from 
slots to table games

•
Gambling responsibly: Aware of the risks when it comes to 
gambling and wants to ensure he is gaming responsibly

•
Convenience: Prefers mobile platforms for accessing info about 
casino game locations and where to find them on the floor.

• locate offers before his visit to the casino.

Frustrations

•
Sometimes Kevin’s friends make him feel peer pressured to play 
riskier games when he may not know all the rules or much about 
the game

• Will sometimes get caught up in the thrill of casino gaming and 
lose track of budget

•
May feel overwhelmed by the variety of games and lack of 
information and is often worried he will make a mistake and lose 
big.

As PO user

User becomes interested in 
learning more about the 
casino and it’s offerings

Opens the MGM rewards 
app

Exploring 
the available 
categories 
of casino 
games

reviews slot 
games, table 
games, jackpots, 
offers and more! Searches for 

Buffalo game

Clicks on 
“game finder” 
section to 
explore slot 
machines

Read info to 
learn more about 
the game rules 
and description

Explore 
information 
about the 
casino’s location 
such as location 
of high limit slots 
and table games

User searches 
for any 
upcoming 
promos and 
offers within the 
casino

User decides on 
whether or not 
this is the casino 
location they’d 
like to visit based 
on information 
gathered

Consider factors 
such as casino 
amenities and 
game variety 

User engages in 
gaming activities 
based on the 
information 
they’ve learned

User is able to 
locate slot games 
with ease using the 
game finder

User navigates to the 
discover tab from the 
home screen or bottom 
nav. bar

user explores features of 
the casino discover tab

Begans exploring the 
mobile app

Mobile Flow


