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IT Service Management

Incorporating

ITIL Effectively

Government Forum–ITIL & Other Best Practices
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•About Mystic Lake Casino Hotel
•What Mystic does & Jean’s role within Mystic
•Jean’s projects and evolution
•ITILv3
•9 Critical Success Factors
•Organizational Change Management
•Benefits of ITIL initiatives
•Clients’perception and stated IT achievement
•Return on Investment (ROI)
•IT/ITIL’s biggest achievement-and why
•If re-do, what and why?

Agenda
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About Mystic Lake Casino Hotel
SMSC Gaming Enterprise is a Native American- owned
gaming enterprise consisting of:

•Bingo (started 25 years ago).
•Two casinos–one with over 4,000 slot machines and
100 Blackjack tables (Mystic), and one with over 800
slot machines and 8 Blackjack tables (new Little Six
Casino, opened December 14th, 2007).
•2,900 full-time/3,600 total team members.

80% of Indian gaming revenue in Minnesota comes from
three casinos in the state; over 50% comes from Mystic.
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� One of the top 10 largest employers in
the state of Minnesota (State, Allina,
NWA, USPS, Cargill)

•Professional golf course

•2,000 seat event center (opened Sept.
2007)

•14 Community businesses

About Mystic Lake Casino Hotel
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About Mystic Lake Casino Hotel
•Medical and Dental clinics (March 2007; for Community
and team members)
•Pharmacy (May 2007; for Community & team members)
•Wellness Center: Physical therapy and chiropractic (Dec.
2007, for Community & team member, eye/ear in June
2008)
•Two gas station- convenience stores (2nd station opened
Oct. 2007)
•Fire station (expansion opening June 2008)
•PlayWorks, contract/hourly onsite daycare
•Sport & Fitness Center with ice arena and shooting range
(2nd ice arena opening Fall 2008)
•Laundry
•Waste management
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About Mystic Lake Casino Hotel
 Public Works (with environmental“green roof”)
 Mobile medical clinic (36- ft lab travels to Native

American tribal locations-provides X- rays,
mammograms, diagnostic tests, etc.; Aug. 2007)

 Maintenance & Engineering (construction & tribal court)
 Land
 Mall of America store
 Warehouse/inventory (July 2008)
 Water bottling plant (opening in fall 2008)
 Philanthropy :  Over $100M of Community revenue

donated since 1998; latest donation-$12.5M-to
University of Minnesota: $10M for Gopher football
stadium, and $2.5M for Native American scholarships


