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Figure 1

prove personalized service in a casino or other gaming establishment.
The systems and methods provide a portable personal service device
to a person; the device permits the gaming establishment to commu-
] nicate with the person - regardless of their location in the gaming es-
tablishment. Messages sent to the person may be personalized and cus-
tomized. The portable personal service device may also be used to track
v the location of the person in the gaming establishment. The person may
also use the portable personal service device to send messages, for ex-
ample, to call casino personnel to them or make other personal service
* requests.
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VIRTUAL CASINO HOST
CROSS-REFERENCE TO RELATED APPLICATIONS

[0001] This application claims priority to U.S. Patent Application No.
11/829,921, entitled “VIRTUAL CASINO HOST”, by Griswold et al., and filed on
July 29, 2007, the entirety of which is incorporated herein by reference for all
purposes.
[0002] This application claims priority under 35 U.S.C. §120 and is a
continuation-in-part of U.S. Patent Application No. 10/978,043 filed October 28,
2004 and titled “PLAY PER VIEW?”; the 10/978,043 application claimed priority
under 35 U.S.C. §120 and is a continuation of U.S. Patent Application No.
09/665,526, filed September 19, 2000, now U.S. Patent No. 6,942,574, issued
September 13, 2005; each of these patent applications is incorporated herein by
reference for all purposes.

FIELD OF THE INVENTION
[0003] The present invention generally relates to portable electronics
devices that improve patron services at a gaming establishment, such as a casino.

BACKGROUND

[0004] Years ago, most casinos had one main entrance and a relatively
small and simple layout. When a ‘high roller’ or other valued customer entered a
casino at the predictable entrance, a casino manager would greet the person and attend
to their desires individually.
[0005] Today, modern casinos are much larger and more complicated
buildings. Newer casinos may include multiple entrances, dozens of wings, numerous
gaming pits and gambling spots such as card rooms and designated high-roller rooms,
internal roller coasters and other theme-park-like amusements, hundreds and
sometimes thousands of hotel rooms, enough stores and restaurants to qualify as a
shopping mall, platoons of gaming machines, countless paths to go from those
multiple entrances to the all these various and myriad destinations, and dozens (or
sometimes hundreds) of high value customers on the premises - twenty-four hours a
day and seven days a week. Meeting each high value customer to provide personal

service is nearly impossible in a modern casino. Personal service has suffered.
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SUMMARY
[0006] The present invention overcomes these difficulties and improves
personalized service in a casino or other gaming establishment by providing a
portable personal service device to a person. The portable personal service device
permits the gaming establishment to communicate with the person - regardless of their
moving and current location in a large gaming establishment. Messages sent to the
person may be personalized and customized. The portable personal service device
may also be used to track the location of the person. The person may also use the
portable personal service device to send messages, for example, to call casino
personnel to them, or make other personal service requests.
[0007] In one aspect, the present invention relates to a method of
providing a personalized service message to a person in a gaming establishment. The
method includes associating the person with an identification for a portable personal
service device carried by the person in the gaming establishment. The method also
includes selecting a non-gambling service that is available through the gaming
establishment based on information for the person. The method further includes
selecting a service message that corresponds to the selected non-gambling service.
The method additionally includes sending the service message to the portable
personal service device while the portable personal service device is in the gaming
establishment. The method also includes outputting the service message on the
portable personal service device.
[0008] In another aspect, the present invention relates to a method of
providing a personalized service message to a person in a gaming establishment. The
method includes providing a portable personal service device to the person. The
method also includes associating the person with an identification for a portable
personal service device carried by the person in the gaming establishment. The
method further includes tracking the location of the person in the gaming
establishment using the location of the portable personal service device in the gaming
establishment. The method additionally includes selecting a service that is available
through the gaming establishment based on personal information for the person. The
method also includes selecting a service message that corresponds to the selected
service. The method further includes sending the service message to the portable

personal service device while the portable personal service device is in the gaming
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establishment. The method additionally includes outputting the service message on
the portable personal service device. The method also includes receiving a message
from the portable personal service device that corresponds to the service offering.
[0009] In another aspect, the present invention relates to a system of
providing a personalized service message to a person in a gaming establishment. The
system includes a portable personal service device carried by the person in the gaming
establishment. The device includes a wireless communication link, a video display
configured to output video, and a processing system configured to output the service
message on the video display. The system also includes a server that comprises a) a
processing system and a communication link. The processor is configured to: 1)
associate the person with an identification for the portable personal service device, ii)
select the personalized service message for a non-gambling service that is available
through the gaming establishment, and iii) send the service message to the portable
personal service device while the portable personal service device is in the gaming
establishment. The communication link permits information to be transmitted from
the host to the portable personal service device.
[0010] These and other features of the present invention will be described
in more detail below in the detailed description of the invention and in conjunction
with the following figures.

BRIEF DESCRIPTION OF THE DRAWINGS
[0011] The present invention is illustrated by way of example, and not by
way of limitation, in the figures of the accompanying drawings and in which like
reference numerals refer to similar elements and in which:
[0012] Figure 1 illustrates a method of providing a personalized service
message to a person in a gaming establishment in accordance with one embodiment.
[0013] Figure 2A illustrates a portable personal service device in
accordance with one embodiment.
[0014] Figures 2B and 2C show a portable personal service device in
accordance with another embodiment.
[0015] Figure 3 shows a simplified schematic of functional components
for a service system including a server and portable personal service device in

accordance with one embodiment.
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[0016] Figure 4 shows the tracking and sample traffic patterns for two
people, respectively, each carrying a portable personal services device in a casino in
accordance with a specific embodiment.

DETAILED DESCRIPTION OF THE PREFERRED EMBODIMENTS
[0017] In the following detailed description of the present invention,
numerous specific embodiments are set forth in order to provide a thorough
understanding of the invention. However, as will be apparent to those skilled in the
art, the present invention may be practiced without these specific details or by using
alternate elements or processes. In other instances well known processes,
components, and designs have not been described in detail so as not to unnecessarily
obscure aspects of the present invention.

[0018] The present invention improves service provided by a gaming
establishment such as a casino. The gaming establishment uses a portable device,
carried by the person, for communicating service messages to the person.

[0019] The gaming establishment associates the portable device with the
person using an identification for the device, and then sends service messages to the
person using the portable device and its known contact information and
communication path. The portable device allows a gaming establishment to directly
inform the person of services and other matters. Sample service examples include the
availability of concert tickets, a restaurant reservation, status of a cab or limousine, or
other items of interest to the person. Messages sent to the portable device may also be
tailored based on the person’s identity, demographic information, etc.

[0020] In addition, the person may also use the portable device to send
messages to the gaming establishment. Using the portable device, the person may
contact or summeon a concierge or other guest services personnel. A person may ask
for tickets to a concert or event. In response, a concierge may carry the tickets or the
service request to the person — and to their exact and current location, which is known
from the location of the portable device, whose position in the gaming establishment
may be tracked. As another example, a high-roller may contact casino personnel
when they want something, and casino personnel may respond accordingly. For
example, the person may be lost and casino personnel may provide them with

directions, or meet them for a personal escort.



WO 2009/018055 PCT/US2008/070894

10

15

20

25

30

[0021] As another service example, a patron may reserve game openings.
For example, the person may reserve a seat at a poker table, reserve a specific game or
gaming machine, or other gaming services provided by the casino. A service message
may be then sent to the portable gaming device acknowledging and confirming the
request.

[0022] Thus, methods, devices and systems described herein permit a
casino to communicate with patrons - despite their changing location in a very large
building or complex — in real time, and in both directions. Additional services and
service messages will be expanded upon below.

[0023] As the term is used herein, a gaming establishment refers to any
business or organization that seeks to entertain guests on their premises or provide
service to those guests. Sample establishments include casinos, resorts, hotels,
restaurants, nightclubs, and the like. Many of these establishments include gambling
resources such as gaming machines and game tables, although, notably, the portable
personal service devices described herein do not provide portable gambling or
wagering and are strictly for improving personal service. Although the remaining
discussion will use a casino as the gaming establishment for ease of discussion, it is
understood that methods and systems described herein are not limited to casinos and
well suited for other gaming establishments.

[0024] Many casinos these days include large buildings and complex
layouts. People get lost in the large casinos, frequently. In addition, most people,
especially those in a particular casino for their first time, have difficulty locating
specific services that they are interested in. At the least, these people are not
gambling or spending money when they are lost. More commonly, they are not
having fun, and are likely not to return as a result. Situations like these are
undesirable for a casino, especially for high-roller and high value patrons, who may
spend tens or hundreds of thousands of dollars in a short period of time. Methods and
portable personal service devices described herein alleviate these concerns, and
provide other benefits.

[0025] Figure 1 illustrates a method 10 of providing a personalized non-
gambling service message to a person in a gaming establishment in accordance with
one embodiment. While the providing personalized non-gambling service messages

to a portable personal service device will now be described as a method, those skilled
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in the art will appreciate that method 10 may also apply to a system for providing
personalized non-gambling service messages such as that implemented by a player
tracking system, host system, or other personal services system operated by a casino.
[0026] In this embodiment, the casino provides a portable personal service
device to a person (12). The portable personal service device refers to a small
electronics device that is capable of receiving messages from the casino and
outputting those messages to a person carrying the service device. The device may
also be capable of sending messages to a server associated with the casino. Suitable
service devices are described below with respect to Figures 2A-2C. In a specific
embodiment, the gaming establishment offers hotel services and provides the portable
service device to the person when the person checks into their lodgings.
Alternatively, the casino may mail the service device to the person to entice the
person to subsequently come to the casino. For a high roller, the device cost is trivial.
[0027] Some casinos may provide a custom made portable personal
service device that is tailored to their establishment and image. A casino may thus
have its own portable personal service devices made specifically so it can issue these
devices to a select number of important patrons. When the casino owns multiple
properties in multiple geographic locations, such as different states or different
countries, the same portable service personal service device may work across each
property for that particular organization. For example, the same portable personal
service device may be issued at one property, used at that property, or used at another
property such as a second casino in another state or country.

[0028] Method 10 associates the person with the portable personal service
device (13). Typically, this includes assigning identification to the person, assigning
identification for the service device, and associating the two identifications. The
personal identification may include a number or any other identifier that partially or
fully identifies a person. Full identification refers to uniquely identifying the person
apart from all other people. This may include the person’s name and/or biometric
information for example. Partial identification refers to identifying one or more
characteristics of a person that the person shares with others. Partial identification
may be based on demographics such as sex (M/F), age, country of origin, education
level, annual income, occupation, participation in a group such as a bachelor party,

and marital status, for example. Partial identification may also include other personal
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information such as attendance at a convention or event (e.g., a high-roller party) for
example. The service device identification may include a number or any other
identifier that uniquely identifies the service device. For example, a custom service
device provided by a casino may have a registration number that distinguishes it from
other similar devices registered by the casino.

[0029] In a specific embodiment, the portable personal service device
includes a portable communications device that a person already owns or carries. For
example, cell phones and personal digital assistants are suitable for use with method
10. In this case, the identification may include a telephone number, or an email
address accessible to a cell phone or personal digital assistant. The cell phone or
personal digital assistant may also have software added to it at step 12 in place of
providing an actual device.

[0030] The identification association links the person with the
identification for the portable personal service device such that the two are
automatically related for a server or casino personnel trying to locate the person
carrying the service device or trying to communicate with the person using the service
device. The association may be stored digitally in memory on a server or the like that
is accessible to casino personnel. Figure 3 describes a suitable server for
implementing associations, servicing, and messaging as described in method 10.
[0031] In general, the person may include anyone in a casino. In one
embodiment, the person is a ‘high roller’, or other valued customer to a casino. Such
individuals commonly spend tens of thousands of dollars in a single night or visit.
Obviously, a casino values these customers, and wants to provide a high level of
service to them. The person may also be a family member or friend of a high roller or
other valued customer. For example, a casino may issue a portable personal service
device to the wife or girlfriend of a high roller. This keeps the family member or
friend well serviced, and happy, which is important to the valued customer, and thus
important to the casino.

[0032] A portable personal service device may also be issued to multiple
people in a group. For example, a casino may provide a service device to multiple
people in a bachelor party, a wedding party, business group, party for a high roller,
etc. The casino may then commonly associate the service devices for the people in

the group, and message them together. For example, a service message may be sent
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from a front desk personnel at the casino to a service device provided to each person
in a golf party when a limousine arrives to transport them to a course. As another
example, a concierge for the casino may send a service message to each service
device in a bachelor party when a guest of note arrives. The casino may also provide
a portable personal service device to a high roller and each of his guests, and link
them using the stored associations on a database or server memory. If the devices
include two-way communications abilities, this allows each person in the group to
communicate with each other. It also allows the valued customer to keep track of his
guests (e.g., children), if that service is desired.

[0033] Method 10 also selects a service level for the person (14). For
example, the casino may have any number of service-levels that differentiate how
customers are treated. A high roller may receive one service-level while members of
a bachelor party received a lower service-level. In some cases, the level of service is
tied to the value of the person as a customer. High rollers commonly want access to
controlled events and other special privileges. For example, private parties and other
high-end nightclubs are important to certain high roller patrons. A service-level may
differentiate access to these controlled events. For example, a top service-level may
have primary access to all events that the casino can offer, while a lower service-level
does not. As another example, service levels may differentiate what type of ticket is
provided to a concert: a high service-level may receive front row tickets to the
concert, while a lower level of service obtains lesser tickets.

[0034] At the time of receipt, or any time thereafter using the portable
device, the person may provide input on what services they are interested (15), which
helps determine what messages they will receive using the device. For example, a
person who has wagered on sports events at the casino (not using the device) may
then elect to receive sports score updates, such as a live ticker or score update
messages. Video messages may also be sent for events in the sports wagered upon.
[0035] The person may also set and change their messaging settings using
the device over time. For example, the person may elect to receive text messages,
audio messages, video, combinations thereof, etc. To facilitate this service selection
input, the device may provide a questionnaire to the person with a few select

questions. For example, the device may give the person to permit the casino to track
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the person’s location using the device so as to permit casino personnel to meet the
person despite their moving position in a large casino.

[0036] Selecting services may also merge the identification for the
portable device with a player tracking program, loyalty point program or other
customer service program already used by a casino. Thus, if the person has attended
the casino before, previous service and interaction information may be used to
provide input on what services the person is interested. This linking of accumulated
patron data is particularly useful to a casino with multiple properties in multiple
jurisdictions where the person has visited one property in one geographic area and
then subsequently visits another.

[0037] The person then carries the portable personal service device with
them through the casino. For method 10, the portable personal service device is used
to track the location of the person in the casino (16). This embodiment is described in
further detail below with respect to Figure 4. Areas visited by the person may include
a gaming floor that includes gaming machines and tables, one or more hotel rooms,
shops and restaurants, one or more entertainment areas of the casino such as a roller
coaster or canal, etc. As will be described below with respect to Figure 4, RFID or
other wireless communication devices may be located throughout the casino to track
the moving and current location of the portable personal service device.

[0038] This location tracking allows casino personnel to monitor and track
the location of the person carrying the device in order to improve personal service.
Tracking may occur in real time. Accordingly, when the person requests some form
of personal service, such as requesting a drink or poker chips, casino personnel may
deliver the service to the person immediately at their current and specific location.
[0039] At some point, method 10 selects one or more non-gambling
services amongst the non-gambling service offerings available to the casino (17).
Notably, the portable device does not permit wagering and gambling. In a specific
embodiment, all services available at the casino are provided to the device. In another
embodiment, a casino personnel manually selects the service (17) and message (18).
In another embodiment, automated systems are used to select a personalized service.
To do so, the systems and methods collect personal information for a person, such as
demographic information and/or previous service experience data. The collected

information is then analyzed and used to select a set of services, from numerous



WO 2009/018055 PCT/US2008/070894

10

15

20

25

30

services offered by a casino, that a person corresponding to the personal information
is likely to enjoy. The set of services is then offered to the person using one or more
service messages on the portable device.

[0040] Service selection may include collecting personal service
information for the person. The personal service information includes personal
information and/or historical service data. Personal information may include
demographic information, interests and/or personal preferences, such as favorite
movies and actors, etc. For example, people in demographic groups that appreciate
services related a past era such as the 1960s (e.g., tickets for the Temptations) are
often different than people that favor those from the 1990s (e.g., Pearl Jam tickets).
Age may then be used to indicate a proximity to the former or latter. Historical
service data may include any information associated with the previous service or
experience at the casino, such as where they went to dinner, what events they went to,
what drinks and food they order, etc.

[0041] The personal service information may come from a variety of
sources, such as prior service interaction, demographic sources, marketing
information, combinations thereof, etc. Marketing information obtained by
businesses associated with a casino represents one source of personal information.
Such marketing information is commonly provided with tour groups, special events
(e.g., a pro basketball group attending Las Vegas for a few days), and other temporary
visitors to a city or casino. In addition, service information may be obtained by a
personal questionnaire. The questionnaire may be acquired via paper, telephone,
web-based. A person when signing up for a room at a casino/hotel, for example, may
fill out a service questionnaire. Player tracking systems represent a continuous source
for prior service interaction and demographic information. The player tracking
systems gather personal information when the person signs up for the system, and
collect historical service data, over time. These systems allow a player to be
identified, track service used by the player, and gather any information related to
casino interaction. Players agree to have their behavior tracked by a central system in
exchange for perceived added value in the form of rewards or other services. The
personal service information is stored in a database or memory (see Figure 3).

[0042] In one embodiment, a service-level assigned to the person carrying

the portable device contributes to the selection process. ‘Service packs’ may also be
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associated with each level of service. This permits the casino to automate service
offerings to each person based on their initial service-level assignment. For example,
service-levels may include a premium service-level, a ‘party’ service-level for
bachelor parties and golf groups, and other suitable service-levels.

[0043] The set of recommended services may change over time. Initially,
a first selected service may be based on little information, such as demographic
information. This represents an initial guess for the person. The set of recommended
services then adapts over time as more information, such as service choices (ordering
a drink once or twice), becomes available,

[0044] A wide variety of services are suitable for the context of a message
and method 10 is not limited by the specific service associated with the message.
Services provided by a casino may vary widely. Sample casino services that form the
context of a message may include: drinks and food service, lodgings and room
service, tickets for entertainment shows or concerts and events, vouchers or the like
that may be issued and redeemed or used at selected events, etc. The service may also
pertain to any request or service associated with a concierge or personal services
associated with a hotel. This may include carrying luggage, transportation services
such as ordering transportation, security requests, tickets to sporting events, spa
services, promotional clothing, and gifts, for example. The service may also include
information important to the person; he may receive, e-mail, stock quotes, news and
other information that is of particular interest. Other services are suitable for use
herein.

[0045] The service may also relate to entertainment content. The
entertainment content source may include, for instance, music, a video such as a
movie, one or more games for fun (e.g., tetris with no wagering). For video for
example, the video may be television programming or a sporting event. The
television programming or the sporting event may be obtained from sources generally
available to the public (e.g. broadcast events) or may be in-house or special
programming (e.g. pay per view).

[0046] Method 10 sends one or more non-gambling service messages to
the portable personal service device (18). Message transmission and service selection
according to steps 17 and 18 need not be temporally related. In many cases, a casino

operator may wait for an opportune time to send a message. For example, by tracking
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the location of the device and its carrier, the casino operator may determine what the
person doing at a specific time when a messages is about to be sent. If the person is
preoccupied, e.g. is at a blackjack or poker table, then the casino operator may elect
to not send the message and wait for a better time.

[0047] Message transmission occurs in two stages. First, method 10
selects a non-gambling service message, based on personal information for the
person, for provision to the person. The message will vary according to the service
(see 17).

[0048] The type of message, its content, and its format may vary with the
message output capabilities of the portable personal service device, or may be
selected by casino personnel. Messages may include audio messages, text messages,
video clips, pictures, and combinations thereof. A server tracks the message output
capabilities of each service device, and then selects messages according to the known
output capabilities. The type of message may also be selected by casino personnel
based on service preference. For example, if the portable personal service device can
output multiple message types, then casino personnel may select one or more options
for a particular service message. A limousine-arrival message may be sent as a text
message, voicemail, picture, or combination thereof. An offer for concert tickets may
include video clips of the artist included in the concert, one of the artist’s songs (or
portion thereof) that is played on the device, still pictures, text, and combinations
thereof. Messages sent to a device as shown in Figures 2A-2C or portable telephone
or PDA may include voice messages, text messages, video clips, pictures, etc.

[0049] In general, the present invention is not limited to any particular
content of the service message. In one embodiment, the service message pertains to
any service offered by a gaming establishment or concierge that can be messaged
through the device. Specific content of the message will then depend on the service,
and may be tailored as desired. For example, the limousine-arrival message may
include the location of the limousine at a particular entrance of a casino. A spa
availability message may include a time and location. A golf reservation message
may include a golf course name and tee time. A restaurant reservation message may
include the restaurant name, location, a menu, open table times, and/or a reservation
time. Gaming machine availability may include a jackpot odometer. A concierge

summons from the portable device may elicit a return message that acknowledges that
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a concierge is on his way. Any known demographics information may be used to
determine tailored messages. Previous messages to people of a similar demographic
group (or people with similar interests) may be used to determine what messages to
offer a person when the person’s demographic group is known.

[0050] Method 10 then sends the non-gambling service message to the
portable personal service device (20). This may use any suitable communications link
or links between a) a server that initiates and sends the message and b) the portable
device. For example, wireless technology is well suited to transmit the message to the
person regardless of their location in the casino when the portable device includes a
wireless communications link. The server may communicate with wireless devices in
the casino through one or more wired connections before the wireless
communications link. Method 10 is not limited by the type of communications link
used and one of skill in the art is aware of the wide variety of communications options
available to a casino.

[0051] The non-gambling service message is then output on the portable
personal service device (22). This may include video playback, audio output, text
display, flashing lights, etc. The message may be output immediately, or stored if the
person turned the device off (e.g., for privacy or they went to sleep).

[0052] Method 10 may also receive messages from the portable personal
service device (24). This may prompt a return message from the casino (and a return
to 18 in Figure 1).

[0053] In one embodiment, the message corresponds to a request for non-
gambling services. For example, the person may be lost in the casino or looking for a
particular shop or restaurant. The return message selected in step 18 may vary and
may include audio, video, text, or combinations thereof. Suitable text or audio
messages include: “casino personnel are on their way” or “click for map”. A video
response message may include a series of navigation pictures of landmarks in the
casino to guide the person to their desired destination (e.g., the parking lot, a
particular game, a restaurant, etc.). Alternatively, the person may request a taxicab
using the portable personal service device. The return message selected in step 18
may include multiple messages. A first message to the personal service device

informs the person that the request has been acknowledged, and a location in the
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casino where the cab will arrive. A second message informs the person when the cab
arrives, and (again) at which entrance.

[0054] As another specific example, the user may send a restaurant
reservation message using the portable device (24). The casino server may respond
with a first message acknowledgement (18-22) and a second message five minutes
before the reservation indicating that a table is ready. This permits the person to keep
gambling at a blackjack table for example and not leave prematurely, which is
valuable to the casino when the blackjack table requires $100 or more per hand. If the
reservation is off-site from the casino campus, then additional messages may be sent
for the arrival of transportation. Thus, using the device, the person does not have to
stand in line at the restaurant, and can be informed of restaurant reservation status
privately and despite moving location in a large casino.

[0055] As another example, the portable personal service device may also
include a call button configured to request the presence of casino service personnel
(24), which then elicits an automated response that a casino staff is en route. Audio
on the portable personal service device may also permit communications via the
device with the casino staff until that person arrives.

[0056] Direct phone numbers or short wave radio communication links
may also be provided on the portable personal service device. For example, the
device may include a ‘hot key’ or direct phone number to valet services in the casino,
concierge services, another person in a group that received similar devices (e.g., other
members of a bachelor party or a wife also in the casino), an escort, etc.

[0057] A wide variety of personal service devices are suitable for use.
Figures 2A-2C show portable personal service devices 50 in accordance with specific
embodiments. Devices 50 are portable. A person may carry the portable devices 50
in a pocket or purse for example. Devices 50 are configured for communicating
services messages to someone holding it, whose identity is typically known. Notably,
device 50 does not permit gambling or wagering.

[0058] The portable personal service device 50a shown in Figure 2A
includes a body 52, video display 54, speakers 56, key pad 58, biometric reader 60,
and a hinge 62.

[0059] Body 52 houses and provides mechanical protection for the internal

components of device 50 and may include a rigid material such as plastic or a metal.
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Body 52 may be constructed such that the device 50 is drop and water resistant. Body
52 also includes hinge 62 which permits folding and collapse of two rigid parts of
body 52. A flip cover folds down to protect display 54.

[0060] Video display 54 outputs video information and may include any
suitable video technology, such as a liquid crystal display (LCD) or organic light
emitting display (OLED). In a specific embodiment, the portable personal service
device 50 runs a graphics-based user interface and outputs the interface on video
display 54. The interface facilitates interaction between a user and device 50 and/or
between the user and one or more programs run on computer device 50. To do so,
video display 54 outputs video information such as a set of icons that each
corresponds to a service available via device 50. For example, one icon for easy
selection by a user may include a concierge request icon.

[0061] Key pad 58 permits a user to input multiple commands to device
50a using buttons 59, and navigate the user interface if one is included on device 50a.
One button may be singly dedicated as a call button to request concierge presence.
[0062] Biometric reader 60 is configured to capture fingerprint or other
biometric information and digitize the information. A processing system 340 (Figure
3) on device 50a then compares the captured biometric data to the biometric data
stored on the device to authenticate the person providing the fingerprint to the device.
In this manner, device 50a has the capability of identifying and authenticating who is
using it. For example, a finger print reader 60 may be used on device 50a to identify
the person carrying it. Device 50a permits the use of other forms of biometric data.
For example, facial recognition via a camera, voice-recognition using a microphone
and retinal detection are forms of biometric validation suitable for use with device
50a.

[0063] Figures 2B and 2C show a portable personal service device 50b in
accordance with another embodiment. Device 50b includes pen and stylus 65 and a
message notification light 67. Pen and stylus 65 permit a user to manually enter input
to a touch screen added to video display 54, and may be stored in a spring-loaded
channel when not used by the person. Message notification light 67 illuminates when
a message is received by device 50b. In another specific embodiment, device 50b
vibrates to announce an incoming message, or permits a selection or combination of

audio notification, video notification, and/or vibration.
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[0064] Although not shown, device 50 may also include a microphone,
e.g., embedded below body 50 in the area shown for speakers 56 for example, for
voice input, which allows the person to speak to casino personnel.

[0065] Figure 3 shows a simplified schematic of functional components
for server 300 and portable personal service device 50 in accordance with one
embodiment. Server 300 sends service messages to, and receives messages from,
device 50. The server may be responsible for a) storage of all service messages; b)
selection of services for the person; and/or c) selection of service messages according
to a particular service that has been selected.

[0066] Server 300 includes a firewall 301, processor system 302,
communications interface 303, and a memory 309 that stores database 335.

[0067] Processing system 302 is designed or configured to execute one or
more software applications that select services and/or service messages. In addition,
the processing system 302 may designed or configured to execute software
applications that allows preference account information stored and accessed to help
determine service and/or service message selection. Processing system 302 may
include any commercially available logic device or system known to those of skill in
the art.

[0068] Memory 309 may include a hard drive or some other appropriate
storage medium. Memory 309 stores one or more of: a list of available services (e.g.,
to a casino), messages 150 for transmission to device 50, personal service selection
software and information for one or more people, and personal service message
selection software and information for one or more people. In this case, a database
335 in memory 309 is used to associate multiple messages with a particular service, to
associate one or more devices with a person, and particular people with particular
services.

[0069] Processing system 302 operates on stored instructions in memory
309 to select services and service messages based on one or more criteria. Memory
309 then stores: personal service information for each person, personal service
selection information, the selection criteria, and/or a set of recommended services for
each person. The set of recommended services is updated, as desired, as the system

obtains new information about person.
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[0070] Data mining systems and methods included in server 300 filter the
stored personal service selection information and select a set of recommended
services for a person. The selected services refer to services that a person is likely to
enjoy based on personal service selection information for that person. Different
people enjoy different services, and server 300 tailors service offerings towards
individuals based a) on their personal and stored information, and b) data mining
criteria established to convert personal service selection information into a set of
recommended services. This filtering process reduces a total number of services
offered by a gaming establishment to a lesser number that is likely to interest a
person. In one embodiment, an automated and computer-implemented data mining
analysis filters personal service selection information using a) personal information
and b) selection criteria for the personal information. The automated filter outputs a
set of recommended services for each person, given only a list of available services,
personal information, and a selection criterion.

[0071] Memory 309 stores instructions and software for implementing
methods and techniques as described herein, and may include any suitable memory
source. Such memory components are available from a wide variety of vendors.
Because such information and program instructions may be employed to implement
the systems/methods described herein, the present invention relates to machine-
readable media that include program instructions, state information, etc. for
performing various operations described herein. Examples of machine-readable
media include, but are not limited to, magnetic media such as hard disks, floppy disks,
and magnetic tape; optical media such as CD-ROM disks; magneto-optical media
such as floptical disks; and hardware devices that are specially configured to store and
perform program instructions, such as read-only memory devices (ROM) and random
access memory (RAM). Examples of program instructions include both machine
code, such as produced by a compiler, and files containing higher-level code that may
be executed by the computer using an interpreter.

[0072] Communications interface 303 controls the sending and receiving
of data to and from server 300. Suitable hardware interfaces and their respective
protocols may include USB interfaces, Ethernet interfaces, cable interfaces, wireless
interfaces, dial up interfaces, and the like. In one embodiment, interface 303 uses a

high frequency two-way radio link for communications. Suitable wireless
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communication standards may include IEEE 802.11a, I[EEE 802.11b, IEEE 802.11x
(e.g. another IEEE 802.11 standard such as 802.11c or 802.11e), hyperlan/2,
Bluetooth, and HomeRF for example. In some embodiments, communications
interface 303 permits server 300 to be accessed via a web browser.

[0073] Device 50 is generally a hand-held device. Functionally, device 50
includes a processor, or CPU, 340, one or more memories 344, input device 346,
display device 348, and system bus 352. System bus 352 permits digital
communication between system processor 340 and memory 344, as well as permits
communication between other items within device 50.

[0074] Processor 340 is a commercially available microprocessor such as
one of the Intel or Motorola family of chips or chipsets, or another suitable
commercially available processor. Processor 340 digitally communicates with
memory 344 via system bus 352, which may comprise a data bus, control bus, and
address bus for communication between processor 340 and memory 344. CPU 340 is
also coupled to I/O circuitry via bus 352 to permit data transfers with peripheral
devices.

[0075] Memory 344 includes a read only memory (ROM) and/or random
access memory. Other memories may be included, such as another RAM module that
separately couples to bus 352. Memory 344 may store a basic input/output system
(BIOS), containing basic routines that help to transfer information between elements
within computer device 50, such as during start-up. A number of program modules
may be stored in memory 344, including an operating system, one or more application
programs, other program modules, and program data. Those skilled in the art will
appreciate that other types of data storage are suitable for use with device 50, such as
flash memory cards, USB memory sticks, and the like. In addition, not all computer
systems, such as PDAs and other portable devices may include multiple external
memory options.

[0076] Input 346 permits a user to input data to the device. The input
mechanisms may include one or more of: a touch screen, an input switch, a camera, a
scroll wheel, an input button, and/or biometric input device such as a finger print
reader. Other inputs are also suitable for use.

[0077] Display device 348 is for displaying objects, video information,

graphics-based user interfaces, and other visual representations of data. Display
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device 348 may comprise a liquid crystal display (LCD) or organic light emitting
diode (OLED of the types commercially available from a variety of manufacturers. In
one embodiment, a touch screen (sensor) is overlaid on the displayable surface of the
display device.

[0078] Audio output 354 may comprise one or more speakers employed
by a headphone or speaker system. While not shown, lighting schemes, such as
arrays of LEDs, may be added to device 50 to provide visual effects and to
communicate messages to a person. Status information, such as a battery level and
connection status, may be provided by the status lights.

[0079] Communications interface 342 includes wireless communication
hardware and software, such as hardware configured for communication according to
802.11 protocols. In particular embodiments, the wireless communication interface
342 may use a wireless communication protocol selected from the group consisting of
IEEE 802.11a, IEEE 802.11b, IEEE 802.11x, hyperlan/2, Bluetooth, and HomeRF.
[0080] In operation, server 300 and device 50 are configured to transmit
messages 150 to each other. Several sample messages are shown. The messages
serve to enhance the person’s experience with a more personalized environment that
communicates directly to the person and sends responses or inquiries from the person
to the host server 300 (and associated casino service personnel).

[0081] When device 50 receives messages 150 from server 300, a
controller (such as processor 340) that controls device 50 may perform any
instructions or execute any programs associated with the message.

[0082] The portable device 50 may also send messages 150 to server 300
that include information to be stored in server 300 such as the location of device 50.
Server 300 receives the messages via a communication interface 303 connected
through a firewall 301.

[0083] Processing system 302 within server 300 is designed or configured
to execute one or more software applications that select service messages for a person
carrying device 50. While not shown, server 300 may also include communication
with other systems including: service personnel for the casino, hotel operation, POS
systems, retail and beverage outlets, and other systems that may be unique to a casino

or other gaming enterprise.
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[0084] In one embodiment, server 300 implements a model that
automatically selects service messages. The model may include data automated
methods that filter service messages for a person and service. Different people will
enjoy different services and messages, and the automatic process, €.g., as
implemented in software, selects service messages for an individual based a) on
partial or full identification, and b) data mining criteria established to convert service
data information and entertainment resources data into tailored service messages.
[0085] The present invention contemplates a wide range of suitable
selection criteria for filtering service messages. In one embodiment, the tailored
service message process has a specific message waiting in response to a particular
request sent from device. For example, when a person requests tickets for a show,
server may select from one or more messages such as “See concierge”, “Concierge on
its way” or “Sold out” and send the tickets message back to the device 50.

[0086] In one embodiment, the tailored service message selection process
is configurable. First, a system designer may determine which service messages are
used. Second, the system designer also determines which messages are provided to
the person. In one embodiment, the person associated with device 50 is assigned a
service level. For example, as mentioned above, high rollers may be assigned a better
service level than members of a bachelor party. This allows the casino to provide
different services and service messages to predetermined service levels and service
packs. The messages 150 may also vary with service level (e.g., to a bachelor party
vs. a politician). This permits a casino service personal or system designer to sculpt
the tailored message selection process. Casinos and other gaming establishments 13
value their own expertise in patronage. Configurability in the message selection
process permits a casino to control and tailor service messages to its patrons, to
promote various services or improve service according to their own standards and
values of customer patronage. In general, configurability allows any system designer
or gaming establishment to controllably offer service messages for each person and
each gaming establishment.

[0087] As time passes, a designer may change the services and service
messages. For example, a casino may offer new services, encourage certain business

purposes (e.g., a new show they are promoting), etc. The service messages 150 may

20



WO 2009/018055 PCT/US2008/070894

10

15

20

25

30

also be updated for a person or a demographic that the person belongs to, which may
also produce new service messages for that person.

[0088] As aresult of the service messages a player might have a generally
more pleasant experience with a casino. Over time, offering tailored service messages
may also increase player enjoyment and participation, increase patronage and increase
revenues from entertainment services.

[0089] The selection software suitable for use for selecting service
messages may vary. For example, a database 335 stored in memory 309, such as a
relational database, may be configured to produce tailored service messages using
stored logic, demographic information and service resources data. In one
embodiment, the selection software includes commercially available software adapted
to select tailored offerings. One suitable software package includes SQL Server 2005
as provided by Microsoft, Inc. of Redmond, WA, and adapted to select tailored
offerings as described herein.

[0090] Selection may also include human input. In one embodiment,
server 300 also stores dynamic data that is compiled and delivered to key casino
management and service personnel for real-time decisions. With the real-time
wireless people tracking described below, a casino manager could make real-time
decisions of what services should be offered a high roller moving in the casino.
[0091] In one embodiment, server 300 implements player tracking
services and uses device 50 as a portable communications interface for the player
tracking services. In this case, messages 150 between device 50 and server 300 may
include any messages for player tracking or servicing as described herein. Server 300
may then include the resources of a player tracking server and be configured to
implement player tracking services. A player using device 50 may then be able to
utilize services traditionally offered through player tracking devices on a gaming
machine, such as a drink request. To provide the player tracking services, a player
tracking service interface may be displayed on the touch screen of the wireless device
50. Details of player tracking services and other gaming services that may be
provided through a wireless device 50 of the present invention are described in
commonly owned U.S. Patent No. 6,908,387 and entitled “PLAYER TRACKING
COMMUNICATION MECHANISMS IN A GAMING MACHINE” which is
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incorporated herein in its entirety and for all purposes. The player tracking server
may then implement tiered services levels as described above.

[0092] In a specific embodiment, device 50 only serves as an interface to
the player tracking server 300. Thus, device 50 allows its user to access player
tracking accounts and loyalty program accounts to use comps, order drinks and food,
make restaurant reservations, order tickets to shows, or perform any other tasks
associated with the player tracking account.

[0093] In addition to messaging, device 50 may also be used for other
services. In one embodiment, device 50 stores valet information in memory 344,
which allows device 50 to serve as a valet ticket. As mentioned, device 50 may also
serve as a player tracking device in place of a player tracking card. In another
specific embodiment, device serves as a room access card when the door to the room
includes a wireless lock. In each case, each added function only requires casino
personnel to activate the function via server 300. Notably, though, each function
added to device 50 reduces the number of items that a person needs to carry, thus
simplifying their stay at the casino.

[0094] As mentioned above, device 50 may be used to track the location
of a person in a casino. Figure 4 shows the tracking and sample traffic patterns 80a
and 80b for two people 84a and 84b, respectively, each carrying a portable personal
services device 50, in a casino 83 in accordance with a specific embodiment. Casino
83 as shown has been greatly simplified in size and complexity for sake of
illustration. One of skill in the art is aware that casinos can be much larger and more
complex, and include many many more items than that shown in Figure 4.

[0095] The portable personal services device 50 allows the casino to track
the person and locate them anywhere along a traffic pattern. As the term is used
herein, a traffic pattern refers to the route(s) a person takes in a casino property. A
person may make countless routes in a casino. For example, person 84a entered the
casino through external doors 86, played a game at three different gaming machines 2,
had lunch at restaurant 96, and then left casino 93 through doors 84. As another
example, person 84b began route §0b from a hotel room 95 in the casino, took an
elevator 97 down to the casino floor, and then proceeded to a blackjack table 99, then

to kiosk 105, then to a poker table 99, and then out an external casino door 86.
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[0096] Data from each traffic pattern 80 is intermittently sent to a central
server. In one embodiment, the server stores the most recent location and traffic
pattern data for that person via identification of the portable personal services device
50 carried by the person. To do so, casino 93 includes numerous readers 94, such as
RFID readers, disposed throughout the property.

[0097] In one embodiment, the portable personal services device 50
includes an RFID tag. When the RFID tag passes through the electromagnetic zone
of a reader 94 in casino 93, the tag detects the reader's activation signal. The reader
decodes the data encoded in the tag and the data is passed to the server. This allows
each person 84 carrying a portable personal services device 50 to be tracked
throughout the casino.

[0098] The casino may include additional readers in other locations. For
example, if the casino 93 has a retail shop, then each retail shop may be tagged with
an RFID reader 94. In this manner, a patron can be tracked from the time they walk
through the door of a casino until the time they leave.

[0099] While this invention has been described in terms of several
preferred embodiments, there are alterations, permutations, and equivalents which fall
within the scope of this invention which have been omitted for brevity’s sake. For
example, the device may also include other functions associated with a portable
handheld device, such as an organizer program, a web browser, instant messaging,
scheduler, appointments manager, etc. It is therefore intended that the scope of the

invention should be determined with reference to the appended claims.
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What is claimed is:

1. A method of providing a personalized service message to a person in a gaming
establishment, the method comprising:

associating the person with an identification for a portable personal service
device carried by the person in the gaming establishment;

selecting a non-gambling service that is available through the gaming
establishment based on information for the person;

selecting a service message that corresponds to the selected non-gambling
service that is available through the gaming establishment;

sending the service message to the portable personal service device while the
portable personal service device is in the gaming establishment; and

outputting the service message on the portable personal service device.

2. The method of claim 1 further comprising providing the personal service

device to the person.

3. The method of claim 2 further comprising providing the personal service
device to the person when the person registers at the gaming establishment, and
associating the person with the identification for the portable personal service device

when the person registers at the gaming establishment.

4. The method of claim 3 wherein the person is registered to lodge at the gaming
establishment and the portable personal service device is associated with the person

for the duration of their lodging.
5. The method of claim 2 further comprising tracking the location of the person
in the gaming establishment using the location of the portable personal service device

in the gaming establishment.

6. The method of any of claims 1-5 further comprising receiving a message from

the portable personal service device.
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7. The method of claim 6 wherein the message corresponds to the service
message.
8. The method of any of claims 1-7 further comprising initiating a

communication link between the portable personal service device and a

communications device carried by a guest services staff for the gaming establishment.

9. The method of any of claims 1-8 wherein a service level assigned to the

person contributes to the selection of the selected service.

10. The method of any of claims 1-9 wherein the person is associated with the

identification anonymously.

11. The method of any of claims 1-10 wherein the message sent to the portable
personal service device is personalized for the person based on demographic

information known for the person.

12. The method of any of claims 1-11, wherein the person is included in a group,
and further comprising:

providing a second portable personal service device to a second person in the
group; and

sending the service message to the second portable personal service device.

13. The method of any of claims 1-12 wherein the portable personal service
device includes a custom made portable personal service device that is specific to the

gaming establishment.

14. The method of any of claims 1-13 wherein the service message includes video.
15. A method of providing a personalized service message to a person in a gaming
establishment, the method comprising:

providing a portable personal service device to the person;

associating the person with an identification for a portable personal service
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device carried by the person in the gaming establishment;

tracking the location of the person in the gaming establishment using the
location of the portable personal service device in the gaming establishment;

selecting a service that is available through the gaming establishment based on
personal information for the person;

selecting a service message that corresponds to the selected service that is
available through the gaming establishment;

sending the service message to the portable personal service device while the
portable personal service device is in the gaming establishment;

outputting the service message on the portable personal service device; and

receiving a message from the portable personal service device that

corresponds to the service offering.

16. The method of claim 15 further comprising providing the personal service

device to the person when the person registers at the gaming establishment.

17. The method of claim 16 wherein the person is registered to lodge at the
gaming establishment and the portable personal service device is associated with the

person for the duration of their lodging.

18. The method of any of claims 15-17 wherein the person is associated with the

identification anonymously.

19. The method of any of claims 15-18 wherein the message sent to the portable
personal service device is personalized for the person based on demographic

information known for the person.

20. A system of providing a personalized service message to a person in a gaming
establishment, the system comprising:

a portable personal service device carried by the person in the gaming
establishment, the portable personal service device including a wireless
communication link, a video display configured to output video, and a processing

system configured to output the service message on the video display; and
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a server that comprises a) a processing system configured to i) associate the
person with an identification for the portable personal service device, ii) select the
personalized service message for a non-gambling service that is available through the
gaming establishment, and iii) send the service message to the portable personal
service device while the portable personal service device is in the gaming
establishment, and b) a communication link permitting information to be transmitted

from the host to the portable personal service device.

21. The system of claim 20 further comprising a set of wireless communication
devices located in the gaming establishment and configured to locally communicate

with the portable personal service using a wireless signal.

22. The system of claim 21 wherein the server processing system is further
configured to track the location of the person in the gaming establishment using the

location of the portable personal service device in the gaming establishment.

23. The system of any of claims 20-22 wherein the server processing system is

further configured to select the service using a service level assigned to the person.

24, The system of any of claims 20-23 wherein the person is associated with the

identification anonymously.
25. The system of any of claims 20-24 wherein the message sent to the portable

personal service device is personalized for the person based on demographic

information known for the person.
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