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Hard Rock Business

Hard Rock 1
\_/

’0. SEMINOLE
GAMING

A gaming company
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A food & beverage company

BY HARD ROCK™

A hospitality company

An entertainment company

ROCK SHOP
ROCKTANE

GAS+5M0KE

A retail company

A Museum
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World of Hard Rock Data

Can’t talk about Al w/o talking about data

« Many LOB = Data everywhere — Tech everywhere

« Complex Tech Landscape, many systems, customer data all over the world

 Tons of Cust Data — PMS — POS — CMP — CRMs - CMS —Web
Sites — Mobile Apps...+++

* Recently we deployed Unity & started our journey to centralize and
consolidate data

 10’s Thousands systems connected world wide




Al vs. GenAl

Artificial Intelligence takes many forms

Artificial Intelligence [since 1950's]

Is machines (incl. computers, software, robots,
etc.) doing things humans do

r | @ EI’\
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Image recognition Translation

@ e

Question answering Games

Speech recognition

Generative Artificial Intelligence [GenAl
since 2018]

A type of Al that creates new content in response
to written prompts

. Chatbots and Virtual
@ Content Generation e

Image Creation and

Music Creation Editing

3D Modeling Code Generation
E’Z" Video Creation & Editing Art Creation

Game Development Voice Generation

Machine Learning (since 2000's)

A branch of Al that focus on the creation of
intelligent machines that learn from data

Continue...



Al vs. GenAl

Artificial Intelligence takes many forms

Deep Learning (since 1950's)

A subset of Machine Learning methods,
based on Artificial Neural Networks

INPUT HIDDEN HIDDEN HIDDEN OUTPUT
LAYER LAYER1 LAYER2 LAYER3 LAYER

«Mark»

Natural Language Processing (since
2018)

Al is taught the rules and syntax of language
to develop algorithms and complete tasks

& Wi

Language generation Answering questions Text classification

Sentiment analysis Machine translation

Expert Systems (since 1970's)

A computer system that acts with the
decision-making ability of a human expert



Al Examples

Call Center Al Agents

Al voice assistant answering calls & Booking reservations, etc.

h
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| want to make a booking for me,
my parents, and my brother please.

Okay, | can make a booking for 4 people.
When would you like to come in?

Half 6 tomorrow night?

Sure, | can book you a table
at 6.30pm tomorrow night.

Al Assisted Programming

Writing programs, Analyzing code, Creating unit test
plans, Documenting programs

Having ChatGPT is like having
a Sr. Developer, Architect by

my side 24/7

Jr. Developer

ChatGPT 40

O Whereis this? o

% copilot ChatGPT o

ersonal webpage

Al Assisted Web Search

Using ChatGPT integrated platform to read all thousands of
Hard Rock web pages across tons of websites, to quickly and

accurately answer customer inquires

o Chatbase

Hi! | am ChatbaseAl, ask me anything about Chatbase!

btw, you can create a chatbot like me for your website! &

o Chatbase

Chatbase is an Al chatbot builder that allows you to create a chatbot for your website. It
can answer any question about the content of your website or uploaded documents.

What is Chatbase?

How do | add data to my chatbot?

o Chatbase

You can add data to your chatbot by uploading documents in .pdf, .txt, .doc, or .docx
format, pasting text, or adding a link to your website. Chatbase will extract the data and
use it 1o train vour chatbot.

Chatbase ®@gm



Al Examples

VIP Virtual Host

Chatbot on steroids servicing our most valued customers

Public Data & Models Private Data & Models

@0penAI @ Al Research

o%e
ANTHROP\C Customer 360 ®
0,0
cohere =

=== Data Cloud
—

% Einstein for Flow

To get started, describe the task or

process you want to automate. Provide

a2
as much detail as possible to try to get Z
better results. Give it a try now!
Enter Instructions
Create a flow that runs every Tuesday at
9 AM and sets a leads priority as high if
the annu: greater than
$100,000 [l
P \\ y
. "~/

@) einstei

‘Roadie’ Chatbot

Chatbot servicing hotel guests

Room Service & Room Maintenance
Dining & Spa Reservations
Natural Language Processing (NLP)

100% Charged

Exec/Employee Assistant

Q/A, research, product selection, plans, emails, & documents

S Microsoft 365 Copilot

Large Language
User prompt
iy Model

Microsoft Graph Grounding

-Your data-

emails, files, meetings. Pre-processing

chats, calendars, and contacts

"’ Create content with Copilot X

draft a proposal from yesterday’'s [ | meeting notes

% @ >

% copilot [§) chatcpT [

J



Hard Rock VIP Experience Courtesy Al

VIP Journey Delivered by AMP, VIP CRM using Salesforce Data Cloud, Einstein...

» Mary VIP Persona

» Love Latin Music — Carol G.

» Loves Kuro

» Loves Hard Rock Hollywood Hotel & Ca

» Lives in Naples, FL
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Al In Gaming & Hospitality Industry (top 5) drd Rock

Targeted Marketing & Customer Segmentation

Personalized Promotions: Example: Salesforce Marketing Cloud — Used to create
segmented, Al-driven marketing campaigns that target specific demographics with
personalized offers and promotions.

Social Media and Online Engagement: Example: Sprinklr — An Al-driven platform that
helps casinos and hotels monitor social media interactions and understand customer
sentiment, enabling personalized engagement.
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Personalized Customer Experiences

Al-Driven Recommendations: Example: Amadeus, IRU — An Al platform used by hotels
and casinos to analyze customer preferences and suggest personalized services, such as
dining options and entertainment.

*Chatbots and Virtual Assistants: Example: Salesforce Digital, Live Person — Many hotels
and casinos have virtual concierges which handles guest queries and bookings.



Al In Gaming & Hospitality Industry (top 5) IRk

Predictive Analytics for Customer Retention

Churn Prediction: Example: Salesforce Einstein, Data Cloud CDP — This Al-powered
platform analyzes customer behavior to predict which players or guests are likely to churn

and creates retention strategies through personalized offers. Used by casinos and
hospitality businesses globally.
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Dynamic Pricing Optimization

Real-Time Pricing Adjustments: Example: Duetto — A revenue management software that
uses Al to adjust room rates in real-time based on market demand, competitor rates, and

customer preferences. Popular in hotel chains like Hard Rock, Marriott, Caesars
Entertainment, etc.
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Enhanced Security & Fraud Detection

Al-Driven Surveillance: Example: Cognitec FaceVVACS — Facial recognition software used
by casinos to enhance security by identifying individuals on watchlists or banned from
the property.

Fraud Detection in Online Casinos: Example: Featurespace ARIC — A fraud detection
system using machine learning to monitor betting patterns and flag fraudulent activities
in online gaming.



Hard Rock Position on Al/GenAl

Al/GenAl (e.g. ChatGPT) as another technological innovation is treated in the same
way as any technology advancement is treated, with thoughtfulness and planning

» We embrace technology advancements, including Al

»  Pursuing GenAl with caution

» Developing Policy for all technology areas (incl. GenAl)

» Always treat Customer Data with highest security

» Doing POCs and lots of initiatives

» Opportunity for employees to develop new skills and do interesting work

» Considering business/customer value, revenue driving, & efficiencies and to drive down
costs
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