
 

 

Harrah's CRM Strategy 

Introduction: 

In today's competitive business landscape, customer focus and relationship building have emerged as key 

factors in driving success. Customer Relationship Management (CRM) programs have become 

instrumental in nurturing valuable relationships with customers. This blog post delves into the intriguing 

CRM strategy implemented by Harrah's, a renowned player in the industry. By examining the importance 

of capturing and utilizing customer information, analyzing loyalty programs, and exploring the role of 

Information Technology (IT) in their CRM initiative, we unravel the secrets behind Harrah's exceptional 

customer relationships. 

Background: 

To truly appreciate Harrah's CRM strategy, it's essential to understand the foundation on which it is built. 

Harrah's, a renowned casino and hospitality brand, recognized early on the significance of customer 

relationships in their industry. They acknowledged that a loyal customer base is crucial for long-term 

success and growth. With this in mind, Harrah's embarked on a journey to revolutionize their approach to 

CRM. 

The CRM Program: 

Harrah's CRM program is one that sets an exemplary standard in the industry. By leveraging cutting-edge 

technology and data-driven insights, they have successfully cultivated meaningful connections with their 

customers. Let's explore the key components of their CRM program: 

1. Capturing and Using Customer Information: 

At the heart of Harrah's CRM strategy lies the robust capture and utilization of customer information. By 

gathering comprehensive data, including preferences, behaviors, and demographics, Harrah's gains a 

deeper understanding of their customers. This data-driven approach allows them to personalize 

experiences, tailor marketing efforts, and anticipate customer needs effectively. 

2. Loyalty Programs: Building Stronger Bonds: 

One of the cornerstones of Harrah's CRM success is their meticulously designed loyalty programs. These 

programs incentivize customers to engage with the brand consistently, fostering loyalty and long-term 

relationships. By offering rewards, exclusive benefits, and personalized offers, Harrah's ensures that their 

customers feel valued and appreciated. 

3. IT's Role in CRM: 

Information Technology plays a pivotal role in Harrah's CRM initiative. Advanced tools like Business 

Intelligence, Data Warehousing, Contact Management, and Decision Science Tools provide the 

infrastructure for effective CRM implementation. By employing sophisticated software solutions like 

COGNOS and SAS, Harrah's can analyze vast amounts of data, derive actionable insights, and make 

informed business decisions. 

The Benefits: 

Harrah's CRM strategy has yielded remarkable benefits for the brand. By prioritizing customer 

relationships and investing in CRM, they have experienced: 

- Increased customer retention and loyalty. 

- Enhanced customer satisfaction and personalized experiences. 

- Improved targeting and more effective marketing campaigns. 



 

 

- Higher levels of customer advocacy and positive word-of-mouth. 

Conclusion: 

In conclusion, Harrah's CRM strategy exemplifies the power of customer focus and relationship building in 

achieving business success. Through their meticulous capture and use of customer information, well-

crafted loyalty programs, and leveraging IT tools, they have crafted a model that sets them apart in the 

industry. Harrah's serves as a valuable case study, reminding us of the immense value in nurturing 

customer relationships and implementing a robust CRM program. 

 


