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Meanwhile,  the situations for which managers must schedule are 
constantly in motion.  Some employees want to swap shifts with 
other employees.  Others request time off.  And still others call in sick 
or can’t get to work because of weather or other reasons.  Other dis-
ruptions occur on an almost weekly basis,  such as sold-out concerts 
by music superstars.  These can dramatically increase the number of 
patrons throughout the entire facility over and above a typical day.

Needed: Robust Scheduling Power
Such were the challenges facing Mohegan Sun,  a $1 billion enterprise 
owned by the Mohegan Tribe of Connecticut.  To make matters worse,  
the casino’s existing scheduling software lacked so much functional-
ity that some departments didn’t even use it,  including table games 
and food and beverage,  which have more complex scheduling 
needs.  As a result,  those departments,  along with many that did use 
the software,  relied on spreadsheets to schedule the casino’s 8,000 
workers.  

“It was an incredibly labor-intensive ordeal that required hundreds of 
hours of manual schedule management every week,” says Carol Pride,  
Mohegan Sun’s Senior Vice President and Chief Information Officer.
“The process was full of errors,  with spreadsheets often reaching their 
maximum capacity.  Yes,  we actually reached the limit of Excel.”

One particular software issue that really affected employee morale,  
Carol says,  was helping employees swap shifts or request time off.  
“There just wasn’t enough flexibility.  Employees had to make their 
requests far in advance.  Often they were denied simply because the 
people doing the scheduling couldn’t deal with it.”  The result,  she 
says,  was more frustrated employees and greater absenteeism,  which 
in turn meant managers often overstaffed just in case workers failed 
to appear.

Solutions that only work department-by-department also have an-
other downside,  she says.  “If you can’t view the enterprise as a whole,   
then you can’t optimize the enterprise as a whole — meaning that 
some departments might run less efficiently than they could,  given 
the availability of resources elsewhere.”

Ascent Technology Responds
By late 2009,  Mohegan Sun had had enough.  After an extensive 
review of scheduling solutions,  conducted over several months,  the 
casino selected the Ascent WorkZone® workforce management sys-
tem to create and manage the schedules for all departments over all 
shifts.  “Ascent offered the most potential to address our scheduling 
challenges,” states Ken Diaz,  Mohegan Sun’s Process Manager for La-
bor & Productivity.  “For example,  where shift trades were previously 
performed manually and required employees to submit paperwork 
in person,  Ascent provided a means for employees to request shift 
trades both on site and off via the web.”

Mohegan Sun, in Uncasville, CT,  is 

one of the five largest Indian casinos 

in the United States, with approxi-

mately 10,000 employees and annual 

revenues in excess of $1 billion. It 

features three casinos; a 34-story 

1,000-room hotel; a 20,000 square-

foot spa; 130,000 square feet of retail 

space; more than 40 restaurant, food, 

and beverage venues; the 10,000-seat 

Arena, the 350-seat Cabaret Theatre, 

and the 300-seat Wolf Den entertain-

ment venues; more than 100,000 

square feet of meeting and function 

space; and a golf course. 




