
race even starts. 
Like Nash, employees at tracks across 

the U.S. and Canada have watched this 
scene repeat itself week after week. The 
language specific to pari-mutuel bet-
ting intimidates potential fans, and to 
prevent the demise of their businesses 
and the sport, tracks have introduced 
special initiatives to educate harness 
racing novices.

“Back in the ’40s and ’50s, parents 
taught their kids the verbiage,” Saratoga 
mutuel manager Bill McQuiston said. 
“It’s not like that anymore. New fami-
lies are coming to the tracks, and we 
want to grab them.” 

Saratoga targets customers at the 
grassroots level, placing emphasis on 
the interaction between customer and 
clerk. Nash jump-started a renewed 
interest in customer satisfaction when 
he approached management about 
placing a sign in his window that 
would read simply, “Wagering ques-

tions? Ask me!” 
“The mutuel clerk has a unique 

opportunity to interact with the cus-
tomer one-on-one,” said Nash of his 
initiative, which he hoped would make 
customers feel welcome and more 
inclined to bet in the face of complicated 
industry jargon.  

Management didn’t just approve his 
idea; they embraced it, and asked him 
to take it even further. Nash wrote 
a program insert and helped develop 
track signage. 

Those efforts have produced positive 
results. According to McQuiston, now 

people are less hesitant to visit the bet-
ting window. The cashiers, he stresses, 
have been vital to the success of this 
approach.

“They are the track’s most important 
asset for the survival of this sport,” said 
McQuiston. “Our front line people are 
what draw guests back.” 

At Tioga Downs, similar signage has 
been posted to encourage confused, first-
time bettors to ask for help, and experts 
are available to answer their questions. 
Additionally, during some live races, 
the megatron TVs on the tracks at both 
Tioga and Vernon Downs highlight 

“[The cashiers] are the track’s most 
important asset for the survival of this sport,” 

said Bill McQuiston. “Our front line people are 
what draw guests back.”
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