
GAMOA honors Dunn, Case

By Paul Tash 
Georgia Amusement Journal 
A record number of attendees 

enjoyed three days of educational 
opportunities, a packed and ener-
gized trade show, and an awards 
banquet that recognized several 
members of the Georgia COAM in-
dustry at the Southern Amusement 
& Entertainment Expo (SAEE) 
Aug. 19-21. 

The Expo also featured a record 
number of vendors, including sev-
eral that debuted new products and 
services at the show, which returned 
to the Gas South Convention Center 
in Duluth, GA. 

“The Expo was a great success,” 
said Christina Kaiser, executive di-
rector of the Georgia Amusement 
and Music Operators Association 
(GAMOA), which is managing the 
Expo. “We’re already looking for-
ward to next year’s event.”  

The 2025 Expo allowed attendees to see 
the latest in technology and offered opera-
tors and others a chance to compare products 
side-by-side, talk to manufacturers, and ac-
tually play the newest games available. The 
Expo footprint expanded again this year and 
occupied both halls C and D in the Gas See EXPO Page 13

Heinen resigns from COAM Division

Expo attracts 
record number 
of attendees

By Paul Tash 
Georgia Amusement Journal 

John Heinen, who has guided the Georgia 
Lottery Corp.’s COAM Division since February 
2014, resigned as senior vice president of the 
COAM Division in August. 

Heinen resigned to become the director of 
the Office of Emergency Preparedness at the 
University of Georgia. The new job entails 
“planning and response to any and all emergen-

cies that could happen in a university environ-
ment,” including sporting venues and special 
events, Heinen told the Georgia Amusement 
Journal earlier this month. 

Reflecting on his time at the COAM Divi-
sion, Heinen said the growth of COAM in 
Georgia following its regulation in 2013 has 
been impressive. 

“I would say we all knew COAM would ad-
See HEINEN Page 4HEINEN

South Convention Center.  
The Expo also featured several changes 

this year, including expanding the agenda to 
include an extra education day to offer semi-
nars geared specifically toward Class A oper-
ators of family entertainment centers. 
Seminars for Class B COAM operators and 

EMILY DUNN, above, holds GAMOA’s Lifetime 
Achievement Award at the SAEE banquet  Aug. 20 
in Duluth, GA. With her are, left to right, GAMOA 
President Mike Patel, Treasurer Kyle Shepherd, at-
torney Les Schneider and Secretary Mark Brooks. 
Tim Case, right, accepts the Operator of the Year 
Award as GAMOA Director Paul Patel looks on. 

Paul Tash photos
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By Paul Tash 
Georgia Amusement Journal 
A presentation at the Southern 

Amusement & Entertainment Expo 
explained some local ordinances 
that have come into play recently in 
Georgia and provided some re-
minders for licensees regarding 
COAM regulations. 

Les Schneider, attorney and 
lobbyist for the Georgia Amuse-
ment and Music Operators Associa-
tion (GAMOA), told a big crowd 
on the first day of the Expo that the 
association has been busy working 
with cities and counties on a vari-
ety of ordinances, several of which 
have been dropped because they 
didn’t comply with COAM law. 

“We have had a great deal of suc-
cess without litigation meeting with a 
lot of local governments getting all 
of that straight,” Schneider said.  

In fact, he said, most of the city 
and county attorneys “have been 
very supportive and helpful” work-
ing with the COAM industry to en-
sure local governments are 
complying with COAM statutes. 

He added that although many 
local governments “have no local 
ordinances related to COAMs,” 
others have found a need to regu-
late them. State law provides 10 
criteria that local governments can 
utilize to create a COAM-related 
ordinance, but Schneider said sev-
eral ordinances go beyond the 
scope of that criteria and illegally 
affect COAMs. 

One of the biggest of those is-
sues involves an attempt by local 
governments, including the towns 
of Butler and Roberta, to charge a 
license fee for a permit to provide 
machines, Schneider said. Local 
governments can require that loca-
tions obtain a permit to offer 
games, he said, “but they cannot 
impose a fee on that permit.” 

Another issue the COAM in-
dustry is still addressing – despite a 
precedent set in a lawsuit against 
the city of Clarkson a few years 
ago – is an attempt by local gov-
ernments to prohibit machines 
where alcohol is sold. A unanimous 
Georgia Supreme Court in the 
Clarkson case ruled that the city’s 
attempt to prohibit the machines 
from locations that sold alcohol 
“was beyond the scope of state 
law” and that state law preempted 
local law on the matter. 

Yet another issue surrounds the 
fact that many local ordinances for 
COAMs have distance require-
ments from a school, church or 
other houses of worship. Distance 
requirements are legal, but they 
can’t be any more restrictive than 
the distance requirement they have 
“relating to the sale of alcohol,” 
Schneider said. If there is a grand-

Local ordinances focus of talk 
fathering provision 
for alcohol, he added, 
there must also be a 
grandfathering provi-
sion for COAMs. 

Some specific 
local-government is-
sues GAMOA has 
successfully reme-
died include: 

• An attempt by the city of 
Cairo to ban COAMs. That ordi-
nance was changed to allow the 
games, Schneider said.  

• An attempt by the city of 
Conyers to require security cam-
eras in the game area, which are 
not permitted in state law. The city 
removed that requirement, as well 
as some administrative fees the city 

charged.  
• An attempt by the city of 

Clarkson to impose a distance re-
quirement that was more restrictive 
than the distance requirements for 
businesses selling alcohol. That or-
dinance was changed so that the 
COAM distance is the same as the 
alcohol distance. 

Schneider said an effort is un-
derway to compile a master list of 
all local ordinances that relate to 
COAMs. Such a list would help 
both master and location licensees 
understand the nuances of local 
government restrictions and plan 
accordingly. For example, while 
state law allows for up to nine 
COAMs in a location, local gov-
ernments can limit the number to 
six per location.  

 
Licensee reminders 
Schneider also provided some 

reminders for licensees to help 

them comply with 
COAM law. 
Those reminders 
include the fol-
lowing: 

Sales tax ex-
emption – The 
ST-5 form that ex-
empts COAM 
from sale tax must 

be filled out completely and cor-
rectly. “If you are purchasing 
games and they are for rental, or re-
sale or lease, you are exempt from 
state sales tax,” Schneider said. “If 
you don’t fill out that form, you 
won’t get that redemption.” Just a 
state ID number is not sufficient. 

Lease agreement distinction – 
It’s very important that location 

agreements indi-
cate that this is a 
lease or rental of 
a machine, not a 
lease or rental of 
real-estate space. 
“It’s a distinction 
that’s very impor-
tant in the law 
that states that if 
you buy personal 
property and you 
use it for lease, 
rental or resale 
you are exempt 
from sales tax on 
the purchase. 
Renting space is 
not exempt from 
sales tax.” 

50 percent 
rule – The rule 
for Class B ma-
chines states that 
the location li-
censee has to earn 
50 percent or 
more of their in-
come from items 

other than COAMs. That require-
ment is evaluated from the gross 
receipts report that is filed quar-
terly, and documentation for that 
report is required. “You need to 
maintain records … for at least the 
90-day period that you are report-
ing on,” Schneider said, to justify 
gross-receipts report and compli-
ance with the 50/50 rule. 

Gift card deadline – As of 
July 1, 2026, location licensees can 
only offer redemption via replays, 
gift cards, or Georgia Lottery Corp. 
(GLC) products, such as lottery 
tickets. Before then, locations can 
still provide store merchandise as 
redemption. However, Schneider 
said, “it’s a whole lot easier” just to 
provide gift cards, replays, or lot-
tery tickets now to ensure compli-
ance. In addition, after July 1 
locations can offer reloadable and 
non-reloadable gift cards. Until 
then, only non-reloadable gift cards 

can be offered. 
COAM proceeds – The only 

people who can receive COAM 
revenue are the ones that are listed 
on the COAM license. The only ex-
emption is that an W2 employee 
can earn a sales commission in 
some instances. 

Kiosks – The key purpose of 
the kiosk, whether its stands alone 
or is part of the COAM itself, is to 
eliminate any problem with non-
cash redemption. When a player 
can simply feed a voucher for win-
nings into a kiosk and receive a gift 
card, “that’s the cleanest way” to 
redeem, Schneider said. “That pre-
cludes an employee from doing 
something stupid, whether it’s a 
self-serving act or whether they just 
make a mistake.”   

Marketing – The GLC has cre-
ated a specific list of items that the 
master licensee can provide loca-
tion licensees for marketing pur-
poses. “If you stay within that list, 
you’re fine,” Schneider said. “If 
you think you can give the location 
something more, that’s when you 
can get in trouble.”  

Non-cash redemption – For 
the good of the industry and them-
selves, location licenses should al-
ways comply with the law and only 
provide non-cash redemption. “The 
fastest way to go out of business 
for the location owners is to give 
out cash,” Schneider said. “We’re 
against it as an industry,” he said.  

Tiered system – Georgia’s 
COAM regulation provides four 
types of licenses – location, master, 
manufacturer and distributor. “It’s a 
tiered system,” Schneider said. 
“You can’t be in more than one of 
those tiers.”   

Employee training – Master li-
censees are encouraged to provide 
training materials to locations to 
educate their employees in the 
stores on the proper way to provide 
non-cash redemption. “It’s going to 
help you tremendously in retaining 
locations,” Schneider said, “and 
also it’s going to help a great deal 
in keeping those locations out of 
trouble.”  

Unlimited replays – Georgia 
law allows for unlimited replays. 
However, Schneider said, keep in 
mind that every play carries “a cer-
tain amount of consideration,” 
which creates a cost shared by lo-
cation and master licensees.  

Player incentives – The law 
doesn’t specify what incentives can 
be provided to players. “It’s some-
thing that the association and the 
Lottery are always looking at.”  

Redemption amounts – The 
prize value limit for Class A re-
demption to $50 per play; for Class 

LES SCHNEIDER, GAMOA lobbyist and attorney, 
discusses a point during a presentation Aug. 19 at 
the Southern Amusement & Entertainment Expo.

Paul Tash photo

See ORDINANCES Page 4



Oct. 20: Gross retail receipts for July, August and September are 
due. The gross retail receipts must be submitted electronically 
through the COAM website at www.gacoam.com. Failure to report 
on time may result in penalties. 
 

  — MEETINGS/OTHER —  
Oct. 6-9: G2E, Sands Expo Convention Center, Las Vegas 
Oct. 28: COAM Advisory Board, GA Lottery offices, Atlanta 
Nov. 6: GAMOA membership meeting, Hilton Atlanta Northeast 
          Peachtree Corners, GA

COAM calendar
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Heinen
from Page 1

vance and mature,” he said, “but it 
has achieved growth more than 
many expected.”  

He also praised the cooperation 
between the Lottery and industry 
that helped guide that tremendous 
growth.  

“The greatest strides that were 
made over the years focused on 
true partnerships and problem-solv-
ing between the industry and Lot-
tery,” he said. “I am proud to have 
been a part of building those rela-
tionships that I am confident will 
continue to grow.”  

The Lottery had not named a 
successor to Heinen at the Journal’s 
press time. 

B games it’s $5 per play. The num-
ber of plays multiplied by the per-
play maximum equals the payout 
maximum. “If you have a Class A 
game, and you’ve played it three 
times, and you’ve gotten enough 
points to prevail, the maximum 
amount would be $150 in non-cash 
redemption,” Schneider said. “If 
you play a Class B machine 100 
times, and you’ve got enough 
points, 100 times 5 is $500. This is 
simple math.” 

Skill requirements – Despite a 
claim from a manufacturer, Class A 
games require a skill component. 
“Some skill has to be on each game 
that is lawful to be played in the 
state of Georgia,” Schneider said. 

“That is the essence of a COAM.”  
Contracts – All contracts have 

to be at least a year in duration.  
Arbitration – Arbitration does 

exist to settle disputes between two 
master licensees, between a master 
and a location owner, or between 
two location licensees. “Arbitration 
basically freezes the facts,” Schnei-
der said, which keeps the machines 
in the locations and maintains the 
status quo until the dispute’s reso-
lution.   

Package liquor stores – 
COAMs are not allowed in pack-
age stores, but they are permitted in 
a split store that is both a conven-
ience store and a package store. 

Naked master license – The 
sale of a master license by itself – 
without the inclusion of a location 
and/or machines – is illegal. “It’s 
very important to follow the rules 

on that,” Schneider said. 
Landlord restrictions – Mas-

ter License Holders (MLHs) can’t 
be a landlord for a location that 
provides the MLH’s machines.  

Game purchases – MLHs 
must be allowed to purchase the 
games outright. “The law is very 
clear,” Schneider said. “There’s no 
holdback, there’s no commission or 
revenue sharing that the manufac-
turer or distributor can require.” 

Retail requirements – 
COAMs can only be placed in re-
tail businesses, not wholesale busi-
nesses. 

In closing, Schneider said “the 
vast majority of people in this indus-
try and at the Lottery are trying to do 
what they see as following the law.” 

“But if there are questions, we 
as an association have to have dis-
cussions related to those issues.” 

Ordinances
from Page 3

Betson expanding skill games into Nebraska
Betson Enterprises, a leading provider of 

amusement and skill games, is expanding its na-
tional footprint with a new office in La Vista, 
NE, to meet the growing demand for skill games 
in the state. 

Having successfully established a strong 
presence in Illinois, Pennsylvania, and Georgia, 
Betson is poised to replicate its success in Ne-
braska with the introduction of innovative skill 
game experiences from Light & Wonder.  

"Nebraska is a fantastic new market for us,” 
said Todd Cravens, president of Betson Gaming. 
“We're eager to partner with local operators and 
businesses to introduce the state-of-the-art KAS-
CADA Dual Screen Multi-Game cabinets from 
Light & Wonder. This expansion isn't just about 
growth for Betson – it's about providing new en-
tertainment options and revenue opportunities 

for local businesses."  
With flexible fi-

nancing solutions of-
fered by Betson’s 
in-house team, cus-
tomers will have quick 
and easy access to the 
equipment they need to 
grow their businesses. 

In addition to a ded-
icated focus on skill 
games, the new La 
Vista office will also 
serve as a hub for Bet-
son's full line of amusement and vending equip-
ment and parts businesses, providing 
comprehensive support to operators across the 
state. 

About Betson Enterprises 
Betson Enterprises, a divi-

sion of H. Betti Industries, 
Inc., is a world leading distrib-
utor of entertainment solu-
tions. With a legacy spanning 
nine decades, Betson is com-
mitted to delivering superior 
products and support services 
to the amusement, vending, 
and gaming industries. With a 
national network of offices, 
service technicians, and state-
of-the-art distribution centers, 

Betson is uniquely positioned to anticipate in-
dustry trends and meet the evolving needs of its 
customers worldwide. For more information, 
visit www.betson.com. 
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Trump order targets debanking’ issue 
Lori Schneider,  

AMOA Executive Director 
AMOA continues advocating 

for our industry, especially on 
the “debanking” issue.  

Last month, President 
Trump signed an executive 
order directing federal banking 
regulators to prevent “politicized 
or unlawful debanking.” One of 
the key directives of the order is 
removing “reputational risk” 
from regulatory guidance, re-
quiring banks to offer reinstate-
ment to previously denied 
customers, and mandating fed-
eral agencies to review past 
practices and develop strate-
gies to prevent future debank-
ing. Many of our members’ 
accounts have been closed in 
the past due to “reputational 
risk.”  

AMOA has been in contact 
with regulators and the adminis-
tration to make sure cash inten-
sive, legitimate businesses are 
included in the new guidance. 

––––– 

Many of our 
members’ ac-

counts have been 
closed in the past 
due to “reputational 
risk.”

Lori Schneider

Optimize your future 
AMOA’s On the Road pro-

gram will be held Oct. 22-23 at 
the Westin Chicago Northwest 
in Itasca, IL, and will feature 
keynote presenter Tony Leone 
of The Constance Group. 

Journal OpinionJournal Opinion

On the Road seminars will 
help: 

• Optimize your portfolio by 
creating a backup plan. 

• Optimize your music and 
game apps. 

• Apply AI to optimize effi-
ciency in your business. 

• Optimize risk management 
with cyber security best prac-
tices. 

Also planned are industry 

round tables to optimize your 
bottom line.  

This year’s program also 
features a factory tour to Arach-
nid 360, legislative luncheon 
and update from Washington 
from AMOA legislative counsel, 
and the Associate Member 
Product Spotlight event. Pro-
gram details are available at 
amoa.com. 

The AMOA On Campus Pro-
gram runs in conjunction with 
the On the Road event. On 
Campus features all of the 
above sessions plus two more 
seminars – one that discusses 
wage and hour law and another 
that helps “identify and cultivate 
talent for a lasting legacy.” 

 
AMOA State Council Meeting 

Jan. 28-30, 2026 
Orlando, FL  

Amusement Expo International 
March 16-19, 2026 
Las Vegas – Resorts World 

For more information visit 
www.amusementexpo.org.
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BOBBY WALKER, Southern Gaming Solutions 
vice president (left), discusses IGT’s new Winning 
Touch Georgia game set at SAEE last month.  
Others watching are, clockwise from left, SGS 

President Angela Whitman, Angela Halualani of 
CGI Gaming Service, SGS Account Manager 
Amber Carter, and Rajen Rae of CGI Gaming Serv-
ice.

Paul Tash photo

By Paul Tash 
Georgia Amusement Journal 
Southern Gaming Solutions 

(SGS) introduced IGT’s new Win-
ning Touch Georgia game set at the 
Southern Amusement and Enter-
tainment Expo last month, and the 
distributor plans to have it avail-
able at the end of September.  

Winning Touch Georgia fea-
tures six unique and market-spe-
cific themes on the most premium 
cabinet available in Georgia 
COAM, the IGT PeakCurve49.   

SGS President Angela Whit-
man said she’s “thrilled to launch” 
the new machine, which will re-
place the tremendously successful 
Price is Right machine, which has 

reached its 
sunset. She 
also praised 
IGT’s content 
team for devel-
oping games 
that have been 

so successful in Georgia and creat-
ing “a history of performance” that 
the Georgia COAM industry can 

count on. 
“We encourage you to take ad-

vantage of our tradeshow special – 
an excellent opportunity to intro-
duce this premium cabinet into 
your route at an exceptional value,” 
Whitman said. 

The new suite’s six games are 
Cash Climb, Cash Eruption Las 
Vegas, Hot Hit Ignite, Rosa’s Fiesta 
Pinata Party, Samurai 888 Katsumi 
and Wild Life African Nights.  

Joel Kerben, an IGT sales rep-
resentative, reviewed the games for 

the Georgia Amusement Journal at 
the Expo.  

Cash Eruption Las Vegas fol-
lows up the original Cash Eruption 
Temple of Fire, “the all-time top-

SGS launches IGT’s Winning Touch

See WINNING Page 10

Suite available 
later this month
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CHAD LANG, senior account executive for Light & 
Wonder (left) joins Rick Murphy, regional sales rep-
resentative for Betson Gaming; Nina Byron, direc-

tor of financial services for Betson Gaming; and 
David Capilouto, regional vice president of Betson 
Gaming at Betson’s SAEE booth last month.

Paul Tash photo

By Paul Tash 
Georgia Amusement Journal 

The premium casino titles Ulti-
mate Fire Link and Huff n Puff – 
two of the most successful and 
popular games in the entire Light & 
Wonder library – will be available 
in the Georgia market in October, 
representatives of the gaming man-
ufacturer and distributor Betson 
Gaming announced at the Southern 
Amusement & Entertainment Expo 
last month. 

“We’re excited to bring them 
over into this market,” said Chad 
Lang, senior account executive for 
Light & Wonder. “They’re well 
known titles. We’re bringing in 
games that have already been … 
proven in other markets.” 

The new 
six-title 
Game Set 2 
that features 
Ultimate Fire 
Link and Huff 

n Puff, as well as another high-per-
forming game in Lion Link, will be 
available in October, said David 

Capilouto, regional vice president 
of Betson Gaming, the exclusive 
distributor for Light & Wonder in 
Georgia. A software upgrade will 
convert the original Game Set 1 to 
the new Game Set 2. 

Capilouto said he expects 

Game Set 2 to continue the success 
of Game Set 1, which “signifi-
cantly outperforms the market av-
erage.”  

The new game set follows Bet-
son’s customer-driven strategy to 
provide the best games in the Geor-

gia market. 
“When we first came to the 

Georgia market (in December 
2023), customers asked for Fire 
Link,” said Rick Murphy, regional 
sales representative for Betson 

Betson lights up premium titles

See PREMIUM Page 10

Fire Link, Huff n 
Puff on the way 
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Winning
from Page 8

Premium
from Page 9

performing game in Georgia 
COAM,” Kerben said. The Win-
ning Touch version, he said, “has 
the same math” that provides the 
excitement and popular playability 
of the original. 

“It’s an absolute 
monster,” he said. 

Samurai 888 
Katsumi features 
the triple pot per-
sistence action – a 
popular game feature where three 
animated pots or collection areas 
fill up over time to keep players en-
gaged.  

“You’ll recognize it from other 
markets,” he said. 

Wild Life African Nights is a re-
vision of the original game on 
IGT’s classic Black Set suite, 
which Kerben said is “historically 
one of top performing games in the 
market.” 

The newly developed Cash 
Climb brings high expectations, 
Kerben said, and is one that focus 
groups “have been really excited 
about.” Rosa’s Fiesta Pinata Party, 
a fantastically colorful game, also 
arrives for the first time in Georgia 
market. 

All the games come on the IGT 
PeakCurve49, which features a 49-

inch portrait mon-
itor in full HD 
with an optional 
topper and an up-
graded bill accep-
tor. 

“We’re taking one of our pre-
mium cabinets in Class 3 and 
bringing it to Georgia,” he said. 

The Winning Touch Georgia 
game set was developed with the 
Georgia players in mind, Kerben 
said. It provides a range of play 
from new 5x5 games to single-line 
games. 

“Players have been playing in 
Georgia now for over 10 years,” he 
said. “They know what they like.” 

Gaming. “And here we bring it just 
18 months later. We listened to our 
customers.” 

Ultimate Fire 
Link is one of the 
gaming world’s 
most enduring 
brands. It has en-
joyed a wide-variety 
of iterations throughout 
its existence, reflecting 
its lasting popularity, but 
Betson representatives noted 
that the game in the new 
Georgia game set is the original 
brand. 

“This is the original Ultimate 
Fire Link that you’ll see in casinos 
across the globe,” Lang said. 

Huff n Puff has been another 
hugely popular game for Light & 
Wonder. Like Ultimate Fire Link, 
the original Huff n Puff has 
spawned several iterations through-

out its existence. 
“It’s been a really strong and 

successful brand for us,” Lang said. 
Lion Link might not have quite 

the fanfare of the giants Ultimate 
Fire Link and Huff n Puff, but the 
game has “been extremely success-

ful,” he said.  
“It’s kind of 

a sleeper game 
for us,” he said. 
“It’s taken off 

now and is doing re-
ally well.” 

The ability of Light 
& Wonder development 

teams to port these popular 
games “into this market and 
meet the criteria of this mar-

ket,” Lang added, “is just huge.” 
He said those challenging conver-
sion efforts exemplify an “amaz-
ing” commitment to the Georgia 
market. 

 “So on this game set alone, 
you have three of some of the 
strongest-performing titles that 
we’ve got,” he said.  

Advertising in the GA Amusement Journal  Advertising in the GA Amusement Journal    
 gets FAST  results!  Call 406-491-0100. gets FAST  results!  Call 406-491-0100.
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Expo
from Page 1

manufacturers were also well at-
tended, and a presentation by the 
Georgia Lottery Corp.’s COAM 
Division and Intralot concluded the 
Expo.  

“The interest in the Expo con-
tinues to grow,” Kaiser said.   

 
Award night 

GAMOA recognized industry 
icon Emily Dunn with its Lifetime 
Achievement Award and named 
longtime operator Tim Case, owner 
of Best Times, Inc., as the organi-
zation’s 2025 Coin Operator of the 
Year. Intuitive Financial Services 
earned GAMOA’s Cutting Edge 
Award, while Tyler Riddle of Best 
Times received the Marshall Hart-
mann Technician of the Year 
Award, presented by Goldfinger. 

In introducing Dunn as the 
Lifetime Achievement winner, 
GAMOA lobbyist Les Schneider 
called her the “First Lady of 
COAM,” saying Dunn “illustrates 
many virtues that represent a world- 
class person – candor, authenticity, 
strength, grace, intelligence, savvi-
ness, mental and emotional tough-
ness, and a sense of humor.” 

“All of these characteristics re-
sult in a person who has chosen op-
timism over pessimism and who 
fights for the best solution, for not 
just one's own personal satisfaction 
and benefit, but for the best for the 
industry as a whole,” he said. 

Dunn, a recently retired master 
licensee, has been a fixture in the 
amusement industry on the state 
and national levels for decades. She 
is a past president of AMOA, the 
national trade association that pro-
motes the currency-operated ma-
chine industry and the parent 
organization of GAMOA. She also 
served for many years on Georgia’s 
COAM Advisory Board, the last 
five as its chairwoman. 

“I will tell you the reason why 
I've been able to live and work the 
way I have is because of the sup-
port that I've gotten from the other 
operators,” Dunn said in accepting 
the award. “Locally in Georgia, 
I've got the best friends in many, 
many of you. You answered the 
phone when I needed you. And 
then my AMOA friends are like my 
brothers and sisters. They were 
there for me and gave me a differ-
ent perspective.” 

“Thank you for this moment,” 
she said. 

In presenting the Operator of 
the Year award to Case, GAMAO 
President Mike Patel said Case has 
worked hard to grow his business 
and along the way is “making a dif-
ference” as a master license in the 
Georgia COAM industry.  

“He runs his business the way a 
master should run his business,” he 

said. “It's difficult with the market 
we're in and all the crazy stuff that 
goes on to try to keep your loca-
tions and try to be honest and hum-
ble and kind about it.” 

Patel also noted that Case was 
instrumental in promoting Bert’s Big 
Adventure as GAMOA’s top charity. 

The soft-spoken Case, who lost 
a son a few years ago, was emo-
tional and humble in accepting the 
award. 

“First of all, I don’t deserve 
this,” he said. “I’m a small opera-
tor. But thank you for everything.”  

He said his commitment to 
Bert’s Big Adventure is simple. 

“It’s all about the kids,” he said. 
Accepting the Cutting Edge 

Award for Intuitive Financial Serv-
ices (IFS) was President Bob Perez. 
The award recognized the com-
pany’s latest kiosk enhancement – 
the Prize Pay Gift Card that can be 
transferred back to a player card or 
TITO ticket. The innovative feature 
allows consumers to check Prize 
Pay Gift Card balances and load lo-
cation player cards directly from 
the kiosk – retaining Class B win-
nings within the store.  

He acknowledged his son and 
partner, Bob Jr., and said, “We're 
certainly humbled by the award 
here tonight, and we thank you all, 
and we look forward to servicing 
all of you in the best possible way 
we can.” 

A million for Bert’s 
The Georgia COAM industry 

again went all out for its favorite 
charity and raised another 
$250,000 for Bert’s Big Adventure, 
pushing the total donated to the 
nonprofit organization to over $1 
million in just five years. Bert’s 
Big Adventure sends chronically 
and terminally ill children and their 
families to Disney World for a 
“magical” five-day vacation, all ex-
penses paid. The money raised for 
Bert’s came from a live auction fol-
lowing the awards banquet and 
then the Ginger Foshee Casino 
Night that concluded the night’s 
festivities.   

Kristin Klingshirn, an Atlanta 
radio personality and chair of the 
Bert’s Big Adventure board of di-
rectors, spoke to the packed house 
prior to the auction.  

“So often these families are on 
the outside looking in, and they just 
want to be seen,” she said. “They 
just want to be noticed, and they 
just want to feel like they're not ex-
cluded and on the outside. And 
that's what Bert’s Big Adventure 
does. It brings these families to-
gether, so they no longer feel iso-
lated and on their own.”  

Klingshirn said Georgia’s 
COAM industry has become a vital 
partner and thanked the organiza-
tion for recognizing the charity’s 

purpose and continuing its support.  
“GAMOA saw us, and you 

knew we needed your help,” she 
said. “And you stepped up, and you 
have supported us year after year 
after year.” 

 
AMOA knowledge 

Another industry leader ad-
dressing the banquet audience was 
AMOA President Brian Brotsch of 
Knox Amusements in western New 
York. 

“I've been on the AMOA board 
for 11 years now,” he said. “It's re-
ally been one of the best decisions 
that I’ve made for me and my busi-
ness.”  

He said the “wealth of knowl-
edge” available from AMOA “is 
second to none.”  

“I encourage anyone interested 
in joining the board to reach out to 
me or any one of the other board 
members that are here,” he said.  

He also acknowledged three 
past presidents of AMOA in the au-
dience – Dunn, Gaines Butler and 
Sam Westgate.  

Brotsch reminded the banquet 
crowd that Amusement Expo Inter-
national (AEI) is scheduled for 
March 16-19 in Las Vegas at Re-
sorts World, the new headquarters 
for AEI. 

“I’m really excited,” he said. 
“Book those hotel rooms early.” 

BOB PEREZ, president of Intuitive Financial Serv-
ices (above left), accepts the Cutting Edge Award 
as his son, Bob Jr., looks on at the GAMOA 
awards banquet during the Southern Amusement 
& Entertainment Expo in Duluth Aug. 20. Daniel 
Hartmann holds a check with Tyler Riddle (above 
right), the winner of the Marshall Hartmann Techni-
cian of the Year Award. Kristin Klingshirn, an At-
lanta radio personality and chair of the Bert’s Big 
Adventure board of directors (left), stands with 
Callie, a 2013 Bert’s Big Adventure kid. Both ad-
dressed the banquet crowd. 

Paul Tash photo
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FELIPE MIRANDA, senior sales ex-
ecutive for JVL, explains a game fea-
ture to an interested SAEE attendee.

SKILL MASTER PRO, the exclusive 
distributor in Georgia of Aristocrat prod-
ucts, is represented by (left to right) 
CEO Adam Foust, COO Afshaad Patel, 
and warehouse manager Marshall Huff.

BROOKS LEE, vice president of sales for Banilla Games, welcomes Shawn Fellows, owner 
of Diamond Amusements, to the Banilla booth.

JOHN HOUSEAL, vice president of product development for Incomm Payments, and sales 
manager Billy Reach take a breather during a busy trade show. 

GABE STROUP, account manager for Aurora 
Technologies, Inc., stands ready to assist at 
the ATi booth.

SKYLINE UNLIMITED, the 
exclusive distributor for 

Novomatic products in the 
Georgia market, made its 

SAEE debut this year with 
President Brittany Patete.

ANOTHER FIRST-TIME  
exhibitor was GeWeTe, 
represented below by Fran-
cois Remy, sales manager 
for North America, and tech-
nical engineer Rey Perez.

GREG HAMMOND, CEO of Bad Dog Games, talks with a visitor at 
the Southern Amusement & Entertainment Expo (SAEE) last month.

GABRIEL CELLI, business de-
velopment manager, gives a 
thumbs-up at the EasyLinx 
booth (below) with sales account 
specialist Ana Campbell, people 
and communications lead Fer-
nanda Tavares, and senior solu-
tions specialist Jelfsyn Quevedo.

THE 8-LINE SOURCE booth 
was busy. From left are Oleg 
Berehovenko, Art Thapalya, 
Surfnote’s Bil Liu, Paul 
Simanovich and Yarik O.

SAEE exhibitors!

Paul Tash photos
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CESAR NEIRA, CEO of C3 Gaming, discusses features of 
the manufacturer’s latest game at the Southern Amusement 
& Entertainment Expo Aug. 21 in Duluth.

JEFF CONNOR, owner of Lockdogs (above left), and Rachel Loudon, the com-
pany’s chief compliance officer, man the company’s booth with technical advisor 
Adam Fouce.

Paul Tash photos

Journal advertising gets results! Call 406-491-0100
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By Paul Tash 
Georgia Amusement Journal 

In a continuing response to 
complaints from the COAM indus-
try earlier this year about poor cus-
tomer service, Intralot’s senior 
services manager for Georgia out-
lined recent and planned improve-
ments in managing technical 
support and field services that 
focus on enhancing call center per-
formance, field technician deploy-
ment, and the service appointment 
process. 

Shayne Heap made the presen-
tation at the conclusion of the 
Southern Amusement & Entertain-
ment Expo. 

“I appreciate GAMOA and its 
support of us and what we're trying 
to do,” he said. “I also appreciate 
everybody that stopped by our 
(Expo) booth to visit with the 
team.” 

 
Online appointments 
Heap highlighted a new online 

form to streamline the process of 
scheduling appointments and to ad-
dress inefficiencies in tracking ap-
pointments that were previously 
managed through email. 

“This is this is the form we cre-
ated to make our process of sched-
uling appointments easier for 
everyone involved in the process, 
Heap said.  

The form consists of seven 
questions and requires the submit-
ter to provide a contact name, 
email, and phone number. All ap-
pointment communications are sent 
to the provided contact informa-
tion, so it’s crucial to ensure that 
the correct details are entered, 
Heap said. This is particularly im-
portant if the person submitting the 

Intralot details more improvements

SHAYNE HEAP, Intralot’s senior services manager 
for Georgia, makes a point during a presentation to 

an audience at the Southern Amusement & Enter-
tainment Expo Aug. 21 in Duluth.

Paul Tash photo

form is different from the person 
responsible for dispatching techni-
cians, as only the contact listed will 
receive the appointment-related 
communications. 

Here are some details of the on-
line service appointment process: 

• Service request submission: 
Users should include license num-
ber, service type, 
and additional 
notes like spe-
cific dates or 
times. Upon sub-
mission, an auto-
mated 
confirmation 
email is sent to 
verify the entered 
details.  

• Email confirmation impor-
tance: Receiving the automated 
email confirms successful submis-
sion. If the email is not received, 
users should verify the email ad-
dress or resubmit the request to 
avoid errors or spam issues.  

• Response timeframe: Re-
quests are typically addressed 

within 48 business hours with 
weekend submissions processed 
the following business days.   

• Scheduling and confirma-
tion: A dispatcher assigns techni-
cians, finalizes the schedule and 
sends a confirmation email with 
service details by 11 p.m. Users 

must confirm or 
request changes 
promptly to final-
ize arrangements. 
Service details 
will include a lo-
cation number, 
the type of serv-
ice requested, the 
date and time of 
the service, the 
technician’s 

name, and whether a service ticket 
is associated with it. 

The online form doesn’t require 
the submission of license photos 
for scheduling, although licenses 
are still necessary for the service it-
self. 

 
Tracking techs 

Heap said his team is imple-
menting a routing software called 
Route for Me to optimize techni-
cian scheduling and improve real-
time tracking and communication 
for service appointments. The soft-
ware will enhance efficiency and 
transparency in field operations, he 
added.  

The software provides real-time 
location tracking of technicians, 
who will be dedicated to a geo-
graphic area, and creates more effi-
cient schedules, Heap said. The 
platform will send automated 
emails to the responsible person for 
each appointment, including notifi-
cations when routes are planned, 
dispatched, delayed, completed, or 
if service cannot be completed. Up 

to two hours before a scheduled 
visit, licensees will receive a link to 
track the technician's location en-
route to the appointment, he said, 
“similar to delivery tracking serv-
ices.” 

“In addition to the appointment 
scheduling, this will give you an 
additional line of communication,” 
Heap said. “This is the thing that 
I'm most excited about.”  

Technicians, he added, will be 
required to fill out a form to docu-
ment the service call, including tak-
ing photos, before they move to the 
next appointment. This process will 
also help document such issues as 
closed locations, unpowered de-
vices, and ports that are aren't 
working on one side or the other.  

Intralot is also planning to add 
technicians in key areas around the 
state “where we do see an increase 
in business to make sure that we're 
meeting those needs,” Heap said, 
including Augusta, Savannah, and 
the Metro Atlanta area. Currently, 
13 technicians are working in the 
field with three additional techni-
cians working specifically on the 
ongoing site-controller migration 
project. The last of the new site 
controllers should be installed 
within a month or two, freeing 
those three technicians to return to 
the field and increasing the total 
number to 16. 

“But we're still looking to add 
in those key areas,” Heap said. 

 
Call center changes 
Efforts are underway to opti-

mize call center operations by en-
suring that calls are handled by 
agents with appropriate expertise 
levels, improving efficiency and re-
ducing resolution times, Heap said.  
Those efforts include: 

(Continued on next page) 

Changes affect 
appointments, 

call center
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(Continued from previous page) 
• Tiered call center structure: 

Call center agents will be organ-
ized into three tiers based on ex-
pertise, with less experienced 
agents handling simple tasks like 
port checks and more experienced 
agents managing more complex is-
sues, such as decommissioning.  

• Standardized procedures: 
All training documents and proce-
dures have been reviewed and stan-
dardized to ensure consistency in 
how tasks such as decommission-
ing are performed, eliminating 
variations in methods used by dif-
ferent technicians.    

• Multi-level review process: 
Experienced team members and the 
development team in Greece are re-
viewing the standardized proce-
dures to ensure completeness and 
accuracy, allowing updates to be 
made if necessary.    

• Certification program: Each 
call center agent will undergo a cer-
tification process to qualify for spe-
cific tiers, ensuring they handle calls 
appropriate to their skill level and 
improving call resolution efficiency.    

• Call routing and queue inte-
gration: Master-licensee techni-
cians calling in will have the option 
to select the type of support needed 
via an integrated phone system, 
which routes calls to the correct tier 
and includes after-call surveys to 

gather feedback on issue resolu-
tion. Heap said those technicians 
will have access to the same train-
ing and procedures the call center 
agents have to enhance overall 
knowledge and coordination.   

Heap said another change is to 
staff the call center to correspond 
with peak call hours, which are 
about 11 a.m. to 3 p.m.   

During peak hours, staffing will 
increase from about three people in 
the morning to about 12-13 people 
between 11 a.m. and 4 p.m. Tues-
days and Wednesdays are the call 
center’s busiest days, Heap said, 
while the average call wait time is 
currently less than seven minutes. 
He said the center will also begin 
to overlap three different shifts to 
ensure adequate coverage during 
busy times.   

“We base the (staffing) on the 
patterns that we see for the previ-
ous weeks,” he said. “We're trying 
to stay as flexible as we can be-
cause (those patterns) can change.” 

Heap also encouraged master 
licensees to send their technicians 
to the call center for a few hours, 
so they see what the call center 
agents are doing “so we can start to 
bridge that gap in that communica-
tion piece that's broken right now 
between the two sides,” he said. 

“We want them to see that so 
we better understand each other.” 
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G2E returns to Venetian Expo Oct. 6-9 
Registration is open for G2E 

2025, gaming’s premier global 
event, scheduled for Oct. 6-9 at 
The Venetian Expo in Las Vegas. 

With featured show areas dedi-
cated to bringing the gaming indus-
try together, G2E offers an 
unparalleled opportunity to 
connect with peers, find 
new business partners, and 
discover the latest technolo-
gies.  

Supported by the Asso-
ciation of Gaming Equip-
ment Manufacturers 
(AGEM), G2E 2025 will high-
light the continued evolution of 
every aspect of the industry – from 
traditional and online gaming to 
digital payments and new technolo-
gies. 

“G2E will both reflect gaming’s 
continued momentum and be the 
catalyst for further industry 
growth,” said Maureen Beddis, 
American Gaming Association sen-
ior vice president. “We eagerly an-
ticipate hosting the global gaming 
community in Las Vegas this Octo-
ber, where we'll spotlight the 
games, solutions, and ideas that 
will shape gaming’s future and 
make G2E the industry’s can’t-miss 
event of the year.” 

G2E 2025 will reflect the in-
dustry’s growth with a wide range 
of offerings. More than 350 ex-
hibitors and participating compa-
nies will show off the latest gaming 
technologies and solutions 

from 
around the 
world, all in one place. 

G2E’s 2025 education program 
will offer insights from gaming’s 
top leaders and experts, featuring 
more than 95 sessions and 300-plus 
speakers. Educational themes this 
year include the future of gaming, 
investments, payments, regulation, 
responsible gaming, sports betting 
and traditional gaming. 

The G2E Dealer Championship 
is an exciting new addition to the 
G2E lineup. This highly anticipated 

event will bring together the finest 
casino dealers from the United 
States to compete for the coveted 
title of the best dealer. Participants 
from across the industry will show-

case their skills in blackjack and 
roulette, engaging in a variety 

of challenges that high-
light their technical 
precision, flair, and 
commitment to provid-
ing a world-class 
player experience.  

This new addition 
to G2E serves as an op-
portunity for the casino 
industry to celebrate in-
dividuals who con-

tribute to its success, 
providing a platform to rec-

ognize the art, professionalism, 
and what it takes to be considered 

one of the greatest dealers in the 
world. 

–––––– 
Other featured areas at G2E in-

clude: 
iGAMING ZONE – Explore 

the iGaming Zone at G2E and un-
lock unparalleled opportunities to 
stay ahead in the rapidly growing 
online gaming industry. Immerse 
yourself in the latest advancements 
and innovations that are shaping 

the future of iGaming, from cut-
ting-edge technologies to expert-
led thought leadership and 
networking – this is where the fu-
ture of iGaming comes to life.  

THE LAB – As the launching 
pad for emerging trends for the en-
tire gaming ecosystem, the evolved 
destination formerly known as The 
Innovation Lab, will serve as a hub 
for thought leadership and net-
working opportunities that explore 
the future of gaming.  

NETWORKING LOUNGE – 
Check out the expanded G2E Net-
working Lounge, featuring themed 
meetups and events for the G2E 
community to engage and connect. 

–––––– 
G2E will donate $25 of every 

all-access education pass purchased 
and $50 for every booth sold to the 
International Center for Responsi-
ble Gaming (ICRG), G2E’s charita-
ble partner. ICRG’s mission is to 
help individuals and families af-
fected by gambling disorder and to 
prevent the onset of gambling 
problems through high-quality sci-
entific research and evidence-based 
educational programming on gam-
bling disorders and responsible 
gambling.
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Keep COAMs connected
To ensure accurate reporting of financial data to the Central 

Accounting System, the Georgia Lottery Corporation (GLC) says 
it is imperative the Location License Holders (LLHs) ensure all 
equipment remains connected to the site controller and powered 
up at all times.  

The GLC maintains a record of those LLHs that are repeat of-
fenders of failing to ensure the continuous connectivity and opera-
tion of Class B COAMs.  

Failure to comply with these procedures may result in fines up 
to $50,000, suspension and/or revocation of the license.  

Decommission COAMs correctly
The proper procedure to decommission coin-operated amuse-

ment machines (COAMs) can be found on the COAM Division 
website, www.gacoam.com. The COAM decommission procedure 
should be followed when there is:  

• A change of master, change of ownership, or cancellation letter 
received by GLC;  

• A COAM game board swapped out with a different game; 
• A COAM malfunction. 
To proceed with the decommissioning:  

1. Call Intralot before disconnecting the COAMs from a lo-
cation and removing those COAMs. The Master License Holder 
(MLH) needs to contact the Intralot Hotline at 877-261-6242 to 
properly decommission COAMs. The COAMs must be connected to 
the site controller at this time.  

2. Intralot will let you know when the COAMs are decom-
missioned. The Intralot representative will perform steps on the In-
tralot system that prepares the COAMs for the decommission. Once 
the steps are complete, Intralot will notify the MLH the machines 
have been decommissioned. 

3. Disconnect decommissioned COAMs from the site controller. 



Georgia Amusement Journal – 28 September 2025


