
 
 

What this research is about 

Responsible gambling (RG) programs aim to help people 
gamble within the limits that they can afford. Casino 
employees can serve as a first point of contact for 
customers who want to find out more about RG 
practices or to seek help for a gambling problem. 
However, previous research suggests that employees 
have mixed reviews about RG programs. Employees may 
also hold misbeliefs about gambling, which affect how 
they deliver RG information to customers.  

GameSense is a RG program implemented in Fall 2017 
by MGM Resorts International (MGM). The aims are to 
engage customers in RG practices and to support 
employees’ customer outreach. The program  also aims 
to promote employees’ understanding of company 
resources and support available for them.  

This study examined MGM employees’ views about 
GameSense, views about company support, and 
gambling misbeliefs two years after the program was 
put in place at MGM’s North American casinos (Year 3). 
Two previous studies had examined data collected just 
before and one year after GameSense was put in place 
(Year 1 and Year 2). Thus, the researchers also did a 
year-over-year comparison over the three years.  

What the researchers did 

The researchers recruited MGM employees for Year 3 
survey through two channels. The first was by sending 
an email about the survey to all employees with a 
company email address. The second was by making the 
survey available to be filled out in person at the casinos. 
A total of 1,114 employees responded to the survey. The 
survey asked for their views about the effectiveness of 
GameSense, views about company support, and 
gambling misbeliefs. The survey also asked about the 

number of years they had worked in the gambling 
industry and department affiliation.  

In Year 1 and Year 2 surveys, participants selected their 
department affiliation from four categories: (1) Food, 
Beverage and Retail; (2) Front of House Operations; (3) 
Security and Surveillance; or (4) Back of House 
Operations. Year 3 survey broke down Front of House 
Operations into Casino (e.g., table games) and Non-
casino (e.g., front desk).  

The researchers first examined data from Year 3 to see if 
views about program effectiveness, company support, 
and gambling misbeliefs differed by department 
affiliation. In their analyses, they took into account the 
number of years working in the gambling industry. The 
researchers then compared Year 3 data to Year 1 and 
Year 2 data. There were 2,192 participants in Year 1, and 

What you need to know 

GameSense is a responsible gambling program 
implemented by MGM Resorts International in Fall 
2017. Two previous studies had examined data 
collected just before and one year after GameSense 
was put in place at MGM’s North American casinos 
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misbeliefs than Casino Front of House, and Security 
and Surveillance employees. Compared to Year 1 and 
Year 2, employees in Year 3 thought GameSense was 
less effective and company support was lower.  

 

 

A three-year follow-up study of MGM Resorts 
employees’ views of a responsible gambling 
program 



 
   
  

 
 

 
 

This work is licensed under the Creative Commons Attribution-Noncommercial 4.0 International License. 
 

2022 

852 participants in Year 2. It should be noted that 
participants across the three surveys were not the same 
cohort.   

What the researchers found 

Year 3 findings 

The researchers found a small difference among the five 
department affiliations. Casino Front of House 
employees thought GameSense was more effective than 
Non-Casino Front of House and Security and Surveillance 
employees. Back of House employees were more likely 
to hold gambling misbeliefs than Casino Front of House 
and Security and Surveillance employees. There were no 
differences in views about company support by 
department affiliation. 

Comparison to previous years 

In Year 2 study, the researchers collapsed the 
department affiliations into two groupings due to the 
low number of employees in some categories. The 
grouping of high-contact with customers included Front 
of House, and Security and Surveillance. Low-contact 
grouping included Food, Beverage, & Retail and Back of 
House. In this study, the researchers used the high- and 
low-contact groupings for the year-over-year 
comparison. They found that regardless of contact level 
with customers, employees in Year 3 thought 
GameSense was less effective and company support was 
lower than employees in previous years.  

Views about company support in Year 3 might have 
been affected by the company decision to cut down 3% 
of the workforce at the time. The decrease in 
employees’ views about program effectiveness might 
reflect a decrease in optimism about the program. The 
reason could also be because the novelty effect of 
GameSense had started to wear off.   

How you can use this research 

The researchers recommended RG training for casino 
employees based on their job positions. Trainers could 
administer a brief assessment to learn what kind of 
training is needed prior to the training session. The 
researchers suggested MGM uses its internal 
communications to distribute information about RG and 
GameSense to employees. They also proposed surveying 

employees in a few years’ time to better understand the 
long-term impact of GameSense. This will also provide 
insight regarding the timeframe required for a new 
program to effect change. 
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