
 
 

What this research is about 

The purpose of responsible gambling programs is to 
prevent and reduce harm that people suffer from 
gambling. Onsite responsible gambling programs are 
located within gambling venues. They offer people 
information about gambling and resources that may 
help them control their gambling. Research shows 
that responsible gambling programs only reduce 
people’s gambling behaviour temporarily, if at all. This 
may be because giving people information is not 
enough to change their behaviour. 

It is important to understand casino employees’ 
experiences with responsible gambling programs. 
Casino employees are more likely to encourage 
people to use these programs if they think the 
programs are useful. Employees may feel greater job 
satisfaction if they think the casino they work at 
makes an effort to protect people from harm. Further, 
casino employees are at high risk of suffering 
gambling problems. They may find responsible 
gambling programs helpful for themselves. 

The Plainridge Park Casino (PPC) in Massachusetts has 
an onsite responsible gambling program called the 
GameSense Info Center. Center employees are called 
GameSense Advisors. In this article, the researchers 
examined PPC employees’ communication with 
Advisors as well as their knowledge and opinions of 
GameSense. They explored whether employees’ 
communication with, knowledge of, and opinions of 
GameSense differed depending on the department 
they worked in and how much they gambled.  

What the researchers did 

The researchers asked employees at the casino to 
complete a survey during four meetings in May 2017. 

A total of 258 employees completed at least some of 
the questions on the survey.  

The survey asked employees if they had ever talked to 
a GameSense Advisor, what they talked about, how 
many times they talked, and if they ever referred 
anyone to an Advisor. The survey asked employees 
what they knew about GameSense, including what 
GameSense Advisors do and who can use the 
GameSense program. The survey asked employees 
about their opinions of GameSense. It asked them 
about GameSense’s potential positive and negative 
impacts on people and the casino’s business. 
Participants also reported how often they gambled in 
the past year and the department they worked in. 

What you need to know 

The researchers investigated casino employees’ 
experiences with a responsible gambling program 
called GameSense. Study participants were 258 
employees of Plainridge Park Casino. They 
completed a survey. The results showed that many 
employees had casual conversations with 
GameSense Advisors. Few talked to Advisors about 
problem or responsible gambling. Less than half of 
employees knew they could use the GameSense 
program themselves. Many employees thought 
that GameSense had potential positive impacts. 
Employees in security and surveillance were more 
likely to talk with Advisors and to refer people to 
GameSense than other employees. Employees in 
food/beverage/retail were the least likely to have 
done so. These findings suggest a need to improve 
casino employees’ understanding about and 
engagement with the GameSense program. 
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What the researchers found 

More than half of the employees said they had talked 
to a GameSense Advisor before. Employees mostly 
talked to Advisors about general topics such as the 
weather or traffic. Few employees (33.5%) talked to 
Advisors about problem or responsible gambling. 
Most employees (71.4%) had not referred anyone at 
the casino to an Advisor. Many stated they did not see 
an opportunity to do so. For a few employees, it was 
because they did not understand the program or their 
role in referring people or because of a lack of 
confidence in the program. These findings suggest 
that employees may need additional training about 
the services GameSense offers, as well as when, 
where, and how to use the services.  

Many employees knew that GameSense Advisors are 
responsible for helping people at the casino control 
their gambling behaviour. Few knew that Advisors are 
also responsible for greeting people and giving them 
information about the casino. Most employees knew 
that people at the casino could use the GameSense 
program, but few knew that they could use it too. 
Employees thought that GameSense has more 
potential positive impacts than negative impacts. This 
finding suggests that employees think that 
GameSense is useful.  

About 1 in 5 employees gambled regularly (at least 
once a week). There was no relationship between 
employees’ gambling involvement and their 
communication with a GameSense Advisor or their 
knowledge about GameSense. However, employees 
who gambled more often were less likely to think that 
GameSense has potential positive impacts.  

Employees who worked in the security and 
surveillance department were more likely to have 
talked to GameSense Advisors than employees in 
other departments. They were also more likely to talk 
to Advisors about problem or responsible gambling. 
Over half of employees in security and surveillance 
had referred someone to the GameSense program. 
Employees in food/beverage/retail were the least 
likely to have done so. There was no relationship 
between the department that employees worked in 
and their knowledge or opinions about GameSense.  

How you can use this research 

Gambling operators can use this research to give their 
employees more detailed and frequent training about 
the GameSense program. This training may increase 
employees’ understanding of the program that they 
can also share with people who gamble. Researchers 
could do similar studies that investigate employees’ 
experiences with responsible gambling programs 
across many different casinos. More research is 
needed to explore what people who gamble regularly 
at casinos think about GameSense. 
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University to produce Research Snapshots. GREO is an 
independent knowledge translation and exchange 
organization that aims to eliminate harm from 
gambling. Our goal is to support evidence-informed 
decision making in safer gambling policies, standards, 
and practices. The work we do is intended for 
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Learn more about GREO by visiting greo.ca or emailing 
info@greo.ca.  
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