
 
 

What this research is about  

Problem gambling can lead to negative impacts at 
both individual and societal levels. Responsible 
gambling includes policies and practices that aim to 
prevent and reduce harms associated with gambling. 
On-site intervention is one of the most important 
responsible gambling strategies. Casino staff have 
direct contact with patrons and can intervene when 
patrons show signs of problem gambling.  

Macao has the largest casino market in the world. Yet, 
few studies had explored responsible gambling in 
Macao. Most of the available studies focused on 
casino patrons’ awareness and responsible gambling 
behaviours. The aims of this study were to explore: (1) 
casino staff’s understanding of responsible gambling; 
(2) how staff detect problem gambling; and (3) 
intervention to help patrons with problem gambling 
and barriers that prevent staff from intervening.  

What the researchers did 

Participants were 49 casino staff in Macao, China. 
There were 25 men and 24 women. Most of the 
participants were between 31 and 40 years old and 
had worked in the casino industry for more than 10 
years. The interview took place at a location chosen 
by the participant. The interview was semi-structured 
with open-ended questions. During the interview, the 
participant talked about their understanding of 
responsible gambling, how to detect problem 
gambling, intervention, and barriers that prevented 
them from intervening.  

All interviews were audio-recorded and transcribed. 
The researchers coded the interviews and identified 
themes that were relevant to this study.  

What the researchers found 

Viewpoints about responsible gambling 

Most participants (73%) had an understanding of 
responsible gambling that was in line with the Macao 
government’s definition. They viewed responsible 
gambling as aiming to minimise the harm on people 
who gamble, their family and their work. However, 
some participants held misunderstandings. A few 
participants thought that responsible gambling 
practices are meant only for local patrons and casino 
staff, but not foreign visitors. One participant said he 
had never heard of the term “responsible gambling”. 

Signs of problem gambling 

Most participants (96%) had come across patrons with 
problem gambling. The researchers identified six 
categories of behavioural signs from their responses.  

(1) Frequency, intensity, and duration were the most 
often mentioned. Thirty-four participants 

What you need to know 

Casino staff can help detect and intervene when 
patrons show signs of problem gambling. The 
researchers interviewed 49 casino staff in Macao 
about their understanding of responsible 
gambling, signs used to detect problem gambling, 
and intervention or barriers that prevent them 
from intervening. Most participants had a general 
understanding of responsible gambling, although 
some held misunderstandings. Participants were 
able to identify many signs of problem gambling. 
However, they had taken action to intervene only 
when a patron asked for help. Four barriers that 
prevented them from intervening were identified.  

Casino staff’s viewpoints about responsible 
gambling and intervening when patrons show 
signs of problem gambling 
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mentioned long duration of several days and 
nights. Forty-seven participants brought up 
frequency and intensity, with frequency of 
“everyday” being most often mentioned. 

(2) Impaired control reflected patrons’ unwillingness 
to leave gambling. Twenty participants mentioned 
patrons who were unwilling to leave and refused 
to sleep even after gambling for a long period of 
time and losing all their money.  

(3) Trying to raise money for gambling and chasing 
behaviour. Participants described patrons who 
sold their house or company stocks to gamble. 

(4) Emotional responses such as looking sad and 
crying. 

(5) Social behaviours included becoming aggressive 
and violent towards oneself or others. 

(6) Other behavioural signs were related to not caring 
about one’s personal appearance and hygiene.  

Barriers to intervening 

None of the participants had taken action to intervene 
unless patrons asked for help. In that case, staff might 
direct patrons to the information centre or provide 
them with information about where to get help. Some 
staff might simply report to their supervisors. The 
researchers identified four barriers to intervening. 

(1) Role conflict and ambiguity. Most participants 
stated that helping patrons who do not seek help 
goes against the casino’s interests. Some pointed 
out that intervention is not part of their job and it 
would be inappropriate for them to intervene.  

(2) Fear of offending a patron and getting into 
trouble. Twenty-two participants had concerns 
that patrons might become angered and file 
complaints, which could make them lose their job.  

(3) Fear of misidentification. Seventeen participants 
mentioned being unsure how certain behavioural 
signs might be linked to problem gambling. 

(4) Lack of support, guidelines, or knowledge. Eight 
participants said their companies did not provide 
guidelines or did not encourage them to 
intervene. Some mentioned a lack of support 
from the government. 

How you can use this research 

The researchers suggested additional training should 
be provided to casino staff. They also suggested the 
Macao government should enact a law that requires 
casinos to take proactive actions when problem 
gambling is detected. The law should also demand 
restraints on the part of patrons, such as taking a 
break after a certain number of hours gambling. 
Finally, the researchers suggested that Macao should 
develop its own list of indicators of problem gambling.  
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