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Responsible gambling information is unreliably and
inconsistently provided by casinos

What this research is about

A recent review reported that 60 to 65% of US adults
gambled in the past 12 months. About 14% engaged
in risky gambling, and 2% met the threshold for a
diagnosis of gambling disorder. In response to
concerns about gambling harms, many US
jurisdictions require gambling operators to offer
responsible gambling (RG) programs.

Many gambling operators have incorporated
Corporate Social Responsibility (CSR) initiatives. CSR
reflects a commitment to take social and
community concerns into business operations.
Regulations require casinos to educate their
employees about gambling harms and help people
access support resources. Casinos also have to make
RG information available at different locations, such
as on cashier desks or ATMs. Yet, people often
encounter barriers to accessing RG information. The
current research describes two studies that used a
secret shopper method to capture the experiences
of people in accessing RG information from casinos.

What the researchers did

Study 1 explored people's experiences during phone
calls to casinos to request RG information. The
researchers created a script with questions about
general RG information and whether the
information was available online and physically at
the casino. The script ended with a request for a
mailed hard copy. Trained research assistants posing
as customers made phone calls to seven casinos in
the USA using their advertised customer service
numbers. Each casino was called twice. A total of 12
phone calls to six casinos were completed.

Study 2 explored access to RG information during
casino visits. Trained research assistants visited the
same seven casinos, posing as customers seeking

What you need to know

Responsible gambling (RG) information is legally
required to be available to casino customers. Yet,
consumers report barriers to accessing such
information and limited employee knowledge. The
researchers used a secret shopper method to
explore the accessibility of RG information. Study 1
showed that RG information was unreliably
provided over the phone. Study 2 showed that
casino employees could provide information about
RG and in-casino resources, but few could provide
information about online RG resources.

RG information. An assistant acted as the actor and
engaged with casino employees, while another
assistant acted as the observer. The aim was to
engage a casino floor employee (on-floor), a non-
casino floor employee (off-floor), and a casino
security officer at each casino. But no on-floor
employee appeared to be available in one casino.

What the researchers found

Study 1—Across the 12 phone calls, the average
length was 5 minutes and the average hold time was
2 minutes. On average, two customer service
representatives were spoken to during the call. Only
17% of the representatives conveyed any general
understanding of RG. About 75% indicated that RG
material was physically available at the casino, and
58% provided a location for such material. Around
41% indicated that RG information was available on
the website, but only 17% could indicate where it was
located on the website. All representatives said that
the RG material could not be mailed.

None of the casinos reliably provided general RG
information during both calls. About 33% provided
general RG information during one of the calls, and
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66% did not provide any information during either
call. When asked if RG information was available at
the casino, 50% affirmed availability during both
calls and 50% during only one call. Five of six casinos
(83%) affirmed that there was RG information on
their website during one of the calls. But one casino
could not affirm that its website had RG information
during either call. The customer service experience
was perceived negatively, with 41% of the calls rated
as dismissive or neutral, and 25% rated as
judgmental and unfriendly. Most of the calls (83%)
were rated as ill-informed, with customer service
representatives across the casinos reported as not
understanding RG.

Study 2—All casinos had RG pamphlets in many
locations. About 71% had pamphlets displayed on
ATMs, 85% on cashier desks, and 80% at the
customer service desk. According to the actors, 67%
of on-floor employees said that RG material was
present within the casino, and 67% provided
accurate direction to the material. Only 33%
indicated that RG information was present online,
and 17% showed how to find the online information.
About 57% of off-floor employees provided general
RG information. All off-floor employees affirmed that
in-casino RG material was available, and 86%
provided accurate direction to the material. But only
29% knew about online RG information. About 57%
of security personnel provided general RG
information. Around 57% affirmed that in-casino RG
material was available and provided direction to the
material. About 43% knew about online RG
information, and 29% provided direction to this
information. About 43% of the casino employees
were rated as attentive, and 64% were rated as
friendly. But only 29% of the employees were rated
as knowledgeable of RC.

How you can use this research

This study can be used to better understand the
accessibility of RG programs in casinos.
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