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Uncovering the Service Profit Chain in the Casino Industry

Catherine Prentice’ IpKin Anthony Wong® Desmond Lam’
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Zhao Youbin
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Abstract ; [ Purpose | From a marketing and management perspective, reviews the relevant literature
germane to casino studies. The review discusses the major findings from previous studies, provides
a critique and identifies research gaps for future studies. In particular, the research foci presented in
this paper rest on the service profit chain (SPC) model. The review involves studies relating to the
constructs of the chain model and comprises sections that are categorized based on the internal link
between management and employees, the interaction between casino service employees and cus-
tomers, and the profitability link. [ Design/Methodology/Approach ] The approach employed in
the current study involves a systematic review of the relevant academic literature with a focus on
SPC studies in the casino industry, along with critical evaluation and analysis to identify research
gaps. Google Scholar, EBSCOHost, Science Direct, Emerald, and other academic databases were
used to search relevant studies relating to casino and gambling research streams. [ Findings | The re-
view identifies several research gaps on the basis of the SPC link. Specifically, internal service
quality needs more attention from both the practice and research points of view. Casino employee
research should be extended to include personal traits and characteristics that may contribute to em-
ployee performance and loyalty. In the interaction between casino service providers and gamblers,
more studies should be undertaken on the efficiency and effectiveness of marketing initiatives and
promotions. Externally, the paper points out that more appropriate measurement of customer loyal-

ty and casino profitability should be explored. [ Implications ] This review provides references to fo-
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cusing on key competitive advantages and presents guidelines on improving business growth and

profitability for casino managers. The paper also identifies research areas that future studies should

attend to. [ Originality | The paper is the first thorough literature review of gaming research on mar-

keting and management with a focus on the service profit chain model. This review represents a

new era of gaming research, extending the problem gambling research focus into a broader scope

embracing other disciplines.

Key words ; marketing ; tourism and hospitality ; casinos ; service profit chain
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544 ( Casino ) i 10—l Jai A7 Y AR
(4175 8 ( Walker, et al. ,2005) , “Casino” —
i L W) e A 252 G N R B 1 0 L5
#erhrs (Cotte & Latour,2009) , BL7E, {544
54 B S e PAL A3 AR B A AR v W 1o A%
SEHA TS A B . W, SURE TR | Bl
3 7% 2 BLR] e b B S B 19 25 TR 2% A0 gk
o B 110 3l 1 ( % B e 12 B 7, 2005) , H:
2 e S B AT SN A L
IR . TR 251 20 AR A4, IR4E 85 O 484
“HPE Y, % N H 2K (build it and they will
come) ", Y& 5 B 1 4 KB RGN AT

BERBMBBEZMARR

( Thompson & Prentice,2013)

GUER O s e 7 ¢ 2 S D PN
RAMEAGE R THEE M B TR Z
[l h R 55 ) ST BE BRI AL SR . T8 =
FAAR T B A B T2 TR B AR (N AR
F18%) , B LM% Z M 0 B AR (B8 17
B L LA NS P R S AR LR B B AR (ST
F184) (Gronroos,1997) . |3 B A% 5§ 5 ik
5 MG ( LI 1) , %R i) i Hes-
kett 5 N (1994) §2 i, %A B SR B, 3 6 7]
AN SE B 1E = T2 A2 R SR B2 8 5
A R T R T LR A R R BN R
P8 3 B DR 3R R R R A IR AR (L5 (Y (EL 2
H I R R R B A Y 5 T A

‘ t
l B THEEE I BN E
HORR S . AR T s & R S R
B B i o PERIRTS |l i e B
(=4 E{E
' s A
BT ZREET)
R T OIS 2 O
Ol zt fR i PSS R OmsEE
OB Ti#ms O A
ATHRE
O 8 T &) 5
RT3 Okl MRS B PR
O P 1 T L
1 BRFsF1 8 A9 5 28 ( 2RiE : Heskett & A (1994) )
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HBFFES R R AR SRR TR 0 2 B I
AREFIR MR FE T ) (B o

1 ®ERGE

L1 R

AAF5EER ] Kitchenham (2004 ) 1 & %%
J7 32 IR RECRH 18 SOk , A IROBS e S e 44 35

TR 2% B B A TRP R AN AT, LUE B4R 1
RN A o PEE A HOEEATHE R
( Google Scholar) . EBSCO & &fl Ak %5 ( EB-
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SR R AL 1 SO . AR B S AL A
NERATSH INFR AR5 b L L B AT AR
(EL 5 il L RSB T B LB URE , A B S
BSWCARMIERIRETT o IRAR , BAM IR B 1 Bl
S AERRIE A AR R AT T
TR o 2 AT 50 1A A5 4 5 A T
HARY) . AR B AR TR i
WREAYy WREES AT B A B Y B
AU 5 4 3 A s A0 e s o ) B R
JE I B 1 B A 2 A g
B SCREHY 225 SURRTS LT ARSI R AN 7 A
DA% BB 22 A IR S0

AT SE I AT R =0 7 5 1 i
O S 2 95 R SCRE R S SR SN B
AR 1 AR SO AR B, S LA A
WIE A Re ok T RRIEHE I ) 2 EE . P
SCEEREUF 2V =3

(1) 6 B A 1 YRR I 2

(2) MBs 4 it AR 2 1) BB BRI AR 5

(3) RE AT Ry G443 2 M BE 1 B 4k
LT 3

WFE E 2% LAY B SO T RTA
AR SCRERIAIT T 32 8 A G M A 8 i L 2
Bo By N B s 17— & 300
ZRMTICTE NS ERERI R HHE
SRR T s A SRR v A AL
JRHR 73 LA B B3 4 A R o3 A I ) A
o PG, ARLAK R IR JOR B T AE SR AT B
A o] ] % A R 4 0 S Rl B A Y SR
HRTEA SRR BT HE [ N
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2.1 AEPHE RS EEEMES T

AT R T A B A IR IR ES R B
B R LR I R GRS R 2 ] B AR )
TEWFIE . A SCPH B — AT 61 SCRR 2 e 4
By WEoE 0 #A BE, b 1 9 BB AT 8 A0 AR 75
B, ANHEIA BB TR AT AR N
E 5 T R B T4 5 T
o B TAUSCFIREZ 10 08 B2 AT 25 AH B Bt
FRAMHFAE T — B ik i 1 A R . AN SO
BT SR AT T IR IA . SRR A 4R
AT 25 G TR . A1 45 2 ot il
T S N B AT AR

TR IIRES i B JRG5 AR G Y H AR AR
R —E AT s B T - R
BT E A RCE NS = o AT 858U
RIWEFE N B ( Zeithaml et al, 1996 ) f3 F 5t =&
e B IR A5 N B e 98 3it R 25 8 B8 AT 2% 07 T
EEVAVE T o B I TR 5 SRR R o T
( Schlesinger & Zornitsky, 1991 ) , 4¢ 1 R &
T A% 9k JF ( Anderson, et al, 1994 ; For-
nell ,1992) . 7EEPEE, SC B A & E UH VY
W2 wl Y g A BN B S A T 49 800 [H] Ry
JEEEELE TRE AT a4 S 8 | a8,
RIS e R 32T 1.3 (R Ao B, &
A WAL i Z 52 T+ 0.5 {1f A 43 # (Lo-
wenstein, 2008 ) . ZHF5EE I B TS E,
PR P EET 5T T B ) T T AR S R0 2
FIRE ) Z [HI A B2 AR OB ) T A 22
B A B8 AT A BRI A IR B il
(Back,et al,2011 ;Hallowell et al,1996)
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CLRBEAA AAH B SCRK , T 10 2 A8 ZH 43 0 A [+
vl R ) B 4R A Y ik B5 59 B, Stauss
(1995 ) i 3B I 265 il L 5 26 4 B T 36— 1A
SET5 TR A [ 2 ) 2 v At 3 1 ) 3 2 1
) MRS it B ) R RN R TAE . B ARG & N
PR REL 25 , A A 8 AL A8 N HC At 0 B 0 2 32 i
W AR 5E M H & Y T AF ( Zeithami & Bitner,
1996) .

FERIA IR, BRI G B T AR
T A E T T A0 R R e A [ ) 2
(Johnston,2008 ; Kang, et al,2002) ., 353l
T AT AT AR e AR RS e R, AR T
7 T R A AR R . A ST E —
[ AR B AE 1=, 1 JHL BT 251 532 ) I R L Y
At (Hallowell, et al, 1996 ) . f &4 AF
FUMRAE Adams (1963 ) # t  23F B , 18
1 R ) e SH Ak SRR I ) A B v Y R R
B o By ag 2%, B LI m ¥ A
FR55 ) BRAEAS A [l R A AR B B Y A

NI B il B A 5 B T8 AT &
FE AR (B R AR AH B SRR AH 48R B2 4
TR AN A R . BRI 9 AR 55 L
HHLE Yy B T AB I BT 2 1 52 B BRI
WHoEE R Z b, Bai 55 A (2006) % N &8 ik
5 it B BT S A I 4 — Xk 4 B TR T
VR B B B R AR . MR R T AR
R B DN S A 5 v 3 B T RH AT ]
ARG 52 B, Gu I Sui (2009 ) 4 Y, B
G35 N T IROBS ot B A R S8 07 T, 0 455 15 1
T HERA, B A TR A E K
%, Back 5 A (2011) 58 % 9 E IR 55 #4511
HERE A FE S I T 0 R EHIAR ), R A
ISENIVER(SY-VREE N~ I E i)
fd AT BE N B AR AR AR

i e A e 21 PAY 8 M s L 114 22
(ERRIERES SN | R R & = W N R e
AT I D T I e A R
B BB A L IR (Kale & De, 2013;
Kale & De,2006) . HnAR4R4% ;. 52 AL
SeE A, B T L BURRE B TR
ZE MBI - JF( Chan, et al,2015 ) 2 S
SRR AT S0 H A AN, SRR I Wb JH
PG ) A B, ST ERAP B SR AR
B R G BT R AR R = E L
EEMTARRMEER L

BT R M AT, MR35 A5 ) 1)
HESR , 5 T30 T RE 2 N s il L T R 1 4
R, HIHSV P B TATIONE THERE . SR
AT FEFR N, B T MR SE AT TR 1Y
[ AR A — 2 (Lowenstein, 2008 ) o HfESX
Gu FlI Siu(2009) 75 ['] 1 L4455 LRI T B
AR , S8 A AT 8 BN AR BT AE
BB AR, (EURE MR s i A B AR
PR REA AL 2 A0 B R R B, A0 AR
PRI A B 0 05 o B AT AR
(77 1T, B AT RER MY o (HIEE 275 1
RALREACEMAN B TAFBARREE , M TAES
ARREA DEE K134 (Harter et al,2002)
WG B TSR AR A O 37
A AT RE =y i H A B 25 AT SE I TE 26N Ho
EORGREEIG Y B T, R S AR 48 SR 4 35 s
IR, Az TARGREE, A i e
PR AT REAE RN e 5 28 5 . A% Glob-
al Force (2015 ) & {1t (5 A 77 ¥ 504 2L fh 7
(SHRM) # 5 , TAE PR BEIELAT 10 4R 90 AT 2
SOE IS 2 BLUE R RT S RIS
PRI, 7 Al R 48 3 B T3 T By, 2 1L
fige sl 2% i B B E B TSR B 2
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Ay B TR R THERE, 5
THESR R TR S B A R 3 HY
IS R SR N A B2 3 ( Salanova, et al,
2005) . FEHREE AR AT, B THER
WA, —H AT, —4 8 TREE R
S VR, FRE 2 A S AH AR A 7 TR . T8
RIS B ) 5 A I R A P
# HA— 4% 8 T A= 45 167 28 ( Prentice, et
al,2013) o A (1) TAF LA %6 55 30 2% R
(Hochschild, 1983 ) . FH i 2 B F5 17 36 Fir
A TR AW E P, SHARTE SE B HE AN
ANFEAR B TR AR IRE [ 2335 e R ALk
(I BGIRE L S AEIR R B o TG RRAE A T A
R ISR TR AR R CRE B AR L
VEAS T T LA S i = 3 i 55 4% 2R ( Prentice, et
al,2013) ., WF5Ez M B T3 & ( Zopiatis,
2014 ) F14H 4% 58 7] & ( Mowday , et al, 1982)
PN TR AR B TR A B THE R E
LR, W E TEABEERMN, BRH
Ay ™ 3 ZH A% RN i 3 %) A

KW FRAE LR A7, B AH AR R [
JE AR AL B A€ B (Back, et al, 20115
Bai, et al,2006) . A A] {538, AH A% 5 [A] HE ot
FE T B THERAL SR, TERTAk AN i e 4
By B T A I AfE R R Iy, 0 /)
U0 T AR AR TE IR A Yy IR B 2 i
TR B 5 T . WFIE R, e B T
06 = I R8I T 28 7 e 1) JE B AR 5 (Hing &
Breen,2008 ) , 75 £ 5 T A HISE B FI4fE 5
JIE B A 55 G 7 i 10 T R A AT 2% [ )
BHAK

W —Ir AR, B THER A, BIRR
R MR I A — o B TR R
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(2014) FE PR ZE B A B f L SR AT T 20U
B A PG S LA A AR A B T AR
EFARTAL A KRG8, B RE
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(i) JE R AR S 114 Lt o7 A6 A5 AR K P 1Y
AR AT T 2E 3R W E (Wan et al,2014)

G4 1 5 e T )+ AN R 25 A B 7
St AR S & AR (CSR) (R sk B Tk
T8 1) A7 % 7 R %% (Lee & Park,2009) ,
5 TS R 5 FLAT o] 2 A A O 1) 4 A
B 5 TE G W 15 4 3 it B A (Liu, et al,
2014a) , HAT BEIF A St & SR BLAY 2
B S O I o S TR A 1Y
O RO R i R B e R DR
58 &5 (Liu, et al,2014a;Liu, et al,2014b)
RZ S s B A S g R R Bl
A S T S5 (B B R B R B R
2 FH B (Vong & Wong ,2013)
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T 5 —J7 AR, R EUE T e B
T R E R A 00 A TR %8 (Prentice &
King,2011) , #4435 TAE, U H R T MG
FH AR EUCE H AT 265 58 5 A
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BT RE T R RT3 o B 2 FRAT: A HC At
R — R, S A ALY o 32 I 1S B 10 52
A 1 AT R Ll 8 R T g
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R = AL, BER Y B T A
TR — 5 7KV W 1Y 76 A RE S A 1 Aol =5
JE AL HETE . A0 R AN REAE I8 T 1R 4 1k
(R T 8 7% 5 Bk n.O A, AT BE I A
B3 AR AN T S RO A s B 3
W, AR AR 5 I A% T e Can i v ) n
R 25 1 A R eh DL i PR B T A
R AR
2.2 WREFGRBIEERIE

A [ 1 4R 4 1 MR 5 AL (an B TR
5 BRI 4 30 JIR 85 il L) 0 2 A A1 G

HZ B AR o A AN DR T A e 1t 48
S5 B ot B A i ) M AR BRI R 2B kit

B ST R A5 T RN i 7 ) B B JRE B o AR 55
RS 1 i IR L 5 e B AR B A R 4R
TR A PR

VERSMEAR A W B B o B B LIRS
() AN AR R I AREs i B, vT LA Ak
R 36 M5 ot B ) SRR o R v B
SRS AR A5 A AT A 2 ) A A2 e T e A A
A Y B AR iy MRS RO, B A IR 5 28 A5k
it o i — 20 42 15 2% (R (L ( Heskett, et al,
1994) . (FE Y& FE 2 A TN A 2 ] F1) 22
#i( Zeithaml, 1988 ) , 7E [ ERE H, 1
(EEEA FAFRE D RE A 4 , i A6 2 1 88
F B B R s A Ak 3. ( Tsai et al 2015
Wong & Dioko,2013) . Al & 4t , THR AH
I 8 1 2 A0 ) AR i A8 T | 2 1 R 22 A
% Z—(Lucas,2003;Yi & Busser,2008) , [A
ZYUREEI G RE 5 55K B A8 2 FE T A
TET eI B8 A 2 IO S D e R 25 o

Ry AR PRI A R 5 B, 1R
B3 RS TR AR AL I L A [ L A %) 25 A Al
W5, ANt 5K 2%t D7 v 2 2 I8 &
SR, DA ST Qe 4 5 M % 22 [ 1= 20045 ) B
1& ( Barskey & Tzolov, 2010; Prentice &
Wong,2015;Wan,2011) , SR 548 355 ik 5
AT SR R, SR 44 1 200 8 i 1) 30
SEUF O IR G5 s B A e SR R AR A 22 S Ak
BT IR A W4 355 B 1 A7 T S AU 48 4
TR, T 55 T S R, it ) S B AEE A
W44 5 [F 55F (McCain , et al 2005 ; Mayer &
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SR1M , Wong F1 Fong (2012) 42 i, Fik
A it AR Y VS A 2 i 3] R 5 il ) e
e ASRED N E IR A e SRR
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S S T g v 1 4 IR U B 4 8 -

(1) B 1o 25 B o R o T B o
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JA1) s

(3) M 28 A5 (B TRBS M IRe 1k B
PEFE AL B 1) 5

(4) B i IR s (Can &y AR i Y i e
A EL) o

— BB AR LR T T LA 8 o B IR S
B, a5 AU YA T Bl 1z i 3, 3l T
T R 4 IR 4 B i B A5 358 1) i 2 4%
W (Markovic & Krnetic,2014 ; Zeng & Pren-
tice,2014 ; Prentice ,2013a; Prentice & Wood-
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R %y, % a R TR ] FEN), BB 40 % e 2
HERTR I BB HOAT 24521, LU TR 0 5
FILEMEE o
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(2013 ) 58 2 455 I 765 it B BEL 5 1R DY 3R %%
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REMERBS b B 1) P 20 R S 5 ey s A BE QR AE
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Prentice Az H: [A] ZF ( Prentice, 2013b;
Prentice,2014 ) 147 KB HHIT, ITRIE T
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5 400 5 VAR R & 55 4 IR A5 1 e e 20, PR 2 3
NRLE S R A, L B M R B R
B H AT A 1k 2 fx BB AT HE S A (Watson &
Kale,2003) , Prentice(2014) [ 3E A —
[EREpE bk SN IDN R = o S SR T )
AR 1 A 2 I A Y B 3 (TR B ) L 2R
1117 75 A5 WF 5 4 B s N\ B B[] B 36 T 5
T 58 R SR 2 R e A 4 i T S
B3} Y, Prentice & Woodside (2013 ) i —
AR 7R T ] R A 1) R T O i B ) AR O
BRI Iss | F H B 88 55 5 1 4T
MR E I

MBS BRI A e 4 1 i it o A Ry Wi 4y
RS ) — B0 73, MR 265 B b w2 W 4 80 v e
HEWICR , LW IEIE F 45 I8, IG5 ER
B 5 B N T T AT 2 4 R ) B B
i) K & ( Wong & Fong, 2010 ; Prentice &
Woodside,2013) , 3% 5t [R 2 1y 3 B 45 5
i Hi 5 A 8L e A T TR DR R Al 3
T {18 IR A5 4 A ) AP v s At R B 4
1, ( Wong, et al,2012; Shi, et al, 2014 ) , &
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