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Abstract: This study investigated the responsible gambling perceptions of frontline casino employees

of Macao gaming companies, how they identify and respond to problem gamblers, and the
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intervention barriers that they face in practice. The study used semi- structured questions to conduct
multiple rounds of interviews with 49 frontline casino employees from 6 gaming companies in
Macao. The thematic analysis of interview data show that most frontline casino employees
understand responsible gambling clearly, but a few employees have significant cognitive biases;
employees are generally able to identify problem but rarely proactively intervene in their problem
gambling behavior. The results revealed that role ambiguity and conflict, fear of offending clients or
getting themselves into trouble, fear of misidentification and lack of support, guidance or knowledge
were the main barriers to prevent staff from proactively intervening in problem gambling behavior.
The study believes that Macao’ s responsible gaming policy has certain effects on employee
cognition, but with sever difficulties in practical intervention. Strengthening staff training, clarifying
the responsibilities and scope of intervention, and improving responsible gambling education for non
- local gamblers are recommended to improve the practice of responsible gambling in Macao.

Key words: Macao expo enterprise; frontline casino employees; responsible gambling; problem

gambling; behavioral indicators; intervention barriers
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