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This report will examine the importance of emotional intelligence (EI) on staff performance within a changing, customer-focused working environment and, as a result, the wider impact within the gaming industry. By examining the different factors that affect staff EI the impact on decisions, retention, and development is analysed in the context of a casino environment, bringing in relevant analysis from existing literature.  It is of particular relevance within the UK gaming industry as recent changes to the gaming laws and regulations has resulted in increased responsibility on casino staff who are now required to engage in potentially difficult conversations with customers on a regular basis. Studies reported by C. Pretence and I, Wong already propose that EI is vital to the role of a casino host (covering roles such as Dealers, Supervisors and Cashiers), but there are additional aspects to consider in context staff wellbeing and the overall impact to the business bottom line. All factors considered, this increased focus on interactions between host and customer and host and manager becomes an essential part of customer and staff retention that is strongly affected by the individual’s EI skills.  A review of the existing literature on the gaming industry and related industries will highlight the complexities of discussing EI, and the subcategory of Emotional Labour (EL), in a customer service focused environment and why it is a vital consideration in the modern workplace, especially when dealing with customers in a potentially emotionally charged environment.  
[bookmark: _Toc118891882]How important is Emotional Intelligence to the Gaming Industry.
Emotional intelligence (EI) is already recognised as one of the most valuable skills in the modern-day workplace. With the introduction of new legislation in the UK affecting casinos and gambling services, EI is becoming more vital to the effective running of land-based casinos. This report will examine emotional intelligence (EI) within the context of physical land-based casinos (in contrast to digital only gambling services) in the UK, and how the changes to legislation are highlighting the importance of and need to emphasise EI within this setting. A literature review of existing work is presented and whilst there is research discussing the importance of EI in gaming and customer service industry, it is often focused on the customer or the business.  In this report the importance of EI on staff well-being and how that affects staff and business performance, and thus profits will be explored in more detail, particularly reviewing the dynamics of the customer-casino host relationship following the introduction of affordability checks that have to be done by casino staff. 
[bookmark: _Toc118891883]Summary of the legislation changes to UK gaming rules   
The most recent legislation that casinos and gaming services must adhere to is the Gaming Act of 2005 (although it is currently overdue an overhaul that has been postponed four times in the past few years due political changes (Davies, 2022)). Since the issuance of the Gaming Act 2005, the popularity of online gambling has soared which has, in turn, increased gambling related issues. Speaking on 1st November 2018, the Lord Bishop of Portsmouth (HL Gambling Addiction, 2018 col. 1473) stated that,  
“Around 300,000 people are classified as problem gamblers and 3.6% of the population……—around 1.6 million people—are at “low or moderate risk” due to their gambling.  With some research concluding that there are around 430,000 problem gamblers in the UK.
…. Last year, almost 30,000 people called the national gambling helpline, the highest number of calls it has ever received.”
This, coupled with the 2020 pandemic that drove many people to abstain from their usual recreational activities, has increased government fears regarding problem gamblers. In reaction to this the gambling commission has introduced safer gambling policies that require any gamblers playing reasonably high stakes to adhere to affordability checks. This necessitates staff asking relevant questions to ensure the player is not betting more than they can afford. This is directly related to the gambling commissions Licencing Conditions and Codes of Practice (LCCP) “protect the vulnerable” code where the responsibility of policing safer gambling policies, and ensuring they are completed frequently and thoroughly, has been taken from the industry and placed on the individual gambling sites, and hence the staff. Failing to do these checks could incur heavy fines and possible revocation of licences. Staff within the casinos are now expected to ask personal and intrusive questions before allowing a player to continue. Both Emotional Intelligence (EI) and Emotional Labour (EL) play an important part of this process.

At present the gambling commission enforces three main licensing conditions and codes of practice that form the core of any laws relating to the casino.  These are:
· Prevent gambling becoming a source of crime and disorder
· Ensure casinos are operated in a fair and open way
· Protect the young and vulnerable.  (Gambling Commission. )
The latter code is one of the main drivers for why the safer gambling rules have been put into place. There is no doubt that when gambling becomes an addiction its ability to harm extends much further than the player themselves – their family and dependants are affected as well as the surrounding community. Legislation now places responsibility on host casinos regarding a duty of care to their customers. However, to help customers casinos must have emotionally intelligent people in place who can manage and understand players’ emotions to enable them to recognise the symptoms.   (Hancock, 2013)
[bookmark: _Toc118891884]Literature review to set the context for the report
Examining the work published, there is some relevant literature that specifically addresses the issue of EI in the gaming industry.  However before outlining these arguments, it is important to define what is being discussed in terms of EI and what are the relevant aspects that apply to the gaming industry.  
The origins of emotional intelligence are derived from within Howard Gardner’s (Gardner, 2017) studies of multiple intelligence. He proposed that intelligence such as personal and social were underrated, arguing that intelligence such as Intrapersonal intelligence – the ability to comprehend yourself, create an accurate model of who you are, and use that module to operate well in life – and Interpersonal intelligence – the ability to understand how other people work, what inspires them, and how to collaborate with them –   (Hultin, 2011). were as important, if not more so, than many of the scholarly or academic intelligences that were more commonly measured. Whilst we can argue that in the instance of the academic intelligence is principal to a doctor or a nurse, if they don’t have the social or interpersonal intelligence to understand patients, vital information they need to make a diagnosis could be missed. These two of the seven multiple intelligences were then introduced as Emotional Intelligence (EI) by American psychologists Peter Salovey and John Mayer in 1990, then further popularised by phycologists Daniel Goleman in 1998.  There is still much debate amongst scholars as to whether EI is a personality trait, a cognitive ability, or a combination of the two. 
K. V. Petrides, argues EI is a trait. He makes a clear connection between the Giant 3 – Introversion/ extroversion, stability / instability, and psychoticism (being in touch with reality) – and the Big 5 personality dimensions – Openness, conscientious, extraversion, agreeableness, and neuroticism (Pérez-González & Sanchez-Ruiz, 2014) – and believes that higher levels of life satisfaction are associated with higher EI scores, which implies that our emotional capacities influence how we respond to situations and major life events (Petrides et al., 2004).  Contrastingly, Mayer and Salovey contend that EI is a cognitive ability achieved through a process of rational and logical reasoning and has no relationship with personality. It is a process of recognising your emotions and the ones of those you are interacting with whilst also registering your surroundings  (Drigas & Papoutsi, 2018) . Mayer and Salovey define EI as 
 “The ability to monitor one’s own and other’s emotions, to discriminate among them, and to use the information to guide one’s thinking and actions”  (Drigas & Papoutsi, 2018).
This consists of four skill dimensions:  Perceiving emotions, both your own and others', and being able to read body language or facial expressions; using emotions, including the capacity to acknowledge your own and others' feelings and to incorporate emotional data into one's reasoning when doing cognitive activities like problem-solving or creativity; understanding emotions, including the capacity to grasp complex emotions and how they cascade into one another; and managing emotions, being able to incorporate them into your own behaviour and that of others in order to generate effective strategies that support your development (Drigas & Papoutsi, 2018).
To increase one’s EI, it is undoubtedly possible to train one’s brain to think and behave in specific ways. Many people think they should perform morally, but they don't always follow through. Since thoughts and actions occur in distinct parts of the brain, connecting the two elements and brain regions won't be easy unless you develop the habit and adjust thinking behaviour. Given these facts, it stands to reason that EI cannot be reduced to a characteristic or skill. We cannot generalise and assume that, for example, all nurses share the same traits or personalities. Similarly, it cannot be claimed that it is only a talent that results from upbringing; twins raised in the same family may have different levels of EI.
After his book EI and why it can matter more than IQ, published in 1998, popularised EI, phycologist Daniel Goleman has become one of the most respected authors on the subject. He states that EI is neither a trait nor an ability but a combination of the two. He defines EI as “the capacity for recognising our own feelings and that of others for motivating ourselves and for managing emotions well in ourselves and in our relationships”  (Goleman, 2020).  Much like Mayer & Salovey he classifies EI into 4 competencies: Self-awareness is the ability to comprehend one's emotions, to identify one's strengths and weaknesses; social awareness is being able to comprehend others' thoughts and feelings and the reasons behind their actions; management is the ability to control and regulate behaviour; and relationship management is the ability to act in a way that influences others to produce the desired results and outcomes. (Maund, 2018) Although there are similarities with both theories there are distinct differences. Mayer and Salovey contended that EI is a skill that can be taught whereas Goleman suggest that just by teaching EI it will not guarantee results and that personal circumstances, upbringing, values, beliefs, and social standing will all contribute. Although much of the existing literature is centred around psychological and education-based research, over the last decade more focus on how EI can predict work-related behaviours and staff performance, including leadership potential, career growth, team effectiveness, occupational stress, and job performance, has started to generate more research in organisational contexts.  (Dulewicz & Higgs, 2000).
[bookmark: _Toc118492025][bookmark: _Toc118891885]Emotional labour
Emotional Labour (EL) is a branch of EI, first coined in 1983 in a book called “the Managed heart” by sociologist Arle Hochschild. She defined EL as managing emotions for a wage, involving enhancing, faking, or suppressing emotions to modify the emotional expression (Hochschild, 1983). Building on this theory Steinberg & Figart (1999) contend that EL can be viewed as the need for “a worker to produce an emotional state in another person while at the same time managing one’s own emotions”  (Steinberg & Figart, 1999) . It is the ability of staff to manage and use their own emotions to influence customers or to read the customers emotions and actively use empathy to alter their own feelings to adapt to the situation. This is referred to as ‘Deep Acting’ or ‘Surface Acting’. ‘Surface Acting’ is commonplace in many organisations, for example, the act of smiling to welcome a customer through the door or saying good morning are basic forms of surface acting. This is present in almost all professions. Deep acting is generally more present in settings where employees must be able to show empathy when dealing with clients and customers. Although studies have shown that when staff are deep acting it gives better job satisfaction  (Li et al., 2017)  there are studies that suggest too much deep acting could cause burnout amongst staff.   (Prentice et al., 2013)
Daniel Goleman’s 5 step process of EI is especially useful when addressing difficult conversations and will be discussed in more detail in the report in context of the requirements resulting from the new gaming rules in the UK. In a customer service industry, it is recognised that no matter who the transmitter is, emotions can spread quickly as has been outlined in research by (Hatfield et al., 1993). People unconsciously and consistently imitate other people's facial expressions, voices, postures, and movements, referred to as emotional contagion. Numerous academics have hypothesised that emotions impact the flow of a communication between customer-contact professionals and a customer  (Schuller & Batliner, 2013). The control of emotions is important for service sector personnel, according to Ashforth and Humphrey (1993), as judgements of service quality are frequently based on emotion.  (Ashforth & Humphrey, 1993). For casinos this is particularly important as if a customer comes to play on a table and the host fails to connect or interact with them or portrays the wrong mood it can affect the customer’s experience and willingness to return. Pretence  (Prentice, 2019) states that the perception of service quality is particularly important within the casino industry as there are no physical products to judge. Even if the player is losing the casino host must ensure that the player has a positive experience that leads to retention and return visits. Prior studies have demonstrated that consumers' positive emotional responses to service are strongly influenced by the empathy and attentiveness of contact staff  (Delcourt et al., 2013). These elements are essential elements of emotional intelligence  (Goleman, 1996).
Retaining current casino patrons and casino profitability have a positive nonlinear connection, according to  (Watson & Kale, 2003). It is estimated that increasing customer retention by 5 percent could lead to anything from a 25% to 85% increase in revenue  (Reichheld et al., 1996) Casino hosts, like other service employees, must effectively manage their own emotions in order to manage those of the players.  (LEIDNER, 1999)  
Every single service encounter between hosts and customers are classed as emotional events and each one adds to a cumulative perception. Much of the pre-existing literature has focused on the effects of EI from the customer perspective, however the effect of the research literature on the constant use of emotional intelligence on workers is scarce.  (Prentice, 2016a). 
Given that a customer's perception of the level of service quality is greatly influenced by frontline service personnel, the behaviours and service given by employees ultimately results in customer satisfaction. (Delcourt et al., 2013).  Customer satisfaction is a key factor in customer retention Therefore, frontline staff, in context of people-based services, become a crucial component of client retention.
Due to the unpredictability of game outcomes, gambling is defined as a risk-taking activity. However, it is also regarded as a leisure activity (Cotte, 1997). Casino services are expected to be enjoyable and entertaining.  Gamblers would expect that the frontline staff at casinos will interact with them based on their emotional state in addition to the emotional/affective component involved with gaming. (Prentice, 2013) Many of the interactions between host and player will be emotionally charged regardless of whether the player is winning or losing and can regularly change depending on the outcome of the game. Employees are expected to abide by organisational display guidelines that specify what emotions are appropriate and how they should be expressed to others  (Diefendorff & Richard, 2003). Employees with more interpersonally demanding positions, like hotel front-desk staff, must exert effort and restraint to convey the ideal emotions for the organisation (such joy and friendliness) during service encounters (Hochschild, 1983). In order to abide by these guidelines an employee will often use one of two methods of emotional labour. (Ramachandran et al., 2011) . Firstly, surface acting where the worker might operate on the surface to conform to the display requirements, simulating emotions that are not genuinely felt, pretending to have feelings that they do not have and presents these as such, and secondly, deep acting, which involves the worker attempting to genuinely feel the emotions that they want to express.  (Hochschild, 1983).
Employees use one of these acting techniques to match their expressed emotions with organisational display standards. Whilst most employees can adhere to organisational policies and put on a good front (such as smiling when greeting customers), deep acting — such as genuinely being happy about a situation — requires stronger emotional skills. However, research has shown that customers are able to distinguish between the two and react more favourable to deep acting. (Ramachandran et al., 2011). 
According to research by (Grandey, 2003; Mikolajczak et al., 2007) cited in (Prentice, 2016b)  Deep acting regularly has a beneficial impact on how well staff perform. However, not every employee has the ability to influence their internal processes to behave normally. In the long run, such acting (feeling other people's tension and pain) tends to result in emotional exhaustion, which is an element of burnout.  Though self-efficacy and task effectiveness are two economic advantages that EI and EL can provide for organisations and individuals, it can also, and most likely will, have a negative impact on the employees' physical and mental health. Totterdell and Holman  (Totterdell & Holman, 2003) conducted a study using call centre staff and found that deep acting was related to service performance whereas surface acting was not. However, Hyun Jeong Kim, in his paper “Hotel service providers’ emotional labour: The antecedents and effects on burnout” specifically shows a positive connection between surface acting and employee burn out that inevitably affects service performance. (Kim, 2008) The author concludes that we use both these aspects of EI at different times and at different levels; when we are smiling, we are not always supressing emotion; when a nurse comforts a patient, it is not difficult to evoke empathy. Each interaction is unique and adopting a ‘one best way for each situation’ rather than a ‘one best way for all’ would benefit customers, staff, and players alike. (Dunphy & Stace, 1993). 

Conclusion
The literature, whilst contradictory in some places, does present arguments for the importance of EI, and EL, in interactions between casino hosts and customers.  There is also evidence that using EI can be both beneficial and detrimental.  In the report the specifics of how EI and EL affect the casino environment will be discussed.  The positive and negative affects to staff wellbeing will be considered in more detail later in the report especially given the contradicting arguments on whether surface acting or deep acting is more effective and how the different modes can affect staff and ultimately the casino profits. 
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[bookmark: _Hlk118649504]What role does EI play in staff performance and well-being? Over the past decade research into the importance of EI in staff performance has increased with a focus in the literature on the hospitality industry. Prentice  (Prentice, 2016) has published much information about the effect of EI and staff performance and customer retention but there is little research into the effect difficult conversations have on the wellbeing of staff. It has been established that EI is important to both customer retention, staff retention and business performance, but there is no discussion on how the new safer gambling requirements, or the Australian equivalent, affect the wellbeing of casino hosts. If staff feel empathy with the customers and staff are managing their emotions and using them to influence others, it is argued that surface acting is not enough. There is also research into how the deep acting branch of emotional labour may make staff happier and that it creates a better interaction between customers and hosts. However, given the emotional nature of gaming itself how does this deep acting affect the mental wellbeing of the staff themselves? Difficult conversations can quickly turn confrontational if not handled correctly. Whilst conflict resolution is one of the most researched interpersonal skills in the corporate world, the different approaches to conflict resolution using EI is also becoming a vital skill for casino workers for dealing with potentially more emotionally charged customers. Using EI to manage their own emotions and those of customers is essential but also draining.
Daniel Goleman’s   (Goleman, 2020) 5 step process of EI (shown below in Figure 1) can be used as a tool to use when addressing difficult conversations.

Figure 1. Goleman’s five step process (Goleman, 2020).
• Self-Awareness: Hosts should be aware of how the conversation is affecting their feelings, they want to appear friendly and positive not uptight and nervous, being aware of how the other party is feeling will also aid them in knowing when lines are being crossed. 
• Self-Regulation: Hosts must regulate their own feelings; they maybe feel anger at the customers reaction and want to vent that they don’t want to have to ask these personal questions either, but they have to, this would only be detrimental to the conversation.
 • Self-Motivation: The emotions and energy levels of the participants in difficult conversations frequently become depleted. It's important to maintain motivation and encouragement to find the solution while still maintaining a pleasant demeanour.
 • Empathy: In this situation this maybe one of the most difficult to show. It’s very difficult to empathise with a player’s loss when you are not a gambler yourself – in reality it’s the nature of the game. However, it is vital to these conversations that players feel that hosts are sincere, and it could be a turning point for the conversation.
• Interpersonal Relationships: Building positive relationships between hosts and players will make these conversations run smoother, so building these relationships before conversation are needed will make them less intense and increases the tendency of reaching a resolution sooner. 

Goleman 1995 claims that there is a process to these steps in that you cannot progress to the one without first achieving the other (see Figure 1). How can someone regulate their emotions if they are not first aware of them?
No matter who the transmitter is, emotions can spread quickly as has been outlined in research by (Hatfield et al., 1993). People unconsciously and consistently imitate other people's facial expressions, voices, postures, and movements, referred to as emotional contagion. Numerous academics have hypothesised that emotions impact the flow of a communication between customer-contact professionals and a customer  (Schuller & Batliner, 2013). Verbal cues, and even more so, nonverbal cues from the host or player set the emotional tone in a conversation. Regardless of the facial expression displayed, witnessing someone exhibit a particular emotion can bring about that feeling. People can become influenced in an unconscious manner. If you walk into a shop and someone greets you with a friendly smile you are more likely to feel comfortable in that person’s presence. In many industries the customer’s interaction with staff can be a major factor in their overall perception and judgement of service quality and a determining factor as to return visits and loyalty. The control of emotions is important for service sector personnel, according to Ashforth and Humphrey (1993), as judgements of service quality are frequently based on emotion.  (Ashforth & Humphrey, 1993)
If a customer comes to play on a table and the host fails to connect or interact with them regardless of whether they win or lose it is unlikely that the player will regard the transaction as entertaining. Ultimately gaming is a leisure activity that should be fun.
Pretence  (Prentice, 2016) states that the perception of service quality is particularly important within the casino industry as there are no physical products to judge. Even if the player is losing the casino host must ensure that the player has a positive experience that leads to retention and return visits.
Retaining current casino patrons and casino profitability have a positive nonlinear connection, according to  (Watson & Kale, 2003). It is estimated that increasing customer retention by 5 percent could lead to anything from a 25% to 85% increase in revenue  (Reichheld et al., 1996) Casino hosts, like other service employees, must effectively manage their own emotions in order to manage those of the players.  (LEIDNER, 1999) 
Customers' positive evaluations of the service interaction may be improved by an employee's capacity to comprehend customers' gambling motivations and to modify for their varying needs and requests. Prior studies have demonstrated that consumers' positive emotional responses to service are strongly influenced by the empathy and attentiveness of contact staff  (Delcourt et al., 2013). These elements are essential elements of emotional intelligence  (Goleman, 1996).
Every single service encounter between hosts and customers are classed as emotional events and each one adds to a cumulative perception. Much of the pre-existing literature has focused on the effects of EI from the customer perspective, however the effect of the research literature on the constant use of emotional intelligence on workers is scarce.  (Prentice, 2016). 
Given that a customer's perception of the level of service quality is greatly influenced by frontline service personnel, the behaviours and service given by employees ultimately results in customer satisfaction. (Delcourt et al., 2013).  Customer satisfaction is a key factor in customer retention Therefore, frontline staff, in context of people-based services, become a crucial component of client retention.
Due to the unpredictability of game outcomes, gambling is defined as a risk-taking activity. However, it is also regarded as a leisure activity (Cotte, 1997). Casino services are expected to be enjoyable and entertaining.  Gamblers would expect that the frontline staff at casinos will interact with them based on their emotional state in addition to the emotional/affective component involved with gaming. (Prentice, 2013) Many of the interactions between host and player will be emotionally charged regardless of whether the player is winning or losing and can regularly change depending on the outcome of the game. A branch of EI used in this context is emotional labour as defined above. 
Employees are expected to abide by organisational display guidelines that specify what emotions are appropriate and how they should be expressed to others  (Diefendorff & Richard, 2003). Employees with more interpersonally demanding positions, like hotel front-desk staff, must exert effort and restraint to convey the ideal emotions for the organisation (such joy and friendliness) during service encounters (Hochschild, 1983). In order to abide by these guidelines an employee will often use one of two methods of emotional labour. (Ramachandran et al., 2011) . Firstly, surface acting where the worker might operate on the surface to conform to the display requirements, simulating emotions that are not genuinely felt, pretending to have feelings that they do not have and presents these as such, and secondly, deep acting, which involves the worker attempting to genuinely feel the emotions that they want to express.  (Hochschild, 1983).
Employees use one of these acting techniques to match their expressed emotions with organisational display standards. Whilst most employees can adhere to organisational policies and put on a good front (such as smiling when greeting customers), deep acting — such as genuinely being happy about a situation — requires stronger emotional skills. However, research has shown that customers are able to distinguish between the two and react more favourable to deep acting. (Ramachandran et al., 2011). For example, if a player is angry and upset by a loss, empathy and compassion are needed; the situation cannot be managed by a simple smile. Surface acting in common place always in the service industry as even when dealing with an angry customer, staff must still be polite and pleasant. Deep acting requires staff to not only recognise emotions of players but also to understand and determine the most appropriate emotion for interaction. Alternatively, approaching a winning player with a foreboding mood to discuss their level of spend would kill the mood and likely leave the player disgruntled. The ability to recognise other emotions are vital in any service environment, however this is heightened in the gambling industry due to the emotional charged environment of the casino.
[bookmark: _Toc118293929][bookmark: _Toc118492027][bookmark: _Toc118891887]Deep Acting 
Deep acting can be linked to Howard Gardeners’ theory of multiple intelligences i.e., their intrapersonal skills and their ability to understand oneself and their interpersonal skill, their ability to understand others  (Gardner, 2017) . It can also be directly linked to EI theories such as Mayer & Salovey’s “perceiving and understanding” emotions as well as “facilitating and managing them”  (Mayer et al., 2003) . Furthermore, it incorporates Goleman’s empathy and relationship skills  (Goleman, 2020). Not every gambler who has suffered a significant loss is abusive. Some will remain silent while exhibiting distress. The contact person must show genuine empathy and sympathy (deep acting) in order to calm a stressed-out player. Deep acting is a labour-intensive approach that aims to alter internal emotions to produce more authentic and natural emotional expression. Staff using deep acting could help manage the stressful situation effectively. (Prentice, 2016)  
According to research by (Grandey, 2003; Mikolajczak et al., 2007) cited in (Prentice, 2016)  Deep acting regularly has a beneficial impact on how well staff perform. However, not every employee has the ability to influence their internal processes to behave normally. In the long run, such acting (feeling other people's tension and pain) tends to result in emotional exhaustion, which is an element of burnout.
[bookmark: _Toc118293930][bookmark: _Toc118492028][bookmark: _Toc118891888]Surface Acting
Surface acting is more common, and many customer facing industries use surface acting. We have all heard the term “service with a smile”. Whereas deep acting is feeling the emotions required surface acting is faking them. The employee must portray verbally and non-verbally an emotion they don’t actually feel. Some scholars feel this is a more taxing labour as the employee must constantly monitor and supress their emotions. Ashforth and Humphrey argue that employees who use surface acting may feel false and judgmental, which can lead to psychological and professional maladjustment such as low self-esteem, melancholy, cynicism, and detachment from the workplace. (Ashforth & Humphrey, 1993). In compliance with organisational rules and cultures, staff are not only portraying false emotions but also supressing negative ones. Surface acting isn't just moderating our own emotions it is moderating are emotional reactions. Furthermore Grandey (2003) contended that depression, emotional listlessness, and cynicism toward external pressures were all contributing factors to emotional exhaustion. The constant discrepancy between felt and expressed emotions require mental effort and mental energy. This is even more prevalent within casino settings. Casino hosts are expected to conform to high service standards to ensure customer retention, yet they deal with gamblers who often show aggression and disrespect to employees during a loss. 
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Emotional exhaustion is a form of physical and psychological state of depletion. Poor employee performance, a high turnover rate, and low organisational effectiveness are the results. Due to the 24/7 nature of the gambling industry and the difficult workloads, casino hosts face higher levels of emotional stress than other service professions. Other factors such as artificially nosy settings, antisocial hours, etc., also contribute  (Li et al., 2017) 
The constant tension between expressed and felt emotions used by surface acting requires mental effort and drains mental energy, increasing the risk of emotional exhaustion. Hülsherger et. al., found that surface acting significantly contributed to emotional depletion across several industries.  (Hülsheger & Schewe, 2011).  However, deep acting may affect one's perception of one's true self and alter employee reactions, according to Ashforth and Humphrey (1993). This result may induce self-alienation and a decreased ability to detect or even feel real emotions. It has been discovered that psychological dysfunctions and stress are positively correlated with the reworking of genuine emotions (deep acting) and that burnout may result from such stress.  (Rutter & Fielding, 1988) In fact, the research by Mikolajczak et al. (2007) showed a direct link between deep acting and burnout. (Mikolajczak et al., 2007; Rutter & Fielding, 1988)
This is further hindered by the new legislation that is requiring casino staff to make a personal judgement about a player’s wellbeing and financial wherewithal. This is additional stress for staff as they are being asked to make moral judgements.
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Figure 2. A high-level outline of the link between staff wellbeing and profits
Using EI promotes empathic behaviour by allowing employees to understand others’ feelings and thus respond to others better. Such behaviours are important in-service settings where employees work in teams to meet customer needs. By being aware of their own emotions and the emotions others are experiencing, employees can recognise when their fellow employees require assistance and when they need to be more actively engaged in addressing their customers’ needs. (Prentice, 2016). Gambling is a profitable business.  (Hannum & Kale, 2004)  found that the house has an absolute advantage in almost all common casino games. The casino industry is viable as long as clients visit and engage in casino game play, thus emphasizing the importance of customer service.  (Prentice, 2016).
Figure 2 above outlines the connection between staff wellbeing and business profits, and thus success.  As already discussed, with EI and EL having such a direct and profound impact on staff wellbeing it is vital organisations recognise the importance of EI within the workplace and provide training and support to develop it.
There are many ways in which organisations can curb emotional exhaustion caused by EI and EL such as developing a climate of authenticity or the inclusion of mindfulness.  Mindfulness is proven to reduce stress and alleviate many of these systems. also creating a climate of authenticity where staff feel safe and supported throughout has proven to counteract the connection between EL and emotion exhaustion.
Macao is one of the world largest gaming capitals and it is home to one of the highest concentrations of Dealers in the world. Chan et al.’s (2015) study on casino dealers in Macao shows that emotional exhaustion/burnout significantly affects dealer job satisfaction and turnover intention. Furthermore Prentice, Chen, and King (2013)’s study on hospitality employees found that emotional intelligence is negatively associated with emotional exhaustion and other dimensions of burnout. However, there is little research on the psychological traits and attitudes of casino hosts. According to Frey and Carns (1987), within this industry hosts work in environments where distrust is the norm, and this can be extremely stressful. In addition, casino hosts frequently are torn between anger from management if the House loses and player anger towards them if the House wins, which increases the emotional stress. Morris and Feldman (1997) found a direct link between low job satisfaction and hiding one's true feelings. Casino employees must suppress their emotions when conversing with gamblers because doing so could cause miscommunication. For instance, a player can become irate if the dealer smiles at them after they lose. Casino employees must control their emotions when interacting with gamblers, whose emotions might range from anger at losing to elation at winning, according to Maslach and Jackson (1981). As a result, employees are frequently under emotional stress and risk burning out.  Burnout can lead to absenteeism, turnover, and decreased productivity and effectiveness (Maslach et al., 2001) .One of the main causes of burnout is emotional exhaustion, which is the state of being emotionally worn out, agitated, and frustrated due to the intense emotional demands that exhaust one's capacity for client responsiveness. Casino dealers fall into this category since they must control their emotions when dealing with customers under pressure at the gaming tables.

[bookmark: _Toc118293934][bookmark: _Toc118492032][bookmark: _Toc118891891]Climate of Authenticity 
A climate of authenticity is the organisation culture and how comfortable workers are being able to express themselves openly and freely and incorporates how much support and commitment they have to the company. This could be enhanced by development through coaching and mentoring managers to be approachable and understanding towards staff, whilst offering a safe, secure, and well-equipped environment to work in. Managers EI is a key factor in understanding the needs of staff to ensure these criteria are met and to ensure there is respect amongst colleges and that staff are comfortable expressing themselves. There is a positive relationship between authenticity and psychological wellbeing – when people can be themselves and are more comfortable in their surroundings, they are more satisfied in their jobs.  Surface acting to supresses their own feelings so goes against this. For example,  (Quilty et al., 2015)  suggests that even though 90% of casino staff said they had been encouraged to look for symptoms of problem gambling, employees often expressed that they felt that intervening would go against the companies’ financial goals and this conflict between how they felt and how they acted (surface acting) is detrimental to staff wellbeing.  Within the casino environment hosts constantly modify and manage emotions of both themselves and players to ensure the effective running of the games. However, this constant surface acting can cause employee emotional burn out. A climate of authenticity is a mediator that offsets the damage that emotional labour surface acting does and creating a good climate of authenticity with support of managers can help offset that burnout.
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Mindfulness is the internal side of EI  (Martin et al., 2018).  defined as “seeing things as they are in the present moment without prejudice assumptions or expectations”  (Davis & Hayes, 2011) . It entails self-regulation, so that attention is focused on the present moment.  (Goleman, 2009) More businesses are now absorbing mindfulness into their culture and mindful people are undoubtedly more skilled emotionally, which helps the overall satisfaction and wellbeing of the worker. One workplace example of how this has been implements is Google. Since 2007 it has employed Chade-Meng Tang, co-founder, and author of Search Inside Yourself  (Tan, 2018) , to run mindfulness courses within the company. 
Asserting that meditation and reflection is one of the few ways to improve EI, N Martin et al (Martin et al., 2018) claim that mindfulness improves success as it increases memory, social relationships, and confidence. By improving cognitive abilities and better decision making it can improve team collaboration and open mindedness, which in turn creates better relationships between both colleagues and customers and by reducing stress, it will reduce sickness and absenteeism. (Good et al., 2016) . 
[bookmark: _Toc118293936][bookmark: _Toc118492034][bookmark: _Toc118891893]Difficult conversations and customer retention
The goal of Grosvenor has always been to build a long-lasting company. It is better for them to have clients spend what they can frequently, and thus longer, and not excessively, because their business will fail if they permit people to gamble beyond their means. Gaming has grown more accessible because of technology and internet resources, which has drawn younger customers. Due to their use of the internet and media and the fact that they are more computer adept than the older generation, these clients may be the most vulnerable group in the market and are consequently seen to be at a higher risk  (King et al., 2010). These all come under the LCCP code for “Protecting the young and vulnerable”.  Casinos now have a duty of care to their customers to ensure they are playing within their means
In order to adhere to this code casino staff must be able to seek out and recognise and “protect” problem gamblers. Casino employees are now required to approach players and inquire about their financial situation, asking questions such as "How much money do you make?" and "How much do you spend on utilities and bills?" as well as "Can you afford to lose this money?". Serious repercussions could occur if casinos fail accomplish this. In August 2022, Ladbrokes was fined £17million pounds (GBP), and its licence may yet be revoked, after a problem gambler was flagged several times before anyone intervened.  (Boland, 2022).
It is important to create a climate of authenticity and for workers to receive training on how to conduct these responsible gambling (RG) talks. If they are executed incorrectly, they could prove detrimental to players and hosts who could be more reluctant to engage in these intimate discussions with customers. Staff must use their EI to gage the player’s mood and explain to the player why these conversations are needed but this can sometimes be met with hostility.  In this situation the host must adapt and control their own emotions whilst managing those of the player to ensure a positive interaction.
The well-known book ‘Six Thinking Hats’ by Bono (2009) offers a useful strategy for negotiating challenging conversations. Participants are instructed to concentrate on one type of thinking at a time and then switch to the next type of thinking collectively to foster conversational synergy. According to Bono, there are six different types of thinking that we all engage in: white hat thinking (data and information), red hat thinking (feelings and intuition), yellow hat thinking (benefits and positives), black hat thinking (risks and negatives), blue hat thinking (processes and goals), and green hat thinking (we think about ideas and alternatives). Conversations can become difficult because each individual is doing a different kind of thinking at the same time which leads to different perceptions. 
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Developing EI can increase employees' productivity and efficiency. It is one of the most significant psychological characteristics that might improve employees' abilities and job performance. Employees that are emotionally intelligent are better able to produce high-quality products and services at work. EI can affect the atmosphere, job satisfaction, management, and organisational development. Research suggests that correctly directing emotions can lead to greater staff commitment, enhanced organisational effectiveness and self-efficacy.  (Tabatabaei et al., 2013) Jordan et. al., implied that teaching EI in the workplace is essential because social interactions need positive emotional commitment. EI affects every aspect of life from work, education, personal life, and mental health,  (Jordan et al., 2002). so, it makes sense that organisations not only look for staff that have it but actively and continuously help to improve and develop it within their organisation. Further research suggests that developing positive emotions within groups facilitates cooperation between members, decreases conflict, and improves efficiency. (Barsade, 2002) (Nelis et al., 2009).
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Traditionally we think that the key to a successful business is keeping customers happy, however happy staff play a pivotal role in this. Research supports that organisations with satisfied staff are more likely to give better customer service, thus a greater likelihood of customer satisfaction  (Schneider, 1999) . Organisations are now increasingly more concerned not only with customer needs but also with employees’ needs. We are in an era where it is common practice to have multiple generations and cultures within the same workforce so finding a training solution that would be one fit for all is very difficult. A company’s brand values are its core personality or vision and having the correct staff in place that are on board with the vision takes consistent internal marketing and communication. Employees satisfaction and customer satisfaction are inextricably linked and thus the research on internal marketing has increased. Kottler identifies three key relationships:  customer – staff interaction, internal marketing of the company to employees, and external marketing of the company to customers. Managers must navigate between the three for optimal results and aiding this is the organizational culture.  Everyone is aware of the types of behaviour that are appropriate for upholding the brand based on the principles that support the corporate culture and, by extension, the brand. Internal communications regarding the brand and its strategy aid in reinforcing good behaviour. Moreover, with staff committed to the brand they will have more confidence to act and follow it thorough. (Thomson, de Chernatony et al., 1999) In order to build relationships with customers, employees need to trust the organisation. Without this trust they will not commit to the organisation vision. (Zaheer et al., 1998) 
When an employee commits, they develop a sense of loyalty, psychological attachment, and concern for the organization's future.  (Garbarino & Johnson, 1999; Zaheer et al., 1998) The relationship that employees form with customers can enhance the reputation and brand. Specifically, within the hospitality industry all customer-employee interactions are classed as emotional interactions  (Prentice & King, 2011) . Indeed, the business advantages of feelings like dedication, loyalty, and trust are now referred to by some as “Emotional Capital”  (Thomson, De Chernatony et al., 1999). The more committed the employees are, the bigger increase in the emotional capital of the organisations brand.

[bookmark: _Toc118492037][bookmark: _Toc118891896]Job satisfaction
Job satisfaction generally refers to an emotional state resulting from one’s job experiences or the level of contentment that an employee feels about his or her work (Locke, 1976;). Managers and employers today face the task of not only a diverse workforce with different cultures and beliefs but also different generations who look for different benefits from jobs. Gone are the days when a job was only working 40 plus hours a week to feed a family.  Much of the workforce now value a better work-life balance rather than more money. An example of this is a problem currently in the NHS with research suggesting that an estimated 40,000 trained nurses have left the profession in the last year citing a better work-life balance as the reason (Campbell, 2019).  Certain roles in casinos, like many other professions (such as nursing) need extensive training to do their jobs and cannot be replaced easily. This highlights the importance of managers being able to relate to employees and understand what they want from the organisation. There will always be a mixture of employees with different organisational commitment. Some will be ambitious and want to progress through the ranks and others will be content to stay where they are. Recruitment and on-going management of staff needs to take this into consideration. Whether or not an employee is committed to an organisation will directly influence their customer service skill, commitment to change and overall satisfaction.  Managers must use EI to assess what each member of staff desires and each employee may want different levels of stimulation, work life balance and progression. Some will be happy coasting along and some will be eager to climb the corporate ladder.  

[bookmark: _Toc118492038][bookmark: _Toc118891897]Leadership 
According to research, people with high levels of EI have better career success,  (Dulewicz & Higgs, 2000) feel more secure in their jobs  (Jordan & Troth, 2011), lead more effectively, perform better as a team  (Ann & Cheryl, 2002), and are better equipped to cope with stressful situations.  (Tsaousis & Nikolaou, 2005). Goleman proposes that EI can contribute to a competitive advantage within a change management context. (Goleman 1998). Furthermore, Walsh recognises the crucial role that emotions play in how employees react to changes in the workplace environment and how they use or manage their emotions.  (Walsh, 1995). A greater grasp of the practical effects of a change policy implemented inside an organisation may be facilitated by EI. Furthermore, because they are ill-prepared to handle the expectations and outcomes of such a trying and emotional process, people with poor emotional control typically respond unfavourably to the suggested adjustments. Employees that can manage these emotions effectively, however, are upbeat and tend to take initiative. They often decide to change how they perceive a change programme that has just been implemented and see it as an exciting challenge.  (Vakola et al., 2004) The EI of staff can determine whether an organisation change program fails or succeeds.  (Huy, 1999) With this in mind is it any surprise that organisations now hold EI and intrapersonal skills a necessary requirement whilst employing new staff? (Saunders & Zuzel, 2010)
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To recognise the issue of problem gamblers and money laundering, the gambling commission that oversees the gaming sector has issued stricter safer-gambling rules. As discussed on the section on difficult conversations, casino employees are now required to approach patrons and assess if a customer has the financial and emotional security to continue playing.  To do this in a constructive way it was important for workers to receive training on how to conduct these responsible gambling (RG) conversations as if applied incorrectly they could irritate customers and harm staff members who may understandably be reluctant to engage further with these intimate discussions with customers. The safer gambling rules also placed more emphasis on the staff's ability to assess clients' rationality and hence determine how much money they can spend. To explain this to the consumer in a gentle, constructive manner it is clear that staff must use their emotional intelligence. However, is this fair to casino employees or to customers? Employees at casinos are neither financial advisors nor councillors. Furthermore, as highlighted in the study by Quilty (Quilty et al., 2015), employees felt a conflict of duty between protecting customers and meeting the financial goals of the company, adding additional pressure to the situation.  For the business to continue to grow whilst meeting the safe gaming requirements this needs to be clarified for the employees or it runs the risk of becoming detrimental to the long-term business performance.  
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According to marketing literature, acquiring new customers is an expensive procedure.  (Prentice, 2016) When Staff cultivate ongoing relationships with newly acquired customers with the goal of establishing a long-term business relationship with them, the company benefits, which leads to customer loyalty and retention. Customer retention is a more economical strategy that directly affects business profitability. According to marketing experts (such as Richheld, 1996), although the industry will ultimately determine the rate of increase, a 5% improvement in customer retention can result in a 25-85% increase in a company's overall income.  (Prentice, 2016) Customer loyalty and business success are widely accepted as being related to service quality and customer satisfaction (e.g., Anderson et al., 1994; Cronin et al., 2000). According to Prentice (2013), service quality is particularly valued in the casino business as a crucial element in retaining customers and gaining a competitive edge. The manner in which employees engage with clients in personal settings affects the level of service a customer receives. From this vantage point, customer retention and business profitability are impacted by interactions between customers and employees.   (Wu et al., 2015). 
People with creativity and good people skills are increasingly in high demand (Saunders & Zuzel, 2010), but once they are hired, it is important to invest in them to keep them happy. Most workers desire advancement and acclaim it is in our nature to want to do well. Maslow's hierarchy of needs places self-actualization and esteem needs at the top (Jerome, 2013). Businesses must focus equally on the individual, the team, and the task at hand if they want to succeed (Adair, 2006). Golman argues that EI is more significant than IQ and that inability to control one's emotions renders “Smart people stupid”  (Goleman, 2020), suggesting that even if you have an IQ on par with that of Einstein, you will struggle to succeed if you lack the EI to make the most of it (Goleman, 2009). Interpersonal interactions are essential if management want to obtain achievements through colleagues. The way we relate to one another is through interpersonal skills. It includes our facial expressions, tone of voice, body language, and general attitude. These have the potential to have both positive and negative effects on others (Maund, 2018). According to studies, up to 70% of learning at work occurs informally. (The importance of engaging in workplace learning: Motivating staff through informal learning. 2014) Co-workers trust and are more productive with co-workers who are friendly. Without EI and positive interpersonal ties, this cannot be accomplished.

Within the casino setting staff have to engage with different types of gamblers. There are generally three types, those who gamble socially for fun and companionship, those who gamble professionally and who will use gambling as their source of income (this is more likely to be within games of skill as well as chance, such as poker rather than games of chance like roulette or blackjack) and finally there are the problem gamblers that make up the 5% of gamblers that have an addiction.  According to a report by the Gambling Commission 2022, compulsive or problem gamblers make up 0.3% of gamblers, their lives are consumed by money and gambling. Casino hosts must be able to adapt their service encounter accordingly and need to be able to manage their emotions in each scenario; much like Hershey’s leadership styles this is not a matter of one size fits all, particularly as gamblers moods can change quickly and frequently. The dealer must manage their emotions to celebrate wins whilst enabling a positive interaction even whilst the customer is losing. A study by Prentice & King indicated that the greater the emotional intelligence of part of the host the greater the adaptability in dealing with casino players. (Prentice & King, 2013)


[bookmark: _Toc118891900]Conclusion
Whilst EI is not typically associated with the gaming sectors, it is much more common than one would imagine. The strict regulations that the gambling board has imposed on casinos has reinforced the delicate balance required between the host and customers to mitigate loses for customers who cannot afford it whilst maintaining company profits, highlighting the necessity of utilising EI in staff interactions with customers.  With the obligation on Casinos to keep an eye on how much money their customers spend they must make sure that staff are qualified to do so. This requirement of the conversations regarding a customer’s financial and emotional status is referred to as enhanced due diligence (EDD).  The cashier must now enquire personally about a customer's income if they want to withdraw money from their accounts and the questions are quite intrusive and private. In addition to understanding how best to ask these questions, casino staff also have to manage their reactions to the typical reaction from customers which is generally "Why should I tell you this?”.  A dealer may also need to suggest to a player who is losing money that they take a break and do so in a non-judgemental way. The sustainability of the casino and the players depends on these transactions and employee EI. Any interaction between staff and customers is crucial because there is no actual physical product to sell in order to provide the service. Customer loyalty is created when a customer's experience with a staff member directly affects whether they return for another visit. As discussed previously, staff utilising EI in casinos can enhance profitability by up to 85% and improve client retention by 5% (Prentice, 2016). According to other studies (Watson & Kale, 2003), client loyalty and satisfaction with the casino's services directly affect its bottom line. While still enabling the recreational benefits that a consumer would expect from a casino, casino staff are now expected and encouraged to develop emotional connections with customers to help the casino's profitability and customer wellness, so EI becomes a significant factor in a casino’s success.
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