


COMMUNITY ENGAGEMENT
GROSVENOR CASINOS
THE BARRACUDA CLUB


CLAUDIA ELENA BABADAC-1905902
LECTURER’S NAME :GREGORY COWAN 







1

Table of Contents
Introduction	3
Discussion and analysis of organization	4
Operation, size, structure and goals, mission and values	4
Identify its customers and what they expect from the organisation in terms of goods and/ or services	4
SWOT of organization	5
Role of the employees within the organisation and how they support the organisation achieve its goals	6
About training and development and why this is important to organisation	7
Role I chose from the organisation and  the importance	7
Skills and knowledge needed to carry out the role	8
Training and development requirements need to be considered	8
Conclusion	10
References	11


[bookmark: _Toc48572928]Introduction 
The study will provide organizational analysis on Grosvenor Casinos – The Barracuda Club. The gambling industry will be seen in operation on that basis the size, goals, mission and values of the organization is to be shown. The analysis of SWOT and role of employees will be reflected in casino club. The particular role of croupier will be explained as they are main dealer on the table that represent its importance on gambling table and in organization. The croupier skills and knowledge will be presented along with training and development requirement in The Barracuda Club. 

[bookmark: _Toc48572929]Discussion and analysis of organization 
[bookmark: _Toc48572930]Operation, size, structure and goals, mission and values
The organization operates in the sector of gambling founded in 1970 considered as UK based chain. The organization has 53 locations of casinos in main towns and cities around UK with 2 unbranded sister casinos presented in Belgium that shows size in terms of spread locations. Grosvenor Casinos present network employs across 6300 employees around UK which represent the size of the organization in terms of workforce. The organization also operates online with over 250 games with themes spanning to advance slot styles and live gaming. 
The organization has the complex organization structure with including number of hierarchy such as top management, vice presidents, managers, dealers (also termed as servers, slot attendants, cashiers, and croupier) and surveillance team (Clegg et.al. 2015). The goals of the Grosvenor Casinos are to achieve the six main pillars such as creating compelling multi-channel offer, building digital capability and scale, consistent evolving venues proposition, consistent improvement of customer experience through innovation, commitment to safe and fair gaming and within environment that allows people to develop, creative and offers exceptional services. 
The vision is to become 1-billion-pound revenue global gaming organization by 2023 and it will be achieved through transforming business and consistent exceed of expectation of customer and shareholder. The organization believes in creating the values through the brands by creating superior environments that shows the change needs and expectation of colleagues and customers offering stimulating and entertained experiences each time to excite and entertain (Rank at a glance, 2020).The main values Grosvenor Casinos stands for are: Service,Teamwork,Ambition,Responsibility and Solutions. 
[bookmark: _Toc48572931]Identify its customers and what they expect from the organisation in terms of goods and/ or services 
The organization has different types of customers such as young and enthusiastic salaried players, lucky first timers, depressed gentleman or lady, the curious player, waitress and bartender, big spender, cool dude and grandma and grandpa at slot machines (Prentice, 2013). 
The customers expect fairness in the business from prices to terms of service to contractual length. The casinos customers mostly come for entertainment from the services the employees provide them. In offering services, the transparency is expected. In the competitive environment, service outages, things breaking take place and price changes and due to which customers prefer openness from the casinos they give money to. The customers that are very new that means first time visitors expect to get incentive and casinos also makes efforts to offer a joining hours to new customers (Prentice and Wong, 2015). The approach of easy money consistency as attractive way to show services to customers and to ensure them in showing that firm is offering something to new customers in return of nothing. 
 The customer’s wants that they get something in alternative of cash they are providing. For this expectation, casinos generally provide in exchange the chips to play the game. The customers visiting casinos that they can enjoy till the time they want with having all the services and facilities and casinos offers this experience very well as their main concept is no windows and clock to give best experience to customers (Prentice, 2013). The last thing is that customers can purchase very easily the services and goods in casinos and this expectation is met by every casino. 
[bookmark: _Toc48572932]SWOT of organization 

	Strength 
Grosvenor Casinos has strong network of distribution as it has been working for many years in the gambling industry. 
The organization has good capital expenditure returns as it has successful execution of new projects by developing new streams of revenue. 
Quality assurance has raised the market demand of the casinos (Green, 2012).
High workforce with scalability and skilful as huge investment is done by organization in training and learning programs. 
The casino has strong dealer community with having strong brand portfolio.  
	Weaknesses
High attrition rate as organization has to deploy the huge amount of funds on training and development of workforce. 
Not very effective at forecast of product demand that results into missing of opportunities in comparison to competitors (Epstein, 2012). 
Restricted success externally to core business due to its present culture.


	Opportunities
The casino has new consumers from online platform that will open up new channels of sales using big data analytics (Wagenaar, 2016). 
The new technology will offer the organization to practice differentiate price strategy in newer market. 
The cost of transportation will be decreased due to low shipping prices that will bring down the product costs of casino that will raise the profitability. 
The low rate of inflation can ensure more market stability enabling credit at lower rate of interest to consumers of casino. 
	Threats
The competition is intense as industry offers stable profitability which has attracted number of players in the sector that has created pressure of reducing sales and profits. 
Liability laws and policies on the casinos are complex to operate in market (Abarbanel and John, 2012). 
No consistent supply of creative product resulting into high or low sales number with passage of time. 



[bookmark: _Toc48572933]Role of the employees within the organisation and how they support the organisation achieve its goals
The employee role in the organization is very important as they are the main asset who serves the customers. The staffs are the business face of every casino. The different employees have different role in the organization and all of them support in organization to achieve the goals. The general manager role is to monitor and coordinate the activities in managerial functions. Manager such as shift manager, client relations manager role is to regulate the procedure of gambling with organizing the work of all structures in organization (Prentice, 2016). Pitboss coordinate all the work in their area, monitors game honestly, controlling dealer work and resolving the issues if any arising on the tables. 
Inspector role is to coordinate dealer work, controlling gameplay, guaranteeing game fairness, evaluating players, their attitude and monitoring compliance. Dealer or croupier role is to act as intermediary among casino and player,deal the games properly,making payouts correctly and have a friendly attitude. Host role is to greet and communicate guest with offering bonuses. The cashier role is to conduct all financial transactions and controller role is to monitor smooth functions of slot machines. The last is security staff whose role is to manage the customer interest (Wan and Chan, 2013). 
All the roles support in meeting the organization objective by working on their roles in the efficient manner that ultimately gives customer satisfaction and value to the firm. 
[bookmark: _Toc48572934]About training and development and why this is important to organisation
The organization role is to offer the training and development to the Barracuda Club casino employees. Training includes programmes that allow employees to learn precisely skills or knowledge to manage performances. The development programme includes more expansion of employee growth planning for future performance instead of immediate role improvement of career. The training and development programmes are both important (Tiyce et.al. 2013).Barracuda Club provides training courses as Communication & Social Skills,Anti-Money Laundering ,Health and Safety,Apprenticeship for Manager and others ,available for the employees on the special training website.The training programme allows the individual to strengthen the skills that every staff requires improving. On the other side, development programme brings the employees to next level so as to same skills and knowledge in casino operations. 
It will support in reducing the weaker links among the organization that depends highly on others to finish basic tasks. The training and development ensures better performance of employee, increases satisfaction and morale of employee, identifying weaknesses, ensuring consistency, raising productivity and adhering quality standards, increasing innovation in new products and strategies, reducing the turnover of employee, increasing reputation and profile of club and ensuring blended learning (Gray et.al. 2015). 
[bookmark: _Toc48572935]Role I chose from the  organisation and explain the importance
The selected role is of croupier in the casino. A croupier is the person appointed at the gambling table to support in conduct of game, especially in bets and pay-outs distribution. This employee is typically hired by casinos only. It is significant that croupiers need to the game protocols that are applied to their table and will not take any risk own. The dealer is important for the progress of the game as they are highly competent at arithmetic calculation because of course and they make right payments immediately to the player who wins (Pisac, 2013). The role is also important as they are responsible for cards distribution or they act the player in dealer place irrespective of whether or not that player has duty for cards distribution. 
The croupier also plays the flexible role in terms of working hours. Although they work in shifts but they can choose any shift of working which shows that they are important to business. As online casinos are also run, the role of live dealer becomes more important as they act as the major entertainer in hosting the game on table. Live dealer role is to keep the player seated and coming again for more bet amount (Nicely et.al. 2012). This shows that in gambling table in the absence of croupier the game cannot be forwarded or presumed. 
[bookmark: _Toc48572936]Skills and knowledge needed to carry out the role 
The croupier requires having skills to carry out their role in the effective manner. The skills such as active listening by sowing full attention to the people saying, speaking with players to convey information, social perceptiveness means aware on player reactions, monitoring performance, service orientation by looking on the manners to support people, instructing and coordination (MyMajors, 2020). Along with that it should have more skills such as time management, negotiation, persuasion, critical thinking, mathematical accuracy, writing and managing personnel resources in the club. 
The croupier should have knowledge about customers and personal service that includes knowledge on fundamentals and procedures for offering customer services. It involves needs assessment of customers, achieving service quality standards and evaluating customer satisfaction. The knowledge on geometry, algebra, statistics, calculus and its application as well should be presented in club croupier (MyMajors, 2020). Finally, they shall have knowledge of English language which includes basic structuring and content of language looking on meaning and words spelling. 
[bookmark: _Toc48572937]Training and development requirements need to be considered 
To by hire on position of croupier, the individual requires training and development. The two types of training are given to act as croupier such as theoretical and technical training. The theoretical training will provide learning on gambling concept considering historical, social and economic phenomenon that characterize human era and industry. The learning will be given on maths behind the game of table and profits of casino gaming floor (Prentice et.al. 2017). The training will also provide on customer profiling, superior services to customers, game protection and economical and organizational aspects.  
The technical training includes developing expertise, raising capability to target, working quickly and accurately. The technical training relates to black jack, fair roulette and American roulette, three cards poker, craps, Texas and Omaha poker, Caribbean stud poker and Punto banco (Gaming school, 2020). Further, croupiers are given internal training of three months for the black jack and roulette game. The significant development is required in techniques, processing and hospitality. After average of 1 to 3 years the individual can be considered by club casino as skilful croupier so that further training can be given on other games. 

[bookmark: _Toc48572938]Conclusion 
The study concluded that casino organization has similar mission and values as the other organization had in general. It had been identified that different customers are presented in Barracuda Club and their expectations also varies some come to enjoy and entertain while some to earn money. The SWOT analysis had been presented of club along with different employees in casino structure. The role of croupier or dealer of club had been presented and its importance of the gambling table. The croupier also needed particular skills and knowledge that are also shown in report. The importance of theoretical and technical training needs in croupier had been highlighted. 
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