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1.1 Industry Context
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Figure 1: Market Revenue of the Gambling and Gaming Industry in the UK 
(Source: Grandviewresearch, 2025)
The gambling and gaming industry in the UK is considered one of the largest entertainment sectors that helps the country to drive its economic growth and jobs. The UK online gambling industry had a revenue of USD 7,371.5 million in 2024, and increased its profit rate to USD 15,093.8 million by 2020 (Grandviewresearch, 2025). The UK market is predicted to grow at a 12.8% rate between 2025 and 2030. Casinos and Adult Gaming Centres (AGCs) are land-based gambling establishments that still co-exist with fast-growing internet gambling websites. Over 1,400 AGCs are operating in the UK at the moment to offer electronic game machines and also offer entertainment services to adult consumers (McEneaney, 2025). The industry has faced a high threat of competition due to the adoption of technological advancements, customer preferences and regulatory compliance. Therefore, it is essential to monitor the service level and customer demand provided at the gaming purpose to sustain the competitive advantage and operations.
1.2 Overview of organisational background
Admiral Casinos is a well-known gaming company in the UK and part of the NOVOMATIC Group, which is a global provider of entertainment services and gambling technology. The organisation has over 230 gaming locations in the UK, mostly Adult Gaming Centres which offer electronic slot machines and customer support services to adult gamers. In this type of entertainment-based business, service exchanges between staff and customers play a key role in customer satisfaction (Admiral Casino, 2025). The company needs to closely monitor their service quality and customer satisfaction to maintain its position in the gaming industry.
1.3 Problem Statement
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Figure 2: Key issues in the gaming industry 
(Source: Self- Created)
The problem gaming companies face is employee engagement, which results in poor performance in service, low customer experience, and a negative organisational outcome. The frontline employees are necessary to the service-based organisation that provides high-quality service to the customer as per demand. From the research, it has been observed that employees in gaming companies help the players to play properly by meeting responsibilities within a friendly environment (Boccoli, Gastaldi and Corso, 2022). Service management research has indicated that employee engagement has a significant impact on motivation, which subsequently is an indicator of service quality and customer satisfaction. Hence, the involvement of employee engagement in service quality is an organisational barrier in the gaming and gambling industry.
1.4 Significance of the Research
The significance of the research is that it needs to examine the role of employee engagement in improving the quality of services in gaming venues. The results can assist managerial decision-making, employee performance, and customer satisfaction, thereby increasing business sustainability across the UK gambling industry.
[bookmark: _eq6u2mslz26g][bookmark: _Toc224315130]2. Research Aim, Objectives and Questions
Research Aim 
The main aim of the study is to analyse the relationship between employee engagement and service quality in the UK gaming industry, especially at Admiral Casinos. 
Research Objectives
	Objectives
	Explanation

	Objective 1
	To identify the use of employee engagement in a service organisation

	Objective 2
	To determine the key factors influencing employee engagement in Admiral Casinos

	Objective 3
	To evaluate the interrelationship between service quality and employee engagement

	Objective 4
	To analyse the service quality to enhance customer satisfaction and loyalty


Research Questions
· What organisational factors motivate employee engagement in Admiral Casinos?
·  Why is service quality essential to enhance customer satisfaction in the gaming sector?
·  How does employee engagement experience by the employees in a gaming organisation?
· How does employee engagement affect employees' ability to deliver high service in gaming centres? 
[bookmark: _j239dknwouqc][bookmark: _Toc224315131]3. Critical Literature Review
[bookmark: _uscrsgdgh9y1][bookmark: _Toc224315132]3.1 Overview of employee engagement and theory 
Employee engagement is one of the fundamental factors in human resources to manage customer demand, organisational service and employee satisfaction. One of the influential theories is Kahn's employee engagement theory, Albrecht et al., (2023), which states that employee engagement is a psychological perspective among an individual based on their job design, where the individual has to develop their cognitive, physical and emotional factors towards their work. By applying this theory, the influenced employees are normally described as being more highly motivated, committed and dedicated to organisational objectives. Engagement is a process of vigour, commitment and absorption in work-related activities, a measure of positive relation of employees to their work responsibilities.
Based on the recent study by Ohri and Dutta, (2025), it has been noted that engagement of workers plays a significant role in the operational efficiency of the organisation to meet its objectives. Organisations that have superior employee engagement tend to record better employee performance, lower turnover interest, and enhanced organisational loyalty. In the same way, Cai et al., (2024), posit that organisational support, leadership behaviour, and workplace culture have a strong impact on engagement. In the service-based sector, employee engagement is crucial, especially since frontline workers have direct customer interactions and change service delivery outcomes. An employee will exhibit proactive behaviour, offer personalised service, and add value to customer experiences when psychologically attached to their work. Therefore, the main perspectives of employee engagement are to provide high-quality service to the customer and enhance the productivity and operation of the organisation. 
[bookmark: _Toc224315133]3.2 Motivation and employee performance 
Motivation is necessary in employee development because it helps the workers to continue their service by adaptation of skills and self-improvement. Through the application of the two-factor theory of Herzberg, Lee et al. (2022), stated that the motivation of employees and job satisfaction are affected by two factors, which are motivators and hygiene factors. Motivators are internally-driven factors in the work, including achievement, recognition, accountability, progress, and personal development, and directly increase job satisfaction and influence the employees to work better. Hygienic factors, on the contrary, are the external conditions such as pay, company policies, working conditions, supervision and job security. These are not directly the factors that lead to higher satisfaction and they only prevent dissatisfaction as long as they are provided properly. The study Li et al., (2025), showed that when an organisation does not implement hygiene factors, the workers become dissatisfied and lack motivation, which results in a high turnover rate. The main purpose of motivators is to maintain employee engagement and enhance their performance at the workplace. The gaming sector should recruit employees who have the ability to work under pressure with respect to shift work, operational pressure and constant monitoring of customer demand. 
[bookmark: _Toc224315134]3.3 Impact of service quality delivery on employee engagement 
Service is an essential term in the organisation, as high-quality service delivery by an employee to the customer helps the company to build a reputation and competitiveness in the sector. Chotisarn and Phuthong, (2025), stated that SERVQUAL is one of the models where customers analyse the services based on their expectations and perceived quality of the service. It identifies five dimensions regarding the ways customers can understand service quality, such as reliability, responsiveness, assurance, empathy, and tangibles. Reliability is the quality of an organisation to perform services correctly and uniformly, and responsiveness is the desire of employees to help customers and offer timely services. Similarly, Saha et al., (2025), in the gaming centre, service quality is mainly used to support the players, gaming machines and foster a positive environment among the customers, meeting the responsibility of gaming facilities. High-quality service by the employees helps to retain loyal customers and maintain competitiveness in the market. 
[bookmark: _Toc224315135]3.4 Employee engagement and customer satisfaction 
Employee engagement had an interrelationship with customer satisfaction. The study stated by, Zeglat, Shrafat and Al-Gasawneh, (2024), the service profit chain theory, helps employees to maintain motivation in their jobs and provide better services to the customers. The resulting services provide better customer experiences, increase customer satisfaction and loyalty eventually.  In the gaming centres as a customer-facing industry, employee attitudes and behaviour have a direct impact on customer service perceptions. Therefore, active workers have higher chances of generating good service interactions. The study stated that the organisation should meet the demands of employees to maintain the service at the workplace. 
[bookmark: _Toc224315136]3.5 Conceptual Framework 
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Figure 3: Conceptual Framework 
(Source: Self–Created) 
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The existing study had identified the use of motivation, service quality and employee engagement in various sectors which include the gaming industry. However, there is limited information related to the use of employee engagement on service quality delivery in gambling and entertainment sector. The study is also not able to provide in depth detail on how employee engagement directly influences service quality in gaming centres. Therefore, further research is required in future to analyse the relationship and interconnection of service quality and employee engagement at Admiral Casinos. 
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[image: ]
Figure 4: Saunders' research onion model 
(Source: Saunders et al., 2019)
The study, with the implementation of Saunders' research onion model, discusses the techniques used to gather data.  Research philosophy mainly shows the knowledge related to the study. The study will be undertaken pragmatism philosophy as it provides accurate theoretical information as well as focuses on the practical process of organisational issues (Garcés‐Velástegui, 2024). Saunders stated that pragmatism enables the researcher to choose methods that suit the research problem. Pragmatism is suitable in this research study since the study seeks to come up with practical results on the relationship between the extent of employee engagement and service quality in Admiral casinos. This philosophy helps the study to gain empirical data based on employees' experience at the workplace and the service process. 
[bookmark: _b12pnt1phwor][bookmark: _Toc224315140]4.2 Research Approach
Research approaches help the study collect information related to the study from the main domain as well as the subdomain. The study will adopt a deductive approach to gather evidence, as this benefits the research by collecting data on the relations of the theoretical aspects. This research will be guided by theories of employee engagement and service quality (Fife and Gossner, 2024). The theories form a theoretical basis through which employee engagement can be analysed based on the influence of employee engagement on service provision and customer satisfaction in gaming centres. This approach helps the research to gather information based on employee engagement and the influence of service quality delivery at Admiral Casinos. 
[bookmark: _diuq9ktsxmpi][bookmark: _Toc224315141]4.3 Research Strategy
Research strategies help the study to maintain balance during the time of gathering evidence. The study will adopt a case study strategy to explore and gather specific information related to employee engagement, customer satisfaction and service delivery at Admiral Casinos. This approach will enable the researcher to understand the experiences of the employees, organisational practises, and service delivery in an actual gaming centre setting (Islam and Aldaihani, 2022). All the information will be gathered based on industry-based research. 
[bookmark: _xdsbsfovp40o][bookmark: _Toc224315142]4.4 Data Collection Methods
The research will undertake primary data collection methods by using surveys. Gaming centre employees will be invited to complete a close-ended questionnaire that will provide detailed information on the key variables in accordance with the research objectives (Arndt et al., 2022). Questions will be designed in the questionnaire concerning the engagement of employees, employee perceptions towards the quality of services and the organisational support in the workplace. The survey research is said to be appropriate because it enables the researcher to get quantitative data from several individuals in a relatively short time frame. The closed-ended questionnaire will help the research gather numerical data related to the service quality, customer satisfaction and employees' experiences at Admiral Casinos. 
[bookmark: _r9s2417c6tsr][bookmark: _Toc224315143]4.5 Sampling Strategy
Purposive sampling will be used to select the respondents, mainly the experienced employees involved in constant contact with the customers at Admiral Casinos gaming centres. Purposive sampling helps to choose direct participants involved in the gaming centres. The sample size will be 50 employees, and make sure that all of them are directly involved in the gaming centres. 
[bookmark: _hpxsxoxxm6vo][bookmark: _Toc224315144]4.6 Data Analysis
The research will collect mainly quantitative data. In order to analyse the quantitative data, the study will use Microsoft Excel as it delivers a statistical representation of various charts to measure employee engagement and service quality variables. It also analyses descriptive statistics, frequency, and percentage. A correlation study will also be used to understand the relationship between service quality and employee engagement (Mweshi and Muhyila, 2024). 
[bookmark: _um3t2ctk8vdk][bookmark: _Toc224315145]4.7 Ethical Considerations
The research will follow all the principles of ethical consideration at the time of collecting quantitative data. The survey questionnaire will be administered with the informed consent of participants (Struminskaya and Sakshaug, 2023). The policy of confidentiality and anonymity will be observed during the research work, and no personal information of the participants will be disclosed. All the information will be kept in a highly secure password network, thereby complying with the data protection law. 
[bookmark: _1l4wd54npdfb][bookmark: _Toc224315146]5. Business Relevance and Practical Implications 
The findings of the study mainly focus on the information based on service-related delivery organisation in a more specific way, mainly the gaming company such as Admiral Casinos. The correlation helps the study to understand the relationship between employee engagement and service delivery with respect to customer satisfaction. Employees who are satisfied, encouraged, and engaged with their jobs tend to have a higher chance of providing quality service experiences (Gazi et al., 2024). The findings can assist managers to establish proper engagement strategies, including recognition programmes, training, and supportive leadership practises. Employee engagement can be enhanced to enhance service delivery, customer satisfaction, and staff turnover. The research study will also help the company to develop services and operations that are efficient to maintain loyalty and sustainability of the workplace. 
[bookmark: _6a2on4ojqtpj][bookmark: _Toc224315147]6. Conclusion 
From the above discussion, it can be concluded that the research focuses on the influence of employee engagement and service quality in the UL gambling sector, mainly at Admiral Casinos. The research reveals that employee engagement is a very important aspect in enhancing service delivery, customer satisfaction and organisational performance in service-oriented contexts. The research provides a solid theoretical background by focusing on the application of appropriate theories like the employee engagement theory, motivation theory developed by Herzberg, and the SERVQUAL model. The data collection, based on the proposed methodology, where the case study and survey were used, is supposed to result in practical insights that could be offered to the managers. Therefore, the study will enhance the level of motivation and build long-term sustainable practices in the industry. 
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