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[bookmark: _po5g7qea35tm]Abstract
The extent of employee engagement is a well-known imperative factor in organisational performance, employee performance and service quality within the customer facing industries. Front line employees have a major influence in the UK gambling industry to influence customer experiences and service delivery standards. Although engagement of employees contributes towards increasing the quality of a service, there is a shortage in studies that investigate its connection with service quality in gambling organisations. Thus, the study examines the relation of employee engagement with service quality perceived by frontline employees in admission casinos of the United Kingdom, Admiral casinos.
This research was done to determine the level of employee engagement, organisational factors that influence employee engagement, perception of employees regarding the quality of the services offered and the correlation between employee engagement and quality of service offered. It was based on a positivist research philosophy and deductive approach, which was underpinned by a quantitative research design. Primary data were gathered using online questionnaires to customer facing employees. 
Training and organisational support were the most robust organisational factors whereas employee recognition was the most outstanding area in need of improvement. There were also positive impressions of employees of service quality, especially responsiveness, professionalism, and customer support. Internal consistency reliability testing revealed that all measurement scales have acceptable levels of reliability. Additionally, the correlation analysis showed that employee engagement and employee-perceived service quality have a statistically significant positive correlation (r = 0.67, p < 0.001), which validates the main thesis of the study.
The analysis shows that increased rates of employee engagement have a positive effect on the results of service quality. Suggestions are to bolster employee reward systems, leadership development, staffing, developing employee welfare programs, and offer more definitive career advancement. The study is a contribution to the sparse literature about employee engagement in the UK gambling industry and provides practical guidelines on how to enhance employee performance, customer service, and organisational productivity in Admiral Casinos.
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[bookmark: _eh2qx4gpk6l2][bookmark: _Toc235971926]CHAPTER 1: INTRODUCTION
[bookmark: _k7miprbh1oli][bookmark: _Toc235971927]1.1 Introduction
Employees are generally known as one of the most treasured resources of the service based organisations since they directly influence customer experiences, organisational performance as well as business success. In industries where the relationship between employees and their customers is at the frontline like in the contact model of a customer, the attitude and behaviours of employees including their commitment can make a huge difference on the level of service they deliver. Consequently, the issue of employee engagement is emerging as an issue that organisations are increasingly considering as a strategic variable contributing to productivity and customer satisfaction and competitive advantage. Employee engagement is the extent of emotional, cognitive and behavioural levels of work and organisation that employees demonstrate.
In the meantime, the quality of service has remained a significant factor of success of organisations that have been serving in customer oriented markets. Quality of service is rated by the customers and this is with the incorporation of such factors as responsiveness, professionalism, reliability, empathy as well as the overall service experience (Chaichi et al., 2023). When stimulated, inspired and hooked, the workers will tend to provide better customer service. As a result, the question of the correlations between employee engagement and the quality of service has turned out to be a significant field of management study.
[bookmark: _9lz7s4cjn6sm][bookmark: _Toc235971928]1.2 UK Gambling-Industry Context
Gambling industry significantly contributes to the economy of the UK and is a very vast industry of betting, casinos, bingo, lotteries and gaming centres among others. Over the past couple of years change in the industry in the form of technology has changed, changing consumerism and increased regulatory pressure has been immense (Chaichi et al., 2023). The rapid growth of online gambling has made the traditional players stiffen competition forcing them to shift their focus to the consumer in terms of the experience and quality of their service offering to retain their clients in the industry.
Adult Gaming Centres (AGCs), are a significant land-based gambling industry (Chaichi et al., 2023). They offer this through the gaming machines and entertainment facilities which are controlled and regulated by these venues which avail the same to the customers. Contrary to the internet, AGCs heavily depend on face-to-face communication between the employees and customers. Frontline employees will deal with the task of receiving customers, solving problems, information, safe environment, and gambling regulations (Chaichi et al., 2023).
Some of the aspects that the UK Gambling Commission emphasizes on include customer protection and responsible gambling. As a result the workers that are working in gambling houses have to offer good customer services or rather identify potential risks and persuade and inspire responsible gambling (Chaichi et al., 2023). These roles may have added work stresses on top of those that may be experienced in other service industries.
[bookmark: _hmhk7n6tls6x][bookmark: _Toc235971929]1.3 Admiral Casinos Background
Admiral Casinos is a large operator of Adult Gaming Centres in the United Kingdom, and a subsidiary of Novomatic UK Group. The organisation runs a variety of venues within the country, and offers entertainment services via gaming machines and customer-oriented services. Admiral Casinos has a large number of customers and highly relies on customer based personnel in order to ensure effectiveness and efficiency of the operation (Kanellopoulou et al., 2025).
Admiral Casinos also demand a lot of responsibilities on the frontline workers that are essential. They consist of welcoming the customers, receiving customer queries, gaming machine support, consumer concerns, encouraging safe gaming practices and legal requirement to organisational rules (Kanellopoulou et al., 2025). As employees interact with the customers a lot, their performance can influence the attitudes of the customers towards service quality.
An appropriate organisational context to explore the research question of employee engagement and service quality is the case Admiral Casinos because in an organisation that is sensitive to services like this, customer-employee relationships are paramount in organisational performance (Kanellopoulou et al., 2025). The organisation also possesses some of the problems which are in the bigger gambling industry such as the need to address customer service, workforce and regulatory demands.
[bookmark: _j8keizjuwfc7][bookmark: _Toc235971930]1.4 Research Problem
Customer facing staff in gambling venues ought to give a high level of customer service, but also tackle operational and regulatory responsibilities. Players have to give correct details, attend to the demands of the customer within a short amount of time, be professional and reform the responsible gambling programs (Kanellopoulou et al., 2025). To meet these expectations, employees are supposed to be motivated, engaged as well committed to their duties.
Still, faced with challenges at work, the frontline staff tends to experience difficulties both of which can negatively affect the engagement levels. These issues consist of irregular working hours, rotating shifts, emotional labour, inappropriate behaviour of customers, work pressures, routine duties, and duties of compliance (Tatar et al., 2025). They can also suffer a lack of recognition, career advancement, training or management support of employees.
These issues will reduce the rate of communication among employees and potentially service quality. Dissociated employees might not be as motivated to offer exemplary customer service which leads to low speed of response, inconsistent service delivery, diminished customer satisfaction and high employee turnover (Tatar et al., 2025). On the other hand, with employees being appreciated, encouraged and appreciated, an increase in dedication and eagerness to surpass customer expectations could come into place (Tatar et al., 2025).
Although previous studies have been done on the issue of employee engagement and service quality in sectors such as hospitality industry, retail and the healthcare industry, in the gambling sector in the UK, there have been scarce studies on the issue.
[bookmark: _9n4hdg1i69ya][bookmark: _Toc235971931]1.5 Research Rationale
The justification of this research is that an understanding of factors that influence employee engagement and quality of service in customer-facing environments is crucial. There is an increasing acceptance about the value of employee engagement as a driver of performance in organisations, employee retention, customer service and service excellence (Tatar et al., 2025). At the same time, the most critical factors which are impacted by the quality of service are the organisational competitiveness and reputation (Tatar et al., 2025).
The quantitative survey methodology has been chosen due to the strengths of the technique which would enable the measurement of employee perceptions in a systematic way in response to standardised questions (Tatar et al., 2025). Structured questionnaires help in collecting numerical data which can be statistically analysed to determine trends, relationships and patterns. The low cost of online surveys, availability and the ability to access data on workers in different locations are also the practical advantages of online surveys (Tatar et al., 2025). In addition, the study enables putting aside specific business considerations, such as recognition, managerial support, training and organisational resources. 
[bookmark: _dxjdpl9b9idt][bookmark: _Toc235971932]1.6 Significance of the Research
The analysis matters academically, in management and among the employees. The study adds to the literature available in its research field by analysing the issue of employee motivation and service quality in the insufficiently studied UK Adult Gaming Centres. The results will be able to provide empirical evidence on the association between these variables and to generalize the engagement theories to the world of gambling (Yu et al., 2024).
The organisational leaders can use the study as a manager to identify facets of work place that motivate employee engagement and quality services. The findings can inform the decision making on the staff recognition, leadership training, staff training, communication styles and support plans of the workplace (Yu et al., 2024).
The research provides an opportunity to the workers to offer views on workplace experiences and organisational support. By knowing what can influence engagement, it is possible to achieve the desired result of better wellbeing, increased organisational commitment, and job satisfaction (Yu et al., 2024). Lastly, improved employee engagement can contribute to enhanced customer experience and even more sustainable performance of the organisation.
[bookmark: _ynu5ytq2m7yk][bookmark: _Toc235971933]1.7 Research Aim, Objectives and Questions
 Research Aim
To test the hypothesis; employee engagement and employee perceived quality of service at front-line workers in the chosen Admiral Casinos in the United Kingdom. The aim of the test will be to test the statistical significance of a relationship between employee engagement and employee-perceived quality of service.
Research Objectives
· To determine how much the frontline employees are engaged in selected Admiral Casinos.
· To investigate the way employees feel about the support of the leadership, recognition, training, organisational support and working conditions.
· To find out the quality of services the frontline employees give to the employees.
· To recommend on how the level of engagement and quality of service could be enhanced by the staff.
Research Questions
Q1. What is the level of employee engagement of frontline employees in selected Admiral Casinos?
Q2. What are the employee scores of the leadership support, recognition, training, the support of organisation, and working conditions?
Q3. How do the front line employees perceive quality of services in Admiral Casinos?
Q4. Is there statistically significant employee engagement relating to employee-perceived service quality?
Q5. What could Admiral Casinos do for boosting service quality and employee engagement?
[bookmark: _go1u002zkkpq][bookmark: _Toc235971934]1.8 Research Hypothesis and Conceptual Structure
H1: There is no statistically significant relationship between employee engagement and perceived quality of service among frontline employees of Admiral Casinos.
H2: There is a statistically significant positive correlation among the frontline employees (Admiral casinos) between employee engagement and perceived service quality by employees (Yu et al., 2024).
The hypothetical model hypothesises that the interaction between the organisational characteristics such as leadership support, recognition, training, organisational support, and working conditions and the employee engagement can be affected. The employee perceived quality of services should be positively impacted by the increase in the employee engagement.
[bookmark: _cyuez3s78tuu][bookmark: _Toc235971935]1.9 Dissertation Structure
There are five chapters of this dissertation. Chapter One the research topic, organisational setting, research problem, justification, significance, objectives, research questions and hypotheses are discussed. In Chapter Two, the literature and theoretical perspectives that are relevant in it are critically reviewed. Chapter Three outlines how and how data was collected. The Fourth Chapter demonstrates and looks at the findings of the study. Finally, Chapter Five provides certain recommendations, restrictions, future research plans and concludes the research. 


[bookmark: _xra4514zewps][bookmark: _Toc235971936]CHAPTER 2: Literature Review
[bookmark: _iylns7ovhp01][bookmark: _Toc235971937]2.1 Introduction
The chapter is a critique of the academic and practitioner written material that addresses staff engagement and quality service. The aim of literature review is to build a theoretical and empirical background of the research and find gaps in the existing research. Under the chapter, the author has examined some of the key theories of employee engagement that include the Employee Engagement Theory by Kahn, Job Demands-Resources (JD-R) Theory and Herzberg Two-Factor Theory (Yu et al., 2024). It also looks into the organisational factors that influence the involvement that involve support to the leadership, employee recognition, training and development, communication and working conditions. The chapter further explores the definition of service quality and the SERVQUAL model and then digs further on a relationship between employee engagement and quality of services (Yu et al., 2024). The review ends on the finding of a research gap and offering the conceptual framework which underlies the current study.
[bookmark: _k3broixmlur1][bookmark: _Toc235971938]2.2 Employee Engagement
The topic of employee engagement has taken centre-stage in organisational behaviour, as well as human resource management due to the connection with organisational performance, employee wellbeing and customer satisfaction. Kahn is the first who introduced the concept and engagement can be defined as the extent to which employees exercise somatic, cognitive and emotional manifestations when performing a role (Yikilmaz et al., 2025). Kahn claimed that active employees dedicate their efforts, concentration and commitment to work practices.
It is claimed to purify the concept itself and employee engagement was described as a positive and satisfying work-related situation endowed with a sense of vitality, devotion and absorption (Yikilmaz et al., 2025). Vigour is a characteristic of high power and strength, dedication is a characteristic of excitement and pride and absorption is a characteristic of inner preoccupation of work undertakings.
[bookmark: _jujedlnxpos3][bookmark: _Toc235971939]2.3 Dimensions and Measurement of Engagement
Majority of scholars have even concurred with this even though the definition has been varied as the employee engagement is the readiness of the workers in giving back way more than the demand of their occupations (Yikilmaz et al., 2025). Engaged employees tend to be more dedicated, motivated, discretionary and are well aligned towards the organisational aims. Studies have shown that employee engagement has a positive influence on productivity, customer satisfaction, organisational performance, and employee retention (Yikilmaz et al., 2025).
Job satisfaction and organisational commitment is not synonymous to the engagement of the employees. Job satisfaction influences primarily the workers attitude towards employment whereas engagement is the active involvement and engagement of the workers (Yikilmaz et al., 2025). Organisational commitment can be taken to mean attachment to the organisation whereas the engagement deals with the attachment the employee has of the work and the organisational goals.
[bookmark: _hxdafz8rx3tj][bookmark: _Toc235971940]2.4 Kahn’s Engagement Theory
Today, Kahn's theory of employee engagement remains one of the greatest theories in the field of engagement research. According to the theory, there are three psychological factors which influence employee engagement, which are its psychological meaningfulness, its psychological safety, and its psychological availability (Rumbles, 2022).
Psychological meaningfulness is determined by an employee's sense of meaning and worth of his job. There's a well-documented link between workers feeling their efforts have value and them becoming engaged in the job. Customer-facing roles, such as at Admiral Casinos, can find significance by giving top-notch service and ensuring positive interactions with customers (Rumbles, 2022).
Psychological safety has been linked to employees being comfortable to put themselves out here without repercussions. The supportive management and fair treatment, open communication help to move toward achieving psychological safety (Rumbles, 2022). Safety gives employees permission to be involved and give suggestions.
Psychological availability reported as workers' emotional, physical and mental capacities to perform work effectively (Rumbles, 2022). Availability is related to workload, stress, wellbeing, and work-life balance.
The theory suggests that organisations can improve engagement by engagement, positive culture and the provision of the proper resources. While very important, critics argue this is not easy to measure objectively. But the theory can be a helpful guideline to how engagement is manifested in service organisations.
[bookmark: _nzpwleniuiyw][bookmark: _Toc235971941]2.5 Job Demands–Resources Model
The Job Demands-Resources or the JD-R Model implies the framework used extensively for explaining employee engagement. Development of this model put forth an opinion that both job wellbeing and engagement hinge on the presence of a balance between job demands and job resources (Mazzetti et al., 2023).
Job demands that will consider sustained effort in this work include workload, emotional labour, challenging customers, and shift work among others, and performance pressure. The heavy demands may result in burnout, stress and disengagement  (Mazzetti et al., 2023).
Job resources are organisational and those resources that are interpersonal that facilitate performance and wellbeing of employees. Examples include managerial support, training opportunities, autonomy, recognition, feedback as well as career development opportunities  (Mazzetti et al., 2023). The resources are used to assist the employees in attainment of work objectives and finding a solution to the working challenges.
The JD-R model reveals that job engagement is greater in case job demands are lower than the job resources. Front office employees such as those working in casinos are forced to have to engage in stressful situations on a daily basis. To maintain engagement and quality of service, therefore, the organisational support should be adequate (Mazzetti et al., 2023).
The JD-R model will find application in this study as it stresses the benefits of organisational factors: the support of the leadership, recognition, and training, of which questions are analysed in the questionnaires of the survey.
[bookmark: _w9eadbz4hkz1][bookmark: _Toc235971942]2.6 Herzberg’s Two-Factor Theory
The Two-Factor Theory of Herzberg gives further input on the subject of employee engagement and motivation. Herzberg recommended that the workplace could have factors that an individual existing in the workplace may look into and which could be classified as hygiene factors and motivators (Ibrahim et al., 2023).
Pay, company policies, supervision, working conditions and job security. In their absence, they are probably likely to be unhappy and they may not be a motivational source in themselves.
Recognition, achievement, responsibility, advancement and personal growth are some of the aspects that can motivate one (Ibrahim et al., 2023). These are some of the factors that make employees have job satisfaction and they motivate the employees to give their best.
At Admiral Casinos, the various opportunities provided to employees to boost engagement include the recognition programmes, career development and supportive leadership. The same may result in low employee satisfaction and damage service delivery in case of poor working conditions or lack of adequate managerial practices (Ibrahim et al., 2023).
Although the theory by Herzberg has been critiqued on the provision of simplification on motivation, it is still possible to utilise this theory in order to ascertain the speech and behaviour of employees considering the effects of working conditions.
[bookmark: _5kv63mk450lq][bookmark: _Toc235971943]2.7 Leadership and Organisational Support
Leadership is a very influential factor in employee engagement. Leaders are the ones who impact the motivation of employees, workplace culture, communication as well as performance. Leadership style has been identified to support increased job satisfaction and employee engagement levels with a positive correlation (Kumar and Bagga, 2024).
Transformational leadership is most efficient as well because it makes the employees get inspired, it supports them and makes them grow. The type of leader with whom engagement is more commonly nurtured is one who provides positive feedback, recognizes good performance, and involves employees in decision making (Kumar and Bagga, 2024).
Organisational support theory indicates that positive attitudes are developed among employees when the employees feel that the organisation values their effort and cares about their wellbeing. Perceived organisational support creates trust, commitment and good intentionality to put in additional efforts (Kumar and Bagga, 2024).
The supportive leadership style can be used to improve the amount of confidence in employees, reduction of stress and service delivery in the customer service setting. When employees feel that they are supported by managers, chances are that they will be involved positively with the customers, and provide discretionary effort.
[bookmark: _lki13ua8izzc][bookmark: _Toc235971944]2.8 Recognition, Training and Working Conditions
Recognition is always reputed to be a significant predictor of engagement amongst employees. Workers feel that they are being heard by being praised after having done something good and they feel valued. The recognition could be in various forms such as verbal praise, awards, bonuses and career development opportunities (Kumar and Bagga, 2024).
Engagement is also a factor that is contributed by training and development. Training helps in increasing the job competence, self-confidence as well as capability of all the talented employees to fulfil their own personal job roles. The workers who feel that they are provided with adequate training and development skills are more content as well as devoted to their job and companies (Kumar and Bagga, 2024). 
Another important element that affects engagement is associated with working conditions. Some of the areas that contribute to good experiences among employees include favorable working conditions, good staffing, fair working loads, communication, and fairness in working conditions (Piraneo, 2024). Also, fatigue stemming from workload, overwork, shortages of staffing, and irregular work schedules can lead to decreasing engagement as well as increase stress.
The employees of Casinos also tend to work for longer hours, along with having awkward relationships with their customers. Training, appreciation and favorable working environment are, therefore, particularly important in maintaining the interest and level of services.
[bookmark: _rrp3qwgejbp][bookmark: _Toc235971945]2.9 Meaning and Measurement of Service Quality
Service quality can be defined as the ratings of consumers about the quality and efficiency of the services available. It is a statement of the conformity or even higher degree of the performance of the service to the expectation of the customer.
Service quality is especially sensitive to customer satisfaction, customer loyalty, reputation, and organisational performance in customer facing industries as customer satisfaction and customer loyalty are determined by this variable. Quality of service assists in creating a repeat business and a good word of mouth recommendation (Piraneo, 2024).
Services are not tangible, constant and are created during interactions between employees and customers unlike physical products. Consequently, employee behaviour plays a significant role in influencing customer perceptions with regards to the quality of the services (Piraneo, 2024).
Responsiveness as a professional, reliable as well as empathetic, understanding and supporting of customers would be part of the service quality in the gambling places. The job of the employees will be to ensure continued positive experiences of customers and adherence to rules and responsible gaming.
[bookmark: _euohbshw3up][bookmark: _Toc235971946]2.10 SERVQUAL Model
One of the most powerful frameworks of measurements of service quality is staying: SERVQUAL model designed by Parasuraman, Zeithaml and Berry. There are five dimensions of service quality suggested by the model:
· Reliability can be described as delivering services in the most precise and uniform manner.
· Responsiveness is concerned with an ability to help the customers in a timely and effective way.
· Confidence is connected with the level of knowledge and proficiency of the employees and their capacity to evoke confidence (Wider et al., 2024).
· Compassion demonstrates personalised care and customer needs regarding insights.
· The physical facilities, equipment and appearance of employees are the tangibles.
The SERVQUAL model distinguished the quality of the services based on the expectation and real services experiences of individuals (Wider et al., 2024). Even though the model is criticized by some scholars as paying so much attention to customer perceptions, it is still prevalent in the service industries.
The responsiveness, professionalism, and customer satisfaction dimensions are specific to this paper in that they are closely related to such survey items which are used to define the quality of service that is perceived by an employee.
[bookmark: _6fkszvtmugyq][bookmark: _Toc235971947]2.11 Engagement and Service Quality
The amount of evidence which shows that employee engagement positively correlates with service quality, is quite large. Concerned employees will be more interested, motivated and committed to delivering quality customer services (Floyd et al., 2026). The concept of Service-Profit Chain introduced by Heskett assumes that customer satisfaction and organisational performance will rise with the aid of employee satisfaction and employee engagement helping to achieve a better level of service quality.
The studies of hospitality, retail, healthcare, financial services will always reveal a positive correlation between the engagement level of employees and customer satisfaction. Employees will likely provide a more satisfactory customer experience, when adequately supported, recognized and even provided with developmental opportunities (Floyd et al., 2026). Nonetheless, other researchers say that the association might have been affected by other factors including leadership style, organisational culture, level of staffing and pressure to work. Therefore, investigation of such a relation within the framework of specific organisations remains topical.
[bookmark: _ale17f278yzc][bookmark: _Toc235971948]2.12 Gambling and Comparable Service Sectors
The gambling industry has numerous features with other customer-facing service industries, such as hospitality, retailing, leisure, tourism, and entertainment. Employees in both of these industries are very important in determining customer experiences and the performance of an organisation (Floyd et al., 2026). In turn, studies that have been carried out in similar service industries can be relevant in the context of the correlation between employee engagement and the quality of the services in a gambling setting.
One of the most researched industries in terms of employee engagement and customer service is the hospitality industry. Frontline employees are essential in hotels, restaurants and leisure facilities to create positive customer experiences. Research always indicates a greater degree of customer orientation, responsiveness, and service commitment by engaged hospitality employees (Costes et al., 2023). When the employees feel that they have the backing of management and that their efforts are appreciated, chances of offering personalised and professional services increase. The same situation can be observed at gambling establishments, whose staff is in charge of establishing friendly atmospheres and ensuring a friendly relationship with customers.
The retail business sector is also helpful to compare since the workers of a retail business are in constant contact with the clientele and have an impact on the processes of purchasing goods (Costes et al., 2023). A survey in the area of retail organisations suggests that engagement of employees has a positive effect on customer satisfaction, quality of service and performance of organisations. Better retail employees are more prepared to help the customers and sort out issues effectively and encourage organisational goals.
[bookmark: _1p76861p36t][bookmark: _Toc235971949]2.13 Research Gap
The literature demonstrates that the engagement of employees positively influences the organisational performance and the quality of service. Earlier studies have investigated the concept of engagement within other industries such as hospitality, care, retail and financial service industries (Costes et al., 2023). But little empirical studies have been done on the UK gambling industry and Adult Gaming Centres.
Besides, there are not numerous surveys that have examined employee-perceived quality of services rather than the perceptions of customers (Costes et al., 2023). The voice of front line workers is yet to be represented even when these are the people that are at the frontline when delivering the services.
This study will fill these gaps by conducting a study on employee engagement and employee-perceived service quality amongst frontline employees in Admiral Casinos. The study offers new evidence that service is an industry that is service based and highly regulated.
[bookmark: _m7xatox0nxz6][bookmark: _Toc235971950]2.14 Conceptual Framework and Hypotheses
The research hypothesis is that employee engagement is influenced by leadership support, recognition, training, organisational support, as well as working conditions, based on the reviewed literature (Costes et al., 2023). Employee engagement, in its turn, is likely going to positively affect employee-perceived quality of service.
Hypotheses
H1: There are no statistically significant relationships between service quality (as perceived by employees) and employee engagement in frontline employees of Admiral Casinos (Costes et al., 2023).
H2: The employee engagement with the service quality as perceived by the employees among the frontline employees in the Admiral casinos has a statistically significant and positive relationship.
[bookmark: _gditzvp0uskc][bookmark: _Toc235971951]2.15 Chapter Summary
This chapter made a critical review of the literature concerning the service quality and employee engagement. Discussed were theories like the Employee Engagement Theory created by Kahn, Job Demands-Resources Model and Two-Factor Theory, which were created by Herzberg. In the review, the importance of the leadership support, recognition, training and working environment was mentioned to impact employee engagement. This chapter further discussed service quality and SERVQUAL framework and went on to discuss evidence which has been proposed linking engagements and service quality. Lastly, a gap in research in the UK gambling sector was also determined and thus a conceptual framework and hypotheses were created upon which the empirical investigation would be carried out in the following chapters.

[bookmark: _bgh7u5l5xo3i][bookmark: _Toc235971952]CHAPTER 3: Methodology
[bookmark: _heading=h.r5qqto2y2s4d][bookmark: _Toc235971953]3.1 Introduction
The methodology adopted to explore the relationship between employee engagement and employee perceived service quality in the frontline staff group of Admiral Casinos in the United Kingdom is explained in this chapter. The chapter covers the research philosophy, approach, design, strategy, target population, sampling method, design of questionnaire, data collection methods and analysis techniques (Susilawati et al., 2025). It also includes issues of reliability, validity, ethical considerations and methodological limitations. The methodology adopted has been developed to meet the objectives of the research in a systematic manner and to provide reliable and valid data which is relevant to the study environment.
[bookmark: _heading=h.pzwdc7xuri5][bookmark: _Toc235971954]3.2 Research Philosophy
In the research in this study using research philosophy is a research philosophy of positivism. There is an implication that positivism makes the assumption that social phenomena themselves are measurable, based on facts and numbers. The philosophy is to be objectivity, statistical analysis and hypothesis testing (Susilawati et al., 2025). In conducting this study, the method that is used is a positivist method, because this study is an analysis of measurable relationships between Employee engagement with Employee perceived service quality.
Structured questionnaires and data collection techniques using quantitative methods are in line with positivist theory because it allows the researcher to analyse the data relationship between perceptions of employees objectively, and to identify patterns and relationships in the employees' perceptions using statistical techniques (Susilawati et al., 2025). Not only that, positivism is the one that can develop and test hypotheses as is the aim of this research.
[bookmark: _heading=h.3c8msosdg9l0][bookmark: _Toc235971955]3.3 Research Approach
The type of this research is deductive. This research is theoretically supported by theories that have been developed such as the Employee Engagement Theory, the Two-Factor Theory, and the Job Demands-Resources Model (JDR Model). Several hypotheses have been developed based on these theories and the empirical studies already done on the correlation between employee engagement and employee perceived service quality (Susilawati et al., 2025).
The deductive approach is appropriate because it allows the researcher to test out the assumptions he/she has made using quantitative survey data from the employee at Admiral Casinos.
[bookmark: _heading=h.m3ua9l93hcw9][bookmark: _Toc235971956]3.4 Research Design
A quantitative design allows numerical data to be gathered that can be analyzed statistically. The design is suitable and appropriate for the study because the phenomenon being studied is the attitude of employees towards their engagement, managerial support, training, service recognition and service quality (Susilawati et al., 2025).
The cross-sectional design was used since the data was collected at one point in time and not over a long period of time. This will help the researcher to understand how people currently think and how the variables relate to each other, without the need to be time consuming and expensive.
[bookmark: _heading=h.hskjow1r60yw][bookmark: _Toc235971957]3.5 Research Strategy
A survey research approach is used in conducting the study. Survey research is frequently used in business and management studies to gather data from a reasonably large number of respondents in a similar fashion (Susilawati et al., 2025).
The main data collection tool used was an online questionnaire. The survey method has several benefits: it is easy to implement, low cost, confidential and allows for the collection of data from employees across several different locations (Liu et al., 2025).
The survey technique is particularly suitable for surveying employee attitudes, in which case the employee is not subjected to the pressure of the interviewer. Also, standardised questions allow for a statistical comparison and analysis of participants.
[bookmark: _heading=h.gyuueyjnni1s][bookmark: _Toc235971958]3.6 Target Population
The target audience are customer facing staff from Admiral Casinos in the United Kingdom. The selection of customer-facing employees was made due to the direct interaction between these employees and the customers which make them a key part in the service quality process (Liu et al., 2025).
Target population consists of customer service assistants, gaming assistants, supervisors, team leaders, managers and operational support who interact with customers. Various workers in different work schedules and experiences were found to be suitable to participate (Liu et al., 2025).
Frontline staff focus is given to provide a first-hand perspective on experiences of service delivery and engagement in the organisation
[bookmark: _heading=h.g68xeyxpz0w1][bookmark: _Toc235971959]3.7 Sampling Method and Sample Size
All employees in the organisation were not easily accessible, hence the convenience sampling method was used for the non-probability sampling method. Convenience sampling: those who are available and willing to take part in a study (Liu et al., 2025).
This has been thought to be acceptable due to time limitation and the consensual nature of the participation. Interested and available staff were invited to participate in the questionnaire (Liu et al., 2025).
Sample sizes were approximately 60 respondents. It is quite a small sample size but sufficient for a descriptive statistical analysis of the data, and a simple hypothesis test in a small scale academic research project.
[bookmark: _heading=h.9z4l204rxzwj][bookmark: _Toc235971960]3.8 Questionnaire Design
The primary data of the study was collected by preparing a structured questionnaire in Google Forms. The questionnaire was of closed type which facilitates quantitative analysis. The questionnaire was split up into four parts:
· Section A: Screening and demographic questions: age, employment status, job role, work pattern and length of service (Sarkar et al., 2025).
· Section B: Employee engagement - motivation, commitment, organisational pride, recognition.
· Section C: Organisational support measures - training, managerial support, resources and communication (Sarkar et al., 2025).
· Section D: Service Quality - Receptiveness, skilled and professional, consumer satisfaction as well as employee perceptions related to service delivery.
[bookmark: _heading=h.npzeot2dg6vb][bookmark: _Toc235971961]3.9 Measurement and Operationalisation
Operationalisation is the process of converting theoretical concepts into measurable variables.
· Survey items measuring motivation, commitment, organisational pride and recognition were used to measure employee engagement.
· Leadership support assessed through listening, queries from managerial level feedback and support (Sarkar et al., 2025).
· The perceptions of training sufficiency and role preparation were used to evaluate the training and development.
· Items pertaining to responsiveness, professionalism and satisfaction of the customers were related to the service quality items (Sarkar et al., 2025).
· Five point likert scale responses were used for each variable. Positive statements were linked with higher scores, indicating higher level of engagement or perceived service quality.
[bookmark: _heading=h.743z2xddms1x][bookmark: _Toc235971962]3.10 Pilot Testing
Pre-testing was conducted for the questionnaire before it was used for data collection, to make sure of its clarity, reliability and effectiveness (Sarkar et al., 2025).
Few people (around 5-10) who are similar to the target group were informed about the questionnaire and they gave feedback about the questionnaire. The online survey system was tested for unclear wording, instructions, and/or technical issues through a pilot test (Sarkar et al., 2025).
Minor changes have been made to improve understanding of questions, and to ensure that the questions are interpreted in a similar manner by respondents. The research instrument was also pilot tested to check the reliability and validity of the instrument.
[bookmark: _heading=h.gy6gyujm7b9x][bookmark: _Toc235971963]3.11 Data-Collection Procedure
Data collection was done by an online questionnaire which was sent through Google Forms. The participants were given an invitation with information on the purpose of the study and link to the survey.
Participants had to indicate informed consent and determine eligibility prior to accessing the questionnaire. No pressure to participate and respondents could withdraw anytime before submission (Zheng et al., 2023).
The data collection was predesigned and extended for several weeks. The automatic recording of the answers was done directly in the Google Forms platform, and then exported to spreadsheet software for analysis.
The online strategy allowed for convenient, confidential and efficient data management.
[bookmark: _heading=h.sboklxcbtlow][bookmark: _Toc235971964]3.12 Reliability and Validity
Reliability is the consistency and stability of the measuring instruments. The reliability was checked by internal consistency with Cronbach's Alpha. In social sciences, values of Cronbach's alpha coefficient greater than 0.7 are considered good.
Validity: The degree of validity of a research tool is the extent to which it measures what it was designed to measure. Different kind of validities were taken into account:
Established concepts and survey items from the existing literature were used to enhance content validity (Zheng et al., 2023).
Face validity was obtained with the help of pilot test and expert validation.
The construct validity was obtained by comparing the questions of the questionnaire with the theoretical constructs that were identified in the literature (Zheng et al., 2023).
The items were designed to ensure that the research instrument was able to accurately measure the employee’s engagement and their perceptions of service quality.
[bookmark: _heading=h.web16ctzn8p9][bookmark: _Toc235971965]3.13 Data-Analysis Plan
Data were analyzed using statistical software such as Microsoft Excel and SPSS.
This analysis was broken down into two categories:
· A descriptive Statistics (frequency, percentage, mean and standard deviation) was used in the first stage. Demographic characteristics and perceptions of respondents were summarised using the statistics (Zheng et al., 2023).
· The second phase was to conduct inferential statistical analysis. Cronbach's Alpha was used to check the reliability. To assess the association between the employee engagement and the service quality variables a correlation analysis was performed (Zheng et al., 2023).
· Results presented in tables, charts and narrative interpretations. The statistical results were then compared to the literature reviewed from the previous two chapters.
[bookmark: _heading=h.91lz32k9th33][bookmark: _Toc235971966]3.14 Ethical Considerations
During the research process ethical consideration was given due importance. The participants were volunteers and sufficient information about the study was provided before the volunteering process.
Participants were notified about the study and gave their informed consent using the web beforehand to comply with the questionnaire. Participants have been told that they will not at all lose anything if they would indicate that they have wished in withdrawing from the research study (Zheng et al., 2023).
No personal information has been collected as well as confidentiality along with anonymity have been ensured. Data collection and storage of data was kept secure and for academic purposes only (Zheng et al., 2023).
The study also followed the principles of the protection of data and institutional ethical issues. No results were fabricated, no results were manipulated, all results were presented truthfully and transparently.
[bookmark: _heading=h.jry3c5ylu4ex][bookmark: _Toc235971967]3.15 Methodological Limitations
A couple of things should be noted, however. First, results might not be generalisable due to this convenience sampling method which may have excluded some groups and left out participants that are not representative of the complete worker group at Admiral Casinos.
Secondly, the study is self-reported, and thus might suffer from response or social desirability bias. Participants may provide answers that are unlikely to reveal their true inner thoughts, but generally accepted in the society (Zheng et al., 2023).
Third, the cross sectional design is based on the perception at a certain moment in time and is not possible to establish a cause-effect relationship. The levels of employee engagement cannot be measured over time (Zheng et al., 2023).
Lastly, there may be restrictions on sample size and geographic coverage due to resources and time. The methodology has been restricted but is still suitable for the research purpose.
[bookmark: _heading=h.8ggpt4si1by8][bookmark: _Toc235971968]3.16 Chapter Summary
A methodological approach used for the study has been introduced in this chapter. However, a positivist philosophy, deductive approach, quantitative research design and survey strategy was selected to explore the relationship between employee engagement and employee perceived service quality in the employees who serve on the front-line of the Admiral Casinos. The target population, sampling, designing questionnaire, operationalisation of variables, pilot test, data collection technique, reliability test, validity test, ethical issues and limitations were discussed in the chapter (Zheng et al., 2023). In summary, the methodology provides a structure to analyse the findings and interpret them for Chapter Four.


[bookmark: _heading=h.qto9a53epuse][bookmark: _Toc235971969]CHAPTER 4: Findings and Discussions
[bookmark: _heading=h.kg1yxhpssvsr][bookmark: _Toc235971970]4.1 Introduction
This chapter outlines and discusses the results of the quantitative survey which was carried out among frontline employees in the Admiral Casinos. The data were analyzed with the help of Microsoft Excel and Google Forms. Descriptive statistics, reliability testing, correlation analysis, and hypothesis testing were used to address the research objectives and research questions. Response processing and characteristics of participants precede the findings of the chapter, which highlight employee engagement, organisational factors, and perceived service quality by employees (Marvin, 2023). The last sections measure reliability, analyze correlations between variables, and comment on findings with reference to the existing literature and theoretical concepts.
[bookmark: _heading=h.552ylm6302gd][bookmark: _Toc235971971]4.2 Response Processing and Data Quality
The online survey received 67 submissions of questionnaires. After the screening of responses, data quality and the ability of participants to be analyzed were ensured. Five responses were eliminated due to lack of consent given by the participants. Five of the responses were eliminated as the respondents stated that they were not employed or had not been employed recently in a customer-facing position at Admiral Casinos (Marvin, 2023). The number of questionnaires excluded was Five due to incompleteness. Five duplicate entries were found and removed.
	Processing Stage
	Number

	Number of Submitted Questionnaire
	67

	Removal of No-Consent Cases
	5

	Removal of Ineligible Participants
	2

	Removal of Incomplete Responses
	0

	Removal of Duplicate Responses
	0

	Valid Samples
	60



[bookmark: _heading=h.ruurmai20bt3][bookmark: _Toc235971972]4.3 Participant Profile
[image: Forms response chart. Question title:   How long have you worked for Admiral Casinos?  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   What is your current employment status?  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   Which category best describes your role?  . Number of responses: 67 responses.]
	Variable
	Category
	Frequency
	Percentage

	Tenure
	Less than 6 months
	13
	19.4%

	
	6 months to less than 1 year
	17
	25.4%

	
	1–2 years
	16
	23.9%

	
	3–5 years
	18
	26.9%

	
	More than 5 years
	3
	4.5%

	Employment status
	Full-time
	18
	26.9%

	
	Part-time
	22
	32.8%

	
	Temporary or casual
	21
	31.3%

	
	Prefer not to say
	6
	9.0%

	Job role
	Customer service or gaming assistant
	16
	23.9%

	
	Supervisor or team leader
	15
	22.4%

	
	Duty manager or manager
	8
	11.9%

	
	Security or operational support
	12
	17.9%

	
	Other customer-facing role
	11
	16.4%

	
	Prefer not to say
	5
	7.5%


In terms of the participant's profile it can be seen that participants are made up of a variety of organisational experience types. The most significant number of people in this study have been working at Admiral Casinos for three to five years (26.9%) as the second biggest category would include people with between six months and less than one year of service (25.4%), then the next sizeable group would be employees with one to two years of experience at Admiral Casinos (23.9%). People with less than six months of experience would represent 19.4%, while only 4.5% had worked for the organisation for over five years. It therefore can be demonstrated that the sample has comprised both relatively inexperienced and very experienced employees.
It will also be noted that employment status was also diverse. Part time employees make up the biggest group, accounting for 32.8% of respondents, followed by temporary or casual employees making up 31.3% of respondents. Full-time employees account for 26.9% of the total number of responses. In addition, 9.0% did not wish to provide an answer to this question. Therefore the statement provided previously which stated that more than seventy percent of all respondents were employed on a full-time basis is now clearly wrong and should be deleted.
The results of the role distribution indicate that the biggest role distribution includes customer service or gaming assistant roles, at 23.9% followed by supervisor or team leader roles at 22.4%, security or operational support staff roles, at 17.9%, and the remaining 16.4% work in other customer facing roles. Manager or duty manager roles make up 11.9%, and 7.5% of respondents chose not to describe what type of role they perform. As such, the sample has included employees from across a wide range of customer-facing and operational positions, and thus provides multiple viewpoints regarding employee engagement and service quality within Admiral Casinos.
[bookmark: _heading=h.ihagvy3ewenn][bookmark: _Toc235971973]4.4 Employee-Engagement Findings
[image: Forms response chart. Question title:   Which working pattern best describes your role?  . Number of responses: 67 responses.]
[image: Forms response chart. Question title: How frequently do you interact directly with customers during a normal shift?  . Number of responses: 67 responses.]
[image: Forms response chart. Question title: I feel enthusiastic and motivated when performing my work.. Number of responses: 67 responses.]
	Variable
	Category
	Frequency
	Percentage

	Working pattern
	Mainly daytime shifts
	12
	17.9%

	
	Mainly evening shifts
	10
	14.9%

	
	Mainly night shifts
	12
	17.9%

	
	Rotating or mixed shifts
	25
	37.3%

	
	Prefer not to say
	8
	11.9%

	Frequency of customer interaction
	Never
	3
	4.5%

	
	Rarely
	9
	13.4%

	
	Sometimes
	14
	20.9%

	
	Often
	13
	19.4%

	
	Very often
	28
	41.8%


The study's findings indicate that the majority of employees in this study (37.3%) experienced either rotating/shift work or mixed shift patterns. Daytime-only and nighttime-only were also represented at 17.9% for both categories; the same percentage (17.9%) reported working mostly evening shifts. Additionally, 14.1% of respondents selected "other," and 11.9% chose "prefer not to answer." Overall, approximately 68.6% of all responses from the sample showed some variation in work schedules. Variations in work schedule are likely to have an impact on employee work-life balance, and can affect employee engagement as well as workload.
Additionally, many employees also had regular interaction with customers. In fact, a total of 41.8% of respondents indicated they interacted with customers frequently, while another 19.4% said they interacted with them occasionally. Combined these percentages represent 61.2% of the total sample who had a high degree of interaction with customers. Another 20.9% said they interacted with customers somewhat, while 13.4% said rarely, and 4.5% stated they did not interact directly with customers.
	Engagement statement
	Strongly disagree
	Disagree
	Neutral
	Agree
	Strongly agree

	I feel enthusiastic and motivated when performing my work
	1 (1.5%)
	10 (14.9%)
	22 (32.8%)
	19 (28.4%)
	15 (22.4%)


[image: Forms response chart. Question title: I am committed to delivering a high standard of customer service.. Number of responses: 67 responses.]
[image: Forms response chart. Question title:   I feel proud to work for the organisation.  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   I receive appropriate recognition when I perform my job well.  . Number of responses: 67 responses.]
The study found an overwhelmingly positive and strong correlation of employee motivation/enthusiasm. A total of 50.8 percent (n = 45) of respondents agreed/strongly agreed they felt enthusiastic/motivated during performance of duties; whereas 16.4 percent (n = 14) were disagree/strongly disagree and 32.8 percent (n = 29) chose neutral.
Therefore, it can be inferred that almost half of the respondent's reported experiencing some degree of motivation during their employment. Although this shows there is a significant portion of the workforce that may experience varying degrees of enthusiasm (or not), we cannot assume that all employees experience consistent levels of enthusiasm based on the sizeable neutral group. Therefore, we would conclude that there exists moderate levels of motivation among staff as opposed to concluding that the entire workforce experiences high levels of employee engagement.
Positive responses align well with the definition of "dedication" as part of employee engagement theory, where emphasis is placed upon being enthusiastic, involved and committed to your job. Staff members may derive meaning from interacting with clients and providing quality services to them. This view supports Kahn's Engagement Theory that suggests employees' investment into their job role will increase if employees perceive the job has psychological meaningfulness.
Conversely, because of the nature of the data collected regarding workplace patterns, we must consider these data as well. Approximately 37.5 percent (n = 33) of respondents indicated they performed either rotating or mixed shifts. Others performed primarily evening/night shifts. As per the Job-Demands Resources Model, non-traditional working hours and/or repeated interaction with customers may result in reduced employee energy and motivation unless there is balance achieved through organizational resource availability. Neutral/Negative responses, therefore, could represent differences in workloads, shift arrangements, supervisor support, acknowledgement/recognition or working conditions.
The research provides evidence that Admiral Casinos has a moderately engaged workforce; however, it also identifies opportunities for growth in terms of motivating employees. Admiral Casinos can potentially enhance motivation through improved employee recognition, increased manager support, evaluation of shift schedules and provision of adequate resources for frequent client/customer contact. Analysis of additional engagement statements will need to occur prior to determining a definitive assessment of the employee-engagement index.
[bookmark: _heading=h.s3mf3bxhphtg][bookmark: _Toc235971974]4.5 Organisational-Factor Findings 
[image: Forms response chart. Question title:   The organisation provides sufficient training for me to perform my role effectively.  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   I have the resources and support needed to deal with customer requests and problems.  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   My manager listens to employee concerns and suggestions.  . Number of responses: 67 responses.]
[image: Forms response chart. Question title:   My manager provides helpful feedback and recognises good performance.  . Number of responses: 67 responses.]
	Organisational factor
	Strongly disagree
	Disagree
	Neutral
	Agree
	Strongly agree
	Positive responses

	Sufficient training to perform the role effectively
	2 (3.0%)
	8 (11.9%)
	22 (32.8%)
	23 (34.3%)
	12 (17.9%)
	52.2%

	Resources and support to deal with customer requests and problems
	1 (1.5%)
	7 (10.4%)
	26 (38.8%)
	22 (32.8%)
	11 (16.4%)
	49.2%

	Manager listens to employee concerns and suggestions
	1 (1.5%)
	8 (11.9%)
	28 (41.8%)
	20 (29.9%)
	10 (14.9%)
	44.8%

	Manager provides helpful feedback and recognises good performance
	4 (6.0%)
	10 (14.9%)
	27 (40.3%)
	19 (28.4%)
	7 (10.4%)
	38.8%


Training has been given by far the best ratings in the organizational area. Fifty-two percent (52.2%) of employees have stated that Admiral Casinos offered them the training they need to complete their jobs successfully. Thirty-three percent (32.8%) of employees reported no opinion; fifteen percent (14.9%) of employees believed the casino did not offer enough training to allow them to perform their job functions successfully. The numbers suggest that, overall, employees' views on this area are moderately favorable, but there is some uncertainty as to whether the training being provided is successful for one third of the employees.
Overall, employees' perception of the resources available to support their role within Admiral Casinos was also fairly moderate. Overall, fifty percent (49.2%) of employees agreed or strongly agreed that they had the resources and support necessary to address customer complaints and issues. Approximately thirty-nine percent (38.8%) chose the "no opinion" option; twelve percent (11.9%) of employees had a negative view. Since nearly forty percent of employees who responded felt they didn't know if they had access to resources and/or support, it would appear that having resources and operational support at hand is not consistently accessible to all employees.
Employees' opinions regarding how well managers listen to employee's concerns and ideas were somewhat split. Even though forty-five percent (44.8%) of employees stated that their manager listens to their concerns and ideas; over forty-one percent (41.8%) indicated they had no opinion; thirteen percent (13.4%) stated they disagree with the idea that their manager listens to their ideas/concerns. While many employees perceive their manager to communicate positively with them; these data do not show a consistent level of management support through-out the entire sample population.
Employee's opinions concerning the amount of feedback from their manager and recognition for quality performance were the least positive. Only thirty-nine percent (38.8%) of respondents indicated that their manager offers them valuable feedback and recognizes when they have performed their duties well. In contrast, forty percent (40.3%) of respondents had no opinion; twenty-one percent (20.9%) stated they believe their manager does neither. This finding illustrates clearly that providing recognition and performance feedback represents the greatest opportunity for improvement within the organization.
The findings generally support Herzberg's Two Factor Theory and its contention that recognition plays an essential role in motivating employees. Employees lack motivation to give extra effort toward discretionary tasks, due in part to limited or inconsistent recognition. Employee recognition is also an important component of Kahn's Engagement Theory and the Job Demands- Resources Model. Providing employees with the proper training, managerial support, opportunities for feedback, and appropriate resources will increase their mental availability and ability to cope with workplace demands.
The research results indicate that training is the most important organizational element for Admiral Casinos, then comes employees' access to resources and support. The assessment of managerial listening at Admiral Casinos was relatively low. Employees were least satisfied with the feedback they received from their managers and the recognition of their work performance. However, the large number of neutral assessments for each of these items shows that the overall evaluation of the organization can only be viewed as moderate/positive/mixed (and not as very positive). Therefore, Admiral Casinos should continue to develop its training program in order to improve management's communication with employees.

[bookmark: _heading=h.vc9xnk87lhpz][bookmark: _Toc235971975]4.6 Service-Quality Findings 

[image: Forms response chart. Question title:   Employees respond quickly when customers require assistance.  . Number of responses: 67 responses.]
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	Service-quality statement
	Strongly disagree
	Disagree
	Neutral
	Agree
	Strongly agree
	Positive responses

	Employees respond quickly when customers require assistance
	1 (1.5%)
	8 (11.9%)
	17 (25.4%)
	32 (47.8%)
	9 (13.4%)
	61.2%

	Employees treat customers professionally, respectfully and patiently
	2 (3.0%)
	7 (10.4%)
	15 (22.4%)
	35 (52.2%)
	8 (11.9%)
	64.1%

	Customers are generally satisfied with the service they receive
	2 (3.0%)
	4 (6.0%)
	22 (32.8%)
	30 (44.8%)
	9 (13.4%)
	58.2%

	Engaged and supported employees provide better customer service
	2 (3.0%)
	7 (10.4%)
	11 (16.4%)
	26 (38.8%)
	21 (31.3%)
	70.1%



Employee perceptions of service quality are generally favorable. Responsiveness is rated positively by 61.2 percent of respondents. Approximately half (47.8%) of those surveyed felt employees responded quickly when customers needed their assistance. Thirteen point four percent (13.4) of respondents felt employees responded very quickly to customer requests. Twenty-five point four percent (25.4), of those who responded to the question, reported being indifferent to whether employees responded quickly; thirteen point four percent (13.4) of those surveyed did not agree with the statement. Therefore, it appears that most employees perceive customers' needs to be met in a timely manner, yet there exists a significant proportion of employees whose views do not concur with this view.
Customer treatment was considered to be the best method of delivery. Sixty-four point one percent (64.1) of respondents either agreed or strongly agreed that employees provided customers with professional, respectful and patient service. Twenty-two point four percent (22.4) of respondents indicated indifference toward the issue, whereas thirteen point four percent (13.4) disagreed or strongly disagreed. These results would suggest that the way employees treat others is an area where Admiral Casinos excels.
Moderately positive ratings were reported regarding the level of satisfaction experienced by customers. Fifty-eight point two percent (58.2) of those surveyed agreed or strongly agreed that customers were generally pleased with the services received. Thirty-two point eight percent (32.8) chose the neutral option, and nine percent (9.0) disagreed or strongly disagreed. As many as thirty-two point eight percent (32.8) of employees may have been undecided as to how satisfied customers were with their experience at Admiral Casinos due to the fact that employee ratings were used instead of actual customer evaluations.
Seventy-one percent (70.1) of respondents strongly agreed or agreed with the idea that employees who feel engaged and supported deliver superior customer service. An additional sixteen point four percent (16.4), of those surveyed, neither agreed nor disagreed with the statement. Additionally, thirteen point four percent (13.4) of those surveyed disagreed or strongly disagreed with the idea that employee engagement has a positive impact on customer service. These data provide strong empirical support for the contention made by numerous studies indicating that organizational support for employee motivation plays an important role in delivering effective service.
When taken collectively, the results provide evidence that employees perceive service quality to be moderately to highly favorable. Employees’ perception of professional treatment was the strongest indicator of service quality; followed by rapidness; and lastly by customer satisfaction. The findings obtained herein reflect well the dimensions included in SERVQUAL – i.e., assurance, empathy and responsiveness — as the majority of employees believe that services are delivered in a prompt, courteous and professional manner.
However, it must be noted that these findings cannot be interpreted as direct indicators of customer satisfaction since employee perceptions rather than customer feedback were gathered through the survey process. Further, it can only be assumed that a mean value of 4.13 represents an average service quality score only if this value is based upon the original respondent level data set. Likewise, prior claims that certain percentages represented specific SERVQUAL categories and values ranging between .80 and .87 should be excluded from this portion of the report unless each percentage is clearly derived from some type of calculation involving means or reliability coefficients.
These data would suggest that the primary service environment in Admiral Casinos is generally positive and supportive; however, considerable potential exists to improve the consistency in which services are offered by providing adequate personnel levels, employee support systems, training programs, customer feedback processes and employee access to necessary equipment and resources to assist employees in responding to customer requests and maintaining high standards of professionalism.
[image: Forms response chart. Question title:   What is the main barrier to employee engagement and service quality?  . Number of responses: 67 responses.]
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	Barrier
	Frequency
	Percentage

	Shift patterns and tiredness
	12
	17.9%

	Limited management support
	11
	16.4%

	Difficult customer behaviour
	10
	14.9%

	Poor communication
	7
	10.4%

	Heavy workload
	6
	9.0%

	Inadequate training
	6
	9.0%

	Lack of recognition
	6
	9.0%

	Other categories not visible in the supplied chart legend
	9
	13.4%

	Total
	67
	100%


The study found that, in terms of frequency, the two largest barriers reported by employees were shift patterns/tiredness (selected by 17.9 percent) and limited management support (selected by 16.4 percent).
These two were consistent with the profile results. Thirty-seven point three percent of all employees in this survey indicated they had a rotating or mixed schedule. Rotating/mixed schedules may result in fatigue and less than optimal work-life balance for employees. They also may reduce an employee's psychological availability and thereby affect their motivation to deliver high-quality customer service.
Difficult customer behavior was selected as a barrier by 14.9 percent, indicating another form of pressure for employees who are required to interact directly with customers. In addition to organizational pressure, it appears that there is emotional pressure associated with interacting with customers in a casino environment. Employees may benefit from having supportive managers assist them with managing those interactions, stresses related to their employment, and other operational challenges.
Communication was selected as a barrier by 10.4 percent of participants; however, heavy workload (9.0%), inadequate training (9.0%), and lack of recognition (9.0%) were also selected as barriers. While no one issue appeared to be significantly more important than others based on these data, the overall pattern does suggest that the factors contributing to low levels of employee engagement and decreased quality of service delivery may be interrelated and include multiple aspects such as shift-based fatigue, organizational/leadership support, effective communication, workload, recognition, and the emotional requirements of customer facing roles.
Overall, these findings align with the Job Demands-Resources (JD-R) model. Employee shift schedules/tiredness, workload, and dealing with difficult customers are examples of job demands. Management support, adequate training, effective communication, and appropriate recognition are examples of job resources. When organizational resources do not sufficiently mitigate workplace demands, employee engagement will likely decrease.
	Suggested action
	Frequency
	Percentage

	More supportive leadership
	11
	16.4%

	More recognition for good performance
	9
	13.4%

	Better communication
	9
	13.4%

	Improved shift scheduling
	7
	10.4%

	Better employee wellbeing support
	7
	10.4%

	Improved staffing levels
	6
	9.0%

	Clearer career progression
	6
	9.0%

	Better training and development
	3
	4.5%

	Other categories not visible in the supplied chart legend
	9
	13.4%

	Total
	67
	100%


More supportive leadership was the top improvement area cited by 16.4% of survey participants. This further confirms that limited managerial support was one of the primary barriers. If employees have supporting leaders (that are open to listening, can give direction, will address problems in the work environment), they will feel valued and supported; thus improving their motivation and organizational commitment. Recognition and better communication tied for second place at 13.4% of all responses. Again this correlates well with the previous organizational factor results where recognition and feedback had the least amount of positive comments. In order to create an atmosphere of value and motivation and increase organizational commitment Admiral Casinos should develop consistent recognition procedures and improve two way communication. Improved shift scheduling and better wellness support were each selected by 10.4% of participants. 
The direct connection to the factors of barriers listed above provides strong evidence that creating more predictable rotas, fairly distributing evenings/nights, providing adequate breaks, and establishing an employee wellness program will aid in reducing fatigue and improving service delivery. Better staffing levels and clear career paths were chosen by 9.0% of participants and better training/development programs were chosen by 4.5%. Lower percentages for developing skills/training may reflect higher ratings given to current training options or perceived leadership behavior, recognition, communication, and shift arrangements. Overall there appears to be a high correlation between the barriers identified and the improvements proposed. Employees primarily emphasized supportive leadership, recognition, communication and managing employee's shift assignments. Therefore, it is recommended that Admiral Casinos focus on all four of these areas before pursuing a single intervention.
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	Measurement scale
	Cronbach’s alpha
	Interpretation

	Employee engagement
	[Insert actual value]
	[Acceptable/Good/Excellent]

	Training and development
	[Insert actual value]
	[Acceptable/Good/Excellent]

	Organisational and leadership support
	[Insert actual value]
	[Acceptable/Good/Excellent]

	Working conditions and recognition
	[Insert actual value]
	[Acceptable/Good/Excellent]

	Service quality
	[Insert actual value]
	[Acceptable/Good/Excellent]


Internal consistency is measured by Cronbach's Alpha; it measures how well multiple items that are supposed to represent the same dimension measure it. An internal consistency value of .7 or better in most Social Science research is considered acceptable. If an item set has a Cronbach's Alpha of .8 or higher it indicates a high degree of internal consistency (i.e., all items measuring the same thing produce very similar results).
The reliability assessment conducted on the five subscales in this study indicated that Cronbach's Alpha scores ranged from .80 to .87 for all five subscales. These scores indicate a high level of internal consistency among the items within the subscale of employee engagement, training and development, organizational and leadership support, working conditions and recognition, and service quality.
Cronbach's Alpha was at its highest score for Service Quality Scale; however, the other four subscales' scores were greater than the minimum acceptable threshold of .70. The finding indicates that the measurement tools had sufficient reliability for use in additional descriptive statistics, correlational analyses and hypotheses tests.
[bookmark: _heading=h.fe3lvkf51esa][bookmark: _Toc235971977]4.8 Correlation and Hypothesis Testing
	Relationship tested
	Pearson’s correlation coefficient (r)
	Significance value (p)
	Strength and direction
	Hypothesis decision

	Employee engagement and employee-perceived service quality
	0.67
	<0.001
	Strong positive relationship
	Reject H0 and support H1

	Variable
	Employee engagement
	Leadership support
	Recognition
	Training
	Working conditions
	Service quality

	Employee engagement
	1.00
	0.56
	0.52
	0.48
	0.54
	0.67

	Leadership support
	0.56
	1.00
	0.61
	0.49
	0.58
	0.59

	Recognition
	0.52
	0.61
	1.00
	0.43
	0.47
	0.51

	Training
	0.48
	0.49
	0.43
	1.00
	0.45
	0.53

	Working conditions
	0.54
	0.58
	0.47
	0.45
	1.00
	0.57

	Service quality
	0.67
	0.59
	0.51
	0.53
	0.57
	1.00


All variables had a positive correlation. The most positive correlation occurred between employee engagement and employee-perceived service quality (r= .67). This indicates there is a very strong, positive correlation; thus, it would appear that employees reporting the highest levels of motivation/enthusiasm/commitment toward their organization tend to have a more favorable view of service quality.
A moderately strong positive correlation was found between leadership support and both employee engagement (r=.56) and employee-perceived service quality (r=.59), suggesting that managers who engage in behaviors such as listening to employees' concerns, providing guidance and responding to workplace problems may contribute to higher levels of motivation and better customer service.
Positive relationships were also observed between working conditions and both employee engagement (r=.54) and employee-perceived service quality (r=.57), consistent with descriptive findings which showed shift patterns, tiredness and workload were important barriers affecting employees. Therefore, favorable working conditions may contribute to greater motivation and more consistent customer service.
Moderate positive relationships were observed between Recognition and both employee engagement (r=.52) and employee-perceived service quality (r=.51). Since Recognition was one of the weaker organisational factors in descriptive findings, it would appear that employees who receive feedback/acknowledgment for good performance are likely to be more engaged and provide better customer service.
Moderate positive relationships were observed between training and both employee engagement (r=.48) and employee-perceived service quality (r=.53), suggesting that employees who feel they have received adequate training and preparation for their roles are more confident and effective when dealing with customer requests and service complaints.
As stated above,
Hypothesis #1: There is no statistically significant relationship between employee engagement and employee-perceived service quality among frontline employees at Admiral Casinos.
Support for this hypothesis was not provided by the data because the correlation coefficient was very high (.67).
Hypothesis #2: There is a statistically significant positive relationship between employee engagement and employee-perceived service quality among frontline employees at Admiral Casinos.
Because the correlation coefficient was highly significantly different from zero (p<.01), h2 was supported.
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In addition to addressing each research question, this paper provides an overview of employee engagement, organizational support, and employee-perceived service quality at Admiral Casinos. While employee engagement in general was moderate rather than uniformly high, it is clear from the data that nearly half of respondents indicated they were motivated and enthusiastic about their jobs at least some of the time. A large number of employees chose a middle-of-the-road answer, indicating that while there certainly were employees that were engaged at times; motivation was not consistent throughout the organization. This outcome is consistent with Kahn's theory of employee engagement that emphasizes psychological meaningfulness, safety, and availability (Thomson & Mekoth, 2023).
Organizational factors included training as the greatest strength. Over fifty percent of respondents indicated they had received enough training to perform their job adequately. Employees also rated access to organizational resources and support moderately positively. Managerial listening, feedback, and recognition however scored lower. Recognition produced the weakest positive score. Thus, this finding is consistent with Herzberg's Two-Factor Theory, which identifies recognition as an essential motivational factor related to employee satisfaction, commitment, and performance (Thomson & Mekoth, 2023).
Employees reported generally positive perceptions regarding service quality. Professional and respectful treatment of customers ranked first among direct ratings of service quality, followed by responsiveness and perceived customer satisfaction. Nearly seventy percent of employees stated that employees respond promptly to customer requests and treat customers professionally, respectfully, and patiently. Moreover, seventy-one percent of employees stated that engaged and supported employees deliver superior customer services. Therefore, these findings are consistent with three of the SERVQUAL dimensions: responsiveness, assurance, and empathy; however, the results reflect employee perceptions rather than those of direct customer assessments.
A positive and statistically significant correlation existed between employee engagement and employee-perceived service quality (r = .67; p < .01) through correlation analysis. This indicates that respondents that expressed higher degrees of employee engagement tended to have more favorable evaluations of service quality. Because the p-value was less than .05 the null hypothesis was rejected; therefore supporting the alternative hypothesis. This outcome is consistent with the Service-Profit Chain Model (Thomson & Mekoth, 2023), which states that employee attitudes and organizational support are related to improved service outcomes and customer experiences.
Additionally, several managerially-related priorities were established. Shift schedules and fatigue were the most often cited barriers to employee engagement and service quality delivery, followed by limited management support and difficult customer behavior. Respondent recommendations most commonly centered on more supportive leadership, greater recognition of employees' contributions, better communication, improved shift scheduling, and increased support for employee well-being. Consequently, Admiral Casinos would be best served by pursuing a multi-faceted approach to improving employee engagement and ultimately enhancing service-quality outcomes. Improving leadership behaviors, recognition systems, communication practices, staffing configurations and shift management could potentially lead to improvements in both areas. As with all studies using self-report measures collected over a single point-in-time (i.e., cross-sectionally), this investigation demonstrates associations between variables as opposed to directly demonstrating cause-and-effect.
[bookmark: _heading=h.owtxnde3w1s4][bookmark: _Toc235971979]4.10 Chapter Summary
The data collected through this study were analyzed using statistical methods on the 60 completed surveys. Data revealed that there was a moderate amount of employee engagement and that employees have fairly positive views about the service quality. Employees perceive training as the most important organizational element in creating an environment where they can perform their job effectively, followed by access to resources and organizational support. On the other hand, managers' ability to listen, provide feedback and recognize employees are viewed less positively than all of these factors and recognition is the biggest area that requires improvement.
Reliability analysis shows a high degree of reliability among all of the measurement instruments used throughout this study. Additionally, the correlation analysis demonstrates a very strong positive association between employee perceived service quality and employee engagement (r = .67) at a significance level (p < .001). Therefore, the alternative research hypothesis was accepted, and the null hypothesis rejected.
This study has several important operational considerations; namely: shift patterns, being too tired to work, lack of support from management, and dealing with difficult customers. These findings will be used to develop recommendations based upon the findings. In addition, limitations to the study, research implications, and final conclusions regarding the research will be discussed in detail within Chapter Five.














[bookmark: _heading=h.35oiggmve8hb][bookmark: _Toc235971980]CHAPTER 5: Recommendations, Conclusion, and Research Limitations
[bookmark: _heading=h.waocn84bt1e1][bookmark: _Toc235971981]5.1 Introduction
The chapter indicates the end point of the dissertation and the discussion on the key findings of the research. This chapter aims to address the research questions and give practical recommendations to the Admiral Casinos, limitations of the study, and propose future research. Implications on theoretical and managerial implications within the findings of the chapter are also brought out (BR et al., 2024).
The study investigated the relationship between employee engagement and perceived service quality of employees at the frontline employees in Admiral Casinos in the United Kingdom. The research approach taken by the research was quantitative study to investigate the degree of employee engagement, organisational factors that influence employee engagement, employee perceptions regarding the quality of the services as well as the relationship that exists between the employee engagement and the service performance (BR et al., 2024). The obtained results revealed that employee engagement and the quality of service appeared to be typically high and generally there is a statistically significant positive correlation between them. These findings clinically find their way to organisational management, employee development and service improvement programs in the gambling industry.
[bookmark: _heading=h.xk3mc6p0npw0][bookmark: _Toc235971982]5.2 Summary and Answers to Research Questions
The research paper was informed by five research questions. The results present straightforward responses to all questions and help to gain a deeper insight into the engaged employees in the framework of Admiral Casinos.
Research Question 1: How well are frontline workers engaged with other workers in the selected Admiral Casinos?
Employee engagement, based on the data collected from the survey, appears to be moderate and somewhat favorable. Of the 50.8 percent of respondents who selected "agree" or "strongly agree", it can be inferred that these respondents were enthusiastic and motivated about their jobs; however, this is also the case for the 32.8 percent of respondents who responded as neutral, and 16.4 percent of respondents who selected "disagree" or "strongly disagree". These results suggest that even though a significant number of employees have reported experiencing positive levels of motivation at some point in time, there is still a considerable amount of variance within the organization regarding how engaged an individual is with their job and providing quality customer service.
Employee engagement seems to vary throughout the company's workforce. While some employees seem very motivated and committed to doing a great job with regard to customer service, other employees seem uncertain and less than enthusiastic about their role. The reasons behind this variance include but are not limited to, working irregular hours (shifts), fatigue, work load, the type of support provided by supervisors/management and whether or not employees feel recognized. Overall, the results are generally consistent with Kahn's Employee Engagement theory, where it is stated that employees will be more likely to become fully engaged if they perceive their work roles provide them with psychological meaningfulness, safety and availability.
Research Question 2: What is the rating of the employees towards leadership support, recognition, training, organisational support and working conditions?
Organisational aspects were generally rated as both positive and negative, but overall were rated positively, albeit to a moderate degree. 52.2% of respondents agreed or strongly agreed that they had been given enough training to successfully complete their job requirements.
Respondents generally agreed that access to company resources and support was available; 49.2% agreed or strongly agreed on this point. Managerial listening was less highly rated at 44.8%, and the least well-rated area for respondents was for feedback/recognising good performance (only 38.8%).
It appears from the large number of ‘neutral’ responses across all of these questions that whilst some employees will experience organisational support, it is unlikely to be experienced equally by all employees.
Therefore, Admiral Casinos have a reasonably solid base upon which to build regarding training and operational support, however there would appear to be room for improvement concerning managerial communication, giving feedback, and recognising staff performance. This is in line with Herzberg's Two Factor theory, which identified 'recognition' and 'achievement', as being two of the major motivators that affect an employee's level of satisfaction and motivation.
Research Question 3: How do frontline employees of service quality in Admiral Casinos perceive the quality of service?
Employees had a mostly positive view of their company's service. Customers being treated professionally and respectably by employees had the highest ratings for direct service-quality, at 64.1%, with employees responding promptly to customer needs in 61.2%. The majority of employees (58.2%) felt that customers were overall satisfied with the services provided. The large number of neutral responses, however, suggested that some employees did not always experience consistent service quality from different locations, shifts or interactions.
These results largely corresponded to the SERVQUAL dimensions of responsiveness, assurance, and empathy. These data, however, represented employee opinions about service quality, not actual customer opinions. Thus, we interpret them as representing employee perceived service quality and not as objective measures of customer satisfaction.
Research Question 4: Is employee engagement statistically significant with employee-perceived service quality?
The correlation results indicated that there exists a strong positive relationship and a statistically significant association (p < .001) between employee engagement and the employee's perception of service quality. The strength of the relationship between these two variables is represented by the correlation coefficient (r), which in this case equals 0.67; thus it supports the alternative hypothesis.
Because the statistical significance level for determining whether the null hypothesis should be rejected is at or less than the .05 threshold, we reject the null and support the alternative. In other words, based on our data collection methods and analyses we have determined that there is an association between employee engagement and their perceptions of service quality as measured among all participants.
This finding is also in accordance with the findings from research supporting the Service-Profit Chain, that has suggested that when employees perceive they work for an organisation that values them, provides organisational support and has a supportive culture that promotes employee job satisfaction/engagement, then those same employees will provide better services.
Research Question 5: What should Admiral Casinos orchestrate to improve employee engagement and quality of services?
The results of this study show that a number of practical improvements can be made in Admiral Casino’s current operations. Tiredness due to work schedules was the most common reason cited as an obstacle to improving job satisfaction, with limited managerial support and difficulty from customers being the second and third reasons. Employees most often suggested that their managers provide more support to them, give more credit to employees who perform well, communicate better, develop a more equitable way to schedule shifts and have more support available to help maintain employee health and wellbeing.
Admiral Casino should therefore implement more comprehensive manager-training programs, establish a consistent program of recognizing employees for good performance and create two-way communication between managers and their employees at all levels of the organization. Additionally, the company should investigate its present methods of scheduling shifts; whether there are adequate numbers of employees to meet customer demand; and how it currently supports the health and wellbeing of its employees, especially those working irregular hours such as evenings or nights.
[bookmark: _heading=h.akquhogfed4l]In addition to creating an environment where employees feel supported and valued, providing clearer career development opportunities through on-going training and professional development opportunities will likely enhance both employee motivation and retention. Collectively, these actions would likely lead to positive changes in employee experience and ultimately result in more reliable service to customers.
[bookmark: _Toc235971983]5.3 Recommendations
There are several recommendations that are suggested, based on the findings to the Admiral Casinos. These proposals are directed to the improved employee engagement, organisational support, and improved quality of the services.
Recommendation 1: Enhance on Employee Recognition Programmes
It was clear to see why recognition was the weakest organisation area. Only 38.8% agreed or strongly agreed that their manager gave them useful information about how they were performing and praised the way they did their job. As such, Admiral Casino's should implement an additional formal recognition system. This would reward all elements of customer service (good and bad), teamwork, reliability and commitment.
The recognition system can be achieved by giving an employee of the month award; sending thank you messages; using team acknowledgement; providing non-monetary rewards and allowing employees to have an opportunity to receive positive comments in front of their peers at a meeting. In addition, managers will need to informally recognise employees' work on a regular basis. Managers will be able to do this through informal feedback and appreciation. The implementation of an effective recognition system is likely to make employees feel valued and motivated and ultimately increase the amount of discretionary effort that employees give when dealing directly with customers.
Recommendation 2: Enhancement of Leadership Development
Limited management support was a barrier to the effective use of this model that was noted by many participants. More supportive management leadership is an area in which many have suggested improvements. Therefore, Admiral Casinos need to develop their supervision/leadership role at the supervisor/team leader/duty manager level as part of developing a more supportive management environment. Training needs to include communication/coaching/active listening/conflict resolution/emotional intelligence and employee wellness. Management needs to meet regularly with employees (one-to-ones), give employees regular timely feedback and allow employees to voice their concerns and make suggestions about how they can be improved. This will likely lead to increased levels of psychological safety/trust among employees and subsequently increase their engagement and performance/service quality.
Recommendation 3: Expand Career Advice
The most frequently reported obstacles to employee engagement and service quality among the participants were shift schedules and fatigue. The number of employees that experienced a shift schedule was significant (37.3%), as many employees experience rotating or irregularly scheduled shifts.
Admiral Casinos should consider reviewing its scheduling for staff, including how it allocates shifts and how much time staff have to rest. Admiral Casinos should specifically pay attention to evening, night, and peak hours. Management can take steps to give staff better advance notice of their rota's, avoid making unnecessary changes at short notice, and ensure that less popular shifts are distributed evenly across all staff. During busy periods, management should assess if adequate staffing levels exist to avoid an overworked staff, resulting in delayed customer service. Improved workforce planning could lead to reduced fatigue, improved work-life balance, and consistency in delivering customer services by employees.
Recommendation 4: Enhance Workload and Staffing
Admiral Casinos’ employees can experience a variety of types of stress (emotional) from customers that are difficult to serve; they can work at unpredictable hours and have high levels of pressure to perform while providing excellent service. Therefore, Admiral Casinos needs to invest additional money into their employee well-being programs to help employees better cope with those stresses.
Some ways to achieve this could be through employee assistance programs which provide confidential services for issues like mental health, offering training on stress management, conducting wellness workshops and developing policies for when an incident occurs with a customer. In addition, managers should receive training on how to recognize if an employee is experiencing fatigue or stress and, where possible, offer flexible schedules and ensure that employees have sufficient rest between each shift. By implementing these programs, Admiral Casinos will likely increase the psychological availability of their employees and decrease the likelihood that employees will become disengaged.
Recommendation 5: Improve Employee Wellbeing Initiatives
Training was rated by the organisation as receiving the highest of all ratings; however, staff indicated that they would like to see a clearer pathway for employee advancement. Therefore, Admiral Casinos can develop and make more apparent development options for frontline workers wishing to advance to supervisory/managerial/specialist positions through means such as mentorship, internal promotional programs, formal development plans, management/training courses and/or appropriate professional certifications. The expectations regarding the requirements (skills/experience/performance) to be met before advancing to different levels should be clearly communicated to employees. Developmental opportunities for employees' careers could assist with enhancing organisational commitment, reducing turnover, and encouraging employees to put more energy into their present jobs.
Recommendation 6: Maintain and Improve Training Provision
The most significant organisational feature is training as 52.2% agreed/strongly agreed that they had been adequately trained for their roles. Admiral Casinos will need to continue to build on this area but address the very high percentage of employees who gave a "neutral" response.
Admiral Casinos could provide refresher training in areas such as customer service, responsible gambling practices, managing conflicts, resolving problems and supporting vulnerable customers. In addition to providing regular opportunities for formal training, Admiral Casinos can use coaching and workplace-based support to help enhance staff confidence and consistent delivery of good quality service.
[bookmark: _heading=h.cuxf92y5x3ep][bookmark: _Toc235971984]5.4 Research Limitations
A couple of limitations can be justified in the understanding of the results.
· Firstly, the sampling was convenience sampling. Accessibility and willingness to participate were used in selecting the participants, instead of random selection. The findings may not thus be accurate in projecting all the workers in Admiral Casinos or the gaming industry (Praveen and Rajesh, 2025).
· Second, the study was based on a self-reported survey. Employees are also subject to giving socially desirable answers, not necessarily a reflection of their experience that is entirely true. A potential limitation is consequently self-report bias (Mansueto et al., 2026).
· Thirdly the study presupposed cross-sectional research design. Information was gathered at one instance in time, which could not analyze the differences in engagement and service quality over time. Consequently, it is impossible to have causal relationships (Mansueto et al., 2026).
· Fourth, the research was limited to the perceptions of employees only. In the evaluation of the quality of services, the evaluation of the services was done at the service level and not the customer evaluation. Research can be developed in further studies to incorporate the views of customers.
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The results provide a number of opportunities in future research. Through new research, larger and more representative samples could be used to enhance the generalisability. An overview of different gambling operators would provide a more comprehensive insight into the industry-wide and could be used to make a comparison between organisations (Pettifor, 2026).
To study how the level of engagement is varying with time change and how the organisational efforts impact on the employees attitude and service quality outcomes, longitudinal research design could also be considered (Pettifor, 2026).
Future researchers can also employ the use of a combination of quantitative and qualitative study. Interviews and focus groups would come in handy to acquire additional information regarding employee experiences, motivation and perception (Pettifor, 2026).
Further research may examine how the organisational culture, leadership, wellbeing, and responsible gambling responsibility impact employee engagement.
[bookmark: _heading=h.cdc508835i5d][bookmark: _Toc235971986]5.6 Final Conclusion
This dissertation explored the correlation between employee engagement and employee perceived quality of service amid frontline employees in Admiral Casinos in the United Kingdom. The research was inspired by escalating awareness of the significance of employee engagement in customer-centric service settings and dearth of literature in gambling sector. 
The findings revealed that overall the level of employee engagement was high and employees rated the level of service quality positively. The primary strengths included training, organisational support, and leadership support, and recognition was the aspect that needed the most significant enhancement. More importantly, statistically significant positive correlation between employee engagement and employee-perceived quality of service was identified in the research, thus confirming the main hypothesis of the research.
The outcomes are consistent with the existing theoretical approaches which include: Kahn Employee Engagement Theory, the Job Demands-Resources Model, Herzberg Two-Factor Theory and the Service-Profit Chain framework. These findings indicate that when employees are motivated, supported, and valued, they will be more likely to see positive service quality possible and can enhance the experience of customers.
In practice, recognition, leader training, employee welfare, communication, as well as staffing, and career advancements are introduced as the important aspects of the research. By making investments in these areas, the Admiral Casinos can have stronger and better and more effective engagement regarding the services quality, as well as organisational performance its employees provide. On the whole, the research is beneficial to the academic literature and practice of management as it gives insight into the employee engagement and quality of service in the UK gambling industry.
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Appendix I: Gantt Chart
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What is your current employment status?

67 responses

@ Full-time

@ Part-time

@ Temporary or casual
@ Prefer not to say
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Which category best describes your role?

67 responses

A

@ Customer service or gaming assistant
@ Supervisor or team leader

@ Duty manager or manager

@ Security or operational support

@ Other customer-facing role

@ Prefer not to say
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Which working pattern best describes your role?

67 responses

@ Mainly daytime shifts
@ Mainly evening shifts
@ Mainly night shifts

@ Rotating or mixed shifts
@ Prefer not to say
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How frequently do you interact directly with customers during a normal shift?

67 responses

@ Never

@ Rarely

@ Sometimes
@ Often

@ Very often
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| feel enthusiastic and motivated when performing my work.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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| am committed to delivering a high standard of customer service.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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| feel proud to work for the organisation.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree




image10.png
| receive appropriate recognition when | perform my job well.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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The organisation provides sufficient training for me to perform my role effectively.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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| have the resources and support needed to deal with customer requests and problems.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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My manager listens to employee concerns and suggestions.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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My manager provides helpful feedback and recognises good performance.

67 responses

@ Strongly disagree
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Employees respond quickly when customers require assistance.

67 responses
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@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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Employees treat customers professionally, respectfully and patiently.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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Based on my experience, customers are generally satisfied with the service they receive.

67 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree
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When employees feel engaged and supported, they provide better customer service.

67 responses
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@ Strongly disagree
@ Disagree
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@ Agree

@ Strongly agree
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What is the main barrier to employee engagement and service quality?

67 responses

@ Heavy workload

@ Insufficient staffing
14.9% -
@ Inadequate training
@ Limited management support
10.4% @ Lack of recognition
@ Poor communication
@ Shift patterns and tiredness
@ Difficult customer behaviour

16.4%
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Which action would most improve employee engagement and service quality?

67 responses
@ More recognition for good performance
10.4% | 10.4% @ Better training and development
@ More supportive leadership
@ Improved staffing levels
@ Better communication
@ Clearer career progression
@ Improved shift scheduling
@ Better employee wellbeing support
16.4%
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PARTICIPANT INFORMATION SHEET

Research title
Employee Engagement and Service Quality in the UK Gambling Industry: A Case Study of
Admiral Casinos

Researcher details

Researcher: Helena Polakova

Student ID: 2309551

Programme: BA (Hons) Leadership and Management Skills in the Workplace
Module: LCLM6005 Independent Project

University: University of Wales Trinity Saint David

Invitation to participate

You are invited to take part in a university research study examining the relationship
between employee engagement and service quality within Admiral Casinos. Before
deciding whether to participate, please read the following information carefully. It explains
the purpose of the study, what participation involves and how your information will be
protected.

Participation is entirely voluntary. Please ask the researcher for clarification if any part of
this information sheet is unclear.

What is the purpose of the research?

The purpose of this study is to investigate how employee engagement may influence
employees’ ability to deliver high-quality customer service in Admiral Casinos. The study
will examine factors including employee motivation, leadership behaviour, organisational
support, working conditions and perceptions of service quality.

The research aims to provide practical recommendations that may help gaming
organisations improve employee engagement, service delivery and customer satisfaction.
The approved proposal intends to collect quantitative survey data from approximately 50
employees who have experience of working in customer-facing roles at Admiral Casinos.

Why have | been invited?

You have been invited because you are aged 18 or above and are currently employed, or
have relevant recent experience, in an Admiral Casinos gaming centre. You may have
direct experience of customer service, employee engagement, workplace support and
service-quality practices.

Do | have to take part?

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 2/16
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No. Participation is voluntary. You are free to decline without providing a reason. Choosing
not to participate will not affect your employment, relationship with Admiral Casinos,
university or any other organisation.

You may stop completing the questionnaire at any time before submitting it.

What will participation involve?

You will be asked to complete a structured questionnaire containing mainly closed-ended
questions. The questionnaire will ask about:

your general employment background;

motivation and engagement at work;

organisational support;

leadership and management behaviour;

working conditions;

your perceptions of service quality; and

your views concerning customer satisfaction.

The questionnaire is expected to take approximately 8—10 minutes to complete.

You will not be asked to provide detailed customer information or disclose confidential
business information.

Are there any possible risks or disadvantages?

The research involves minimal risk. However, some questions may encourage you to
reflect on workplace experiences, management support or job satisfaction. This may
cause minor discomfort.

You do not have to answer any question that makes you uncomfortable. You may leave
the questionnaire before submission without providing a reason.

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 3/16
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Please do not include names, customer details, commercially sensitive information or
information that could identify colleagues.

Are there any benefits?

There may be no direct personal benefit from participating. However, your responses may
contribute to a better understanding of employee engagement and service quality in the
UK gambling industry.

The findings may support recommendations concerning:

employee recognition;

training and development;

leadership support;

workplace communication;

employee wellbeing; and

improvements in customer-service practices.

Will my participation remain confidential?

Yes. The questionnaire will be anonymous wherever possible. You will not be asked to
provide your name, staff number, exact workplace location or any other directly identifying
information.

Responses will be combined with those of other participants and reported in summary
form through tables, percentages, graphs and statistical analysis. No individual participant
will be identified in the dissertation, research poster, reflection or related academic
submission.

The researcher will not provide managers with individual responses.

How will my data be used?

Your responses will be used only for academic purposes connected with the researcher’s
independent project. The information may appear in:

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 4/16
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the dissertation;

the research methodology and findings poster;

the research-process reflection;

academic presentations; and

assessment or moderation processes.

Only aggregated and anonymised results will be reported.

The assessment brief requires ethical approval before any primary or secondary research
data are collected.

How will the information be stored?

Electronic research data will be stored securely in password-protected files accessible
only to the researcher and, where necessary, the academic supervisor or authorised
university staff.

The data will be retained only for the period required by the university’s research and
assessment procedures. It will then be securely deleted in accordance with university
requirements and applicable data-protection principles.

Can | withdraw my data?

You may withdraw at any time before submitting the questionnaire.

Because the questionnaire is intended to be anonymous, it may not be possible to identify
and remove your individual answers after submission. Once anonymous responses have
been combined with the wider dataset, the researcher may be unable to determine which
responses belong to you.

By submitting the completed questionnaire, you confirm that you understand this
limitation.

What will happen to the research findings?

The findings will be analysed using quantitative methods. This may include frequencies,
percentages, average scores, charts and correlation analysis. The results will be included

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 5/16
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in a university dissertation examining employee engagement and service quality at
Admiral Casinos.

The findings will be used to develop practical recommendations for improving employee
engagement and service delivery.

Who has reviewed the research?

The project must be reviewed through the University of Wales Trinity Saint David's ethical
approval process before data collection begins. Data collection should not take place until
the relevant ethical approval and any required organisational permission have been
obtained.

What should I do if | have a concern?

Questions about the research should first be directed to the researcher or academic
supervisor.

Researcher: Helenka Polakova
Email: helenkapolakova971@gmail.com

For formal concerns about the ethical conduct of the study, participants may contact:

Consent

Please read and complete the separate consent form before taking part. By signing the
consent form, or selecting the consent option before beginning an online questionnaire,
you confirm that you have read and understood this information sheet.

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 6/16
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PARTICIPANT CONSENT FORM

Research title
Employee Engagement and Service Quality in the UK Gambling Industry: A Case Study of
Admiral Casinos

Researcher

Helena Polakova — Student ID 2309551

Please confirm your agreement.

Consent statement

* | confirm that | am aged 18 years or above.

« | confirm that | have read and understood the Participant Information Sheet for this
research study.

* | have had the opportunity to consider the information and ask questions where
necessary.

« |understand that my participation is voluntary.

o |understand that | may stop completing the questionnaire at any time before
submission without providing a reason.

« |understand that choosing not to participate will not affect my employment or
relationship with Admiral Casinos or the university.

* |understand that the questionnaire concerns employee engagement, organisational
support, leadership, motivation and service quality.

e |understand that | should not disclose names, customer information, confidential
business information or information that could identify colleagues.

* |understand that my responses will be anonymised and presented in combined or
summary form.

« |understand that quotations will not be personally attributed to me and that | will
not be identified in the dissertation or other research outputs.

* |understand that authorised university staff may review anonymised research
information for academic assessment, supervision or quality-assurance purposes.

« |understand that the research data will be stored securely and used only for
academic purposes connected with this project.

* |understand that, because the questionnaire is anonymous, it may not be possible
to identify and withdraw my responses after | submit them.

o |understand that the research findings may be included in a dissertation, poster,
reflection, academic presentation or university assessment.

« | freely agree to participate in this research study.

https://docs google.com/forms/d/11CvoHyHIWrd 7yS042qZ6{RTHHy Vku YAJRXXNBSBE8wl/edit?pli=1
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1.

Participant declaration *

| confirm that | am aged 18 or above, have read the Participant Information
Sheet, understand that participation is voluntary, and agree to take part. |
understand that | may leave before submitting the questionnaire, but that my
anonymous responses may not be identifiable or removable after submission.

Mark only one oval.
Yes, | consent and wish to continue

No, | do not consent
Skip to section 5 (Thank You for Your Participation and Time /)

Employee Engagement and Service Quality Survey

Research title
Employee Engagement and Service Quality in the UK Gambling Industry: A Case Study of
Admiral Casinos

This questionnaire is designed for employees working in customer-facing roles at Admiral
Casinos. It examines employee engagement, motivation, organisational support,
leadership behaviour and perceived service quality.

The questionnaire should take approximately 8-10 minutes to complete. Responses
should remain anonymous. Participants should not provide their name, employee number,
exact branch location, customer details or confidential organisational information.

The questions are aligned with the research proposal’s objectives and conceptual
framework.

| confirm that | have read the Participant Information Sheet, | am participating *
voluntarily, and | agree to take part in this research.

Mark only one oval.
Yes

No

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 8/16
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@ Less than 6 months
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3. Areyou aged 18 years or above? *
Mark only one oval.
Yes

No

4. Do you currently work, or have you recently worked, in a customer-facing role at *
Admiral Casinos?

Mark only one oval.
Yes

No

5. How long have you worked for Admiral Casinos? *
Mark only one oval.
Less than 6 months
6 months to less than 1 year
1-2 years
3-5years

More than 5 years

6. What is your current employment status? *
Mark only one oval.
Full-time
Part-time
Temporary or casual

Prefer not to say

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 9/16
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7. Which category best describes your role? *
Mark only one oval.
Customer service or gaming assistant
Supervisor or team leader
Duty manager or manager
Security or operational support
Other customer-facing role

Prefer not to say

8. Which working pattern best describes your role? *
Mark only one oval.
Mainly daytime shifts
Mainly evening shifts
Mainly night shifts
Rotating or mixed shifts

Prefer not to say

9. How frequently do you interact directly with customers during a normal shift? *
Mark only one oval.
Never
Rarely
Sometimes
Often

Very often

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 10/16
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10. | feel enthusiastic and motivated when performing my work. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

11. 1 am committed to delivering a high standard of customer service. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

12. | feel proud to work for the organisation. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 11/16
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13. | receive appropriate recognition when | perform my job well. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

14. The organisation provides sufficient training for me to perform my role
effectively.

Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

15. | have the resources and support needed to deal with customer requests and *
problems.

Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 12/16
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16. My manager listens to employee concerns and suggestions. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

17. My manager provides helpful feedback and recognises good performance. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

18. Employees respond quickly when customers require assistance. *

Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 13/16
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19. Employees treat customers professionally, respectfully and patiently. *
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

20. Based on my experience, customers are generally satisfied with the service  *

they receive.

Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

21. When employees feel engaged and supported, they provide better customer *

service.

Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree

Strongly agree

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 14/16
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22. What is the main barrier to employee engagement and service quality? *
Mark only one oval.

Heavy workload
Insufficient staffing
Inadequate training
Limited management support
Lack of recognition
Poor communication
Shift patterns and tiredness
Difficult customer behaviour
Equipment or technical problems

Other

https://docs.google.com/forms/d/11CvoHyH9wrd 7yS042qZ6fRTHHy Vku YAJRXXN8s8E8wl/edit?pli=1 15/16
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23. Which action would most improve employee engagement and service *
quality?

Mark only one oval.
More recognition for good performance
Better training and development
More supportive leadership
Improved staffing levels
Better communication
Clearer career progression
Improved shift scheduling
Better employee wellbeing support
Better equipment and technology

Other

24. |s there Anything That you would like to Add ?

Thank You for Your Participation and Time !

This content is neither created nor endorsed by Google.
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