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Executive Summary
Covid pandemic it is affecting all of us ,therefore the company that I work for is trying to  evaluate the benefits and the challenges developed by this pandemic and how all of this it is affecting the customer satisfaction and moreover, how you keep a good customer services in this period. Taking this in consideration, Admiral is it using a theory strategy base on the knowledge that when you understand what people value you have a key to what motivates them (Miller et al, 2002).
Consequently Admiral it is using a system that are meeting the customer requirements and expectations by giving the customers what motives them and what they need: a state of relaxation, and state of wellbeing, and fulfil their need of desire to earn wealth.
















My workplace Admiral Slots Casinos use a System Theory approach. A system is demarcated as a group of cooperating, inter-reliant fundamentals that form a complex entirety (Grifitts and Tabery, 2013). Only in UK has at 230 UK High Street locations. All these 230 Admiral locations belong to a very precise system. Admiral Slots Casinos is a rapid increasing national chain of gaming centres, that offers the ultimate adult gaming experience. Admiral belongs to Novomatic and was created in 1980 by Johann Graf. This company it is an international gambling company and has casinos in 43 countries.
Our shop is an amusement arcade that households several fruit machines and games. We do coin exchange and promotions for people who like to play safe and enjoy the gaming experience. I work for this companies for 3 years and 11 months. The company that I work for is utilising the “Relationship marketing” in the following ways:
Every gambling company, including Admiral are using relevant marketing and theories/models/methods influenced by scientific discoveries to analyse the customers’ experience and to give to the customers what they “want”. They are using scientific research about human behaviour to create games, slots machines, and promotions to engage the customer to enter to gambling environment.
Today, gambling betting is encouraged by creating electronic platforms and electric machines that facilitate access to the game (Harris et al., 2017). Especially now with the covid pandemic, online gambling become very popular and 80% of the advertising in our days include online gambling casinos. 
Admiral are using the Customer Relationship Management which is an integrated approach to identifying, acquiring, and retaining customers (Peelen, and Beltman, 2013).
Miller et al, specified in 2002, that when you understand what people value, you have a key to what motivates them. People's desire to earn wealth is one of people's main motivations to start gambling (Ladoucerur et al., 2001). This is way in every promotion that my company makes it is suggesting very clearly the possibility to win big money if you play, and even if you play only 1 pound.
People are motivated to play recreationally because they want to get rid of stress and a negative emotional state and also want to play because of the adrenaline sensation that the games offer (Rickwood et all, 2010).My company use information to create the sensation in the head of the customer that if you gamble ,you can relax and have fun ,but also, you can have excitement sensations that will make you have an amazing experience.
It often happens that when an individual plays for the first time to enjoy the "beginner's luck", called by Redish et al., (2008) a positive prediction error. This implies that earning a sum of money at the beginning by an individual who is not a pathological player is the previous factor of developing a pathological player disorder in the future (Sharpe, 2002). Admiral company know this and this is way they always give free spins in the beginning ,because a lot of times from those free spins the customers earn money and how Redish et al, says, it is creating a positive prediction error that will make the customer to play more often in the future.
The authors Payne G. and Payne J. says in 2004 about the Hawthorne Effect, that the more attention you give to someone, the more likely their behaviour will change. The company that I work for did this, by sending messages to every customer that already sing up in our venue. The messages include a very positive and manipulate message, informing the customer that with only 1 pound they can win the jackpot. The possibility that a customer can win with 1 pound the jackpot, it is very rare, but still our company it is using it to attract people to play.
The company that I work for, evaluated the benefits and challenges of developing and maintaining good customer relationships online and just before the covid, they started to promote his online gambling site called “admiralcasinos.co.uk”. This means that every time a customer entered our venue, we had to give them the leaflet with the online casino of admiral where they can sign up and receive 40 free spins. We even had a tablet just for showing the customers how to access the online casino and how to sign in. Moreover, they encourage them to gamble offering them not only the 40 free spins they will automatically receive but another 40 free spin if they will sign up straight away from our tablet. 
Admiral use , media channels to promote his gambling site and in every adverting that you see ,you always can perceive that you can win big time ,because in that advertising it is showing you a picture or a set of pictures with the biggest winnings possible. Of course, those bigger winnings are possible only if you are playing a big bet, and the changes to get those very big winnings are very rare. Even so , in every adverting that you see , you will notice that how wonderful it the live after you win big and how happy you become when you gamble and you win so much money. You can see this advertising in every media channel, like Facebook, Instagram, You tube, Twitter, Yahoo, Gmail. Moreover, in every of these channels the adverting it is a short video with big wins that you can achieve only if you gamble. Those videos are very often and every day you will see at least 20 of them. So because those videos with this type of adverting are so often, they make you try it at least one time, even for curiosity, to see how it is like to gamble.

The company understand the benefits of keeping the customer engage even online, because the more interactions of the customer, online, or in our venue, the more profitable the company will get. They already realise that Covid will represent a challenge and they had to act quickly just before the lock down, to be able the get the people engage in online gambling even from before the lock down. 
This is why they trained us how to sell the idea to a customer that gambling doesn’t have to stop ,if our venue is closing ,the gambling can continue online ,so the fun and excitement it will keep going online ,in your own intimacy ,staying relax in our own chair and benefit from the excitement and wellbeing of the gambling. 
To maintain good customer service even  online ,they hired more stuff to be able to assess the customer need in real time ,and they create chat platform easy to access were a professional person can help you with every enquiry that you have .
The financial gains of the gambler also called positive prediction errors, reinforce the learning process, but financial losses, also called negative prediction errors, do not trigger the “unlearning process” as illustrated to us when the gambler player relapses (Redish et al., 2008). Moreover, financial losses may promote 'specific learning' referred to by Redish as 'state of division'. They show us the cause of the player's belief in losing money in a way that does not erode his faith in winning (Redish et al., 2008).Because the first time when they gamble , the gamblers have the fortune to win money, they do not realise that this is almost an onetime thing and it is very hard to win the same amount again , or to win so many time like they use to in the beginning when they started gambling. Only because they have this negative predictions errors they do not understand that even when you win 1 day 1000 pounds ,if you play every day 100 pounds ,in 30 days you lose more than 3000 pounds, so you lose more than 3 times more that you win one time. Taking in consideration that it felt very good when you win so much money, the gamblers are willing to spend more money only to feel the same sensation.
Taking in consideration that a quarter of the population is unable to enjoy personal activities in everyday life because our human genetic condition that leads to "dopamine hunger". (Blum et al., 1996; Moreno et al. 1991) and the fact that  "Dopamine hunger" is the cause of neurotic and destructive behaviours (Blum et al., 1996; Moreno et al. 1991), gambling companies ,including Admiral ,use this information to create an environment where you can enjoy everything ,an environment where you feel special, where you feel that you will achieve something important with the next bet that you make.
The gambling companies are inducing you the idea that it feels good to gamble and to enjoy a little time for yourself doing something that it is relaxing you and moreover that you can win substantial money. Moreover they are maintaining a good customer relationships ,in times of crisis like covid ,by giving them more promotions than before covid .In this way they determine the customer to be more engage than before in gambling activities that makes them feel good because gambling (as well as drug use) triggers the elimination of dopamine, which produces a state of well-being. Dopamine strengthens the reward of behaviours or drugs by flagging future rewards (Grant et al., 2003). In this way, giving to the customers more promotion and free money they are implementing in subconscious of the customers the need to future rewards. 
The majority of the games that are created to gamble ,they are using funny cartoons and funny character images that are inducing to the customers the childhood sensation that it will be fun and you will feel happy to gamble because you are using some cartoons that are remind you of a good feeling that you had in your childhood. The most played games and the most popular are those that are using cartons images from our childhood. Every week at least 5 new games are created and they are promoted online and in the real world by letting the customers to play them for free in a sort of tournament where if you achieve the highest score you will get a reward. With the covid situation, they are creating more tournaments where the customers can play for free , deducting the idea to the customer, that you do not have nothing to lose ,because it is free ,and the reward could be money and for sure a good time.
Because of the covid , all the gambling moved online ,and they are promoting all the gambling by send them emails and text messages that includes the promotions that ,you can win very easy and you can have a relaxing time. The gambling company already understand that because of the covid ,people are more stress and anxious and they are taking all of this to “wash the brain of those persons” promoting that gambling it is fun, enjoyable and you can win big time. In the covid situation, a lot of people start gambling online from their home, because everything else it is close and because they are trying to escape the negative feeling that the covid situation it is creating globally. For ordinary people, gambling is often seen as an attempt to block awareness of the thoughts or worries they want to get rid of (Schull, 2012). Additionally the biggest risk factor for non-dependent players ( ordinary people) to become dependent of gambling it is the Negative emotional State (LaPlante et al, 2008).Taking in consideration , that because of the covid , a lot of people have an negative emotional state , when they are introduce to gambling environment and they see that in fact when you are gambling ,all your negative state are blocked because of the release of the dopamine, you soon learn that ,it is good to gamble because at least when you gamble you do not have those bad feeling anymore. In this way you soon start to gamble more and more, until you become a problematic gambler. My company and all the gambling companies know this, and they are using this to create the addiction in people, so in this way their profit will grow.
In majority of the online advertising about gambling Admiral to promote the gambling, introduce some famous persons, that majority of the people like. So, when an ordinary person sees that even the famous persons it is gambling and has fun and a relaxing time, this mean that he can try it as well. They are using the sales law called “the association law” ,which states that if we like the persons that are associated with that product ,we tend to do in our mind positive associations with the product that those persons are sustaining it. (Hogan, 1996). Do not matter how good the product it is, only because of the sustaining, often be buy a product relying on the on the fact that a famous person it is supporting it (Hogan, 1996).
The company that I work for use seller partnership, which characterizes by long term exchanges of goods and services in return for cash or other consideration. They exchange to you a gaming experience that makes you having a good time and makes you feel amazing because of the adrenaline and the dopamine that your brain it is releasing when you are gambling , and in return you have to give them cash. In conclusion you pay for having a good time and this is how the addiction it is creating. Because you always return to do the purchase, in this case to gamble, only because you want to feel the exciting and the good feeling again and again. Admiral it is creating this, by early stages of a developing of a person. They are creating arcades ,were little children they can go with their family to gamble for prises ,so from the early child ,that children learn the gambling exciting and when they will become an adult majority of them they will be a problematic gamblers. Especially when gambling it is associated with a person from your family with who you went to gamble since you were a child. Therefore, if you are a child and you see that your own family it is doing it, you develop the believe that it is normal to gamble. This law it is called “similarity law” and states that we tend to do and like what other people that are similar to us do (Cialdini, 2007)

The company that I work for, they are using the three steps to measure the customer satisfaction. First, they understand the customer following needs. People's desire to earn wealth is one of people's main motivations to start gambling (Ladoucerur et al., 2001). People are motivated to play recreationally because they want to get rid of stress and a negative emotional state and also want to play because of the adrenaline sensation that the games offer (Rickwood et all, 2010).And the need of “dopamine hunger”, because a quarter of the population is unable to enjoy personal activities in everyday life because our human genetic condition that leads to "dopamine hunger". (Blum et al., 1996; Moreno et al. 1991) Therefore Admiral fulfil of this need by giving you the impression that when you gamble you can win big money so you can become rich very easy, that when you gamble you will not feel bad feeling anymore but instead you will feel amazing and because of dopamine releasing from your brain to your body you will not feel the “dopamine hunger” again, therefore you will feel satisfied and content.
Second, they use customer feedback to measure the customer satisfaction. This mean that they offer you the feeling to feel important if you give them feedback about their game and their customer services and a lot of time after you give this feedback they reward you with free spins that will be credited direct in our account.
Third, they are using “ongoing measurement” to be able to make you feel satisfied majority of the time when you are “investing” your money to play their online casino. They already understand that to attract you, they have to offer you ongoing promotions and to create an environment where you will be reward only by showing them your loyalty.
If for example, you are not gambling anymore to their online casino, they are using the procedure called “retrieving lost customers”. This mean that, they contact you and they offer you bigger promotions only to return to gamble to their online casino site. When  you return to gamble to their casinos after a while ,majority of the time you win, because they want to remind you how easy it is to win if you play to their casino and how good it`s feels.
Admiral use marketing strategy called the “loyalty effect” because a lot a customer gamble in our venue or online, because Admiral creates the impression that it is a good, innovating, and trustable company. They create this feeling to the customers, by creating games and machines that meets their expectation of having the best gaming experience. Admiral belongs to Novomatic and Novomatic it is a company that create very good gaming technology. Novomatic are innovating constantly their gaming product because they already understand that for the customer it is important have a gaming experience that it is in accordance with an innovation technology that makes them feel more excitement when they play.
Likewise, Admiral are integrating the Customer Relationship Management by using the manipulation law called “Law of Scarcity” .This law states that when a person perceives that something he might want  it is limited in quality , he believes that the value of what he might want it is greater than if it were available in abundance (Hogan, 1996). Therefore, they give you the great opportunity to receive so many free spins that are available for you only if you sign up in the online casino in that limited period. Even when you sign up and after you finish playing those free spins ,they show you a lot of games that are just about to give you their big jackpot only if you play on them now, and you have to hurry up playing those games because you can miss the jackpot and someone else could take it just before you.
Besides, Admiral know and use “The importance of simplicity”, which makes you believe that to sign up it is very easy and with just “one click” you can win the big jackpot.
The company that I work for, use one of the most important elements of the “Relationship marketing” called building long term relationship. First, after collecting the data they need, about you, as a customer, are creating you an “customer profile”. Next, they are using “Segmentation” by distributing you in groups through predicting your behaviours as a customer. So, if they valuated that you could make them a big profit, and realising that you could deposit big amount of money playing in their online casino, they give you more promotions that an ordinary person could not get, only because of their knowledge that you are a profitable customer. They are doing this only to keep you spending your money in their online casino. Consequently, they even created some groups like “bronze group”, “silver group” and “vip group” and when you arrive to vip group you will receive more and more promotions. Of course to arrive to the vip group you had to  play and spend a lot of money and they try to reward you by making you a “vip player” ,who will have more benefits that the other ordinary  players that deposit less money than you. Third, they monitor interactions with you, as a customer by asking you to give them feedback about their games or about their customer services that they just provided to you. They even point out the importance “your” opinion about this telling you “your opinion it is important for us”. Therefore, they manipulate you, making you think “my opinion it is important therefore I am important”. Fourth, they use customer preferences and knowledge. They are doing this by presentation you in bigger screen the games that you usually play the most ,and every time you log in your online gambling account on the first page you will see your favourite or the most played games in big illustrations. 
Even in this Covid pandemic, Admiral are providing to the customers games that are giving them satisfaction. I often hear from my customers, that are playing in our venue or online, that they do not mind losing money if they had a good game. By this they mean they want to play a game that makes them have the adrenaline and the excitement by giving them bonuses and futures that makes them keep playing for a while. After they are playing such a game, they feel satisfied, even when they lose the money, only because at least “they had a good game” and consequently they have the perception that they did a good purchase.
Additionally, Admiral, to increase the “customer satisfaction”, every week and every time you deposit you can get free promotions that could make you a wealthy person. This is what they are promoting the idea you need only one spin to get the big bonus”. Even when they lose, a lot of customers they are satisfied believing that with the next deposit and next free money that they will receive, they will might get the big jackpot because they have the perception that “one of us should get the bonus one day”. So, it is not a problem that you do not win today, at least you had a good game and you can win tomorrow or with the next deposit. If for example you do not feel satisfied with the gamed that you  played ,you lose money and you complain, they give you straight away some free spins or free money ,only for you to think that at least they give you something back and in this way you feel satisfied. Admiral knows that if a customer it is satisfy, this mean that it will remain loyal to their company and accordingly the business performance will increase.
Furthermore, Admiral  understand the cultural influences of their customers, this is why when you sign up to their promotion they ask you about the language that you want to receive the promotions and they send you the promotions in the language that you requested, creating in this why the sensation that they  personalised the promotion only for you, making you feel special.
The company that I work for, understand the role as well of the “family of friends influences” when you sign up with them. Therefore, they give you the option that if you give the link of signing up to a person that you know, you will receive double or triple free spins.
All of this factors described above  are part of a system that are meeting the customer requirements and expectations by giving the customers what motives them and what they  need: a state of relaxation, and state of wellbeing and fulfil their need of desire to earn wealth.
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