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ABSTRACT
A study on the effects of casino employee’s

burn out on customer orientation

Focusing the mediating effects of closeness of monitoring

Hong-Yeol Cho1

Department of Tourism Management

The Graduate School of Jeju National University

Those working in casinos have been working on triple work shifts and
have been experiencing hierarchical culture and a gap between services and
performance. In addition, they, through the emotional labor they do while
providing services to customers, suffer from emotional exhaustion,
depersonalization, and a reduced sense of achievement. Those signs of
burn-out can not only result in lowering customer orientation but can also
have a negative impact on the performance of a company on the whole. On
top of that, due to the nature of the casino industry, employees are monitored
and controlled by CCTVs as well as their supervisors while on duty. As
such, casino workers’ burn—-out and customer orientation are closely related to
close monitoring by their supervisors and CCTVs.

In this regard, by conducting research on how the burn-out of the
employees working in the casinos located on Jeju Island affects their
customer orientation and what regulating effects close monitoring has, this

study aims to suggest both theoretical and practical implications and come up



with measures to efficiently manage casino human resources.

For this study, a survey was carried out among the employees working at
two casinos in Jeju from January 14th through the 19th in 2017. The
collected data was analyzed, using SPSS 20.0, a statistical analysis software,
to determine the demographic characteristics of the samples. In addition,
frequency analysis, reliability analysis, factor analysis, correlation analysis,
and multiple regression analysis were conducted, and the regulation effects
were analyzed.

The findings of the study are as follows:

First, whether or not emotional exhaustion has an impact on customer
orientation is not identified in this study. It can be considered that it is
inevitable for those working in the service industry to experience emotional
exhaustion for customer orientation.

Second, this study demonstrates that the depersonalization and reduced
accomplishment of casino workers influence customer orientation. As such,
companies should make continuous efforts to manage human resources
effectively in order to lower the burn-out level of their employees and
increase customer orientation and customer satisfaction, which will, in turn,
encourage guests to spend more time gaming and revisit their places of
business.

Third, reduced accomplishment is proven to lower customer orientation
more than depersonalization. The finding implies that businesses should give
priority to preventing reduced accomplishment from occurring as much as
they can.

Fourth, the regulating effects of close monitoring on the relationship
between depersonalization and reduced sense of achievement of casino
employees and their customer orientation are verified. Especially, in the
relationship between two factors, close monitoring by supervisors only, not by

CCTVs, has been proven to have an impact. Due to the nature of the casino



industry where employees handle cash and chips, which are cashable assets,
rather than lowering the degree of monitoring, it is necessary to actively
address the depersonalization and reduced accomplishment of workers.

Last, it can be expected that this study will provide an insight to look into
the relationship between the burn-out of employees and customer orientation
- two essential factors in the casino industry, as well as to lay a foundation
for a better understanding of the regulating effects of close monitoring.
Further, this study can serve as wuseful data when it comes to the
understanding and examining of close monitoring in casinos, an area where

little research has been conducted.
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