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the casino setting. Better casino services should naturally lead to higher customer satisfaction.

With competition between casinos increasingly keen, a successful casino would have to provide high
quality services to differentiate itself. This should comprise service quality in many different areas within a
casino context such as game service, customer service, physical service environment and food service.

It is worth noting that the service quality index by the Macao Gaming Research Association (and conducted
by SGS Hong Kong Ltd.) assesses the service quality of casino staff in Macao each year. The survey has
been conducted since 2013 and measures seven different services within these casinos - cage, cloakrooms,
membership desk, shuttle buses, security, gaming tables (dealers) and slot areas. Items measured
include ‘smile’, ‘proactive attitude” and ‘level of patience’ of personnel working on the gaming floor.

In many cases, casinos function like commercial banks; the casino business is literally a cash business. At
any given point in time, there are physical monies transported, handled and stored in the casino. As such,
it is important to protect the assets and financial records of a casino through the practice of sound control
measures (e.g., following standard operating procedures).

A number of things can go wrong at the gaming table, such as a dealer stealing, overpayment or payoff of
a losing bet, or players cheating or stealing chips. At the cage, cashiers may steal chips or overpay. One of
the best ways to avoid issues and potential problems in control is to plan, prepare and organise, and
establish a system of working policies and procedures. As such, standard operating procedures must be in
place for gaming operations and any transfer of chips or cash between tables/slots and count room(s)/cage.
(A count room is the place where cash, or coins, from the players, in exchange for gaming credits or chips,
is counted.) Standard operating procedures must be strictly followed. Moreover, employees need to be
properly inducted, briefed and trained about the operating environment and procedures.

There are many ways to protect the interests of stakeholders in a casino. An essential component of casino
control is the surveillance department. Also known as the ‘eye in the sky ., the main purpose of surveillance
is to protect the interests of the casino, its customers and the government (since casino gaming revenue is
heavily taxed). Casino gaming tax income can be a major revenue source for local government. In Macao,
for example, casino gaming tax is around 40% of gross gaming revenue and contributes more than 80% of
annual government tax revenuel Japan has recently passed a bill and stipulated a gaming tax of 30%.
Therefore, surveillance for a casino in an integrated resort performs a critical role in supporting the local
government and, directly and indirectly, its community.

There are many different forms of games in a casino. There are games of chance that are played in most
casinos, which include baccarat, roulette, sic bo and slots. And then there are games of skill, such as
blackjack. In a game of chance, outcomes are basically determined randomly (i.e., by chance) and one
cannot effectively predict them without cheating. Games of chance often involve ‘drawing’ numbers or
patterns from devices like dice, spinning wheels or tops, and slot machines.

In games of skill, outcomes are determined by mental and/or physical skill and not by chance (as in
games of chance). For example, mahjong is a popular game of skill played by many around the world, in
mostly private settings. Blackjack players can improve their advantage by following simple strategies,
called ‘basic strategy .

Marketing casino gaming is never an easy task. In many jurisdictions, such as Singapore and Macao, the
promotion of casino gaming services is forbidden in public areas (ie. outside of casino gaming premises).
As such, integrated resorts rely on the promotion of the entire property to entice guests to come in and

play - highlighting other areas like food outlets, physical environment, hotel rooms and retail shops.
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12 https//www2.deloitte.com/jp/ja/pages/real-estate/articles/re/ir-business-earning-structure.html (B H :
2022411 A 25 H)
13 In fact, the casino in an integrated resort is closely integrated with the operations of its other departments
or components, such as transportation, accommodation, food and beverage, retail and entertainment. A VIP
or premium player enters through the gateway of the gaming destination and is ferried away in a
limousine to the integrated resort. At the integrated resort, the host assists the guest in checking into their
accommodation. At times, the guest goes straight into the casino to start his game play. When hungry, the
VIP player may choose to eat at the gaming venue at one of the food outlets. In between game play, the
player may walk out of the casino and into the shopping mall. There, they may buy an item or two for
their family members before returning to the gaming venue. The player may also watch a show during
their stay in the integrated resort, perhaps along with their family members. Often, depending on the player's
worth, accommodation, food and beverage, and/or entertainment shows are provided as complimentary
activities to entice the players to play at the property.
For all these to work effectively and efficiently, the various components in the integrated resort must
work together to satisfy their guest. Constant communication and good coordination is needed. While a
host may look after the player throughout their stay and coordinate some (if not most) of these activities, a
hybrid team may be set up to help oversee the entire process. The aim is to provide a stream of seamless

and effective services to the VIP player when needed.
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A Study on the Management of Integrated Resorts (IR)
- A Study for IR in Japan based on Lam (2020)
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Abstract

Integrated Resorts (IR) have been developed in many countries. At present, Japan is preparing to
establish its own IR facilities. This is the first time for Japan to embark on this kind of project, and it
has become a divisive issue with growing voices of disagreement. As such, it will require extensive
groundwork, including the formation of laws and regulations.

This article does not discuss the pros and cons of IR. However, since IR in Japan is currently being
planned, academic research on its management is considered essential if projects of this nature are to
succeed in Japan. This article focuses on Macau, where IRs are already in operation, and investigates
both the management of IRs based on previous literature in Macao (Lam, 2020) as well findings
obtained from field surveys conducted in Macao in 2017-2019. The author concludes with an
application of the management condition of IR in the Macau situation to issues arising in IR

management in Japan.
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