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Abstract 

Job turnover has long plagued the hospitality and tourism industry. The casino segment 

of this industry is particularly vulnerable to excessive staff turnover due to the face-to-

face interaction between gamblers and gaming company employees. The relationship 

between job satisfaction and job turnover has been explored in numerous industries. This 

research study used correlational research, linear regression, and descriptive statistics to 

examine the intrinsic, extrinsic, and general factors of job satisfaction and its influence on 

the intent to leave for all employees and the employees of the security, housekeeping, and 

beverage departments of a major casino operation. Additionally, the variables of age, 

gender, education, number of years employed by the casino, shift routinely worked, 

number of hours worked per week, and the department in which the employees worked 

were examined to determine their influence on job satisfaction and intent to leave for all 

casino employees and the employees of the security, housekeeping, and beverage 

departments. While a high degree of job satisfaction existed for many study respondents, 

a significant degree of job dissatisfaction existed overall and within those departments. 

Of the seven variables examined, age, shift, and hours worked were found to be 

significant negative factors and influenced the intent to leave for study respondents, while 

gender was a factor in the security, housekeeping, and beverage departments. Ten of the 

49 departments examined reported lower scores for all three factors of job satisfaction 

and a higher score for intent to leave than the mean of all 50 departments. Finally, it was 

determined that more than one-fifth of the casino respondents suggested their intent to 

move to another department within the casino operation. 
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Chapter 1: Introduction 

Background of the Study 

Gambling is one of America’s most popular activities, at least when measured by 

revenue (Vacek, 2011). In 2006, gamblers wagered $57 billion dollars, almost three times 

the $20 billion spent that year by patrons purchasing movie tickets and music recordings, 

and far exceeding the $28 billion combined revenues of McDonald's, Burger King, 

Wendy’s, and Starbucks (Vacek, 2011). The gaming industry, which includes standalone 

casinos, casino hotels, riverboat casinos, bingo halls, gambling machine manufacturers, 

lottery services, Internet gambling services, bookmaking, and other gambling services, 

has emerged in recent years as a major contributor to the economy of the United States. 

According to Henderson (2015), in 2010 the casino and gaming industry accounted for 

nearly 1% of the 2010 United States gross domestic product of $14.5 trillion dollars with 

total revenues of $125 billion dollars. In addition to gaming revenue, the casino industry 

often serves as the centerpiece for related products and services including hotels and real 

estate. In addition to the revenue factor, Bazelon, Neels, and Seth (2012) reported that in 

2010 the 566 U.S. casinos located in 22 states accounted for over 800,000 jobs, earned 

almost $50 billion in revenue, and were instrumental in bringing in an additional $15 

billion from food, retail sales, and entertainment. 

A report by Oxford Economics noted that by 2014, growth in the United States 

casino industry had led to total revenues of more than $81 billion, including $67 billion in 

gaming revenues (“Groundbreaking New Research,” 2014). The U.S. gaming industry 

generated an additional $60 billion in payments to suppliers, and gaming employees 

added to their local economies with spending that exceeded $78 billion. 
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Casinos also account for a significant number of recreational jobs in the United 

States. The gaming industry employs over 734,000 workers and generates $33 billion in 

wages, benefits, and tips. Casino purchases from vendors and suppliers support an 

additional 383,000 jobs and spending by casino employees support an additional 595,000 

jobs. The net effect is that the casino industry in 2014 supported more than 1.7 million 

jobs, more than the U.S. airline industry (“Groundbreaking New Research,” 2014). By 

any measure, the United States gaming industry, including casinos, plays an important 

role in the economy of the United States. 

With the explosive growth of the gaming industry, the demand for employees has 

often exceeded supply. Agrusa and Lema (2007) stated that a chronic shortage of 

qualified workers represents a major challenge to casino operators and the hospitality 

industry as a whole. The shortage of qualified workers in the casino industry is 

exacerbated by an annual employee turnover rate that in some cases reaches as high as 

70% to 80%. The immense costs that correlate with such high employee turnover have 

created a sense of urgency in several rapidly expanding casino and gaming organizations 

to address this concern (Agrusa & Lema, 2007).  

Hausknecht, Trevor, and Howard (2009) contend that voluntary employee 

turnover creates unfavorable organizational consequences that include lowered 

productivity, reduced employee morale, and disrupted operations that often result in poor 

service delivery. As of 2007, 84% of United States workers held service-providing 

positions rather than goods-producing jobs, increasing the need for companies that 

operate in the huge service industry to better understand the nature and cause of excessive 

employee turnover (Hausknecht et al., 2009).  
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According to the U.S. Bureau of Labor Statistics, the quit rate of workers in the 

U.S. hospitality and leisure industry averaged 47.5% for 2015. Quits are considered 

voluntary separations that are initiated by the employee and the quit rate serves as a 

statistical measure of workers’ willingness to depart their jobs (U.S. Bureau of Labor 

Statistics, 2016). The gap between a casino employee turnover rate that can be as high as 

70% to 80% (Agrusa & Lema, 2007) and the 47.5% quit rate of all hospitality and leisure 

employees (U.S. Bureau of Labor Statistics, 2016) represents a significant challenge, and 

opportunity, for casino owners and managers in their goal to improve customer 

experience and profitability.  

Need For the Study  

Employee turnover is a chronic problem in the hospitality and tourism industry. 

Sims (2007) stated that the industry reports turnover rates ranging from 70% to 100% 

with some organizations experiencing turnover rates as high as 300%. Certain factors 

have been identified that lead to voluntary turnover. Sims (2007) argued that 

demographic issues including labor shortages, negative connotations emanating from the 

hospitality and tourism industry, work hours, low pay and benefits all contribute to 

chronic industry labor turnover. Igbaria and Siegel (1992) reported that factors 

influencing employee turnover include age, job tenure, number of years in the industry, 

the type of job, role conflict, role ambiguity, and job activity that spans boundaries. 

External factors also contribute to employee turnover in the hospitality and tourism 

industry. Kim (2014) wrote that extrinsic factors such as a job opportunity with a 

different organization that provides better working conditions increases the probability of 

turnover. Bai, Brewer, Sammons, and Swerdlow (2006) argued that within the hospitality 
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and tourism industry, hotel employees are not attached to their employers in large part 

because they feel that their employers’ organizational commitment is neutral, resulting in 

only a slightly positive level of job satisfaction.  

Job satisfaction is important in its relationship to employee turnover (Jackofsky & 

Peters, 1983). Managers operating in the hospitality industry must identify what factors 

of job satisfaction are vital to maintaining job satisfaction and how levels of satisfaction 

can vary according to different employee characteristics.  Lee and Way (2010) wrote that 

employees are diversified along a number of different employment characteristics, not 

just demographics, which can affect job satisfaction. 

Job satisfaction is an employee’s general attitude toward his or her job (Robbins 

& Coulter, 2016). Gu and Sui (2009) stated that services are provided to customers by 

casino employees and the disposition exhibited by the employee will affect in a very 

direct manner the services those employees deliver. Employee job satisfaction can be 

demonstrated by their approach to delivering requested services and their attitude can be 

perceived by the customer.  Bai et al. (2006) stated that research demonstrates that 

numerous factors determine an employee’s attitude toward their job satisfaction, intent to 

remain, and organizational commitment. Youndt, Snell, Dean, and Lepak (1996) wrote 

“People may be the ultimate source of sustained competitive advantage since traditional 

sources related to markets, financial capital, and scale economies have been weakened by 

globalization and other environmental changes” (p. 839). Noting the importance of 

connecting the organization’s long-term strategy and direction with its management 

practices, Chan, Shaffer, and Snape (2004) stated that inconsistencies between these two 

critical elements creates frustration with employees at all levels, and also compromises 
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management efforts and the allocation of resources. Additionally, the literature 

demonstrates that job satisfaction is a key factor in understanding an employee’s 

intention to leave. Lu, Lu, Gursoy, and Neale (2016) stated that hospitality industry line-

level employees’ job satisfaction and intention to leave is influenced largely by their 

work environment, relationships with supervisors, and compensation, while supervisors’ 

job satisfaction is influenced primarily by work environment factors such as working 

conditions, communication style, and work accomplishment.  

Bai et al. (2006) argued that customer satisfaction is strongly related to the level 

of job satisfaction of the employees who deliver customer care. In turn, Xiong and King 

(2015) reported that a customer’s experience with an organization is significantly 

impacted by frontline service employees. Kralj and Solnet (2010) suggested that casino 

customer satisfaction is extraordinarily dependent on the treatment of customers by the 

casino employees. Wong (2013) argued that creating a unique and special customer 

experience is of singular priority for casinos because customers are demanding an ever 

increasing level of services and benefits.  Additionally, Kralj and Solnet (2010) stated 

that while casino strategies often focus on the product delivered and the price point/value 

proposition, these factors may not guarantee complete commitment and loyalty from their 

customer base. The gaming and casino industry in the United States are experiencing a 

significant boost in popularity and accessibility, which means customers can elect to 

choose similar products at other establishments. Creating a climate for the desired level 

of service quality is a key factor in the casino operator’s quest to develop a competitive 

advantage (Kralj & Solnet, 2010).  
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A lack of job satisfaction in the casino industry has been reported in the literature 

as a factor in work performance.  Gu and Siu (2009) reported that undistinguished to 

indifferent interpersonal skills are a major weakness in the casino industry and that job 

satisfaction is highly correlated with job performance. Back, Lee and Abbott (2011) 

argued that the relationship between hospitality workers who interact with casino 

customers on the frontline has a significant amount of influence on customer satisfaction 

and loyalty. Attracting and retaining workers who possess the capability to deliver high 

standards of performance should be among the highest priorities of any organization in 

the hospitality industry. Unfortunately, the hospitality industry has a long history of poor 

wages, reduced job security, long working hours, and employment tenure impacted by 

seasonality. However, casino employees typically do not leave their employer due to 

wages but rather other factors. Back et al. (2011) stated that casino owners and managers 

should identify and develop strategies to forge closer relationships with their employees 

to more effectively retain their services. Heightened competition for experienced casino 

employees adds credence to the need for further research into factors of job satisfaction 

and intention to leave that will take a big step toward identifying specific elements of job 

satisfaction that positively influence employee retention.  

Chung, Yin, and Dellmann-Jenkins (2009) investigated the intrinsic and extrinsic 

factors impacting casino hotel chefs’ job satisfaction and found that among the intrinsic 

factors, the chefs were most satisfied with the work itself and least satisfied with growth 

opportunities and recognition. Extrinsic factors affecting hotel chefs’ job satisfaction 

were supervision and company policies.  
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Tutuncu and Kozak (2007) explored factors affecting job satisfaction and the 

intention to stay in the hospitality business and learned that job characteristics (skill 

variety, task identity, task significance, autonomy, and feedback) are important variables 

that have a positive relationship to overall job satisfaction and intention to remain in the 

industry. Stedham and Mitchell (1996) stated that contrary to prior discoveries, labor 

market conditions and compensation play a relatively minor role in casino workers’ 

decision to quit. Other factors including lack of perceived job security, perceived 

employer concern with the employees’ well-being, and dissatisfaction with their 

supervision were chief causes that led to voluntary termination.  

Numerous studies have investigated various factors of job satisfaction in the 

hospitality industry. However, other than a single analysis that targets casino hotel chefs, 

no studies have focused attention on the relationship between the intrinsic and extrinsic 

factors of casino workers’ job satisfaction and the intention to voluntarily quit, which 

leaves a considerable gap in the literature relative to needed research. This gap is of 

particular importance given the explosive growth of the casino industry in the United 

States and the high level of casino employee turnover, particularly when compared to the 

hospitality industry as a whole.  

Research Problem 

Employee retention is a critical issue facing the casino industry. Agrusa and Lema 

(2007) wrote that customers will often make a determination whether to return to a 

particular establishment based on their interaction with a single direct service employee, 

the type that most often has face-to-face consumer interaction. Hausknecht et al. (2009) 
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stated that voluntary employee turnover harms the customers’ perceptions of service 

quality, which in turn impacts customer retention, revenue growth, and profitability.  

Annual quit rates in the leisure and hospitality industry in recent years range 

between 35.8% in 2011, about the time the country was emerging from the 2008/2009 

recession, to 47.5% in 2015, when employment levels were beginning to approach pre-

recessionary levels (U.S. Department of Labor, March, 2016). While various studies 

indicate that specific factors influence job satisfaction and the intent to remain with an 

organization in the hospitality industry (e.g., Gu & Siu, 2009; Chan, Wan & Kuok, 2015; 

Bai, Brewer, Sammons & Swerdlow, 2006), none could be found on the relationship 

between the intrinsic and extrinsic job satisfaction factors (other than hotel chefs) and the 

intention to remain. With almost one of every two leisure and hospitality employees 

voluntarily quitting their employment and a casino turnover rate that ranges from 25% to 

30%  (Massachusetts, Expanded Gaming, 2008) to as high as 70% to 80% (Agrusa & 

Lema, 2007), additional research into factors affecting casino employee retention is 

warranted. A research effort that examined the intrinsic and extrinsic factors of casino 

employees’ job satisfaction and its relationship to employee intentions to leave the 

company would add material to the literature and insight into employee retention in the 

casino industry. 

Research Questions 

The purpose of this research is to learn whether there is a relationship between job 

satisfaction and casino employees’ intentions to leave. The following research questions 

were applied to this study: 
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RQ1. To what extend do intrinsic and extrinsic factors of job satisfaction 

influence an employee’s intention to leave.  

RQ2. To what extent can age, gender, education, the number of years employed 

by the casino, shift, number of hours worked per week, and the department in which the 

employees work influence job satisfaction and the intent to leave? 

Hypotheses 

H1: There is a positive relationship between age and intention to leave among 

casino employees. 

H2: There is a positive relationship between gender and intention to leave among 

casino employees. 

H3:  There is a positive relationship between education and intention to leave 

among casino employees. 

H4:  There is a positive relationship between number of years employed by the 

casino and intention to leave among casino employees. 

H5: There is a positive relationship between shift and intention to leave among 

casino employees. 

H6: There is a positive relationship between number of hours worked per week 

and intention to leave among casino employees. 

H7: There is a positive relationship between department worked and intention to 

leave among casino employees. 

Assumptions and Limitations of the Study 

The researcher’s assumption was that the factors of job satisfaction, intrinsic and 

extrinsic, play a key role in determining whether a casino employee has the intent to 
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remain employed in their current organization. The researcher also assumed that the 

variables of age, gender, the number of years employed by the casino, education level, 

shift worked, the number of hours worked per week, and the department in which the 

employees work factored into their intention to continue their current employment. 

This research study was limited to employees in two separate casinos. The study 

examined the extent intrinsic and extrinsic factors of job satisfaction influence an 

employee’s intention to leave among casino workers in both locations.  

Significance of the Study 

The academic literature includes little information about the factors of job 

satisfaction and casino employees’ intent to terminate their current employment. Several 

studies measure job satisfaction among employees in the hospitality and tourism industry; 

however, little information is available on the intrinsic and extrinsic factors of job 

satisfaction and how they relate to casino workers’ intention to voluntarily terminate their 

employment. Employee job satisfaction has a significant impact on the following factors 

that affect the performance of casino operations: 

Customer Satisfaction and Loyalty 

 Wong and Fong (2010) wrote that the quality of the environment in which casino 

services are delivered and the delivery process itself are greater predictors of customer 

satisfaction than the actual games that are played in casino operations. Ramlall (2003) 

noted that a decline in services rendered to customers could adversely affect the 

satisfaction and loyalty of customers, and, as a result, the organization’s profitability.  

Williams and Uysal (2004) stated that increased technological factors such as the Internet 

and e-mail have changed the landscape of global competition. It is now far easier to 
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duplicate a competitor’s price and product and, as a result, there has been an explosion of 

choices and options competing for the consumer's expenditures. The element that 

competitors cannot duplicate from other organizations is that organization’s customer 

relationships. A firm’s ability to attract and satisfy customers has become a key aspect of 

long-term success. Cruz, Lopez-Guzman, and Canizares (2014) argued that there is a 

close relationship between job satisfaction, the level of service delivered by the 

employee, and the degree of customer satisfaction.  

Recruitment Costs 

  Hinken and Tracey (2000) noted that most organizations and their managers do 

not grasp the enormous costs associated with employee turnover, including recruitment 

costs, even for entry-level positions. Tracey and Hinken (2010) stated that several factors 

add to the cost of replacing an employee:  

1. Pre-departure includes those costs incurred after an employee notifies the 

employer that he or she is leaving. These costs include preparing for and 

conducting exit interviews, preparing severance packages if applicable, and all 

other costs associated with that departure.  

2. Recruitment includes costs associated with advertising and recruiting for a new 

employee or employees. These costs include recruitment, multiple interviews, 

background and reference checks, and travel expenses associated with the new 

hire. 

 3. Orientation and training costs occur when new employees are hired, and the 

costs of orientation and training must be factored. Most of the costs associated 
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with orientation and training relate to the time of the current employee’s handling 

of these responsibilities instead of their other job duties.  

 
4. Lost productivity includes the costs of diminished productivity of an employee 

who is leaving along with the time necessary to bring the replacement employee 

to an acceptable level of competency. Regardless of the expertise and experience 

of the new hire, a learning curve typically exists for most jobs. New employees 

also often consume more of their peers’ and supervisors’ time when they need 

assistance with problems, answers to questions, or understanding company 

procedures, all of which lead to diminished productivity of those providing that 

assistance (Tracey & Hinken, 2010). 

Hale (1998) stated that recruitment costs could range as high as 50% to 60% of an 

employee’s first year wages and up to 100% for a unique, highly specialized position. As 

a result, Hale (1998) argued that retaining critical employees enables an organization to 

gain a competitive advantage. Further, Hale (1998) stated that firms should consider 

investing to retain these employees as opposed to chancing reduced productivity and 

profitability. Ayres (2014) noted that a study by Choi and Dickson (2010) indicated that 

for every employee paid by the hour that required replacement, there was an additional 

cost of 30% of that employee’s wages. A review of management level employee turnover 

indicated that nearly 50% of their salary was the cost associated with hiring a 

replacement and his or her subsequent training.  

Job Performance 

Saari and Judge (2004) stated that employee job satisfaction is a predictor of job 

performance. They offer insights for Human Resource managers to consider that might 
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improve employee job satisfaction: 1) Does the organization have a means of measuring 

areas vital to employee job satisfaction? 2) How can this information be made known to 

the management team responsible for line operations? 3) Is the employee job satisfaction 

measure routinely used as part of the organizational decision making process? 4) Are the 

factors of employee job satisfaction and the resulting impact on the organization 

discussed along with other key organizational metrics? 

Saari and Judge (2004) argued that future research should provide a greater 

understanding of the effects employee attitudes and factors of job satisfaction have on 

organizational performance. Measuring the intrinsic and extrinsic factors of job 

satisfaction and their impact on intention to leave an organization will add to the 

scholarly research into the “people” side of business in the highly competitive casino 

industry. 

Purpose of the Study 

The purpose of this study was to identify the relationship between job satisfaction 

and intention to leave among casino employees. In particular, this studyassessed the 

extent to which intrinsic and extrinsic job satisfaction factors influence an employee’s 

intention to leave. Additionally, this study identified to what extent age, gender, 

education, the number of years employed by the casino, shift, the number of hours 

worked per week, and the deparment in which they work influenced job satisfaction and 

the intention to leave.  

Researcher’s Perspective 

This study reflected two perspectives. The first view came from knowledge of the 

degree of employee turnover within the organization where the research was conducted 
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and the second from conversations with the regional senior vice president and general 

manager and the regional director of continuous improvement and project management of 

this organization. 

Knowledge of the Degree of Employee Turnover 

In the spring of 2016, the researcher was approached by the Director of the Center 

of Economic Development, part of the College of Business at the University where the 

researcher is employed, to gauge interest in developing a training program for a group of 

employees working in the organization where the research will be conducted. The stated 

purpose of the proposed training program was to address employee turnover in a specific 

area of concern for this organization. 

The researcher met once with the organization’s regional senior vice president 

and general manager, and twice with the organization’s regional director of continuous 

improvement and project management. Additionally, the researcher exchanged numerous 

emails and telephone conversations with the regional director of continuous improvement 

and project management. During these conversations, the researcher learned the 

pervasive degree of employee turnover in the organization and current efforts to slow the 

rate of voluntary turnover. The casino’s senior leadership hopes to use the results from 

this study and analysis to coordinate the organization’s internal efforts and the efforts of 

an outside agency hired to assess the high turnover to reduce the firm’s annual voluntary 

employee turnover rate.  

Definitions of Terms 

The following terms and their definitions are provided to clarify intended 

meanings of the terminology frequently used in this study. 
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Job Satisfaction 

 Job satisfaction is an employee’s general feeling and attitude regarding his or her 

job. Job satisfaction is considered an attitude rather than a behavior. Job satisfaction is an 

outcome of a number of factors that affect the employee’s attitude. Job satisfaction is an 

issue for most managers because research has documented that satisfied employees report 

to work more often and on-time than not satisfied employees, have greater levels of job 

performance, and will remain employed by the organization longer than less satisfied 

employees (Robbins & Coulter, 2016). 

Intrinsic Factors of Job Satisfaction 

 Intrinsic motivation is the stimulus that emerges from inside a person as opposed 

to some form of external or outside reward. Intrinsic factors of job satisfaction include 

engaging work, ingenuity, creativity, and performance (Mottaz, 1985). Additional 

intrinsic factors include recognition, responsibility, advancement, and a feeling of 

personal growth (Robbins & Coulter, 2016). 

Extrinsic factors of job satisfaction 

 Extrinsic motivation is behaviors that are driven by external, outside rewards 

such as money, working conditions, supervision, company policies, a feeling of security, 

and status (Robbins & Coulter, 2016). Often, extrinsic motivation is fabricated in the 

context of motivating employees and includes elements such as compensation, fringe 

benefits, and job security (Mottaz, 1985). 

Retention 

 Employee retention refers to a business’s efforts to create a working environment 

that encourages its current staff to remain employed by the company. Job retention 
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factors reflect the policies a company enacts to enhance employee satisfaction and to 

reduce costs associated with the recruitment, hiring and training of new staff (Sharp, 

2016). 

Employee turnover 

 Employee turnover is the ratio of the number of employees that leave a company 

through attrition, dismissal, or resignation during a period to the number of employees on 

payroll during the same period (Business Dictionary, 2016). 

Intention to leave 

 Intention to leave is an employee’s intention to leave the organization within 

some specific time period (Dollar & Broach, 2006). 
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Chapter 2: Literature Review 

The purpose of the literature review was to examine current literature relevant to 

the topic of job satisfaction--intrinsic and extrinsic--and employees’ intention to leave 

their employment. The objective was to enable the researcher to develop familiarity with 

the general inquiry that has been conducted in the field of job satisfaction and intention to 

leave a place of employment. More specifically, it was to examine to what extent intrinsic 

and extrinsic factors of job satisfaction influence an employee’s intention to leave the 

casino operation. 

Job Satisfaction 

Uusiautti and Maatta (2015) wrote, “The nature of work life is changing. 

Motivation to work is no longer dependent on salary alone” (p. 1). It has not always been 

so. Management theory about motivation, organizational behavior, and job performance 

have evolved to better understand these changes. To best view factors of job satisfaction, 

it is important to acknowledge that some skepticism exists regarding research into job 

satisfaction. Most people have to work. Given this fact, does job satisfaction matter, and 

if it does, can it be effectively measured? Regarding measuring job satisfaction, Bertrand 

and Mullainathan (2001) stated that a divide and even a degree of skepticism may exist 

between social scientists and economists regarding the subjectivity of the questions asked 

in surveys regarding job satisfaction. The authors argued that the literature supports 

economists’ distrust in subjective questions yet, paradoxically, they suggest that 

subjective variables used in surveys could be useful in explaining differences in the 

actions and attitudes of individuals (Bertrand & Mullainathan, 2001). Adding to the 

skepticism about research into job satisfaction, Pfeffer (2007) argued that a paradox 
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appears to exist in the American workplace when viewed from a competitive market 

efficiency standpoint as suggested by the following:  

1, American workplaces demonstrate an inescapable level of job dissatisfaction 

with the indication that this issue is getting worse with serious consequences for 

both worker and employer.  

2. How employees are managed along with their subsequent job satisfaction are 

compelling predictors of organizational performance.  

3. The factors that lead to creating engaged employees and successful 

organizations are well known, yet many organizations fail to take appropriate 

actions to address these factors of job satisfaction that often result in diminished 

organizational performance. Pfeffer (2007) concluded that one could reject the 

conclusions of a single survey, but that most studies suggest employee attitudes 

are commonly low and that employees are critical to an organization’s success. 

While there may be a degree of skepticism regarding measuring job satisfaction, 

the importance of the relationship between employee satisfaction and an organization’s 

economic performance has been established in the literature. Melian-Gonzalez, 

Bulchand-Gidumal, and Lopez-Valcarcel (2015) wrote that employee satisfaction 

correlates positively with economic performance, one reason organizations should 

measure job satisfaction. Ouedraogo and Leelerc (2013) stated that numerous studies 

report that satisfaction at work is directly related to job performance. And while 

acknowledging skepticism regarding job satisfaction, the literature suggests that it plays 

an important role in an organization’s success. Therefore it is important to review the 

factors of job satisfaction. 
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It was useful to start first with an understanding of job satisfaction as defined by 

the literature. Robbins and Judge (2009) defined job satisfaction as “a positive feeling 

about one’s job resulting from an evaluation of its characteristics” (p. 79). Baldwin, 

Bommer, and Rubin (2008) described job satisfaction as “how an individual feels about 

his or her job” and as “an appraisal of specific aspects of the job role, including 

satisfaction with one’s pay, co-workers, supervision, promotional opportunities, and the 

work itself” (p. 242).  Weiss (2002) stated that the classic definition of job satisfaction is 

Locke’s, who described job satisfaction as “the pleasurable emotional state resulting from 

the appraisal of one’s job as achieving or facilitating one’s job values” (p. 174).  

Examining factors of human behavior and organizational performance, Wren and 

Bedeian (2009) noted that the human-relations movement of the 1940’s and 1950’s 

emanated from the scientific management theories of earlier decades and led to the 

discipline of behavioral research. Cunningham and Wakefield (1975) stated that Murray 

(1938) and Maslow (1962) put forth theories that proved of significance. Murray (1938) 

developed a hypothesis of employee behavior with his need theory that stated there were 

27 personality needs that affected an individual’s behavior. Maslow (1962) developed the 

hierarchy of needs theory that argued people were motivated by the need to satisfy five 

inborn needs: physiological, safety, love, esteem, and self-actualization. The underlying 

premise of Maslow’s theory is that a lower-level need must be satisfied to a certain 

degree before the next higher need can motivate an individual’s behavior (Wren & 

Bedeian, 2009). Steers, Mowday, and Shapiro (2004) reported that McClelland (1961) 

developed his three needs theory that argued individuals carry numerous, sometimes 

competing needs that drive motivational behavior when triggered. The contrast between 
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Maslow (1962) and McClelland (1961) is of interest as McClelland provided researchers 

a set of distinct needs that drove motivation as opposed to the more philosophical need 

for self-actualization as put forth by Maslow (Steers, et al., 2004).  

The need to expand behavioral research into the area of job satisfaction was 

driven in part by the International Business Machine (IBM) company’s efforts in the 

1940’s to enlarge jobs by combining machine operator positions. These endeavors led to 

improved productivity and enriched the operator’s job by enabling individual 

responsibility in the workplace and ushering in skill variety to the machinist’s work. A 

secondary, but equally important factor driving further research into job satisfaction was 

the dichotomy of assembly line workers at an automobile factory rebelling against the 

anonymous nature of their jobs despite expressed satisfaction with the financial aspects 

and security of their positions (Wren & Bedeian, 2009). The thought that factors beyond 

pay and security could influence employee behavior and motivation began to emerge, 

challenging many of the then current assumptions of management and organizational 

behavior theorists.  

Several theories about people at work and their motivation and job satisfaction 

began to emerge in the 1950’s and 1960’s. Lawter, Kopelman, and Prottas (2015) 

observed that McGregor’s (1960) “theory X and theory Y was tied for second place as 

the most well-known theory in organizational behavior out of the universe of 73 theories” 

(p. 84). McGregor proposed that under theory X, managers held the belief that employees 

had distain for work and required clear direction and even occasional coercion to perform 

their duties. Theory Y managers held the belief that employees in fact liked to work, were 
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creative, sought responsibility, and could exercise self-direction (Robbins & Judge, 

2009).  

Herzberg put forth his two-factor theory that suggested the elements that created 

job satisfaction were clearly different from factors that created job dissatisfaction 

(Herzberg, 1968). Herzberg argued that there were two sides of employee motivation. 

Motivating factors critical to the job included achievement, opportunity for advancement, 

responsibility, and the work itself. These factors Herzberg labeled as intrinsic. On the 

opposite side, dissatisfaction avoidance (hygiene factors) Herzberg labeled as extrinsic 

and included company policies, supervision, salary, status, and job security. Herzberg 

argued that hygiene factors did not necessarily lead to job satisfaction or employee 

motivation but could lead to employee dissatisfaction (Herzberg, 1968). The connection 

between motivation, behavior, organizational performance, and job satisfaction began to 

emerge from these theories. 

Dugguh and Ayaga (2014) argued that job satisfaction is the foundation upon 

which employee performance is built, and is now considered part of mainstream 

management theory. As a result, additional theories regarding job satisfaction and 

motivation began to emerge. Building on the earlier work of Murray (1938) and others, 

Deci and Ryan (2000) developed the self-determination theory that argued that the 

attainment of goals depends on the individual’s ability to satisfy their basic psychological 

needs. Theories such as the affective event theory put forth by Weiss and Cropanzano 

(1996) articulated the role of how emotions and moods impacted job satisfaction, while 

Adams’ (1963) equity theory argued that an individual determined the degree of input 

from a relationship versus the amount of output. If the individual perceived that there is 
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an inequity between the input and output in the relationship, the employee is likely to be 

dissatisfied (Dugguh & Ayaga, 2014). An intriguing motivational theory that explored 

work satisfaction was the job characteristics theory put forth by Hackman and Oldham 

(1976). The job characteristics theory argued that certain core characteristics of a 

person’s job had an impact on the job outcome. These characteristics included skill 

variety, task identity, significance of the task, job autonomy, and job feedback. It was 

argued that these key job characteristics had a significant influence on the 

meaningfulness of the job, the responsibility for the outcome of the work, and the 

knowledge of the results of the work activities – all of which affected the work outcomes. 

These included job satisfaction, degree of absenteeism, and the motivation to work. It 

was further argued that job satisfaction is influenced by factors including the environment 

of the job, and individual and psychological factors (Dugguh & Ayaga, 2014).  

It is important that organizations continue to develop a deeper understanding of 

job satisfaction. Harter, Schmidt, and Hayes (2002) argued that additional research is 

warranted to gather a greater understanding of business outcomes and the measures of 

employee satisfaction and engagement. The literature reveals a progressive timeline in 

management thinking that today suggests employee job satisfaction has a major impact 

on organizational performance. In recent decades the world has shrunk in terms of ease of 

travel, the speed of communication, logistics, technology, and the ability to copy a 

competitor’s product. All of which have resulted in increased competition, even from 

countries formerly considered as “emerging or developing.” Ioana-Lavinia, Alexandrina, 

and Dalina (2008) stated that in this increasingly competitive world, managers must 

approach their employee’s job satisfaction as a critical factor in organizational 
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effectiveness, efficiency, and the successful application of corporate strategy. The authors 

further argued organizations must develop an understanding of and implement programs 

that address the intrinsic and extrinsic needs of their employees. Organizations must also 

deal with dissatisfied employees as they typically do not perform at optimum levels, even 

if they remain with the organization, resulting in unfavorable consequences that affect 

operational achievement. 

Melian-Gonzalez et al. (2015) reported that a firm’s overall level of job 

satisfaction had a decisively positive influence on the organization's key financial metrics 

of operating margin and revenue generated per employee. The authors stated that “their 

study is the second one that finds a direct and positive association between employee 

satisfaction and firm performance exists, and more specifically firm financial 

performance” (p. 445). 

Edmans (2012) ascertained that “firms with high levels of job satisfaction, as 

measured by inclusion in the list of the ‘Best Companies to Work for in America,’ 

generate high long-run stock returns” (p. 16). The author also found that those 

organizations on the Best Companies to Work for in America list regularly exceeded the 

market analyst’s earnings projections. The importance of job satisfaction on organization 

performance had made its way into current mainstream management theory and practice 

and is well established in the literature.  

Intrinsic and Extrinsic Factors of Job Satisfaction. 

Writing almost 5 decades ago, Saleh and Hyde (1969) argued that the importance 

of the intrinsic and extrinsic ingredients of a job was becoming more influential in 

analyzing and assessing work satisfaction. The authors stated that the intrinsic elements 
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of a job were the content factors, while the extrinsic elements were the context factors. 

Each was analogous to the fulfilment of contrasting needs. This researcher intends to 

explore the factors of intrinsic and extrinsic job satisfaction in the casino business, thus 

establishing a baseline understanding of these factors in that industry. 

Mottaz (1985) defined intrinsic factors of job satisfaction as rewards associated 

with the job itself and included elements such as challenging work, self-direction, 

creativity, responsibility, and the opportunity to use one’s skills. Extrinsic factors of job 

satisfaction refer to tangible rewards offered by the institution to further job motivation 

and typically include compensation, benefits, and job security. Yang (2009) stated that 

Moorman (1993) found that the intrinsic components of a job offered the opportunity to 

use one’s personal abilities and that active participation in the job provided feelings of 

accomplishment. The extrinsic components of a job focused on pay, praise for a job well-

done, and the opportunity to advance in the organization (Yang, 2009).  

Researchers have explored the intrinsic and extrinsic factors of job satisfaction in 

various professions. Randolph (2005) wrote about the rehabilitation profession and stated 

that intrinsic factors of job satisfaction could be labeled both intrinsic-context and 

intrinsic-content. Intrinsic-context factors were aspects of the job that were influenced by 

outside elements and included adequate staffing and work-life balance. Intrinsic-content 

factors include work areas that could be controlled by the individual and include the 

feeling of competence in the position, providing appropriate care to the patient, and doing 

purposeful work. Extrinsic factors were labeled as those benefits provided to the 

employee by their employer and included compensation, continuing education 

opportunities, and an adjustable work schedule (Randolph, 2005). Spillane (1973), 
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researched middle manager turnover and labeled intrinsic factors of job satisfaction as the 

“recognition of abilities, opportunities to develop feelings of achievement, responsibility 

given by superiors, possibilities for advancement, and the nature of the work itself. 

Extrinsic factors were labeled working conditions, salaries, company policies, 

relationship with colleagues, and supervision” (p.73). Benton (2016), noted that workers 

who stay and workers who leave child welfare work listed intrinsic factors of job 

satisfaction as the department in which the employee worked, their ability to influence, 

and success in the job. Extrinsic factors included salary, caseload level, work hours, 

support by their supervisor and their peers, and the percentage of time allotted to their 

tasks. Chatfield, Mayer, and Fried (2013) studied job satisfaction of faculty teaching in 

American hospitality programs. The authors stated that hospitality faculty reported 

intrinsic factors included the enjoyment of teaching, the feeling that the profession was 

important, and interaction with students. Extrinsic factors included pay and institutional 

support (Chatfield et al., 2013).  

It has been established that numerous studies have been conducted on the intrinsic 

and extrinsic factors of job satisfaction. Wren and Bedeian (2009) stated that Herzberg 

(1959) was one of the early researchers examining the role of attitudes toward work and 

the realities of their jobs, good or bad, as reported by the research subjects. Herzberg’s 

quest was to identify what aspects of their jobs gave people satisfaction or made them 

pleased, or what aspects of their job made people unhappy and dissatisfied with their 

work. When the research subjects reported happiness or satisfaction, Herzberg 

categorized those as feelings to the work itself, or the job content. On the opposite side, 

when feelings of dissatisfaction and unhappiness were reported, Herzberg recorded those 
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as feelings to the job environment or job context. Job context factors became known as 

“hygiene” factors that included pay, company policies, benefits, job security, physical 

working conditions, and interpersonal relations. Should these factors dip below what the 

employee felt were respectable levels, the result was job dissatisfaction. Should the job 

context be considered favorable, the result was not a positive attitude, but reduced job 

dissatisfaction. 

The aspects of the research subjects’ jobs that resulted in satisfaction, a more 

upbeat attitude, and a greater degree of motivation were referred to as motivators and 

were found to be important aspects of the job content. These motivators included 

recognition, challenging work, the opportunity for advancement and increased 

responsibility, and the chance to grow and be developed. When these factors of the 

employees’ jobs were present, increased motivation resulted. Herzberg’s work was 

significant because it contradicted the traditional views of motivation. Specifically, that 

wages, working conditions, and improved interpersonal relations increased motivation. 

Addressing these factors removed a degree of job dissatisfaction, but did not lead to 

absolute motivation. Herzberg’s contribution to the understanding of employee 

motivation was that management should be aware that once the factors of dissatisfaction 

(or hygiene factors) were adequately addressed, it simply negated dissatisfaction. Only 

positively addressing the job motivation factors would lead people to exceptional 

performance (Wren & Bedeian, 2009). 

Herzberg’s two-factor theory, while highly popular, did not escape criticism. 

House and Wigdor (1967) argued that Herzberg’s theory is, first of all, methodologically 

bound. Second, House and Wigdor (1967) argued that Herzberg based his conclusions on 
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faulty research, and third, it is in conflict with past studies. It appears that House and 

Wigdor’s (1967) primary criticism was that Herzberg’s later publications yielded 

conclusions that differ from the hypothesis of the two-factor theory that job satisfiers and 

dissatisfiers are unidimensional and separate. Furnham, Eracleous, and Chamorro-

Premuzic (2009) stated that Herzberg’s two-factor theory argued that satisfaction and 

dissatisfaction were not two antagonistic extremes of the same perpetuity, but separate 

items created by different aspects of work. As noted, these were referred to as “hygiene 

factors” that were labeled as extrinsic aspects of work that lead to employee 

dissatisfaction if not met. Motivators were labeled as intrinsic factors that motivate 

employees and lead to a higher level of job satisfaction. However, Furnham et al. (2009) 

reported that a long-standing debate existed as to whether the hygiene factors of work do 

in fact add to job satisfaction. 

The extent of research on intrinsic and extrinsic aspects of job motivation is 

voluminous. Hullin and Waters (1997) noted that at least five different versions of the 

two-factor theory have been put forth by various researchers. Mottaz (1985) observed 

that the most compelling aspect of a study of 1,385 employees from a cross-section of 

organizations revealed that there was a strong relationship between intrinsically satisfying 

work and job satisfaction. Employees, regardless of the nature of their place of 

employment, job title or the nature of the job, tended to place greater significance on 

intrinsic rewards than to either social or organizational rewards in their assessment of 

work. Mottaz (1985) argued that the results of this body of work are closely connected to 

McGregor’s (1960) theory X and theory Y. Theory X follows the hypothesis that work is 

an unpleasant fact of life, therefore, people dislike to work. Theory Y follows the 
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assumption that people like to work, want to do a good job, and are motivated by intrinsic 

aspects of their job. Mottaz (1985) stated that the available data suggested that increasing 

employees’ extrinsic rewards was not likely to raise work satisfaction to any degree, 

therefore management should focus on job redesign as a means to enhance work 

satisfaction. This is much in line with theory Y, which underlines the potential abundance 

of the work experience and the value of intrinsic rewards as motivating factors.  

Examining factors of job satisfaction from a different angle, Wernimont (1966) 

wrote that subsequent studies of Herzberg’s work fail to point to the exact manner in 

which the various factors of job attitudes function. Wernimont (1966) argued that people 

bring two different types of expectations to their work positions. First, the desire for 

responsibility and interesting work. When people feel they are contributing, are valued, 

and praised, they express feelings of satisfaction with the position. When these factors are 

absent, the employee will express dissatisfaction with their position. These are intrinsic 

factors and can be a source of both job satisfaction and job dissatisfaction. Second, an 

employee brings an expectation regarding appropriate compensation, working conditions 

pertinent for the position, honesty in company policies and procedures, and a fair and 

level approach by their supervisor. These are the extrinsic factors and can produce 

feelings that range from neutral to causing dissatisfaction with the position, depending on 

the nature of these components (Wernimont, 1966).  

Ryan and Deci (2000) stated that “to be motivated means to be moved to do 

something. A person who feels no impetus or inspiration to act is thus characterized as 

unmotivated, whereas someone who is energized or activated toward an end is considered 
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motivated” (p. 34). The authors further stated that individuals differ in the degree of 

motivation they possess and also in what type of motivation drove them.  

Hausknecht, Rodda, and Howard (2009) stated that distinct differences in 

employee performance may account for various degrees of the intent to leave. The 

authors reported that employees identified as low performers tended to remain with the 

organization due to extrinsic factors such as compensation and other employee benefits. 

On the flip side, high performers remain due to their perception of internal or intrinsic 

factors such as equitable treatment and opportunities for advancement. Of interest to this 

research study, Hausknecht et al. (2009) reported specific differences in the reasons for 

staying with an organization due to job level differences. This study crossed all spectrums 

of casino employee job levels, opening the door for future research into job satisfaction 

and the intent to leave among employees working at different operational levels. Goetz, 

Campbell, Broge, Dorfer, Brodowski, and Szecsenyi (2012) stated that the existence of 

intrinsic or internal factors of an employee’s job influenced their level of satisfaction 

whereas extrinsic or external factors assisted in alleviating job dissatisfaction.  

The literature is consistent in finding that both intrinsic and extrinsic factors of 

job satisfaction play an important role in overall job satisfaction. It is the intent of this 

researcher to explore the factors of intrinsic and extrinsic job satisfaction in the casino 

industry, thereby establishing a baseline understanding of these factors that should assist 

future researchers. 

As has been examined, the factors of intrinsic and extrinsic motivation play an 

important role in a person’s behavior, have been examined, and provide the researcher 
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with a clear path toward investigating these aspects of job satisfaction in an industry with 

little substantive investigation in this area. 

Intention to leave. 

 Ramlall (2004) noted that organizations, regardless of the market in which they 

compete, the size of the firm, or industry technological improvements, face employee 

retention challenges. Ramlall (2004) reported that Fitz-enz (1997) stated that “the average 

company loses approximately $1 million with every 10 managerial and professional 

employees who leave the organization” (p. 32).  It is not just the direct and indirect costs 

that affect these firms. The loss of tribal knowledge that is used to meet the needs and 

expectations of customers is gone and difficult to replace when valuable employees 

voluntarily leave. As a result of these direct and indirect costs, leaders of organizations 

noted for outstanding service spend considerable time not only on the financial and 

operational metrics of their business, they pay a great deal of attention to the no-so-

obvious factors that drive the economics of their business: their people, technology that 

supports the efforts of frontline workers, and upgrading recruiting and training practices 

(Heskett, Jones, Loveman, Sasser, Jr., and Schlesinger (2008). 

Churintr (2010) stated that employee retention and turnover is a serious problem 

for many organizations in the hospitality and tourism industry. Numerous factors 

contribute to the problem of employee turnover and include stress, organizational culture, 

and lack of job satisfaction. These factors are widely attributable to employee turnover in 

the hospitality and tourism industry and that each of these variables should be treated 

differently by management. Further, Churintr (2010) argued that employees working at 
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different operational and management levels face different types of stress and, in turn, 

derive different degrees of job satisfaction. 

Stedham and Mitchell (1996) added to the research on job retention and turnover 

in the casino industry by identifying key factors that led to voluntary turnover among 

non-supervisory casino workers. An employee’s feeling of a lack of job security was a 

major factor that directly affected a worker’s intent to leave their current employer. Other 

factors that led to an employee’s decision to voluntarily leave the organization were the 

level of satisfaction with their supervision and a perceived lack of employer interest in 

their well-being. Of note was the fact that Stedham and Mitchell (1996) reported that 

employees expect more from their jobs than simply just compensation. Further, the 

authors stated that an affirmative job experience could lead to fewer turnovers and also a 

positive effect on the employee’s non-work life, culminating in a more positive attitude 

toward their job. 

As noted in the literature, employee turnover is often related to the employee’s 

relationship with their supervisor. Thomas, Brown, and Thomas (2017) investigated 

casino employees’ intention to leave their employer focusing on the elements of their 

supervisor (desire to work for a different supervisor) and the organization (desire to work 

for another company). The authors reported that there was little difference in the intention 

to leave at the organizational level, but a difference existed based on the supervisory 

level, indicating that an employee’s supervisor could have an influence on employee 

intention to leave in the hospitality/casino industry. Thomas, et al. (2017) stated that 

“research confirms that employees may not quit their job, but instead quit their bosses” 

(p. 81). 
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van der Vaart, Linde, and Cockeran (2013) noted that “the intention to leave can 

be defined as an employee’s subjective evaluation of the probability to leave the 

organization in the near future (Mobley, 1982)” (p. 358). Employees leave organizations 

for a number of reasons. Voight and Hirst (2015) stated that high performing employees 

reported that they had lower intentions to leave their organizations as the opportunity for 

advancement increased. The hypothesis, substantiated, was that employees who desire a 

promotion to greater responsibility were motivated to work to their preferred position, 

visualize their work environment in favorable terms, with a reduced intention to leave. 

Additionally, the researchers reported a connection between employees working toward 

goals with a positive result and a feeling of positivity and fulfillment, thus more likely to 

remain with the organization than leave.  

Agrusa and Lema (2007) reported that in Mississippi, the casino industry has 

become one of the state’s largest employers. The demand for employees in several areas 

outstrips the readily available supply. Compounding the problem is a turnover rate in the 

hotel industry for hourly employees of 125 % and soaring to 300 % in some situations 

(Goldwasser, 2000). Agrusa and Lema (2007) stated that a factor in employee turnover is 

employee perceptions of the management styles of the supervisory personnel. The 

difference in the perception of the supervisory personnel and their employees was 

significant: 1) Supervisors felt more strongly than non-supervisory employees that they 

provided appropriate resources to adequately perform their jobs. 2) Non-supervisory 

employees felt less strongly than their supervisors that they received adequate praise and 

recognition for their work. 3) Disagreement over the degree that non-supervisory 

employees were being made to feel a part of the team and whether decisions were made 
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by the department as a whole and not just the supervisory staff, clearly indicated that 

management perceived themselves and their style of leadership in a more complimentary 

light than did their employees. The need to identify both the cause of and remedy for why 

employees leave an organization is necessary to assure the long-term profitability and 

stability of the growing gaming business in this part of the country (Agrusa & Lema, 

2007). 

Baernholdt and Mark (2009) reported on the differences of working in a rural and 

urban environment and job satisfaction and turnover rates. The authors stated that the 

variable of autonomy and the feeling of being responsible and having the ability to 

influence one’s work was directly linked to job satisfaction in both a rural and urban 

environment. Variables that were identified as factors affecting job satisfaction that 

differed between rural and urban workers included opportunities for continued education 

and training. The need to develop improved employee support services, reduce the 

complexity of the work, and create an environment supportive to the employee, were 

significant for workers in both rural and urban work domains and are important factors in 

addressing employee turnover and enhancing employee retention. 

The notion that employees who work for luxury type organizations in the 

hospitality industry may have less intention to leave was explored by Moshin, Lengler, 

and Kumar (2013). The authors reported that employees who felt a sense of 

organizational loyalty were less inclined to have intentions to leave. The authors stated 

that contrary to other reports, employees at luxury properties did not view their 

relationship with supervisors as a significant factor that could cause them to leave their 

employment. Moshin et al. (2013) affirmed the numerous findings in the literature 
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regarding the high cost of employee turnover reporting that “replacing a non-managerial 

employee costs as much as 30% of the employee’s annual salary, whereas replacing a 

management employee costs almost 50% of the manager’s annual salary” (p. 56). The 

sum of high staff turnover contributes to higher operating costs and reduced profitability 

in luxury hotels. Moshin et al. (2013) reaffirmed that hotels, luxury hospitality properties 

in particular - must retain skilled staff. Otherwise they may experience a reduction in the 

hotel’s competitive advantage. The authors noted that the hospitality industry should 

focus on creating strategies that could lead to a reduction in hospitality industry staff 

turnover that should result in improved services, increased customer satisfaction, 

productivity, and profitability. It was further recommended that similar research into non-

luxury properties could result in better programs to more effectively empower employees 

along with improved training and development programs (Moshin et al., 2013). 

Numerous factors influence an employee’s intent to leave an organization. Further 

research into the specific factors that drive a casino employee’s intent to leave is 

warranted given the explosive growth of the gaming industry in recent years. 

Demographic Variables 

 Demographic variables including age, marital status and length of employment, 

along with job attitudes such as organizational commitment and job satisfaction are 

critical predictors of job turnover (Arnold & Feldman, 1982). Samad (2006) stated that an 

employee’s job satisfaction is precisely related to turnover intentions and the 

demographic variables of skill variety, task identity, and the significance of the 

assignment. The degree of autonomy and feedback to the employee also contributed to 

the intent to leave. Ghiselli, La Lopa, and Bai (2001) put forth that researchers have 
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consistently connected several variables to employee turnover. Among the chief 

connections to turnover are the age of the employee, the tenure of the job, education, type 

of job, and skill level.  

As presented, the literature indicates that demographic variables are often 

connected with discrepancies in job satisfaction and the intention to leave. Due to this 

connection, the demographic variables of age, gender, number of years employed, 

education, shift, hours worked per week, and department will be included in this study. 

Age 

 Age is defined as the length of an existence extending from inception to a point 

in time (Merriam-Webster online, 2016). Newland (2014) argues that age is the unique 

combination of a person’s chronological age (how long he has been around) and 

biological age (additional elements that add to how he feels about his age and how others 

view him in terms of age). Michaels and Spector (1982) wrote that employee turnover is 

first foreshadowed by the intent to quit, which is preceded by a lack of job satisfaction. 

Michael and Spector (1982) argued that the role of age and tenure are cloudy, and related 

more to the intent to quit rather than job satisfaction. Specific to the casino industry, Gu 

and Siu (2009) stated that there is a strong correlation between age and job satisfaction, 

with the implication that younger workers are less likely to be satisfied with their 

organization than older workers. However, the authors also noted that job satisfaction can 

decline over time. Magee (2014) stated that factors such as status objectives along with 

negative consequences that occur due to disadvantages in accumulating pensions, explain 

why older women noted that they have less job satisfaction than same age men. In the 

huge Macao gaming industry, 55.8 % of the casino workers were 18-25 years of age, 
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which indicates a need for greater understanding of how to satisfy younger workers and 

inspire a greater degree of organizational loyalty (Gu & Siu, 2009).  The literature 

frequently addresses the variables of age and tenure on job satisfaction and will be 

included in this study. 

Gender 

 Gender is defined as the behavioral, cultural, or psychological traits typically 

associated with one’s sex (Merriam-Webster online, 2016). Ethnicity is defined as a 

particular ethnic affiliation or group (Merriam-Webster online, 2016). Bellou (2010) 

argued that regardless of the employee’s gender, how well their organization emphasized 

fairness was an important consideration in regards to their job satisfaction. Of note, men 

viewed career development and the brand of their employer as contributors to job 

satisfaction whereas women looked for a singular approach across the boundaries of the 

firm, likely because they are interested in fairness and equal opportunity (Bellou, 2010). 

McNeilly and Goldsmith (1991) stated that gender can account for discrepancies in an 

employee’s degree of job satisfaction and the intent to leave. McNeilly and Goldsmith 

(1991) further argued that the research supports the hypothesis that “men leave the job 

when dissatisfied with achievement needs and women when dissatisfied with the 

interpersonal needs and working conditions” (p. 228). The role of gender is also often 

addressed in the literature, but regarding the hospitality and tourism industry, the focus is 

not specifically the casino industry and will be included in this study. 

Education 

 The level of education is defined as the highest level of schooling that a person 

has reached (Statcan, 2016). Sousa-Poza and Henneberger (2004) stated that a positive 
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effect existed between the level of education on an employee’s intent to leave. Hersch 

(1991) argued that overqualified workers (educational attainment in excess of that 

required for adequate performance of the worker’s job) are less satisfied with their 

positions and had a higher desire to quit than those employees whose level of educational 

attainment more closely met the job specifications. Kirkschenbaum and Weisberg (2002) 

reported that an employee’s level of education is highly related to the intent to move to a 

comparable position, but in a different area of the work environment. The authors’ 

findings point to the fact that employees with a lower level of education will remain with 

their current firm but strive to get ahead via an internal career ladder. Employees with a 

higher level of educational attainment will seek employment outside the organization, 

using their education as human capital to improve their work position. The demographic 

variable of the level of education is often addressed in the literature and will be included 

in this study. 

Number of Years Worked 

 Carnall and Wild (1972) reported that length of service was one of several 

variables that had a demonstrable effect on an employee’s self-actualization and overall 

job fulfillment.  Duffy, Shaw, and Ganster (1998) argued that employees with longer 

tenure that exhibited positive affectivity (enthusiasm and excitement) about their job 

tended to become discontented with less satisfying jobs within the organization which 

resulted in declining levels of performance. Natarajan and Nagar (2011) stated that 

employees with longer tenure produced a greater degree of commitment than colleagues 

with shorter tenure. Baum and Kagan (2015) wrote that their research indicated there was 

an adverse connection between job satisfaction and the intent to leave. Two groups, part-
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time employees and younger employees, indicated a greater intent to leave than other 

employees. Part-time employees tended to be assigned evening and night shifts, which 

meant they were less invested in relationships with other workers. Chaudhuri, Reilly, and 

Spencer (2015) reported that increased job tenure enhances job satisfaction for male and 

female workers alike and that the idea of a consistent U-shape between age and job 

satisfaction was not supported by their results. The factor that the number of years an 

employee works in the job can affect their job satisfaction is supported by the literature 

and will be investigated in this study of casino employees. 

Shift worked. 

Shift work is the type of work schedule in which groups of workers rotate through set 

periods throughout the day, typically performing the same kind of work (Business 

Dictionary, 2016). Casino operating hours vary based on state law. Certain states 

mandate that casinos must close for a few hours while others allow daily around-the-

clock gambling. Regardless of the particular casino operating hours, the nature of the 

casino business requires multiple employees to work different shifts to serve the 

customers. Numerous studies have been conducted on the impact of shift work on 

employee job satisfaction. Zedeck, Jackson, and Summers (1983) stated that the factors 

of employee enthusiasm, annoyance, and pressure led to poorer psychological well-being 

as the worker goes about their shift schedule, as well as reduced psychological well-being 

for those working non-traditional shifts – i.e., swing and late-night. Sveinsdottir (2006) 

reported that no differences emerged between research subjects based on the type of work 

with regard to job satisfaction and overall health. The employees that worked a 

combination of rotating day/evening/night shifts stated that, on average, they experienced 
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a longer working day, a higher level of stress, and had less control over the pace of their 

work. On the other hand, Sveinsdottir (2006) stated that employees working a schedule 

that consisted of rotating days/evenings experience a greater degree of health issues. Due 

to the multiple shift schedules that casinos must maintain, examining the effect of shift 

work and the number of hours worked per week will be part of this study. 

Number of hours worked 

Thomas et al. (2017) wrote that a dearth of analysis within the casino industry 

created a significant challenge for the industry due to its particular attributes. There is a 

lack of research related to the number of hours worked and shifts worked in the casino 

industry. Chan and Jepson (2011) noted that employees in the hospitality industry 

frequently stand for long hours, a practice that could result in physical strains that have 

negative effects on their health and well-being. As a result, shift workers may be less 

contented with their positions, irrespective of how fair the organization treats them as 

employees. Compounding the issue of the shift and number of hours worked is the 

perception of the value of full-time versus part-time workers. Johanson and Cho (2009) 

argued that manager’s attitudes toward the commitment and achievements of part-time 

employees have been not as good as the work performed by full-time employees and that 

these attitudes may not be correct. Working different hours and different shifts are an 

inherent aspect of employment in the casino industry and will be included in this study.  

Department in which the employees work 

 The organizational structure of a business typically consists of various 

departments that contribute to the company’s mission and goals (“Structure of 

Corporations,” n.d., para.1). Molla (2015) contended that job satisfaction is a mix of 
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feelings, some positive, some negative, about how an employee feels toward the work 

they do. The author argued that different employees will express different opinions about 

the values that are important in the workplace and that people differ in their interests, 

attitudes, and needs. Lu, Lu, Gursoy, and Neale (2016) noted the importance of 

understanding potential differences in an organization’s department level of job 

satisfaction and differences between supervisory personnel and line-level employees. Lu 

et al. (2016) reported that among hotel employees in mid-to-up-scale hotels, supervisors 

exhibited a greater degree of work engagement and turnover intention than line-level 

employees, but job satisfaction did not vary across employee positions. Due to the 

number of different departments that comprise a casino operation, examining the variable 

of the department in which the employee's work will be part of this study. 

Job Satisfaction: Casino Industry 

According to the U.S. Bureau of Labor Statistics, the leisure and hospitality 

industry is comprised of two super sectors: 1) arts, entertainment, and recreation, and 2) 

accommodations and food services. The arts, entertainment, and recreation sector 

consists of three subsectors:1) performing arts, spectator sports, and related industries, 2) 

museums, historical sites, and similar institutions, and 3) amusement, gambling and 

recreation industries (U.S. Bureau of Labor Statistics, Arts, Entertainment, and 

Recreation Sector,  2017). The U.S. Bureau of Labor Statistics, North American Industry 

Classification System, states that “Industries in the Amusement, Gambling, and 

Recreation Industries subsector (1) operate facilities where patrons can primarily engage 

in sports, recreation, amusement, or gambling activities and/or (2) provide other 

amusement and recreation services, such as supplying and servicing amusement devices 
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in places of business operated by others; operating sports teams, clubs, or leagues 

engaged in playing games for recreational purposes; and guiding tours without using 

transportation equipment” (para. 1, U.S. Bureau of Labor Statistics, Amusement, 

Gambling, and Recreation Industries, 2017). According to the U.S. Department of Labor 

occupational outlook handbook, gaming services workers serve customers in gambling 

establishments such as casinos or racetracks (U.S. Bureau of Labor Statistics, 

Occupational Outlook Handbook, 2017).  With this understanding that casino workers are 

part of the amusement, gambling, and recreation industry, a sub sector of the arts, 

entertainment, and recreation sector, which is a super sector of the larger leisure and 

hospitality industry, it is appropriate to examine job satisfaction in the casino industry. 

The casino industry is driving economic growth, resulting in new job creation. Bai 

et al. (2006) reported that Clark County, Nevada – in which the city of Las Vegas is 

located - has experienced the most rapid growth of any major city in the United States 

over the last 15 years. Las Vegas has experienced a population growth with a 10 year 

increase of 83%. The state of Nevada is projected to experience the fastest growth of any 

U.S. state over the next 25 years. Schwartz and Rajnoor (2016) stated that in 2015, the 47 

Las Vegas Strip casinos reported total revenues of $16.7 billion dollars, employed over 

100,000 people, and delivered a payroll of over $5 billion. Of note was that despite 

adding only nine new casinos net in the past two decades, the Las Vegas strip added over 

30,000 employees during that same period. From 1990 through 2015, revenues of the Las 

Vegas strip casinos increased 324.99% while payroll increased 261.35% indicating that 

the casino employees had become more productive (Swartz & Rajnoor, 2016). Given the 

dramatic increase in the popularity, the number of employees, and the profitability of 
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casino operations in Las Vegas and other gaming centers, an examination of casino 

employee job satisfaction is long overdue. 

Investigating casino employee job satisfaction in Las Vegas, Nevada, the 

gambling center of the United States, Bai, Brewer, Sammons, and Swerdlow (2006) 

stated that job satisfaction is “a somewhat firm attitude that employees have related to 

their company as a whole as well as their job in particular” (p. 39). The authors argued 

that an employee’s commitment to their organization is of vital concern to organizations 

in the hospitality industry that strive for a unique competitive advantage. Further, 

employee job satisfaction plays a major role in providing the desired level of service 

quality to customers. Casino organizations must do more to reinforce the concept of 

organizational commitment to their employees. Bai et al. (2006) stated that casino owners 

and managers should consider devising creative ways to provide a higher level of service 

to their employees that would lead to a higher level of job satisfaction that in turn would 

lead to a higher level of organizational commitment. 

The Chinese territory Macao dwarfs Las Vegas regarding gaming revenue and is 

considered the epicenter of the gambling industry (Riley, 2014). Analyzing the drivers of 

job satisfaction, Gu and Siu (2009) reported that in Macao casino hotels, inferior 

interpersonal skills are significant areas of concern, as they contribute to low job 

satisfaction which in turn relates to job performance. The need to develop a “customer is 

king” attitude is of vital importance for Macao casino workers in that it is necessary to 

make guests feel appreciated. The lack of interpersonal skills resulting in lower levels of 

job satisfaction may prevent the Macao casino workers from providing casino visitors 

with a truly world-class gaming experience. 
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Building on the work of Gu and Siu (2009), Chan, Wan, and Kuok (2015) stated 

that Macao casino employee burnout is a major factor in employees’ intention to stay or 

leave the organization. Various employee demographic information emerges that 

indicates 1) burnout was more likely to occur in younger male employees doing shift 

work, and 2) young, unmarried female casino employees that possess specific, 

specialized skills and who are in the early stages of their career burn out more rapidly 

than older employees. Demographic factors such as the employee’s age, gender, tenure of 

employment in the profession, shift work, and job position are all associated with casino 

worker burnout and can negatively affect job satisfaction. 

Linking the work of Bai et al. (2006) to the efforts of Chan et al. (2015) which 

was conducted in Macao, a half a world away from Las Vegas, are the similar 

demographic variables of age and employment status that were found to be major factors 

that influence the degree of employee organizational commitment.  

McCain, Tsai, and Bellino (2010) examined organizational justice, employees’ 

ethical behavior, and job satisfaction in the casino industry. Organizational justice and 

following responsible gaming practices enhance employee job satisfaction.  Ethical 

behavior is also a predictor of casino employee job satisfaction. Casino operators should 

avoid luring problem gamblers back to casino operations to prevent possible unethical 

employee behavior, which leads to lower job satisfaction as well as opening casinos to 

potential lawsuits and unfavorable public relations (McCain et al., 2010). The researchers 

stated that casino employees’ ethical behavior is influenced by distributive justice, which 

is the perceived fairness of organizational outcomes (Niehoff & Moorman, 1993) and 
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procedural justice which is the fairness of the organization’s formal decision making 

process (Greenberg, 1990).  

Building on McCain et al. (2010) and their work on ethics in the casino industry, 

Wichinsky and Miller (2014) stated that ethical decisions should be a cognizant aspect of 

the casino organization’s decision-making process. The desire for a return on the casino 

owner’s investment must be balanced by issues of image and behaviors that could lead to 

oppressive gaming regulations. An additional ethical issue casino operators should be 

aware of is balancing the siren call of expansion to markets where legislatures who desire 

casino operation tax revenues beckon, and the wishes of communities in which these 

operations might be located.  

Casino jobs include gaming dealers, surveillance officers, security staff, gaming 

supervisors, gaming managers, locksmiths, cage cashiers, slot technicians, valet 

dispatchers, sales consultants, bartenders, accountants, cocktail waitresses and waiters, 

and cooks and sous chefs. From this wide-ranging array of job positions, hotel chefs play 

a significant role in the food operation and degree of customer satisfaction within that 

critical element of casino operations. Food quality and the volume of productivity play 

roles in the success of the overall casino foodservice process.  Investigating factors of job 

satisfaction in Las Vegas hotel chefs, Chung, Yin, and Dellmann-Jenkins (2009) 

contented that the intrinsic factor of the work itself was the major determinant in the 

casino chefs’ degree of job satisfaction. Chefs were least satisfied with the degree of the 

intrinsic factors of growth opportunities and recognition by management. Supervision 

ranked as the most satisfying of the extrinsic factors of their job, while company policies 

such as sick leave and paid vacation ranked as the least satisfying extrinsic factor (Chung 
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et al., 2009). Overall, Chung et al. (2009) stated that addressing the intrinsic factors of 

recognition, autonomy, and the feeling of being valued members of the organization were 

important elements necessary to increase casino chefs’ degree of job satisfaction. 

Thomas, Thomas, Brown, and Kim (2014) examined the role of the supervisor’s 

gender and how it could influence the satisfaction level of their employees. The 

casino/hospitality industry is dealing with operational issues due to a number of factors, 

including its labor-intensive nature, large turnover rates, and a significant percentage of 

female employees. Thomas et al. (2014) reported that in the casino-entertainment 

industry, male supervisors enjoyed a slightly higher employee satisfaction rating than 

female supervisors. The authors noted a number of important learnings resulted from 

their work: a) a significant number of females are entering the hospitality industry, the 

chances of a greater percentage of females in leadership positions are encouraging, b) 

female-owned hospitality businesses make up 25% to 33% of business organizations, 

deliver vibrant financial performance, and remain in business longer than hospitality 

firms operated by men, c) due to increasing female enrollment in college level hospitality 

programs, educators should make leadership skills a key component of the curriculum. In 

the hospitality industry - and specifically the casino industry - the impact of employees 

dissatisfied with the disparity in promotional opportunities and differing levels of 

financial compensation due to gender are harmful and must be addressed. 

As casino operations spread globally, those promoting casino growth typically 

focus on the number of jobs created with scant consideration as to the quality of those 

jobs and their effect on the employee. Zeng, Forrest, and McHale (2013) stated that job 

satisfaction is linked to one’s overall satisfaction with life. Casino employees in Macao 
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report that happiness appears to be related to one’s perception of their level of pay, job 

security, and working hours. The perception of fairness of pay, relations with their 

managers, the degree to which their job is secure, and the hours worked are significant 

factors in not only the degree of Macao job workers’ satisfaction but happiness with their 

life (Zeng et al., 2013).  

Wang, Tsai, Lei, Chio, and Lai (2016) stated that in the Macao gambling industry, 

a positive relationship exists between job satisfaction and organizational commitment as 

well as a positive relationship exists between job satisfaction and the intent to leave. 

Wang et al. (2016) argued that this finding was contrary to other studies and likely 

attributable to a low rate of Macao unemployment at the time (1.8%), and that job 

opportunities in the casino industry were ample. Wang et al. (2016) also reported that 

promotions in Macao casinos were limited and based in large part on seniority and 

experience resulting in a propensity for job-switching. Interestingly, the authors stated 

that most Macao casino employees had only high school educations and felt this was a 

serious detriment in professions other than the gambling industry (Wang et al., 2016).   

Yu and To (2013) reported that the gaming industry worldwide is experiencing 

double-digit growth annually despite economic upheavals. Further, the gaming industry 

requires enormous numbers of employees both in front-line positions and in supporting 

roles, and the recruitment and retention of employees are crucial to the industry’s long-

term success. Yang and To (2013) wrote that a critical element in gaming employee job 

satisfaction is the dissemination of information to the employees by management. The 

researchers stated that formal face-to-face information generation, as well as more casual, 

informal information generation, were received in a positive manner by gaming 
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employees. The importance of the Yu and To (2010) findings appears to be that 

management can positively influence employee attitude through informal 

communications and the content of these communications should be more visionary in 

nature as opposed to focusing on administrative areas. It was noted that informal 

occurrences between management and employee (such as hall talks and spontaneous 

conversations) influenced the impact of information propagation (Yu & To, 2010). 

Interestingly, Yu and To (2010) reported that while numerous casinos are managed by 

local teams, they are actually controlled and financed by outside firms. This scenario 

opens the door for additional research into factors of job satisfaction, intention to leave, 

and employee retention for both local management and far-flung ownership. 

 

Job Satisfaction: Hospitality Industry 

Reynolds (n.d.) argued that there are three primary categories that comprise the 

hospitality industry. Food and beverage, accommodations, and travel and tourism.  The 

hospitality, tourism, and leisure industry are big business. In 2015, travelers spent over 

$278 billion dollars on accommodations. This sector alone supports over 1.9 million jobs 

in the United States. In 2015, people traveling spent $255 billion on food services and 

drinking establishments which in turn supported 1.9 million jobs in the United States. 

One out of every 18 Americans are employed, directly or indirectly, in the travel or a 

tourism related industry (“Travel, Tourism & Hospitality Spotlight,” n.d.). The World 

Travel and Tourism Council 2014 Report noted the following: a) hospitality is, globally, 

the fastest growing industry adding one new job every 2.5 seconds; b) the hospitality 

industry growth rate of 4.3% per year exceeds the 3.0% growth rate for the global 
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economy; c) the hospitality industry contributes US$7 trillion annual to the world gross 

domestic product; d) the hospitality industry employees roughly 266 million people, 

representing 9.1% of all jobs worldwide; and e) the industry is expected to create another 

75 million jobs in the coming decade (“What is the Hospitality Industry,” n.d.). By any 

measure, the hospitality industry is a major factor in the U.S. and the global economic 

picture. 

McPhail, Patiar, Herington, Creed, and Davidson (2015) reported that despite the 

growth of the hospitality industry, overall the industry has considerable room for 

improvement regarding employee job satisfaction. Low pay and inappropriate recognition 

are factors that lead to low levels of job satisfaction and ultimately, employee turnover.  

McPhail et al. (2015) stated that employees are anxious about their jobs and careers and 

look for opportunities for advanced training and development. McPhail et al. (2015) 

wrote that other researchers (Walters & Raybound, 2007; and Yavas et al. 2013) argued 

that those organizations that offered employees opportunities to make impactful 

decisions, offered growth opportunities, and provided real support turned in higher levels 

of job satisfaction and performance. 

Chiang, Birtch, and Cai (2014) stated that “employee job satisfaction is 

strategically important to all organizations” (p. 398). The authors stated that numerous 

researchers (Chiang, Birtch and Kwan 2010; Kim, Shin, and Umbreit 2007;  O’Neill and 

Davis 2011) reported that job satisfaction, despite its recognized importance, is often 

difficult to find and maintain in the hospitality industry, particularly for front-line 

employees who face a high degree of stress, depression, and burnout. Chiang et al. (2014) 

reported that their respondents stated they felt unsatisfied with their positions and stressed 
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in the process of dealing with customers due to their inability to facilitate an independent 

decision without consulting their supervisor. On the flip-side, the authors reported that 

they found when front-line employees were provided with appropriate training and 

allowed the discretion to make independent decisions, they were more likely to exhibit a 

greater degree of job satisfaction.  

He, Murrmann, and Perdue (2010) investigated whether employees who were 

empowered by their organizations actually provided better service, and if so, did they 

exhibit a greater degree of job satisfaction? The researchers found that employee 

empowerment was instrumental in inspiring employees to offer a greater level of service 

quality. The term “empowerment” signifies that the employee has more authorization to 

make decisions without consulting a supervisor or manager. Decentralizing the decision 

process and reducing the wait time to resolve an issue led to a higher degree of customer 

satisfaction. He et al. (2010) stated that how the employees viewed their ability to provide 

a high level of customer service led to a positive degree of job satisfaction. In other 

words, empowered employees providing a high level of customer service, in turn, 

enjoyed a high degree of job satisfaction. 

Jung and Yoon (2016) stated that employees in the hospitality industry 

experienced a great degree of emotional labor due to the necessity of dealing with 

customers on a face-to-face basis. The researchers noted that augmenting their 

employees’ emotional intelligence (EI) and utilizing modern-day human resource tools to 

assist in selecting candidates with EI could positively influence the organization’s 

performance. Tools such as virtual service scenarios and implementing mentoring and 
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coaching programs were among the mechanisms modern-day service organizations could 

facilitate to enhance employee (EI) and job satisfaction (Jung & Yoon, 2016).   

Rothfelder, Ottenbacher, and Harrington (2013) stated that leadership has 

considerable influence and impact on employee job satisfaction in the hospitality 

industry. The authors wrote that in the hospitality industry, front-line employees were a 

vital factor in ensuring guest satisfaction due to their direct customer-employee 

involvement and that employee job satisfaction is of importance and highly applicable. 

Rothfelder et al. (2013) argued that leadership practices are an important factor in 

hospitality employee job satisfaction. The authors reported that of the leadership styles 

investigated, (transactional, transformational, and laissez-faire), the components of the 

transformational style of leadership had an affirmative effect on employee job 

satisfaction. Rothfelder et al. (2013) noted that in the hospitality industry, guests seldom 

interfaced with management and that employee satisfaction was of critical importance as 

satisfied employees have a far greater propensity to offer top-notch service to customers. 

Rothfelder et al. (2013) stated that the transformational style of leadership was likely 

optimum for the hospitality industry due to its typically positive influence on employee 

job satisfaction. 

The importance of leadership positions, specifically the role of the supervisor in 

the hospitality industry has been noted in the literature. Karatepe (2010) noted that in the 

hotel industry, employees frequently engage in face-to-face or voice-to-voice contact 

with customers and play a vital role providing service and securing long-term 

relationships. Unfortunately, the author argued that despite their importance to the 

industry, many front-line hospitality employees deal with emotional debilitation factors 
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of role conflict and role vagueness, two indicators of the demand of a particular job. 

Karatepe (2010) reported that research into the important role of a supervisor in the 

hospitality industry indicated that those front-line employees with a supportive supervisor 

experienced less impact from emotional exhaustion. The support delivered by the right 

supervisor appears to shield employees from over-stressful situations, thus reducing 

emotional exhaustion. The author also stated that positive supervisory support can 

diminish the harmful impact of emotional exhaustion on employee job satisfaction. 

Tepeci and Barklett (2002) stated that regardless of hospitality industry 

employees’ important impact on the industry’s operational outcome, factors that 

influence job satisfaction and behavioral intentions have relatively scant research. The 

authors argued that their findings supports the claim that the hospitality industry 

possesses a unique culture but one that correlates to multiple industry outlets including 

hotels and restaurants. The respondents indicated a preferred culture that included 

employee development, fair compensation, honesty and ethics, and people orientation 

that were labeled “personal interest” variables (Tepeci & Bartlett, 2002). The importance 

of the Tepeci and Bartlett (2002) findings was that their research now offered hospitality 

organizations a method to assess their current culture and what their employees would 

describe as their ideal culture. Once these variables have been established, management 

can analyze to determine if differences exist and what, if anything, they can do to change 

paradigms.  

Yang (2010), concurring with many researchers, wrote that in today’s hospitality 

industry, a people-oriented business, the performance of front-line employees plays a 

crucial role in providing service to the customer. Yang (2010) stated that after 
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investigating factors of role stress, burnout, socialization, and work autonomy on job 

satisfaction, that individual job satisfaction is strengthened by reducing employee stress 

and mitigating burnout by training, providing mentoring opportunities, developing 

pragmatic job previews and encouraging more work related self-determination and 

decision making. Crucial to the understanding of Yang (2010) is the continuing thread of 

a competitive industry that must deliver a high level of customer service and satisfaction 

24 hours a day, 7 days a week. Yang (2010) suggested that managers in the hospitality 

industry could improve operational effectiveness by developing a workplace that 

encouraged autonomy, provided effective communication processes to reduce front-line 

role stress, and offered a greater degree of organizational socialization opportunities.  

Matzler and Renzl (2007) noted that in the hospitality industry, a number of 

organizations audit employee job satisfaction and develop programs to boost satisfaction 

and ensure the continued loyalty of the employee. The authors stated that their research 

into the hotel industry included nine areas of employee job satisfaction and reported that 

factors of peers, superior (supervisor), development, and job content were classified as 

utility preservers. Factors of compensation and responsibility led to overall increases in 

satisfaction. Matzler and Renzl (2007) argued that in the hospitality industry, human 

resource management should have the ability to determine the right priorities necessary to 

enhance employee satisfaction. The authors noted an important fact of life in the 

hospitality industry which is some organizations use both seasonal and non-seasonal 

employees to meet customer’s needs at various peak and non-peak periods. There appears 

to be a systematic difference between seasonal and nonseasonal employees, and that 
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factors of job satisfaction may vary between these two categories which also must be 

addressed by human resource managers (Matzler & Renzl, 2007).  

The importance of job satisfaction in the hospitality industry is supported by the 

literature. Of note is the correlation between customer satisfaction and employee job 

satisfaction. Numerous factors go into hospitality industry job satisfaction and warrant 

continued investigation. 

Literature Review Summary 

In this literature review the researcher examined job satisfaction research studies 

from the following perspectives: 

1. A review and discussion of the literature that established the nature of job 

satisfaction. 

2. A review and discussion of the literature that examined the factors of 

intrinsic and extrinsic job satisfaction. 

3. A review and discussion of the literature that examined job satisfaction in the 

hospitality industry. 

4. A review and discussion of the literature that examined job satisfaction in the 

casino industry. 

5. A review and discussion of the literature that examined the intention to leave. 

6. A review and discussion of the variable factors being examined in this 

research study. 

7. A discussion of the research methodologies and criticisms associated with 

these different investigative designs. 
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The researcher demonstrated that employee job satisfaction is an important 

element in the successful operation of an organization and that employee job satisfaction 

has enjoyed numerous attention and research in recent decades (Baldwin, Bommer, & 

Rubin, 2008); Weiss; 2002; Wren & Bedeian, 2009; Steers, Mowday, and Shapiro, 2004; 

Lawter, Kopelman, & Prottas, 2015; Robbins & Judge, 2009; Ching, 2015; Dugguh & 

Ayaga, 2014; Deci & Ryan, 2000; Weiss & Cropanzano, 1996; Heckman & Oldham, 

1976; Ioana-Lavinia, Alexandrina, & Dalina, 2008; Melian-Gonzalez, Bulchand-

Gidumal, & Lopez-Valcarcel, 2015; and Edmans, 2012). Research in the area of job 

satisfaction was evolutionary, moving from scientific management theory to behavioral 

research, and ultimately, factors that influenced job satisfaction leading to improved 

organizational performance. 

It was demonstrated that intrinsic and extrinsic factors are important elements of 

job satisfaction (Saleh & Hyde, 1969; Mottaz, 1985; Yang, 2008; Moorman, 1993; 

Randolph, 2005; Spillane, 1973; Benton, 2016; Chatfield, Mayer, & Fried, 2013; Wren & 

Bedeian, 2013; House & Wigdor, 1967; Furnham, Eracleous, & Chamorro-Premuzic, 

2009; Hullin & Waters, 1997; Wernimont, 1996; and Ryan & Deci, 2000). With the 

single exception of a study of the intrinsic and extrinsic factors affecting casino hotel 

chefs, no additional literature was found on the subject relative to casino employees. 

Research into job satisfaction in the hospitality industry was also reviewed 

(McPhail, Patiar, Herington, Creed, & Davidson, 2015; Chiang, Birtch, & Chai, 2014; 

He, Murrmann, & Perdue, 2010; Jung & Yoon, 2016; Rothfelder, Ottenbacher, & 

Herrington, 2013; Karatepe, 2010; Tepeci & Barklett, 2002; Yang, 2010; and Matzler & 
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Renzl, 2007).  The researcher demonstrated that job satisfaction in the hospitality 

industry is fleeting, and often led to employee turnover. 

The researcher validated that research into job satisfaction in the casino industry 

was far less prevalent than the general area of hospitality.  Thomas et al. (2017) stated 

that “the lack of research within the casino-entertainment industry presents challenges for 

industry practitioners because of the unique attributes of the casino-entertainment 

industry compared to its non-gaming counterparts: greater employee totals, higher 

customer volumes, larger physical properties, and 24/7 operations (Kilby, Fox, and 

Lucas, 2005)” (p. 71).  It was however, demonstrated through the literature that job 

satisfaction plays an important role in a casino worker’s intention to remain with their 

respective organizations (Bai, Sammons, & Swerdlow, 2006; Riley, 2014; Gu & Siu, 

2009; Chan, Wan & Kuok, 2015; McCain, Tsai, & Bellino, 2010; Wichinsky & Miller, 

2014; Chung, Yin, & Dellmann-Jenkins, 2009; Thomas, Thomas, Brown 7 Kim, 2014; 

Zeng, Forrest, & McHale, 2013; Wang, Tsai, Chio, & Lai, 2016; and Yu & To, 2013).  

It was shown that the intention to leave, retention and turnover is a continuing 

issue and a challenge for many organizations, regardless of the markets in which they 

compete (van der Vaart, Linde, & Cockerman, 2013; Voight & Hirst, 2015; Thomas, 

Brown, & Thomas, 2017; Ramlall, 2014; Fitz-enz, 1997; Heskett, Jones, Loveman, 

Sasser, Jr., & Schlesinger, 1994; Churinter, 2010; Argusa & Lema, 2007; Stedham & 

Mitchell, 1996; Goldwasser, 2000; Burnholdt & Mark, 2007; and Moshin, Lengler, & 

Kumar, 2013).  

Several variables were investigated and determined relevant for this research 

study (Arnold & Feldman, 1982; Samad, 2006; Ghiselli, La Lopa & Bai, 2001). Age was 
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reviewed (Michael & Spencer, 1982; Magee, 2014; (Gu & Siu, 2009). Gender was 

eviewed (Bellou, 2010; McNeilly & Goldsmith, 1991).  The level of education was 

reviewed (Sousa-Poza & Henneberger, 2004; Kirkshenbacu & Weisberg, 2002). The 

number of years employed was reviewed (Carnall & Wile, 1972; Shaw & Ganster, 1998; 

Natarajan & Nagar, 2011).  The variable of shift work was reviewed (Zedeck, Jackson, & 

Summers, 1983; Sveinsdottir, 2006). The number of hours worked per week as reviewed 

(Thomas, Brown, & Thomas, 2017; Johnson & Cho 2009). The department is which re 

employees work was reviewed (Molla, 2015; Lu, Lu, Gorsey, & Neil (2016).  

It is important to note that this study will examine the intrinsic and extrinsic 

factors of job satisfaction of the casino employees. These factors, along with two 

additional questions in the Minnesota Satisfaction Questionnaire can yield an overall 

general job satisfaction scale. All three factors will be reported in Chapter 4, “Findings.”  

Examining the relationship between job satisfaction and intention to leave among 

casino workers would be of value to casino managers. Casino operations have become a 

significant economic entity in the United States in terms of revenue and employment. An 

industry with an employee turnover rate that ranges as high as 70 % to 80 % (Agrusa & 

Lema, 2007) coupled with the 47.5%  quit rate of all hospitality and leisure employees 

(U.S. Bureau of Labor Statistics, 2016) represents a significant challenge - and 

opportunity - for casino owners and managers in their quest to improve the customer 

experience and long-term profitability.  
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Chapter Three: Methodology 

 The purpose of this chapter is to describe the research design and 

methodology to be used in this study. In sum, the researcher will examine to what extent 

do intrinsic and extrinsic factors of job satisfaction influence an employee’s intention to 

leave. Do the variables of age, gender, education, the number of years employed by the 

casino, shift, the number of hours worked per week, and the department is which they 

work influence the employee’s job satisfaction and intention to leave?  

The research instrument of Weiss, Dawis, England, and Lofquist (1967) was 

utilized to investigate casino workers job satisfaction. The research instrument of 

Hinshaw and Atwood (1984) was utilized to investigate the casino workers’ perception of 

voluntarily leaving their casino positions. 

This chapter will provide a review of the research design and methodology to be 

used in this study, the population and sample will be presented, along with an overview 

of the setting and instrumentation. This section will conclude with a review of the 

proposed data analysis procedures. This chapter consists of five sections. 

Research Design and Methodology 

Zikmund, Babin, Carr, and Griffin (2010) stated that research design is “a 

masterplan that specifies the methods and procedures for collecting and analyzing the 

needed information” (p. 66). This quantitative study will utilize a descriptive design using 

survey-based methodology to collect data.  The purpose of this study is to examine the 

extent to which factors of job satisfaction influence an employee’s intention to leave in 

two casino operations. This research will be a correlational study because the researcher 

proposes to study the relationship between two or more variables; the relationships 
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among and between the factors of intrinsic, extrinsic, and general job satisfaction and to 

what extent the demographic variables of age, gender, education, the number of years 

employed by the casino, shift, the number of hours worked per week, and the department 

in which the employee’s work influence job satisfaction and intention to leave. 

Thompson, Diamond, McWilliam, Snyder, and Snyder (2005) stated that correlational 

studies are “quantitative, multi-subject designs in which participants have not been 

randomly assigned to treatment conditions” (p.182). The study design and data collection 

method are based on the tools available to the researcher to answer the two research 

questions to be investigated and to test for the relationship between the variables. 

Specifically, the research questions to be investigated are 1.To what extent do intrinsic 

and extrinsic factors of job satisfaction influence an employee’s intention to leave?  2. To 

what extent can age, gender, education, the number of years employed by the casino, 

shift, the number of hours worked per week, and department in which they work 

influence job satisfaction and intention to leave? 

This research will utilize scale-based questionnaires and the convenience 

sampling technique. Job satisfaction factors and intention to leave will be studied using 

the scores of the 20 item short form MSQ developed by Weiss et al., (1967) and the 12 

item Anticipated Turnover Scale developed by Hinshaw and Atwood (1984). A link was 

made available to all employees of both casinos enabling them to connect with the 

researchers online, self-administered survey. Those employees uncomfortable with 

Internet based surveys had the option of completing a paper-based survey instead of the 

online version. Once the survey collection period was closed with all possible responsies 

obtained, only completed questinnaires were used in the data analysis stage.  
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This study utilized a self-administered Qualtrics electronic survey questionnaire. 

Both casino locations had computer stations the employees utilized to take the survey. 

The organization’s Human Resource Department determined how many paper surveys 

were required for employees who lack sufficient computer skills or are more comfortable 

completing a paper version. The survey was comprised of 33 questions; 20 from the 

Minnesota Satisfaction Questionnaire (MSQ) short form, 12 questions from the 

Anticipated Turnover Scale survey and one question relating to intention to move 

between departments rather than leave requested by the organization’s management. The 

respondent’s responses were measured by Liker scale response options. 

Zikumnd et al., (2010) stated that a survey is “a research technique in which a 

sample is interviewed in some form or the behavior of respondents is observed in some 

way” (p. 67). Fricker, Jr. and Schonlau (2002) wrote that Internet based surveys have 

become popular because of three beliefs: 1) Internet surveys are economical, 2) Internet 

surveys may provide the researcher a speedier response than more traditional methods 

such as mail, and 3) Internet surveys, due to their convenience, may yield a higher 

response rate. Hunter (2010) reports Rattray and Jones (2005) argue that the use of 

questionnaires enables the gathering of data in a consistent manner, which when taken 

from a representative sample, provides the conjecture of the results to a broader 

population. Rattray and Jones (2005) point out that “central to the understanding of 

results derived from questionnaires are the issues of reliability and validity which 

underpin questionnaire development” (p. 235). Hunter (2010) writes that the convenience 

and speed offered by e-questionnaires likely mean that this survey process will replace 

paper questionnaires. Hunter (2010) further argues that research suggests that suitable 
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response rates and valid data quality can be assured if the right strategies are used 

including; 1) target and audience that will find the questions relevant, 2) carefully 

describe why the potential respondent has been targeted and emphasize the importance of 

their contribution, 3) make sure the survey is sent by a known individual who is trusted 

throughout the organization, and 4) make accessing the survey as convenient as possible.  

Population and Sample 

The survey will be conducted among casino employees who work in two of a 

large, publically traded hospitality and tourism organization’s casino operations. Banerjee 

and Chaudhury (2010) stated that “a population is an entire group about which some 

information is required to be ascertained” (p.1). The population for this study will consist 

of all (3,600) employees of both casino operations. The two casinos employ 2,600 and 

1,000 workers respectively. The regional director of continuous improvement and project 

management provided the exact number of casino employees by location (J. Forrest, 

personal communication, November 29, 2016).  

This survey-based study will utilize a non-probability sampling process. Zikmund 

et al., (2010) stated that non-probability sampling is “a sampling technique in which units 

of the sample are selected on the basis of personal judgement or convenience; the 

probability of any particular member of the population being chosen is unknown” (p. 

395). Additionally, quota sampling will be utilized due to the availability of the exact 

population size. Quota sampling is defined as “a non-probability sampling technique 

where the sample has the same proportions of individuals as the entire population with 

respect to known characteristics, traits, or focused phenomenon” (Quota Sampling, n.d).   
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The total population size of 3,600 falls between the population size categories of 

3,500 and 5,000 which designated a required sample size of 346 to 357 respectively, 

based on a confidence level of 95 % and a margin of error of 5.0 % (Sample Size, 2016). 

The suggested sample size of 348 (FluidSurveys, 2016) indicates that a response rate of 

9.7 % would yield the appropriate percentage to achieve statistical validity. Research 

indicates that the response rate to electronic surveys ranges from 33% (Nulty, 2008) to 

1% - 20 % (Survey Response Rates, 2016). The management of the two casino operations 

stated that their organization achieves a typical electronic survey response rate between 

20% and 30%, which would yield the desired rate of return to assure statistical validity (J. 

Forrest, personal communication, November 29, 2016). 

Setting 

Both casinos are located in North Carolina. The first casino which opened in 1997 

has evolved from a simple bingo operation into a large, resort complex which is 

reportedly the largest private tourist attraction in the state. As of 2011, the casino 

operation consisted of 175,000 square feet of gaming space, retail shops, restaurants, 

three hotel towers that total 1,108 rooms, a 15,000 square foot conference center, and a 

3,000 seat event center (Johnson, Jr., Kasarda, & Appold, 2011). The first casino 

operation recently announced that it will soon proceed with a $200 million expansion 

plan to add an additional 600-800 hotels rooms and an additional 100,000 square feet of 

convention space (Boyle, 2017). The second casino, a smaller operation, located 48 miles 

from the first operation opened in September of 2015 and consists of 50,000 square feet 

of gaming space, 70 table games, and is supported by numerous locally owned hotels and 

restaurants. The senior management of both casino operations is led by the regional 
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senior vice president and the regional director of continuous improvement and project 

management. At the request of casino senior management, a comparison will not be made 

between the two casino operations. The employee responses from both operations will be 

combined for analysis purposes. 

Instrumentation 

The Minnesota Satisfaction Questionnaire (MSQ) short form and the Anticipated 

Turnover Scale (ATS), two existing validated survey instruments will be used in this 

study (The MSQ short form and the ATS are included in Appendix A). Permission to use 

both instruments was received (Appendix B and C). Casino worker job satisfaction will 

be measured using the MSQ while the ATS will measure the casino workers’ perception 

of voluntarily leaving their casino positions. The MSQ questionnaire measures aspects of 

intrinsic and extrinsic job satisfaction. Avery, Bouchard, Segal, and Abraham (1989) 

reported that the MSQ is a respected measure of job satisfaction and has been utilized in a 

multitude of studies. The MSQ is available in three different forms; the MSQ long form 

1977 and 1967 versions, and the MSQ short form. The MSQ is suitable for individuals 

and applicable for those who can read at a fifth grade level or above. The three forms of 

the MSQ are gender neutral. The MSQ long form requires 15 to 20 minutes to complete 

while the short form requires around 5 minutes (Weiss et al., 1967).  For the purpose of 

this study, the researcher will utilize the MSQ short form.  

The MSQ manual states that “factor analytic procedures have produced an 

“intrinsic” satisfaction scale and an “extrinsic” satisfaction scale” (Avery et al., 1989, p. 

188). There are twelve questions on the MSQ intrinsically related regarding achievement, 

the chance to do things for others in the job, and the utilization of one’s ability. The 12 
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questions that comprise the intrinsic scale are items 1,2,3,4,7,8,9,10,11,15,16, and 20. 

There are six questions extrinsically related regarding the quality of working conditions, 

company policies, and other extrinsic factors of the employee’s job (Avery et al., 1989). 

These are questions 5, 6,12,13,14, and 19. The general satisfaction scales include all 

survey questions 1,2,3,4,5,6,7,.8,9,10,11,12,13,14,15,16,17,18,19,and 20.  The 20 items 

of the MSQ short form correspond to the 20 scales of the long form which include: 

Ability utilization, Achievement, Activity, Advancement, Authority, Company policies 

and practices, Compensation, Co-workers, Creativity, Independence, Moral values, 

Recognition, Responsibility, Security, Social service, Social status, Supervision human 

relations, Supervision technical, Variety, and Working conditions (Weiss et al., 1967).  

The MSQ short form has been utilized in numerous research studies and is a proven and 

respectable scale. Martins (2012) wrote that the MSQ short form proved a valid and 

reliable scale measuring the job satisfaction of hospital workers across a wide variety of 

job types. Karagozoglu (2008) stated that the MSQ short form, an instrument developed 

by Weiss et al. (1967) who determined a Cronbach α internal consistency coefficiency of 

0.84. The MSQ questions are easily understood and result in a satisfaction scale that 

holds construct validity (Weiss et al., 1967).  

  The Minnesota Satisfaction Questionnaire (MSQ) uses a Likert type scale with a 

given value of 1-5.  The Likert Scale is a widely used process that measures attitudes by 

asking people to answer a series of statements about a subject. The casino workers will 

respond to each item using the five-point Likert scale with responses ranging from very 

dissatisfied to very satisfied. With their responses, the respondents will measure to the 

extent with which they agree or disagree with the statement (McLeod, 2008).  
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The Anticipated Turnover Scale was originally developed in 1978 by Hinshaw 

and Atwood. Anticipated turnover is defined as the perception of the possibility of 

voluntarily terminating his or her current position (Hinshaw & Atwood, 1984). The ATS 

has often been used to measure turnover intention (Almalki, Fitzgerald, & Clark, 2012). 

The ATS is designed to gauge a person’s assumption about voluntarily leaving their 

current employment (Ching & Liou 2010). The ATS is constructed to anticipate how 

employee turnover and the actual amount of turnover is affected by two different 

categories of job satisfaction: 1) factors such as job stress, team cohesion, the ability to 

control one’s decisions which are referred to as organizational aspects, and 2) the time to 

do the assigned task, the satisfaction from the job, enjoyment, and the quality of the 

work, which is referred to as professional aspects (Hayes, O’Brien-Pallas, Duffeld, 

Shamian, Buchan, Hughes, Laschinger, & North, 2006).  The ATS instrument contains 

12 items and utilizes a Likert type scale with seven responses ranging between agree 

strongly to disagree strongly. The questions relate to one’s anticipated length of time to 

leave and the certainty of leaving the job. The questions are either positive or negative 

and scored correspondingly on the seven-point scale (Demilt, Fitzpatrick, & McNulty, 

2011). For the plus (+) questions, Agree Strongly…..7, Moderately Agree …..6, Slightly 

Agree …..5, Uncertain …..4, Slightly Disagree …..3, Moderately Disagree …..2, and 

Disagree Strongly …..1. For the minus (-) questions, Agree Strongly…..1, Moderately 

Agree …..2, Slightly Agree …..3, Uncertain …..4, Slightly Disagree …..5, Moderately 

Disagree …..6, and Disagree Strongly …..7. The higher the numeric score, the greater the 

intent to leave their current position (Cheng & Liou, 2010). According to Hinshaw and 

Atwood, the internal consistency reliability of the ATS with Cronbach’s α was .84 
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(Hinshaw & Atwood, 1984). Amalki et al. wrote that Barlow and Zangoro (2010) 

“conducted a meta-analysis study aimed at determining the consistency of reliability 

estimates and evidence of construct validity of the ATS scores across nursing studies in 

the USA. The overall mean weighted effect size of reliability from 12 studies was .89 

indicating excellent reliability and construct validity” (p. 4).  

Data Analysis 

Both survey instruments, the MSQ and the ATS, will be transferred into 

electronic form with the use of the Qualtrics platform. Once the survey is closed, 

descriptive statistics will be performed for the independent and dependent variables in 

SPSS. The descriptive analysis will include means, standard deviation, and range of 

scores or values for each variable. 

The data collected from the return of the survey instruments will be statistically 

analyzed using SPSS software. A check for the reliability of the observed variables of 

intrinsic, extrinsic, and general factors of job satisfaction will be conducted. Cronbach’s 

alpha will be used to index the reliability of the three factors. The researcher will confirm 

the validity of the research instruments. 

 The researcher will analyze the correlation between the paired variables. The 

Pearson product-moment correlation coefficient will be used to test the correlation 

between the paired variables. Correlation between variables is reported in terms of 

Pearson’s correlation coefficient “r.” The resulting table of correlations will indicate 

strength and direction of relationship for each possible pair of variables outlined in the 

hypothesis.  A relationship strength is considered very weak if the correlation coefficient 

is 0.00 – 0.19; weak if it is between 0.20 and 0.39; moderate if it is between 0.40 and 
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0.59; strong if it is between 0.60 and 0.79; and very strong if it is between 0.80 and 1.00 

(Chowdhury, Debsarkar, & Chakrabarty, n.d.). The sign of a correlation coefficient 

indicates the direction of a relationship: if positive, an increase in one variable causes an 

increase in the other; if negative, an increase in one variable causes a decrease in the 

other. 

Linear and multiple regression will be conducted to investigate the prediction 

between the dependent variable of job satisfaction and intention to leave and the 

independent variables of age, gender, education, the number of years employed by the 

casino, shift, the number of hours worked per week, and department in which they work 

and the intent to leave. An independent samples t-test will be used to determine if there 

were differences between intrinsic, extrinsic, and general factors of job satisfaction and 

the intent to leave between male and female employees. Additionally, a paired t-test will 

be used to compare the study respondent’s level of intrinsic and extrinsic job satisfaction.  

 

Hypotheses 

H1: There is a positive relationship between age and intention to leave among 

casino employees. 

H2: There is a positive relationship between gender and intention to leave among 

casino employees. 

 
H3: There is a positive relationship between education and intention to leave 

among casino employees. 

H4: There is a positive relationship between number of years employed by the 

casino and intention to leave among casino employees. 
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H5: There is a positive relationship between shift and intention to leave among 

casino employees. 

H6: There is a positive relationship between number of hours worked per week 

and intention to leave among casino employees. 

H7: There is a positive relationship between department worked and intention to 

leave among casino employees. 
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Chapter 4: Results 

The purpose of Chapter 4 is to present the analysis of data collected regarding 

factors of employee job satisfaction and the intention to leave. This research study 

examined the relationship between job satisfaction and casino employees’ intention to 

leave along with the demographic variables among all employees. Additionally, this 

study examined the relationship between job satisfaction and the intention to leave for the 

employees of the security, housekeeping, and beverage departments along with the 

demographic variables. At the request of casino management, the response numbers from 

the two casino operations were combined due to location proximity and concurrent 

leadership. 

The overall participant response rate and the primary study findings will be 

presented. The study research questions will be restated along with a reporting of the 

results by the seven study hypotheses. Following a reporting of the hypotheses findings, 

additional study findings will be reported, and the chapter will conclude with a summary. 

Response Rate 

 Survey information and an electronic link were sent by casino management via 

email to 3,472 casino employees a week before the launch of the survey. This 

information emphasized that employee participation was voluntary, that all respondent 

information was confidential, and that the survey would ask for no personal identifying 

information. The week the survey opened, a second email was sent to all casino 

employees. Additionally, a reminder notice was inserted in the inter-company newsletter 

at the start of the second week of the survey. A total of 592 responses were returned, a 

17.1% return rate. Upon examination of the responses, 151 were deemed invalid because 
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the respondents did not complete the full survey. Only survey’s that were 100% complete 

were counted. The final count of 441 fully completed responses yielded a 12.7% return 

rate exceeding the goal was 348 valid responses, a 9.7% return rate. 

Hypotheses Examined 

Seven hypotheses were tested in this study.  

H1: There is a positive relationship between age and intention to leave among 

casino employees. 

H2: There is a positive relationship between gender and intention to leave among 

casino employees. 

H3: There is a positive relationship between education and intention to leave 

among casino employees 

H4: There is a positive relationship between number of years employed by the 

casino and intention to leave among casino employees. 

H5: There is a positive relationship between shift and intention to leave among 

casino employees. 

H6: There is a positive relationship between number of hours worked per week 

and intention to leave among casino employees. 

H7: There is a positive relationship between department worked and intention to 

leave among casino employees. 

Descriptive Characteristics of Respondents 

 The demographic characteristics of the respondents were examined in seven 

categories: age, gender, highest level of education completed, number of years employed 

by the casino, shift worked, hours worked per week, and department in which the 
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employees work. Participants ranged in age from 18 to 65 years or over. Note: 

Employee’s under the age of 21 were only eligible to work in the casino hotel (J. Forrest, 

personal communication, April 26, 2017). The number of female respondents was 

slightly higher at 53.3% than the number of male respondents at 44.7%. Respondent 

education level ranged from completing one year of high school to four years of graduate 

school with 248 of the 441 respondents (56%) having completed two or more years of 

college. The number of years the participants were employed by the casino ranged from 

less than six months to more than five years. The largest percentage of respondents, 

43.3%, having worked for the casino between one and three years. Slightly more than 

half of the participants (51.0%) worked the standard daytime shift, and 63.0% worked 

between 31 and 40 hours per week. Employees from fifty (72.5%) of the casino’s 69 

operational departments delivered responses to the survey. 

 Table 1 displays the descriptive characteristics of the study participants. 

Table 1 

 Descriptive Characteristics for the Selected Demographic Variables (N = 441)  
Variable Category N %  

Age 18-20 years 2 .5 

 21-24 years 30 6.8 

 25-34 years 95 21.5 

 35-44 years 102 23.1 

 45-54 years 100 22.7 

 55-64 years 100 22.7 

 65 years and older 12 3.7 
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Table 1 Continued 

Descriptive Characteristics for the Selected Demographic Variables (N = 441) 
Variable Category N % 

Gender Male 197 44.7 

 Female 235 53.3 

 Rather not say 9 2.0 

Education High school 9 2 .5 

 High school 10 2 .5 

 High school 11 3 .7 

 High School 12 87 19.7 

 College 1 54 12.2 

 College 2 102 24.5 

 College 3 41 9.3 

 College 4 99 22.4 

 Grad school 1 2 .5 

 Grad school 2 18 4.1 

 Grad school  3 4 1,1 

 Grad school 4 
Other 

9 
11 

2.0 
2.5 

Years employed 
by the casino 

Less than 6 months 15 3.4 

	 6 months to 1 year 41 9.3 

 1-3 years 191 43.3 

 3-5 years 63 14.3 

 More than 5 years 131 29.7 

Usual shift Standard daytime 225 51.0 

 Afternoon-evening 149 33.8 

 Overnight-sunrise 67 15.2 
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Table 1 Continued 

Descriptive Characteristics for the Selected Demographic Variables (N = 441) 
 

Variable Category N % 

Hours worked per 
week 

20-30 14 3.5 

 31-40 278 63.0 

 41 or more 147 33.3 

Department Slots 

Slot performance 

Table games 

Poker rooms 

Security 

Surveillance 

Risk management 

Casino Adm. 

Credit/ Collections 

Casino/cage cashiers 

Junkets 

Casino marketing 

Service Connection Ctr. 

Total rewards 

Group sales 

Events 

Direct mail 

Front desk 

Front Service 

Housekeeping 

Top Drawer 

Employee cafeteria 

Transportation 

15 

6 

40 

3 

38 

33 

2 

11 

1 

55 

1 

12 

18 

14 

1 

1 

3 

7 

2 

10 

2 

10 

14 

3.4 

1.4 

9.1 

.7 

8.6 

7.5 

.5 

2.5 

.2 

12.5 

.2 

2.7 

4.1 

3.2 

.2 

.2 

.7 

1.6 

.5 

2.3 

.5 

2.3 

3.3 
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Table 1 Continued 

Descriptive Characteristics for the Selected Demographic Variables (N = 441) 

Variable	 Category	 N	 %	

 Entertainment 

Facilities/engineering 

Environment clean svc. 

Grounds keeping 

Executive 

Finance 

Planning & analysis 

Accounting 

HR/Adm.	

Employee	relations	

CDP	

HRSS/Compensation	

Benefits 

1 

9 

19 

3 

2 

18 

2 

8 

5 

6 

2 

3 

3 

.2 

2.0 

4.3 

.7 

.5 

4.1 

.5 

1.8 

1.1 

.5 

.5 

.7 

.7 

 IT 

Marketing administration 

Advertising 

Purchasing 

Wardrobe 

Regulatory compliance 

Room service 

Banquets 

Chefs stage 

Selu 

Food court 

Lounge	

Food	managers	

Casino beverage 

10 

2 

2 

2 

1 

4 

3 

4 

3 

3 

16 

1 

4 

10 

2.3 

.5 

.5 

.5 

.2 

.9 

.7 

.9 

.7 

.7 

3.6 

.2 

.9 

2.3 
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Data Analysis Procedures 

 The data analysis for this research study was conducted utilizing IBM SPSS 

software Version 24. The Minnesota Satisfaction Questionnaire (MSQ) short form and 

the Anticipated Turnover Scale (ATS) were the two instruments used in this study. 

Casino worker job satisfaction was measured using the MSQ while the ATS measured 

the casino workers’ perception of voluntarily leaving their casino positions.  

There are twelve questions on the MSQ intrinsically related regarding 

achievement, the chance to do things for others in the job, and the utilization of one’s 

ability. There are six questions extrinsically related regarding the quality of working 

conditions, company policies, and other extrinsic factors of the employee’s job (Avery et 

al., 1989). The general satisfaction scales include all survey questions. 

The anticipated turnover scale was used to measure turnover intention (Almalki, 

Fitzgerald, & Clark, 2012). The ATS is designed to gauge a person’s assumption about 

voluntarily leaving their current employment (Cheng & Liou 2010). The ATS instrument 

contains 12 items. The questions relate to one’s anticipated length of time to leave and 

the certainty of leaving the job  

Table 2 displays the psychometric characteristics for the three components of job 

satisfaction (intrinsic, extrinsic, and general) and intent to leave. The reliability or 

internal consistency (inter-item correlation) of the four factors was assessed using 

Cronbach’s alpha. Cronbach’s reliability coefficient ranges between 0 and 1. George and 

Mallery (2003) provided the following rules of thumb regarding the interpretation of 

Cronbach’s alpha: “> .9 – Excellent, > .8 – Good, > .7 – Acceptable, > .6 – Questionable, 
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> .5 – Poor, and < .5 – Unacceptable” (p. 231). The four scales exhibit good to excellent 

levels of internal consistency at .920, .890. .950, and .883 respectively. 

Table 2 

Psychometric Characteristics for the Primary Study Variables (N = 441) 

Variable Number 
of Items 

M SD Alpha 

Intrinsic Job Satisfaction 12 3.88 0.77 .920 

Extrinsic Job Satisfaction 6 3.46 1.029 .890 

General Job Satisfaction 20 3.74 0.81 .950 

Intent to Leave 12 3.31 1.36 .883 

 

Correlational research explores the relationships among two or more variables in 

the same population (Curtis, Comiskey, & Dempsey, 2016). This research study was a 

correlational study as a result of examining the relationship between the variables of job 

satisfaction and intent to leave.  

Research Question One A  

 Research Question One A: To what extent does job satisfaction influence an 

employee’s intention to leave for all respondents?  Job satisfaction and the intention to 

leave for all respondents was examined via Pearson’s product moment correlation 

coefficient and linear regression. Results indicate (Table 3) that there is a significant 

positive relationship between intrinsic and extrinsic job satisfaction (r = .82), and 

intrinsic and general job satisfaction (r = .97) for all respondents. The employees report 

that increased job satisfaction in one factor correlates to an increase in job satisfaction in 

the other job satisfaction factors. Analysis further reveals there is a significant negative 

correlation between the intent to leave and intrinsic (r-.69), extrinsic (r-.70), and general 
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factors (r-.73) of job satisfaction for all respondents. The employees report that the lower 

the intrinsic, extrinsic, or general job satisfaction, the greater the intent to leave.  The data 

reveals that those employees dissatisfied with their positions are unhappy regarding the 

external, internal, and general factors of their job and are highly likely to leave.  

Table 3 

Pearson correlation among all casino employee respondents (N=441) 

 Intrinsic Job 
Satisfaction 

Extrinsic Job 
Satisfaction 

General Job 
Satisfaction 

Intent to 
Leave 

Intrinsic Job Satisfaction 1 .824** .966** -.694** 
 

Extrinsic Job Satisfaction .824** 
 

1 
 

.934** -.701** 

General Job Satisfaction .966** 
 

.934** 
 

1 -.731** 
 

Intent to Leave -.694** 
 

-.701** 
 

-.731** 
 

1 
 

** Correlation is significant at the 0.01 level (2-tailed) 
 

Additionally, Table 4 shows that the effect size of the relationship (r2) accounted 

for 53.7% of the variance. The r of .73 and the r2 of .54 indicate a strong to moderate 

strength of the relationship between job satisfaction and the intent to leave for all 

respondents. Note: values between 0.00 – 0.19 are considered very weak, if between 0.20 

and 0.39 weak, between 0.40 and 0.59, strong if between 0.60 and 0.79 and very strong if 

between 0.80 and 1.00 (Chowdhury, Debsarkar, & Chakrabarty, n.d.). The sign of a 

correlation coefficient indicates the direction of a relationship. If positive, an increase in 

one variable causes an increase in another. If negative, an increase in one variable causes 

a decrease in the other. 
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Table 4 
 
Regression Analysis Model Summary, All Casino Employee Respondents. (N=441) 
 

Model R R Square Adjusted R 
Square 

Std. Error of 
Estimate 

1 .733a .537 .533 .9802 
a. Predictors: (Constant) Intrinsic, extrinsic, and general job satisfaction 
b. Dependent Variable: Intent to Leave 
 
 
Research Question One B  

Research Question One B: To what extent does job satisfaction influence the 

intent to leave among casino employees in the security, housekeeping, and beverage 

departments? Casino management requested information specific to these three 

departments. The response rate from the housekeeping and beverage departments were 

low so it was determined to combine data from these three departments for most analysis 

purposes. This question was examined via Pearson’s product moment correlation 

coefficient and linear regression.  

Table 5 displays the results. Analysis shows that there is a significant positive 

correlation between intrinsic and extrinsic job satisfaction (r = .89), and intrinsic and 

general job satisfaction (r = .98) for employees in the security, housekeeping, and 

beverage departments. The employees report that increased job satisfaction in one factor 

correlates to a greater increase in job satisfaction in the other job satisfaction factors. 

Analysis further reveals there is a significant negative correlation between the intent to 

leave and intrinsic (r -.67), extrinsic (r-.67), and general (r-.69) factors of job satisfaction 

for employees in the security, housekeeping, and beverage departments. The employees 

report that the lower the intrinsic, extrinsic, or general job satisfaction, the greater the 

intent to leave.  The data reveals that those employees dissatisfied with their positions in 
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these departments are unhappy regarding the external, internal, and general factors of 

their job and are highly likely to leave.  

Table 5 

Pearson Correlation Among Employees of the Security, Housekeeping, and Beverage 
Departments (N=58)    

 Intrinsic Job 
Satisfaction 

Extrinsic Job 
Satisfaction 

General Job 
Satisfaction 

Intent to 
Leave 

Intrinsic Job Satisfaction 1 
 

.892** 
 

.982** -.672** 
 

Extrinsic Job Satisfaction .892** 
 

1 .955** -.669** 

General Job Satisfaction .982** .955** 1 
 

-.694** 
 

Intent to Leave -.672** -.669** 
 

-.694** 
 

1 
 

** Correlation is significant at the 0.01 level (2-tailed) 
 

 

Additionally, Table 6 shows that the effect size of the relationship (r2) accounted 

for 48.5% of the variance. The r of .70 and the r2 of .49 indicate a strong to moderate 

strength of the relationship between job satisfaction and the intent to leave for the 

employees of the security, housekeeping and beverage departments. 

Table 6 
Regression Analysis Model Summary security, housekeeping, and beverage departments. 

(N=58) 

Model R R Square Adjusted R 
Square 

Std. Error 
of Estimate 

1 .697a .485 .457 1.09148 
a. Predictors: (Constant) Intrinsic, extrinsic, and general job satisfaction 
b. Dependent Variable: Intent to Leave 
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Research Question Two A  

Research Question Two A: To what extent can age, gender, education, the 

number of years employed by the casino, shift, the number of hours worked per week and 

the department in which the employees work influence job satisfaction and the intent to 

leave for all respondents. This question was examined via Pearson’s product moment 

correlation coefficient, linear regression, descriptive statistics, and multiple regression.  

The inter-correlations are displayed for intrinsic, extrinsic, and general job 

satisfaction and the intent to leave, and the external variables of age, education, the 

number of years employed by the casino and the number of hours worked per week for 

all respondents (n = 441). The variables of gender and shift are examined by liner 

regression and follow the inter-correlation table for age, education, the number of years 

employed by the casino and the number of hours worked per week. The variable of 

department is examined by descriptive statistics and follows regression analysis of gender 

and shift. 

Table 7 displays that it was found that age has a positive statistically significant 

correlation (r = .198**) with the number of years employed by the casino and a 

statistically significant negative correlation (r -.128**) with the intent to leave. The 

implication is that the longer one has been employed by the casino, they are likely older 

and settled into their jobs, but conversely, younger employees with less tenure would 

likely have a greater intent to leave. It was also found that he number of hours routinely 

worked per week has a positive statistically significant correlation (r = .348**) with the 

number of years employed by the casino. The implication is that with longer tenure, 
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employees have the opportunity to work more hours or the desired number of hours per 

week based on their life needs. 

Table 7 

Pearson Correlation Among Main Study Variables for all respondents (N=441) 

 

** Correlation is significant at the 0.01 level (2-tailed) 
*Correlation is significant at the 0.05 level (2-tailed) 

A linear regression was run on gender and the intent to leave for all respondents. 

Table 8 displays the results and shows that the effect size of the relationship (r2) 

accounted for .00 % of the variance, a very weak relationship. It was found that gender 

did not statistically significantly predict the intent to leave for all respondents F (1,439) = 

1.716, p > .050. 

Table 8 
Regression Analysis Model Summary gender and the intent to leave (N=441) 

Model R R Square Adjusted R 
Square 

Std. Error 
of Estimate 

1 .062a .004 .002 1.35756 
a. Dependent Variable: Intent to Leave 

Variable     Age Educ.   Years 
employed 

 Hours  
worked 

    Int.      Ext.     Gen. Intent to 
leave 

Age     1 -.007 .198** .106* .099* .069 .081 -.128** 

Education 
 

-.077 1 .014 .098* -.037 .005 -.021 .017 

Years 
 

 .198** .014 1 .348** .116* .053 .087 -.092 

Hours 
worked 

 .106* .098* .348** 1 .164** .094* .132** -.137** 

Intrinsic  .099* -.037 .116* .164** 1 .824** .966** -.694** 

Extrinsic  .069 .005 .053 .094* .824** 1 .934** -.701** 

Gen. 
 

 .081 -.021 .087 .132** .966** .934** 1 -.731** 

Intent  leave -.128** .017 -.092 -.137** -.694** -.701** -.731** 1 
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b. Predictor: Gender 
 

A linear regression was run on shift and the intent to leave for all respondents. 

Table 9 displays the results and shows that the effect size of the relationship (r2) 

accounted for .02 % of the variance, a weak relationship. It was found that shift 

statistically significantly predicts the intent to leave for all respondents F (1,439) = 9.66, 

p < .050.  

Table 9 
Regression Analysis Model Summary shift and the intent to leave (N=441) 

Model R R Square Adjusted R 
Square 

Std. Error 
of Estimate 

1 .147a .022 .019 1.34549 
a. Dependent Variable: Intent to Leave 
b. Predictor: Shift that you routinely work 
 
 

A descriptive statistics was run on the casino departments to determine their level 

of intrinsic, extrinsic, general job satisfaction and intention to leave. Table 10 displays the 

mean scores for intrinsic, extrinsic, general job satisfaction and the intent to leave and the 

number of departments above and below the mean. 

Table 10 

Descriptive Statistics for All Departments Intrinsic, Extrinsic, General Job Satisfaction 
and Intention to leave (n = 49) 

 Mean 
Score 

Above Below Total 

Intrinsic Job Satisfaction 46.1 36 14 50 

Extrinsic Job Satisfaction 20.7 37 13 50 

General Job Satisfaction 74.8 37 13 50 

Intent to Leave 3.3 35 15 50 
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Table 11 displays the mean, number of respondents, and standard deviation for 

the casino departments that responded to the study or delivered responses with statistical 

validity. Ten departments reported scores that were below the mean for all three factors 

of job satisfaction and reported a score that was above the mean for the intent to leave. 

The implication is that the employee’s in these departments are less satisfied with their 

jobs and exhibit a greater intent to leave. These departments are noted by ** 

Table 11 
 Descriptive Statistics by Individual Departments, Intrinsic, Extrinsic, General Job 
Satisfaction and Intention to leave (n = 49) 
Department             Measure Intrinsic 

Job Sat. 
Extrinsic 
Job Sat. 

General  
Job Sat. 

Intent to 
Leave 

All Departments    Mean 
                               N 
                               Std. Deviation 

46.1 
441 
9.2 

20.7 
441 
6.2 

74.8 
441 
16.2 

3.3 
441 
1.4 

Slots                       Mean 
                               N 
                               Std. Deviation 

49.3 
441 
9.8 

23.7 
15 
6.4 

80.9 
15 

18.2 

3.0 
15 
1.3 

Slot Performance   Mean 
                               N 
                               Std. Deviation 

52.5 
6 

5.9 

23.8 
6 

5.2 

83.8 
6 

11.9 

2.7 
6 

1.4 
Table Games**      Mean 
                               N 
                               Std. Deviation 

41.8 
40 
9.2 

18.0 
40 
6.1 

66.7 
40 

15.2 

3.6 
40 
1.5 

Poker Rooms         Mean 
                               N 
                               Std. Deviation 

51.9 
3 

4.4 

24.3 
3 

2.1 

84.3 
3 

6.7 

3.0 
3 

.95 
Security**              Mean 
                               N 
                               Std. Deviation 

44.0 
38 

10.2 

18.2 
38 
6.4 

69.3 
38 

17.6 

3.7 
38 
1.5 

Surveillance**       Mean 
                               N 
                               Std. Deviation 

39.9 
33 
9.9 

16.5 
33 
7.1 

62.6 
33 

17.9 

3.9 
33 
1.5 

Risk Management  Mean 
                               N 
                               Std. Deviation 

58.0 
2 

2.8 

26.5 
2 

4.9 

92.0 
2 

11.3 

1.5 
2 

.000 
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Table 11 Continued 
 Descriptive Statistics by Departments, Intrinsic, Extrinsic, General Job Satisfaction and 
Intention to leave (n = 49) 
Department             Measure Intrinsic 

Job Sat. 
Extrinsic 
Job Sat. 

General  
Job Sat. 

Intent to 
Leave 

Casino Adm.**      Mean 
                               N 
                               Std. Deviation 

42.1 
11 
6.3 

15.7 
11 
3.3 

64.0 
11 
9.3 

3.7 
11 
1.2 

Credits & Collect.  Mean 
                               N 
                               Std. Deviation	

54.0 
1 
.	

26.0 
1 
.	

90.0 
1 
.	

2.7 
1 
.	

Casino/Cage          Mean 
Cashiers                 N 
                               Std. Deviation          

46.3 
56 
8.5 

20.8 
55 
4.9 

74.3 
55 

13.7 

3.3 
55 
1.2 

Junkets                   Mean 
                               N 
                               Std. Deviation 

46.0 
1 
. 

24.0 
1 
. 

78.0 
1 
. 

2.5 
1 
. 

Service Connect    Mean 
Center                    N 
                               Std. Deviation            

48.7 
18 
9.4 

21.8 
18 
6.8 

79.2 
18 

16.2 

30.0 
18 
1.3 

Total Rewards        Mean 
                               N 
                               Std. Deviation 

47.0 
14 

18.9 

22.3 
14 
6.3 

76.8 
14 

15.7 

3.1 
14 
1.5 

Group Sales           Mean 
                               N 
                               Std. Deviation 

60.0 
1 
. 

23.0 
1 
. 

90.0 
1 
. 

2.7 
1 
. 

Events                    Mean 
                               N 
                               Std. Deviation 

53.0 
1 
. 

23.0 
1 
. 

84.0 
1 
. 

3.8 
1 
. 

Direct Mail            Mean 
                               N 
                               Std. Deviation 

49.0 
3 

2.6 

23.0 
3 

1.0 

80.0 
3 

3.0 

2.7 
3 

.73 
Front Desk**         Mean 
                               N 
                               Std. Deviation             

42.3 
7 

8.8 

20.7 
7 

5.8 

70.1 
7 

13.9 

3.8 
7 

1.3 
Front Service         Mean 
                               N 
                               Std. Deviation             

52.5 
2 

2.1 

27.0 
2 

1.4 

89.0 
2 

.00 

2.2 
2 

.29 
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Table 11 continued 
Descriptive Statistics by Departments, Intrinsic, Extrinsic, General Job Satisfaction and 
Intention to leave (n = 49) 
Department             Measure Intrinsic 

Job Sat. 
Extrinsic 
Job Sat. 

General  
Job Sat. 

Intent to 
Leave 

Housekeeping**    Mean 
                               N 
                               Std. Deviation             

44.1 
10 

12.9 

19.3 
10 
8.4 

70.1 
10 

23.0 

3.4 
10 
1.7 

Top Drawer            Mean 
                               N 
                               Std. Deviation             

52.5 
2 

4.9 

25.0 
2 

1.4 

86.0 
2 

7.1 

3.7 
2 

1.5 
Employee               Mean 
Cafeteria                N 
                               Std. Deviation             

53.7 
10 
6.7 

25.7 
10 
5.7 

87.9 
10 

14.1 

2.7 
10 
1.1 

Transportation**   Mean 
                               N 
                               Std. Deviation             

43.3 
14 
9.1 

19.4 
14 
5.7 

70.0 
14 

15.9 

3.4 
14 
1.5 

Entertainment        Mean 
                               N 
                               Std. Deviation             

44.0 
1 
. 

23.0 
1 
. 

74.0 
1 
. 

3.1 
1 
. 

Facilities/               Mean 
Engineering           N 
                               Std. Deviation             

51.1 
9 

6.7 

23.3 
9 

5.6 

82.1 
9 

12.9 

2.6 
9 

1.3 
Environmental       Mean 
Cleaning                 N 
Services                  Std. Deviation             

47.9 
19 
7.7 

22.3 
19 
6.8 

77.3 
19 

16.2 

3.3 
19 
1.4 

Grounds Keeping   Mean  
                               N 
                               Std. Deviation             

51.0 
3 

6.1 

20.0 
3 

4.4 

78.0 
3 

9.6 

3.2 
3 

1.3 
Executive               Mean 
                               N 
                               Std. Deviation             

56.5 
2 

4.9 

24.5 
2 

3.5 

90.5 
2 

9.2 

2.8 
2 

.41 
Finance                  Mean 
                               N 
                               Std. Deviation             

46.4 
18 
8.3 

20.8 
18 
5.5 

75.3 
18 

14.4 

3.5 
18 
1.5 

Planning &            Mean 
Analysis                 N 
                               Std. Deviation             

57.5 
2 

3.5 

28.5 
2 

2.1 

96.0 
2 

5.7 

2.5 
2 

.16 
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Table 11 continued 
Descriptive Statistics by Departments, Intrinsic, Extrinsic, General Job Satisfaction and 
Intention to leave (n = 49) 
Department             Measure Intrinsic 

Job Sat. 
Extrinsic 
Job Sat. 

General  
Job Sat. 

Intent to 
Leave 

Accounting            Mean 
                               N 
                               Std. Deviation            	

52.0 
8 

5.8	

22.0 
8 

5.9	

82.0 
8 

11.8	

3.1 
8 

1.2	
HR/Adm.               Mean 
                               N 
                               Std. Deviation             

46.6 
5 

11.7 

21.4 
5 

7.2 

75.8 
5 

21.1 

2.9 
5 

1.7 
Employee               Mean 
Relations                N 
                               Std. Deviation             

53.5 
2 

7.8 

24.0 
2 

2.8 

86.5 
2 

12.0 

2.1 
2 

.35 
CDP                       Mean 
                               N 
                               Std. Deviation             

54.5 
2 

4.9 

25.0 
2 

1.4 

88.0 
2 

7.1 

3.5 
2 

1.6 
HRSS/                    Mean 
Compensation        N 
                               Std. Deviation             

51.3 
3 

13.3 

22.7 
3 

7.8 

81.7 
3 

24.2 

3.0 
3 

1.0 
Benefits                 Mean 
                               N 
                               Std. Deviation             

50.3 
3 

8.0 

24.3 
3 

4.5 

84.0 
3 

13.5 

2.3 
3 

.25 
IT                           Mean 
                               N 
                               Std. Deviation             

51.5 
10 
4.2 

23.5 
10 
3.1 

83.6 
10 
7.5 

3.1 
10 
1.2 

Marketing              Mean 
Administration       N 
                               Std. Deviation             

55.5 
2 

6.4 

29.0 
2 

1.4 

94.5 
2 

4.9 

2.1 
2 

.18 
Advertising            Mean 
                               N 
                               Std. Deviation             

46.5 
2 

4.9 

17.0 
2 

5.6 

72.5 
2 

10.6 

3.0 
2 

.18 
Purchasing             Mean 
                               N 
                               Std. Deviation             

54.0 
2 

5.7 

24.0 
2 

1.4 

87.0 
2 

5.7 

3.0 
2 

1.1 
Wardrobe               Mean 
                               N 
                               Std. Deviation             

59.0 
1 
. 

24.0 
1 
. 

93.0 
1 
. 

1.5 
1 
. 

Regulatory             Mean 
Compliance           N 
                               Std. Deviation             

48.3 
4 

9.8 

21.8 
4 

7.4 

78.3 
4 

17.3 

2.8 
4 

1.6 
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Table 11 continued 
Descriptive Statistics by Departments, Intrinsic, Extrinsic, General Job Satisfaction and 
Intention to leave (n = 49) 
Department             Measure Intrinsic 

Job Sat. 
Extrinsic 
Job Sat. 

General  
Job Sat. 

Intent to 
Leave 

Room Service**    Mean 
                               N 
                               Std. Deviation            	

42.3 
3 

15.6	

17.7 
3 

10.8	

66.0 
3 

29.5	

3.8 
3 

2.1	
Banquets                Mean 
                               N 
                               Std. Deviation             

50.8 
4 

6.4 

22.3 
4 

6.4 

81.5 
4 

13.2 

2.9 
4 

1.2 
Chefs Stage**        Mean 
                               N 
                               Std. Deviation             

43.0 
3 

2.6 

16.3 
3 

4.0 

65.7 
3 

5.0 

4.2 
3 

.46 
Selu                        Mean 
                               N 
                               Std. Deviation             

47.0 
3 

9.2 

23.0 
3 

4.4 

78.3 
3 

13.1 

4.5 
3 

1.9 
Food Court             Mean 
                               N 
                               Std. Deviation             

50.4 
16 
6.0 

23.6 
16 
4.1 

81.9 
16 

10.2 

2.8 
16 
.93 

Lounge**               Mean 
                               N 
                               Std. Deviation             

34.0 
1 
. 

11.0 
1 
. 

51.0 
1 
. 

3.9 
1 
. 

Food Managers      Mean 
                               N 
                               Std. Deviation             

52.0 
4 

5.6 

22.5 
4 

3.7 

82.8 
4 

6.8 

3.0 
4 

.72 
Casino Beverage    Mean 
                               N 
                               Std. Deviation             

48.6 
10 
8.2 

22.3 
10 
5.0 

78.0 
10 

15.2 

3.2 
10 
1.1 

 

Additionally, a multiple regression was run to predict the intent to leave from age, 

gender, education, number of years employed by the casino, shift, number of hours 

worked, and the department in which the employees’ work for all respondents. There was 

no evidence of multicollinearity, as assessed by tolerance values greater than 0.1. The 

multiple regression model statistically significantly predicted the intent to leave, F 

(7,433) = 3.861, p <.001, adj. R2 = .044. The r2 of .04 indicates a moderate strength of the 
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relationship between the seven variables and the intent to leave for all respondents. Three 

of the seven variables (age .047), (shift .033), and (hours worked .037) added statistically 

significantly to the prediction, p < .05 

The results of Research Question Two A are pertinent to the hypotheses examined 

in this study. 

Hypothesis 1. There is a positive relationship between age and intention to leave 

among casino employees was supported. It was found that a statistically significant 

correlation (r -.13) exists between age and the intent to leave. Further, linear regression 

was calculated to predict intent to leave based on age. A significant equation was found 

(F (1, 439) = 7.33, P < .050), with an r2 of .016. The r2 of .02 indicates a weak 

relationship between age and the intention to leave. 

Hypothesis 2. There is a positive relationship between gender and intention to 

leave among casino employees was not supported. Linear regression found that gender 

did not statistically significantly predict the intent to leave for all respondents F (1,439) = 

1.716, p > .050, with an r2 of .004. The r2 of .00 indicates a very weak relationship 

between gender and the intention to leave. 

Hypothesis 3.There is a positive relationship between education and intention to 

leave among casino employees was not supported. It was found that no significant 

correlation was revealed to exist between education and the intent to leave and no 

statistical significance was revealed (r =.02). Further, linear regression was calculated to 

predict intent to leave based on the highest level of education completed. A non-

significant equation was found (F (1, 439) = .13, P > .050), with an r2 of .000. The r2 of 

.00 indicates a very weak relationship between education and the intent to leave. 
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Hypothesis 4.There is a positive relationship between number of years employed 

by the casino and intention to leave among casino employees was not supported. It was 

found that no significant correlation was revealed to exist between the number of years 

employed by the casino and the intent to leave and no statistical significance was 

revealed (r -.09). Further, linear regression was calculated to predict intent to leave based 

on the number of years employed by the casino. A non-significant equation was found (F 

(1, 439) = 3.74, P > .050), with an r2 of .008. The r2 of .00 indicates a very weak 

relationship between number of years employed by the casino and the intent to leave. 

Hypothesis 5. There is a positive relationship between shift and intention to leave 

among casino employees was supported.  Linear regression was calculated to predict 

intent to leave based on the shift the employees work. A significant equation was found 

(F (1, 439) = 9.66, P < .050), with an r2 of .022. The r2 of .02 indicates a weak 

relationship between shift and the intent to leave. 

Hypotheses 6. There is a positive relationship between number of hours worked 

per week and intention to leave among casino employees was supported. It was found 

that a statistically significant relationship (r -.14) exists between the number of hours 

worked and the intent to leave. Linear regression was calculated to predict intent to leave 

based on the number of hours worked per week. A significant equation was found (F (1, 

439) = 8.40, P < .050), with an r2 of .019. The r2 of .02 indicates a weak relationship 

between the number of hours worked and the intent to leave. 

Hypothesis 7. There is a positive relationship between department worked and 

intention to leave was supported. Linear regression was calculated to predict intent to 

leave based on the department in which employees work. A significant equation was 
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found (F (1, 439) = 6.41, P < .050), with an r2 of .014. The r2 of .01 indicates a very weak 

relationship between department and the intent to leave. 

Research Question Two B  

Research Question Two B: To what extent does age, gender, education, the 

number of years employed by the casino, shift, number of hours worked per week, and 

department in which the employees work influence job satisfaction and the intent to leave 

for the security, housekeeping, and beverage departments? Respondent data from these 

three departments were combined for analysis purposes. This question was examined via 

Pearson’s product moment correlation coefficient, linear regression, and descriptive 

statistics. 

 
Table 12 displays the inter-correlations for intrinsic, extrinsic, and general job 

satisfaction and the intent to leave, and the external variables of age, education, the 

number of years employed by the casino, and the number of hours worked per week for 

the combined respondents from security, housekeeping, and beverage (n = 58). The 

variables of gender and shift are examined by liner regression and follow the inter-

correlation table for age, education, the number of years employed by the casino and the 

number of hours worked per week. The variable of department is examined by 

descriptive statistics and follows regression analysis of gender and shift. 

Table 12 reveals that that a significant positive correlation exists between the 

number of years members of the security, housekeeping and beverage departments were 

employed by the casino and the number of hours worked per week (r = .37**). The 

implication is that with longer job tenure, an employee in these departments has the 
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opportunity to work more hours or the desired number of hours per week based on their 

life needs. No further statistically significant correlations were found. 

Table 12 
Pearson Correlation among age, education, years employed by the casino, and number 
of hours worked per week and the security, housekeeping, and beverage departments 
(N=58) 
	

** Correlation is significant at the 0.01 level (2-tailed) 
*Correlation is significant at the 0.05 level (2-tailed) 

 

A linear regression was run on gender and the intent to leave for the security, 

housekeeping, and beverage department respondents. A significant equation was found 

(F (1, 56) = 8.245, P < .050), with an r2 of .128. The r2 of .13 indicates a weak 

relationship between gender and the intent to leave. Table13 displays the results.  

 
 
 

Variable Age     Educt.     Years 
employed 

 Hours  
worked 

    Int.       Ext.    Gen. Intent to 
leave 

Age 1 -.099 .144 -.120 -.115 -.156 -.131 .060 

Education 
 

-.099 1 -.004 .068 .117 -.012 .082 .020 

Years 
 

.144 -.004 1 .371** -.018 -.010 -.029 .089 

Hours 
worked 
 

-.120 .068 .371** 1 .317* .289* .307* -.104 

Intrinsic 
 

-.115 .117 -.018 .317* 1 .892** .982** -.672** 

Extrinsic 
 

-.156 -.012 -.010 .289* .892** 1 .955** -.669** 

Gen. 
 

-.131 .082 -.029 .307* .982** .955** 1 -.694** 

Intent  to 
leave 

.060 .020 .089 .104 -.672** -.669** -.694** 1 
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Table13 
Regression Analysis Model Summary gender and the intent to leave for the security, 
housekeeping, and beverage department respondents (N=58) 

Model R R Square Adjusted R 
Square 

Std. Error 
of Estimate 

1 .358b .128 .113 1.39463 
a. Dependent Variable Intent to Leave 
b. Predictor: Gender 
 

A linear regression was run on shift and the intent to leave for the security, 

housekeeping, and beverage department respondents. A non- significant equation was 

found (F (1, 56) = .004, P > .050), with an r2 of .000. The r2 of .00 indicates a very weak 

relationship between shift and the intent to leave. Table14 displays the results.  

Table14 
Regression Analysis Model Summary shift and the intent to leave for the security, 
housekeeping, and beverage department respondents (N=58) 

Model R R Square Adjusted R 
Square 

Std. Error 
of Estimate 

1 009b .000 -.018 1.49371 
a. Dependent Variable Intent to Leave 
b. Predictor: Shift 
 

A descriptive statistics was run on the security, housekeeping, and beverage 

departments to determine their level of intrinsic, extrinsic, general job satisfaction and 

intention to leave. Table 15 displays the results of the security, housekeeping, and 

beverage departments intrinsic, extrinsic, general job satisfaction and intent to leave.  
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Table 15 
 Descriptive Statistics by the Security, Housekeeping, and Beverage Departments, 
Intrinsic, Extrinsic, General Job Satisfaction and Intention to leave (n =58) 
Department             Measure Intrinsic 

Job 
Satisfaction 

Extrinsic 
Job 
Satisfaction 

General  
Job 
Satisfaction 

Intent 
to 
Leave 

All Departments    Mean 

                               N 

                               Std. Deviation 

46.1 

441 

9.2 

20.7 

441 

6.2 

74.8 

441 

16.2 

3.3 

441 

1.4 

Security                 Mean 

                               N 

                               Std. Deviation 

44.0 

38 

10.2 

18.2 

38 

6.4 

69.3 

38 

17.6 

3.7 

38 

1.5 

Housekeeping        Mean 

                               N 

                               Std. Deviation             

44.1 

10 

12.9 

19.3 

10 

8.4 

70.1 

10 

23.0 

3.4 

10 

1.7 

Casino Beverage    Mean 

                               N 

                               Std. Deviation             

48.6 

10 

8.2 

22.3 

10 

5.0 

78.0 

10 

15.2 

3.2 

10 

1.1 

 

It was found that the security and housekeeping departments exhibited mean 

scores lower than the mean for all departments in the intrinsic, extrinsic, and general 

factors of job satisfaction and higher than the mean score for all departments in the intent 

to leave score. Casino beverage exhibited mean scores higher than the mean for all 

departments in the three factors of job satisfaction and lower than the mean score for the 

intent to leave. The implication is that the employees in the security and housekeeping 

department are less satisfied with their jobs and have a higher intent to leave. Conversely, 

the employees in the casino beverage department are happier with their jobs and have a 

lesser intent to leave. 

Additionally, a multiple regression was run to predict the intent to leave for age, 

gender, education, number of years employed by the casino, shift, number of hours 
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worked, and the department in which the employees’ work for the security, 

housekeeping, and beverage departments combined. There was no evidence of 

multicollinearity, as assessed by tolerance values greater than 0.1. The multiple 

regression model did not statistically significantly predict the intent to leave, F (7,50) = 

1.355, p >.001, adj. R2 = .042. Of the seven variables, gender (.010) added statistically 

significantly to the prediction, p < .05. r2 = .16. 

Additional Research Question 

Additional Research Question: Casino management requested that a question 

asking about the employees’ intent to move from their current department to another 

department within the casino organization added to the study. Ninety-seven respondents 

(22.0%) indicated that they intended to change departments within the casino operation. 

Three hundred and forty-four respondents (78.0%) showed no intent to change 

departments. Table 16 displays the results of the question regarding the employees desire 

to move within casino departments. 

Table 16 

Study Respondents intent to move within casino departments (N=441) 

Intent Frequency % 
Yes, I intend to move 
between departments 

 
 97 

 
22.0 

No, I do not intend to move 
between departments 

344 78.0 

Total 441 100 
 

Table 17 displays the correlation between the respondent’s intent to move from 

their current department to another department within the casino organization and job 

satisfaction and the intent to leave. Specifically, Table 17 reveals that there is a 
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significant negative relationship between the intent to move from their current 

department and the intent to leave (r-.28**). The greater the desire to change 

departments, the lower the job satisfaction. Further analysis reveals that there is a 

significant positive relationship between job satisfaction and the desire to move to 

another department (r =.22**). If the employee feels they have an opportunity to move 

between departments, the greater the job satisfaction. Additionally, analysis reveals a 

significant negative correlation between the intent to leave and the desire to move to 

another department (r-.28**) and the intent to leave and job satisfaction (r-.75**).  The 

greater the desire to move between departments, the greater the intent to leave. The 

practical implication is that 22% of the respondents indicate satisfaction with their jobs 

but they want to change departments. Long-term, if they do not have an opportunity to 

move between departments, there is the likelihood that the employees will leave. 

Table 17 

Correlation between the respondent’s intent to move from their current department to 
another department within the casino organization and job satisfaction and the intent to 
leave. 
 
 I intend to move 

from my current 
dept. to another 
dept. within the 
casino operation 

 
 
 

Job 
Satisfaction 

 
 
 

Intent to 
Leave 

I intend to move from my current 
dept. to another dept. within the casino 
operation 

1 .216 -.284** 

Job Satisfaction .216** 1 -.745 
Intent to Leave -.284** -.745** 1 
 
**Correlation is significant at the 0.01 level (2-tailed) 
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Summary 

The purpose of this research study was to examine the relationship between job 

satisfaction and the intent to leave of employees at two casino operations. The MSQ short 

form and the ATS were the two survey instruments used for this study. The demographic 

variables of age, gender, highest level of education completed, number of years employed 

by the casino, shift routinely worked, number of hours worked per week, and the 

department in which the employees work were examined in this study.  Pearson’s 

product-moment correlation, linear regression, multiple regression, and descriptive 

statistics were the data analysis tools used to determine to what extent job satisfaction 

influences an employee’s intent to leave and to what extent can age, gender, highest level 

of education completed, number of years employed by the casino, shift routinely worked, 

number of hours worked per week, and the department in which the employees work 

influence job satisfaction and the intent to leave. All respondents to the research study 

were analyzed as were three of the sixty-nine casino departments; security, housekeeping, 

and beverage. Survey results from these three departments were combined for analysis. 

The data analysis under Research Question One revealed that a significant 

negative relationship exists between job satisfaction and the intent to leave for all survey 

respondents. At the departmental level, data analysis revealed that a significant negative 

relationship exists between job satisfaction and the intent to leave for employees in the 

security, housekeeping, and beverage departments. The practical implication is that those 

employees who expressed negative job satisfaction are highly likely to leave. 
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Data Analysis under Research Question Two using Pearson’s product moment 

correlations and linear regression revealed support to accept  H1, H5, H6, and H7, and to 

reject  H2, H3, and H4. 

Additionally, it was found that ten of the forty-nine departments that responded to 

the study or provided responses that were statistically valid exhibited intrinsic, extrinsic, 

and general job satisfaction factors lower than the mean score for all departments that 

responded to the study. Further, these same ten departments exhibited a higher mean 

score for the intent to leave than for all departments that responded to the study.  

The shift worked was found to have a significant influence on the intent to leave. 

Specifically, it was found that (1) the mean scores for the intrinsic job satisfaction for 

employees working the standard daytime shift (M = 48.7, SD = 8.6) are higher than the 

scores for the afternoon/evening shift (M = 44.1, SD = 9.5) and the overnight sunrise shift 

(M = 45.1, SD = 7.8). (2) The mean scores for extrinsic job satisfaction for employees 

working the standard daytime shift (M = 21.8, SD = 6.0) are higher than the scores for the 

afternoon/evening shift (M = 19.3, SD = 6.2) and the overnight sunrise shift (M = 20.3, 

SD = 6.0). (3) The mean scores for general job satisfaction for employees working the 

standard daytime shift (M = 74.4, SD = 15.7) are higher than the scores for the 

afternoon/evening shift (M = 70.5, SD = 16.6) and the overnight sunrise shift (M = 72.5, 

SD = 14.3). It is intriguing that the mean scores for the overnight/sunrise shift are higher 

than the mean scores for the afternoon/evening shift. Further, it was found that the mean 

intent to leave scores for employees working the afternoon/evening shift (M = 3.7, SD = 

1.5) were higher than the employees working the overnight/sunrise shift (M = 3.4), SD = 

1.2), an interesting finding that should be investigated. (Note: The mean score for the 
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intent to leave was lowest for the standard daytime shift; M = 3.0, SD = 1.3).  It appears 

that while the standard daytime shift is the most desirable shift to work, the 

overnight/sunrise shift is more desirable than the afternoon/evening shift. 

 
 Gender did not reveal itself to be an issue with all respondents but was identified 

as an issue within the security, housekeeping, and beverage departments. It was found for 

all study respondents that (1) the mean scores for intrinsic job satisfaction for female 

employees (M = 47.7, SD = 8.8) are higher than the scores for male employees (M = 45.8, 

SD = 9.3) and for rather not say (M = 36.8, SD = 11.3). (2) The mean scores for extrinsic 

job satisfaction for female employees (M = 21.2, SD = 6.2) are higher than the scores for 

male employees (M = 20.5, SD = 6.0) and rather not say (M = 14.2, SD = 6.6). (3) The 

mean scores for general job satisfaction for female employees (M = 76.6, SD = 16.0) are 

higher than the scores for the male employees (M = 73.6, SD = 16.0) and rather not say 

(M = 55.5, SD = 18.7). The mean scores for the intent to leave for male employees (M = 

3.5, SD = 1.4) are higher than the scores for the female employees (M = 3.2, SD = 1.3) 

but lower than the rather not say (M = 4.2, SD = 1.5).   

For the security, housekeeping and beverage study respondent’s, it was found that 

(1) the mean scores for intrinsic job satisfaction for female employees (M = 46.1, SD = 

10.6) are higher than the scores for male employees (M = 43.6, SD = 10.2).  (2) The mean 

scores for extrinsic job satisfaction for female employees (M = 20.5, SD = 6.9) are higher 

than the scores for male employees (M = 17.9, SD = 6.3). (3) The mean scores for general 

job satisfaction for female employees (M = 74.1, SD = 18.9) are higher than the scores for 

the male employees (M = 68.2, SD = 17.5). The mean scores for the intent to leave for 

male employees (M = 4.1, SD = 1.5) are higher than the scores for the female employees 
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(M = 3.0, SD = 1.3). Note: Descriptive statistics found that there were no rather not say 

respondents from the security, housekeeping, and beverage departments, thus no scores 

were reported.  

At the departmental level, it was found that a significant correlation exists 

between the number of years employed by the casino and the number of hours worked. 

The implication is that with longer job tenure, an employee in these departments has the 

opportunity to work more hours or the desired number of hours per week.  

 Further analysis found that 22% of the casino employees’ intent to move between 

departments within the casino operation. While the respondents expressed job 

satisfaction, if they do not have an opportunity to move between departments, there is the 

likelihood that the employees may leave. 

 

 

 

 

 

 

 

 

 

 

 

 



99 
 

Chapter 5: Discussion 

The gaming industry in the United States is experiencing rapid growth 

(“Groundbreaking New Research,” 2014). The industry enjoyed its sixth consecutive year  

of growth in 2015, and the growth was largely organic (Holmes, 2016). Prentice (2013) 

argued that it is face-to-face interaction with direct service employees that form 

customers perceptions, beliefs, and determines their allegiance to the establishment. This 

combination of explosive growth and staff member skill requirements has resulted in a 

situation where employee retention has become a critical issue (Argusa & Lema, 2007). 

Employee job satisfaction has been labeled as a factor in work performance and 

employee turnover. While numerous studies have investigated job satisfaction in the 

hospitality industry, comparatively few studies have focused on the casino industry, 

specifically regarding job satisfaction and the intention to leave  

Review of the Study 

The purpose of this quantitative study was (1) examine to what extent do intrinsic 

and extrinsic factors of job satisfaction influence an employee’s intention to leave and (2) 

examine to what extent can age, gender, education, the number of years employed by the 

casino, shift, the number of hours worked per week, and department in which the 

employees work influence job satisfaction and the intent to leave. Two surveys were 

utilized as the foundation for this research study. Scores from the twenty-item Minnesota 

Satisfaction Questionnaire short-form developed by Weiss, et al. (1967) were used to 

determine the casino employees’ intrinsic, extrinsic and general job satisfaction. Scores 

from the twelve item Anticipated Turnover Scale developed by Hinshaw and Atwood 

(1984) were used to determine the employees’ intention to leave.  
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Two casinos provided the setting for this research study. An electronic link was 

sent to 3,472 casino employees. 441 fully completed responses, a 12.7% return rate, were 

analyzed as part of the data analysis process.  

Two research questions were developed and investigated during this research 

study. Both questions were investigated and analyzed for all survey respondents (n = 

411) and respondents from the security, housekeeping, and beverage departments (n = 

58). Responses from the three departments were combined for analysis purposes. One 

additional question was inserted into the survey. This question sought to determine the 

extent to which the employees intended to seek positions with an alternative department 

within the casino. Seven demographic questions were part of this research study inquiring 

as to the respondent’s age, gender, highest level of education completed, number of years 

employed by the casino, shift routinely worked, number of hours worked per week, and 

the department where the employee worked.  

Findings and Discussion 

Research Question One A:  To what extent does job satisfaction influence an 

employee’s intention to leave for all respondents was examined via Pearson’s product 

moment correlation coefficient and linear regression. Two major findings emerged from 

the Research Question One A. First, those employees exhibiting job satisfaction indicated 

satisfaction with all three measured factors; intrinsic, extrinsic, and general factors of 

their positions. Second, a significant negative correlation exists between all three factors 

of job satisfaction and the intention to leave. The high negative correlation between the 

intent to leave and intrinsic job satisfaction, (-.69), extrinsic job satisfaction, (-.70), and 
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general job satisfaction, (-.73), indicates that those employees who are dissatisfied with 

their jobs are highly dissatisfied and very likely to leave.  

Research Question One B: To what extent does job satisfaction influence an 

employee’s intention to leave among casino employees in the security, housekeeping, and 

beverage departments?  This question was examined via Pearson’s product moment 

correlation coefficient and linear regression. Similar to RQ One A, it was revealed that 

those employees exhibiting job satisfaction indicated satisfaction with all three measured 

factors; intrinsic, extrinsic, and general factors of their positions. Also similar to RQ One 

A, a significant negative correlation exists between the three factors of job satisfaction 

and the intention to leave. The high negative correlation between the intent to leave and 

intrinsic job satisfaction, (-.67), extrinsic job satisfaction, (-.67), and general job 

satisfaction, (-.69), indicates that the employees in the security, housekeeping, and 

beverage departments who are dissatisfied with their jobs are highly dissatisfied and very 

likely to leave.  

A review of the literature indicates that job satisfaction and the intention to leave 

are highly connected. AlBattat, Som, and Helalat (2013) noted that the hospitality 

industry faces a number of challenges, including employee job satisfaction and retention. 

Hellmen (1997) argued that the greater the employee dissatisfaction, the greater the 

likelihood that they would evaluate other job opportunities. Lambert, Hogan, and Barton 

(2001) wrote that job satisfaction can impact and influence turnover intent in a negative 

manner. Holtom, Mitchell, Lee, and Eberly (2008) stated that retaining employee’s 

indispensable for organizational success is crucial in today’s marketplace. Griffeth, Hom, 

and Gaertner (2000) reported that job satisfaction (or the lack thereof) are among critical 
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predictors of employee turnover.  Numerous studies have connected job satisfaction to 

the intent to leave. The findings from Research Question One A and One B are consistent 

with the literature. The implication is that the casino will likely experience a significant 

degree of employee turnover. 

Research Question Two A: To what extent can age, gender, education, the 

number of years employed by the casino, shift, the number of hours worked per week, 

and the department in which the employees work influence job satisfaction and the intent 

to leave for all survey respondents. This question was examined via Pearson’s product 

moment correlation coefficient, linear regression, descriptive statistics, and multiple 

regression. The results of Research Question Two A are pertinent to the hypotheses 

examined in this study. 

H1, there is a positive relationship between age and intention to leave among 

casino employees was supported. The relationship between age and the intent to leave 

was statistically significant. Iverson (1999) wrote that older employees (30 years +) often 

had obligations such as family that were barriers to voluntarily leaving an organization as 

opposed to their younger (<30 years of age) counterparts. Bal and Dorenbosch (2015) 

stated that a distinct difference exists in how younger and older employees view their 

jobs. The author’s argued that older employees often see their time diminishing as 

opposed to younger workers who visualize a far longer timeline, thus a far different 

perspective on goals. Josephson, Lindberg, Voss, Alfredsson, and Vingard (2008) stated 

that there was a greater intent to leave among younger employees than their older 

counterparts. Pitts, Marvel, and Fernandez (2011) reported that younger workers are more 

likely to have a greater rate of voluntarily quitting their jobs than older employees. The 
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findings of this study are consistent with the literature that age is a factor in job 

satisfaction and the intent to leave. 

 H2, there is a positive relationship between gender and intention to leave among 

casino employees was not supported. It was found that no statistical significance exists 

between the two variables. Huang and Cheng (2012) reported that gender is an issue with 

front-line service providers, in particular when work-family conflicts arise. The result is 

that female employees have a greater intent to leave than male employees when faced 

with work-family issues that create stress. Hochwarter, Ferris, Canty, Frink, Perrewe, and 

Berkson (2001) argued that gender does play an important role in an employee’s job 

performance and intent to leave. The findings of this study for all employees (n = 441) 

are contrary the literature that gender is a factor in job satisfaction and the intent to leave.  

H 3, there is a positive relationship between education and intention to leave 

among casino employees was not supported. It was found that no correlation existed 

between education and the intent to leave and no statistical significance was revealed. 

Coomber and Barriball (2006) stated that they found a high degree of inconsistency 

between the highest levels of education completed and job satisfaction. Marchante, 

Ortega, and Pagan (2007) argued that in the hospitality industry, undereducated workers 

could overcome a lack of education by work experience. Nogueras (2006) wrote that as 

the level of education completed rose, the level of intent to leave decreased. The literature 

is mixed regarding the level of education completed and the intent to leave 

H4, there is a positive relationship between number of years employed by the 

casino and intention to leave among casino employees was not supported. It was found 

that no correlation existed between the number of years employed by the casino and the 



104 
 

intent to leave and no statistical significance was revealed. Cotton and Tuttle (1986) 

found that job tenure is a predictor of the intent to leave. Hellman (1997) stated that 

employees with ten years or less of job tenure exhibited a greater degree of intent to leave 

than employees with ten years or more of employment. Bedeian, Ferris, and Kacmar 

(1992) stated that the length of time on the job (tenure) was a more reliable predictor of 

intent to leave than the employee’s age. The findings of this study are contrary to the 

literature that the number of years an individual is employed is a factor in job satisfaction 

and the intent to leave. 

H5, there is a positive relationship between shift and intention to leave among 

casino employees was supported.  It was found that a significant equation exists between 

shift and the intent to leave. The literature states that a relationship exists between shift 

work, health issues, safety risks and other negative consequences. Phillips and Houghton 

(2007) noted that reduced job efficiency and work productivity is a result of shift work. 

Zedeck, Jackson, and Summers (1983) reported that their investigation via the MSQ 

revealed that there was a negative correlation between overall job satisfaction, the 

preference for a shift change, and turnover intention (Table, p. 302).  Shen and Dicker 

(2008) found that irregular working hours have a negative impact on job attendance, in 

particular with younger employees and those engaged in shift work for a relatively short 

timeframe. Glazer (2005) wrote that there are differences in employee demeanor and 

actions depending on the shift worked. Trade-offs exist that are dependent on the shift 

worked and various job stressors. The results of this study that found there is a 

relationship between shift and the intention to leave are consistent with the literature. 
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H6, there is a positive relationship between number of hours worked per week and 

intention to leave among casino employees was supported. It was found that a statistically 

significant relationship exists between the number of hours worked and the intent to 

leave.   Sturman and Walsh (2014) found that the number of hours worked are important 

to employees. The author’s findings indicate that fewer than a fourth of those who 

responded to their research were engaged in their preferred number of hours worked per 

week. Further, more than half were laboring more hours than desired. The net result 

according to Sturman and Walsh (2004) is that work-hour choices are important to 

employees and impacts their financial and work-life balance. Taneja (2013) reported that 

data from the Federal Government reveals that the number of hours worked per week 

grew dramatically in recent decades as a result of an economy more dependent on service 

than manufacturing. The result of more hours worked per week is less leisure time and 

reduced family time. The author further argues that for organizations to be successful 

long-term they must strike the right balance between the numbers of hours worked and 

employee needs, including time for leisure. The findings of this study are consistent with 

the literature that the number of hours worked is a factor in job satisfaction and the intent 

to leave. 

H7, there is a positive relationship between department worked and intention to 

leave was supported. It was found that a significant equation exists between exists 

between department and the intent to leave. Schultz, Damkroger, Heins, Wehlitz, Lohr, 

Drissen, Behrens, & Wingfeld (2009) reported that employees experienced a higher 

degree of job burnout depending on which type of facility they worked. Li, Kim, and 

Zhao (2017) reported that the level of managerial support for frontline employees should 



106 
 

be increased. Further, at the departmental level, support is positively impacted by the 

direct supervisor's support. The implication is that the importance of the supervisor and 

their leadership skills is perhaps more important than the actual department worked.   

Research Question Two B: To what extent does age, gender, education, the 

number of years employed by the casino, shift, number of hours worked per week, and 

department in which the employees work influence job satisfaction and the intent to leave 

for the security, housekeeping, and beverage departments? This question was examined 

by Pearson’s product moment correlation coefficient, linear regression, descriptive 

statistics, and multiple regression. It was found that a significant positive relationship 

exists between the number of years employees of the security, housekeeping, and 

beverage departments were employed by the casino and the number of hours worked. 

Multiple regression analysis did not statistically predict the intent to leave based on the 

variables of age, gender, education, number of years employed by the casino, shift, 

number of hours worked per week, and the department in which the employees work for 

the security, housekeeping, and beverage departments. 

Additionally, gender was examined in more detail as a factor of job satisfaction 

and the intent to leave in these three departments. Linear regression found that a 

statistically significant equation exits between gender and the intent to leave in the 

security, housekeeping, and beverage departments. Hochwarter, et al. (2001) argued that 

male employees tend to seek job promotions and other symbols of status while female 

employees more often identify and calculate the social aspects of work. Weisberg and 

Kirschenbacum (1993) wrote that for male employees, the decision to leave is correlated 

to the current labor market, i.e. a readily available job alternative. For female employees, 
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other considerations such as family, personal work relations, and ethnicity play crucial 

roles in determining the intent to leave. Horn, Roberson, and Ellis (2008) reported that in 

corporate America, the intent to quit and job turnover of female professionals was higher 

than their male colleagues. The fact that it was found that a statistically significant 

equation exists for gender in the security, housekeeping, and beverage departments opens 

the door for further examination. 

It was found that the employees of the security and housekeeping department 

exhibited lower job satisfaction scores across all three job satisfaction factors and a 

higher intent to leave score than the mean scores for all department respondents requires 

additional scrutiny. Interestingly, the respondents from the casino beverage department 

exhibited higher job satisfaction and a lower intent to leave scores than the respondents 

from the security and beverage department. It was noted that this study crossed all levels 

of employee jobs from entry level to upper management. Jowett (2008) noted that the 

relationship between intrinsic and extrinsic motivation and job satisfaction differs 

depending on the respondent’s role.  

Randolph (2005) noted that the intrinsic factors of job satisfaction such as a 

realistic workload, career advancement, stable job environment, professional growth 

opportunities, support by administration, communication, recognition for 

accomplishments, and feeling valued as an employee were significant predictors of job 

satisfaction and the intent to stay. Randolph (2005) further argued that extrinsic factors 

such as competitive pay, continuing education, tuition reimbursement, flexible work 

schedules, and cafeteria-type benefits were important considerations and should not be 

ignored. Blau and Gibson (2011) reported that their research indicated that intrinsic 
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scores were higher than extrinsic scores. Perrachione, Rosser, and Petersen (2008) stated 

that intrinsic and extrinsic factors of job satisfaction both play a role in an employee’s job 

satisfaction and intent to stay, or leave, their position. Cinar, Bektas, and Aslan (2011) 

stated that while intrinsic factors have a greater degree of motivation than do extrinsic 

factors, both factors play an important role that affects workers as they go about their 

jobs. Cerasoli, Nicklin, and Ford (2014) argued that jobs that are repetitive due to the 

nature of the task and less enjoyable would respond more favorably to extrinsic 

incentives. However, more complex jobs, jobs that require more personal investment and 

training would respond more to intrinsic motivation.  

The literature is consistent that both intrinsic and extrinsic factors of job 

satisfaction are important for an organization to meet its objectives. Further investigation 

into both intrinsic and extrinsic factors of job satisfaction and the intent to leave is 

warranted, in particular, based on the different roles of the casino employees. 

Additional Research Question:  

A question was inserted into the survey at the request of casino management to 

determine the extent to which the employees intended to seek positions with an 

alternative department within the casino. It was found that twenty-two percent (22%) of 

the respondents indicated that they intended to change departments within the casino 

operation if possible. Additionally, a moderately positive relationship was found to exist 

between the employees’ job satisfaction and the desire to move to another department. 

Conversely, the analysis revealed a significant negative relationship between the intent to 

leave and the desire to move from their current department to another department. The 

implication is over one-fifth of the casino employees indicated job satisfaction, but they 
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want to change departments. If not provided the opportunity, the likelihood is the 

employee will ultimately leave. This situation represents an opportunity for casino 

management to engage the employees and (1) learn the “why” behind one-fifth of their 

employees desire to change departments, and (2) explore options for those employees 

who desire to change departments to (a) assess their ability to do so, (b) perhaps offer 

additional training, and (c) dialog with casino Human Resources and Talent Management 

regarding their options. 

Recommendations 

As a result of the findings of this study, the following recommendations are 

suggested:  

(1) The results of this study are consistent with the literature and reveal that age is 

a factor in job satisfaction and the intent to leave. 28.8% of the casino employee 

respondents are under the age of 34. Developing focus groups based on employees less 

than 34 years of age should reveal aspects of employee job satisfaction or dissatisfaction 

that management could build upon to encourage younger worker talent development with 

the goal of staying at the casino.  

(2) The casino industry along with its associated revenue models of hotels, 

restaurants, and entertainment require a 24-hour workforce. The results of the study are 

consistent with the literature and reveal that the shift routinely worked was a significant 

negative factor in job satisfaction and the intent to leave. Specifically, it was found that 

(1) the mean scores for the intrinsic job satisfaction for employees working the standard 

daytime shift are higher than the scores for the afternoon/evening shift and the overnight 

sunrise shift. (2) The mean scores for extrinsic job satisfaction for employees working the 
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standard daytime shift are higher than the scores for the afternoon/evening shift and the 

overnight sunrise shift. (3) The mean scores for general job satisfaction for employees 

working the standard daytime shift are higher than the scores for the afternoon/evening 

shift (and the overnight sunrise shift.  Further, it was found that the mean intent to leave 

scores for employees working the afternoon/evening shift were higher than the 

employees working the overnight/sunrise shift an interesting finding that should be 

investigated. It appears that while the standard daytime shift is the most desirable shift to 

work, the overnight/sunrise shift is more desirable than the afternoon/evening shift. 

Casino management should explore factors that could positively influence shift work 

such as differential wages, the length of the shift, time-off, health surveillance, rotating 

shifts, and social support to increase job satisfaction and reduce the intent to leave among 

employees engaged in shift work.  

(3) The number of hours the employees work was found to be a factor in job 

satisfaction and the intent to leave. The implication is that employees who are working 

full-time have less intent to leave than those working fewer hours than desired. The ratio 

of part-time employees to full-time should be examined, and a review of possible 

incentives designed to increase part-time employee’s job satisfaction and reduce their 

intent to leave should be explored. A cost-benefit analysis of various incentives for part-

time employees versus the cost of repeated worker replacement is warranted. 

 (4) The department in which the employees work emerged as a factor regarding 

job satisfaction and intent to leave. Ten of the forty-nine departments that responded to 

the study or delivered responses with statistical validity exhibited mean scores lower than 

the mean for all departments and further, exhibited a higher mean score for the intent to 
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leave than the other responding departments. Additionally, more than one-fifth of the 

respondents indicated a desire to move to another department. The good news is that the 

implication is the employees would rather move to another department than leave the 

casino. The bad news is that if an opportunity does not avail itself, there is a significant 

likelihood the employees will leave. Further analysis regarding the department in which 

the employees work and its relationship to job satisfaction and the intent to leave is 

warranted. 

Gender did not reveal itself to be an issue with all respondents but was identified 

as an issue within the security, housekeeping, and beverage departments. It was found for 

all study respondents the mean scores for intrinsic job satisfaction for female employees 

are higher than the scores for male employees and for rather not say. The mean scores for 

extrinsic job satisfaction for female employees are higher than the scores for male 

employees and rather not say.  The mean scores for general job satisfaction for female 

employees are higher than the scores for the male employees (and rather not say). The 

mean scores for the intent to leave for male employees are higher than the scores for the 

female employees but lower than the rather not say.   

For the security, housekeeping and beverage study respondents, it was found that 

the mean scores for intrinsic job satisfaction for female employees are higher than the 

scores for male employees. The mean scores for extrinsic job satisfaction for female) are 

higher than the scores for male employees. The mean scores for general job satisfaction 

for female employees are higher than the scores for the male employees. The mean scores 

for the intent to leave for male employees are higher than the scores for the female 

employees  
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In essence, female employees exhibit a higher degree of job satisfaction than male 

employees while male employees exhibit a higher intent to leave. Robbins and Judge 

(2009) write that research has found that female employees exhibit a preference for 

flexibility in their work schedules and a greater desire for part-time employment. The 

author's further state that the rate of absenteeism is greater for female employees than 

male employees. Regarding females in management, Robbins and Coulter (2016) 

reported on a study by Klaus (2008) that argued that female managers exhibited a greater 

tendency to coach their employees and to create teams that were effective than male 

managers. Given that 53.3% of the casino respondents are female, it is recommended that 

further analysis be conducted into shifts, hours worked, supervision and the ratio of 

female employees to female managers could yield interesting information that would 

shed light on the issue of gender within these departments.  

Limitations 

As with most academic research projects, this study has limitations. First, while 

the overall response rate of 12.7% was excellent, three factors emerged: (1) Forty-nine of 

the sixty-nine departments (71.0%) within the casino operation responded to the study 

and/or delivered responses that yielded statistical significance. Twenty departments 

(29.0%) either did not respond to the study or delivered responses that did not yield 

statistical validity. (2) The response rate from two of the three departments designated for 

specific research was small, resulting in the need to combine the three department’s 

responses for statistical validity. (3) Due to the nature of the work performed, some 

casino departments have very few employees. The net result is the hypotheses were 

analyzed based on all survey respondents.  
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Second, while the results of this study may not apply to the overall casino 

industry, this research can serve as a beginning point for a deeper understanding of how 

the variables of age, gender, education, years employed by the casino, shift, number of 

hours worked, and the departments in which the employees work impacts job satisfaction 

and the intent to leave.  

Recommendations for Future Research 

Based on the results of this study, the following recommendations for future 

research are suggested: 

1. This quantitative study used Likert-type scale responses. Future researchers 

could conduct qualitative research to discover more personal, in-depth information 

regarding job satisfaction and the intent to leave, in particular at the departmental level. 

2. Future researchers could find ways to assure a greater departmental level 

response rate. This would enable the investigator to more deeply explore factors at the 

departmental level. 

3. Agrusa and Lema (2007) stated that a number of perception differences exist 

between supervisors and non-supervisor employees including decision making, the 

degree of communication, listening, and the opportunity to take initiative.  Gibson and 

Petrosko (2014) stated that the trust an employee has for their leader affects the 

employee’s intent to leave and could be a greater factor than job satisfaction. It is 

recommended that casino management engages in additional research into both intrinsic 

and extrinsic factors of job satisfaction. Future research into employee’s perception of 

their immediate supervision could yield interesting data for casino hiring, development, 
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and training practices. Including research into leader trust would add a new element to 

research at the supervisor level. 

4. As noted, further research into shifts, hours worked, supervision, leader trust, 

and the ratio of female employees to female managers would add to the understanding of 

gender issues at the departmental level. 

5. Future researchers could investigate job satisfaction and the intent to leave sing 

other valid and reliable survey instruments. 

 

SUMMARY 

The hospitality-leisure industry has a reputation for high employee turnover, and 

the gaming sector is no exception to this phenomenon. Job satisfaction is inextricably 

linked to employee turnover. This study served to contribute to the research on job 

satisfaction and the intent to leave in the casino industry. This study found that the casino 

study respondents reported a significant negative correlation exists between job 

satisfaction and the intent to leave. This negative correlation exists for all respondents (n 

= 441) and the respondents from the security, housekeeping, and beverage departments (n 

= 58). Of the demographic variables of age, gender, highest level of education completed, 

number of years worked for the casino, shift, hours worked per week, and department in 

which the employees work that were investigated as part of this study, it was found that 

age, shift and hours worked significantly correlated with the intent to leave. Additionally, 

it was found that there was a positive relationship between the department in which the 

employees’ work and the intent to leave. Of specific interest is the fact that twenty-two 

percent (22%) of the study respondents indicated a significant intent to change 
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departments within the casino organization. The findings of this study will be useful for 

casino management to investigate and advance the working conditions of casino 

employees to ensure greater job satisfaction, reduce the intent to leave, and deliver the 

quality of service the keeps casino patrons returning time and again.  

Numerous studies have validated the correlation between job satisfaction and the 

intent to leave. Wilson (2015) confirmed that in the allied health profession, a significant 

correlation exists between intrinsic and extrinsic job satisfaction factors and intention to 

leave. Chen (2014) argued that in the non-profit world, the factors of extrinsic (external) 

and intrinsic (internal) job satisfaction are important to managers. Firth, Mellor, Moore, 

and Loquet (2004) reported that in the retail sales profession, managers should consider 

factors of both intrinsic and extrinsic job satisfaction that are important to employees. 

Doing so the authors argue, could diminish the intent to leave, reduce employee turnover, 

and increase profitability. Veloutsou and Panigyrkis (200) stated that among marketing 

brand managers, there is a negative relation between job satisfaction, performance, and 

the intent to leave. Arnup and Bowles (2016) reported that in the teaching profession, a 

lack of satisfaction with the job was a major predictor of the intent to leave. The results of 

this researcher’s study are consistent with the literature that both the intrinsic (internal) 

and extrinsic (external) factors of job satisfaction are correlated to the intent to leave, or 

remain, with an organization. 

Vorina, Simonic, and Vlasova (2017) stated that a positive relationship exists 

between job satisfaction and employee engagement. Leary, Green, Denson, Schoenfeld, 

Henly, and Langford (2013) concluded that there is a corresponding relationship between 

job satisfaction and job engagement. Looking at the big picture regarding the importance 
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of job satisfaction, employee engagement, and the impact on operational success, Jack 

Welch, former CEO of General Electric summed it up as “There are only three 

measurements that tell you nearly everything you need to know about your organization’s 

overall performance: employee engagement, customer satisfaction, and cash flow. It goes 

without saying that no company, small or large, can win over the long run without 

energized employees who believe in the mission and understand how to achieve it” 

(Brand Integrity, n.d.). 

Organizations that want to increase long-term performance should focus efforts to 

better understand the factors of employee job satisfaction. The implementation of 

strategies that assure deeper employee engagement and increased job satisfaction should 

assist in reducing employee turnover and thereby increasing profitability and morale in 

today’s fast-changing marketplace 
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not end up being pared down a bit. Either way, this is material for two publications 
instead of a primary publication from the dissertation. Just what you need, something 
more to do ... 
 
All the best, 
Jan R Atwood, PhD, RN, FAAN 
Professor Emerita, College of Nursing and Public Health, University of Nebraska  
and Adjunct Professor, College of Nursing, University of Arizona.  

 

  



179 
 

APPENDIX D 

George Fox University Human Subjects Review Committee Approval 

 


	Digital Commons @ George Fox University
	7-25-2017

	The Link Between Job Satisfaction and the Intention to Leave Among Casino Employees
	Oliver Wayne Aho
	Recommended Citation


	Microsoft Word - Aho Dissertation for Submission (6).docx

