
A Quantitative Study of Job-Related Stress in a Casino Environment

By

Nicole Baratta

For

Honors Thesis

Father Jerry Lowney

Carroll College

April 4,2005



SIGNATURE PAGE

This thesis for honors recognition has been approved for the 

Department of ____________________________

Date

4-
Reader Date



ABSTRACT

A Quantitative Study of Job-Related Stress in a Casino Environment

Recent research on job stress indicates that working in a casino environment is 

much more anxiety-filled than working at a common job. The customer service aspect of 

the job is harder to fulfill, and all the excitement, smoke and money floating around 

contribute to the employee’s stress. The level of stress is increased due to downsizing 

within the casino, atmosphere, being around gambling, and role strain.

In this study role strain was measured in many different forms to see what the 

table games dealers identified as the source of their stress. Most of the dealers did not 

think that their job was stressful. They thought their roles were clearly laid out, and that 

taking money from people and working for tips did not cause additional anxiety. The 

more a dealer wanted to be in their current position, the less stress they felt. The more 

responsibility a dealer took for the amount of tips they made, the more they tended to be

stress free.

Though atmosphere may make the casino a difficult place to work, most of the 

survey participants were satisfied with their jobs. The survey results did not uphold the 

prior research that casino employees are not happy with their jobs. The dealers did not 

see their work as particularly difficult to fulfill, and the general consensus was that their 

job was just like any other job, except it takes place in Las Vegas.
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INTRODUCTION

Table Games Dealers make their living like so many other Las Vegas employees, 

through tips. The dealers are paid minimum wage, $5.15 in Las Vegas, when they begin 

dealing and get minute raises through out the years. Tipping in a casino, at a table game, 

is a little different from tipping in a restaurant. When the gamblers want to tip the dealer, 

either for good service or for dealing them winning cards, they place a bet for the dealer

as well as for themselves. If the gambler wins, the dealer pays them, and also pays the 

bet for the dealer, putting the bet in the community toke box1. If the gambler loses, then 

both bets go into the rack and no one wins. Dealers want the players to win, not only so 

they tip, but also due to the possibility that they can double the tip and keep it. If the 

house always loses, both gambler and dealer win, but the dealer will eventually lose his 

or her job. Inversely, if the house always wins the gambler blames the dealer and the 

dealer loses tips. The pressure of this situation is not the only cause of stress for dealers. 

Research suggests that dealers also experience stress due to the social atmosphere, 

conflicting job duties, and inability to negotiate the demands of their position. A survey, 

given at the Tropicana Hotel, was conducted to test the stress of those casino employees.

LITERATURE REVIEW

Stressors

The word “stress” is commonly used, but not very often defined. In sociological 

research it must be defined and conceptualized in such a way that it can be measured. In 

the context of work-related stress in a casino environment, stress is measured by looking

1 Toke box- is a box placed on the table game where the dealer puts the tips he or she receives. At the very 
end of all three shifts the toke box is collected, all the money counted and split between the dealers.
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at those social “things” we experience as stressors. “Stressors, then, are environmental 

conditions—such as insufficient time, scheduling difficulties, and conflicting demands— 

that are associated with negative psychological reactions. These negative psychological 

reactions, labeled stress, include psychological distress and lowered self-esteem” (Wiley 

1991, p.495). The presence of these stressors will provide evidence that casino employees 

feel stress, and if so, why.

Job Satisfaction

Job satisfaction is 12% lower for gaming industry employees than for any other 

occupation (Poor Career Bets 2001). “Casino employees are less satisfied by their 

physical working conditions, and specific job requirements, and are more challenged by 

the customer service environment” (Poor Career Bets 200, p. 22). Casino employees

describe their work as, “physically demanding, fast-paced, and injurious to their health” 

(Chandler 2003, p. 3).

Atmosphere

The job-related stress literature, while not directly analyzing the workday in a

casino, can be applied to dealers. The atmosphere of a casino is loud, smoke-filled, and

packed with excitement. The presence of this background atmosphere can lead to stress

among casino employees. According to some research,

Chronic stressors may also originate at the ecological level, such as noise, 
crowding, or crime in a neighborhood (Evans and Lepore 1997). These 
are all present in a casino. Ecological stressors are distinguished from 
role-related stressors by originating at a level above the individual and his 
or her interaction with role partners or peers (Wheaton 1999a; Serido et al. 
2004,).

Some other research suggests that while these aspects are indeed reasons for stress, not 

everyone will experience them as negative effects. “As Mortimer and Shanahan (1989)
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point out, environmental conditions, stressors, that produce stress, and the psychological 

experience of stress are distinct. This is of particular importance because the same 

conditions may not evoke negative reactions in all individuals, or at least not to the same 

degree” (Wiley 1999, p.495).

Conflicting Roles

On a more micro level, stress takes two different forms. The first is an event that 

results in discontinuity or change requiring readjustment. The second type of stress, the 

stress of the work place, is a persistent or continuing problem that occurs within ongoing 

social roles (Pearlin et al. 1981). A dealer is required to take the role of in addition to 

providing services as a dealer. This can cause frustration and stress for the dealer. “Role 

strains often present themselves insidiously and become relatively fixed and ongoing in 

daily experiences as chronic, low-key frustrations and hardships” (Pearlin and Lieberman 

1979, p. 217). Most dealers, though not gamblers per se, rely primarily on gambling as 

their source of income. They need gamblers to make their living. This can be seen as an 

ongoing, chronic, and low-key frustration with dual loyalties—to place of employment

and to self.

Health Issues

Health problems can occur to gamblers who experience stress. “Gambling can 

effect health; according to the American Psychiatric Association, compulsive gambling is 

an addictive illness with many similarities to drug and alcohol addiction” (President et al. 

2001, p. 4). The research argues that gambling gives the gambler a “rush” that indicates 

the release of stress hormones, a rapid heart rate, and a boost in mood (President et al. 

2001). This can also apply to dealers who experience stress because they work in a



4

gaming industry. Health problems will be assessed to test for stress amongst the 

employees.

Cummins (2004) followed a poker player who was having health issues. The 

patient was under great stress from gambling and eventually died due to a myocardial 

infarction after leaving a hospital to gamble. Spence-Thomas (2003) suggests that 

limited past research pointed out “isolation and loneliness, and associated stress and 

anxiety may be important factors in the development of problems with gambling (p. 4).” 

The researcher discusses the impact of social isolation in a problematic gambling

environment.

Job Stability

Another stressor that occurs in a work place is the fear of losing a job. Knusen et 

al. (2003) concluded that downsizing in corporations has been a cause for work-related 

stress. The researcher discusses that downsizing negatively affects the workers who 

remain in the corporation. As many tourist destinations were affected by a decrease in 

business due to September 11th, many employees lost their jobs due to the downsizing. 

Does this affect their stress level? In fact, downsizing is a source of job-related stress in

the US workforce (Murphy 1995).

Chronic Stressors

Chronic stressors, the little problems that every work force has, may account for 

some of the stress casino employees feel. “A growing body of research has suggested that 

it is the myriad of these everyday, commonplace events, or “quotidian” stressors (Pearlin 

and Skaff 1995, p. 97), that more strongly affect well-being, rather than major but less 

frequent life events” (Lazarus and Folkman 1984; Pearlin 1982; Repetti and Wood 1997;



5

Serido et al. 2004). The researcher implies that work itself is the stressor, no matter what 

happens during the course of a day. “One source of chronic stressors may be the strains 

associated with the interaction with the individual and conditions encountered in carrying 

out the responsibilities of major social roles (Pearlin 1982, 1999a; Pearlin et al. 1981; 

Wheaton 1996), such as work overload or the combination of excessive demands and 

lack of control over work tasks (Karasek 1979; Serido et al. 2204).” Dealers have no 

control over how much or how often people tip. The article supports the idea that this 

could cause stress. One hypothesis is that the level of responsibility a dealer feels for 

his/her tips is related to the amount of stress a person feels. The more responsibility the 

dealer takes for his/her tips the more stress the dealer will feel.

Chronic strains, defined by Pearlin (1989) as “the relatively enduring problems, 

conflicts, and threats that many people face in their daily lives (p. 241)” are characteristic 

of the types of problems employees are faced with at work (Weiss 2003). Problems that 

occur, such as relationships with supervisors, tend to be important dilemmas because they 

are very significant to the individual. Chronic strains that occur in these major social 

roles and role sets are often enduring and are more significant, which is why they will be

looked at the most (Weiss 2003). One bias I, as the researcher have, is that I worked at 

the Tropicana Hotel where the surveys were completed. Also, my mother is a supervisor 

at the casino. Therefore, I did not ask questions regarding the employees’ relationships 

with their supervisors. Other questions regarding role strain were asked and hopefully 

gave an adequate overview of stress in the environment.
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Role Strain

Role strain is one concept that may give some insight into the stress that table 

game dealers may experience in a casino environment. The employee has two roles: 

entertain customers to make tips and win money for the house so the casino can stay 

open. This does not imply that the dealers have control over whether a customer wins or 

loses, but it is their job to deal the cards that result in both of the previously mentioned 

outcomes. Role strain is a “felt difficulty in meeting the norms of the roles that one 

accepts” (Heiss 1990, p.123). The theory goes on to say that experiencing role strain is 

evidence that internal negotiations do not work for the actor, or the dealer in this situation 

(Heiss 1990). It can be assumed that most dealers would not intentionally “paint 

themselves into a comer” and choose to work under stressful conditions, but that the

dealer has no influence over the negotiation process (Heiss 1990). A second hypothesis 

is that people who feel they have more control over the demands of their job experience 

less stress than the people who feel they do not have control over their job.

Role strain theory suggests that people who are less powerful and skillful at 

negotiation are more likely to experience role strain. This would imply that not all 

dealers feel this role strain, but that possibly newer, less experienced dealers feel this 

conflict between their two primary job roles. An individual who experiences role strain 

“accepts a role definition that is beyond him because he is not aware that it will prove to 

be so” (Heiss 1990, p. 123). Inexperienced dealers and people new to the gaming industry 

may not be aware of the environment and the hidden job duties and expectations. Dealers 

understand that they politely deal cards to customers, but may have no idea that they may 

feel tom between making money for themselves and for the casino. One hypothesis



7

states that dealers new to the gaming industry will experience more role strain than the 

experienced dealers. This could occur because new dealers are not as good at their jobs, 

and feel failure and disappointment. “Inadequate performance of a chosen role may also 

create stress. If the performance of the behaviors required to confirm the salient identity 

in a situation is poor, I would expect the person to experience stress and the maintenance 

of a valued identity to be in jeopardy” (Wiley 1991, p. 495).

To reduce role strain, the actor must attempt renegotiation, which may seem 

pointless as the first negotiation was not successful. However, the actor’s bargaining 

skills may have improved due to experience (Heiss 1990, p. 123). How would 

renegotiations be done in an employment position? When a dealer signs up to work at a 

casino they agree to the job requirements underlined in the job description. If the dealer 

does not agree to the requirements he or she finds a new job. To reduce role strain the 

negotiations must then take place internally. Possibly the dealer realizes that the outcome 

for the customer and the casino is out of their hands, and they must simply negotiate an 

understanding with him or herself that their role is to deal the cards and smile. Role 

strain and negotiations were measured along with other stress factors to see if and why 

table games dealers are stressed.

Weiss describes five types of role strain that can shed light as to why dealers may

feel stressed. The first strain is role overload. This occurs when

the combination of all the role demands placed on an individual exceed 
that individual’s ability to meet them. Within the workplace, there is 
evidence that work overload is most likely to be felt by those at opposite 
ends of the spectrum: salaried, white-collar workers and the least skilled 
blue-collar workers (Weiss 2003).
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Dealers are at the bottom of the hierarchy in a casino, which may account for some of 

their stress. There is also evidence that supports the claim that people experience role 

overload because they feel they do not have control over work demands, which is an 

“important predictor of job stress” (Weiss 2003, p. 495). This supports the hypothesis 

that dealers who feel they have control over their work demands feel less stressed than

those who do not.

The second type of role strain is interpersonal conflict within role sets. “This type 

of strain often touches people most deeply as it includes problems and difficulties that 

arise within complementary role-sets, such as wife-husband, parent-child and worker- 

supervisor” (Weiss 2003, p. 495). These relationships are very important to the 

participants, so conflict in these relationships are very stressful. Due to aforementioned 

bias it was not possible to test whether dealers feel strain from this area of their lives.

Thirdly, there is interrole conflict, which occurs when there are two or more 

demands placed upon the individual, which are not consistent with each other, and the 

demands cannot be met. This is tested among dealers to see if this may be a stressor.

The fourth role strain is role captivity. “Pearlin uses the term ‘role captivity’ to

describe situations in which an individual is in an unwanted role—he or she feels an 

obligation to do one thing but prefers to do something else” (Pearlin 1983; Weiss 2003, p. 

3). This forms the final hypothesis that people who want to be in their current position 

experience less stress than those who want different jobs. Weiss states that anyone not 

liking their job or longing for a new position is experiencing role captivity (Weiss 2003, 

p.495).



9

The final role strain is role restructuring. “There are many situations in which 

long established patterns or expectations undergo considerable restructuring” (Weiss 

2003, p. 495). This will be tested for to see if it is related to stress in dealers.

By looking at these types of stressors and strains, focus on small-scale 

interactions is occurring. Symbolic interaction deals with such small activities and their 

relationships, or interaction, with each other. “Symbolic interactionists believe that social 

life is comprised of a myriad number of episodes of daily social interactions in which 

people communicate verbally and nonverbally and engage in a constant process of 

interpreting others’ messages and responding to these interpretations” (Weiss 2003, p. 

495). By asking dealers about their work experiences in a questionnaire, I attempted to 

understand their interaction with each other, customers, and ultimately themselves. The 

results from the survey provide evidence as to how dealers interpret these interactions 

and if these interactions caused stress within their lives. W.I. Thomas (1863-1947) 

theorized that “individuals are affected by events only to the extent to which they are 

perceived. In other words, neither life events nor chronic strains are in and of themselves 

stressful” (Weiss 2003). Therefore, the survey tested for dealers’ perception of the stress 

involved in their work situations and circumstances. The Thomas Theorem concludes,

“if situations are defined as real, they are real in their consequences” (Weiss 2004, p.

495).

Theories

The theory that primarily was examined was role strain theory. Questions were 

asked about the five aspects of role strain, including: role overload, interpersonal 

conflicts within role sets, interrrole conflict, role captivity, and role restructuring. The



10

five aspects of role strain give insight into the lives of the dealers, and show the areas of 

stress. Questions were asked about job satisfaction, length of time dealing, if their job 

was their preferred position, and if they feel they are pulled in too many directions at 

work. Role strain theory is under the rubric of symbolic interactionism, because it 

focuses on everyday interactions. Measuring these interactions and how the dealers 

perceive the interactions is the basis of the research. To measure whether or not the 

dealers truly experienced the type of stress mentioned in the literature, a survey was

conducted. The survey measured four hypotheses.

Hypotheses

There are four major hypotheses that were tested.

Hl: The level of responsibility a dealer feels for his/her tips are related to the

perceived of stress of the person.

A review of the literature showed that lack of control over tasks at work

contributes highly to stress. The dealers do not have control over the amount that a 

gambler tips; therefore, the hypothesis states that this would result in a higher level of 

stress, if they believe they are responsible for their tips. If the dealer does not feel 

responsible for the amount of money a gambler tips then they are not as likely to 

experience this sort of anxiety.

H2\ People who feel they have more control over the demands of their job

experience less stress than the people who feel they have less control over 

the demands of their job.

Role overload is when people feel they cannot meet the demands placed on them,

therefore; they experience stress. The hypothesis says that if they do not feel control,
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they will probably feel out of control, and become stressed. To test the hypothesis the 

survey asked if the dealers felt they had control over the demands of their job.

H3: Novice dealers will experience more role strain than the experienced

dealers.

People new to a position do not always know all the roles of their position. When 

they jump into the workforce they may then experience a type of role strain. Those who 

are more skillful at negotiations, such as experienced dealers and those who know what 

to expect, will not feel the same stress. Also, new dealers may not perform as well as 

experienced dealers, causing them anxiety and pressure. Dealers were asked how long 

they had worked for the casino, and if they felt stressed, to see if this hypothesis holds

true.

H4: People who are pleased with their current occupation experience less

stress than those who prefer another position.

Role captivity says that people who do not want to be in their current position will 

feel “captive” in their job, thus causing anxiety. To measure whether or not this supports 

the hypothesis, dealers were asked to indicate their level of stress, and if they wanted to 

be in their current position.

METHODOLOGY

Survey

The research completed was a quantitative survey, selected because it provided 

the easiest method to test 50 dealers in a large casino. The survey (see Appendix A) 

asked questions regarding job satisfaction, stressors, and reasons a dealer may be 

stressed. To test the hypotheses, numerous questions were asked about job experience,
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work demands, position satisfaction, and responsibility regarding tipping. As previously 

mentioned, no questions were asked about management because it would have created a 

conflict of interest and could have biased the results. Also, because I previously worked 

at the casino, the responses may not be entirely truthful.

The research took place on January 2 and 3,2005, at the Tropicana Hotel, in the 

dealers’ break room. Each dealer was asked if he or she wanted to complete the paper 

survey as each individual walked into the room. Some problems were noted on the days 

of the research. First, I noticed that only eight dealers worked on the graveyard shift, so 

not many surveys were completed during those hours. Second, a good portion of dealers 

did not speak English and therefore could not understand the directions to complete the 

survey. Fellow dealers read the questions to the dealers that could speak English, but 

could not read. Third, not every dealer goes to the break room for their breaks. This

includes dealers who smoked for their entire break, and dealers who ate in the cafeteria 

through their entire break. I stayed in the break room for about three hours on each shift, 

to give people an opportunity to complete the survey on one break if they had not come

into the break room on another break.

Dealers on each shift completed surveys and put them into an envelope so I could 

not see the results. More surveys (25%) were given out to dealers on swing shift, because 

most dealers work that shift, while 20% went to day shift, and only 5% went to 

graveyard. The Casino Manager of the hotel granted permission for the research.
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ANALYSIS

The results of the survey were similar to the research cited in the literature review 

regarding casino employees.

Table 1 shows the age of the participants. The mode for the ages of the 

participants in the questionnaire was mostly (36%) above 51-years-old. This could be 

because the casino is an older casino, and it was noted during the survey that most of the 

employees have been employed only at this casino. A small number of workers (18%) 

were under the age of 30.

Table 1. Age of Dealers

Age of Dealers Frequency Percent

21-30 8 18%

31-40 10 20%

41-50 13 26%

51 and above 18 36%

Total 50 100%

Table 2 shows the length of time a dealer has been dealing at the Tropicana. A 

majority (78%) has worked at the Tropicana for over five years. Only 10% of the dealers 

had worked at the casino for one year of less.

CORETTE LIBRARY CARROLL COLLEGE
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Table 2. Length of Time Dealing in a Casino

Length of Time Dealing Frequency Percent

3 months to less than 6 
months

2 4%

6 months to less than 1 year 3 6%

1 year to less than 5 years 6 12%

More than 5 years 39 78%

Total 50 100%

H3 also states that dealers new to the profession would experience more role 

strain. To measure the level of role strain with dealers, they were asked if they thought 

their job had conflicting duties. The responses were measured along with the length of 

time a person had been in the profession. The responses can be seen in Table 3. There is 

no correlation between length of time dealing and how much role strain a dealer felt. The 

hypothesis was not supported. This could be because the Tropicana Hotel is an older 

hotel, with less pressure than one might see in the newer, more popular hotels. There is 

not a lot of “big play”, or people gambling with a lot of money, so mistakes are not 

reprimanded harshly. Only five people were new to dealing, a relatively low percentage 

of the staff. That may not have been a large enough sample to give accurate results.
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Table 3. Relationship Between Conflicting Job Duties and Length of Time Dealing

Response to: Do You Feel You Have Conflicting Job

Duties?

Length of Time
Dealing

Yes No Total

3 months to less than
6 months

1 1 2

6 months to less than
1 year

0 3 3

1 year to less than 5 
years

2 4 6

More than 5 years 18 21 39

Total 21 29 50

The survey addressed the level of job satisfaction among dealers. Most (66%) 

were satisfied with their jobs, while 14% were neutral and only 18% were not satisfied. 

Table 4 shows the levels of satisfaction. Though the research hinted that, “casino 

employees are less satisfied by their physical working conditions, and specific job 

requirements, and are more challenged by the customer service environment” (Poor 

Career Bets 2001, p.22), this conclusion was not supported by this survey. It must be 

noted that because the researcher worked at the casino, and her mother is a manager, the 

participants may not have been fully honest in questions regarding job satisfaction.
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Table 4. Job Satisfaction Among Dealers.

Level of Job Satisfaction Frequency Percent

Satisfied 33 66%

Neutral 7 14%

Not Satisfied 9 18%

Total 50 100%

The dealers were asked if they thought the casino atmosphere was a stressful 

place to work. The other research indicted that casinos were some of the most stressful 

places to work. The dealers at the Tropicana felt the same way. Most, 40%, thought the 

atmosphere was stressful, while 42% thought it was somewhat stressful. “Chronic 

stressors may also originate at the ecological level, such as noise, crowding, or crime in a 

neighborhood” (Evans and Lepore 1997, p.5). Though the participants did not have an 

opportunity to express why they thought the atmosphere was stressful, many commented 

in the break room during the survey how loud the casino was on that day, which was right 

after the New Year and the casino was very busy. The stress level may have been higher

at this time than normal.

Though most respondents thought that the environment was stressful, they did not 

necessarily think that their overall job was stressful. Table 5 shows the level of job stress 

for the participants. The results show that the stress for each employee is very different. 

The stress level is split straight down the middle. An explanation for this could be role
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strain. Further analysis will show whether the dealers were feeling strained in their roles 

and if that is the cause for the split in stress among workers.

Table 5. Job Stress Among Dealers.

Level of Job Stress Frequency Percent

Stressful 12 24%

Somewhat Stressful 26 52%

Not Stressful 12 24%

Total 50 100%

Research showed that gambling could cause health problems. Does working in 

the gaming industry yield the same health problems? Dealers at the Tropicana Casino, 

for the most part did not have health problems due to stress. Still, a significant 

percentage, 38%, did report some sort of health problem due to working in the casino 

environment. The types of health problems were not indicated.

When the dealers were asked if they felt they had control over the demands of 

their work most (64%) said “yes.” To test the hypothesis that those who feel they have 

control over the demands of their work feel less stress, the level of job stress and how 

much control a dealer felt were compared. The results are found on Table 6. They do not 

indicate a correlation with these two variables. The hypothesis was found to be incorrect. 

In fact, the participants that felt the most stress were more likely to indicate that they felt 

they did have control over the demands of their work.
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Table 6. Relationship Between Job Stress and Control Over the Demands of the

Dealers Job

Response to: Do You Feel You

Have Control Over Work

Demands?

Job Stress Yes No Total

Stressful 9 3 12

Somewhat Stressful 16 10 26

Not Stressful 7 5 12

Total 22 18 50

Role strain theory arises when a person has two or more conflicting roles. To test 

this, the level of conflicting duties had to be measured. The results were fairly equal. 

Though 58% said they did not feel their job had conflicting duties, 42% felt that there 

were conflicting duties. To measure whether or not this affected the level of stress casino 

employees felt, stress and role strain were measured together. Table 7 shows the results. 

The results are evenly matched. Half of the dealers who felt stressed believed that they 

had conflicting job duties, while the other half felt they did not have conflicting job 

duties. The largest area of difference was found in the dealers who were not stressed.

The dealers who did not feel stressed were less likely to feel they had conflicting roles.
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Table 7. Levels of Stress and the Correlation with Conflicting Job Duties.

Response to: Do You Feel You

Have Conflicting Job Duties?

Job Stress Yes No Total

Stressful 6 6 12

Somewhat Stressful 13 13 26

Not Stressful 2 10 12

Total 21 29 50

Another hypothesis stated that if a dealer were in his or her desired position, she 

or he would feel less stress. This pertains to “role captivity.” Most dealers who took the 

survey were in their desired position (76%). To determine whether this affected the level 

of stress dealers felt, the two variables were measured. The results are shown in Table 8. 

There was a correlation between the perceptions of stress and the indication that dealing 

was not their desired position. Conversely, the dealers who felt the most stressed were 

the highest group of people who were not in their desired position. Also, a greater 

number of dealers who were not stressed felt they were in their desired position. 

Therefore, the hypothesis is supported, that dealers in their desired positions feel less

stressed.
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Table 8. Relationship Between Job Stress and Desired Position as a Dealer

Dealing Desired Position

Job Stress Yes No Total

Stressful 7 5 12

Somewhat Stressful 22 4 26

Not Stressful 9 3 12

Total 38 12 50

To continue testing for signs of role strain in the gaming industry the survey asked 

a question regarding whether the job requirements changed. Most people (70%) said that 

the job requirements do not change very often. Only 10% said that the job requirements 

frequently change. The remaining 20% said that the job requirements somewhat change. 

Changing job requirements can be viewed as a chronic strain. Chronic strains, defined by 

Pearlin (1989, p. 241) as “the relatively enduring problems, conflicts, and threats that 

many people face in their daily lives” are characteristic of the types of problems 

employees are faced with at work (Weiss 2003). It does not seem that the majority of 

dealers who took this survey think their job requirements change; therefore, this is not a 

chronic strain that most Tropicana Hotel dealers experience.

Prior research stated that downsizing could be a cause for stress among 

employees. To see whether downsizing did affect the Tropicana Dealers, one question 

asked if they were affected by September 11th downsizing. The majority, 52%, said they 

were not affected, while 26% felt they were affected. 22 % of the participants felt that
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they were somewhat affected by the downsizing. This was definitely an issue for casino 

employees, though it was not as prevalent at the Tropicana Hotel.

Other research also concluded “casino employees are less satisfied by their 

physical working conditions, and specific job requirements, and are more challenged by 

the customer service environment” (Poor Career Bets 2001, p. 22). Participants were

asked about the customer service aspect of their job to determine whether they perceived 

it as an area of difficulty. Only 14% felt the customer service part of their job was 

difficult, while 58% felt it was not. 28% felt this aspect of their job was somewhat hard 

to fulfill. A reason for the discrepancy between the results of that study and this survey 

could be because jobs other than dealing were not tested in this survey.

One hypothesis stated that the more responsible a dealer feels for the tips they 

make, the more likely they are to experience stress. To test this hypothesis a question was 

asked about how responsible dealers feel for their tips. Only 8% felt responsible, while 

28% felt somewhat responsible, and 64% did not feel at all responsible. Table 9 shows 

how this related to stress. There is not a correlation between job stress and felt 

responsibility for tips with Tropicana Hotel Dealers. In fact, the dealers who felt their job 

was stressful did not feel at all responsible for tips. Maybe the more responsibility a 

dealer takes for their wages, the less stressed they feel, because they have control over 

how much they make.
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Table 9. Relationship Between Job Stress and How Responsible a Dealer

Feels For Their Tips.

Responsibility for Tips

Job Stress Responsible Somewhat
Responsible

Not
Responsible

Total

Stressful 0 3 9 12

Somewhat Stressful 1 9 16 26

Not Stressful 3 2 7 12

Total 4 14 32 50

The last question asked about the responsibility dealers feel when they win the 

hand, and have to take the gambler’s money. The results provided stronger evidence for 

the hypothesis. Not one dealer felt responsible for taking customer’s money. 12% felt 

somewhat responsible, while the remaining 88% did not feel at all responsible for taking 

money from the customers. It seems as though negotiations have taken place with the 

dealers, and they do not feel it is their fault when a gambler loses money.

CONCLUSION

Role strain theory gave insight into the causes of stress among employees. When 

measured with employees at the Tropicana Hotel, many new conclusions were drawn. 

There are many reasons why each hypothesis was or was not supported when measuring 

levels of stress for casino employees. Each reason will be discussed in the following 

paragraphs.

The first hypothesis (7/7: The level of responsibility a dealer feels for his/her tips 

are related to the amount of stress the person feels) was not supported. The dealers did
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not feel at all responsible for the tips that they made. The more stressed they were, the 

less responsibility they felt for their tips. The participants who were the least stressed felt 

more responsibility for their tips. The hypothesis is somewhat valid because there seems 

to be a relationship between tipping and stress, but not in the way that was hypothesized. 

One way to analyze the findings is to say that role strain theory was correct. When a

person negotiates the duties of their job they feel less anxiety. The dealers that 

recognized they get paid through tipping, and work hard to generate tips will feel less 

stress because they think they have control. Those who do not feel responsible for tips 

have no say in how much they are paid, and thus feel out of control. This may be the 

reason that they are more stressed.

The second hypothesis (7/2: People who feel they have more control over the 

demands of their job experience less stress than the people who feel they do not have 

control over their job) was also not supported by the data. People that felt the most 

stressed also felt they had control over the demands of their job. It seems as though the 

power the dealers feel over their job is false and could be a reason for stress. Those who 

recognize they do not have power may have reached an internal negotiation, and no 

longer feel anxiety about their roles as a dealer.

The third hypothesis (773: Dealers new to the gaming industry will experience 

more role strain than the experienced dealers) was not supported. An explanation for this 

finding could be that there were only five people new to dealing at the Tropicana, a 

relatively low percentage of the employees. Also, the Tropicana does not have a 

significant amount of “high rollers” who gamble a lot of money. This may be a reason 

the stress for new dealers is insignificant. Dealers also commented that the Tropicana is
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rare, and is a sort of family because most of the employees have worked there their whole 

lives. They seemed to think this is not true in the newer Las Vegas Casinos.

The fourth hypothesis (H4: People who want to be in their current position 

experience less stress than those who want a different job) supported the data in this 

study. The dealers who wanted to be in their current position did feel less stress than 

those who wanted to be doing something else. The results could be skewed because I 

have worked for the Tropicana and my mom is their supervisor. Dealers may have said 

that they liked their job when they did not, due to the circumstances.

While the research indicated that working at a casino is a highly stressful job with 

low satisfaction rates, the survey did not produce the same results. It must be noted that 

the survey did not measure job satisfaction with other jobs or in other environments. 

Though the level of job stress was relatively low for Tropicana employees, it may still be 

higher than other jobs.

Another explanation for the results differing from earlier research could be the 

result of my role. I have worked at the Tropicana and my mother is a supervisor, the 

participants may not have answered truthfully. This could be an example of Hawthorne 

Effect. In essence, the Hawthorne Effect can be summarized as "Individual behaviors 

may be altered because they know they are being studied" (Envision Software 2005).

The relationship of the participant to the researcher is cause for the Hawthorne Effect.

The participants of the study may have reported a low level of stress and a high level of 

job satisfaction because they knew I was surveying them.

The Tropicana, as previously mentioned, is an older casino where most of the 

employees have worked since they started dealing. Most of the dealers have worked
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there for well over five years, and feel like a “family.” If the survey had been given at a 

newer, more powerful hotel the result would have probably been different. Though the 

employees did feel affected by the downsizing of September 11, 2001, the Tropicana did 

not fire as many employees as the other casinos. All of this may be a factor as to why the 

results of the survey somewhat conflicted with research.

The questions were answered by a wide array of participants and the desired 

numbers of participants were reached. The results of the survey, though not expected, 

were apparent. Those who did not want to be dealers and desired a different position felt 

the greatest stress. This data showed that dealing, at least at the Tropicana Hotel, is not 

overly stressful and not much role strain occurred. Again, only one casino was measured, 

and it was not compared to other work places, which could be why the survey results 

differed from the research. Dealers, at the Tropicana, feel as though their job is like any 

other job, with everyday stressors and annoyances.



Please circle the following that apply to you.

APPENDIX A 
Table Games Dealer Survey

Not at all satisfied

Not at all stressful

Not at all stressful

1. How old are you?

Under 21 21 -30 31-40 41-50 51 and above

2. How long have you worked as a table games dealer?

Less than 3 months 3 months to less than 6 months 6 months to less than 1 year 

1 year to less than 5 years More than 5 years

3. Rate your level of job satisfaction.

Very satisfied Satisfied Somewhat satisfied Not very satisfied

4. Do you feel the casino environment is a stressful place to work?

Very stressful Stressful Somewhat stressful Not very stressful

5. How stressful do you find your job?

Very stressful Stressful Somewhat stressful Not very stressful

6. Have you experienced health problems related to stress since you have begun working as a dealer?

Yes No

7. Do you believe you have control over the demands of your work?

Yes No

8. Do you believe that your job has conflicting duties?

Yes No

9. Is dealing the preferred position that you want to work in the gaming field?

Yes No

10. Do the job requirements change?

Very frequent Frequent Somewhat frequent Not very often Not often at all

11. Did the downsizing due to September 11th personally affect you?

Very much Considerably Somewhat Not very much Not at all

12. Do you find the customer service aspect of the job is hard to fulfill?

Very difficult Difficult Somewhat difficult Not very difficult Not at all difficult

13. How responsible do you feel when a gambler does not tip?

Very responsible Responsible Somewhat responsible Not very responsible Not at all responsible

14. How responsible do you feel when you beat a gambler out of their money?

Very responsible Responsible Somewhat responsible Not very responsible Not at all responsible

I
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