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ABSTRACT 

A shortage in the number of trained management employees in the gaming 

industry in Asia currently exists due to the lack of casino management certificate 

programs offered by institutions of higher education. The rationale for certificate 

programs, as it has evolved nationally, seems clear enough. These programs are a 

response to the vocational needs of individuals and the educational needs of evolving 

fields in gaming industry. Unfortunately, a small number of certificate programs exist 

in Asian countries. Therefore, the need exists to investigate the development f gaming 

management certificate programs in Taiwan‟s higher education. The purpose of this 

study is to examine the prospects for providing comprehensive gaming management 

certificate programs to be embedded in the hospitality education system in Taiwan. 

With the findings of this study, educators will be able to identify the skills and 

knowledge that employers in today‟s gaming industry find essential, and they will be 

able to design appropriate gaming-related coursework and classes which will enable 

the students to obtain the skills and knowledge deemed most important.  

A qualitative research design has been adapted for this study. A series of 

in-depth interviews were conducted with casino employees and managers in Macau, 

China and with hospitality management program administrators in Taiwan. A 

cross-group perspective was used to analyze and interpret the data collected in this 

study because it was hoped that the combination of academic and industry 

perspectives would generate a deeper understanding of an explanation for the 

perceived benefits of a gaming management certificate program.  
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The four research questions are mainly satisfied by the findings. First, the 

findings overall reveal favorable perceptions toward the gaming management 

certificate programs, in terms of individual professional development and the 

increased rate of enrollment for the department. Second, the way to overcome the 

difficulties and critical issues contribute several key elements for developing an 

effective gaming management program. Last, some suggestions and comments 

proposed by three different groups of participants evolve into innovative guidelines for 

future curriculum design.  

The discussion takes into consideration the literature on Taiwan‟s higher 

educational system and gaming industry in Asian jurisdictions. The implications of 

these findings are intended to augment the applicability for different cultures and 

geographies, providing essentials for developing an effective gaming management 

certificate program. The chapter concludes with the striving direction for Taiwan‟s 

gaming education. 
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CHAPTER I 

INTRODUCTION 

Legalized casino-style gaming has been expanding rapidly in the United States 

and changing the face of the industry (Milanowski, 1996). Initially, casino gaming was 

legal in only New Jersey and Nevada, but in the last third of the 20th century, casinos 

have gone from being perceived negatively by much of the general public to becoming a 

desired form of recreation and entertainment (Cummings, 1996). As an industry, casinos 

are noticeably present in the leisure economies of countries all over the world (Eadington, 

1999). Commercial casinos presently operate in 12 states and their contribution to 

national and local economies continues to increase. In the United States, the gross 

gaming revenues exhibited in past years achieved a total of $34.13 billion in 2007, a 

5.3% increase over 2006, and a 73% increase over the figure from a decade ago 

(American Gaming Association [AGA], 2008). A similar pattern of legalized casino 

gambling has been observed around the world, especially in Asia (Chang, 2000).  

Gaming has existed in Asia for a millennia, and playing games is part of daily life 

in many Asian cultures. However, Western-type casinos were only introduced within the 

past century. Many Asian governments are easing restrictions on casinos, believing that 

Las Vegas style gambling halls will attract more tourists and create jobs (Montlake, 

2005). Many Asian-Pacific countries are choosing to open casinos after weighing 

whether to roll the dice on legalized gambling. Singapore, the Philippines and China have 

all become an emerging market for the gaming industry (Kang & Hsu, 2000). 

Of all the promising Asian countries, Macau, China, is the largest and most 
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successful, and is often referred to as the “Las Vegas of the East.” In 2001, gross gaming 

revenues for Macau, under the monopoly concession STDM (Sociedade de Turismo 

Diversoes de Macau), were US$2.3 billion, and for the first quarter of 2008, they were 

US$3.7 billion (MacDonald & Eadington, 2008). Researchers predicted Macau will end 

up with gaming revenues for the year of around US$15 billion, compared to US$10.3 

billion in 2007 (MacDonald & Eadington, 2008). Macau‟s gaming revenues in 2008 will 

likely exceed those of the entire state of Nevada, or exceed the combined gaming gross of 

the two largest gaming cities in the United States, Las Vegas and Atlantic City 

(MacDonald & Eadington, 2008). The country‟s success as a gaming heaven is spurring 

the industry in other Asian countries (“Macau's Success,” 2008). 

The Singapore government ended its gambling ban in 2005 and has since begun 

constructing two complex casino resorts, one of which was open in late 2009 (Koh, 2004). 

With the legalization of gaming in Singapore, other countries—including Vietnam, Japan, 

Indonesia and Taiwan— are looking to get on the bandwagon. For example, Vietnam‟s 

first luxury gaming resort, situated in the Vung Tau Province, began construction in 2007. 

Politicians in Indonesia are planning on building the country‟s first casino on the island 

of Bintan, close to the wealthy Singapore (“Muslim Indonesia,” 2007). It would be a 

potentially lucrative but highly sensitive venture in mostly Muslim Indonesia. Japan 

hopes to open its first casino either by 2012 or 2013, after legislation is put into place 

(“Macau's Success,” 2008).  

The discussion of the legalization of casinos, on an outlying island in Taiwan, has 

been raging for more than five years. Taiwan aimed to pass legislation by the end of 2008 
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in order to allow casinos the right to operate within the country. Researchers are 

optimistic about the future growth of the Asian gaming industry, and more specifically, 

Kang and Hsu (2000) have predicted gaming revenues, for Asian countries alone, to 

reach US$23 billion by 2010.  

The economic success of casino gaming has been reflected in the rapid growth of 

the casino industry. The most apparent economic benefit of opening a casino is the 

increase in job opportunities available to the local community (Eadington, 1999). The 

basic idea regarding increased employment is a casino‟s operation; it requires labor and 

this labor will come from the local area, ultimately reducing local unemployment (Garrett, 

2004). In 2007, the United States gaming industry provided 360,818 direct employment 

opportunities and generated an additional 450,000 jobs in related businesses (AGA, 

2008). The gaming industry is a multi-billion dollar industry employing hundreds of 

thousands of people. Employment opportunities for hospitality program graduates in this 

field are relatively more than in any other, and the future will see increasing demand for 

employees with expertise in casino gaming (Fenich & Hashimoto, 1995).  

The casino industry in Macau exhibited phenomenal growth on a scale never 

before witnessed in any gambling jurisdiction (Kale, 2007). At the end of December 2009, 

the number of job vacancies of the gaming sector in Macau increased to 381. Of these 

vacancies, 114 were for dealers, 57 were for hard and soft count clerks, cage cashiers, pit 

bosses, casino floor persons, betting service operators, etc., and 66 for casino and slot 

machine attendants, security guards, surveillance room operators (Macau Statistics and 

Census Service [DSEC], 2010). With another twenty gaming projects opening within the 
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next five years, Kale (2007) predicted the race to acquire the appropriate labor for casinos 

will heat up even more, and within such a competitive market, gaming customers will 

have a choice, especially when it comes to customer service. In other words, the shortage 

of casino employees will be compounded by the shortage of staff members with 

specialized skills and training (Hashimoto, 1999). Cummings (1996) noted today‟s casino 

employers often seek prospective employees who understand the art, science, and 

business of gaming. Therefore, because of the rapid expansion of the gaming industry 

worldwide, and with the resulting increase in gaming career opportunities, address the 

need for gaming education has become increasingly important (Ebner, 2002).  

The rapidly changing competitive environment has created a demand for new 

competencies, and unfortunately, traditional hospitality education has not been able to 

keep pace with demand (Grochowski, 1996; Gros & Epifanio, 1996). A major concern 

expressed by many current casino operators is the lack of understanding among 

hospitality graduates within the casino environment. A review of related literature reveals 

an increased demand for the number of trained and qualified employees in this field 

(Cummings, 1996; Ebner, 2002; Hashimoto, 1999; Hashimoto, 2003). Careers 

specifically within the gaming industry require certain knowledge, skills, and abilities.  

Further, principles for casino operation and management skills differ from traditional 

operation and management theories (Hashimoto, 1999). The demand of the gaming 

industry for better-trained employees highlights the need for a gaming certificate program 

aimed at those specific skills (Hashimoto, 2003).  

Consequently, the gaming industry worldwide is exploring the use of certificate 
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programs. Gaming management certificates are presently offered at colleges and 

universities, mostly within the United States, Canada, Great Britain, and Australia. 

However, despite similarities in their names such as Casino Management, Hospitality and 

Casino Management, Casino Operations, and Casino Gaming, certificate programs are 

extremely diverse in their structure, duration, sponsorship and intended student 

population. While some offer considerable depth in theoretical issues within the gaming 

industry, many others provide only applied gaming management training (Roberson, 

1991).  

A shortage in the number of trained management employees currently exists due 

to the lack of casino management certificate programs offered by institutions of higher 

education (Hashimoto, 1999). The rationale for certificate programs, as it has evolved 

nationally, seems clear enough. These programs are a response to the vocational needs of 

individuals and the educational needs of evolving fields in business and industry (Lopos, 

1991). 

Statement of the Problem 

Kale (2007) predicts the phenomenal growth within the Asian gaming industry 

will further intensify competition among employers to recruit potential employees. With 

the expansion of Macau and Singapore casinos, the employment and career opportunities 

in the gaming industry appear strong. Taiwan, as their neighboring country, has the 

potential to possibly provide trained employees for the entire Asian labor market 

(“NTUST Opens Lotto,” 2008).  

Unfortunately, there is not one Taiwanese university offering a gaming 
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management certificate program, even though a few universities offer gaming courses 

within their programs. With the goal to meet the ever changing demand of the current 

hospitality industry, Petch and Reeve (1996) suggest that a single, general-purpose 

gaming course no longer addresses the needs of all professionals working within 

increasingly diverse fields. Academic units have responded to this demand by offering 

highly specialized courses connected within logical sequences designed to meet specific 

and diverse educational objectives. Therefore, the need exists to investigate the 

development of gaming management certificate programs within Taiwan‟s higher 

education curriculum so that this country might satisfy the increasing demand for trained 

professionals in the ever-growing gaming industry in Asia and around the world.   

The Purpose of the Study 

The purpose of this study was to examine the prospects for providing 

comprehensive gaming management certificate programs to be embedded in the 

hospitality education system in Taiwan. There are four primary objectives for this study: 

1. To determine the perceptions of academic administrators toward 

developing gaming management certificate programs within 

Taiwan‟s hospitality education. 

2. To explore the reflections of certified employees regarding the 

gaming management certificate program.  

3. To explore the perceptions of casino managers regarding gaming 

management certificates.  

4. To provide innovative guidelines for academic administrators in the 
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facilitation of gaming management certificate programs in Taiwan.   

Research Questions 

The following research questions guided data collection in this study:  

RQ1: How do academic administrators perceive and what do they expect 

from a gaming management certificate program? 

RQ2: What expectations of perceived benefits do certified employees have 

of gaming management certificate programs? 

RQ3: How do casino managers perceive certified gaming management 

employees in terms of their professionalism? 

RQ4: Are there any discrepancies between these three groups?  

Significance of the Study 

The study will provide information for the purpose of assisting Taiwanese 

hospitality educators and academic administrators in designing a gaming management 

certificate program to meet the needs of students and employers in the gaming industry. 

With the findings of this study, educators will be able to identify the skills and knowledge 

that employers in today‟s gaming industry find essential, and they will be able to design 

appropriate gaming curriculum which will allow the students to obtain the skills and 

knowledge deemed most important. Once the gaps are bridged, program planners will be 

able to direct their efforts toward teaching the skills and knowledge essential to today‟s 

gaming industry employers.  
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Definitions of Terms 

The following key concepts were used in this study: 

Certificate: certificates are awarded after participation in a special focused 

educational offering to indicate completion of the offering and demonstration of 

knowledge of the content (Lopos, 1991). 

Certification: certification results from an assessment process recognizing an 

individual's knowledge, skills, and competency in a particular specialty (Fordham & 

Martinez, 2005). It usually requires some amount of professional experience and 

indicates mastery or competency as measured against a defensible set of standards, 

usually by examination or application. Achieving certification means public recognition 

of the individual for possessing specified skills at a prescribed level of performance 

(Bratton & Hildebrand, 1980). 

Certificate program: a certificate program represents “a sequence, pattern, or 

group of courses or contact hours that focus upon an area of specialized knowledge or 

information and that are developed, administered, and evaluated by the institution‟s 

faculty members or by faculty-approved professionals” (Holt, 1988, p. 1). 

Gaming education: gambling-related education programs offered through the 

School of Tourism and Hospitality Management include the Bachelor of Business in Club 

and Gaming Management, the Graduate Certificate in Gaming Management and the 

MBA in Tourism and Hospitality Management with a major in Gaming Management 

(“Study Option,” 2010).  

Gaming management certificate: a gaming management certificate is defined as a 
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package of gaming related courses providing recognition for the completion of 

coursework outside of a regular degree program (Cummings, 1996). 

Summary 

Due to the significant shortage of trained management employees within 

professional fields, researchers have focused on studying certificate programs. However, 

most research has considered a single perspective—that of the professional 

association—and few studies specifically relate to the gaming industry. Further, because 

of the rapid growth of the Asian gaming industry, the current certification trend 

experienced in the United States will likely spread to Asian countries as the various 

component parts of the gaming industry strive for greater professionalism and recognition. 

Taiwan is at the initial stage in the development process of gaming management 

certificate programs in order to provide trained employees for the future labor market 

within Asian casinos.  

Therefore, the need exists to gather information from Asian academic 

administrators, certified employees, and casino managers in order to reveal various 

perspectives and expectations of gaming management certificate programs. The purpose 

of this study was to examine the prospects for providing comprehensive gaming 

management certificate programs to be embedded in the hospitality education system in 

Taiwan. The intended outcomes for this study are to provide some insight into the 

process associated with the development of these programs in Taiwan, as well as 

determine their overall effectiveness. By accomplishing these outcomes, the results from 

this study hope to further aid program planners and administrators in developing an 
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effective gaming management certificate program that allows students to obtain the 

specialized training necessary for this growing industry.  
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CHAPTER II  

LITERATURE REVIEW 

Current Situation in Education on Gaming  

The development of gaming curricula has been a controversial issue for many 

years in the United States. Hospitality educators continuously struggle with the social, 

legal, economic and moral issues emerging while developing gaming education (Ebner, 

2002). Historically, only a few programs located in or near the traditional gaming 

jurisdictions of Nevada and Atlantic City have included gaming education in Hospitality 

Management. Nevada has offered gaming courses for more than 20 years, and programs 

in New Jersey, and a few surrounding states, have offered gaming courses for more than 

17 years. With the expansion and legalization of casinos and gaming establishments 

nationwide, job opportunities are no longer limited to areas such as Nevada and New 

Jersey. Since late 80s, an increasing number of community colleges, universities, and 

training institutions have recognized this need and have added gaming related courses to 

their curriculum (Ebner, 2002).  

However, gaming education is largely lacking or is assumed to fall under the 

knowledge imparted in basic business and management courses. In discussing the 

demand for gaming education, Fenich & Hashimoto (1995) suggested “a program that 

seeks to prepare its students for all aspects of the hospitality industry cannot ignore the 

largest growing segment" (p.63). Because of unique circumstances, issues, and 

regulations gaming employees may face, a solid preparation for the gaming industry 

requires a little more than business basic knowledge or the knowledge of lodging 
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operation alone (Cummings, 1996).  

Further, gaming education is in short supply because many educators are 

unfamiliar with what comprises the main subject matter (Cummings, 1996). In order to 

meet the gaming industry needs for educated employees, gaming education should unfold 

as an explicit foundation of knowledge and skills (Cummings, 1996). Ideally, gaming 

industry managers and hospitality educators need to work together and support each other 

in order to make relevant gaming management education accessible to interested 

hospitality students. Hashimoto (1999) claims intelligent action can expand hospitality 

graduate career opportunities, resulting in the development of a well-educated workforce 

and a solid foundation for game management within the gaming industry. more 

specifically, Fenich and Hashimoto (1995) believe gaming management education can be 

divided into three modules: (a) internal operation; (b) external interfaces; and (c) the 

games themselves, which can be incorporated into the existing curriculum. These three 

modules work well for a program considering future expansion of the casino gaming 

curriculum and can be broken down further into more focused courses (Fenich & 

Hashimoto, 1995). 

Current Gaming Education in Taiwan 

Compared to the United States, Asian gaming education is still at the premature 

stage. A small number of universities provide gaming related courses in hospitality 

education. The Institute for the Study of Commercial Gaming (ISCG) at the University of 

Macau offers the only premier gaming management certificate program in Asia. 

Established in August 2003, ISCG‟s mission aims to build bridges between gaming 
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theory and practice, leading to the healthy development of the gaming industry in Macau 

and across Asia (The Institute for the Study of Commercial Gaming [ISCG], 2006). A 

second institution offering gaming education is the Macau Tourism and Casino Career 

Center (CCC), which is managed jointly by Macau Polytechnic Institute (MPI) and the 

Institute for Tourism Studies. Its mission is to provide high-quality tailored training 

courses for those who wish to seek employment in the tourism and gaming industry 

(Macau Polytechnic Institute [MPI], 2008).  

Because both neighboring Macau and Singapore will recruit staff from Taiwan for 

the gaming industry in the future, gaming education has become an instrumental 

component in Taiwan‟s higher education. The wages offered range from more than 

$1,500 a month to $30,000 annually. Over 100,000 job opportunities are to be expected in 

the future as Asian casino labor markets expand. The potential for annual income and the 

number of job opportunities are both highly attractive to college graduates, particularly in 

light of the economic depression faced by Taiwan for almost eight years (Kuan, 2005).  

Since 2005, several universities and colleges in Taiwan have been offering 

gaming courses in order to meet the rising demand from domestic and overseas markets. 

Nanya Institute of Technology has established the “Gaming Career Center” within the 

Department of Leisure Management. The Center offers courses such as the “Introduction 

of Casino” and “Casino Marketing” for students to take as electives. In addition, since 

2005, The Travel and Tourism certificate program at Ming Chuan University has offered 

gaming courses covering topics such as “Casino Operation,” “Gaming Marketing,” and 

“Casino Management.” National Penghu University was the first to offer Tourism and 
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Gaming classes for graduate students in order to broaden their hospitality knowledge 

(RichardBliss, 2008).  

Other universities in Taiwan, such as Toko University and Kainan University, are 

developing innovating courses, some of which mirror courses ad programs in the United 

States. The Department of Leisure and Recreation Management at Toko University has 

been developing its gaming program for almost a year and was expected to offer 

“Gambling Psychology” and “Gaming Criminology” courses. The prospective ambition 

of Toko University was to cooperate with the University of Nevada, Las Vegas so Toko‟s 

students may have the opportunity to study abroad and attain a degree in Casino 

Management (Toko University, 2009). Also, as of 2009, Kainan University has plans to 

set up a virtual casino classroom to operate in coordination with its gaming courses 

(Kainan University, 2009). 

In 2007, the National Taiwan University of Science and Technology (NTUST) 

established the first institute for the Study of Gambling and Commercial Gaming, 

officially titled the “Taiwan Lottery and Gaming Research Center,” to conduct research 

on the thriving gaming business and to help train industry professionals. The university 

plans to soon begin offering relevant courses to postgraduates in their Master‟s program. 

Future steps will include providing undergraduate courses and developing a casino 

management certificate program (“NTUST Opens Lotto”, 2008). Meanwhile, Soochow 

University has signed an academic cooperation agreement with the UNLV Harrah Hotel 

College and has established a second gaming research center named “The Taiwan 

Gaming Exploratory Council.” The council will study the social impacts of gambling for 
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one year and report their suggestions to the Taiwan government (RichardBliss, 2008). 

The National Kaohsiung Hospitality College signed a memorandum on 

cooperation regarding a gaming program exchange with Macau Polytechnic Institute. The 

two schools held an in-depth discussion, at which they exchanged opinions on gaming 

and tourism development in Asia. Through the signing of the memorandum, both schools 

will engage in further cooperation and exchange in regard to faculty and academic 

resources for gaming and tourism (National Kaohsiung Hospitality College [NKHC], 

2008). The National Kaohsiung Hospitality College also began their gaming certificate 

program in the Department of Leisure Recreation and Tourism in August 2008. The 

program coordinates the dealer certificate system and current casino operating system.  

Former Dean of UNLV Harrah Hotel College, Dr. Stuart Mann, holds an 

optimistic perspective on Taiwan‟s potential of becoming the next emerging market 

within the gaming industry in Asia. Recently, he announced a new institute, “The Asia 

Gaming and Hospitality Institute,” which will soon be established in Taiwan and offer 

training programs to meet the needs of Asian gaming labor market (RichardBliss, 2008).  

At present, not one Taiwanese university offers a gaming management certificate 

program, even though a few universities offer gaming courses within their programs. 

With the goal to meet the ever changing demand of the current hospitality industry, Petch 

and Reeve (1996) claim that a single, general-purpose gaming course no longer addresses 

the needs of all professionals working within increasingly diverse fields. Academic units 

have responded to this demand by offering highly specialized courses connected within 

logical sequences designed to meet specific and diverse educational objectives. The rapid 
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growth of the gaming industry in Macau, and in other Asian countries, can be a signal for 

Taiwan to seriously consider to advance the courses they are currently offering into 

certificate programs in order to properly train and educate future casino employees.  

Table 2.1 

Chronological Log of Gaming Education Development in Taiwan 

Year/month University Events 

2005.8 Ming Chuan 
University 

Toko University 

Kainan University  

National Penghu 
University 

Offered gaming related classes as 
elective courses in hospitality, 
tourism, or leisure management 
programs.  

2007.7 Nanya University Established a “Gaming Career 

Center” 

2007.11 National Kaohsiung 
Hospitality College 

Offered gaming program module 
including four required gaming 
related courses and over five 
elective courses. 

2007.11 National Taiwan 
University of Science 
and Technology 
(NTUST) 

Established the first institute for 
the Study of Gambling and 
Commercial Gaming named “the 

Taiwan Lottery and Gaming 
Research Center” 

2008.4  National Kaohsiung 
Hospitality College 
and Macau Polytechnic 
Institute (MPI) 

National Kaohsiung Hospitality 
College signed a memorandum on 
cooperation regarding gaming 
program exchange with Macau 
Polytechnic Institute. 
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Table 2.1 (Continue) 

Chronological Log of Gaming Education Development in Taiwan 

Year/month University Events 

2008.5 Soochow University  

and UNLV Harrah 
Hotel College 

Soochow University signed an 
academic cooperation agreement 
with UNLV Harrah Hotel College 
and established the “Taiwan 

Gaming Exploratory Council”. 

2008.6 UNLV Harrah Hotel 
College  

The Asia Gaming and Hospitality 
Institute (TAGHI) announced to 
be established in Taiwan by 
UNLV Harrah Hotel College  

2008.7  National Taiwan 
University of Science 
and Technology 
(NTUST) 

The NTUST Continuing 
Education center established a 
gaming program and promoted it 
to the public.  

2008.11 National Penghu 
University 

Tourism and Gaming classes were 
offered as elective courses for 
graduate students to broaden their 
hospitality knowledge. 

Note. RichardBliss (2007, November 30). Gaming colleges. Message posted to 

http://blog.sina.com.tw/enews_online/article.php?pbgid=37290&entryid=578020 

A Brief History of Certificate Programs 

Certificate programs have existed since the Middle Ages. Professional merchants 

and craftsmen created guilds, which arranged elaborate apprenticeship programs in order 

to pass along skills, to ensure a crop of new, competent professionals, and to recognize 

those who were truly qualified. In the United States, the earliest certificate programs 

appeared in the field of education, and a large majority of these programs were affiliated 

with the church in order to guarantee schoolmasters maintained orthodox religious beliefs 
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(Gilley, 1985; Huggett & Stinnett, 1956).  

As Western regions expanded over time, local communities began to establish 

individual criteria for instructors, which varied greatly in terms of depth and degree of 

commonality (Galbraith & Gilley, 1986). Today, with the rapidly changing technological 

environment, an increasing number of skills and professions have been developed in 

order to keep up with this trend. New methods for evaluation and learning have been 

created to meet the challenges of the workplace. These programs are specifically 

designed to specify what constitutes professional competency, and to identify those 

persons who are best equipped to address current and future career challenges (Galbraith 

& Gilley, 1986). 

Certificate Programs versus Certification 

The term “certificate program” is a troublesome piece of educational taxonomy. A 

great deal of confusion is often associated with the term certification. In an effort to clear 

some of this confusion, distinctions between certificate and certification need to be 

recognized in order to place “certificate program” in the correct context. Holt (1988) first 

introduced the definition of a certificate program: 

A certificate program represents a sequence, pattern, or group of courses or 
contact hours that focus upon an area of specialized knowledge or 
information and that are developed, administered, and evaluated by the 
institution‟s faculty members or by faculty-approved professionals. (p. 1) 

Certificate programs provide in-depth training through a sequence of required and 

elective courses in a particular area of concentration. They provide opportunities for 

individuals to acquire knowledge and develop skills, which enable the development of 
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predetermined practice competencies (Kirk, Joyner, Lee, & Oles, 1998). Walshok (1991) 

regarded a certificate program as an alternative to, or as a step beyond the substance of 

traditional degree programs, and believed they are designed to serve educational purposes 

different from those served by a general degree.  

Thus, certificate programs are a response to both the vocational needs of 

individuals and the educational needs of evolving business and industry fields. These 

programs place a greater focus on performance, particularly of a specialized skill set, than 

a general demonstration of knowledge obtained in a traditional degree program. 

Certificates are awarded after participation in a set of specialized, focused educational 

courses to indicate completion of the program offering and demonstration of knowledge 

of the content (Lopos, 1991). For purpose of discussion here, a gaming management 

certificate is defined as a package of gaming related courses, providing opportunity for 

the completion of coursework outside of a regular degree program in hospitality.   

In contrast, certification results from an assessment process recognizing an 

individual's knowledge, skills, and competency in a particular specialty (Fordham & 

Martinez, 2005). It usually requires some amount of professional experience and 

indicates mastery or competency as measured against a defensible set of standards, 

usually by examination or application. Achieving certification means public recognition 

of the individual for possessing specified skills at a prescribed level of performance 

(Bratton & Hildebrand, 1980).   

Galbraith and Gilley (1986) define certification as the process by which a 

professional organization, or an independent external agency, recognizes the competence 
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of individual practitioners. Standards by which individuals become certified vary 

considerably among professions, but the more common ones include membership in a 

professional association, successful completion of an accredited program of study, and 

satisfactory completion of written or performance related examinations (Bratton & 

Hildebrand, 1980). Table 2.2 shows different aspects of certificate and certification.  

Table 2.2 

Different Aspects of Certificate and Certification  

Categories Certificate Certification 

Results Results from an 
educational process  

Results from an assessment 
process that recognizes an 
individual‟s knowledge, 

skills and competency in a 
particular specialty 

Target 
market 

For newcomers and 
experienced professionals 

Typically requires 
professional experience 

Award 
organization 

Awarded by educational 
programs or institutions 
often for profit 

Awarded by a third-party, 
standard-setting 
organization, typically not 
for profit 

Purpose Indicates completion of a 
course or series of courses 
with a specific focus 
(different than a degree 
granting program) 

Indicates 
mastery/competency as 
measured against a 
defensible set of standards, 
usually by application 
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Table 2.2 (Continue) 

Different Aspects of Certificate and Certification  

Categories Certificate Certification 

Participant 
evaluation 

Course content determined 
by the specific provider or 
institution, not standardized  

Standards set through a 
defensible, industry-wide 
profess that results in an 
outline of required 
knowledge and skills 

Credential Usually listed on a resume 
detailing education 

Typically results in 
credentials to be listed after 
one‟s name 

Requirement Demonstrates knowledge 
of course content at the end 
of a set period in time 

Has on-going requirement in 
order to maintain: holder 
must demonstrate he/she 
continues to meet 
requirements 

Note. Adopted from American Association of Legal Nurse Consultants, 1996.  

It is important to note certification is not synonymous with accreditation or 

licensure. Certification is often perceived as being the same as accreditation and licensure, 

but while the goal of all three is to measure competence, methodology, and population, 

the purpose of regulation differs (Bratton & Hildebrand, 1980).  

Accreditation is the process whereby an agency or association grants public 

recognition to a school, college, university or specialized study program meeting certain 

predetermined qualifications or standards. It differs from certification because its focus is 

at the institutional level rather than the individual level (Bratton, 1984), and only 

institutions or programs can be accredited.  

Licensure is a mandatory, legal requirement for certain professions in order to 
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protect the public from incompetent practitioners. Licensing procedures are generally 

established or implemented by a political governing body able to prescribe practice with 

a license (Bratton, 1984). Physicians, dentists, and funeral directors are examples of 

professionals who must be licensed in order to practice.  

There are similarities as well as significant differences in these terms as shown in 

Table 2.3. Accreditation and certification are regulated and administered by professional 

associations; licensure is administered by a political or government body. Both 

certification and accreditation are voluntary, which means institutions can function 

without accreditation and individuals can practice in their profession without certification. 

However, individuals within a profession, under licensure, cannot practice without a 

license. The similarity between licensure and certification is that the recipient of the 

credential is the individual not the program (Galbraith & Gilley, 1986; Wiley, 1995).  
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Table 2.3 

Comparison of Certification, Accreditation, and Licensure  

Process Issuing Organization Objective of 
Evaluation Standards 

Certification Authorized body, either 
government or 
professional association 

Individual 
Organization or 
Component 

 

Set by national 
professionals or 
specialty boards 

Industry Standards 
evaluate 
conformance to 
design 
specifications 

Accreditation Recognized body, 
usually Not-for-profit 
organizations 

Organization 

 

Set a maximum 
achievable level to 
stimulate  
improvement over 
time 

Licensure Governmental Authority 

 

Individual 
Organization 

 

Set a minimum 
level to ensure an 
environment with 
minimum risk to 
health safety 

Note. Revised from Bratton and Hildebrand, 1980. 

The Need for the Implementation of Certificate Programs 

Samuel (2000) identified the need to implement certificate programs within the 

field of hospitality and tourism. He stated, “There is a great need for academicians to 

promote the values of their academic programs to potential employers so that their 

graduates can be duly accepted as „certified‟ to practice in the various working settings 

within the profession” (p. 49). Due to the lack of universal academic tracks in travel and 

tourism, professional certificate programs may have filled a void by providing an 
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alternative route to achieving professional status in studies toward specialized travel and 

tourism degrees (Morrison et al., 2000).  

Wikle (1999) believes that academic certificates have emerged as one method for 

connecting courses within logical sequences designed to meet specific and diverse 

educational objectives. The certificate program addresses the needs of many students 

returning to employment or entering the workforce for the first time, and for 

professionals who wish to strengthen their knowledge and skills for more advanced 

practice (Euster & Reaves, 1995).  

Certificate programs provide training to develop specific practice competencies 

participants did not receive in their undergraduate education or workplance experience 

(Jennsen et al., 1996). Nevertheless, certificates should not replace a degree for the 

student who can complete the degree requirement. Shapiro (1974) believes certificate 

program should be used when a person does not want to go to school or when the 

industry is not suited for academic training. Gaining a certificate implies a job awaits 

those who complete the program successfully and even though it is not directly related to 

obtaining a job immediately at completion, it prepares people for the future (Wikle, 

1999).   

Currently, the Council on Hotel, Restaurant and Institutional Education (CHRIE) 

is coordinating a joint hospitality, industry and government effort to identify skill 

standards, which translate skills learned in the educational setting into skills needed in the 

workplace. Eventually, others will translate these skill standards and create various 

certificate programs allowing employers to easily identify the level of proficiency of their 



 Texas Tech University, Wanching Chang, August 2010 

 

25 

 

potential labor pool. Similarly, the gaming management certificate is designed to fill a 

need within the industry for more qualified employees and to help employers indentify 

competent mangers (Hashimoto, 1999).  

The Development of Hospitality Certificate Programs in the United States 

Certificate programs run a long and important gamut in the United States and 

internationally. Hospitality certificate programs, like most other programs, seek to qualify 

and recognize skills within the industry. While formal degrees and diplomas are essential, 

they are only a small part of the educational components necessary for continued 

competence in hospitality (Hassmiller & Perdue, 1994).  

The number of certificate programs has increased rapidly in the last 25 years. In 

the field of hospitality and tourism, current existing certificate programs have grown 

from around 2 in the early 1980s (Morrison et al., 1992) to around 140 in 2007 (National 

Center for Education Statistics [NCES], 2008). Programs providing either certification or 

professional designations for workers and managers in hospitality and tourism related 

fields are proliferating (Lambert & Riegel, 1996). Numerous reasons have been proposed 

in order to explain this rapid growth, but unlike other professionals, there is no universal 

academic track for those seeking to enter the hospitality industry (Morrison et al., 1992). 

A study conducted by Berning and Morrison (1992) showed only 4.3% of 451 corporate 

travel managers in the U.S. had degrees in travel and tourism. Similarly, Nebel, Braunlich 

and Zhang (1994) found only 38.7% of hotel managers and 44.3% of F&B managers had 

related academic backgrounds.  

Practitioner demand can also be attributed to the rapid increase in certificate 
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programs because they typically require much less time and money than an additional 

degree in a hospitality discipline (Morrison et al., 1992). As developed to date, certificate 

programs in the gaming industry recognize this diversity in background and are 

developed to prove the practitioner‟s know-how in carrying out the tasks associated with 

particular job functions (i.e., dealing, floor management, table gaming supervision, etc.) 

at an established level of performance (Fenich & Hashimoto, 1995).  

Potential Benefits of Certificates 

Certificates offer a number of benefits to individuals, employers, and sponsoring 

academic programs. Examples of such benefits are concentration on specialized 

knowledge or information in a condensed time period, flexible scheduling, low tuition 

costs, greater identification with fellow students, and valuable networking opportunities 

(Smith, 1987). Several researchers indicated similar viewpoints regarding the perceived 

benefits of certificate program. Wikle (1999) believed a certificate can become valuable 

to persons seeking employment by demonstrating focused study outside regular degree 

requirements. For professionals, the completion of a certificate program can lead to 

greater job performance and career advancement (Robinson, 1991). Certificates may also 

provide advantages to employers through improved services and products, and in some 

cases, may eliminate the need to establish in-house training programs (Holt, 1991). 

Certificate programs provide benefits to sponsoring institutions as well. Because 

certificate curriculum often includes courses from several disciplines, they can become 

vehicles for promoting cooperation between various academic units. For academic 

institutions sensitive to enrollment trends, these programs may draw students to the 
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campus who may not otherwise be interested in furthering their education. Table 2.4 

summarizes the benefits of certificate program to the individual, employer, and 

sponsoring institutions.  

Table 2.4 

Benefits of Certificate Programs 

Beneficial for Potential benefits 

Individuals Require less time and financial burden than an academic 
degree 

Convey mastery of a specific body of knowledge or skills 
outside the field  

Demonstrate and acknowledge one‟s commitment to 

professionalism to current and future employers  

Lead to greater job performance and networking 
opportunities 

Employers Improved service and products 

Eliminate the need to establish in-house training programs 

Sponsoring 
institutions 

Develop a new paradigm and respond to societal needs  

Require less investment by the institution and provide quality 
instruction 

Allow sponsoring educational and professional organizations 
to design a shorter, better targeted, and more flexible 
curriculum to meet the needs of specific groups.  

 

Benefits to individuals. Euster and Reaves (1995) conducted a study at the 

University of South Carolina in order to reassess the impact and quality of the Certificate 

of Graduate Study in the Gerontology Program. The gerontology certificate program was 
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designed as a means of organizing existing courses and resources at the University of 

South Carolina in order to serve graduate students whose educational needs in 

gerontology could not be met within the framework of traditional academic programs. 

Many respondents believed they gained a better understanding of the contributions and 

perspectives of related disciplines and of the importance of multidisciplinary efforts in 

direct practice settings. Further certificate programs provide training to develop specific 

practice competencies the participants did not receive in their undergraduate education 

and practice experience (Jannsen et al., 1996).  

Samuel (2000) examined the contents of over 150 certificate programs in 

hospitality, tourism, and related professional areas. The contents of the programs were 

analyzed and the appropriate data were collected and organized regarding selected 

characteristics of these programs. In the final analysis, certificate programs appeared to 

be most beneficial to those individuals who do not have formal education in a profession. 

Certificate programs offer a wonderful opportunity by enabling these individuals to 

perform their job at a professional level (Samuel, 2000).  

Morrison et al. (1992) conducted a study to compare the perceptions of program 

graduates and non-certified association members from the National Tourism 

Association‟s (NTA) Certificated Tour Professional (CTP). The researchers found 

certificate programs require less time and financial resources to complete and may afford 

the individual greater recognition than a degree in the current background. Those who 

had decided to be involved in certification showed increased positive perceptions of 

perceived benefits and of certificate programs in general. A large majority of respondents, 
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74.1%, reported increased competence as a tour professional as an end result after 

attending the CTP program. One candidate from the CTP program stated:  

The CTP program gives you an advantage over your competition. Through 
the CTP program, an individual has the opportunity to combine work 
experience and continuing education to gain public recognition for expertise 
in the escorted travel industry. (p. 39) 

In terms of improved image, certification programs seem to be consistently 

important. Completion of a certificate program demonstrates and acknowledges one‟s 

commitment to professionalism and commitment to future employers (Holt, 1991). 

Damitio and Schmidgall (2001) surveyed Certified Hospitality Accountant Executives 

(CHAE) in order to determine the value of certification. Almost three of every four 

respondents believed holding the CHAE was a way to illustrate an individual‟s 

commitment to professionalism. About 63 % of respondents indicated CHAE represented 

a basic level of competency in both operations and management skills. A certificate 

program can provide the edge people need as they consider another career option by 

providing knowledge and practical, real-world applications. It also conveys mastery of a 

specific body of knowledge or skills (Damitio & Schmidgall, 2001).  

Both business and industry fields view successful completion of certificate 

programs as an indicator of additional knowledge and competence, as well as a 

demonstration of worker initiative, motivation, and perseverance (Settle, 1991). 

Regardless of the employee‟s personal motivations from self-improvement to practical 

enhancement of job skills, employees demonstrate their commitment to professionalism 

and to current and future employers by putting forth the effort to complete a certificate 

program (Holt & Lopos, 1991).  
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Certificate programs have enabled students to obtain specialized preparation by 

allowing them to advance their position within their own career and networks (Euster & 

Reaves, 1995). Rutkowski, Holt, and Lopos (1991) conducted telephone interviews with 

five graduates of certificate programs from three different universities. The students in 

these programs agreed the programs provided access to career advancement, whether in a 

current job or through a career change. All students appreciated instruction offered by 

practitioners who emphasized practical applications of the materials learned. Overall, 

they viewed the certificate program as worthwhile in terms of personal growth and career 

development (Rutkowski, Holt, & Lopos, 1991).  

Certificate programs also provide excellent opportunities for affiliation within the 

industry network. The respondents surveyed indicated the certificate program was a 

helpful mechanism for developing relationships with academic educators and classmates 

working in the industry, and for gaining exposure among the many human resource 

recruiters and practitioners within the field (Settle, 1991). Another study conducted by 

Cannon et al. (2001) identified “networking” as one of the advantages of completing a 

certificate program as well. Five of the nine respondents from this particular study 

focused on facilitating collaboration and the sharing of information between professionals. 

The participants believe without such a program, they would not likely have the 

opportunity to share experiences with other professionals working in the same field 

(Cannon et al., 2001).  

Benefits to employers. Certificate programs can be beneficial to employers as well, 

but a large majority of casinos still prefer on-the- job training in order to educate their 
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employees. However, larger operations are being forced in the direction of accepting and 

seeking out academic training as a viable alternative (Hashimoto, 1999). For example, 

someone who has floor experience does not necessary have great management skills. A 

quality manager needs to understand the theory of personal communication and relations 

in order to implement the proper strategies for a specific department. In this regard, a 

certificate program, which includes both academic theory and practical skills, would 

prove to be the best of both worlds, being highly focused and giving attention to 

profession-specific content. The programs are generally short in duration, frequently 

available in self-instruction format, and are usually priced to encourage maximum 

participation. It would be highly expensive and quite redundant for employers to develop 

and implement these programs on their own (Settle, 1991).  

Successful completion of a certificate program indicates to the business the 

employee has acquired competence over a body of knowledge, and also implies a 

significant willingness by the employee to invest time and money in self-improvement 

(Settle, 1991). Caird (1992) believes there are strong relationships between competency 

and organizational effectiveness, which then lead to economic competitiveness. A 

business benefits when an employee acquires and demonstrates additional knowledge and 

competence. Because certified employees attain additional skills and increased 

knowledge, they assure service quality to their customers, which is utmost value to 

employers. For business and industry professionals, the primary measure of the value of a 

certificate program is the development of competence, not the diploma, because 

competence translates to better products and services from employees (Settle, 1991).  
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Benefits to sponsoring institutions. The benefits of certificate programs for 

institutions seeking to develop a new paradigm and respond to societal needs are 

significant (Lopos, 1991). Certificate programs require less investment by the institution 

and its faculty and can help provide quality instruction (Bratton, 1991; Robinson, 1991; 

Walshock, 1991). In addition, certificate programs have allowed sponsoring educational 

and professional organizations to design curricula differing from traditional degree 

programs. In general, these sponsoring organizations have developed shorter, better 

targeted, and more flexible curricula guided to meet the needs of specific groups 

(Robinson, 1991).  

Other demographic factors. Evidence has revealed a professional‟ s demographic 

characteristics, including years worked, formal education, and organizational affiliations, 

affect the individual‟ s perceptions of certificate benefits (Morrison et al., 1992). For 

example, younger, less-experienced and less-educated professionals tend to hold the most 

positive views about certificate programs (Rutkowski, Holt, & Lopos, 1991). Thomas 

(2006) conducted a study to examine the relationship between the demographic 

characteristics and the level of agreement in regard to the perceived value of the Certified 

Research Administrator (CRA). Age, educational level, salary, and length of employment 

in the field of research administration were the demographic characteristics selected to 

compare the perceived value of certificate programs between certified research 

administrator and non-certified research administrators. The study reported the closest 

demographic characteristic to approach statistical significance (<0.0562) was perception 

of value and educational level (Thomas, 2006). 
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 Bayley, Jackson, and Johnson (1984) found higher earnings for certified 

members, those who were older and more experienced than non-certified members. 

However, the statistical significance of this difference was not reported. A survey by Lee 

(1986), investigating the desirability of certification in the training field, revealed those 

with less working experience were least likely to be in favor of certification. Most 

respondents (63.1%) who favor certification were those working in the field between four 

and seven years.  

In conclusion, the value of certificate programs depends on whose perceptions are 

being sought (Tourigny, 1990). Whatever their personal motivations, from 

self-improvement to practical enhancement of job skills, these students, and many others 

like them, found new opportunities through the completion of a certificate program 

(Lopos, 1991). In addition, though individuals with less experience and less education 

seem to perceive certificate programs as insignificant, the overall potential for benefits 

from certificate programs, including benefits to individuals employers, and sponsoring 

institutions, clearly evidences the positive potential of these programs.  

Perception of Benefits from Gaming Certificate Programs 

A considerable quantity of related articles can be found regarding the perceived 

benefits of certificate programs in other professions, such as nursing, teaching and 

medicine. However, little research has specifically focused on the professional area of 

gaming management. Hashimoto (1999) examine the reasons for developing a National 

Gaming Management Certification in her dissertation. She notes several psychological 

and financial gains for certified individuals. Certification indicates a level of expertise 
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and competency for the individual. A certificate also implies increased motivation and 

pride in work, which should improve a person‟s job satisfaction. In addition, these 

individuals will have the ability to receive a higher pay, challenging work, greater job 

rewards, and new promotion opportunities (Boles, 1994; Montuori, 1978; Perry, 1986).  

Certification can be a benefit to employers as well. In a survey of logistics 

professionals, 26% of respondents believed their certificates and newly acquired 

knowledge kept them on the cutting edge. In addition, some respondents (17%) agreed 

their new knowledge directly saved the company money (Muller, 1993). Employers 

believe increased self-esteem results in a decrease in employee turnover. Completing 

certification indicates the employee is active in their work and profession, which should 

then be reflected through improved service skills (Hashimoto, 1991). As Wood (1993) 

stated: 

When hiring new employees, we all strive to find an individual who has the 
desire to give that extra effort and go that extra mile. The Society of 
Certified Credit Executives has made it a little easier for us to identify both 
existing and potential employees who will be career oriented. (p. 30)  

One study was conducted to examine casino managers‟ perceptions of the need 

for a National Gaming Management Certification (Hashimoto, 2002). People expect 

rewards for taking the time and effort to pass a certification exam. Casino managers were 

ambivalent to the idea of certified employees being rewarded by higher compensation, 

faster promotion, higher entry-level positions or preferential hiring. Another similar study 

conducted by Hashimoto (2003) surveyed casino executives. The respondents believed 

certificates should be created in order to improve employee quality and performance. In 

addition, executives believed certificates would increase overall knowledge and improve 
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skill levels and competencies. St. John (cited in Miller, 1976) provided an overview 

summary related to the implications of certificate programs:  

The benefits of certification programs are substantial for the individuals 
concerned, their employers and society….regardless of the value of the 
designation itself, candidates are required to increase their own knowledge 
and ability in their field of endeavor. It is in the preparation for certification 
that its greatest benefit is realized. This emphasis on self- improvement and 
education is satisfying to the individual, valuable to his employer, and 
ultimately increase the quality of product and services to everyone. (p.2) 

Overall, Bratton and Hildebrand (1980) concluded that practitioners may view 

certificate programs as a means of legitimizing their work and bringing societal 

recognition to their profession, or as a way of ensuring job security against unqualified 

persons outside the association or profession.  

Components of an Effective Certificate Program 

With a commitment to an effective certificate program, several components are 

essential for the program planner to bear in mind while facilitating the development of 

certificate programs (Walshok, 1991). These components include: (1) curriculum design; 

(2) faculty selection; (3) effective instructional design; (4) advisory committee 

supervision; (5) significance to the student; and (6) continuing assessment. 

Curriculum design. Because many gaming courses and degree programs are 

already developed, it is important to analyze the environment before designing the 

curriculum for a gaming management certificate program (Walshok, 1991). Hashimoto 

(1999) provided a theoretical curriculum for planning a casino management certification. 

The curriculum should focus on providing an individual with the broad based pool of 

information needed to manage a casino, such as accounting and financial management. 
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Additionally, the rationale for understanding the external environment, like the regional 

culture, language, philosophy, and political structure, is also necessary. In designing a 

curriculum for a gaming certificate program, familiarity with psychological and 

sociological constructs help to identify potential concerns. By taking in this knowledge, a 

casino manager can run an excellent service based business (Walshok, 1991).  

However, one impediment for designing a casino management curriculum is that 

program planners may not have a background in educational curriculum design, or they 

may not have any knowledge about gaming (Hashimoto, 1999). To overcome this hurdle, 

the Casino Gaming Special Interest Group of CHRIE and the Association for Casino 

Education (A.C.E) provide program assistance for academics in order to facilitate 

networking and an exchange of teaching information. An alternative way is to go directly 

to the casinos and ask for help in designing the courses and curriculum (Fenich & 

Hashimoto, 1995). Both ways bring a unique perspective in the development of the 

curriculum.   

Faculty selection. High quality faculty members are especially important to a 

program‟s success (Wikle, 1999). The quality of the faculty involved is often what 

differentiates one institution from another and one academic program from another. 

Selectivity is necessary when choosing faculty to design and teach certificate programs, 

even more selectivity than is needed in traditional courses or programs. Walshok (1991) 

pointed out the credibility of instructors and their sources of expertise within the field can 

be key factors when encouraging dedicated, competent students to enroll in the certificate 

program. The ability to attract these students is one way in which people measure the 
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superiority of the certificate program. Therefore, when defining the intellectual 

parameters of a program, a program planner may rely on reputable faculty whose 

knowledge and reputation are equally sound in academia and in the world of practice. 

Walshok (1991) provides advice for program planners: 

In the recruitment of instructional staff for certificate programs, the program 
planner should go for the person who sees teaching in the program as an 
opportunity to engage new ideas, students, or constituencies rather than an 
occasion to make a few extra dollars. Go for the person with a reputation for 
leadership in his or her area of expertise rather than someone who teaches 
from a textbook. Go for the person who is so well connected that he or she 
will be seen by students as truly knowledgably about what is going on in a 
field and will be valued as a potential resource long after the program is 
completed. (p. 28)  

Effective instructional design. Regardless of what and how courses are offered, 

the most important factor contributing to quality and credibility in certificate programs is 

superior instruction (Holts, 1991). Lopos (1991) supports her statement by noting the 

quality of instruction associated with a certificate will have the greatest impact on the 

reputation of the program. The quality of instruction is enhanced by the appropriateness 

of delivery and how knowledge is both shared and transmitted (Holts, 1991).  

Within traditional degree programs, the quality of instruction depends on the 

expert lecturer at the front of the class transmitting his or her wisdom to an unknowing 

student body (Holts, 1991). However, certificate programs rely heavily on 

interdisciplinary knowledge, problem solving, and independent work. Because most 

adults want to be self-directed learners, using instruction methods allowing students to 

learn at their own pace may be easier. An integrated series of modules involving 

simulation exercises, case studies, and field research can be utilized in order to enhance 
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the learning experience. These instruction modules help reassure the students and give 

them the confidence needed to accomplish their goals (Hashimoto, 1999).  

Advisory committee supervision. A permanent advisory committee made up of 

faculty and well-known professionals working in the area of the certificate highly 

contributes to the success of the program (Walshok, 1991). It is important to report 

program progress and enrollment information to advisory committees on a yearly basis 

and to seek their input on content and instruction issues. These contacts with the advisory 

committee can be valuable exchanges for curricular updates and for explorations of new 

program ideas (Walshok, 1991). Having important committee members‟ name associated 

with the program adds instant credibility and marketability to the certificate programs 

(Rops, 2007).  

Well-known professionals serving on advisory committees can significantly 

contribute to the success of the program by providing industry support and financial 

backing (Hashimoto, 2003). One of the strongest underpinnings for successful 

development of professional certificate is to have an industry association (Hahsimoto, 

2003). Further, Cherrington and Leonard (1993) revealed the support of a national 

association was an indicator for survival and success. Harris and Jago (2001) agreed with 

this point by stating, “the level of industry support for the various individual certificates 

can reasonably be said to be central to their longer-term success” (p. 388). For example, 

the Casino Management Association (CMA) would be one possible vehicle to unite 

casino managers in this monumental effort. Casino operators must believe the certificate 

develops a superior employee and they must be willing to provide incentive policies such 
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as preferential hiring, higher pay, higher entry-level positions and increased industry 

recognition for certified persons. By doing so, the employee will have the motivation to 

spend the time and money on certificate programs in order to improve their skills and 

knowledge (Hashimoto, 2003).  

Significance to the student. Academicians and practitioners can say what they want 

about certificate programs, but it is the students who enroll in the programs who offer 

some of the most important insights into the efficacy and personal worth of the programs 

as a mode of learning (Lopos, 1991). Rutkowski, Holt, and Lopos (1991) conducted 

telephone interviews with five graduates of certificate programs from three different 

universities. All students appreciate instruction which emphasizes practical applications 

of the materials learned. They all saw the certificate program as worthwhile in terms of 

personal growth and career advancement. As increased numbers of students and 

educational institutions perceive the value of certificate programs, more programs will 

find their way into the marketplace (Robinson, 1991). Overall, the success of a certificate 

program can be greatly enhanced by the participation of practitioners who are able to 

promote and publicize the program in order to facilitate adequate enrollment numbers 

(Rutkowski et al., 1991). 

Continuing assessment. Ongoing assessment can strengthen the credibility of 

certificate program. A program‟s effectiveness can be assessed in several ways. First, 

frequent and regular course evaluations can be used to assess a student‟s motivation for 

taking a course, satisfaction with the content and instruction, learning gains, and content 

relevance to personal objectives. This enables faculty to refresh course content, providing 



 Texas Tech University, Wanching Chang, August 2010 

 

40 

 

a basis for reshaping and strengthening the curriculum and ultimately providing students 

educational experiences of the highest quality (Euster & Reaves, 1995).  

The second way to assess the effectiveness of a program is to examine the rates of 

reenrollment by previous students and first time enrollments by new students, based upon 

program reputation and word of mouth. These rates can provide insight into the 

program‟s success and encourage graduates to promote and publicize the program to 

facilitate adequate enrollment numbers. Follow-up interviews with program graduates 

can also serve as valuable evaluation tools. Feedback and recommendations received 

from program graduates will be invaluable to those responsible for developing the 

certificate programs in the future. In conclusion, seeking for the value of quality is central 

in certificate programs and should be considered a matter of design, not accident (Lopos, 

1991).  

Developing a Certificate Program 

Developing a certificate program is reported to take a tremendous amount of time, 

energy, and resource utilization, as well as expertise and support from outside groups 

(Birdir & Pearson, 1998). It generally takes, on average, to two and half years to develop 

certificate programs. Unfortunately, developing a solid certificate program often starts 

from copying or transferring another certificate program from one institution to another. 

However, differences in the character of the institution, community demographics, 

availability of faculty, and other factors affect decisions and the design of the certificate. 

In light of these differences in educational purposes, the process of developing these 

programs must be based on principles different from those applied to most degree 
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programs. Little research is available concerning the actual development or 

implementation of certificate programs (Crispin, 1976; Long, 1992; Lopos, 1991). In the 

absence of such information, a framework suggested by Robinson (1991) can be adapted 

for the planning and design of certificate programs (Figure 2.1). 

 

Figure 2.1. A process for designing certificate programs. 

Research. The first step in the development of a certificate program is to conduct 

an internal and external environmental analysis. The purpose of this step is to investigate 

what the market wants or needs in order to determine proper market positioning. 

Positioning is a process requiring the development of programs matching the philosophy, 

mission, goals, and resource strengths of the institution to the educational needs of 

specific market groups (Smith, 1986).   
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Assessing benefits. Economic benefits are just as important as meeting the needs 

of the students to the success of the certificate program. In fact, economic power drives 

the creation and maintenance of these programs (Robinson, 1991). In order to continue to 

meet these needs, certificate programs must provide appropriate economic benefits to the 

sponsoring organization, individual, and employer. For example, while creating the 

certificate programs students demand, institutions have increased enrollment by drawing 

students to specific areas of study and by sometimes converting students mildly interested 

in a subject into serious majors. For the individual, those with certificates gain greater 

earning power depending on the field of study (Filinson, 1993).  

For the employers, these programs help support and encourage their employees to 

build upon their skills through a structured program. At the end of step two, the benefit of 

the certificate program to potential students, sponsoring organizations, and employers 

should be evaluated. Robinson (1991) suggests, “If you cannot find sufficient benefits for 

all parities, you may drop the idea for the actual certificate program” (p.11).  

Set ground rules. Certificate programs vary considerably in terms of requirement, 

coursework, time frame, administration, and costs. A review of existing certificate 

programs will indicate great variety in requirement and operating guidelines in order to 

help set parameters for certificate programs (Robinson, 1991).  

Outline program budget. Because many certificate programs require less time to 

complete than traditional degree programs, their direct administrative costs, including 

recruitment, counseling, enrollment and records keeping, are somewhat higher than for 

traditional programs (Robinson, 1991). In order to plan for costs, Robinson suggests 
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certain expenses should be examined in order to determine whether a certificate program 

will add fixed operating costs and breakeven. These costs include: (1) upfront 

development; (2) staff costs (profession, consulting, clerical); (3) promotion of staff; (4) 

brochure printing and mailing; (5) advertising; (6) administration/overhead; (7) faculty 

costs; and (8) per person material costs.  

Construct and use advisory committee. A permanent advisory committee is 

composed of faculty and well-known professionals. Although constructing an advisory 

committee may require extra time and effort, the benefits of doing so can strengthen the 

certificate program (Robinson, 1991). There are a few benefits of maintaining an 

advisory committee. First, the committee can brainstorm and come to consensus on what 

is the appropriate scope of the certificate. Second, the advisory committee will be able to 

identify what the course curriculum should be. Last, having their names associated adds 

instant credibility and marketablility to the program (Rops, 2007).  

When constructing the advisory committee, it is important to consider recruiting 

the following persons: (1) representatives from an appropriate professional organization, 

(2) faculty members who have taught and are experts in the particular area, (3) 

government representatives, (4) individuals with the respective job title, (5) potential 

employers, and (6) experienced staff (Bratton, 1991).  

Announce program. Some certificate programs are not openly accepted by the 

public or by practitioners. Yet, many fail not because of design or intent, but because the 

programs are not properly marketed. Marketing begins with a service-oriented attitude 

focused on meeting the needs of certified or potentially certifiable individuals (Gilley, 



 Texas Tech University, Wanching Chang, August 2010 

 

44 

 

1988). Therefore, marketing certificate programs can be defined as the analysis, planning, 

implementation, and control of voluntary exchanges within target markets for the purpose 

of achieving organizational objectives (Gilley, 1988). As Keller (1983) notes: 

Generally, higher education does too much selling and too little marketing. 
In marketing, the effort is a more scholarly one of systematically 
understanding who it is your university is serving, why they come, why they 
don‟t come, and how you might serve your students better and position 
yourself more self-consciously…Marketing is an invaluable tool in helping 
to improve your institution‟s communications with outsiders and establish 
your comparative advantage. (p. 157) 

Program design, price, promotion, and delivery contribute to the marketing mix of 

the certificate program (Gilley, 1988). Gilley further suggests four ways to approach the 

marketing mix. First, consider the quality of the program design. Second, consider 

whether the dollar value reflects the quality intended. Third, focus attention on 

promotional issues, such as advertising, publicity, and direct selling and sales. The last 

approach includes the placement or delivery of the certificate program.  

Monitor, evaluate, retain and revise. One of the formal approaches to quality 

control involves careful evaluation of the certificate program, its outcomes, and its 

political design (Lopos, 1991). Ongoing evaluation can strengthen the credibility of 

certificate programs, including assessment of curriculum content, program standards, and 

employment of graduates. The evaluation process is necessary to determine the extent to 

which the program continues to achieve its original goals and gain additional information 

to facilitate future program and curriculum development (Euster & Reaves, 1995). 

Future of Certificate Programs 

As of today, certificate programs are one of the most popular formats for offering 
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comprehensive credit and noncredit continuing education programs (Lopos, Holt, 

Bohlander, & Wells, 1988). Increasingly, certificate programs will become more popular 

than advanced degree programs because they are shorter in duration, less expensive, and 

immediately applicable. Most of these programs have resulted from an increasing need 

for employees in emerging careers, such as gaming management. Given the increased 

competitive push for continuous improvement and customer satisfaction, the demand for 

certificate programs will continue to grow. Persons trained in specific fields, with 

currently limited employment opportunities, may be able to add completion of a 

certificate program to their resume and become more marketable candidates for the 

positions in demand (Gordon, 1987).   

An increasing number of professional associations will recognize the importance 

of certificate education and will begin to formally approve college and university 

programs. Recognition of certificate programs by official associations can add prestige 

and lead to increased public awareness and acceptance (Smith, 1991). Holts (1991) 

pointed out that the salient factors seem to be associated with recognizing the need to 

respond to changes in the educational geography of an increasingly learning-oriented 

society.  

Certificate programs also serve as a pre-test market for institutions to experiment 

with when developing new program areas before making a greater, long-term 

commitment to the degree program. Ultimately, certificate education will influence the 

establishment of university graduate programs, and graduate programs, in turn, will 

influence the establishment of a certificate program (Smith, 1991). Those students who 
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are eager to earn advanced academic credentials will be attracted to the postgraduate 

program, while those who have already owned regular degree will be interested in 

making a shorter commitment, gaining practical job skills, and having the chance to build 

professional contacts through program association (Cannon et al., 2001).  

Certificate programs represent an excellent opportunity to address the discipline 

and provide professional development for employees and individuals. They also represent 

a quality and cost-effective way for institutions to augment their overall academic 

programs (Smith, 1991).  

Summary 

Certificate programs are defined as programs at accredited colleges or universities 

that constitute a sequence, pattern, or group of courses developed, administered, and 

evaluated by faculty or faculty-approved professionals. Although diverse in content areas, 

certificate programs have certain features in common. The programs focus on areas of 

specialized knowledge or information and contain a number of courses and hours to meet 

the occupational, professional, or personal improvement needs of well-defined audiences. 

In this regard, a gaming management certificate program is defined as a package of 

gaming related courses providing recognition for the completion of coursework outside 

of a regular degree program.  

 Certificate programs offer various benefits to individuals, employers, and 

academic institutions. Examples of such benefits are concentration on specialized 

knowledge or information in a condensed time period, job advancement, low tuition costs, 

greater identification with fellow students, and self-improvement. The completion of a 
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certificate program can lead to greater job performance and career advancement for 

individuals. It also indicates to the employers the employee has acquired competence 

over a body of knowledge, and implies a significant willingness by the employee to 

invest time and money in self-improvement. For academic institutions, developing a 

certificate program can enhance the increasing enrollment rate and marketing of the 

program. Last, components of developing an effective certificate program and a 

suggested paradigm are provided as valuable source of information and ideas for program 

planners to develop a new certificate program.  
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CHAPTER THREE 

METHODOLOGY 

The purpose of the study is to explore the perceptions of how academic 

administrators, certified employees, and casino managers perceive the value of certificate 

programs in gaming management. A better understanding of this phenomenon will allow 

Taiwanese educators to be more informed as they move toward the design and facilitation 

of gaming management certificate programs as part of hospitality education in Taiwan. In 

order to understand this phenomenon, the study addresses four research questions: 

1. How do academic administrators perceive and what do they expect 

from a gaming management certificate program?  

2. What expectations of perceived benefits do certified employees have 

of gaming management certificate programs? 

3. How do casino managers perceive certified employees in terms of 

their professionalism? 

4. Are there any discrepancies between these three groups?  

This chapter presents the research design and the specific procedures used in 

conducting the study, including: (1) rationale for qualitative research design; (2) context 

of the study; (3) the research participants; (4) research design overview; (5) data 

collection; (6) data analysis; (7) ethical considerations; (8) issues of trustworthiness; and 

(9) limitations of the study. 

Rationale for Qualitative Research Design 

The research problem and purpose ought to determine the research approach 
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Bloomberg and Volpe (2008) state, “Qualitative research is suited to promoting a deep 

understanding of a social setting or activity as viewed from the perspective of the 

research participants” (p. 8). This approach attempts to make sense of or interpret the 

phenomena in terms of the meanings people bring to them (Denzin & Lincoln, 2000).  

The purpose of this study is to explore the perceptions of how academic administrators, 

certified employees, and casino managers perceive the benefits of certificate programs in 

gaming management. Given the purpose of this study and the nature of qualitative 

research, a qualitative research design was determined to best fit the research questions. 

Denzin and Lincoln (1994) point out the meaning of performing a qualitative 

study by stating: 

The word qualitative implies an emphasis on process and meanings that are 
not rigorously examined, or measured, in terms of quantity, amount, 
intensity, or frequency. Qualitative researchers stress the socially 
constructed nature of reality, the intimate relationship between the 
researcher and what is studied, and the situational constraints that shape 
inquiry. They seek answers to questions that stress how social experience is 
created and given meaning. (p. 4) 

Further, Merriam (1988) identifies some assumptions that undergird qualitative 

research. She described these assumptions as follows: 

Qualitative research assumes that there are multiple realities-that the world 
is not an objective thing out there but a function of personal interaction and 
perception. It is a highly subjective phenomenon in need of interpreting 
rather than measuring. Beliefs rather than facts form the basis of perception. 
Research is exploratory, inductive, and emphasizes processes rather than 
ends. In this paradigm, there are no predetermined hypotheses, no 
treatments, and no restrictions on the end product. One does not manipulate 
the variables or administer a treatment. What one does is observe, intuit, 
sense what is occurring in a natural setting-hence the term naturalistic 
inquiry. (p. 17)  

Qualitative methods provide the opportunity for gathering more personal and 
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flexible data (Brunt, 1997). Participants can discuss issues important to them, rather than 

responding to closed questions, and they can also clarify ambiguities or confusion over 

concepts. Kruger (2003) suggests one may have a better understanding of a community 

member‟s situation by reading a descriptive passage rather than by just looking at 

demographic statistics. Thus, qualitative methods of data collection and analysis 

appropriately allow the researcher to reach an in-depth understanding of the participants‟ 

perceptions toward establishing a gaming management certificate program in Taiwan.  

The research design employed in-depth interviews of selected academic 

administrators, certified employees, and casino managers. A cross-group perspective was 

chosen to analyze and interpret the data collected in this study, in hopes that looking at 

the phenomena from both academic and industry sides would generate a deeper 

understanding and explanation for the perceived benefits of a gaming management 

certificate program. Enhancing the depth and richness of the collected data helps fully 

describe a phenomenon not only from the researcher‟s perspective, but from the reader‟s 

perspective as well (Hoepfl, 1997).  

Also considered in this holistic view of the participants‟ perceptions is a detailed 

description of their educational background, administrative tasks, and their working 

environments. The specific settings and situations in which background information was 

collected can provide clues to the rationale used in order to form an interpretation of the 

participants‟ perceptions. 

Phenomenological Study. Within the framework of a qualitative approach, this 

study is most suited for a phenomenology design. The purpose of phenomenological 
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research is to investigate the meanings of the lived experience of people in order to 

identify the core essence of human experience as described by research (Berg, 2004; 

Bloomberg & Volpe, 2008; Bratlinger et al., 2005; Gay & Airasian, 2003). As Smith and 

Osborn (2003) indicate:  

The phenomenological design involves detailed examination of the 
participant‟s life world; it attempts to explore personal experience and is 
concerned with an individual‟s personal perception or account of an object 
or event, as opposed to an attempt to produce an objective statement of the 
object or event itself. (p.51)  

Merleau-Ponty (1962) suggests that an important concept to understand in 

phenomenological research is the role of perception. Phenomenology recognizes meaning, 

value and reality are applied to an experience through perceptions and modified during 

analysis. In this process, the researchers attempt to “bracket” out their preconceptions 

regarding the phenomenon of interest prior to conducting the study. Boyd (1993) states 

that a phenomenological study presents readers with evidence of the world as it is lived, 

not as it is thought.  

 The focus of this study synthesizes the holistic perceptions from three categories 

of participants in order to make suggestions for curriculum planning and address 

competencies needed by future gaming industry professionals. Therefore, 

phenomenology design is an appropriate approach for answering the research questions 

in this study.  

Context of the Study 

This study was conducted in Taiwan and Macau. Macau was chosen as an 

additional study site due to its similar culture and close proximity to Taiwan. Interviews 
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were conducted with academic administrators in Taiwan, and with casino managers and 

certified employees in Macau. Contextual information introducing gaming education into 

Taiwan‟s hospitality programs and the legalization of the gaming industry in Macau is 

provided in order to better understand the setting of the study.  

Current Casino Development in Taiwan. 

The idea of developing casinos into Taiwan was first introduced in the early 1980s 

when legislators began reviewing a draft of the Isolated Islands Construction Act (Tsai, 

2009). The goal was to develop casinos on offshore islands as a way of boosting local 

economies. Over the past 10 years, various casino proposals have been developed, but 

they were all shot down, following heated debates and allegations of vested interests.  

In January of 2009, an amendment was finally passed by the legislature that lifted 

a ban on gambling and allows casinos to be built within integrated resorts on Taiwan‟s 

outlying islands (Tsai, 2009). Before the amendment could be adopted, a local 

referendum was requested in order to attract more than half of all eligible voters in 

support of a proposed casino plan.  

Surprisingly, the result of the referendum turned out 56.44 % of the total valid 

votes were cast against the proposition, while 43.56 % were cast in its favor (“Penghu 

nixes casino, ” 2009). The result of the referendum implied the residents of Penghu are 

not in favor of a casino opening its doors on their island.  

Although the result of the referendum indicated Penghu will not open casinos in 

the near future, other off-shore islands, such as Kinman and Green Island, have shown a 

strong interest in developing a gaming industry in order to boost their economy. 
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Therefore, it is still optimistic to expect a high demand in the labor market within the 

Asia gaming industry. Taiwan‟s neighboring country, Singapore, issued a casino license 

to neighboring Malaysia's Genting group in 2010. This allowed the company to add 

gaming to its Marina Bay Sands and Resorts World at Sentosa. This integrated resort 

boosted Singapore‟s labor market by creating over 25,000 casino-related jobs 

(“Singapore Integrated Resort,” 2009). According to a Singaporean newspaper, Strait 

Times (2010), the recruitment of card dealers for Singapore casinos was underway in 

Taiwan. News about job openings was reported prominently in the Taiwan media.  

The Legalization of the Gaming Industry in Macau. 

Macau is strategically located on the Pearl River Delta on the southeastern coast 

of Mainland China (Figure 3.1). Macau, who has had a long association with Portugal, 

has played a vital role as the cultural and economic platform linking China and the 

Portuguese speaking countries with a total population of 200 million people (So, 2005).  

  

http://iplextra.indiatimes.com/topic/Malaysia
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Figure 3.1. Map of casinos in Macau. Adopted from thecotaicasinos.com/macau/.  

The first casino monopoly concession was granted to the Tai Heng Company in 

1937 (“Economy of Macau,” n.d.). A concession is an administrative contract, not an 

open-ended authorization (Godinho, 2006). After a period of time (e.g., 20 years), the 

concession had expired, and the government was free to start all over again on different 

terms. Thus, in 1962, the monopoly granted to the Tai Heng Company expired. A young 

Stanley Ho took over the industry after winning a public tender and founded the 

Sociedade de Turismo e Diversoes de Macau (STDM, translated as Macau Travel and 

http://thecotaicasinos.com/macau/
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Amusement Company Limited). Since then, western games like roulette, baccarat, 

blackjack, and craps had been introduced into Macau‟s casinos. The goal of STDM was 

to develop tourism and entertainment in order to achieve a new prosperity for Macau; its 

significance to Macau and its economy is without question (McCartney, 2005).  

The gaming industry in Macau was liberalized in 2002. Three gaming licenses 

were granted to Galaxy-Las Vegas Sands, Wynn Resorts and Sociedade de Jogos de 

Macau S.A. (SJM, renamed from STDM) respectively (Koo, 2006). In addition, although 

three concessions were initially awarded, The Venetian became an additional 

sub-concession of Galaxy Casino‟s license and created four competing companies 

(McCartney, 2005). Subsequently, Galaxy and Venetian split, and the government 

awarded a sub-concession to Venetian. Since then, three concessions and three 

sub-concessions had been granted as illustrated in Figure 3.2.  

 

 

Figure 3.2. Gaming Concessions and Sub-Concessions in Macau. 
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Currently, Macau has 28 casinos, The Sands is the first U.S. owned casino in 

Macau, which is operated by Steve Wynn. MGM Grand Macau announced its grand 

opening on December 18th, 2008 and became Macau‟s 28th casino. More exciting projects 

are developing along the Cotai Strip, and as of 2009, the number of existing casinos was 

double in the city (Gros, 2009). 

The Research Participants 

Purposive sampling was used in this study to recruit participants. Merriam (1988) 

describes purposive sampling as “based on the assumption that one wants to discover, 

understand, gain insight; therefore one needs to select a sample from which one can learn 

the most” (p. 48). With a purposive non-random sample, the number of people 

interviewed is less important than the criteria used to select the participants (Merriam, 

1988). The logic of purposive sampling lies in selecting information-rich cases, with the 

objective of yielding insight and understanding of the phenomenon under investigation 

(Bloomberg & Volpe, 2008). In this study, three groups were chosen to represent 

academic and industry perspectives. The participants were selected based on criteria 

regarding their experience and professional qualifications. 

When developing a sample of academic administrators, the researcher first sought 

to locate them at a variety of universities. Approximately 20 universities in Taiwan offer 

Hospitality, Tourism, and Leisure Management programs; however, not many of these 

universities included gaming related courses in their curriculum. Those targeted in this 

study were only those universities that offer gaming--related classes as elective courses in 

their respective programs. In order to gain access to this group, the researcher collected 
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information from each university‟s website. The information collected afforded the 

researcher names and contact numbers of potential academic administrators.  

This study also used snowball sampling, participants were asked to refer other 

potential participants whom they knew to be qualified and able to sufficiently answer the 

questions. Snowballing is a method used to expand the sample by asking one informant 

or participant to recommend others for interviewing (Babbie, 1995; Crabtree & Miller, 

1992). The researcher initially used her personal network to seek the participants. Her 

undergraduate major was in Hospitality and Tourism at Providence University, Taichung, 

Taiwan. The department dean was one of her old acquaintances and was the first 

participant selected for this study. The first participant also acted as an informant during 

the participant‟s searching process. The informant knew the inside scoop and could point 

the researcher to other people who have valuable information (Benjamin & William, 

1999). In this study, the dean played a role as an informant during the discovery process 

and was able to point the researcher to the next prospective participants.  

 The first participant employed his own personal network and referred four 

prospective academic administrators to the researcher. He even enthusiastically made 

calls to those participants and introduced the researcher to them. Three out of four agreed 

to participate in the study. One academic administrator rejected to participate due to a 

tight schedule. Once the participating academic administrators were identified as meeting 

the specific criteria, an introductory email addressing the purpose of the study was sent to 

him/her via email. The letter served as an introduction of the researcher and emphasized 

the significance of the study. The nature and purpose of the study described in the 
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abstract were provided along with the introductory letter as well.  

Certain criteria were used in order to determine the fit of the participants for the 

study prior to recruitment. The criteria for selecting the proper academic administrators 

included: 1) those academic administrators who have taught in Hospitality, Tourism and 

Leisure Management related programs for more than five years; 2) those academic 

administrators who have held their present position for at least two years; and 3) those 

academic administrators who are key decision makers in the curriculum planning for their 

programs.  

When selecting certified employees for participation, the main source was from 

the gaming management certificate program at the University of Macau. The researcher 

contacted the administrator to request a list of graduates who have enrolled in the 

program within the past three years (Appendix A). The administrator acted as a 

“gatekeeper” by recommending graduates who are currently employed by casinos in 

Macau. Gatekeepers are people or groups who are in positions to grant or deny access to 

a research setting (Hagan, 2006). In other words, the gatekeeper is the person who can 

help the researcher gain access to the people he/she wishes to study. The criteria for 

selecting certified employees includes: 1) those employees who have been awarded with 

a gaming management certificate within the past three years; and 2) those certified 

employees who have held their present position in the casino for at least one year. 

The administrator of the gaming management certificate program at the 

University of Macau recommended the researcher access its official website to gain each 

graduate‟s contact information. During the spring semester of 2009, the researcher sent an 
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introductory email addressing the purpose of study to all graduates along with a request 

for a response via email indicating their willingness to participate in the study. After two 

weeks of waiting for responses, only 6 out of 50 (12%) were willing to share their 

experiences with the researcher. Once the researcher received the response from the 

graduate, interviews were arranged by email and telephone several weeks before the 

researcher‟s scheduled visit to Macau.  

Although appointments were made in advance of the researcher‟s trip, it was 

sometimes difficult to find an appropriate schedule for both the researcher and participant. 

The researcher‟s visit to Macau was also limited to only three days because of travel costs. 

Of the six graduates recruited, one individual didn‟t meet the criteria. One graduate was 

not currently working in the casino after attaining a diploma from University of Macau. 

Two of the graduates decided not to participate in the study due to schedule constrains.  

Casino managers were recruited by sending an email addressing the purpose of 

the study to each casino human resource manager. However, the researcher received very 

few responses back from the casino managers. None of these individuals was willing to 

attend the interview. The reason most managers gave for declining was due to their 

concern about industry confidentiality or conflict with company policy. Although the 

researcher sent a second request email emphasizing the academic purpose of the study 

and assuring that all participants would remain anonymous and be protected in this study, 

casino managers still refused to participate in the interview.    

The researcher sought a secondary source for recruiting casino managers. While 

interviewing certified employees, the researcher requested the individual refer and 
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introduce their supervisors at the conclusion of the interview. Ultimately, two managers 

agreed to set up an interview with the researcher. All managers met with the specific 

criteria which require managers must have more than three years of experience in 

management. 

Boyd (2001) suggests 2 to 10 participants, or research subjects, as sufficient to 

reach saturation. Creswell (1998) also recommends “long interviews with up to 10 people” 

(p. 65) for a phenomenological study. In this regard, four academic administrators, three 

certified employees, and three casino managers were initially composed to represent a 

manageable size of 10 participants. It turned out 9 out of 10 participants were recruited in 

this study. The purpose of collecting data from three categories of participants is a form 

of triangulation. The use of data triangulation can contrast and validate the data if it 

yields similar findings (Arksey & Knight, 1999; Bloor, 1997; Holloway, 1997). The 

sample frame is as illustrated in Table 3.1.  
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Table 3.1 

Table of Sampling Framework 

Participants Selection procedures Selection criteria Number of 
participants 

Academic 
administrators  

Located universities with gaming related 
courses in Hospitality and Tourism 
related programs.  

Contacted a Dean of the department who 
was already known by the researcher 

Requested participants to refer the next 
administrators who met the selection 
criteria. 

Those academic administrators who 
have taught in Hospitality and Tourism 
related programs for more than five 
years.  

Those academic administrators who 
have held their present position for at 
least two year. 

Those academic administrators who 
were the key decision makers in 
curriculum planning for their program. 

4 

Certified 
employees 

Contacted the University of Macau in 
order to request a list of gaming 
management certificate program 
graduates.  

Requested a gatekeeper to refer graduates 
who worked in casinos after completion 
of the program.  

Those certified employees who had 
been awarded a gaming management 
certificate within the past three years;  

Those certified employees who had 
held their present position in the casino 
for at least one year. 

3 

Casino 
managers 

Contacted the human resource department 
in Macau casinos 

Had been working in the position of 
manager for more than 3 years 

3 
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Research Design Overview 

Several data collection methods are commonly used in qualitative research. In this 

particular study, in-depth interviews and critical incident were employed to collect deep 

and rich information from the perceptions of the participants. Before proceeding with the 

in-depth interviews, the researcher conducted a thorough search and read quantitative 

literature in order to acquire a full understanding of the topic.  

Three elements of literature were identified: 1) gaming education in Asia; 2) the 

benefits of certificate programs; and 3) the components of an effective certificate 

program. The focus of the review was to gain a better understanding of what prompts the 

need of certificate programs in gaming management, the requirements and components of 

an effective certificate program, and the expected outcomes participants have regarding 

these certificate programs. A comprehensive review of the literature allowed the 

researcher to gain a better understanding of the basic idea of research design, refine the 

research questions, and develop the instrument (Bloomberg & Vople, 2008). The 

following list summarizes the steps used to carry out the research: 

1. A comprehensive review of the literature was conducted to study the 

contributions of other researchers in the broad areas of gaming education and 

certificate programs.  

2. In-depth interviews were conducted with nine participants.  

3. Critical incident techniques were provided to certified employees and casino 

managers at the end of each interview.  

4. Interview data responses were synthesized and analyzed within and between 

groups of interviewees.  
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Figure 3.3. Flowchart of Research Design. 
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Data Collection 

Qualitative researchers typically implement four methods for gathering 

information including participation in the setting, direct observation, in-depth 

interviewing, and analyzing documents and material culture (Marshall & Rossman, 1999). 

In-depth interviews and critical incident methods were used in order to reveal how 

academic administrators, certified employees, and casino managers perceive the benefits 

of gaming management certificate programs. 

In-depth Interviews. 

In-depth interviews are one of the main methods of data collection used in 

qualitative research. These interviews are often employed as an effective tool in order to 

understand an individual‟s experience and to suggest useful explanations or 

interpretations in order to collect qualitative data (Krathwohl, 1997). Kvale (1996) 

defined interviews as an attempt to understand the world from the subject‟s point of view, 

to unfold the meaning of the subjects‟ experiences, and to uncover their lived world prior 

to scientific explanations. The use of in-depth interviews allows researchers to become 

engaged in the details and specifics of the data, and therefore get close to an individual‟s 

perspective (Kayrooz & Trevitt, 2005). Van Maanen (1983) notes, “The interview may be 

used as a means for exploring and gathering experiential narrative material that may 

serve as a resource for developing a richer and deeper understanding of a human 

phenomenon” (p. 66).  

An in-depth interview is an open-ended, discovery-oriented method well suited 
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for describing both program processes and outcomes from the perspective of the target 

audience (Guion, 2006). Therefore, employing the method of in-depth interviews is an 

appropriate inquiry in this study because it elicits the perceptions of the benefits of 

gaming management certificate programs from three categories of participants. 

Conducting in-depth interviews with several different categories of people as part of a 

single study is a common part of this research method. This often involves a separate 

question guide for each category. In this study, the researcher conducted semi-structured 

interviews with academic administrators, certified employees and casino managers by 

utilizing different question sets. Table 3.2 provided a list of in-depth interviews questions 

and probes.  

While constructing the interview questions, some concerns were taken into 

consideration. Because interviews were conducted in Chinese, the questions were worded 

in terms familiar to the participants (Appendix B). University professors, one from China 

and one from Malaysia, reviewed each question to ensure they accurately addressed the 

research questions. Moreover, the questions were designed and worded differently in 

order to create three separate question sets for the three groups of participants. These 

three sets of questions eventually formed the triangulation from participants‟ responses.   

Interviews were conducted in a convenient location easily accessed by the 

participants, and in a location where the participants believed their confidentiality was 

completely protected. In conducting semi-structured interviews, the researcher asked key 

questions in the same way each time and did some probing to encourage the participants 

to elaborate further. If the participant‟s response was brief or unclear, probing questions 
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were used to encourage them to elaborate on their answer and explain why or how. 

Explanation were sought to uncover participants‟ views and feelings.  

The average length of interviews was one hour, and the total time of recorded 

interviews was approximately 11.3 hours. A few interviews were concluded in 

approximately 45 minutes, while others were 60-75 minutes in length. The interviews 

with participant C and D lasted for almost two hours including a tour of their gaming 

virtual room and a teaching demonstration of a gaming class. The researcher believes 

sufficient time was allowed for data collection in each of the interviews and transcriptions 

of the nine interviews totaled 93 doubles spaced pages.  

Critical Incident. 

The critical incident technique was used in order to corroborate interview data and 

to allow the uncovering of perceptions, which might not have been revealed through the 

interviews. The critical incident technique is a data collection method first formulated by 

Flanagan (1954). This technique is very useful because qualitative methodology 

emphasizes process and is based on a descriptive and inductive approach to data 

collection (Bogdan & Biklen, 1998).  

A common attribute of the critical incident technique is its ability to elicit aspects 

of best and worst practices (Byrne, 2001). The critical incident technique is an excellent 

approach for engaging participants in the reflective process and for capturing the rich 

detail of the experience, which can be a potent supplement to support the benefits of 

certificate programs. In other words, the returned critical incidents serve as a “validity 
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check” in some aspects of the data uncovered in the interviews (Byrne, 2001). 

In this study, the critical incident instrument was employed when interviewing 

certified employees and casino managers who represent the perspectives of the industry; 

however, it is inappropriate to employ the critical incident technique when interviewing 

academic administrator participants. Because administrators, as curriculum designers, 

may not Because administrators, as curriculum designers, may not have direct work 

experience in relation to casinos or the ability to provide applicable incidents properly, 

illustrating the benefits of a certificate program, the researcher chose not to employ this 

technique during these interviews. Therefore, to better understand the perspectives from 

the industry side, the use of the critical incident technique can be most beneficial when 

interviewees are able to describe specific, recent experiences or incidents related to the 

topic of the investigation (Bryne, 2001).  

Participants were specifically asked to briefly describe the incident, indicating 

what they learned, how they viewed their learning experience while completing the 

certificate program, and the proram‟s influence on how they handled special situations 

within their working environment. Casino managers were asked to provide specific and 

most recent incidents in order to illustrate a higher level of work performance among 

certified employees versus those who are not certified employees.  
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Table 3.2  

A List of In-Depth Interviews Questions and Probes 

RQ1: How do academic administrators perceive and what do they expect from a gaming 

management certificate program? 

 Question set #1 

Academic 

administrators 

1. How do you think a gaming management certificate program 

can benefit your students with their career advancement?  

2. What are the advantages of establishing the gaming 

management certificate program? 

3. What are the challenges you might face when establishing the 

gaming management certificate program?  

4. What courses will be included in your gaming management 

certificate program?  

RQ2: What expectations of perceived benefits do certified employees have of gaming 

management certificate programs? 

 Question set #2 

Certified 

Employees 

1. What was your initial reason for enrolling in the gaming 

management certificate program? 

2. When did you get the gaming management certificate?  

3. What were the useful and not so useful courses you took in 

your gaming management certificate program?  
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4. Upon the completion of the gaming management certificate 

program, do you feel you‟ve learned all that you want? 

5. Do you think this certificate somehow accentuates your 

predominance within your casino career? 

6. Can you suggest what change a gaming management 

certificate program could make in order to improve the 

curriculum?  

7. Please recall one particular occasion while working in the 

casino, where you felt having the gaming management 

certificate helped you handle the situation?  

RQ3: How do casino managers perceive certified gaming management employees in 

terms of their professionalism? 

 Question set #3 

Casino 

managers 

1. When you recruit employees, do you consider the gaming 

management certificate as a necessary prerequisite?  

2. Do you expect a certified employee to have a greater level of 

performance than a non-certified employee?  

3. What do you think are the gaming management certificate 

programs needed to carry out basic training for your 

employees? 

4. What kind of courses or what necessary skills should be 
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taught in gaming management certificate programs? 

5. Please recall one particular occasion that you felt the 

certified employees had better performance than non-certified 

employees.  

Note. Research questions in Italic represent the critical incident questions 

At the final stage, the research focused on interpreting what the researcher heard, 

as well as a search for clarity and a deeper understanding from the participants‟ responses. 

The plan for collecting data is presented in Appendix C.  

Procedure of interviews.  

Prior to conducting and recording the interview with participants, the researcher 

started with introducing both herself and the study. The researcher explained she was a 

doctoral student collecting data for her dissertation, which helped greatly to establish 

rapport with the participant. After a short warm greeting, the researcher further explained 

the informed consent form (Appendix D) to each participant and obtained his/her consent. 

The consent form notified the participant of the overall purpose of the interview and the 

main features of the research design, as well as any possible risks and benefits from their 

participation in the study (Moustakeas, 1994). Informed consent further involves 

obtaining the voluntary participation of the participant, with his or her right to withdraw 

from the study at any time (Yow, 1994). Each participant took about five minutes to read 

through the consent form. Permission to conduct the study was officially signed by each 

participant. 
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The researcher further requested the participant‟s permission for using a digital 

recorder during the interview session; this allowed the researcher to concentrate on the 

topic and the dynamics of the interview. The recording equipment was set up prior to 

conducting each interview. In addition to recording each session, the researcher wrote 

field notes and summaries of both process and content. Because the human mind tends to 

forget quickly, field notes by the researcher are crucial in qualitative research in order to 

retain the data gathered (Lofland & Lofland, 1999). These notes and summaries were 

used as a reminder in order to help the researcher synthesize and codify the data (Glaser 

& Strauss, 1967).  

Each interview was administered in the participant‟s native language of Mandarin 

in order to capture, articulate, and expanded responses. The official languages in Macau 

are Portuguese and Chinese. Cantonese is naturally the dominant speaking Chinese 

dialect, but Mandarin is also widely spoken. All participants were fluent in speaking 

Mandarin with some Cantonese influence.  

The researcher used an interview guide with probes (Appendix B) to explore the 

participants‟ perceptions toward the benefits of gaming management certificate programs. 

An interview guide is a list of questions and probing follow-ups, guiding the researcher 

through the interview (Guion, 2006). The guide developed by the researcher and further 

refined by her advisor. It was field tested in conjunction with the pilot interviews. During 

the interview, the researcher wrote down field notes of what she observed and heard 

outside the immediate context of the interview. Field notes were used to fill in the gaps in 

audio production when certain portions were not easily interpreted. It was also a place 
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where the researcher jotted down ideas, reflections, hunches, and notes about emerging 

patterns (Glesne & Peshkin, 1992). 

Demographic information was collected by asking each participant to complete a 

personal information sheet (Appendix E) at the conclusion of the interview. The 

information was then arrayed on a matrix by illustrating participants by pseudonym on 

the vertical axis and the demographic data points (age, gender, education, and number of 

years in current position, etc.) on the horizontal axis. The demographic matrix was 

presented to describe the research participants and was used to further explain the 

cross-case analysis. 

Pilot Interviews. 

As Erlandson et al. (1996) state, “The key to getting rich data from dialogue is in 

asking good interview questions and in careful listening and recording” (p. 88). For the 

purpose of developing and refining a proper primary interview question for the 

participants, pilot interviews were conducted with two program coordinators who 

currently teach in hospitality education in Taiwan. Concerning the validation of the study, 

the research questions must be carefully worded in order to obtain pertinent information 

(Patton, 1980). Words used should make sense to the participants and reflect the 

participants‟ worldview while improving the quality of data obtained during the interview. 

In the pilot study, two program coordinators were asked the same questions by using the 

interview guide in order to discover whether they understand each term used in the 

question and the meaning of the question, so that they can further express their common 
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opinions according to the interview questions used in the study.  

Pilot interviews help explore ways of asking various questions and the level of 

probing required to gain deeper descriptions from participants (Kvale, 2007). The overall 

purpose of the pilot interview is to explore the language used in the interview guide, 

revise any ambiguities within the guide, to practice interview skills, and to receive 

suggestions to augment the quality of future interviews. The results of the pilot interviews 

did call for minor revisions, and these were incorporated into the final interview guide.  

Data Analysis  

Qualitative data are usually voluminous, messy, unwieldy and discursive (Miles, 

1979). The process of data analysis is to make sense of large amounts of data, reduce the 

volume of information, identify significant patterns, and construct a framework for 

communicating the essence of what the data revealed, given the purpose of the study 

(Bloomberg & Volpe, 2007). Marshall and Rossman (1999) note that data analysis 

consists of six phases: (1) organizing the data; (2) generating categories, themes, and 

patterns; (3) coding the data; (4) testing the emergent understandings; (5) searching for 

alternative explanations; and (6) writing the report.  

To begin organizing the data, the researcher listened repeatedly to the audio 

recordings and transformed each into verbatim transcripts of interviews. Holloway (1997) 

and Hycner (1999) recommend the researcher listen repeatedly to the audio recording of 

each interview to become familiar with the words of the interviewee in order to develop a 

holistic sense. During the reading process, the researcher generally cleans up what seems 
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overwhelming and unmanageable (Pearsol, 1985). The researcher wrote each potential 

theme on a post-it note, as these can be sorted and resorted until the researcher feels she 

has a workable structure. This is an early stage to ensure there is conceptual clarity within 

the framework. Careful attention to how data are being reduced is necessary throughout 

the research endeavor (Patton, 1990). Transcribing the interviews from an oral to a 

written mode structures the interview conversations in a form amenable to closer analysis, 

and is in itself an initial analysis (Repley, 2007).  

After a thorough review of the range and depth of the data, the researcher yielded 

a long list of what appeared to be the most important themes and concepts within the data. 

Data summary charts were used to help compile what participants stated about each of 

the categories within the conceptual framework, as well as record how many of the 

participants‟ responses fell under the same categories. These tables are an essential 

precursor to interpretation where the researcher will need to look closely at 

cross-sectional analysis (Bloomberg & Volpe, 2007). 

The researcher also drafted memos as she read through the data. These memos 

served as guides for further exploration of categories in the field, as the basis of the 

coding scheme and as an interpretation outline tool. As Strauss (1987) explaine, memos 

can trigger thinking processes and are the written version of an internal dialogue 

developing throughout the research.  

The term coding refers to a process of capturing dimensions or content which has 

already been more precisely defined and labeled (Ritchie, Spencer, & O‟Connor, 2003). 

As the researcher reads through the data set, the number of codes revealed will evolve 
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and grow as more topics or themes become apparent (Graham, 2005). Coding the data 

allowed themes to emerge (Taylor & Bogdan, 1984). Coding of interview transcriptions 

in this study took place in two stages: using pre-determined categories, based on the 

review of the literature, and using categories that emerged while coding the data. Some of 

relevant themes and category labels the researcher expected to gain from this study were 

“professional knowledge,” “career advancement, and “time or money efficiency.” These 

analytic categories arose from studying the literature, links to the research questions, or 

even directly from interview questions (Berg, 2007).  
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Figure 3.4. The idea of analyzing data. 
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Once all categories and themes were developed and coding was well under way, 

the researcher began the process of testing emergent understandings. Part of this phase is 

to evaluate the data for usefulness and centrality. The researcher should determine how 

useful the data is in illuminating the questions being explored and in what way the data is 

central to the story unfolding about the social phenomenon (Marshall & Rossman, 1999). 

Marshall and Rossman (1999) further suggest that the researcher should search for other, 

plausible explanations for these data and the linkages among them. This provides 

substantial evidence for those assertions, builds a logical interrelationship among them, 

and presents a summation of how the assertions relate to previous and future research.    

The final phase of data analysis involves reporting and presenting qualitative data 

and provides an opportunity for further judgments to be made about the data. The data are 

assembled into a coherent structure to convey the research evidence to the target 

audiences (White, Woodfield, & Ritchie, 2003). Based on data analysis and synthesis, the 

researcher considered the broader implications of the research. She formulated several 

conclusions and developed practical recommendations at the end of the study.  

In order to obtain inter-rater reliability, the researcher requested two colleagues to 

read one of the interview transcripts and test the codes. Discrepancies resulted from the 

peer review but were reconciled. Both colleagues confirmed the researcher‟s 

designations.  

Another concern in conducting this plan was a language barrier. In this study, all 

interviews were conducted in Mandarin so that the participants were able to express 

freely and deeply without language barriers. The transcripts of all participants were 
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translated from Chinese to English. Due to the limited translation capabilities between 

English and Mandarin, translational misunderstandings may occur. Even though the 

researcher can understand the underlying meanings of the transcripts, she may not be able 

to summarize them into themes and insights in English. To overcome the language barrier, 

the researcher hired a biliterate to communicate the understanding of transcripts with her 

and to confirm the translation. The biliterate was also another person to help synthesize 

and codify the data. Justification for another researcher to analyze the data also helps 

minimize researcher‟s bias (Clarke, 1999; Mayes & Pope, 1995).  

Ethical Consideration 

Ethical issues relating to the protection of the participants are a vital concern in 

any research study (Berg, 2004; Marshall & Rossman, 2006; Schram, 2003). The central 

issue with respect to protecting participants is the way in which the information is treated. 

In addition, confidentiality was maintained by changing participants‟ names to 

pseudonyms in order to protect their identity. These pseudonyms were used in all written 

reports. Only the researcher is able to access each participant‟s personal information. This 

information remains in a locked cabinet and will be destroyed two years after completion 

of the data analysis.  

Issues of Trustworthiness 

The aim of trustworthiness in a qualitative inquiry is to prove the inquiry‟s 

findings are “worth paying attention to” (Lincoln & Guba, 1985, p.290), which depends 

on the extent to which the findings truly reflect the essence of a phenomenon experienced 
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by informants (Baker et al., 1992). A researcher, when establishing trustworthiness, must 

consider incorporating several activities to increase the credibility, transferability, 

dependability, and conformability of a study (Lincoln & Guba, 1985).  

Credibility is an evaluation of whether or not the research findings represent a 

credible, conceptual interpretation of the data drawn from the participants‟ original data 

(Lincoln & Guba, 1985). In other words, it refers to whether the participants‟ perceptions 

match up with the researcher‟s portrayal of them (Bloomberg & Volpe, 2008). In this 

study, the researcher applied multiple data collection methods, member checking, and 

debriefing to enhance trustworthiness. 

Multiple Data Collection Methods. 

Triangulation of data collection methods lends credibility to a study (Bloomberg 

& Volpe, 2008). Brantlinger, et al. (2005) defined triangulation as the “research for 

convergence of, or consistency among, evidence from multiple and varied data sources” 

(p. 201). The in-depth interviews are the primary data resource for this study; however, 

three different categories of participants (academic administrators, certified employees, 

and casino managers) were interviewed to enhance trustworthiness. The researcher‟s 

intention is to generate three layers of data from each category of participant. This 

technique provides a rich, multi-layered, and more credible data set than one group of 

participants would have generated. In addition, the critical incidents technique was 

employed in the in-depth interviews and served as a “validity check” for certain aspects 

of the data uncovered in the interviews.  
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Furthermore, the researcher obtained data through different methods. In addition 

to the recorded and transcribed copes of interviews, the researcher documented her 

observation in writing during and after every interview. The researcher also obtained data 

from participants through the use of a personal information sheet, which inquired about 

potential contextual factors, including gender, age, education, and years in the current 

position. Several types of data were analyzed by comparison and contrast performed at 

various levels in order to check for emerging themes. Overall, the triangulation procedure 

helped the researcher better explore, understand and report participants‟ perceptions 

towards the benefits of gaming management certificate programs.  

Member checking. 

“Member checking” is one of the methods contributing to the trustworthiness of 

the data. The reviewers will use member checking strategies by summarizing, clarifying, 

and requesting verification of information provided during the interviews, and by asking 

for additional clarification during the analysis (Magnuson et al., 2000). In the process of 

member checking, each participant was requested to review a summary of the data 

analysis procedure and a summary of the final results of the inquiry. They were able to 

answer or offer additional comments on whether or not they believed the data was 

interpreted in a manner congruent with their perceptions.  

Debriefing. 

A second verification procedure involves asking a colleague to examine the 

research design of the study. According to Lincoln and Guba (1985), debriefing refers to: 
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Debriefing is a process of researcher allowing themselves to be questioned 
for the purpose of keeping the inquirers “honest,” test working hypotheses, 
develop and test new steps in methodological design, and clear the mind of 
any emotions and feelings that may be interfering with good judgment. (p. 
308)  

During the process of research design, the researcher engaged in numerous 

conversations with her dissertation chair and committee members when planning, 

implementing, coding, analyzing, and reporting the study. Their guidance and insights 

were extremely helpful as they provided the researcher with clarity and direction.  

Transferability. Transferability requires a researcher to provide a clear description 

of the time and context in which the findings were embedded so potential appliers can 

make possible transferability judgments on their part (Lincoln & Guba, 1985). In this 

study, the findings can provide several general benefits of certificate programs. The 

findings of this study may not be applicable to all certificate programs in other fields; 

however, from the level of detail the researcher provides, one is able to take certain 

aspects of the benefits attained from the certificate programs and apply them to other 

contexts and situations. In addition, by way of substantial, rich description, as well as 

detailed information regarding the context and background of the study, it is anticipated 

the knowledge obtained could be assessed for its applicability and applied appropriately 

in other contexts.  

Limitations of the Study 

This study contains certain limiting conditions. Because analysis ultimately relied 

on the thought and choices of the researcher, one of the key limitations of this study is the 
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issue of subjectivity and potential bias regarding the researcher‟s own perceptions.  

The study sites may affect the findings of this study as well. The results of this 

study need to be interpreted within the unique socio-cultural, geographic, and academic 

contexts of the participants. The differences between Taiwan and Macau exist not only in 

socio-cultural perspectives, but also in the development of casinos. The level of 

expectation among participants may need to be considered between the countries without 

casinos and the countries with casinos. Taiwan‟s academic administrators may hold 

higher expectations than the individuals who live in a developed gaming city.  

Summary 

In summary, this chapter provided a detailed description of the research 

methodology utilized within this study. A qualitative design was employed to illustrate 

the phenomenon of how three categories of participants perceived the value of a gaming 

management certificate program. The participant sample was made up of 10 purposefully 

selected individuals. The methods of in-depth interviews and critical incident were 

adopted to collect data. The data was reviewed against literature and emergent themes, 

and trustworthiness was accounted for through various strategies, including source and 

method triangulation.  

 A review of the literature was conducted in order to devise a conceptual 

framework for the design and analysis of the study. Data analysis identified the key 

themes from the findings. Through a comparison with three categories of participants, 

interpretations and conclusions were drawn, and recommendations were offered for both 
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educational practice and further research. The intent of the study was to make a 

contribution to the development and creation of gaming management certificate programs, 

with regard to their benefit to educational and industry perspectives, with the hope that 

this study can be of value to those Taiwanese educators who are responsible for planning 

gaming management certificate programs.  
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CHAPTER IV 

PRESENTATION AND ANALYSIS OF DATA 

The booming and rapidly growing gaming industry in Asia and Pacific regions 

has created a serious shortage of properly trained management employees. Academic 

units have responded to this demand by offering highly specialized courses in certificate 

programs in order to satisfy the enormous need for certified gaming professionals in the 

near future. Therefore, the purpose of this study is to examine the prospect of providing 

comprehensive gaming management certificate programs, which would be embedded in 

the hospitality education system in Taiwan. The study provides valuable information 

from the field to those who are responsible for making decisions regarding the scope and 

content of a gaming management certificate program that will more appropriately meet 

the needs of students and the employers in the gaming industry.  

This section of the study includes two parts. The first part illustrates an overview 

of the study, including the purpose of the study, the research questions, and the various 

processes used by the researcher to select participants and gather data. The second part of 

the study reveals the background of the participants and includes the methods used to 

code the data. A detailed description of the themes that emerged from the data is provided 

along with a summary of these findings.  

Overview of the study 

A qualitative research design was utilized in this study to illustrate the 

phenomenon of three categories of participants and their perception of the value of a 
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gaming management certificate program. A series of in-depth interviews were conducted 

with casino hotel employees and managers in Macau, China and with hospitality 

management program administrators in Taiwan. A cross-group perspective was used to 

analyze and interpret the data collected in this study in hopes that the combination of 

academic and industry perspectives would generate a deeper understanding of an 

explanation for the perceived benefits of a gaming management certificate program. In 

addition, the purpose of collecting data from three categories of participants was to 

develop a form of triangulation. A critical incident technique was also employed to serve 

as a secondary data source in order to corroborate interviews and to uncover underlying 

perceptions, which might not have been revealed through the interviews.  

Purposive and snowball sampling were used in this study to recruit participants. 

The participants were selected based on criteria regarding their experience and 

professional qualifications. The criteria for selecting the proper academic administrators 

included 1) those academic administrators who had taught in Hospitality, Tourism and 

Leisure Management related programs for more than five years; 2) those academic 

administrators who had held their present position for at least two years; and 3) those 

academic administrators who were key decision makers in the curriculum planning for 

their programs.  

When selecting certified employees for participation, the main resource used for 

recruitment was the gaming management certificate program at the University of Macau. 

The researcher contacted the administrator to request a list of graduates enrolled in the 

program. Only 6 out of 50 (12%) were willing to participate in this study.  
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The process of recruiting casino managers was full of twists and turns. All 

managers declined to participate in the interview; this was mainly due to their concern 

about industry confidentiality or conflict with company policy. The researcher had no 

choice but to search for a secondary way of recruiting participants. While interviewing 

certified employees, the researcher requested that each individual refer and introduce 

their supervisors at the conclusion of the interview. Through this request, two managers 

agreed to participate in the study. The two managers had both been working as a manager 

for at least 3 years (Table 4.1).  

Interviews were conducted in a convenient location that was easily accessed by 

the participants and where they believed their confidentiality was completely protected. 

The average length of each interview was one hour. Among these interviews, two 

academic participants arranged visits for the researcher to their virtual casino classrooms. 

One certified employee introduced his working environment to the researcher. The 

resulting data were analyzed word-by-word with an open coded system that allows a 

specific focus in the abyss of data. Data were coded into categories and then compared to 

themes in previous research and new themes that emerged from the transcripts (Glaser, 

1969).  

Coding of interview transcripts in this study took place in two stages. First, all 

transcripts were thoroughly read and organized into three levels of themes: thematic 

categories, themes, and sub-themes, with thematic categories at the broadest level. 

Various sub-themes were organized under the most appropriate broader themes. Second, 

relevant quotes across all interview transcripts were included in order to more accurately 
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convey participants‟ perspectives.  

The remainder of this chapter presents an analysis of data from the three 

categories of participants. The data is presented according to the subsidiary questions 

stated in Chapter I, including: 

1. How do academic administrators perceive and what do they expect from a 

gaming management certificate program? 

2. What expectations of perceived benefits do certified employees have of 

gaming management certificate programs? 

3. How do casino managers perceive certified gaming management employees 

in terms of their professionalism? 

4. Are there any discrepancies between these three groups?  

Each participant was given a pseudonym in order to assure anonymity and 

confidentiality.  

Academic administrator participants. 

Four academic administrators served as participants in this study. Each participant 

was male and ranged in age from 31 to 55 years at the time of the interviews. As 

illustrated in Table 4.1, the participants had somewhat varied backgrounds in their 

education. Years of teaching experience ranged from 6 to 21 years. Three of the 

participants were currently chairs of their department. The fourth participant was the 

professor of the Finance Department in a National university. Years in current position 

ranged from 2 to 4 years. Presented below are brief profiles for each category of 
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participant with the relevant contextual and background information. 

Table 4.1 

Academic Administrator Participants’ Demographic Information 

Pseudonym/The 
participant 

Luke Willy Stanley Herman 

Gender Male Male Male Male 

Age 51-55 46-50 36-40 31-35 

Education Ph.D in 
Economics 

Ph.D in 
Technology 
Application 
and Human 
Resource 
Management 

Ph.D in 
Engineering, 
Graduate 
Institute of 
Environmental 
Engineering, 

Ph.D in 
Business 
Administration 

Years of 
teaching 

21 years 18 years 8 years 6 years 

Current position Professor of 
Graduate 
Institute of 
Finance 

Associate 
Professor & 
Chairman of 
the 
Department 
of Tourism 

Associate 
Professor & 
Chairman of 
the Department 
of Leisure, 
Recreation & 
Tourism 

Assistant 
Professor & 
Chairman of 
the Department 
of Leisure 
Recreation & 
Travel 
Management 

Years in the 
current position 

4 years 4 years 3 years 2 years 

Research 
interests 

Gaming 
industry 
analysis 

Strategic 
Management 

Managerial 
Economics. 

Food and 
Beverage 
Management 

Human 
Resource 
Management 

Recreation 
Resources 
Planning and 
Management 

Environmental 
Impact 
Assessment of 
Tourism and 
Leisure 
Policies 

Gaming 
Management 

Travel 
Management 

Tourism 
Geographic 
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Luke. Luke, Professor of the Graduate Institute of Finance and Director of the 

Center of the Study of Lottery and Commercial Gaming, has been engaged in gaming 

research since the start of his teaching career in business management in 1988. He 

established the first institute for the Study of Gambling and Commercial Gaming, 

officially titled the “Taiwan Lottery and Gaming Research Center.” Regarding the center, 

he said: “our goal is to gather experts from different academic fields to contribute to the 

research on the gaming business and to help better train industry professionals.” 

Luke is one of the promoters behind the Taiwan gaming industry. He is dedicated 

to the incorporation of gaming-related courses into Taiwan‟s higher educational system 

and to the design of the curriculum in modules. Luke believes the curriculum should 

focus on introducing casino games and communication skills, including Gaming 

Psychology, Casino Operation, and Casino English.  

Willy. Willy has been in the position of Chairman for four years. Among the 

participants, he is the only one who holds both undergraduate and graduate degrees in 

Hospitality Management. Willy has been teaching courses in the Department of 

Hospitality and Tourism for 18 years. The researcher was one of his students in a 

“Restaurant Management” class while she was an undergraduate student. Willy 

specializes in franchised stores and human resources. The university where Willy teaches 

is a four-year university, rather than a vocational university. He mentioned the difference 

between a two-year vocational university and a normal four-year university at the 

beginning of the interview:  

Unlike any vocational university, the curriculum design in a normal 
four-year university must follow a set of standards. As a chairman, we don‟t 
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have much flexibility to innovate our curriculum…. These issues are all 
about funding and accreditation.  

Outside his teaching career, he serves as a consultant for many restaurants and 

hotels in Taiwan, due to his rich experiences and specialties. Willy has a very broad 

network within Taiwan‟s hospitality industry. He works in cooperation with the industry 

and professionals in order to help undergraduate students obtain internship opportunities.  

Stanley. Stanley got his PhD degree in Environmental Engineering. Most of his 

research interests are related to industrial ecology within the tourism and leisure sector 

and environmental impact assessments on tourism. When the researcher conducted the 

interview with Stanley, he was currently in his third year of being the Chairman of the 

Department of Leisure, Recreation & Tourism. He said,  

Actually, I am a new, young faculty to this university. When the previous 
chairman asked me to take over the position, she committed me to a mission 
of incorporating gaming courses into our program. That was a tough 
challenge for me. I didn‟t have any clue where to start it, especially since 
my educational background has no relevance to the gaming industry. I 
started from zero. I looked into many gaming programs in the U.S as my 
reference resources of embedding gaming courses in our existing 
curriculum….so far we‟ve achieved 80% of the mission.  

He further stated: “By embedding the comprehensive gaming courses in the 

existing curriculum, we hope it can make our department unique among those Recreation 

and Leisure related majors.”  

Herman. Among the participants, Herman is the only one who has ever worked 

within an actual casino. He was a dealer in a Philippino casino while he studied abroad. 

Herman possesses gaming skill certifications, which were issued by the Technical 

Education and Skills Development Authority (TESDA) in the Philippines. Herman not 
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only completed the casino dealer training program, but also completed the Casino 

Management Certificate Programs I and II in 2005. He stated: 

Whoever completes these three modules of programs can be an official 
instructor and teach gaming courses nationally in the Philippines. In our 
department, three faculty members already hold this certificate. I can 
proudly claim that our faculty has had a very good training in casino skills. 
Even for our students, there were six students who have passed the national 
exams and hold gaming skill certifications.  

Herman emphasized that his contributions, based upon his practical experience 

gained from working in casinos, could make a significant impact on the design of the new 

gaming curriculum for the department.  

Certified employee and casino manager participants. 

Three certified employees and two casino managers were recruited in this study. 

Among the three certified employee participants, two were female and one was male. 

Their ages ranged from 31 to 50 years at the time of the interviews (Table 4.2). The 

participants had varied professional backgrounds. Two of the participants had over 10 

years of working experience within casinos. The third participant started working as a 

dealer three years ago after working as a travel agent for some time. Regarding their 

education, two of the certified employees had received their college degree, and only one 

of the participants had only a high school degree. The current position, for each 

participant at the time of their interview was “Floor Supervisor,” with each working at a 

different casino.  
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Table 4.2 

Certified Employee and Casino Manager Participants’ Demographic Information 

Pseudonym/
The 
participant 

Joseph Rita Becky Kevin Annie 

Gender Male Female Female Male Female 

Age 31-35 46-50 36-40 61-65 31-35 

Education College and 
above 

College and 
above High school Ph.D. College and 

above 
Years of 
working in 
casinos 

14 years 3 years 23 years 7 years 3 years 

Current 
Position 

Floor 
Supervisor 

Floor 
Supervisor 

Floor 
Supervisor President Training 

specialist 

For the casino managers, one male and female were interviewed in this study. As 

explained in Chapter three, most managers declined to be interviewed due to their 

concern about industry confidentiality or conflict with company policy. One participant, 

who has a PhD and is dedicated to the training programs within the Macau gaming 

industry shared his experiences with the researcher. He had been in the current position 

for 7 years. The female participant, whose age range is between 31 to 35 years old, was in 

charge of the training department in a casino. She had six years of experience working in 

a casino. Again, each participant was given a pseudonym in order to assure anonymity 

and confidentiality.  

Joseph. Joseph is originally from Malaysia. At the time of the interview, he had 

been living in Macau for the purpose of work since 2004. His entire family has remained 

in Macau with him. After a short greeting by the researcher, he showed a strong interest 
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in casino development in Taiwan. Joseph told the researcher he is possibly planning to 

work in other Asian countries, such as Taiwan or Singapore, where new casinos open 

their doors in 2010. He said:  

With the financial crisis caused by Roman Brother Co. in 2008, the Macau 
casinos started to layoff the foreign employment in order to save labor costs. 
I am Malaysian. I am sure that my name will be on the layoff list soon. As I 
know, the Macau government wants to implement this policy to assure the 
unemployment rate remains low as compared to other countries.  

Joseph has been working in Macau casinos for 14 years. He started as a dealer, 

but at the time of the interview, he was a floor supervisor in a five-star casino hotel. 

Joseph has developed many strong relationships within the Macau casinos. On the way to 

the interview location, there was a coffee shop in another casino-hotel, and the researcher 

noticed he nodded to many acquaintances while walking through the gaming area. He 

explained, “Macau is so small. You easily meet someone you know in any casino. There 

are some of my previous colleagues working in this hotel.” 

Rita. Rita is from Gongdong, China. Her age ranges from 46-50 years old. Among 

the three participants, Rita had the least amount of working experience within casinos. At 

the time of the interview, it was her third year working at this particular casino. Before 

Rita started at this casino, she was a travel agent. Rita was not satisfied with the salary as 

a travel agent. She told the researcher how she started her dealer career. Rita said: 

One day, a friend of mine introduced me to a casino hotel as a part-time job, 
because at that time I needed the money. I was a travel agent. My job was to 
pick up the phone and book the ticket for the customers. How boring! After 
I did my work at the casino, I realized this is the job I like. WOW! Every 
day was full of excitement…. It is very different from what I was doing as a 
travel agent. Also, the most important thing to me, I can get a higher pay, 
and I can play with customers. This job is FUN!!! I think. [She laughed].  
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Rita was a conversationalist. She didn‟t stop talking and had a smile on her face 

during the entire interview. She freely expressed her thoughts by speaking fluent Chinese 

to the researcher.  

Becky. Becky is a local resident living in Macau. Her age ranges from 36-40 years 

old. Becky started working in casinos when she graduated from high school. She has 23 

years of working experience. Becky‟s native languages are Cantonese and Portuguese, 

and she spoke Mandarin with a heavy Cantonese accent. Some phrases seemed to be hard 

for her to understand. Therefore, each interview question was explained by the researcher 

in Mandarin in order to assure the participant‟s complete understanding of the interview 

questions. The researcher also double-confirmed Becky‟s responses with her in order to 

assure the testimonies were interpreted correctly.  

Kevin. Kevin, 61-65 years of age, has 30 years of experience in education with 7 

years of experience in administration. He has been an administrative manager since 

2003.Kevin currently focuses on exploring new issues and challenges within Macau 

gaming research, hoping to enhance the Macau gaming industry's economic development. 

Kevin now serves as the President of the Macau Quality Management Association. 

During the interview, Kevin was very direct while answering the questions. He did not 

provide an extensive elaboration; rather, he went right to the point, and made it clear that 

he was ready to move on to the next question. The interview took place during his office 

hour; yet the researcher sensed the busy lifestyle of a president and felt stressed while 

conducting this interview.  

Annie. Annie, 31-35 years of age, serves as a training specialist for a five-star 
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casino hotel. She has 8 years of experience in casinos, with 3 years of that experience in 

administration. Annie conducts and supervises the training program for their employees. 

She said,  

My job is to plan and conduct training programs for our employees. All our 
new employees are required to take orientation sessions before they are put 
in their positions. Most of the employees have pre-employment training 
either at GTRC (Gaming Teaching and Research Center) conducted by 
Macau Polytechnic Institute or at other training organizations; we still 
arrange on-the-job training on the regular time schedule for our employees 
with different emphases and requirements. As you know, in the rapid pace 
of the casinos in Macau, we need to update our employees‟ knowledge and 
skills right away.  

Analysis of Data 

In this section, thematic categories, themes, and sub-themes are presented based 

on the participants‟ descriptions. Some themes stand alone while others have various 

relevant sub-themes organized under them. Appendix F provides a detailed outline of 

each of thematic categories, themes, and sub-themes that emerged from the data.  

The study focuses on exploring the perceptions of how academic administrators, 

certified employees, and casino managers perceive the value of certificate programs in 

gaming management. Therefore, the research design employes several in-depth 

interviews of selected academic administrators, certified employees, and casino managers. 

A cross-group perspective was chosen to analyze and interpret the data collected in this 

study, in hopes that looking at the phenomena from both academic and industry sides 

would generate a deeper understanding and explanation for the perceived benefits of a 

gaming management certificate program. Given this nature, three thematic categories 

were developed; they are educators’ preparations; certified employees’ reflections; and 



 Texas Tech University, Wanching Chang, August 2010 

 

96 

 

managers’ perspectives. 

Thematic Category I: Educators’ Preparations  

This category mainly reports the academic administrator participants‟ perspectives 

regarding the development of a new gaming management certificate program. The 

interview questions were designed to explore what anticipated benefits and challenges 

participants might encounter, and how the curriculum would be developed in future 

program in order to correspond with industry needs.  

Theme I-I: Anticipated benefits.  

All participants believed developing a gaming management certificate program 

can be beneficial to both students and the department. The four sub-themes that emerged 

were to acquire additional job skills; increase competitive advantage; increase enrollment 

rate; and make the department distinguishing. 

Acquire additional job skills. When discussing the student‟s advantage of taking 

this program, Stanley at the Department of Leisure, Recreation & Tourism, responded: 

We found that some students who took the gaming courses last semester, 
majoring in Hotel Management, realized that most casino hotels combine 
lodging and casinos. Also, some students majoring in Travel Management 
are interested in gaming courses because they have the need to understand 
the gaming industry as their supplemental specialty in case there may be 
some members of an escorted tour interested in asking something about the 
casinos. Therefore, they motivated themselves to take gaming management 
as elective courses to strengthen their specialty outside their field. So as far 
as our students who major in the Leisure, Recreation and Tourism are 
concerned, they want to master this body of knowledge in gaming 
management, then supplement it with their knowledge of Hotel management 
or how to be an escort….Before, I have to admit our curriculum covers all 
subjects relating to leisure and recreation, too many subjects for our students 
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to learn without any focus, however, after adding gaming courses, the 
curriculum distinguishes our students by enhancing their predominance 
specialty in gaming management.   

Increase competitive advantage. Participants believe students will be afforded far 

more advantages throughout their future career as a result of having a distinguished 

specialty over anyone else. Stanley described “this is a way to increase students‟ 

competitive advantages in the future,” at the conclusion of this interview question. 

Another participant, Luke, also emphasized increased advantages as one of the 

anticipated benefits for completing the program. He stated: 

Based on our training program, I can guarantee that our students will attain 
a basic understanding of the development of the gaming industry, gaming 
regulation, and gaming strategies after taking the courses. This will be a 
firm foundation for them as they compete with other people.  

Some participants agreed the students are able to better distinguish themselves 

after taking gaming courses over those who do not. Luke shared, “Of course, compared to 

those who didn‟t take the gaming courses, our students will have more competitive 

advantages, or you can call it a [first mover advantage].” Willy, in a similar vein, 

responded, “at least, they know something about the gaming industry,” while he further 

expressed one contrasted viewpoint regarding this question: 

Since now there are more and more universities or colleges that have 
followed the wave to include gaming courses in their programs. If we want 
to survive and distinguish ourselves, why not encourage students to take 
casino-related courses instead of “traditional” gaming courses, you know 
what I mean…. If you want to be distinguished from other people, you need 
to know how to make yourself different. In the gaming industry, there are 
many industry-related professions needed to run the casino business. Our 
students can be an event planner, a show manager, or be a technician to 
maintain slot machines, etc.; this is how I define the “distinguishing ability” 
for our students to increase their competitive advantages in the gaming 
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industry.    

In this regard, several participants reported the ultimate goal of their department 

was to help students attain a gaming management certificate in an accredited program. 

Herman shared his experience in cooperation with an accredited gaming training program 

in the Philippines, as he stated: 

TESDA is one of the accredited gaming training programs in the Philippines. 
Our department has signed a memorandum of understanding (MOU) with 
this program. We expect we will become officially-cooperated in the near 
future….although many schools claimed that they can issue gaming 
certificates to students. However, those certificates are not accredited by any 
international organizations. The certificates issued by TESDA are accredited 
nationally. If you have this certificate, you can get a job even in Las Vegas.  

While Herman mentioned this, he showed his own gaming certificate in Baccarat, 

Poker, and Blackjack to the researcher. He further described: 

So far, we have six students who passed the exam and attained the gaming 
management certificates issued by TESDA. Our department tries to arrange 
an internship for them to work at casinos in the Philippines. If they do it 
well, I believe they will have a bright future in the gaming industry. 

For the department, the anticipated benefits emerged were increased enrollment 

rate; and make the department distinguishing.  

Increased enrollment rate. All participants regarded the increased rate of 

enrollment as the first anticipated benefit brought on by the development of the gaming 

management certificate program. Herman agreed that the increased enrollment rate is the 

priority benefit by stating “when we hosted a briefing on student enrollment, many high 

school students were attracted by our table games. They showed a strong interest in our 

major when they see our game demonstration.” Stanley also noted, “ We found that many 
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students choose our department as their major because they see there are some gaming 

courses included in our program. This is obviously increasing our enrollment rate.”  

Willy shared his experience in recruiting new students: 

Well, as you know, there are less and less students we can recruit because of 
the low birth rate. Even our department with its long history and good 
reputation, we still need to compete with other universities to recruit more 
students so that our university can survive. By developing the gaming 
courses, we can increase our competitive advantage in recruiting new 
students.  

Make the department distinguishing. Several participants mentioned that they 

need to make their department distinguished so that they could compete with other 

universities. Stanley stated: 

There are so many Leisure Management Departments in Taiwan, although 
each has a slight difference in how you name it, such as Leisure 
management, Leisure and Recreation, or Leisure and Tourism, etc. Actually, 
we don‟t have much difference in our curriculums. Given this nature, adding 
gaming courses to our curriculum not only makes the program more 
comprehensive, but it also makes sure our department can be distinguished 
from other universities.  

Luke emphasized the philosophy of the “first mover advantage”, as he mentioned 

previously: 

We are the first academic institution to establish the Gaming Research 
Center; we are also the first institution to include gaming courses in our 
EMBA program. As I said, this is called [first mover advantage]. We also 
have ambition to be a pioneer institution for establishing the first official 
training program in Taiwan, and we will go for it. 

He further elaborated, “Everyone now recognizes our university has many 

connections with the gaming-related issues. When they think of studying the gaming 

courses or training program, they will first come to us.” 
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Theme I-II: Challenges and difficulties. 

Several participants described the concerns and critical issues they faced in the 

transaction of embedding new gaming courses into existing programs. The lack of 

teaching resources is due to the fact that gaming management is an emerging subject 

being introduced into Taiwan. When discussing the challenges and difficulties of 

developing a certificate program, the five sub-themes that emerged were lack of qualified 

faculty members; no clear guideline to be followed while designing curriculum; 

insufficient industry backup; limited access to gaming equipment, and misunderstanding 

of the term “gaming” in Taiwan‟s society. 

Lack of qualified faculty members. All participants agreed the lack of qualified 

faculty members was the first concern and most difficult problem to be solved. In this 

instance, a qualified faculty member is referred to as someone who has studied, in depth, 

the field of gaming management or who has practical experience within the gaming 

industry. Wiley responded:  

Even we can overcome the difficulty in coordinating our program, but then 
comes the most difficult part; it is the qualification of faculty members. This 
is the most difficult part…really. The most difficult problem is finding 
faculty members who are qualified. Not just any faculty member can teach 
gaming courses. You cannot say, "I went to gamble in Las Vegas or Macau 
several times, so I can teach you how to play blackjack and how to play slot 
machines. Therefore, faculty is the most difficult part. 

Herman complained about working with faculty members who do not have any 

relevant knowledge in gaming management which makes his work complicated: 

I am the only faculty member who has ever worked in the casinos. When I 
developed the curriculum, those faculty members would always question me 
and ask why we need to offer this kind of course, why not that kind of 
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course....honestly, I can tell they are just asking for the courses to be linked 
with their own professional background. 

In the same vein, Luke was more explicit in describing his problem when seeking 

qualified faculty: 

Faculty is the most difficult problem to be solved when establishing a new 
program. We can easily open a gaming course in any semester. However, 
who is going to teach this? None of our faculty is an individual with years of 
operational and consulting experience in the gaming industry. Most of our 
faculty‟s background includes concentrations or majors in other subjects, 
such as economics or financing. For these faculty members, we cannot just 
have them read some textbooks in gaming management, and then teach 
students what the books taught. We cannot do that. As an educator, we are 
responsible for the students‟ learning…. What we can do at the current stage 
is to assist them, and encourage them to get familiar with this new 
knowledge, then apply it to their profession in the gaming industry.  

The same situation happened to Stanley. He reflected the difficulties he 

confronted as he reformed the curriculum for the department: 

I took away 18 old credits and added 18 credits of gaming courses into our 
curriculum. The major difficulty we faced was that the current faculty 
members were strongly against the reformation of the curriculum because 
they were afraid there would be no courses for them to teach. They felt their 
academic background had no relevance without any gaming knowledge. 
They don‟t really know anything about casinos. Especially in Taiwan, you 
know, it‟s hard to find qualified faculty members who have years of 
working experience in the gaming industry. Therefore, we tried to convince 
current faculty to adopt new knowledge or develop a second specialty in 
gaming management. We even offered them short-term continuing 
education opportunities offered by Las Vegas' private training organization. 
Now we can see most of our faculty has showed a strong interest in this area, 
which is a good thing….but of course, the best way to solve this problem is 
more qualified faculty need to be hired. For those newly hired faculty, they 
can teach not only gaming theory, but they also have good experience in 
working at the casinos.   

No clear guideline to be followed while designing the curriculum. Due to the fact 

that gaming management is a an emerging subject and is just being introduced into 
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Taiwan‟s higher educational system, more and more universities are embedding gaming 

courses into existing programs as a way to catch on to the gaming trend. Although there 

is not much difference shown in the lists of courses, there is no clear guideline or 

principle to be followed while designing curriculum among those universities. Three 

participants proclaimed the ultimate of curriculum designation was to cultivate manager 

level employees. They also placed importance on management theory, instead of practical 

skills. On the contrary, one participant contended that students should work from the 

grass roots. Herman stated, “Any kind of job should start from the grass roots. If you 

want to be a successful manager, you need to be familiar with all the job descriptions at 

entry level.” By looking at Herman‟s course list, there were more practical courses 

offered over any other universities, 12 out of 44 are operational credits. Ultimately, the 

goal of his program was to help students acquire the international casino dealer 

certificate.  

Another problem arising from curriculum design is whether the curriculum is 

applicable to Taiwan‟s hospitality education. Stanley explained how he initiated the 

curriculum designation: 

At the very beginning of curriculum design, I surfed on the internet to look 
for many U.S universities that have gaming management programs to use as 
our reference resources because the universities in the United States have 
been matured in developing such a program. 

Because of Taiwan‟s immaturity in this area, some participants pointed out the 

potential problem of trying to design curriculums based on other universities. Willy 

described this as follow:  



 Texas Tech University, Wanching Chang, August 2010 

 

103 

 

Many universities don‟t recognize they are not at the mature stage to 
introduce a new program; they just blindly want to catch up to the trend. No 
formal regulation to be followed results in a confusion of gaming 
curriculum. For example, some universities regard Casino Marketing as 
advanced and elective courses; some regard this course as the entry level 
and required course. There is no systematic way to design gaming 
curriculum. Besides, the one who is responsible for designing the 
curriculum, someone like me, is not really a professional in this area. We 
can‟t just blindly imitate the gaming program at UNLV without any 
adjustments. Is it really fit to Taiwan‟s hospitality education? I don‟t think 
so….Therefore, my choice is to enrich my content of gaming courses; what 
I try to do is deepen and broaden my course content. My other idea is to 
develop our curriculum which centers on the additive professions of the 
gaming industry, such as slot machine programmers and the maintenance 
man for slot machines, or show manager. You know what I mean, right.... 
You see, show business is a very important part of the casino. Doing so, it 
could increase the uniqueness and competitive advantage of our department.  

Insufficient industry backup. It is well documented that internships can be 

beneficial for all three stakeholders. For the educator, the internship can strengthen links 

within the industry. This can establish long-term working relationships between the 

industry and the institution by optimizing employment opportunities for future graduates 

(Bell & Schmidt, 1996; Walo, 1999). For students, internships provide the opportunity to 

practice what they have learned in the classroom, gain a greater understanding of the 

industry‟s requirements, test career choices and develop important hands-on workplace 

skills (Barron, 1999; Barron & Maxwell, 1993; Casado, 1991; Emenheiser, Clayton, & 

Tas, 1997; Petrillose & Montgomery, 1998). Luke highlighted the importance of work 

experience in developing graduates‟ skills and competencies: “Students will need a 

job-related experience on their resumes, especially in the gaming industry; it will give 

them an advantage over someone who has only classroom training.” However, 

cooperative internship opportunities are limited by the absence of developed gaming 
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environments in Taiwan. Available internship opportunities can only be provided by 

neighboring countries, such as Macau, Singapore, and the Philippines. Most participants 

agreed the difficulty lies within the cooperation with the industry and being able to 

produce the proper funding in order for these internship positions to be available to their 

graduates. Herman stated:  

The goal of our program is to assist the student in finding a job in the casino. 
You know, now Taiwan has no casinos, so what we can do is reach out to 
foreign casino employers in Asian countries, but it is hard. As you know, 
the bulk amount of betting money is dealt with in casino games. It is not 
really something easily practiced. Not any employers would take this risk.  

He further reported that his department has signed a memorandum of 

understanding (MOU) with Korean and Philippino casinos. Stanley discussed what he 

had encountered while seeking internship opportunities for students: 

Our school has internship system. Students are required to take some 
practicum courses outside of school. The practicum is counted into our 
graduation credits. Before, students would choose to complete their 
internship in Taiwan. Starting from around 5 or 6 years ago, students tend to 
choose to go abroad. Annually, one fifth of the students choose to go to 
other countries. Plus, a new casino in Singapore will be open next year. 
Thus, I believe in the future, it will bring in thousands of jobs for our 
graduates. Before the opening of the casinos, we will contact with them 
striving for good practicum opportunities for our students. In the future, we 
hope to include Canada. As for the U.S., it is more difficult, other than the 
visa issue, they also have many graduates seeking for such job openings…. 
On the other hand, we do need the industry to voluntarily show their strong 
intentions to provide our students internship opportunities and provide a 
good learning environment with all gaming equipment. The internship they 
offer is better with a little compensation to our students. You know, students 
need living expenses studying abroad. So the ideal time for the program will 
be three months to one year. 

Limited access to gaming equipment. In addition to the difficulties faced when in 

search for qualified faculty members, mentioned by some participants, there is always 
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another difficulty. It is hard to obtain gaming equipment in Taiwan because Taiwan 

doesn‟t have a legal casino playground yet; thus, companies do not currently offer such 

equipment. Another reason is because the gaming equipment has to be matched with 

international standards, and thus, to import them from abroad would be the only way to 

go. Stanley described: 

Equipment becomes a major hindrance for courses like these in Taiwan. As 
it is not manufactured in Taiwan, and there is no such industry category 
under Taiwan‟s law, and naturally no rules from the Ministry of the 
Economics in regard to such stuff. So it becomes difficult when trying to set 
up professional classrooms. To seek assistance from abroad becomes the 
only good way.  

Herman stated how they introduced such equipment from abroad: 

Gaming tables need to be imported. The parts are imported and are 
assembled in Taiwan. I used to work in casinos so I could tell the staff here 
about the international standards for such equipment. Even a visiting team is 
sent to casinos in the Philippines to bring back some things that fit to 
international standards so that we are able to make them. Currently, poker 
equipment comes from abroad and gets assembled here in Taiwan. But other 
bigger items, the whole set comes from abroad. As long as you get enough 
founding, it‟s not difficult to solve such problems….So this is more of a 
money issue than others. Our board supports the project, so money is not an 
issue. For other universities, they might need to seek sponsorship from the 
Ministry of Education. For us, a private university, as long as the board is 
willing to invest, it will not be difficult to get the needed equipment.  

Misunderstanding of the term “gaming” in Taiwan’s society. Talking about the 

difficulties of developing such a program, some participants raised another interesting 

idea. They believed another hindrance to such curriculum comes from the misconception 

in Taiwan society toward the term “gambling.” Due to the translation of such a term, 

“gambling” carries negative connotation in Taiwan, producing a common misconception. 

In Willy‟s opinion, he believes gaming, in fact, is more recreational than gambling. Willy 
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added that because most students were not well informed on such topics, they then 

naturally regarded gaming as something negative. Herman‟s students believed gambling 

would involve cheating issues:  

Most students asked me whether casinos cheat. Most of them thought of 
cheating in casinos. I often tell them no cheating is really involved. To win a 
prize or not in the casino is an issue of chances. Each game has its winning 
probability as long as the dealer follows the gaming rules. Sometimes, the 
dealers would lose too; however, as long as they obey the rules, that losing 
will not influence their salary. Besides, they can definitely win back the 
losing money after a longer period of time. 

Besides, the question of “Who would go to casinos?” Herman recounted a 

question asked by one of his students:  

When students asked me about this question, I would answer that those who 
go to casinos are rich people. While serving these people, students are 
required to have ambition and professional knowledge to know that it is 
legal, and they work in international casino-hotels. Also, casino etiquettes 
are important.  

Stanley mentioned that the need to emphasize such notion stems from the 

misconception toward gambling in Taiwan. Most of them just need to be educated in 

order to clarify what the casino really is. 

My students are interested in gaming courses by the course titles; however, 
they raised their own questions. First, gaming carries negative meaning in 
Taiwanese society. Since they have never visited foreign countries, such 
misconception is understandable. However, through explanation, they 
gradually know that casinos are combined with hotels, shows and shopping 
in countries abroad. Therefore, before developing such courses, I spent a lot 
of time introducing such an industry to students. Some students did not 
understand the differences between “gambling” and “gaming” at the 
beginning. While they thought this was gambling, their parents would object 
to the idea and did not want them to learn such things. So in the beginning 
of such courses, we focus on letting students understand the casino as part 
of the tourism industry, and they are just employers of a company serving 
visitors, and they are not ones who would do tricks to cheat over visitors‟ 
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money. Thus, there is no morality issue involved in such jobs.  

Last, Stanley gave an example of what he would say to those students:   

First, we need to get students to understand this is a general issue, which 
will occur in every matter in every economic development in a society. This 
has something to do with an individual, not with the casino industry in 
particular. To run a casino is the same as the lottery industry in Taiwan. 
Professionalism of how to be good salespeople of lottery is necessary to 
learn. The work includes decoration of the shops, services provided to the 
customers or other added values. So students are being trained as future 
employers of such an industry. Gradually, that‟s what they will think of 

themselves. As long as they provide good services, their company will be 
rejoiced over their job well done. Then, they understand that such 
psychological preparation is needed before taking such courses. That‟s why 

we give such training in the beginning of the course. We regard such 
understanding as especially important in Taiwan.  

To sum up, qualified faculty members, curriculum design, gaming equipment for 

teaching purposes, and misconceptions of what word “gaming” are the issues faced when 

first developing such a program. Each participant attempte to overcome such difficulties. 

In the future, they anticipated an increase in the number of comprehensive courses 

introduced in the program.  

Theme I-III: Future planning. 

Improvements in curriculum design. Concerning the future planning of the 

program, most participants pointed out several deficiencies of the gaming curriculum. 

They believed some courses should be included in the program in order to make it 

comprehensive. Luke contended “basic” courses should be offered before strengthening 

the students‟ knowledge in the applied theories of management: 

I believe casino industry analysis, casino laws, casino marketing, casino 
English, casino psychology, and some basic hospitality and tourism courses 
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should be key courses included in such a program. And if there is more 
room, then finance management, human resource management-the five 
divisions in management theory are essential as well because gaming is a 
developing industry, which will require all levels of managerial knowledge.  

Willy also believed that other than the core courses, an emphasis should be placed 

upon the importance of morality courses. He explained: 

Professionalism in such an industry, which includes recreation, gaming 
machines, food court, etc. is certainly needed; however, morality courses are 
essential, too. A place like this is more likely to invite people to cheat, steal 
tips, and to commit suicide, etc. So not only are morality courses important 
for the employees, the employers need such courses even more. While a 
player is dead drunk, the server should assist him/her to play less. And for 
the casino owner, if he does not have a good conscience, he could do 
something with the program to change the probability. So in my opinion, for 
those who are involved in such an industry, a morality course is extremely 
essential. 

Stanley believed the entire course design needed revision. He also suggested the 

Taiwan academic institutions can learn from gaming management programs abroad. They 

have a longer history in this industry after all.  

The truth is there is room for improvement in our program related to this at 
the current phase. After all, this program was designed within only two 
years and with little to learn from in Taiwan. So it‟s still under 

experimentation. Gradually, we hope to learn from other prestigious 
universities abroad to develop this program to suit academic expectation as 
well as the goal of our university, which is to combine learning with 
industry and practical knowledge.  

Herman hoped to enhance curriculum in practical experiences.  

Our design is quite complete, but if there is something to improve on, that 
will probably be casino marketing and casino service. Most universities will 
put these two courses under the management module. But personally, I think 
marketing should be added into such a program and again, casino etiquette. 
Because I emphasize practical courses, these may be the courses to be 
improved in the future. 



 Texas Tech University, Wanching Chang, August 2010 

 

109 

 

Thematic Category II: Certified Employees’ Reflections 

This category identifies the certified employees‟ perspectives after completing a 

gaming certificate program. The interview questions were designed to explore what 

they‟ve learned after completing the courses and how they evaluated the courses and 

program. Further, some suggestions were provided to help improve the program.  

These three participants were currently working as floor supervisors at different 

Macau casinos. They were the first graduates of the gaming management certificate 

program hosted by the University of Macau. After completing the program, they were 

awarded their certificates in October of 2008. They shared their experiences throughout 

the gaming program with the researcher.  

Theme II-I: Initial motivations of enrolling in this program.  

The researcher asked the participants what first motivated them to participate in this 

program, Both Rita and Becky expressed similar motivations for attending the program: 

they both wanted to advance their gaming knowledge and skills. The third participant, 

Joseph, was required to complete the program through the referral of his company. 

Joseph noted, “My company signed me up for this program, not myself.” Rita also 

decided to receive a gaming management certificate because she wanted to improve her 

job performance by increasing her knowledge of gaming and improving her skills in a 

short amount of time. Rita described how she started working in a casino:  

In the beginning, I worked for a travel agent. I was in charge of 
communicating with mass media, such as television and advertisement. At 
the same time, Macau casinos had many job openings and were recruiting 
new people to work in their casinos. Meanwhile, the Macau government 
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gave its full support to free training programs for the Macau people….and 

honestly [she laughed], I was attracted due to the competitive salary.  

She kept describing her story: 

As a dealer, I worked as a part time slot machine manager. My boss felt I 
lacked the proper work experiences needed for a casino, which could make 
it difficult for me to do well in a management position. He suggested that I 
register for a free training program at CCC [note: Macau Tourism and 
Casino Career Centre, now renamed as Gaming Teaching and Research 
Center]. After two weeks of studying, a famous casino-hotel hired me, 
immediately [note: the name of casino was replaced by the term 
“casino-hotel” in order to protect the participant‟s confidentiality]. It also 
provided on-the-job training for new employees.  

After receiving training at CCC and this casino-hotel, I found that I was so 
attracted by this industry and I wanted to learn more in this field. At the 
time, my friend told me that the first gaming management certificate 
program was recruiting new students, and she encouraged me to seize this 
opportunity.  

I remember I went to register for it on the first day, they said there were 
over 300 people put on the waiting list. A total of 45 people will be 
recruited, and 15 of those are appointed by the company, meaning only 30 
vacancies are left. I wasn‟t able to participate in the program in the first 

round of the selection. Later on, they increased the vacancies to 55, that‟s 

how I got into this. The reason for me to join such a program is to advance 
my knowledge because I feel there is a need to know more about this 
industry and get myself prepared for future job promotions.  

Becky‟s initial motivation for enrolling in the gaming program was because she 

wanted to improve herself. She was hoping to learn more in this particular area.  

Theme II-II: Perceived benefits.  

After receiving their certificate, it was very important that the participants review 

and evaluate the program. Evaluation provides the feedback needed to help develop a 

program and allow it to become more comprehensive for future students. Without 
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effective evaluation, administrators may fail to recognize how the design of the 

curriculum is affecting the graduates, thereby reducing the efficiency of the overall 

program. 

Each participant provided positive feedback in relation to the overall program. All 

three of them agreed they did learn a great amount, but they were not 100% satisfied with 

their courses. When discussing whether the gaming management certificate program met 

the participants‟ expectations, Joseph evaluated the overall program by percentage 

numbers: “Yes, I think so but not exactly. I would say 60%.” For Rita, it was important to 

quickly learn everything she could about the gaming industry. However, the current 

program only offered a general overview of the field, lacking the details and depth Rita 

was looking for. Becky agreed the program did help her improve her work performance: 

“Now I completely understand the expectations of my company, and I am communicating 

better with my colleagues.” More specifically, based upon the participants‟ descriptions, 

the two themes that emerged were career advancement and self-performance.  

Career advancement. Each of the three participants worked in casinos located in 

Macau and they utilized their off-work time to study in this program. Each participant 

currently held a position in a casino, which may be why the participants didn‟t believe the 

certificate would benefit them much during their job search. For these particular students, 

the gaming management certificate wasn‟t used as an assisting tool in order to secure a 

spot within the industry. Becky described what the certificate had meant to her. She said: 

I think the certificate, to me, is just a little help. I would think job 
performance is the part with which the company is most concerned. The 
certificate is only an assisting tool which can prove to the company that you 
have put an effort into increasing your professional knowledge and that you 
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are dedicated to the job. I motivate myself to learn so I can do the job better. 
I just want to learn more about it myself.    

One of the participants believed the certificate was most beneficial to her work. 

Rita mentioned her gaming certificate may not have helped her get the job, but it has 

certainly contributed to her current job promotion: 

I won‟t say the certificate benefited me in searching for a career. I already 
had this job at that time; however, it apparently has helped me in my 
promotion. The fact that I just got promoted as a supervisor could be used as 
proof. After I attended this program, I did learn something and I found 
myself becoming more professional and with richer contents while talking 
with others.  

Self-performance. Each participant provided positive feedback on the program 

and believed the gaming program has helped improve their work performance, more or 

less, and had increased their knowledge of the gaming industry. Becky stated:  

Now I look back on the job description from my company, I can understand 
it better. Moreover, I improved a lot on my way of communication. I 
understand it‟s more efficient to encourage my subordinates than to scold 

them. Sometimes, even if he/she is wrong, communicative skills are needed 
while trying to make him/her understand. More than that, I also get along 
better with my colleagues. Before, if I was not content with the work done, I 
would say it directly. Now I know the method or approach to use when I 
need to express my point, for example, I would praise him or her first and 
then tell him about my concern.  

Joseph illustrated an example of his improvement in job performance after 

participating in this program. He stated: 

I wouldn‟t know the work content before if I were not in this position. Now, 
I know things like what a supervisor‟s duty is, what kind of job should one 
who works in such a position do, and if you were a manager, how you 
should have others help you get the work done. These are some of the things 
that I have learned in this program.  
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Theme II-III: Relevance of gaming courses.  

The participants were asked to identify those courses they believed to be most 

relevant within the program. They also recognized those courses they were most 

impressed with, along with those courses most applicable to their career. What the 

participants learned throughout their coursework was shared with the researcher as well.   

Relevant course content is one of the most important elements to be considered 

when developing an effective program. Accurate and thorough course content allows 

students to learn more effectively, and by understanding how participants view the 

gaming courses offered can help educators effectively design their curriculum, which can 

better prepare the student when applying the knowledge and skills.  

A table was designed to illustrate those courses stated as most relevant by the 

three participants (Table 5.1). The course considered to be the most beneficial to the 

participants‟ professional career was “Interpersonal Communication Skills.” This course 

was believed to greatly improve the participants‟ perception and approach when 

communicating with their subordinates and colleagues.  

Joseph believed he learned how to better communicate with subordinates through 

this course. He stated: “While you communicate with your subordinates, you have to be 

careful of the words you use, and try not to hurt their feelings. This course taught me 

some better ways to express my thoughts.” However, Joseph was not quite satisfied with 

the course design. He believed there was no need to conduct this course in both Mandarin 

and English.  

In the same vein, Rita also stated that the course allowed her to recognize there 
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were more productive ways to work with her subordinates and colleagues and how to 

better solve conflicts with customers. She noted: 

Sometimes, we regard conflicts as something harmful. In fact, it is not 
always true. I think conflicts or paradox underlines the existence of a 
problem, and if the paradox never shows, you never see the problem, which 
could evolve into more complicated situations. How you solve a problem is 
even stressed, and while the argument is settled, the crisis is over…. After I 

listened to this, I felt that all of our pit managers should come and take this 
course. This course explained the differences in dealing with conflicts 
among customers and employees. For those employers who never receive 
such course content they will not know how to better work with their 
subordinates.  

Table 5.1 

Relevance of Course 

Course Code Course title Joseph Rita Becky 

GMCM 101 Macau‟s Casino 
Business    

GMCM 102 Casino Operations 
   

GMCM 103 Responsible 
Gambling 
Management 

   

GMCM 201 Interpersonal 
Communication 
Skills I—English 

   

GMCM 202 Mathematics and 
the Operation of 
Casino Games 

   

GMCM 203 Gaming Machines 
Management    

Note.  means non relevance;  means relevance  
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Table 5.1(Continue) 

Relevance of Course 

Course Code Course title Joseph Rita Becky 

GMCM 204 Table Games 
Management    

GMCM 301 Interpersonal 
Communication 
Skills II—Mandarin 

   

GMCM 302 Casino Hospitality 
Management     

GMCM 303 Customer 
Experiences 
Management  

   

Note.  means non relevance;  means relevance  

Becky and Joseph placed extreme value and a high level of importance upon the 

type of experiences they provide to customers. Pleasing customers and assuring they are 

afforded a pleasant experience is a top priority. They both enjoyed the course “Customer 

Experience Management.” Becky explained that the goal of this course was to teach the 

professional how to create pleasant experiences for their customers:  

For instance, while customers are waiting in lines, you may try to create 
relaxing atmospheres, maybe you can arrange for some sort of entertainment 
or deliver drinks and snacks so they won‟t feel bored. This course mainly 
focused on how to satisfy the customers‟ needs and how to provide quality 
service in order to make customers feel at home.  

Joseph also described what he learned in this course,  

It talks about how to shorten the time while delivering the service. As a 
customer, normally, when you request a service, the waiting time for this 
service should be as short as possible. Before, I thought complaints were 
always painstaking. But through this course, I realized that if customers do 
not complain, this means they do not care about your company. So 
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complaints will be beneficial to you if you know how to turn complaints 
into better services. You need to find out the solution for solving the 
complaints. If there is no complaint, your company will never know where 
to improve on and will never improve its service. It is not always good. If 
the customers enthusiastically give you complaints about your company, 
they have more chance to come back to consume your service in the future.     

Becky mentioned a second course she found very useful, “Casino Operation.” 

This course taught her about casino designation: “What I learned from this course is how 

to utilize your casino space so that guests will stay and look around in your casino. 

Before, I didn‟t understand why the entrance of the casino was so small instead of in a 

bigger square. Through this course, I now understand this kind of design is used to excite 

the guests‟ curiosity and entice them to see what‟s inside the casino.”  

However, some of the participants had varied opinions when it came to 

identifying their favorite courses. For instance, Joseph found “Casino Mathematics” most 

interesting. This course teaches the student how to calculate the chances of losing and 

winning, and highlights the advantage of the banker. He has been interested in knowing 

why the casino is always the winner since the start of his career in the gaming industry. 

He described: 

I always wanted to know how the casino makes money. After the course, I 
know what the advantages of the banker are and why players never win, and 
why bankers are always the winner in the end. This is all about the 
possibility hit; for example, that of the slot machine, if it is high, the odds 
must be low. These two are inversely proportional. 

 However, for Rita and Becky, this was not a fun course. As shift mangers, they 

do not believe it is important to know about the probability of games. Rita said, “Let the 

technology do it, and not us; we should not be calculating the probability by hand.” She 
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further stated: “I felt there is no need to go into such detail in the courses of „Slot 

Machine‟ and „Casino Mathematics.‟ A general understanding of the concept might be 

enough for us.” Becky‟s comments agree with Rita‟s: “I don‟t like math class as much. I 

wish to learn more about management theory, not calculating numbers. Learning too 

much about the math here isn‟t helpful.”  

Participants also had mixed feelings about the course “Responsible Gambling 

Management.” The goal of this course is to prevent the negative impacts placed upon 

society generated by pathological gamblers. Rita explained its course content:  

When I first heard of responsible gaming, I had no idea what this course 
was about. In my opinion, the customer is the one who takes the 
responsibility of going bankrupt, not the casino. If the player wants to lose 
everything on the game, we cannot control his or her will. After learning 
about this course, I recognized the need of the government to take partial 
responsibility for this. The government is obligated to raise the awareness of 
the negative impacts of gambling so that it can minimize the damages to its 
society. Now once I identify this customer is a potential pathological 
gambler, I would ask the dealer to watch over the person. By taking some 
proactive measures, some mishaps will not happen. 

However, Becky believed, this course is not practical at all. She expressed: 

It‟s not easy to implement this theory into the real world. The owners of 
casinos will want the guests to gamble longer instead of keeping them 
outside the casino. I would say it seems to be hard to carry out the spirit of 
this course as Macau people live on casinos. This course is saying that the 
casino has such a responsibility to remind the gamblers about rationality 
while they are gambling. Don‟t you think this is crazy!...Now, there is only 

an obscure sign containing a warning message at each gaming table. In fact, 
based on my observation, gamblers seldom take a look on this warning sign. 
Most casinos do not value this warning sign at all.”  

Participants offered their opinion on the courses they have completed and their 

feedback reflected whether or not the course content could be applied to their profession. 
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The ideas presented will be offered as a reference for educators to use when designing 

future courses.  

Theme II-IV: Suggestions and comments for this program. 

Participants were asked to provide comments and suggestions regarding how the 

program should be improved. Three sub-themes that emerged were the length of the 

program, the quality of instructors, and improvements in curriculum design.  

The length of the program. The gaming management certificate program was 

designed to be completed within only a year. Each participant agreed the length of the 

program was too short; especially because they used their off-work time to complete the 

program. Joseph stated: 

This program acquired one year to complete all the courses. The length of 
the program for me is not long enough, too short; then, so many courses 
need to be taken. Therefore, this program tightly arranged all of the courses 
within a year….You know, I have a full-time job during the daytime. Every 
day, after work, I directly head to the school. It is very tiresome, really. I 
don‟t know how I got through it (he sighed with feeling). 

Becky and Rita both mentioned the same reason as Joseph. They agreed time was 

too tight because they work as full-time casino employees. 

The quality of instructors. As entailed in Table 4.2, three participants were 

well-experienced employees working in casinos. Two participants complained that their 

professors lacked practical experience in the gaming industry. Joseph noted:  

Not all of our instructors have worked in casinos; thus, what we learn in 
those courses is more about theories on PowerPoint slides. There is too 
much of an academic approach and not practical enough. In this case, it is 
difficult to have such an effect as to show students how to run a real casino 
because professors themselves have never had that kind of working 
experience. They don‟t know how things really go. They see this from the 
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academic point of view as scholars. Sometimes I felt their teaching content 
was very irrelevant to real casino operations.  

Rita has completed gaming management courses offered by CCC and by the 

University of Macau (abbreviated as UOM later on). She compared the differences 

between these two programs:  

There is not much of a difference between the content of the courses. But, 
regarding the teaching, I am in favor of CCC‟s teaching. The main 

shortcoming of UOM‟s program is that the instructors lack working 
experience in casinos; you might just call these professors economists or 
mathematicians. They are the scholars, not managers….In Macau, these 
professors actually work for the government. As government officials, they 
are not allowed to enter the casinos and gamble. They naturally do not know 
the practical aspects of casino operations. On the contrary, teachers from 
CCC are all required to have casino experience. To become a CCC teacher 
requires at least eight years‟ of casino working experience. So compared to 
those professors in the UOM, the CCC teachers have more sufficient 
experience to share with students. They are all very skillful in every game.  

Improvements in curriculum design. Participants also raised some points to be 

improved upon within the curriculum design. Becky suggested that, problem solving 

skills based upon real cases taking place in casino operations should be taught in the 

program. She noted: “I am more interested in analyzing the real cases happening in 

casinos. By analyzing the cases, we can learn how to solve the problem if we encounter a 

similar situation.” After pausing for 5 seconds, she tried to search for an additional 

improvement in her mind. She further suggested:  

There should be a course offered in regards to the healthy working attitude 
required by the casino employees. The course is more like a psychological 
course. It teaches the positive working attitude that every employee should 
have. Because I believe if the employees work happily, they will treat 
customers better.  

Rita suggested a specific program should be developed for those who are in 
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higher-level management positions within the casinos   

Critical incidents 

The purpose of critical incident technique is to corroborate interview data and to 

allow the uncovering of perceptions, which might not have been revealed through the 

interviews. Participants were specifically asked to briefly describe the incident, indicating 

what they learned and how they viewed their learning experience while completing the 

certificate program; they further provided information about its influence on how they 

handled special situations within their working environment.  

Joseph mentioned how he encountered a table game where two guests argued 

whose bet was it.  

One customer says that‟s his and the other says the same. In this case, we 

need to pull out the monitor and investigate the truth, and the result can be it 
is A‟s; however, B also buys it, but his is moved away by C. So we would 
explain to the guest that it is not the fault of the banker, and that he may 
need to file against the government.  

Becky described how she has changed the way she treats her colleagues and 

customers.  

One time, my colleague was wrong. I told him directly where he was wrong, 
which upset him. So I recalled what I learned in this program. First, I 
apologized to him and communicated with him again in a more appropriate 
way. If it were before, I wouldn‟t have been able to recognize how my 
words would have upset him. But now, I know I need to care about my 
colleague‟s feeling as a priority, and….. 

She shared a second incident with the researcher: 

Once again, a customer brought a cocktail into the restroom. She could not 
find anything to stir her cocktail with. I did not tell her I would help her. It 
was because I learned from this course that if a customer does not expect 
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your help and you offer your help, he or she will be very happy. I went to 
the bar and went back to the restroom with a straw for this customer. She 
felt touched while I delivered a straw for her. Afterward, she even wrote a 
letter to my company and described how she was treated in the restroom. I 
was awarded an honor through this event. This is what I‟ve learned from the 

course. The customer did not ask me for assistance, even if I did not help 
her out, she would not be upset over it. This is what I‟ve learned to observe 

the customers‟ needs, then satisfy them.  

Rita illustrated how she applied what she learned in the “Responsible Gambling” 

course to her case. In the beginning, she did not understand what responsible gambling 

entails. She thought since it was up to the decision of the guests to come and gamble, 

they would have to be responsible for themselves. If they are up to losing everything, 

nothing should be done from the casino‟s side. After learning from this program, she 

realized the government has the responsibility to advertise the negative impact of 

gambling in order to minimize the damages done to society. It has also helped her better 

recognize who the potential pathological gamblers are and can get the dealer to pay 

attention to them. This helps prevent accidents from happening later on, and even if 

something happens, other methods can be used in order to solve the conflicts.  

Thematic Category III: Managers’ Perspectives  

This category mainly indicates the casino managers‟ perspectives regarding the 

gaming management certificate. The interview questions were used to explore what value 

casino managers placed upon the gaming management certificate when hiring new 

employees, and what the basic requirements were for those employees. Further, some 

suggestions were provided by the mangers in order to improve the future program.  

Two themes that emerged from managers‟ perspectives were perceptions of 
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gaming management certificate; and the essential requirements of prospective employees. 

Theme III-I: Perceptions of gaming management certificate program. 

Necessity of gaming management certificates. Participants indicated that a gaming 

management certificate was not a necessary requirement while hiring employees. The 

Macau government introduced a series of measures to limit the employment of foreign 

workers in 2009 to protect the local residents‟ right to employment. Previously, anyone 

who graduates from high school could be hired as a dealer. In addition, most casinos 

provided on-the-job training for employees. The Macau government provided full 

supports to free training programs to allow local residents to learn gaming knowledge and 

skills. Because of this, the gaming management certificate is not regarded as essential 

when job searching. Kevin explained that,  

If someone wants to get a job position as a dealer, no certificate is necessary. 
In fact, casinos don‟t really care whether the employees hold the certificate 
or not. What they really care about is the attitude and the spirit of service. 
As long as the employed are willing to learn and love the job, everyone can 
be trained to be a qualified employee.  

However, Kevin mentioned situations are quite different now than previous 

because of the rapid expansion of casinos and the increased unemployment rate in Macau. 

An increasing number of managers regard the certificate as an important supplementary 

tool. He explained:  

The unemployment rate of Macau is over 3%. In the past few years, there 
were a lot of foreign laborers working in Macau; however, because the 
global economy has been in depression since last year, most casinos have 
not been full of gamblers like before. You can see that many gaming tables 
have been empty, and dealers just sit there idly for the entire day. Therefore, 
casinos initiated the first step toward downsizing their staff. All foreign 
laborers will be laid off first so that the local unemployment rate can remain 
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low compared to other Asian countries.  

According to a Statistics and Census Service Survey (2009) reported by the 

Macau Government, the gaming sector in Macau has recorded a year-on-year decrease in 

the number of employment. Average earnings for dealers fell by 4.8 % over 2008 to MOP 

13,120 (US$1,640), and earnings of hard and soft count clerks, cage cashiers, pit bosses, 

casino floor-persons, betting service operators, stood at MOP 18,600(US$2,325), down 

by 1.1 % (Bert, 2009).  

Kevin concluded by saying “of course, any certificates or graduate degrees are 

still welcomed. I believe those who have completed the training program will have a 

higher level of performance than those who don‟t.”  

Another manager, Annie, agreed on Kevin‟s point and noted: 

Due to the increasingly heated competition among casinos in Macau, the 
gaming certificate becomes an essential tool while hiring employees. 
Because you know, too many applicants need to be filtered for just one 
position. With the certificate, at least we know the person has the requisite 
qualification related to gaming knowledge and skills.  

The perceptions of employees’ attitude. The curriculum offered by the program is 

designed mainly to enhance the employees‟ professional career and skills. Therefore, a 

set of interview questions were designed to explore the basic requirements expected by 

the industry in hiring a new employee, to examine whether current curriculum design fits 

the industry‟s needs, and to investigate whether employees improved their job 

performance after completing the program.  

However, it seems casino managers were not able to prove and offer a sure 

answer to certain questions. They could not give specific examples to illustrate that 
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certified employees do perform better than those who are not.  

Two casino managers explained the reason why they couldn‟t illustrate any 

examples for this question. Kevin notes:  

In fact, in running a casino, the managers do not focus on whether their 
employees are certified or not. As how it is stated previously, the certificate 
is not a requirement when hiring new employees. So these managers did not 
really know whether an employee with a certificate does a better job or not. 

Annie describes, “There are too many employees to be managed, we don‟t have 

time to compare the performance of certified employees with non-certified employees.” 

Kevin explained further: 

The gaming area is supervised by supervisors. It is hard for them to 
remember which dealer has a certificate or who does not. The company does 
not encourage friendship between supervisors and dealers, because cheating 
could occur in the casinos… However, managers should hold positive 
attitudes toward those employees who are willing to take more classes to 
advance one‟s skills. That is a respect-worthy spirit…. whether one 
employee performs well or not can easily be known through his/her work 
attitude. As long as he/she shows a positive attitude towards learning and 
providing services, he/she is then defined as a good employee.  

Theme III-II: The essential requirement of prospective employees. 

From the perspective of the casino managers, employees are required to posses 

some basic skills and knowledge. After all, casinos are a part of the service industry, and 

these employees are at the front line to serve the customers. Therefore, the managers 

emphasized heavily on employees‟ interpersonal communicative skills and service 

attitudes. Kevin suggested that some courses should focus on advancing gaming skills, 

service attitudes, and communication skills. Annie suggested a language course should be 

included in the program. She stated: 
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Due to the amount of diversified gamblers we have in Macau casinos, 
employees are expected to work on their language ability. I expected my 
employees to speak multiple languages. At least they are required to be 
proficient in speaking Mandarin, English, and Cantonese.   

The responses of the casino managers reflected their basic requirements for 

prospective employees, which could be provided to educators as references while 

designing a curriculum that meets the needs of the industry. 

Summary 

The four research questions were mainly satisfied by the findings. First, the 

findings overall revealed favorable perceptions toward the gaming management 

certificate programs, in terms of individual professional development and the increased 

rate of enrollment for the department. Second, the way to overcome the difficulties and 

critical issues contributed several key elements of developing an effective gaming 

management program. Last, some suggestions and comments proposed by three different 

groups of participants become the innovative guidelines for future curriculum design.  
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CHAPTER V 

DISCUSSION, IMPLICATIONS AND RECOMMENDATIONS 

The purpose of this study is to examine the prospect of providing comprehensive 

gaming management certificate programs, which would be embedded in the hospitality 

educational system in Taiwan. A cross-group perspective was used to analyze and 

interpret the data collected in this study because in hopes that the combination of 

academic and industry perspectives would generate a deeper understanding and 

explanation of the perceived benefits of a gaming management certificate program.  

The study uses a qualitative research design in order to illustrate the phenomenon 

of how three categories of participants perceive gaming management certificate programs. 

Serious in-depth interviews were conducted with certified employees and managers in 

Macau, China, and with hospitality management program administrators in Taiwan. The 

data were coded, analyzed, and organized into thematic categories as depicted in Chapter 

IV. The study addresses four research questions: 

1. How do academic administrators perceive and what do they expect from a 

gaming management certificate program?  

2. What expectations of perceived benefits do certified employees have of 

gaming management certificate programs? 

3. How do casino managers perceive certified employees in terms of their 

professionalism? 

4. Are there any discrepancies between these three groups?  

These four research questions are satisfied by the findings presented in Chapter IV. 
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The collected data were organized from various sources into categories to produce a 

readable narrative. This chapter analyzes, interprets, and synthesizes the findings. First, 

favorable perceptions are revealed toward gaming management certificate programs, as 

displayed in increased enrollment and individual professional choice. Second, the way to 

overcome difficulties and critical issues contributed several key elements in the 

development of a gaming management program. Last, suggestions and comments made 

by the three sampling groups become innovative guidelines for effective curriculum 

design. Therefore, three analytic categories are synthesized as: the recognition of the 

certificate program; the essentials of an effective program; and the improvements of 

future curriculum. 

The attempt of this chapter is to broaden the perspectives beyond formal 

considerations by providing the participants‟ perceptions toward gaming management 

certificate programs and their outcomes. In the analysis, the researcher sought for 

connecting patterns within the analytic categories, as well as the connections or themes 

that may emerge among the various categories presented in Chapter IV. As a secondary 

level of analysis, the relevant research is tied in, as these themes were compared and 

contrasted to issues raised by the literature.  

The discussion takes into consideration the literature on Taiwan‟s higher 

educational system and gaming industry in Asian jurisdictions. The implications of the 

findings are intended to augment the applicability of the essentials for developing an 

effective gaming management certificate program in a different cultural and geographical 

setting. The dissertation concludes with future research directions for gaming education 
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in Taiwan. 

Discussion of the Findings 

Analytic Category 1: The recognition of the certificate program 

By synthesizing the responses of three categories of participants, the first analytic 

category that emerged is participants‟ recognition of the certificate program. This analytic 

category identifies the perceptions of three sampling groups regarding the value of 

gaming management certificate programs. Overall, favorable perceptions are revealed 

toward the certificate programs, as displayed in increased enrollment and individual 

professional choice. 

Increased enrollment. As far as the department is concerned, increased enrollment 

rates are the number one priority and benefit brought on by the development of a gaming 

management certificate program. A recent study reveal Taiwan‟s birth rate is at a world 

record low (“Taiwan Birth Rate,” 2010). One consequence of the low birth rate is an 

enrollment gap among colleges and universities in Taiwan. The Ministry of Education 

predicts the declining birth rate will have a significant impact on the survival of colleges 

and universities in Taiwan, should the declining birth rate in Taiwan continue to worsen. 

More than one-third of the 164 colleges and universities in Taiwan will shut down by the 

year 2021 (Taipei Times, 2008). As a result, increasing student enrollment is the goal 

many Taiwan universities are striving to achieve. Programs are encouraged to create 

distinguishing features so they are able to compete within other universities in the same 

professional fields. Willy reflected this view by stating: 
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Well, as you know, there are less and less students we can recruit because of 
the low birth rate. Even our department, with its long history and good 
reputation, still needs to compete with other universities to recruit more 
students so that our university can survive. By developing the gaming 
courses, we can increase our competitive advantage in recruiting new 
students.  

Typically, most departments attempt to be distinguished by offering distinctive 

curriculum features. However, the parameter of practicality and relativity of the 

curriculum is the prior consideration for perspective students. Holt (1991) gave credence 

to this perspective when she states: “The certificate program focuses on areas of 

specialized knowledge or information and contains a number of courses to meet the 

occupational, professional, or personal improvement needs of well-defined audiences” (p. 

49).  

Enhance the professionalism of individuals. The sampling group of academic 

administrators showed confidence in those students who have completed gaming courses 

to better distinguish themselves over those who have not. They also believed that these 

students fully recognize what skills and knowledge are necessary for working in the field. 

Moreover, such a program offers students the opportunity to master their gaming skills 

and increase their knowledge in a supplemental specialty combined with their existing 

profession. As an additional benefit, students are able to strengthen their position and 

increase their competitive advantage within the future job market. Students have 

recognized by being prepared in a certain field, with current employment opportunities, 

that they may be able to add a certificate to their resumes and become marketable 

candidates for positions (Gordon, 1987). One of the academic administrator participants, 
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Stanley, gave an example to illustrate his view:  

We found some students who took the gaming courses last semester, 
majoring in Hotel Management, realized most casino-hotels combine 
lodging and casinos. Also, some students majoring in Travel Management 
are interested in gaming courses because they have the need to understand 
the gaming industry as their supplemental specialty in case there may be 
some members of an escorted tour interested in asking something about the 
casinos.  

The certified employee participants provided some important insights into the 

value and personal worth of certificate programs as a mode of learning. Many pursue 

certificate programs in order to increase specialization of careers and to meet individual 

needs for advancing job skills (Lopos, 1991). This situation reflects the statement of how 

Gonnella and Zeleznik (1983) define the goal of certificate programs. They believe the 

goal of continuing education is to ensure the development of proficiencies that can be 

translated into professional performance. 

Individuals who enroll in certificate programs recognize these support factors as 

economic benefits. As Lopos (1991) note, higher wages and promotions are the most 

tangible economic benefits that accrue from participation in certificate programs. One of 

the certified employees, Rita, revealed the economic benefits are what she is most 

concerned with: 

After receiving training at CCC and this casino-hotel, I realized I was so 
attracted by this industry and I wanted to learn more in this field…., the 
reason I joined such a program was to advance my knowledge because I feel 
there is a need to know more about this industry and to get myself prepared 
for future job promotion. 

As Cummings and Brewer (1996) note, completing a certificate program can be 

the key to advancement toward positions of higher responsibility, visibility, challenge, 
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and compensation.  

There is a consistent thread of employer support from the participants‟ respective 

casinos when they decided to return to class. The employer s‟ strong support and personal 

enrichment contribute to the motivation of enrolling in the program (Lopos, 1991). For 

example, Joseph was required to complete the program through the referral of his 

company. His supervisor told him the business was about to expand, and he suggested 

Joseph look into a certificate program in gaming management as a means of improving 

his skills in an area of future need for the company.  

Although casino managers seem to view the gaming certificate as not a 

requirement for job employment, they still have a positive attitude toward an employee‟s 

participation in the program. Kevin described the fact:  

If someone wants to get a job as a dealer, no certificate is necessary. In fact, 
casinos don‟t really care whether the employees hold a certificate or not. 
What they really care about is the attitude and the spirit of service. As long 
as the employed are willing to learn and love the job, everyone can be 
trained to be a qualified employee.  

Here, Kevin indicates a behavioral dimension, “willing to learn,” that is important 

to most employers. Employees who seek to enhance their career by enrolling in 

certificate programs capitalize on their internal motivation to achieve professional 

competence and recognition by professional peers (Settle, 1991). For casino managers, 

successful completion of a certificate program implies a significant willingness by the 

employee to invest time and sometimes money in self-improvement.  

Nonetheless, both casino managers believe future employees should make 

extensive use of certificate programs at the conclusion of their interviews. Hashimoto‟s 
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(2003) study lends support to the perspectives of executives favoring employees with 

certificate programs. The respondents of this study believed certificates would increase 

the employees‟ overall knowledge and improve their skill levels and competencies. Such 

a statement agreed with the casino managers‟ perspectives in the present study. Both 

casino managers indicated the increasingly heated competition among casinos in Macau 

has caused employers to seek employees with specific specializations. As expected, 

gaming certificates will become necessary for employees in order to show proof they 

have acquired competence over a body of knowledge within the gaming industry while 

hunting for a job. 

Analytic Category 2: The essentials of an effective program 

The knowledge, skills, and abilities necessary for a career in specific industries 

highlight the importance of tailoring a gaming management certificate program around 

industry-specific subjects and skills. Researchers have explored possible difficulties and 

the critical issues academic administrators may be faced with while developing a new 

certificate program. Most studies indicate that difficulties such as faculty qualification, 

curriculum design, and instructional facilities generally exist. Therefore, the solutions for 

overcoming those difficulties and critical issues contribute several key essentials of 

developing a successful program. Three essentials presented to serve as the guidelines for 

an effective certification program. These are 1) a well-planned curriculum design; 2) 

qualified faculty; and 3) sufficient teaching resources.  

A well-planned curriculum design. Planning the actual gaming topics and courses 
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to include in a curriculum can be a difficult process. As program planners delve into the 

details of subject matter and course, they have an obligation to consider the entry-level 

employment and long-term career options for which students are to be prepared 

(Cummings & Brewer, 1996). Should it prepare students for careers in specific segments 

of the gaming industry? Or should the preparation be more general? The answers 

certainly depend upon the gaming labor market to be addressed, such as national or local. 

As a result, Robinson (1991) suggests the principle objectives of the program should be 

set up first in order to serve as a guide to understand the program‟s purpose and level of 

responsibility.  

Nevertheless, due to the fact that gaming management is an emerging subject and 

is just being introduced into Taiwan‟s higher educational system, it should come as no 

surprise that developing gaming curricula poses a challenge to all academic 

administrators. At the initial stage of curriculum design, most participants either modify 

existing nongaming courses in order to integrate gaming-specific content or create 

separate gaming courses emphasizing content distinctive to the industry. So far, the 

curriculum design of Taiwan‟s gaming education is still in an immature form. Each 

academic institution creates its own gaming curriculum without developing objectives for 

the program. Although there is not much difference shown among the lists of courses, the 

content areas are different depending on the type of school and the emphasis being placed 

on different subjects.  

 Hashimoto (1999) raises a concern regarding this situation. She pointed out one 

of the impediments for designing gaming curriculum is that the program planners may 
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not have a background in educational curriculum design, or they may not have any 

knowledge about gaming. As the findings in this study demonstrate, the demographic 

information of the participants revealed that not one of the program planners in this study 

had an adequate background in the field of gaming. They are all experts in other special 

fields of study, such as Economics, Technology Application and Human Resource 

Management, Engineering, and Business Administration. Without sufficient industrial 

experience or relevant academic backgrounds in the field of gaming, it is hard for 

program planners to design a comprehensive gaming curriculum, which provides 

individuals with the broad based pool of information needed to work in the gaming 

industry. 

One extreme case from this study illustrates this lack of expertise. One participant 

who has a very different commitment to gaming education from that advocated here, 

includes no gaming operations components in their curriculum. Instead, their program is 

completely based upon such courses as “Economic Issues in Gaming,” and “Tax Aspects 

of Gaming.” Such curriculum educates students about all the economic aspects of gaming. 

It omits the essential “how gaming works” and “effective gaming management” elements, 

on which the industry places such a high value. If preparing and placing students in 

gaming operations or managerial positions is an objective of the program, totally 

excluding operations courses is inappropriate.  

Ideally, a well-planned curriculum will provide students with a wide-range 

information and emphasis related to gaming regulations and controls, other gaming 

environment factors, types of operations and games, patrons, trends, and so forth. For that 
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reason, Hashimoto (1999) suggests academics should look to the practitioners for advice. 

It is important to ask how people who have completed certificate programs regard these 

educational experiences. Rutknowski, Holt, and Lopos (1991) also indicated firsthand 

information should be gathered from the actual participants‟ perspectives on the program. 

Therefore, the experiences shared by certified employees in this study provide valuable 

information, useful for helping program planners effectively design their gaming 

curriculum. As Walshok (1991) note, the involvement of beneficiaries, institutions, and 

individuals, in the design of a certificate program affects more than just program content.  

Regarding course content, the findings indicate that the participants placed higher 

value upon practical-based courses than theory-based courses in regards to the gaming 

curriculum. That is, the participants valued the practical nature of the courses and the real 

examples instructors used during their lessons. One of the participants, Becky, 

demonstrated this view by sharing how she enjoyed the course “Customer Experience 

Management:” 

For instance, while customers are waiting in lines, you may try to create 
relaxing atmospheres; maybe you can arrange for some sorts of 
entertainment or deliver drinks and snacks so they won‟t feel bored. This 

course mainly focused on how to satisfy the customers‟ needs and how to 

provide quality service in order to make customers feel at home.  

Participants preferred practical-based courses because they believe that the 

knowledge they gained from these types of courses could immediately be applied to their 

career and help with their job performance. This was especially true in those courses that 

focused on managing the various relationships among colleagues or subordinates and on 

improving the quality of customer service.  
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In addition, the participants suggested that very distinctive courses be added to the 

gaming curriculum. The focus of these courses should specifically emphasize moral and 

ethical issues, language ability, working attitudes and casino etiquette. As for morality 

courses, participants believed it should become one of the required courses for those who 

are involved in the gaming industry, so they are able to gain a better understanding of all 

the ethical and moral issues involved in gambling. A gaming jurisdiction is most likely 

tempting people to cheat, steal tips, or commit suicide, etc. So not only is a morality 

course important for the players, the employers need such a course even more. Willy, in 

particular, is one participant who believes a morality course is extremely essential for 

those who will be involved in such an industry. 

Casino managers indicated a higher value should be place upon the importance of 

language within the curriculum. As globalization increases and as casino players become 

even more culturally diverse, they believe human resources managers will prefer hiring 

someone with the ability to speak multiple languages over those who don‟t.    

Another challenge facing administrators in the development and implementation 

of gaming courses is determining whether the curriculum is applicable to Taiwan‟s 

hospitality education. At the current phase, gaming management, as part of Taiwan 

hospitality education, is still an emerging subject, unlike lodging, foodservice, tourism or 

business curricula, which that have been developing for decades. There‟s no precedent 

standard of gaming curriculum design to be followed. Many universities have created 

courses and programs by borrowing from other schools. The same situation occurred with 

Taiwan program planners. The approach many programs have used to embrace casino 
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gaming has been to copy what someone else has done.  

Program planners typically just blindly reproduce gaming programs from the 

University of Nevada-Las Vegas or other gaming jurisdictions within the United States, 

and then adapt it to Taiwan‟s gaming curriculum without any adjustments. However, each 

school and its surrounding environment will be different, with varying needs. Some 

adjustments are necessary and must be made in order to blend into the different cultural 

and geographic settings. Cummings (1996) note a well-planned curriculum must adapt to 

appropriate cultural and regulatory considerations within a particular geographical area. 

For example, the gaming curriculum for a program in U.S gaming areas barely provides 

course and gaming subjects relevant to the game “Pai Gow” or “Sic Bo” that are unique 

and popular games only played in Asian casinos. If Taiwanese student preparation targets 

employment within Asian countries, such as Macau or Singapore, it is necessary to 

include topics within required courses in the gaming curriculum in Taiwan.  

In short, the gaming curriculum, as Cummings and Brewer (1996) suggest, should 

prepare students for their future gaming-relevant knowledge, skill, and ability in order to 

support their long-term career success. That is, a combination of courses regarding all 

aspects of gaming, such as professional, operational, and quality service courses, would 

be the optimal program for casinos looking for qualified employees and schools that are 

expanding their programs for the future.  

Qualified faculty. Acquiring qualified faculty members plays an important role in 

the facilitation of an effective certificate program. This idea may be further understood in 

light of what Holt (1991) describes: “Regardless of what and how courses are offered, the 



 Texas Tech University, Wanching Chang, August 2010 

 

138 

 

most important factor contributing to quality and credibility in certificate programs is 

high quality instruction” (p. 8). Moreover, qualified faculty members can significantly 

contribute to the quality of a program by ensuring the knowledge and skills transmitted 

through the program are delivered in an appropriate pedagogical manner (Walshok, 1991). 

The same care involves the reputation of the certificate program and makes a difference 

when attempting to encourage more students to enroll in the program, which is the 

ultimate goal of each university‟s recruitment strategy.   

In fact, hiring qualified faculty members is the dilemma in which Taiwan‟s 

program planners cannot break through at the current phrase. There are very few 

hospitality faculty members with expertise in casino gaming. The findings of this study 

reveal that the program planners have a great need to discover and hire qualified faculty 

members. However, there are very few doctoral candidates or faculty who have studied 

the field of gaming management or who have practical experience within the gaming 

industry to be considered for recruitment.  

As noted earlier, most colleges and universities in Taiwan typically just modify 

existing non-gaming courses in order to integrate gaming-specific courses into the current 

program. Due to the deficiency in qualified faculty, the existing faculty members are 

requested to teach gaming courses, which is a field they are unfamiliar with. The lack of 

gaming knowledge and industry experience of the formal faculty will become an obstacle 

for program planners in their ability to facilitate the development of gaming management 

certificate programs. One participant framed the dilemma in this way:  

…the current faculty members were strongly against the reformation of the 
curriculum because they were afraid there would be no courses for them to 
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teach. They felt their academic background had no relevance without any 
gaming knowledge. They don‟t really know anything about casinos. 

During the period of transition, the most likely plan for addressing the shortage of 

qualified faculty for Taiwan‟s program planners is to convince the formal faculty 

members to be in harmony with reforming the gaming-focus curriculum. In reflecting on 

the solutions as a whole, one of the participants expressed it this way: “What we can do at 

the current stage is to assist them, and encourage them to get familiar with this new 

knowledge, then apply it to their profession in the gaming industry.” Another participant 

described his solution:  

We tried to convince current faculty to adopt new knowledge or develop a 
second specialty in gaming management. We even offered them short-term 
continuing education opportunities offered by Las Vegas' private training 
organization. Now we can see most of our faculty has showed a strong 
interest in this area, which is a good thing. 

However, those cannot be permanent solutions for the shortage in qualified faculty. 

In the long run, a faculty program should be developed in order to target those teaching 

gaming-related courses at the university or college level.  

Sufficient teaching resources. Although the gaming courses seem simple and 

interesting, they proved to be difficult when it came to actual operation. There are no 

casinos open in Taiwan as of yet, and a simulated casino-classroom and casino gaming 

equipment are needed for students if the program is going to enable students to apply the 

theories learned to their practical experience. To program planners, the establishment of a 

simulated casino classroom can increase program development. It can be a classroom 

where the instructor demonstrates how to play the games and where students demonstrate 
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their skills learned in the classroom. In addition, the simulated casino-classroom can be 

seen as a vital advantage while the department advocates its recruitment to attract new 

students to enroll in the program.  

The study also found that participants valued the opportunities that were provided 

to them to sign agreements for industry-academy cooperation and strategic alliance. In 

fact, the Taiwan Ministry of Education has been dedicating its efforts to the promotion of 

industry-academy cooperation for many years. It is hoped that expanding the 

opportunities provided by the industry would enhance teaching quality and student 

learning efficiency. Cooperating with the industry can also create an environment where 

students are able to keep up with industrial development trends, as well as increasing 

industrial competitiveness and opportunities for academic exchanges. For both academic 

and industry, this will turn out to be a win-win outcome. As Fenich and Hashimoto (1995) 

note, if a hospitality program is to fulfill their obligation to students, they must give them 

the opportunity to be trained in areas where there will be jobs when they graduate. The 

cooperation project will provide practical training opportunities, promote a mechanism 

for student employment assistance, arrange for students to enroll in vocational training 

courses and workshops offered by the industry, and help cultivate professionals. Ideally, 

positions will be reserved for selected students with outstanding achievements, who will 

be employed by the enterprise after graduation.  

Analytic Category 3: The improvement of future programs 

Relating to the points in the preceding sections, it is essential that all inputs 
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provided by the three different sampling groups be valued in the planning and 

implementation process. Their input emphasizes their respective needs the current 

program doesn‟t satisfy. What the certified employees suggests becomes the platform the 

program planners should utilize in order to make the program more complete; what the 

casino managers suggest becomes the basic requirements future employees should meet 

in order to get the position. Walshok (1991) sheds light on the importance of the input 

from program beneficiaries in the design of a certificate program. The involvement of 

beneficiaries, including institutional and individual, affects more than just program 

content. They can provide valuable input on the timing, sequencing, and method of 

delivery for various components of the program. As such, program planners must work 

collaboratively with the beneficiaries of the certificate program to ensure appropriate 

content and to arrive at a shared definition of quality.  

The first suggestion for the overall program is faculty qualification. The present 

study revealed a major complaint regarding instruction, particularly the instructors‟ lack 

of hands-on experience in the gaming field. Joseph‟s complaint with the instruction is 

typical: 

Not all of our instructors have worked in casinos; thus, what we learn in 
those courses is more about theories on PowerPoint slides. There is too 
much of an academic approach and it is not practical enough. In this case, it 
is difficult to have such an effect as to show students how to run a real 
casino because instructors themselves have never had that kind of working 
experience. They don‟t know how things really go. They see this from the 
academic point of view as scholars. Sometimes I felt their teaching content 
was very irrelevant to real casino operations.  

Another participant, Rita, commented: “You might just call these instructors 
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economists or philosopher. They are the scholars, not managers….” 

It appears to be obvious that students preferred the experienced instructors over 

the pure scholars and expect instructors to be capable of giving them examples about 

situations not found in any textbook. With regard to program quality, as Morrison et al. 

(1993) point out, a professional‟s demographic characteristics, including years worked, 

formal education, and organizational affiliations, affect the individual‟s perceptions of 

certificate benefits. 

A further explanation as to why students care more about the instructors‟ years of 

working experience than their educational background is due to the fact most students 

who enrolled in the certificate program were full-time employees and felt a “desire to 

improve” their job performance. They believe the practical applications of their studies to 

daily tasks give them confidence in what they are doing at work.  

This can also account for the need for problem-solving courses suggested by some 

participants. Problem solving skills, based upon real cases taking place in casino 

operations, should be taught in the program. One participant supported this need as she 

said: “I am more interested in analyzing real-life situations happening in casinos. By 

analyzing the cases, we can learn how to solve the problem if we encounter a similar 

situation.”  

The example above emphasizes the importance of having qualified faculty 

members involved in the development of the program. Therefore, program planners 

should take this into serious consideration while they are recruiting staff. They should not 

only concentrate on the academic qualifications of a person, but also his/her practical 
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ability as well. 

Another consideration for future program development concern the courses the 

program should offer and is able to offer. Several gaming courses were proposed for 

being included into the existing curriculum. One of the noticeable courses was “Casino 

Ethics,” which attempts to clarify the misconception of the term “gambling” and helps to 

establish a moral responsibility for all parties involved in the gaming industry. In light of 

the unique characteristics of the Asian gaming industry, many believe it is a morally 

questionable activity and should not be taught. This is especially true because a 

misconception of the gaming industry commonly exists throughout Taiwan‟s society, 

resulting from the negative connotation the term “gambling” carries in Taiwanese 

language. Although students may be attracted by the course titles, the first thing that 

comes to their mind is the negative association of the meaning of “gambling.” Students 

question themselves or even their parents question this first before they take the courses. 

The sentiment was expressed by several participants in this study and is best reflected by 

one, who said: “A place like this will likely invite people to cheat, steal tips, and to 

commit suicide, etc. So not only are morality courses important for the employees, the 

employers need such courses even more.” This idea may be further understood in light of 

what Fenich and Hashimoto (1995) describe in their study: 

Even if the social environment believes that gambling is an immoral 
business, this does not necessarily preclude a gaming course. Instead, a 
course developed around the social, cultural, and economic pros and cons of 
gaming can examine these issues. (p63)  

Other than morality courses, language courses are necessary and should be 
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included in future programs. Chinese gamblers have been and will continue to be the 

majority gaming players around the world. Presently, an entire gaming industry has 

sprung up to cater to Chinese players (“Macau bet future”, 2002) because the gaming 

industry is aware of the importance of Chinese customers. In addition, with the diverse 

nationality of gamblers, employees are expected to work on their language ability and 

skill. An employee who is able to speak and understand multiple languages certainly has 

a more competitive advantage within the job market over those who do not.  

Psychological courses are also needed to complete the program curriculum as 

well. One participant highly valued the relationships she was able to build with her 

customers. She believed there should be a psychological course included in the gaming 

curriculum that should focus on the development of positive working attitudes every 

employee should strive to exude. If the employees work with a positive attitude, they in 

turn will treat customers better and increase customer satisfaction. As Fenich and 

Hashimoto (1995) acknowledge, regarding the future expansion of the casino gaming 

curriculum, this can be broken down even further into additional, more focused 

courses—such as the psychological course and the morality course described above.   

Implications of the Study 

There are several practical implications that may be drawn from this research. 

These include: (1) the Taiwanese government‟s role in gaming education; (2) the supply 

and demand of the casino job market; and (3) professional certification in gaming 

management. 
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The Taiwanese government‟s role in gaming education. 

A major finding of this study reveals that the majority of academic administrators 

believe that the lack of qualified faculty members, curriculum design, and insufficient 

teaching resources are all major barriers standing in the way of their progress. Due to the 

fact that gaming management is an emerging subject and is just being introduced into 

Taiwan‟s higher educational system, current gaming management certificate programs in 

Taiwan are initiated from scratch, which is not easy.  

At present, each academic institution creates its own curriculum based upon the 

gaming subject without a clearly defined objective for the certificate program. As a result, 

overlapped objectives and curriculum exist among these programs. Given the lack of a 

consensus concerning what constitutes a well-defined certificate program in gaming 

management, a paradigm is needed to be developed for guiding future program planners 

in the implementation of gaming management certificate programs.  

In the initial stage, the Taiwanese government should offer both guidance and 

supervision. An advisory committee should be formed consisting of representatives from 

the academic sector and those professionals with direct experience in the gaming industry. 

This committee should then be dedicated to developing a paradigm most suitable to the 

unique characteristics of Taiwan education. This paradigm can then be used as a guideline 

for program planners to follow during the implementation stages of the program.  

In addition, Taiwan‟s government should play a role in determining the objective 

for Taiwan‟s gaming education as a whole. All gaming management certificate programs 

should be in agreement and remain consistent when positioning their program objectives. 
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With the depth and diversity of educational requirements associated with various casino 

position levels, generic certificate programs may not adequately address vertical 

specification. As Petch and Reeve (1996) suggest a single, general-purpose gaming 

course no longer addresses the needs of all professionals working within increasingly 

diverse fields. Academic institutions have responded to this demand by offering highly 

specialized courses connected within logical sequences designed to meet specific and 

diverse educational objectives. Therefore, a three-level certificate hierarchy model 

(Figure 5.1.) should be developed to address the needs of various position levels, named 

entry-level, management-level, and faculty-level, respectively. Such specialized 

certificate programs would facilitate the tailoring of academic requirements and industry 

needs. For example, two-year colleges offer entry-level programs with the primary 

purpose of assisting individuals with obtaining a job within the gaming industry. The 

curriculum in the base of pyramid emphasizes the practical or skill-based courses. On the 

other hand, the management-level courses offered by the four-year colleges or 

universities can be created to provide students with both management and practical 

problem-solving skills related to critical incidents. The curriculum of the middle-level 

places high regards upon management-related theories. The faculty-level program, only 

offered by graduate schools, prepares individuals to teach or instruct specific gaming 

courses. This can also be a method used to resolve the deficit in qualified faculty 

members teaching in certificate programs.  
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Figure 5.1. A three-level hierarchy model  

The supply and demand of the casino job market. 

Most gaming management certificate programs are developed in order to supply 

trained employees for the gaming industry. However, there is a question. Do casinos 

really need that many employees? Thus, to avoid the supply exceeding the demand for 

casino job, a needs assessment is required in order to evaluate the overall casino job 

market of the Asian gaming industry.  

Developing a gaming management certificate program is regarded as a tool used 

to increase enrollment rates and to distinguish a specific department‟s unique 

characteristics. Many universities regard this program as a “piece of fat meat” and “most 

all strive to implement it. However, if the amount of certificate programs in gaming 

management is not controlled, it will cause the casino job market to soften due to an 
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itself as the supplier of trained employees for neighboring Asian casinos, including 

Singapore, Macau, and Philippines. It is noteworthy that the Macau government recently 

introduced a policy focused on decreasing the amount of foreign workers in order to 

protect the local residents‟ right to employment. The same situation played out for 

casinos in Singapore. Many jobs have been made available for local residents instead of 

foreign workers. Consequently, Taiwan needs to look reality in the face. The Asian casino 

job market is gradually shrinking along with the global economic recession.   

Professional certification in gaming management. 

Certificate programs differ from one another mostly in terms of their focus and 

duration. A certificate will be earned through the completion of coursework. However, it 

can only be used as proof an individual has acquired basic knowledge in gaming without 

any national accreditation. In contrast to a certification program, certification involves 

demonstration of competency and mastery of a body of knowledge through an 

examination or peer review (Wikle, 1998). A certification indicates a guaranteed level of 

quality beneficial for the industry. At present, Taiwan has developed several national 

certification programs under hospitality education, which includes a professional 

certification for Chinese cooking, liquor and beverage, hospitality service, and a 

professional certification for baking. As expected, by the time Taiwan‟s gaming 

management certificate has become well developed and mature, there will be an 

increasing need to consider further development of professional certifications in gaming 

management.  
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Conclusions  

The study explores the perceptions of three different sampling groups consisting 

of academic administrators, certified employees, and casino managers in regard to the 

gaming management certificate program. The information gathered from content analyses 

answers four research questions.  

Findings pertaining to the first research question reveal that a lack of qualified 

faculty members, curriculum design, and teaching resources are all major barriers for 

academic administrators when facilitating the development of gaming management 

certificate programs. In other words, the creation of a successful certificate program, at 

any institution, requires a mass of qualified faculty members, comprehensive curriculum 

design, and strong industrial support.  

The second major finding of this study is the indication that the majority of 

certified employees reveal favorable effects regarding their individual professional 

advancement, and the certified employees practical needs related to curriculum design 

could be linked to the difficulties encountered by academic administrators. There are 

multiple factors affecting the integrity of certificate programs. A well-designed certificate 

program should be able to justify itself in order to meet the needs of the program and its 

constituents. It must adapt to appropriate cultural and regulatory considerations within a 

particular geographical area so that it is able to benefit students and allow them to acquire 

and demonstrate the learned knowledge and skills within their future gaming career. 

Findings from the third research question indicate that some requirements, in 

terms of language ability and learning attitude, are valued by casino managers. 
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Surprisingly, casino managers did not place a large emphasis on the necessity of a gaming 

management certificate, partly because the Macau government fully supports training 

programs and protects local residents‟ rights for employment. Instead, they appreciated 

the time and efforts invested by their employees in self-improvement.   

Last, the overall results from this study reveal favorable perceptions toward 

gaming management certificate programs from both academic and industry perspectives, 

though different groups placed emphasis upon different types of courses. Insight is gained 

on ways to overcome difficulties and to tackle critical issues related to several key 

elements in the development of a gaming management certificate program at the 

university level. Suggestions and comments made by the three sampling groups provide 

innovative guidelines for effective curriculum design.  

A conclusion to be drawn from the overall findings of the study is that, the time 

has come for hospitality educators and professionals to recognize gaming management 

certificate programs as an integral part of hospitality education and to include a sector in 

the curriculum tailored toward preparing qualified employees for a gaming career. 

Although gaming education and training needs, at present, are not being given much 

attention by most academic institutions in Taiwan, the study contributes valuable 

information for Taiwan‟s educators to use as they thoroughly evaluate the feasibility of 

gaming management certificate programs. Clearly, the findings of this study make it 

evident the gaming management certificate program is an excellent alternative with great 

potential for expanding continuing education programs, while also satisfying both 

individual career goals and educational needs. 



 Texas Tech University, Wanching Chang, August 2010 

 

151 

 

Directions for Future Research 

The findings of this study reveal the importance of establishing a framework for 

program planner to be adapted for the planning and design of certificate programs. 

Unfortunately, little research is available concerning the development or implementation 

of certificate programs, specifically in gaming management. In the absence of such 

information, a further study should be conducted to develop a theoretical framework by 

applying existing instructional models to the field of gaming management.  

This study interviewed three different sampling groups in order to attain a broad 

discussion about the positive perception from both academics and industry perspectives. 

Academicians and practitioners can say what they want about certificate programs, but it 

is the students who enroll in the programs who offer some of the most important insights 

into the efficacy and personal benefits of certificate program as a mode of learning. 

Therefore, a future study should be aimed at certified employees or program graduates, 

on a larger scale, to assess the effectiveness of the gaming management certificate 

program by determining the percentage of students who complete programs and receive 

certificates or some other acknowledgement of completion.  

As noted in the implication section, most gaming management certificate 

programs are developed in order to supply the trained employees for the gaming industry. 

The amount of programs out of control will soften the casino job market because of 

oversupply. Before developing gaming management certificate programs, a clear 

understanding of the demanded employees in the entire Asian gaming industry should 

likewise be investigated. 
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Ms. XXXXXX: 

Please allow me to introduce myself. My name is Wanching Chang, I am from Taiwan. I 

am a doctoral candidate, majoring in Hospitality Administration, Texas Tech University. 

My dissertation is to study educator, certified employees, and casino managers' 

perceptions toward gaming management diploma programs. I need to interview three 

students who have attained diploma in your program and currently work in the casinos. 

Could you please introduce me several alumni from your program to help me collect 

data? I really appreciate it.  

 

Regards,  

  

 您好: 

  

冒昩寫這封電郵給您. 請容我先簡單介紹我自己, 我目前是美國 Texas Tech 

University 餐旅管理博士候選人, 正在收集博士論文的資料. 由於我的博士論文是質

性研究, 主要是在研究台灣發展博奕證照學程 (gaming management certificate program) 

的發展性. 將會藉由訪談學者, 已取得 diploma 的學生及賭場經理來了解證照學程

在學術和業界的落差為何. 得知貴大學的博彩研究所發展成熟且已培育無數賭場人

才. 因此希望貴單位能夠提供我三位在你們 diploma program 畢業且目前在賭場工作

的學生,接受我的訪談.我將在 6 月 26 日從台灣飛到澳門來做訪談, 請問您可以給我

這方面的協助嗎? 

  

學生 

  

張琬菁 

  

         敬上 



 Texas Tech University, Wanching Chang, August 2010 

 

168 

 

 

 

 

 

 

 

 

 

 

 

APPENDIX B—Interview Guide 

 

  



 Texas Tech University, Wanching Chang, August 2010 

 

169 

 

 

訪談對象: 系主任 

1. 學生在修完博奕學程後,他在職場上將具有何種別人沒有的優勢? 

2. 設立博奕學程,對科系未來的優勢為何? 

3. 要讓學生達成博奕學程的目標,將會面臨到何種挑戰? 

4. 那些課程您認為是必須要納入博奕學程呢? 

訪談對象: 賭場員工 

1. 請問您當初為何想要報名博奕學程? 

2. 請問您何時拿到博奕證書? 

3. 博奕學程提供您那些認為很受益的課程, 那些是不太實用的課

程? 

4. 博奕學程是否達到您預期想要的學習效果? 

5. 博奕學程的證書是否對你在找賭場工作時有輔助效果? 

6. 請您提供一些未來博奕學程可以改進的建議 

7. 請提供你親身的經驗,說明博奕學程的內容幫助你處理在賭場發

生的狀況 

訪談對象: 賭場經理 

1. 在面談員工時,您完成博奕學程的證書會是一個必要的前提條件

嗎? 
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2. 您會有博奕證書的員工會表現得較好嗎? 

3. 您為博奕學程的內容是否有滿足業界對員工的能力基本需求? 

4. 請建議那些課程或必需的技術應該要納入博奕學程 

5. 請提供您的親身經驗說明有博奕證書的員工有較好的工作表現 
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Data Collection Plan 

Tasks Steps to Accomplish 

In-depth interview 

Critical incident  

Phase I: Pre-Data 
Collection 

1. Selecting participants 

2. Preparing for interview 

3. Developing interview questions 

4. Getting approved from IRB 

5. Conducting pilot interviews 

6. Preparing consent forms, introductory letters, 

personal data sheet, recording equipments 

7. Scheduling the interview with the interviewees 

Phase II: During 
Data Collection  

1. Conducting interviews 

2. Taking notes 

3. Collecting records 

Phase III: Post-Data 
Collection 

1. Convert notes to data entry forms 

2. Follow through with the results 
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CONSENT TO PARTICIPATE IN RESEARCH 

I hereby consent to participate in research conducted by Wanching Chang with 

the Department of Hospitality Administration at Texas Tech University. 

It has been explained to me and I understand that: 

1. The purpose of this study is to examine the prospects for providing 

intellectual and effective gaming management certificate programs as 

part of Hospitality education in Taiwan. An understanding of these 

perceptions will serve to benefit all those who work or study about 

people in similar positions or with similar experiences. 

2. If I volunteer, my participation and my role will consist of the 

following: 

 I will be scheduled with the primary investigator. 

 I will be asked to participate in an in-depth interview that will 

last approximately one to two hours.  

 The interview will be digital recorded and later transcribed. No 

names will be put on the records or transcripts to identify 

participants. If names are mentioned during the interviews, they 

will be deleted from the typed transcripts.  

 All data will be kept in a locked cabinet that only Wanching 

Chang or her advisors will have access to. After transcribing, 

records will be stored for 2 years. The questions I answer will be 

kept confidential. 
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 I will be asked to complete a Personal Information Sheet. 

3. My participation is voluntary, and refusal to participate at any time 

will involve no penalty or loss of benefits to which I am otherwise 

entitled. 

4. I understand the benefits of participating in this research: My 

contribution will help benefit the existing literature and research on 

establishing effective gaming management certificate programs.  

5. Through my participation, I will help people better understand how 

gaming management certificate programs benefit the individuals, 

employers, and sponsoring institutions.  

6. I will receive a copy of my own interview transcripts and the findings 

of the study. 

7. I understand my rights during my participation. 

8. I can determine the pace of the interview 

9. I have the right to not answer any question. 

10. I can withdraw from the study at any time and have any data collected 

from me destroyed or returned to me. 

11. I have received information that I can contact the Texas Tech 

University Institutional Review Board for the Protection of Human 

Subjects, Office of Research Services, Texas Tech University, 

Lubbock, Texas 79409. Or I can call (806) 742-3884. 

12. There is no other way to obtain the information required for this 
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research. 

13. The results of this research may be published but I will not be 

identified in any publication. 

14. My questions about this research project have been answered. I 

understand that if I have any further questions about the research 

project, I can contact Wanching Chang at 806-543-8347 or email her 

at wanching.chang@ttu.edu, or Dr. Jessica (Jingxue) Yuan: 

806-742-3068 or email her at Jessica.yuan@ttu.edu 

15. I further consent to Wanching Chang to perform the procedures 

referred to; report findings, to government agencies, funding agencies, 

manufacturers, or scientific bodies; and to publish the findings. 

16. By signing below, I agree that I have been told the purpose of the 

project, understand what is expected of me, have been given the 

opportunity to ask questions, and have a copy of this form for my 

own records. 

 

Participant‟s signature and date                         

_______________________________                 

Expiration date for this form: August, 2010. 
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個人資料表 

1. 請問您的性別 (Gender):   男    女 

2. 請問你的年齡 (Age):  20-25    26-30    31-35    36-40   

 41-45    46-50    51-55    56-60    61-65    66

以上 

3. 教育程度 (Education):  高中職    大學   碩士    博

士  

4. 在目前工作職位做了 (Years in the current position): ______年  
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Appendix F: Thematic Outlines 

Thematic Category Theme Sub-theme Statements 

Educators’ 

preparations 

1. Anticipated benefits For students 
i. Acquire additional job skills 

ii. Increase competitive advantage 
 

For the department 
i. Increase enrollment rate  

ii. Make the department 
distinguishing 

 Have mastery of a specific body of 
knowledge or skills outside the field 

 Distinguish themselves with those who 
didn‟t take gaming courses  

 Possess accredited certificate  
 Attract more students to enroll the 

program 
 Create a distinguishing feature for the 

department 
 Be a pioneer institute of gaming 

industry training program 
2. Challenges and 

difficulties 
i. Lack of qualified faculty 

members 

ii. No clear guideline to be 
followed while designing the  
curriculum 

iii. Insufficient industry backup 

iv. Limited access to gaming 
equipment 

v. Misunderstanding of the term 
“gaming” in Taiwan‟s society  

 Convince existing faculty adopt new 
gaming knowledge and combine with 
their subject (Current faculty‟s 
academic background are not relevant 
to gaming industry) 

 Recruit new faculty with gaming 
background or industrial experience in 
casinos 

 Inconsistent objectives of curriculum 
designation (some focus entry level, 
some focus management level) 

 Unclear course level (some courses 
regard as advanced, some courses as 
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 intro) 
 Industry provides opportunities and 

good learning environment for 
students to see how it runs or practice 
their skills 

 Purchase of gaming equipments 
 Virtual casino classroom 
 Parents‟ doubts (gaming equals 

gambling)  
 Students‟ misconception of the gaming 

industry (they could gamble without 
any investment, casino will pay for 
their loss) 

 Moral and ethical issues of gambling 
in Chinese culture 

3. Future planning i. Improvements in curriculum 

design 

 Moral and ethical courses; psychology 
courses; casino service; casino 
etiquette 

Certified 

employees’ 

reflections 

1. Initial motivation of 
enrolling this 
program 

 

 

  Referred by company 
 Want to gain more knowledge about 

gaming industry 
 Personal enrichment 
 Career enhancement 

2.  Perceived Benefits i. Career advancement  Job promotion 
 Better work performance and increase 
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ii. Self-performance 

 

knowledge 

3. Relevance of courses 
 

  Interpersonal communication skills; 
Customer experiences management; 
Casino hospitality management; 
Mathematics and the operation of 
casino games; Public relations in 
gaming industry;  

 Responsible gaming management; 
Mathematics and the operation of 
casino games; Macau‟s casino 
business; Casino operation 
management_ slot machine; Seminar 
in casino security and gaming 
protection 
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4. Suggestions and 
comments to the 
program 

i. The length of program 

ii. The quality of instructors 

iii. Improvements in curriculum 
design 

 The time is too short 
 Too many to learn 
 Full-time employees 
 Instructors lack practical experience 
 Applied knowledge to practical 

situations 
 Experience sharing  
 Teach more problem solving skills in 

real cases which happened in casino 
operation.  

 The courses should clarify the levels 
for each position  

 Offer advanced courses 
Managers’ 

perspectives 

1. Perceptions of 
gaming management 
certificate  

i. Necessity of gaming 
management certificates 

ii. Perceptions of employees‟ 
attitudes  

 

2. The essential 
requirements of 
prospective 
employees 

   

 


