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LABOR OF LOVE?
Professor Glenn McCartney takes a look at the issue 
of falling job satisfaction among retail staff at Macau’s 
integrated resorts and what can be done to address it.
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By 乄 Professor Glenn McCartney

Professor Glenn McCartney MBE is an 
Associate Professor of International Integrated 
Resort Management at the University 
of Macau, China, where he also serves as 
Associate Dean (Curriculum and Teaching) 
in the Faculty of Business Administration. He 
worked for many years in different operational, 
strategic and consultancy roles within the 
tourism, hospitality and gaming industry.
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S hopping, particularly 
within the retail malls 
located in Macau's 
integrated resorts, is 
a popular activity for 

mainland Chinese when visiting 
the SAR. Retail is an important 
part of a casino development, 
so it might seem paradoxical 
to discover the volume of retail 
hospitality staff currently 
considering quitting their 
jobs due to employment cost- 
cutting measures across the 

hospitality industry via various 
employment reduction schemes 
and incentives. 

It could be argued that it is 
during the upcoming recovery 
phase for the casino and 
hospitality industry that there 
will be a greater need than ever 
to retain and recruit qualified 
staff to deliver high levels of 
customer service.

It is only such quality service 
that will help vendors, many 
of which are luxury brands, 

achieve their sales and revenue 
goals in the coming years.

Given the losses suffered 
by Macau’s gaming industry, 
there is an urgency to recoup 
revenues and to recreate sales 
growth, and with diversification, 
to create greater revenue 
growth in non-gaming sectors 
such as retail. Staff turnover is 
disruptive, causing financial and 
operational challenges.

In a recent study by myself, 
Charlene Lai and José Pinto 
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titled “COVID-19 impact on 
hospitality retail employees’ 
turnover intentions” and 
published in the International 
Journal of Contemporary 
Hospitality Management, we 
found that several factors could 
influence retail employees’ 
job satisfaction and in turn the 
possibility of them leaving. 

The questionnaire survey 
was conducted last year 
among 301 hospitality workers 
employed within retail outlets 
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at integrated resorts on the 
Cotai Strip. To put this study 
and questions together, several 
past studies on hospitality staff 
retention were reviewed. 

With the pandemic ongoing, 
there may be issues of 
perceived personal risk, anxiety 
and uncertainty as well as the 
individual’s mental well-being 
perhaps affecting behavioral 
intention to return to work. 
Many in hospitality are in 
frontline roles, with a constant 
visual reminder that the 
pandemic continues, including 

warning notices and mandates 
such as mask-wearing and 
health codes.  

We specifically looked 
at the impact of co-worker 
relationships, workload, pay 
and company support on job 
satisfaction, and in turn the 
employee’s intention to leave 
their present position. There 
are various aspects within each 
of these factors. 

With workload and pay, 
retail employee compensation 
can include commissions 
and sales incentives, which 

SRUDU\� +RVSLWDOLW\� 0DQDJHPHQW̾牏
ኧՈ牏&KDUOHQH� /DL现-RVH� 3LQWRಅ
砰䌃牧氂傶̽碝٢ዖ眐䌘ෝ稠盃襉ࠓ㹓
ૡ櫝肬氎ጱ段̾ጱ碝蜱Ꮈ绗吚Ӿ牧
౯㮉咳匍ԧ皃㮆ࢩᔰݢ胼䨝段襉ࠓ㹓
ૡጱૡ֢笕᪃眤牧ℂᘒ段犢㮉櫝肬ጱ
秚䨝ሲ牐

ፘ橕㺔ܫ藲礚ෝ݄ଙ蝱ᤈ牧我㺔ԧ
ࠓ襉ݶଶ獉犋ݳ᪠躾उ玟翎ࣁ֖���
珶岒ૡ֢ጱ稠盃襉ࠓ禂㹓ૡ牐ᘒ傶ԧ碉
ࣁฎ稞Ꮈ绗膏ፘ橕㺔氂牧犖磪䌘Ӟ犚ݳ
螂݄橕ෝ稠盃禂㹓ૡ݄ኸ㺔氂ጱᎸ绗蝱
ᤈࢧ觎牐

ኧෝዖ眐狅簁瞱媲牧ࢩ種۱ೡ眤Ꭳ
ጱ㮆Ո觓檺牏ᆌ眾牏犋嘦ਧ现㮆Ոጱک
羊ᐟ؋皐᮷ݢ胼段茐Ӟ㮆Ոࣁૡ֢Ӥ
ጱ݄ኸ牐盄ग़ࣁ稠盃禂獉ጱ㹓ૡ᮷ฎᒊ
ෝ獮娄牧犢㮉ྯॠಅ憎ಅ股牧۱ೡ፡憎
Ոಀݗᗛ现ڊ纈؋皐嘨牧᮷䨝犋䥁蠣
犢㮉ዖ眐狅簁瞱媲牐

౯㮉粬獨ኸ茐ݶکԪ樌ጱ橕狌牏�
ૡ֢ᰁ牏萇ᰂ牧犥现獍ݪ妔Ԩጱඪൔ绗
ᒌই֜段ૡ֢笕᪃眤牧螭磪猪㹓櫝樄
犢㮉匍碻肬֖ጱ氎牐犥Ӥྯ圵ࢩᔰ᮷
切窟ग़㮆ොᶎ牐

猪㹓ጱࠓૡ֢ᰁ现萇蠉ොᶎ牧襉ࣁ

萇蠉盃蝽ݢ犥۱ೡ֧ᰂ现衴ࠓ筕玎牧蝡
犚ࣁዖ眐๗樌磪碻䨝ڊ匍ಕ仂ጱ眐丆牐
吚簁牧螭ݢ犥磪ٌ犢ᴫےᐰڥ牧ֺইᐒ
Ի肞䨝ኞ෭睃ᐞ牧綍ᛗݢ胼ݢ犥嘦狒
斪ๅ藲蟴胼䄪獍ଘ獤㬙牐蝡犚ࣁℂ獮ጱ
Ꮈ绗Ӿ᮷ᤩ咳匍胼䄪段ૡ֢笕᪃眤牐

౯㮉咳匍ૡ֢ᰁ膏萇蠉᮷䌘ૡ֢笕
᪃眤磪ಅ段牧ٌ犢ጱ㹓ૡᐰֺڥইૡ
֢蟴䌘牏懺娞ਯ㯽现肬႕獮ว缛牧綍ᛗ
㬵ᛔ襉ࠓ獍ݪጱඪൔ牧Խ䨝䌘ૡ֢笕᪃
眤叨ኞ段牐��

ฎ稞藲礚ӾጱӞ殻᯿ᥝ咳匍牧ࣁ
疰ฎ膏ݶԪጱ橕狌㪔犋䨝段ૡ֢笕᪃

during the pandemic were 
often reduced. There can be 
other fringe benefits such as 
social gatherings or birthday 
celebrations, or even ensuring 
a fair work-shift rotation. All 
have been found in past studies 
to influence job satisfaction. 

We found that workload and 
pay influenced job satisfaction, 
as did other employee 
benefits such as job matching, 
training, promotion and career 
prospects. Support from the 
retail company also influenced 
job satisfaction. 
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An important finding in 
this study was that co-worker 
relationships did not influence 
job satisfaction. Nevertheless, 
studies have shown that trust and 
relationships in the workforce 
are important, building towards 
job satisfaction.

During the pandemic, many 
have been confined to their homes 
or online platforms, with limited 
social interactions. A follow-up 
action could mean retail HRM 
prioritizing ways to re-engage 
interactions between co-workers. 
With the retail workforce back, 
actions to reestablish co-worker 
relationships become possible. 

This study was a snapshot 
but showed issues of concern 
to address in retaining retail 
staff. It’s a study that could be 
replicated not only to track 
employee job satisfaction over 
time, but also across multiple 
hospitality sectors such as 
casino, accommodation, food 
and beverage, entertainment, 
events and recreation. It shapes 
as important data as part of 
the diversification analysis 
for Macau’s tourism industry 
into the development of non-
gaming, given the importance of 
recruiting, training and retaining 
qualified talent in these roles.  
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It is during the upcoming recovery phase 
for the casino and hospitality industry 
that there is a greater need than ever to 
retain and recruit qualified staff.
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