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ABSTRACT

An increasing body of work has identified ‘corporate social responsibility’ (CSR) as an
institution, and has suggested that its institutionalised form may be deployed to pursue
traditional business imperatives and avoid burdensome legislation. This article will examine
how responsible gambling is understood in Macao’s gambling industry and why firms in
Macao’s gambling industry engage in responsible gambling (RG). This study is primarily
based on an in-depth examination and analysis of Macao’s gambling industry with 49 semi-
structured interviews. This study gives an account of the ‘responsible gambling’ practised in
the gambling industry in Macao to show that gambling companies make use of the
institutionalized (unstated) characteristics of CSR to leverage political and economic
privileges. Responsible gambling is presented as the central component of CSR, articulated
through varied stakeholders, while responsible gambling in practice focuses symbolically and
solely on employee protection. The study shows that gambling companies derive substantial
legitimacy benefits from the institution of CSR, thus positioned.

KEYWORDS: Corporate Social Responsibility, Controversial Industries, Gambling
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1 INTRODUCTION

Corporate Social Responsibility (CSR) has been widely discussed in business studies
and even in the controversial industry. Controversial industries have been defined as
“products, services or concepts that for reasons of delicacy, decency, morality, or even fear,
elicit reactions of distaste, disgust, offence or outrage when mentioned or when openly
presented” (Wilson and West, 1981, p. 92). However, attitudes to controversial industries
change over time, institutional, and social contexts (Campbell, 2007; Waller, et al, 2005).

Several CSR studies have examined controversial industries, such as tobacco, alcohol,
and gambling (Hemphill 2005; Hing, 2001; Palazzo and Richter, 2005). However, other
controversial industries, particularly the gambling industry, have not been widely explored in
a greater depth in the CSR literature (Cai et al., 2012; Jones, et al., 2009; Leung and Snell,
2015; Reast et al., 2012). This paper aims to explore why this industry still remains contested
by examining CSR-related initiatives, particularly responsible gambling.

This paper examines on this industry in one of the Asian countries, Macao, a Special
Administrative Region of China, where there is relaxed legal environment. Macao’s gross
gambling revenue is five times more than that of the Las Vegas Strip in 2015 as the world’s
largest gambling market (Bloomberg, 2016).

This paper is structured as follows. After this introduction, Section 2 provides the
literature review of CSR, an overview of the international gambling industry, CSR in the
gambling industry, and organisational legitimacy. Section 3 provides a general background of
Macao’s gambling industry, and research design. Section 5 presents the findings of semi-
structured interviews and is followed by discussion and conclusion.

2 LITERATURE REVIEW
2.1 Corporate social responsibilities

The Commission of the European Communities (2001, p. 6) defines CSR as “A concept
whereby companies integrate social and environmental concerns in the business operation and
in their interactions with their stakeholders on voluntary basis.” CSR has been debated over
the past decades. CSR appears to overlap with a wider concept, such as corporate citizenship,
business ethics, and sustainability (Crane and Matten, 2007). Corporations often integrate
CSR into their business strategy (Porter and Kramer, 2002) and can ‘do well by doing good’,
which means that they can perform well in financial terms in business operations and can be
responsible to creating a better society (Kurucz et al., 2008). This view is often known as ‘the
business case’ for CSR and there are four main types: cost and risk reduction, competitive
advantage, reputation and legitimacy and synergistic value (Kurucz et al., 2008). Friedman
(1970) argues that a socially responsible corporation must maximise shareholder value. In
other words, corporations seem to have no legal requirement to place public interest above
shareholder interest (Banerjee, 2007; Crane et al, 2004). Henderson (2001) argues that
corporate commitment to CSR is ‘deeply flawed’ that undermines the market economy.

2.2 Overview of the international gambling industry

Gambling is often seen as a form of recreation and entertainment; however, gambling
became caught up in discourses on smoking, alcoholism, and drugs (Reith, 2007). The rapid
development of political and social changes reflects the new acceptability of the gambling
industry and portray itself as normal enterprises to pursuit for free market and free choice
(Galvin et al., 2004-5; Reith, 2007).
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This global gambling sector grew moderately by 2.3% and reached a total revenue of
US$462.4 billion in 2014 (MarketLine, 2016). In particular, Asia-Pacific regions account for
47.8% of the global casinos and gaming sector value, and followed by the United States
(23.1%), Europe (21.6%), Middle East and Africa (0.2%) and the rest of the World (7.3)
(MarketLine, 2016).

The substantial growth of the gambling industry has been reaped positive externalities,
including pubic finance and tax revenue (Campbell and Smith, 1998; McMillen, 1996).
However, this industry induces several socially undesirable externalities, notably problem
gambling (Hancock et al., 2008; Hing, 2001; Shaffer and Korn, 2002). The average
prevalence rate of problem across all countries is approximately 2.3%, with the highest rates
in Asia (William et al., 2012).

Gambling operators often apply the industry-based voluntary codes of responsible
gambling practice (Blaszczynski et al., 2011). Such initiative has been defined as “policies
and practices designed to prevent and reduce potential harms associated with gambling; these
policies and practices often incorporate a diverse range of interventions designed to promote
consumer protection, community/consumer awareness and education, and access to
efficacious treatment” (Blaszczynski et al., 2004, p. 308). However, responsible gambling is
primarily based on a view that problem gambling represents a small minority of total
population (Delfabbro and King, 2012). This initiative consists of five main stakeholders,
including consumers, gambling operators, health services and welfare providers, community
and government (Blaszczynski, et al., 2004). The concept of responsible gambling can be
seen as a subset of CSR (Hing, 2003).

Responsible gambling seems to operate in local, rather than international levels (Leung
and Gray, 2016). This involves different degrees of mandatory and voluntary practices and
varies greatly across countries (Hancock et al., 2008). Responsible gambling has been
adopted mostly in developed countries, such as Australia, the US, and the UK.

2.3 CSR in the gambling industry

CSR has been examined several controversial sectors (Banerjee and Bonnefous, 2011;
Byrne, 2010), while other CSR studies have examined tobacco and alcohol industries
(Hemphill 2005; Palazzo and Richter, 2005). CSR in the gambling industry has increasingly
investigated in the recent years (Jones, et al., 2009; Leung and Snell, 2015; Miller and
Michelson, 2013; Reast et al., 2012).

Some studies have examined the relationship between CSR and financial performance
(Cai et al., 2012; Lee and Park, 2009). Other studies have focused on the efficacy of
responsible gambling on gamblers’ perspective (Hing, 2004; 2005) and on casino employees’
perception (Giroux et al., 2008; Lee et al., 2013). Several studies have investigated on how
managers manage social impacts (Breen et al, 2005; Hing and McMillen, 2002), what
problem gambling counsellors’ perception on responsible gambling (Hing and Nuske; 2011)
and how the state define the role of responsibility on responsible gambling (Hancock, et al
2008).

The extant literature on responsible gambling concerning one stakeholder group has
been extensively done over the past decade; however, relatively little research has widened
the stakeholder groups in the gambling industry (Hing, 2001; Leung and Snell, 2015; Reast et
al., 2012).
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2.4 Organisational Legitimacy

Legitimacy has been seen as “congruence between the social values associated with or
implied by [organizational] activities and the norms of acceptable behaviour in the large
social system of which they are part” (Dowling and Pfeffer, 1975, p. 122; Parsons, 1960, p.
175). Suchman (1995, p. 574) provides the generic definition of legitimacy and defines as “a
generalized perception or assumption that the actions of an entity are desirable, proper, or
appropriate within some socially constructed system of norms, values, beliefs and
definitions.” Suchman (1995) identifies three types of organisational legitimacy: (i) pragmatic
legitimacy refers to calculate of corporate self-interest; (ii) moral legitimacy refers to the right
thing to do within a set of accepted social values; and (iii) cognitive legitimacy refers to
taken-for-granted assumptions.

The extant literature is divided legitimacy into two mainstreams:; strategic and
institutional legitimacy (Suchman, 1995). Strategic legitimacy takes a micro level of analysis
as organisations instrumentally deploy symbols to gain societal support and managers have a
high degree of control over the legitimacy process (Ashforth and Gibbs, 1990; Dowling and
Pfeffer, 1975; Suchman 1995). By contrast, institutional legitimacy takes a macro level of
analysis and focuses on how organisations adopt an institutional environment to manage
legitimacy (DiMaggio and Powell, 1983; Meyer and Rowan, 1977; 1991; Meyer and Scott,
1983).

DiMaggio and Powell (1983) suggest three main processes of institutional legitimacy:
(i) coercive isomorphism states that organisational behaviour is controlled by institutional
pressure that produce an ‘iron cage’ (DiMaggio and Powell, 1983); (ii) mimetic pressures
arise primarily from highly uncertain business environments so organisations imitate the best
practices from industry peers that are perceived as powerful in the field (Bondy, et al., 2012;
Matten and Moon, 2008); and (iii) normative pressures are often related to an external entity,
such as universities and professional bodies, to set certain standards, and develop particular
skills for managers and members (Bondy, et al., 2012; Matten and Moon, 2008).

The gambling industry has been facing an on-going threat to its legitimacy and create
moral legitimacy gap, notably problem gambling and health-related issues (Galvin et al.,
2004-2005; Leung, 2015; Leung and Snell, 2015; Reith, 2007). Thus, gambling companies
endeavour to reduce this legitimacy gap by using some symbols, particularly responsible
gambling, to gain societal support (See Ashforth and Gibbs, 1990; Dowling and Pfeffer, 1975;
Suchman 1995).

This article explores the main research questions: (1) how is responsible gambling
understood in Macao’s gambling industry? (2) why do organisations in Macao’s gambling
industry engage in responsible gambling? By using legitimacy theory, this study emphasises
on the underlying motivation of responsible gambling engagement in the gambling industry,
but also helps lay a foundation to further understand the increasingly complexity in the
business environment.

3 BACKGROUND ON MACAQO’s GAMBLING INDUSTRY

Macao was a former Portuguese colony since 1557 (Hobson, 1995). There were major
changes in Macao’s gambling industry during the 20" century. The owner of Sociedade de
Turismo e Diversoes de Macau (STDM), Stanley Ho, held a gambling monopoly since 1960s
and finally ended in 2002. The government of Macao decided to liberalise the gambling
industry and granted six casino concession holders to operate casinos and other related
entertainment facilities in 2002 (Sou, et al., 2016).
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Crucially, the Chinese government launched a Free Travel Scheme (FTS) in 2003. The
rapid development of Macao’s gambling industry resulted in a twofold increase in the total
number of casinos and a threefold increase in the number of slot machines over the past
decade. Almost 60% of visitors were from mainland China, and followed by Hong Kong and
Taiwan in 2013 (Government of Macao Special Administrative Region Statistics and Census
Service, 2013).

The Macao’s gambling industry accounts for around 85 percent of total government
revenue and contributes a gaming tax and other social and cultural activities of 40 percent to
the government (Macao Business Daily, 2014). However, this industry creates adverse direct
and indirect negative externalities, notably problem gambling. The prevalence rate of problem
gambling in Macao (6.0%) is significantly higher than that of Hong Kong (5.6%) (William et
al., 2012) due to increased gambling activitiies over the past decade (Gu and Tam, 2011).
Fong et al. (2011) indicate that the social cost of gambling in Macao was US$106 million in
2007 and seriously affected the neighbouring countries, namely mainland China.

4 RESEARCH DESIGN

In order to deepen the understanding of CSR in the controversial industry, semi-
structured interviews were used to answer the two main questions. Qualitative interviews
place more emphasis on interviewees’ viewpoints in their own language and convey
interviewees’ experience by developing their own stories (Rubin and Rubin, 1995; Saunders
etal., 2009).

4.1 Data Collection

Before starting the formal interviews, the five pilot interviews were conducted in 2010.
However, the results of the pilot study revised the interview questions for the formal
interviews. 49 semi-structured interviews were conducted in Macao in 2011 with 30 internal
stakeholders and 19 external key stakeholders.

The interviewees were generally obtained via personal contact and a snowball sampling
technique (Saunders et al., 2009). These interviews were between 30 and 120 minutes.
Interviews were often held at their workplace at their convenience. Interviews were conducted
mostly in Cantonese and some in English. All the interviews were digitally recorded,
transcribed, and translated in Cantonese by the author. The selected quotes were translated
from Cantonese into English with similar meanings to convey the interviewees’ original
messages. Similar questions were asked for internal and external stakeholders’ interviewees to
explore two main research questions. Their responses may have been affected by personal
background, working experience, and knowledge of responsible gambling.

4.2  Data Analysis

Nvivo 8 was employed for data analysis. However, this software neither does critical
thinking nor formulates conclusions (O’Dwyer, 2004). The qualitative data analysis involves
three distinct stages: data reduction, data display and data interpretation (see Miles and
Huberman, 1994). Data reduction was conducted in 2011. A summary of each interview
transcript was prepared and followed by identifying open codes, developing big codes and
combing codes into major themes (See O’Dwyer, 2004). Data display showed the reduced
data in a form of mind-map with major themes. Data interpretation comprised constructing
various accounting, comparing different themes, and linking the major themes to legitimacy
theory and the CSR literature.
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5 FINDINGS
5.1 Concept of Responsible Gambling

Responsible gambling has been widely applied mostly in developed countries, such as
Australia, Canada, and the US. However, responsible gambling was a new concept in Macao,
because “This market is in a infant stage. Western gambling companies bring a new concept
of responsible gambling.” (Director, Company E)

These findings indicated that responsible gambling in Macao’s gambling industry
appeared to be “borrowed” from western countries. “We had responsible gambling experience
in the US” (Vice President, Company C) and “Macao doesn’t have international experience
of responsible gambling. The concept of responsible gambling originated in western
countries.” (Counsellor 3)

5.2 Conflict or no conflict

Some internal stakeholders working at the senior management level noted that financial
interest tended to be compatible with responsible gambling. In their views, this industry took
a proactive approach to admitting the negative consequences of gambling to the society. A
CEO explained that:

“I don't see that it is a conflict. ... I think that the key issue is openness. Basically, the
notion of the conflict is basically denial. ... It is not the conflict. It is a question of how
to manage negative consequences. ”(CEO, Company C)

However, responsible gambling could be viewed as incompatible with financial
objectives. A third of the external stakeholders viewed that this conflict appears to be the
bottom line of gambling companies.

“[ think that it is difficult for the gamblers to be responsible in an absolute term. This is
contradicting the business objective to make money from gaming.” (Journalist 4)

5.3 Changing the notion of responsibility

Macao’s gambling industry employed responsible gambling as a means of changing
stakeholders’ perception by highlighting the individuals’ responsibility. The discourse of
responsibility used to prioritise gamblers’ responsibility for their gambling over gambling
operators’ responsibility. Importantly, most of the internal stakeholders stated that gamblers
were expected to manage their own gambling behaviour on their behalf.

“Actually, we can’t actively help customers. It really depends on customers. ... When
customers are at the gaming table, we let them continue to gamble.” (Supervisor,
Company E)

A third of external stakeholders speculated that the gambling operators could take some
forms of responsibility for protecting individual gamblers. Macao’s casinos employed a
‘Vegas-style’ design, not only without windows and clocks, but also with bright colourful
light and the sounds of winning (Hing, 2004). A lack of customer protection referred to an
insufficient number of personnel provided to support customers and insufficient physical
customers support in the gambling venues. For example:
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“If customers are sick or uncomfortable, gambling coordinators and counsellors take
customers to a rest room. Gambling companies in Las Vegas provide this service for
customer and Macao should do the same.” (Academic 4)

5.4  Symbolic commitment of responsible gambling

Customer awareness, protection, and assistance were seen as an important step in
responsible gambling programmes. Some interviewees recognized the importance for
gambling companies of taking some forms of responsibility to protect customers. For
example:

“.. our company has a responsibility towards customers and employees through
“Responsible Gambling”. Therefore, our company really operates in this direction.
(Vice President, Company C)

Nevertheless, some interviewees noted that assistance information and voluntary self-
exclusion initiatives were ineffective to protect customers. For example:

“We have an observation in the gambling industry. They generally put responsible
gambling information in less predominant areas and we need to search for this
information.” (Counsellor A)

An academic suggested that the responsible gambling programmes could arguably be
seen as a symbolic commitment or ‘window dressing’ by gambling companies to address
problem gambling.

5.5 Employees as the potential victims

The findings indicated that the gambling industry tended to place a high emphasis on
employee protection rather than customer protection. A grey area of gambling venue
employees could be seen as a part of the community and potential gamblers. Whether or not
Macao’s gambling industry could truly embrace responsible gambling.

Some the internal stakeholders stated that “employees are the most vulnerable group of
people in Macao’s gambling industry” (Manager, Company F). Thus, this industry tended to
exert more resources on employee education and assistance programme. In addition, a
counsellor further explained, “Customers’ response rate is very low in our centre.”
(Counsellor 2). Strikingly, a manager mentioned an important point, “90% of the gamblers
here are from PRC [mainland China]. They go home and they take the problems with them.”
(Manager, Company A)

5.6 Real Responsible Gambling

The stated responsible gambling policies referred to employee responsible gambling
training programme to recognise the warning signs, or symptoms of problem gamblers. Some
internal stakeholders stated the inconsistency in relation to actual responsible gambling
practices. The casino frontline employees were deemed as not qualified as professional
gambling counsellors to identify the symptoms of gambling problems.

“The frontline employees don’t have the professional knowledge to check problem
gamblers.” (Officer, Company B)

The casino frontline employees had no obligation to recognize gambling problem and
tended to remain silence to intervene. For example:
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“You don’t know which customers have a gambling problem. If customers don’t have
a problem, we ask them to contact our security officers for assistance.” (Marketing
Executive, Company C)

“If a customer is very sleepy, we won’t ask him/her to go home or take a rest. If we
do that, we make them stay away.” (Inspector, Company E)

5.7 The regulatory regime

The government of Macao, a statutory authority, is responsible for granting gambling
licenses to gambling operators and for establishing the regulations to control the way the
industry should behave. This view was expressed by more than a quarter of the internal
stakeholders working at non-management, junior and middle levels, but less so by senior
management and external stakeholders.

“I think that the gambling companies are under pressure from the government to follow
the responsible gambling guidelines because the gambling companies need licenses to
operate.” (Officer, Company A)

Crucially, maintaining a good relationship with the Chinese government could be
viewed another important source of legitimacy to seek critical resources, notably its Chinese
customer base for its continued operation. However, the increasing gambling problem had a
major impact on mainland China.

“The Central Chinese Government is under great pressure. So, they reduced the number
of Free Travel Scheme visas from China, mainly from the Guangdong provinces, to
prevent people from gambling in Macao. Some enterprises went bankrupt, which as a
result may experience negative social impacts.” (Journalist 4)

6 DISCUSSION
6.1 The Real Meaning of Responsible Gambling

Responsible gambling indicated that the gambling industry was obviously to support a
serious of responsible gambling programmes organized by the government of Macao
However, the term ‘Responsible Gambling’ is often known as ‘Responsible Gaming” which
was a common term mostly used by this industry (Leung and Gray, 2016). Gaming is often
linked to its connotation of leisure, rather than financial loss (Reith, 2007).

The gambling companies appeared to take advantage of the ambiguity of responsible
gambling and to adopt their own interpretation for their best interests. The findings suggested
that responsible gambling could be a set of business practices with the particular aim of
improving financial performance as they intended customers to come back to play games
repeatedly. Paradoxically, responsible gambling could contribute to sustainable development
of Macao’s gambling industry.

Nevertheless, this responsible gambling model was primarily based on one of stated
assumptions, “the total societal benefits of gambling must exceed the social cost”
(Blaszczynski et al, 2004, p. 309). The assumption of responsible gambling was largely
limited to a business as usual context and a win-win scenario (Delfabbro and King, 2012),
which was similar to the business case for CSR (Kurucz, et al., 2008). Organisations in
Macao’s gambling industry were profit-making corporations, rather than operate for the
public interest. The design of an organisation in contemporary capitalism follows a financial
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initiative (see Gray and Milne, 2004). Therefore, genuine responsible gambling could be
regarded as incompatible with an economic objective (Soriano, et al., 2012).

6.2 Strategic Legitimacy

The gambling industry has been facing an on-going threat to its legitimacy and create
moral legitimacy gap, notably problem gambling and health-related issues (Galvin et al.,
2004-2005; Leung, 2015; Leung and Snell, 2015; Reith, 2007). This article showed how the
highly complex Macao’s gambling industry endeavoured to reduce this legitimacy gap
through deploying and manipulating some symbols, particularly responsible gambling, to gain
societal support (See Ashforth and Gibbs, 1990; Dowling and Pfeffer, 1975; Suchman 1995).
This study suggested that organisations in Macao’s gambling industry could be said to
employ a set of legitimising strategies to manipulate stakeholders’ perception to pursue
legitimacy by changing their perception, educating them and distracting their attention from
perceived problems. These three strategies appeared to mainly address pragmatic legitimacy
rather than cognitive and moral legitimacy (Suchman, 1995).

First, gambling companies adopted responsible gambling as a means of changing
stakeholders’ perception by placing more emphasis on the individual responsibility (Reith,
2007). The determinant of gambling participation and treatment was often associated with the
concepts of neo-liberalism and individual freedom (Blaszczynski et al., 2004; Reith, 2007).
The right to gamble argument was by far the most powerful argument made by the gambling
industry. Second, gambling companies tended to employ symbolic responsible gambling as a
means of educating stakeholders about their intentions to improve social performance (See
Ashforth and Gibbs, 1990; Suchman, 1995). Such actions could be possible to educate the
public that these companies steadily progressed some forms of responsibility to deal with
gambling addiction and problem gambling. Third, these organisations were arguably said to
employ responsible gambling to concentrate on their ability to protect employees, rather than
their inability to protect customers. This tactic could possibly distract the public’s attention
away from customer protection towards employee protection. All these three strategies tended
to be similar to those of the controversial industries (Leung and Snell, 2015; Moerman and
Van Der Lann, 2005; Palazzo and Richter, 2005; Pava and Krausz, 1997; Reast et al., 2012;
Tilling and Tilt, 2010). Thus, responsible gambling could be seen as harmful, if this industry
would fail to protect the vulnerable group.

6.3 Institutional legitimacy

The findings suggested that organisations in Macao’s gambling industry were
somewhat different from or similar to those of the institutional legitimacy literature. The
following findings were based on three main institutional processes: coercive isomorphism,
mimetic processes, and normative pressures (DiMaggio and Powell, 1983).

First, the gambling companies lacked coercive pressure from two different levels. At
industry level, no international gambling association could be expected to develop a uniform
responsible gambling standard so other jurisdictions could follow. Currently, countries with
legalized gambling appeared to develop a national and voluntary industry-based responsible
gambling standard based on their political and social settings. In the absence of coercive
pressure at the industry level, Macao’s gambling industry largely followed responsible
gambling standards developed by the University of Macau. At regional level, the gambling
operators tended to receive insufficient institutional pressure from the government of Macao
to adopt coercive responsible gambling measures owing to weak regulatory enforcement
during the pre-liberalisation era of the gambling industry (Fong et al., 2011). Therefore, the
gambling companies were in a great position to exploit this opportunity of the relaxed legal
gambling environment in Macao.
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Second, there was a weak mimetic process of responsible gambling initiatives within
the industry. These initiatives appeared to come in from the international gambling
organisations, particularly from the US, via their parent company. The subsidiaries of
international gambling companies operated in Macao were, in general, heavily reliance on
responsible gambling policies from the parent company, and in particular, dependent on the
political, social, and cultural setting.

Third, the gambling companies appeared to be weak normative pressure. The findings
suggested that responsible gambling programme developed by the University of Macao,
which could be seen as an important academic institution to develop organisational norms and
standardise the ‘skills and cognitive base’ of managers and employees (Bondy, et al., 2012).
In other words, this education authority directly or indirectly set standards for legitimate
organisational practices (Matten and Moon, 2008). Nevertheless, responsible gambling
programmes in Macao were in an infant stage on mandatory practices.

7 CONCLUSION

This study has provided a unique setting in the Macao gambling industry to examine
how these organisations could employ responsible gambling as a legitimized and symbolical
device to manage stakeholders’ perceptions in an attempt to gain different sources of
legitimacy to enhance its economic interest and ensure their survival. Responsible gambling
was presented as the central component of CSR, articulated through varied stakeholders,
while responsible gambling in practice focuses symbolically and solely on employee
protection. The study shows that gambling companies derive substantial legitimacy benefits
from the institution of CSR, thus positioned.

In the absence of a rigorous legal mechanism and stakeholder pressure, responsible
gambling is virtually meaningless in practice. The government of Macao should introduce
regulatory reform or legal enforcement on mandatory, rather than voluntary responsible
gambling programmes. Furthermore, the gambling companies are likely to face much stronger
pressure from a powerful stakeholder, namely the PRC government that established several
warning signals, such as the strong enforcement of anticorruption and money-laundering in
the casinos by corrupt officials from mainland China in order to reduce the direct or indirect
adverse negative externalities.

This study provides an example of how the gambling companies have made significant
efforts to gain legitimacy at the local level and has contributed to the CSR literature in one of
the controversial industry by using the lens of legitimacy theory. This industry still remains its
relative infancy. This study could deepen the understanding of the increasing complexity of
business and society and offer an opportunity to detangle the knots of current social
responsibility in one of the controversial industry. However, the findings might be applicable
in controversial industries with similar settings, but might be not applicable in other contexts.

This study has three limitations. First, this study has limited to one gambling industry
within a single jurisdiction. Further research could examine the gambling industry in multiple
countries to compare and contrast responsible gambling policies and practices. Second, this
study has been largely restricted to traditional land-based locations, particularly casinos.
There is an exponential growth of the global online gambling industry owing to relaxed
gambling law over the past decades. Further studies could investigate the relationship
between online gambling and responsible gambling measures, how these organisations
address the issue of gambling problem and ethical business practices. Third, the study did not
explore the increasingly growth of Electronic Gambling Machines (EGMs). Further studies
could examine the relationship between EGMs and responsible gambling practices.
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