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Responsible Conduct of Gambling

The course has been designed to satisfy the requirements of clause 57 of the Gaming
Machines Regulation 2019.

The legislation requires all secretaries of registered clubs with gaming machines, all hoteliers
with gaming machines, and employees of registered clubs and hotels whose duties include
gaming machine activities to have completed a Responsible Conduct of Gambling (RCG)
course approved by the Secretary, NSW Department of Customer Service

The Independent Liquor and Gaming Authority (ILGA) must refuse any application to keep
gaming machines from a registered club or hotel, unless it is satisfied that the secretary or
the hotelier has completed the approved RCG course.

A registered club or hotelier must not employ a person whose duties involve the conduct of
gaming machines, unless that person has completed the approved RCG course. In addition,
club directors who undertake gaming machine related duties at their club should also
undertake this course.

Delivery of this course is subject to a number of conditions imposed on the training provider
to ensure training is delivered properly and that minimum learning outcomes for students are
achieved. For instance:

4 the course must be delivered over a minimum of six hours
4 an assessment of the competency of the students must be undertaken, and
4 the student-trainer ratio must not exceed 30:1.

RCG Competency Card

Individuals who successfully complete approved Responsible Conduct of Gambling (RCG)
courses in NSW must obtain a photo competency card, issued by Liquor & Gaming NSW, to
work in roles that require this qualification. A competency card features your photo and your
personal details, the competency you have obtained and an expiry date. It is issued as both
a physical card and an optional digital licence that you need to carry with you and present
when asked.

Getting your RCG Competency Card

1. Successfully complete an RSA and/or RCG training course through an approved
training provider. On course completion the provider will give you an ‘interim
certificate’ allowing you to work in the industry for 90 days.

2. Apply for a card at a participating Service NSW Service Centre, where you will have
your identity verified and a photo taken that will appear on your card.

Refer to ‘FS3033’ RSA/RCG Competency Card fact sheet at liquorandgaming.nsw.gov.au

This work is based on a project undertaken by the Institute of Family Practice, UnitingCare. Financial assistance
for this project was provided by the NSW Government from the Responsible Gambling Fund.
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Introduction

Course structure

The Responsible Conduct of Gambling (RCG) course has two sections, each with a number
of modules. These modules explain the different harm minimisation requirements of the
legislation.

Participants successfully completing this course will be awarded a Statement of Attainment
for the nationally recognised Unit of Competency SITHGAMOO1 Provide responsible
gambling services. This certification is the mandatory requirement for all persons whose
duties are concerned in the conduct of approved gaming machines.

By the end of this course students should be able to:

Describe the context of gambling in New South Wales.

Describe the legislative framework for the responsible conduct of gambling.
Explain the indicators and impact of problem gambling.

Implement responsible gambling strategies.

List the benefits of implementing responsible conduct of gambling practices.

A AADANA

Gambling in Australia

For the first time in 2017, gambling activity questions were included in the annual Household,
Income and Labour Dynamics in Australia (HILDA) survey! which is a nationally
representative longitudinal study of Australian households which commenced in 2001. The
survey found that 39% of the Australian adult population gambles at least once a month. In
terms of problem gambling, the survey found that:

4 1.5% of men and 0.8% of women are problem gamblers, equating to approximately
200,000 people across Australia

4 8% of the population (10.3% of men and 5.6% of women) report at least one harmful
consequence as a result of their gambling.

Gambling in NSW

Gambling is an enjoyable pastime for many people with 65% of adults reporting that they
gamble at least once a year. There are many different forms of gambling, with lotteries
having the largest participation and approved gaming machines producing the largest
expenditures.

The NSW Gambling Survey conducted in 20192 by the Central Queensland University found
that:

1 The Household, Income and Labour Dynamics in Australia Survey: Selected Findings from Waves 1 to 15.
Melbourne Institute Applied Economic & Social Research. Funded by the Australian Government Department of
Social Services.

2 Central Queensland University. (2019). NSW Gambling Survey, 2019. Commissioned by New South Wales
Responsible Gambling Fund, Sydney
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4 of those who gamble, 7.2% are considered to be a moderate-risk or problem gambler

4 since the last survey in 2011, there has been an increase in the proportion of problem
gamblers from 1.2% to 1.9%. and prevalence of moderate risk gamblers from 4.5% to
5.2%.

4 of the population that gamble at least weekly, 13% were categorised as problem
gamblers.

This translates to approximately 56,000 people within NSW adult population experiencing
severe gambling related harm (problem gamblers), and approximately 500,000 people in
NSW experiencing or at risk of gambling related harm (low to moderate-risk gamblers).

Refer to the NSW Gambling Survey 2019 for more information and to the NSW Office of
Responsible Gambling here.

In NSW legal forms of gambling are:

1. Wagering on racing and sport events, including:

4 TAB activities
4 Calcutta's and sweepstakes
4 Online

N

Gaming, including:

approved gaming machines (including multi-terminal gaming machines (MTGMs)
linked progressive jackpot systems

Keno and lottery games

football pools

Casino table games

miscellaneous games of chance

bingo

lucky envelopes

A A AMAMAANANA

w

Casino gaming
I

The gambling industry provides a range of benefits to the community including employing
tens of thousands of people Australia wide and generating several billion dollars in taxes
from venues. In NSW registered clubs can receive a tax rebate by using up to 1.85% of their
gaming revenue to fund community and sporting organisations.

As at 30 June 2020, there were 90,175 authorised gaming machines operating in NSW
hotels and registered clubs (excluding The Star Casino?).

4 Department of Customer Service. (2020). Independent Liquor & Gaming Authority: Annual Report 2019-20.
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In the 2019-20 financial year, the total net profit from gaming machines in hotels and clubs
was $5.47 billions.

While gambling provides a benefit to the community and is a recreational pursuit for some,
for others it can present real individual and social challenges. These people:

4 spend increasing amounts of time and money on gambling

4 may lie about their gambling

4 find it difficult to control the impulse to gamble, and

4 engage in socially destructive behaviour to continue to gamble, including relationship
breakdown, loss of assets and crime

4 experience different levels of gambling related harm, which can relate to financial,

health, relationships, education and employment, social and psychological well-being.

Unlike alcohol-related problems, without appropriate training gambling problems can be more
difficult to detect. Staff working in gaming areas of hotels and registered clubs play a primary
role in observing, monitoring and communicating with patrons and management.

Due to community groups and the public's concerns about the negative impacts of gambling,
the government introduced and continues to enact and amend harm minimisation legislation.
The objects of harm minimisation aim to reduce the harm associated with the abuse and
misuse of gambling activities and to foster the implementation of responsible gambling
policies and procedures.

This legislation is about ensuring responsible gambling practices by gambling providers and
manufacturers and providing assistance to venue patrons experiencing problems with their
gambling. The course you are undertaking today is the first step that some people will take to
ensure the harm minimisation and legal requirements are met by gaming venues.

Due to the nature of legislation there is always a compliance aspect to it. This means that
there will be consequences for if venues if they do not meet the requirements of the
legislation. This may include fines, criminal convictions and the revocation of the authority to
operate gaming machines at the premises. Venue staff therefore have a dual role: to be able
to assist their patrons and to help ensure that their venue is meeting all of the legislative
requirements.

Gaming staff know their venue, the popular machines, regular patrons and their usual
behaviour. The effective monitoring of the gaming machine area, patrons and their behaviour
can provide helpful information for the minimisation of harm associated with gambling
activities.

5 Department of Customer Service. (2020). Independent Liquor & Gaming Authority: Annual Report 2019-20.
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Section 1

The first section of the Responsible Conduct of Gambling Course has four modules:

Module 1
Government, gambling and legislation

Module 2
Statutory signage requirements

Module 3
Gambling inducements, player prizes, reward schemes and cash and cheque dispensing

Module 4
Minors

These modules will give the participants the context in which gambling in NSW is conducted.

They also provide an overview of the venue based permanent harm minimisation strategies

outlined in the legislation and how this is translated into the day to day operations of a venue.

While making sure that a venue complies with legislation is the responsibility of all staff,
management, board of directors and licensee/owners. It is the frontline staff on the floor who
are in the best position to check these legislated harm minimisation aspects of the venue.
This is especially true for signage and minors.

Responsible Conduct of Gambling Course Handbook — March 2021
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Module 1

Government, gambling and
legislation
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Assessment criteria

Students should be able to identify:

4 Kkey objects to minimise the harm associated with the misuse and abuse of
gambling activities

4 primary legislation regulating the gaming industry

4 roles of regulatory agencies responsible for the conduct and integrity of
gambling in NSW.

4 penalties for non-compliance under the legislation

4 how to report potentially illegal or irresponsible practices in your workplace

Responsible Conduct of Gambling Course Handbook — March 2021
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Harm minimisation (harm reduction)

Problem Gambling and Harm: Towards a National Definition is a report released in 2005 by
Gambling Research Australia. The report reviewed research to establish definitions for
gambling related harm. The definition that came from the report is:

"Harm reduction éaims to decrease the adverse health, social, and economic consequences
of [gambling] without requiring abstinence (but without ruling out abstinence in the longer
term, if this is the client's choice). Harm reduction is pragmatic and humanistic, focussed on
harms and on priority issues."

Source; Problem Gambling and Harm: Towards a National Definition, Gambling Research
Australia November 2005.

By the act of defining gambling harm, which all stakeholders acknowledge exist, a natural
consequence is that responsibility for producing that harm has to be assigned to one or more
stakeholders. Therefore, if there is a problem, someone is responsible for it and also
responsible for minimising the harm. In respect to gambling harm minimisation, this issue is
one that is still being discussed and debated by all stakeholders. In understanding the
responsibility, a balanced perspective could be that all stakeholders take responsibility. This
includes the producers of the product, the venues that allow their patrons to use the product,
the public who choose to use the product, and the government for allowing the product to be
legally available in the state or country. The government has enacted legislation to make sure
that all stakeholders take appropriate measures to assist in protecting the general public.

(1) (a) to minimise harm associated with the misuse and abuse of gambling activities
(b) to foster responsible conduct in relation to gambling
(c) to facilitate the balanced development, in the public interest, of the gaming industry
(d) to ensure the integrity of the gaming industry

(e) to provide for an on-going reduction in the number of gaming machines in the
State by means of the tradeable poker machine entitlement scheme.

(2) The Authority, the Minister, the Secretary, the Commissioner of Police and all other
persons having functions under this Act are required to have due regard to the need
for gambling harm minimisation and the fostering of responsible conduct in relation to
gambling when exercising functions under this Act.

(3) Due regard is to be had for the need for gambling harm minimisation when
considering the purposes of this Act and what is or is not in the public interest.

6 Literature uses the terms "harm minimisation" and "harm reduction” interchangeably

Responsible Conduct of Gambling Course Handbook — March 2021
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Gambling legislation in NSW

First public Poker Lotto Instant Hotels permitted Keno Laws introduced Poker Keno
lottery held machines introduced lotteries to operate introduced in to allow one machines introduced
in NSW. legalised for in NSW. (scratchies) approved NSW Clubs. casino in NSW. legalised for into NSW
registered introduced amusement NSW hotels. hotels.
clubs. in NSW. devices
(draw poker).

The gaming machine industry has been regulated since 1956 when poker machines were
legalised for NSW registered clubs.

In 1984 hotels were permitted to operate approved amusement devices (card machines).
Changes to the law in 1997 allowed hotels to also operate approved gaming machines the
following year.

In 1992 the NSW Government introduced legislation to allow the operation of one casino in
the state. One of the major provisions was the establishment of a responsible gambling fund
which is funded by a levy placed on the Casino. The fund is used for research and treatment
of problem gambling in NSW.

Gambling (i.e. gaming, machine gaming and wagering) is now available from over 5,000
outlets (clubs, hotels, casino, TAB outlets and NSW Lotteries agencies). Many other minor
gaming activities take place, from raffles through to fundraising bingo in church halls. The
first public lottery in NSW was held in 1931.

Government inquiries into gambling

Federal Government NSW Government Federal Government NSW Government NSW Population Federal Government
releases the Productivity releases the IPART releases Identifving releases Prevalence Health Survey includes releases Gambling
Commission's report report Gambling: PFroblem Gamblers in of Gambling and questions about a 10 year follow up
Australia’s Gambling Promoting a Culture Gambling Venues. Problem Gambling gambling severity for to the original
Industries. of Responsibility. - A Community the first time 1999 Productivity
Survey 2006, Commission’s report.

Both state and federal governments hold inquiries and conduct research to gauge the
negative impact of gambling and allow the different stakeholders to have input into what they
believe to be in the best interest of the general public, problem gamblers and their spouses
and for the gambling sector. The primary reports are outlined below.

In December 1999, the Productivity Commission's final report into Australia's Gambling
Industries was released. This was a significant report as it was the first national profile of the
impacts (both positive and negative) of gambling in Australia.
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The report was undertaken during a period of significant growth in the gambling sector and
was a benchmark report for industry, government, community organisations and general
public to discuss the issues related to gambling harm and strategies for the minimisation of
them. Some of the key findings of the report were:

4

A A A

Australian's gamble about $11 billion annually.

40% of Australians gamble regularly.

The gambling industry represents 1.5% of GDP

The principal rationales for regulating industries are to promote consumer protection,
minimise the potential for criminal and unethical activity, and reduce the risks and costs
of problem gambling.

Around 130,000 Australians or 1% of the adult population are estimated to have severe
gambling problems and a further 160,000 adults are estimated to have moderate
gambling problems.

Problem gamblers comprise 15% of regular gamblers and account for about $3.5 billion
in expenditure annually, which is about 33% of the gambling industries market.

The prevalence of problem gambling is related to the degree of accessibility of gambling,
particularly gaming machines.

Venue caps on gaming machines are preferable to state-wide caps in moderating the
accessibility drivers of problem gambling.

Existing arrangements are inadequate to ensure the informed consent of consumers or
to lessen the risk of problem gambling.

Deficiencies relating to the information about the risks of problem gambling, controls on
advertising which can be inherently misleading, availability of ATMs and credit.

The 1999 Australia's Gambling Industries report is available at:
www.pc.gov.au/inquiries/completed/gambling/report

Responsible Conduct of Gambling Course Handbook — March 2021
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In 2004, on behalf of the NSW Government, the Independent Pricing and Regulatory Tribunal
(IPART) finalised a review of the effectiveness of regulated gambling harm minimisation
measures in the state. The report Gambling: Promoting a Culture of Responsibility produced
more than 108 recommendations to improve the regulatory framework.

These recommendations related to improvements in machine design, better signage in
venues and strengthening the self-exclusion program. The report also called for more
research to be undertaken in relation to the extent of problem gambling in the community.
Over 100 recommendations from this report have been implemented by the NSW
Government.

In 2007, Gambling Research Australia published a research report Identifying Problem
Gamblers in Gambling Venues. It found almost 60% of venue staff indicated it was moderate
or easy to identify problem gamblers in the venue. Forty two per cent said they saw problem
gamblers all the time and eighty per cent said they saw them at least weekly.

Lack of training, lack of time and lack of visibility on the gaming floor were challenges to
identifying problem gamblers. Most indicated that it was difficult to approach problem
gamblers. The study also found that within venues the identification of problem gamblers
from others who gamble was theoretically possible through observation. The report is
available at www.gamblingresearch.org.au

In February 2010, the Productivity Commission completed a second inquiry into gambling in
Australia titted Gambling. Some of the key findings of the report were:

4 The rapid growth following liberalisation of gambling in the 1990s has given way to more
'mature’ industry growth.

e Total recorded expenditure (losses) in Australia reached just over $19 billion in
2008-09, or an average of $1500 per adult who gambled.

4 The risks of problem gambling are low for people who only play lotteries and scratchies,
but rise steeply with the frequency of gambling on table games, wagering and,
especially, gaming machines.

4 While it is not possible to be definitive about the costs and benefits of gambling, the
Commission estimates that in 2008-09:

e the benefits from tax revenue and the enjoyment of gambling for recreational
gamblers ranged between $12.1 and $15.8 billion

e the costs to problem gamblers ranged between $4.7 and $8.4 billion
the overall net benefits ranged between $3.7 and $11.1 billion.

4 Over the last decade, state and territory governments have put in place an array of
regulations and other measures intended to reduce harm to gamblers.

4 Recreational gamblers typically play at low intensity?, but if machines are played at high
intensity it is easy to lose $1500 or more in an hour.

7 Intensity relates to the amount of turns a player can/does have on a machine in a set period of time such as one
hour.

Responsible Conduct of Gambling Course Handbook — March 2021
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4 Online gaming by Australians appears to have grown rapidly despite the illegality of
domestic supply. Gamblers seeking the benefits it offers are exposed to additional risks
and harms from offshore sites that could be avoided under carefully regulated domestic
provision.

The Productivity Commission's report is available at
http://www.pc.gov.au/inquiries/completed/gambling-2009/report

In 2011, research commissioned by the NSW Government examined the prevalence of
gambling and problem gambling in NSW. The Prevalence of Gambling and Problem
Gambling in New South Wales 2012 study, published by Ogilvy lllumination, was a survey
with 10,000 adults taking part. The survey found that 65% of the NSW population had
participated in at least one gambling activity in the last 12 months. The most popular
gambling activity was lotteries (41%) followed by instant scratch tickets (28%), gaming
machines (27%), horse-greyhound races (24%), Keno (14%), sports betting (8%), table
games in a casino (7%) and casino or pokies-style games on the Internet (2%).

The survey classified 0.8% of adults as problem gamblers, 2.9% as moderate risk gamblers
and 8.4% as low risk gamblers. Problem gamblers were significantly more likely to be male,
younger (18-24 years and 35-54 years), be single, be divorced/separated/widowed,
unemployed, have low educational attainment and be a regular gambler on gaming
machines, on horse or greyhound races and on sports or non-sports events.

The research is available from the L&GNSW website at
https://www.responsiblegambling.nsw.gov.au/__data/assets/pdf_file/0010/880381/Prevalence
-of-gambling-and-problem-gambling-in-NSW.pdf

In 2019, research commissioned by the NSW Government built on the survey published in
2012 and provided an up-to-date snapshot of gambling participation and behaviours across
NSW. The survey found that 53% of the 10,000 people surveyed had gambled in the past 12
months compared to 65% in 2011. Lotteries were the most common form of gambling (37%)
followed by gaming machines (16%), instant scratchies (13%) and race betting (13%).

The survey found that 1% of NSW adults are problem gamblers, 2.8% are moderate-risk
gamblers and 6.6% as low risk gamblers. Of those who gamble, 7.2% are considered to be a
moderate-risk or problem gambler. Gamblers aged 18-24 were most likely to be moderate-
risk and problem gamblers.

The research is available from the Office of Responsible Gambling website at
https://www.responsiblegambling.nsw.gov.au/research2/nsw-gambling-survey-2019.

Role of NSW gaming industry regulators

Historically, governments and regulators in all Australian gaming jurisdictions have
implemented a high degree of control over the gaming industries in the public interest. This is
not only to protect the continued flow of substantial revenues to governments but also to
exclude undesirable and criminal elements and to ensure public confidence in gaming
products.
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In NSW the principal regulatory authorities are Liquor & Gaming NSW; the Secretary, NSW
Department of Customer Service; the Independent Liquor and Gaming Authority (ILGA) and
NSW Police.

Liquor & Gaming NSW

Liquor & Gaming NSW (L&GNSW) sits within the Better Regulation Division of the NSW
Department of Customer Service and is the principal regulatory agency for the gaming, liquor
and wagering industries.

One of key functions of L&GNSW is to initiate, develop and review gaming legislation.
L&GNSW also supports industry integrity through an effective integrated compliance and
probity regime to ensure a responsible, responsive and accountable gambling industry.

Amongst other duties, the L&GNSW inspectors carry out audits and investigations of gaming
machine operations of hotels, registered clubs and gaming related licence holders such as
gaming technicians and licensed dealers. Inspectors also investigate complaints involving
community gaming and monitor wagering and betting operations conducted on-track or
through Tabcorp.

Secretary, NSW Department of Customer Service

The Secretary has a number of statutory powers under the NSW liquor, club and gaming
machine laws. The Secretary's role in relation to the gambling industry is far reaching and
includes:

4 investigating all licence applicants and their associates, registered club secretaries, to
establish their fitness to hold a liquor or gaming related licence

4 issuing recognised competency cards to persons who have completed an approved
RCG course

4 granting or refusing applications for training providers to conduct RCG courses

4 carrying out investigations to determine whether a ground of complaint should be made
against a licensee or close associate

4 making a complaint to the Authority regarding the conduct of any person holding a liquor
or gaming related licence

4 require periodic returns by gaming related licence holders

4 issuing written directions to licensees to move or screen approved gaming machines
from public view

4 approving the standardised format and content any statutory form.

The Secretary is also responsible for administering the responsible service of alcohol and
responsible conduct of gambling training schemes, as well as determining any further
training requirements for licensees.

The Secretary’s statutory powers under the NSW liquor, club and gaming machine laws are
delegated to Liquor & Gaming NSW. Delegated officers and Inspectors from Liquor &
Gaming NSW support the Secretary's functions.
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The Responsible Gambling Fund

The Responsible Gambling Fund (RGF) supports projects and services that aim to reduce
and prevent the harms associated with problem gambling.

Funding is available for a range of activities including:

4 Counselling

4 Research and reviews

4 Awareness campaigns

4 Workforce and professional development

The Fund comes from a levy on each NSW casino licence under the Casino Control Act
1992. Money may also be paid into the Fund as a community benefit payment or gaming
machine lease levy under the Gaming Machines Act. The Betting Tax Act also allows for the
Treasurer to pay certain amounts to the Fund.

The RGF is administered by Trustees who make recommendations to the Minister on the
appropriate allocation of money for responsible gambling purposes. The Trustees also
perform an expert advisory role to assist the Minister to make decisions on the funds.

These projects and services funded predominantly involve the development and
implementation of programs that aim to reduce and prevent the harms associated with
problem gambling.

A variety of organisations are funded to:

4 deliver counselling and support services that will assist people with gambling-related
problems, and those close to them, to reduce the negative impact of problem gambling
on their lives

4 ensure a greater understanding of the nature of gambling, the potential for harm, and the
availability of help and support through a range of industry and community awareness
and education activities,

4 undertake research to better inform the development and implementation of responsible
gambling and related policy.

The Independent Liquor and Gaming Authority (the 'Authority’)

The Authority has wide-ranging functions and responsibilities under the liquor, gaming
machine, casino and club management laws.

Liquor and gaming licence applications and disciplinary matters are considered by the
Authority (also known as ILGA). Anyone can make a submission to the Authority, and those
submissions must be taken into account by the Authority when making a licensing decision.
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The Authority is responsible for imposing penalties and suspending/cancelling licences in
disciplinary matters. Reviews of disciplinary decisions made by the Authority are determined
by the New South Wales Civil and Administrative Tribunal.

NSW Police

The NSW Police enforce the gaming and liquor laws in this state and report upon the fitness
and probity of applicants to hold liquor and gaming-related licences. Police have the power to
issue infringement notices, take disciplinary action against licensees, registered clubs and/or
the secretary manager and staff of licensed venues.

Legislative provisions

In NSW, the Gaming Machines Act 2001 and the Gaming Machine Regulations 2019 are the
legislative instruments that this course will focus upon. However, there are many pieces of
legislation that address gambling in this state. In fact, the L&GNSW administers over 20
pieces of legislation with the large majority relating to gambling in one form or another.

The NSW gaming machine laws contain extensive harm minimisation measures to ensure
the industry operates responsibly and in the public interest, and at the same time provides
protection for vulnerable people in the community who are affected by problem gambling.
This section examines key gambling harm minimisation requirements that the industry
operates under in NSW.
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Penalties under the legislation

The legislation provides for prescribed fines or penalty units to be applied for non-
compliance. The dollar amount for each penalty unit is currently $110. While this may not
sound like a lot of money, minimum penalties under the legislation start at 10 penalty units
and can be as high as 100 penalty units for each offence (i.e. $1,100 to $11,000).

When a breach of the legislation is determined, an on the spot fine or penalty notice may be
issued. The penalty notice amount is prescribed by the regulation and is generally 10% of the
maximum penalty but can be more.

For example:

Non-compliance detected

A venue inspection by L&G NSW inspectors determines that there are no approved player
information brochures (English version - Info about the odds on gaming machines)
displayed.

Maximum penalty available

The maximum available penalty for this offence is 50 penalty units. The L&GNSW
inspector can issue a penalty notice for $550 (being 10% of the maximum penalty) to the
venue. The penalty notice can either be paid, or the matter elected to be heard at court.

Court elect

If the matter proceeds to court and the court magistrate determines the offences proven,
the fine imposed could be up to $5,500 + legal costs. The court magistrate may also
determine the offences proven but record no conviction, or impose no fine, or may dismiss
the matter.

Prosecution or complaint action

Prosecution action can be instigated by the police or the Secretary for breaches of the
legislation, or complaint action could be taken on the grounds that the venue has
encouraged or permitted irresponsible gambling. This complaint action may result in
disciplinary action such as disqualifying the licensee or cancelling the venue’s authority to
keep and operate approved gaming machines.
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The following case studies illustrate the type of activities that can result in prosecution or
complaint action being taken against a venue.

Case Study One

Club provided cash advances

A registered club in northern Sydney was found to be in breach of the legislation by
providing cash advances to patrons totalling $96,850. An investigation showed that the
system for advancing the money had been in place for a number of years.

The Secretary Manager gave staff permission to provide 82 cash advances, sometimes up
to $5000 a day to patrons of the venue. One patron was loaned around $60,800 in 28
cash advances. Cash was kept in a tin a when one of the patrons wanted the money they
would let the staff member know; the staff member would then give them the cash and
replace it with an I0U.

In dealing with the case the court found both the offences proven against the club and the
Secretary Manager. The court fined the venue $40,000 and the Secretary Manager was
disqualified for 18 months.

Case Study Two

Western Sydney club's change policy

A club in western Sydney was fined $27,500 after complaint action was taken when the
staff handbook and change policy (informing staff how to perform their duties) was found
to promote gambling abuse.

The fine was handed down after a court heard that instructions in the handbook and a $1
coin change policy were likely to encourage the misuse and abuse of gambling. The
investigation found that the club's secretary had developed a customer service handbook
for club staff, similar to one he had created when he was a club manager interstate. The
handbook, which staff were asked to sign, instructed staff to:

4 think about ways of encouraging players to spend more than they originally intended
on gaming machines,

4 provide $1 coins in change rather than $2 coins as "you cannot put $2 coins into a
gaming machine"

4 always bring service to the player so that they do not have to get off their stool.

The court found that in preparing, distributing and implementing the handbook, the club
had conducted itself in a manner that "was likely to encourage" the misuse and abuse of
gambling.
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Reporting gambling conduct in venues

Most hotels and registered clubs are diligent about complying with the responsible gambling
laws. However, as an employee of a hotel or registered club, you may become aware of
potentially irresponsible or illegal activities in relation to the venue's gaming machine
operations.

Liquor & Gaming NSW views these matters seriously. If you come across apparent illegal or
irresponsible practices in your workplace, the Liquor & Gaming NSW website has an on-line
complaints form that enables these matters to be investigated. The form can be accessed at
http://www.liguorandgaming.nsw.gov.au/Pages/lg-forms/Complaints.aspx

You can also contact the complaints team on (02) 9995 0837.

While you do not need to disclose your identity, doing so assists inspectors to get as much
information as possible to pursue the matter and enable you to be informed of the outcome
of the investigation.

The Gaming Machines Act 2001 also provides for the Secretary and NSW Police to make a
complaint to the Authority about a hotelier or registered Club. Certain actions taken or not
taken by the hotel or club may constitute a ground for making a complaint. These are
detailed on the following page.
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Grounds for making complaint

That the licensee or a close associate of the licensee:

has contravened a provision of this Act or the regulations, or

o failed to comply with any requirement under this Act or the regulations that
relates to the licensee, or

e been convicted of an offence under this Act or the regulations or of an offence
prescribed by the regulations for the purposes of this section,

that the hotelier or registered club has engaged in conduct that has encouraged, or is
likely to encourage, the misuse and abuse of gambling activities in the hotel or on the
premises of the club concerned,

that the hotelier or registered club has failed to comply with any of the conditions to
which an authorisation under Part 5 is subject (including, in the case of a hotelier, the
condition that the hotelier comply with the hotel primary purpose test as referred to in
section 15 of the Liquor Act 2007 in respect of the hotel),

that the hotelier or registered club has failed to pay tax within the meaning of the
Gaming Machine Tax Act 2001, or an instalment of any such tax, within the time
allowed by or under that Act, or has failed to pay a penalty or interest due for late
payment of any such tax or instalment,

that the close associate is (or has become) a close associate of a hotelier while
disqualified by the Authority from being a close associate,

that the close associate is not a fit and proper person to be a close associate of a
hotelier,

that a complaint against a hotelier under this section has been made and that:

e the close associate knew or ought reasonably to have known that the hotelier
was engaging (or was likely to engage) in conduct of the kind to which the
complaint relates, and

e the close associate failed to take all reasonable steps to prevent the

A venue faces maximum penalties of up to $275,000 plus legal costs where a disciplinary
complaint is established. Other sanctions that can be imposed include revocation of the
venue's authority to operate gaming machines either permanently or for a period of time and
the same for an individual licensee.
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Test your knowledge

Revision activity — The role of key agencies
Participants can complete this activity individually or within a small group

What are the key objectives of the Gaming Machines Act 2001 in relation to
harm minimisation and encouraging responsible gambling activities?

Type your answer here

What are some of the key government agencies involved in regulating gambling
in NSW?

Type your answer here

What can happen to a venue if it is found to be non-compliant with the
legislation?

Type your answer here

How do you report irresponsible or illegal gaming practices in your workplace?

Type your answer here

Don’t forget to check your answers.
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Module 2

Gaming signage, advertising,
location and shut down
requirements

No one under 18 is
allowed in this area.
It’s against the law.
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Assessment criteria

Students should be able to identify:

4 Legal requirements for the display of prescribed notices and signs.

The restrictions placed on advertising and promoting gaming machines.
Legal requirements for the location of gaming machines.

The mandatory shut down period for gaming machines.

A hANAh
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Statutory signage requirements

Gaming machine laws require hotels and clubs operating gaming machines to display
prescribed notices and signs throughout the venue to promote gambling harm minimisation,
player information, counselling services and self-exclusion. Some of the prescribed signs and
notices to be displayed within venues must be the ones approved by L&GNSW and available
on the website. Whilst this does not prevent a venue from displaying their own style of
signage, if the prescribed sign is not displayed it can result it in fines of up to $5,500 for each
offence.

The regulations also allow for a venue to produce their own signage in some instances, for
example on ATMs, Cash back machines, Player activity statements, websites, Keno entries
and advertisement signs or notices. In these instances, the precise wording and format of the
signage is prescribed in the regulations or provided by L&GNSW on its website.

More information about the signage including, self-audit checklists, downloadable copies of
the signage and printing requirements can be found on the L&GNSW website:

https://www.liquorandgaming.nsw.gov.au/__data/assets/pdf_file/0016/860101/fs3008-
gaming-machine-harm-minimisation.pdf

Gambling signage types and placement

A new suite of gaming signage has been designed, informed by research and tested with
target audiences. They aim to tap into niggles about gambling by asking ‘What’s gambling
really costing you?’ and encourage help-seeking by reminding patrons that ‘Help is close at
hand’. These posters, brochures and contact cards replace the previous ‘Think about your
choices’ signs. Licensees can download and print approved signage or continue to order
from the Liquor & Gaming online shop.

Sign 1G — Gambling warning sign (4 options available)

“What’s gambling really costing you?*

What’s gambling
really costing you?

What’s gambling
really costing you?

What’s gambling
really costing you?

What’s gambling
really costing you?

A\
4

More than you think. More than you think.

e NSW

A selection of different images is available with display of only one required. This sign has to
be prominently displayed in each gaming area of the venue.

Sign 6G - Gambling counselling sign (6 options available)

"Help is close at hand"
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Help is close at hand Help is close at hand Help is close at hand

A selection of different images is available with display of only one required. This sign has to
be prominently displayed in:

e Each gaming area
o Each area where TAB betting is conducted
e Each point of sale where Keno tickets are sold

3G - Chances of winning prizes on gaming machines

“A million to one.”

A million

to one.

That's your chance of hitting the
Jackpot on a gaming machine.

This sign must be prominently displayed in each gaming area in the venue.
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Sign 2L — Minors signage in gaming machine areas

No one under 18 is
allowed in this area.
It’s against the law.

il
NSW

This sign must be displayed at each entrance into the part of the premises (area) where
gaming machines are located.

2G - Self-exclusion contact card

“Help is close at hand. / Need a break from gambling?”

Help is
close at
hand.

Tofind out what support
is available for you, visit
gambleaware.nsw.gov.au
or call 1800 858 858.

Nsw Need a
break from
gambling?

You can ban yourself from
gambling here
See the Gaming Manager for
more information or call
GambleAware 1800 858 858.

Gambling contact cards must be prominently displayed and secured in a clear plastic
cardholder, either:

4 attached to each gaming machine so they can be seen while playing the gaming
machine, or

4 each bank of gaming machines so that they can be seen upon approaching that bank of
gaming machines.

If you can approach the bank of gaming machines from either end, then the gambling contact
cards should be displayed at each end of that bank.

4G - Gambling counselling sticker

O GAMBLEAWARE
Help is close at hand gambleaware.ncwgov.au
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This sticker must be prominently displayed on each gaming machine so that any person can
clearly see the notice while playing the gaming machine. It may also consist of a permanently
visible light emitting display that forms part of the gaming machine.

This sticker must also be attached to an ATM or cash-back terminal, or may consist of a
permanently visible light emitting display that forms part of the ATM or cash-back terminal.

Self-exclusion sign

The venue must display a notice in all areas where gaming machines are located, containing
the following information:

4
4
4

the name and contact details of the problem gambling counselling service;

a statement advising patrons that a self-exclusion scheme is available;

the name and contact details of the person or body who is able to assist patrons with
becoming participants in a self-exclusion scheme conducted in the venue. (This does not
need to be the name of an actual person, the position that person holds would be
sufficient, e.g. a duty manager.)

the use of the L&G designed 5G (self-exclusion) sign is not mandatory, however you
must still ensure a self-exclusion sign is displayed

Examples include:

Sign 5G — Self-exclusion sign

“Need a break from gambling?”

Need a break
from gambling?
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Registered club Hotel Independent

in order o assist von in managing your gambling problem

peak body peak body

K ramd

=T Y fast

: ‘ ] ame oo

: SELF-EXCLUSION
-] are g y

i ormin o i i y o ]
Yor 4P ‘&‘ § . —— .
_ W As a member of the Bersafie group, this club is an active participant in
A B O U T - ] a sell-exelusion scheme for the benefit of our patrons. Sell-exclusion

allows yor to ban yourself from the elub premises for 6 months

CHOICES

SELF-EXCLUSION

Please contaet the Duty Manager who cen assist with self-exelusion

‘This club alse provides a conlidential and free counselling serviee for
our patrons. The BetSafe counsellors can be contacted 24 hours
per day, 363 days per year on 1800 BETSAFE (1800 238 723)

ut SELF-EXCLUSION,

‘:.mmpaaﬁessmml.d SERVICES PTYIJ'D
1 80 99 77 66

cubsAFe . O ana
V300 858 858 MW

Info about
the odds

Betting on gaming
machines?

The approved player information brochures in English language Info about the odds —
Betting on gaming machines must be displayed prominently in each area of the venue
where gaming machines are located. A translated version is to be supplied following a
patron’s request.

The law also requires that the approved player information brochures in community
languages be made available and be provided as soon as practicable after being requested
by a patron. These brochures are available in a number of community languages and can be
found on the L&AGNSW website htips://www.liguorandgaming.nsw.gov.au/operating-a-
business/running-your-business/signs-for-your-business.

Brochure 2 - Info about the odds — Betting on Lotto, Lotteries or Keno

Info about
the odds

Betting on Lotto,
Lotteries or Keno?

GAMBLEAWARE
Gamilesw:
ey

measias  NSW
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In hotels and clubs that operate Keno, the approved player information brochure Info about
odds — Betting on Lotto, Lotteries or Keno must be prominently displayed at or near each
Keno terminal at all times. A translated version is to be supplied following a patron’s request.

There are is an approved player information brochure available about casino table games
(Brochure 3).

Brochure 4 - Help is close at hand

Help is close
at hand

Here for you 24/7.

IARE e
Toosseme o NSW

In hotels and clubs that have a TAB betting outlet, the approved problem gambling
information Help is close at hand brochure must be displayed prominently in each area
where totalizator betting is being conducted. A translated version is to be supplied following a
patron’s request.

Problem Gambling Message

Help is close at hand
GambleAware

gambleaware.nsw.gov.au
1800 858 858

1. This message must be displayed on each player activity statement, website, Keno
entry and advertisement.

2. all totalizator-related advertisements in racebooks, newspapers, magazines, posters,
website or other printed form must include the problem gambling message

3. all betting entries must have a problem gambling message

4. all Keno-related advertisements must have the problem gambling message
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Venue
Self-audit checklists

L&G NSW have developed self-audit checklists to assist hotels and registered clubs in
ensuring that they have the correct signage and harm minimisation measures in place.

These checklists can be a valuable tool for familiarising the staff with legislative requirements
as well as ensuring your venue becomes and remains compliant with liquor and gaming
laws.

The self-audit checklists are available at https://www.liguorandgaming.nsw.gov.au/operating-
a-business/running-your-business/signs-for-your-business

Club licence self-audit checklist

Before you complete this checklist How to purchase or downioad

What this checklist is for signage and display material

Itis a valuable 100l you can use 1o help your venue comply specified in this checkiist

with afl your obligations under liquor laws. It covers important 7Y bepg.comaulive:

legislative requirements such as signage, advertising and kuoEndaaminansw
responsible service of alcohol (RSA). We recommend that you Downioad the CE000G ‘Signage
use the checkiist regularly to help monitor your compliance. and collateral order form’ at

It you chack ‘No' for any of the questions asked, you may be
In breach of your cbligations. Our compliance officers use this
same checkist when they audit your licensed premises.

= Print-at-home signage wil be
available for downilocad in the

Why you need this checklist *Signs for your business’ section at

The Secretary of the Department of Customer Service e

(the Secretary), Liquor & Gaming NSW (LAGNSW) and the

Independent Liquor & Gaming Authority Board (the Authority)

can impose conditions on your licence. The Secretary can Need more information?

order you 1o cease, vary or iImplament venue practices, order 5 sounmandaaming new ¢
a late hour entry deciaration, ban undesiable products and
promotions, and require you 1o contribute and participate in a
local liquor accord,

@ Contact us online

1300 024 720

Definition

Uniess otherwise specified, the terms “approved’, ‘authonised’,
‘an approval’ and ‘an authorisation’ relate to approvals and
authorisations from or by the Authority or an LAGNSW delegate.

Your licensed premises

Liquor licence number Licence name
welEILILOOOHNN [ ]
This checklist completed by
Full name

]
Role/title Date

This checklist authorised by
Full name

Rok/title Dato

Liquor & Gaming NSW GPO Box 7060, Sydney NSW 2001 | T 1300 024 720 | W quorandgaming.new.govau  Page 1 of 3
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Advertising of gaming machines

The legislation prohibits the advertising of gaming machines externally. Maximum penalties
of $11,000 apply for unlawful gaming machine advertising and signage under the NSW
gaming machine laws. The following section covers the regulatory requirements that must be
met by gambling venue operators.

Gaming machine advertising definitions

4 Gaming machine advertising means any advertising that gives publicity to, or
otherwise promotes or is intended to promote, participation in gambling activities
involving approved gaming machines in a hotel or registered club, but does not include
any such advertising that is excluded from the operation of this section by the Gaming
Machine Regulations 2019.

4 Publish includes disseminate in any way, whether by oral, visual, written or other means
for example: dissemination by means of cinema, video, radio, electronics, the internet or
television or by means of promotional material such as club journals, brochures or flyers.

Prohibitions on gaming machine advertising

A club or hotelier, or any other person, must not publish any gaming machine advertising.
This includes advertising inside a venue that can be seen or heard from outside the venue.

Regulations apply to all advertising material associated with the gambling activities of the
hotel or registered club, including advertising and promotion in leaflets, point of sale display
material, posters, newspapers and other printed material.

This prohibition does not apply to gaming machine promotional material provided by a club to
a member on an opt-in basis. The promotional material must promote the availability of a
player activity statement (described in the next module) and include a problem gambling
notice. The material must not be limited to promoting the club's gaming machines.

Exemptions to the advertising prohibitions

The Gaming Machines Regulation 2019 provides a number of exclusions from the definition
of gaming machine advertising, including, but not limited to:

4 any advertising that appears in a gaming machine industry trade journal or in a
publication for a trade convention involving gaming machines

4 any advertising (including signage) that is inside a club or hotel and can't be seen or
heard from outside the venue

4 the approved name of a club if the name was being used as at 2 April 2002.

4 promotional material provided by a club to club members that contains gaming machine
advertising - if the member has expressly consented to receiving the promotional
material and that consent has not been withdrawn.
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4 A club cannot send such material to a person who is a participant in a self-exclusion
scheme at the club. Reg cl.41(4)(g)

The promotional material sent by the club must advise the member that player activity
statements are available on request. The promotional material must also advise that the
member may withdraw their consent to receive any further promotional material. It must also
include information or advertising apart from gaming machine advertising.

Note: A complete reference to the full range of exclusions can be found in Clause 41 of the
Gaming Machine Regulations 2019.

Prohibition on displaying gambling-related signs

Gambling-related sign means any sign (whether consisting of words, symbols, pictures or
any other thing) that:

4 draws attention to, or can reasonably be taken to draw attention to the availability of
gaming machines in a hotel or registered club; or

4 uses aterm or expression frequently associated with gambling; or

4 relates to a gambling franchise or gambling business

4 but does not include TAB and Keno signage.

A club or hotelier must not display any gambling-related sign externally, including internal
signs that can be seen from outside of the venue.

Location of gaming machines in venues

Whilst gaming machines in themselves do not constitute advertising and in some
circumstances can be able to be viewed from the street outside, they must not be located in
a manner that is designed to attract attention to people outside or that is contrary to the
public interest.

In these circumstances the Secretary can issue a notice under section 44A of the Gaming
Machines Act 2001 requiring that the machines be screened or moved.

Hotel gaming rooms

If a hotel has more than 10 gaming machines, no more than 5 gaming machines can be
located in the general bar area of the hotel and all other gaming machines must be located in
a 'gaming room' which conforms to strict legislative requirements. For example: If a hotel
has 26 gaming machines, then up to 5 can be located in the general bar area. The other 21
must be located in a gaming room.
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. the gaming room must be located in a bar area of the hotel, and it must not be in a
part  of the hotel in respect of which a minors area authorisation under section
121 of the Liquor Act 2007, or a minors functions authorisation under section 122
of that Act, is in force,

. the gaming room must be physically separated from the general bar area by a
permanent floor to ceiling wall with at least the bottom half of such wall being
constructed of opaque material, and any building approval for any work that is
required to be done must be obtained before the approved gaming machines may
be kept in the hotel,

patrons must not be compelled to pass through the gaming room in order to enter
or leave the hotel or in order to gain access to another part of the hotel,

entry to the gaming room must be provided free of charge,

e. any approved gaming machine in the gaming room must be situated so that it

cannot be seen from any place outside the hotel that is used by the public or to
which the public has access,

the gaming room must at all times be supervised by the hotelier or an employee of
the hotelier by way of electronic means or physical presence, or both,

. the gaming room must have a doorway or space that provides reasonable access
to and from the gaming room to at least one operating bar, and at least one toilet
for each gender, elsewhere in the hotel without the need for a patron to go on to a
public street, or to any other area not forming part of the hotel, when moving from
the gaming room to that bar or toilet or from that bar or toilet to the gaming room

if the gaming room can be accessed directly from a public street, each doorway or
space in the gaming room that provides access to and from the rest of the hotel
must be clearly marked as providing such access and be evident to patrons in the
gaming room.
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Mandatory shutting down of gaming machines

Generally speaking, gaming machines must not be operated in hotels or registered clubs for
a six hour period between 4am and 10am on each day of the week.

However, upon application the Authority may approve:

4 areduced shutdown period of 3 hours on Saturdays, Sundays or public holidays
4 areduced shutdown period of 3 hours on all days - but only on hardship grounds
4 a different shutdown period for 'early openers'.

Maximum penalties of $11,000 or on the spot fines of $1100 may apply for operating gaming
machines detected operating during the shutdown period.
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Test your knowledge

Revision activity — Mandatory signage
Participants can complete this activity individually or within a small group

Which sigh must be displayed at each entrance to an area where gaming
machines are located?

Type your answer here

Where must the sign 1G "What’s gambling really costing you?" be displayed?

Type your answer here

Where must the sign 6G "Help is close at hand" be displayed?

Type your answer here

What 3 things must be contained in the self-exclusion sign ?

Type your answer here

What restrictions are in place for advertising and promoting gaming machines?

Type your answer here
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What is the mandatory shut down period for gaming machines?

Type your answer here

List 3 legislative requirements on where gaming machines can be located in a
venue.

Type your answer here

Don't forget to check your answers.
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Module 3

Gambling inducements, player
prizes reward schemes, cash and

cheque dispensing
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Assessment criteria

Students should be able to identify:

4 Unlawful gambling related inducements.
4 What to consider when setting promotional prizes or player reward schemes
4 Guidelines on the payment of prizes
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Gambling inducements

A hotelier or registered club must not:

4

Offer or supply, or cause or permit to be offered or supplied any free or discounted liquor
as an inducement to play, or to play frequently, approved gaming machines in the hotel
or registered club (this prohibition also applies to playing Keno and betting at TAB outlets
under separate legislation).

Offer free credits by means of letterbox flyers, shopper dockets or any other similar
means to players, or as an inducement to become players, of gaming machines at a
hotel or registered club.

Offer or provide, as an inducement to play approved gaming machines in the hotel or
club, any prize or free give-away that is indecent or offensive.

Guidelines for inducements

While the gambling related inducements listed above are the prescribed unlawful ones,
venue operators should think carefully about other promotions to ensure that they are not
likely to encourage the misuse and abuse of gambling activities in their hotel or registered
club (see grounds for making complaint on page 25).

Bonus reward promotions for example that accumulate 'points' for patrons must be available
for a range of goods and services at the venue, not just on gambling activities.

Promotional prizes and player reward schemes

Definitions

Under the Gaming Machines Act 2001, a:

4

Promotional prize means any prize or reward (including bonus points) offered by a
hotelier or registered club to the patrons of the hotel or club in connection with a player
reward scheme or any other marketing or promotional activity that involves approved
gaming machines.

Player reward scheme means a system, used in connection with the operation of
approved gaming machines in a hotel or registered club, in which the players of such
gaming machines accumulate bonus or reward points from playing the gaming
machines.

Promotional prizes

It is unlawful to:

4

A A A

Offer or present a promotional prize in the form of cash.

Offer or present a promotional prize that exceeds $1000 in value.

Permit a patron of the hotel or club to exchange a promotional prize for cash.

Permit any bonus or reward points accumulated under a player reward scheme to be
redeemed for cash.

Responsible Conduct of Gambling Course Handbook — March 2021

43



Player reward schemes
A hotelier or registered club that conducts an electronic player reward scheme is required to:

4 Advise the participants in the scheme of the availability of player activity statements.
4 Provide free of charge to each participant, upon request, a monthly player activity
statement.

Player accounts

The conducting of player accounts in a hotel or registered club, must comply with the
following 'harm minimisation' requirements:

A hotelier or registered club must:

4 not allow a person to open more than one player account at one time

4 not extend a cash advance or any other form of credit in respect of a player account
4 provide player information to the person at the time that they opened the account

4 allow the person to set a weekly limit on the amount of net expenditure.

Note: The amount of money held in a player account or stored on a smartcard cannot
exceed $5,000

Player activity statement
The following information is to be included:

4 Total amount of turnover, total wins and net expenditure for the player.

4 Total points earned and redeemed as the result of playing gaming machines.

4 The total length of time during which a participant's player card was inserted in gaming
machines during each 24-hour period in the month, and the total length of time during
the whole month.

4 Anote advising that the statement only relates to the gaming machine play whilst the
player's card was inserted into the machine and that it may not include information about
wins on gaming machines that are part of an inter hotel or club linked system.

4 The problem gambling notice

Help is close at hand
GambleAware
gambleaware.nsw.gov.au
1800 858 858
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Cheques and cash dispensing facilities
A hotelier or registered club operating gaming machines, must not exchange:

4 acheque payable to any person other than the hotel licensee or hotel owner or club for
cash

4 acheque for more than $400 for cash

more than one cheque for the same person on a single day for cash

4 acheque for cash if a cheque previously tendered by the person had been dishonoured,
unless the person has since paid the outstanding amount.

A

A hotelier or registered club must bank a cheque exchanged for cash within 2 working days
after the cheque is accepted.

Under these provisions:

4 Cash includes credits that can be used to play an approved gaming machine.

4 Cheque has the same meaning as it has in the Cheques Act 1986 of the Commonwealth
but does not include a traveller's cheque.

4 Hotel owner means a person who owns (whether or not together with, or on behalf of,
any other person) the business conducted under the authority of the hotelier's licence
concerned.

Limiting the cashing of cheques provides a sensible approach for the venue and patrons. In
some areas, especially rural NSW, the cashing of cheques has been standard practice,
particularly if banking facilities are limited. On the other hand, some venues have made it
standard practice not to cash cheques have initiated a no cheque cashing policy following
the introduction of the responsible gambling legislation.

The opportunities for exceeding pre-set limits monetary/time limits by patrons can lead to
problems. By providing a facility for patrons to cash cheques at a venue, in turn provides
opportunities for patrons to access money that perhaps they had not intended to spend on
gambling.

Hoteliers and registered clubs should have clear, articulated policies on the cashing of
cheques which are promoted and understood by both staff and patrons.

Prohibition on extension of credit for gambling

Hoteliers, registered clubs and each of their staff must be aware that it is an offence to
provide a cash advance to any patron at a venue where gaming machines are operated. The
more serious offence is committed where credit or cash is provided to patrons for the
purposes of any form of gambling at the venue. Cash may only be provided to patrons as the
result of a prize won.

The legislation stipulates that 'a responsible person for a hotel or registered club must not
extend, or offer to extend, a cash advance or any other form of credit to another person for
the purpose of enabling the other person to gamble at the hotel or registered club'.

A responsible person for a hotel or registered club is defined as:
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The licensee of the hotel, or secretary of the club.
The manager of the hotel, or director of the club.

An agent or employee of the hotel, or of the club.

A person acting on behalf of the hotel, or of the club.

A A ANA

Some premises have implemented procedures in an attempt to circumvent the legislation
and provide credit to patrons. For example, a patron writes a cheque made payable to the
venue. The cheque is held as security for a cash advance made to the patron. Once full
payment has been made, the venue returns the cheque to the patron. This is a form of credit
and is an offence.

Case Study Three

Dishonoured cheques accepted by South Coast hotel

An investigation into a south coast hotel followed concerns raised by the NSW Coroner,
who inquired into the suicide death of a former patron of the hotel.

The patron, a regular gambler at the hotel, was allowed to cash cheques at the hotel over
six months. Many cheques were dishonoured, while others were not banked. The
investigation found that:

4 There were delays in banking cheques presented by the patron.

4 Cheques continued to be cashed despite the licensee being aware that other cheques
had not cleared.

4 133 cheques worth more than $100,000 were cashed for the patron from a joint
account he held with his wife.

4 The patron used the cash to gamble on the hotel's gaming machines.

Complaint action was taken by the then Director of Liquor and Gaming against the
licensee for permitting cash advances, encouraging gambling abuse and not operating in
the public interest.

The Licensing Court of NSW imposed a $5,000 penalty as a result of the proceedings.

Misrepresentation or false description of credit transactions

A responsible person for licensed premises or registered club must not describe or
misrepresent any cash advance extended to another person by means of a credit facility,
who intends to gamble, to be a payment for goods or services lawfully provided on the
premises.

An example may be where a patron uses a credit card on the pretence of buying goods or
services from the venue but is actually provided with cash by the venue. The transaction is
then falsely described by the venue as dinner or accommodation (or any other type of
purchase).

This transaction is clearly described incorrectly and constitutes a cash advance which is an
offence. Additionally, there is grounds for complaint; that that the hotelier or registered club
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has engaged in conduct that has encouraged, or is likely to encourage, the misuse and
abuse of gambling activities in the hotel or on the premises of the club concerned.

Payment of prizes by cheque or electronic funds transfer

A hotelier or registered club must pay any prize money over $5,000 (won on a gaming
machine):

4 by means of a crossed cheque (the cheque must be made payable to the person who
has won the prize), or

4 if requested, by electronic funds transfer (if available in hotel or club) to an account
nominated by the person.

The cheque must be clearly identified as a prize winning cheque and include the statement -
'Prize winning cheque - cashing rules apply'.

If the person requests that the amount under $5,000 also be paid in the same manner as
above, the venue must pay it as requested.

Case Study Four

Hotelier disqualified for a year over illegal cash advances

The Licensing Court heard that as a result of a complaint received by the Office of Liquor,
Gaming & Racing, an investigation was undertaken that revealed 3553 cash advances
totalling $469,377 had occurred over four years at a Sydney hotel.

Inspectors conducted an audit of the hotel's gaming machine operations, examining the
venue's centralised credit control unit (CCU), and gaming machines. As a result of this
investigation, the licensee stopped the practice of giving money to hotel patrons.

In court, the licensee admitted to the complaint taken by the Director of Liquor and
Gaming. Nine affidavits were produced on behalf of the licensee from patrons that stated
the licensee had lent or given them money from time to time for various purposes. Each
maintained the money had not been used to play the approved gaming machines at the
hotel.

The court found enough evidence to establish the complaint and imposed a $15,000 fine
and disqualified licensee from holding a licence for 12 months. He was also ordered to pay
the Director's costs of $15,000 in addition to the fine.

Cheque cashing franchises

It is an offence for a person (other than a financial institution) to cash a cheque, where the
person would be expected to know that the cheque is a gaming machine prize issued by an
hotelier or registered club (Keno prize payments are legislated in The Public Lotteries Act
1996 and not subject to this clause).
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A deemed offence is committed where a person exchanges a gaming machine prize cheque
for cash within 500 metres of a hotel or registered club, unless the defendant can prove
otherwise.

Gamblers have indicated that the reinvestment of winnings is a primary reason for gambling
more than they had already intended, as well as chasing their losses by using these
'‘winnings'.

The implementation of policies and procedures for the payment of prize money to players
demonstrates harm minimisation and duty of care principles for patrons by providing a
cooling off period and reduces opportunities for reinvestment of large wins. This also has the
benefit of providing better security for patrons who have had large wins, by minimising the
risk of theft and or loss of the cash won.

Case Study Five

Cheque cashing business prosecuted

A problem gambler complained to the Office of Liquor, Gaming & Racing that a cheque
cashing business, Cash Stop Financial Services Pty Ltd had cashed cheques for him that
had been paid out by registered clubs and hotels as a result of him winning money on
gaming machines.

Over several months, the gambler spent considerable time playing gaming machines at
various Sydney venues and would often leave with his winnings in the form of a cheque.
He would then go to a Cash Stop outlet and cash the cheque.

Cash Stop was fined $96,000 for cashing prize winning cheques to the value of $132,000.

Guidelines for payment of winnings

Venues need to have clear guidelines for the payment of winnings and accordingly staff and
patrons need to have an awareness of these guidelines. These policies and procedures
should be clearly promoted and displayed within the gaming areas to eliminate any
misunderstandings.

A payout house policy should:

4 Specify that a maximum amount payable in cash is $5,000, with the remaining amount
payable by 'crossed cheque', made out in the player's name, or by electronic funds
transfer, within 48 hours (venues may wish to pay by cheque on the day and accordingly
arrangements should be made to ensure that a signatory is available at all times of
operation).

4 Encourage the player to accept a cheque for the whole amount where possible.

4 Specify that payment to players of large winnings should not be made in the gaming
areas and preferably players should be asked to collect at the office/administration area
(this again provides cooling off time and minimises patron personal risk).

Responsible Conduct of Gambling Course Handbook — March 2021

48



4 Require payout forms or vouchers to be completed for prize payment being made by
cheque or electronic funds transfer.

Publicity for prize-winners

A hotelier or a registered club (or employee) must not publish anything which identifies any
person who wins a prize of more than $1000 (from playing a gaming machine), if the player
requests in writing that his or her identity not be published.

The prize winner must make this request when claiming the prize and can revoke the request
(in writing) not to publish his or her identity at a later time.

Note: Publishing the identity of a prize winner (regardless of whether the publication
complies with this clause) is gaming machine advertising for the purposes of section 43 of
the Gaming Machines Act 2001, and accordingly the publication cannot be seen or heard
otherwise than inside the venue concerned.

Location of cash dispensing facilities away from gaming machines

A hotelier or registered club must not allow an automatic teller machine (ATM) or EFTPOS
terminal to be installed or located in a part of the premises where gaming machines are
located. In addition, ATMs and EFTPOS facilities located in hotels and registered clubs must
not be capable of issuing cash from a credit account.

By moving cash dispensing facilities such as ATMs and EFTPOS terminals away from
gaming areas, the venue not only provides the opportunity for the player/s to gauge how long
they have been playing, but also provides time for them to think and decide whether they
should be withdrawing more money for gambling purposes.

Any opportunity for providing a reality check for gambling patrons minimises the risk of time
distortion, where players have lost track of time spent on gambling activities.
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Test your knowledge

Revision activity — Prize and cheque restrictions
Participants can complete this activity individually or within a small group

What is the maximum cash limit allowed to be paid as a prize won on a gaming
machine?

Type your answer here

What are two other allowable methods of payment for prizes won on a gaming
machine?

Type your answer here

Which statement must be recorded on each cheque issued as a prize won on a
gaming machine?

Type your answer here

Name 4 restrictions to be considered when conducting a promotional prize that
involves playing the gaming machines or is connected to a 'Player Reward
System'.

Type your answer here

What are the cheque cashing restrictions for patrons cashing cheques at a
venue that operates gaming machines?

Type your answer here

Don't forget to check your answers.
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Module 4
Minors
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Assessment criteria

Students should be able to identify:

4 The responsibility of gaming staff in relation to minors.
4 Where a minor is permitted or not permitted in hotels or registered clubs.
4 How to identify if a person is under 18.
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Minors

Legislation prohibits people under 18 from being involved in gambling activities including the
operating of an approved gaming machine. A minor may operate a gaming machine under
the supervision of a technician for the purpose only of receiving training and instruction in
respect of the servicing, repair or maintenance of approved gaming machines. If a minor is
caught operating an approved gaming machine unlawfully, the following penalties apply:

4 Minor - maximum penalty of 10 penalty units ($1,100).
4 Licensee - maximum penalty of 50 penalty units ($5,500).

Minors are allowed to enter hotels and registered clubs only in certain circumstances.
Management and staff of venues need to be diligent in respect of minors and their entry into
licensed premises, especially areas where gaming machines are located. Hotels and
registered clubs have distinct areas within their premises, as approved by their licence or
certificate of registration. These areas are:

4 In hotels

e  bar areas (where a minor is NOT permitted to enter, or remain at any time)
e minors authorisation areas (where a minor is permitted, only in the company and
immediate presence of a responsible adult)

4 Inregistered clubs

e  bar or gaming machine areas (where a minor is not permitted to enter, or remain at
any time)

e non-restricted areas (where a minor is permitted, only in the company and
immediate presence of a responsible adult)

Hoteliers, secretary managers and registered clubs should note that they may be guilty of
two separate offences if:

4 aminor enters a restricted/bar or gaming machine area; and
4 the minor is not removed from the restricted/bar or gaming machine area

Note: Minors are permitted to pass through a bar or gaming machine area to gain access to
an area that the minor is permitted to enter. The minor must be in the company and
immediate presence of a responsible adult and only in the restricted/bar or gaming machine
area for as long as necessary to pass through that area.

You must display the prescribed notice (sign 2L) indicating that it is an
offence for a person under 18 to enter a bar area in a hotel, or a bar or
gaming machine area in a registered club. This notice must be displayed at
I aginst the o each entry to these areas.
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Responsible adult
A responsible adult, in relation to a minor, means an adult who is:

(a) a parent, step-parent or guardian of the minor, or
(b) the minor's spouse or de facto partner (if above 18 years of age themselves), or
(c) for the time being standing in as the parent of the minor.

Evidence of age

You have a right and a responsibility to ask for identification if you suspect that a person is
under the age of 18 years.

The only acceptable forms of evidence of age in NSW are a current:

4 Driver or rider licence (issued in Australia or another country)

Current NSW Photo Card (issued by NSW Roads & Maritime Services)
Passport (issued by Australia or another country)

Proof of age card (issued by Australian state or territory except NSW)
Keypass ID (over-18) identity card (issued by Australia Post)

A AANA

The above forms of evidence of age must contain a photograph and date of birth. Security
and venue staff should check the authenticity of the identification being offered and to
examine it closely in proper light. Blacklight torches can be used to view security features
that appear on authentic identification. If you suspect that the patron's card could be false,
ask for secondary identification.

Another requirement is that venues must display a notice on the premises indicating that it is
an offence for a person under 18 to enter a bar area in a hotel, or a bar or gaming machine
area in a registered club.

A person suspected of being a minor may be asked to provide evidence of age, by an
authorised person (licensee, police, inspector, manager or employee of a hotel or registered
club) at any time.
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Minors and responsibilities of staff

Staff should be aware that even though a person may already be in the venue and past
security, this is not a guarantee that they are over 18. If you suspect the person is a minor
you should ask for identification.

If you suspect that a person is a minor and upon request they are unable to provide evidence
of age, you must act as if they were a minor and remove them from the licensed premises.

Any person who is reasonably suspected of being a minor must, when asked by an
authorised person:

4 state their full name and residential address; and
4 produce documentary evidence that might reasonably be accepted as evidence of his or
her age.

Refusal to comply with a request to provide this information could render the person liable to
a penalty.

Checklist for evidence of age:

When you accept one of the documents, referred to above, as evidence of age, it is
important to satisfy yourself that it is authentic. Remember — the final decision rests with
you. You should refuse admission to anyone you suspect of using false evidence of age or
using someone else’s identification.

A4 Check the photo — Does it match the person?

4 Check the birth date — Confirm the person is 18 years of age or older.

4 Check for any alterations — Have any numbers been altered — particularly the last
digit of the date of birth.

4 Check the hologram — Check other security features.

Note: It is a good idea for supervisors, security and door staff, to observe customers as they
enter the venue. This allows the venue to refuse entry to minors before they gain access to
the premises.

Recovery of certain money involving minors

The Unlawful Gambling Act 1998 states:

If any money is stolen or misappropriated by a minor, and that money is subsequently spent
by the minor for the purpose of gambling. The person from whom the money was stolen or
misappropriated may, in any court of competent jurisdiction, recover the amount of money so
spent from the person to whom it was paid.
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Test your knowledge

Revision activity — Minors
Participants can complete this activity individually or within a small group

What are the penalties for a minor operating an approved gaming machine?

Type your answer here

Under what circumstances are minors allowed to enter hotels and registered
clubs?

Type your answer here

What are the 5 forms of acceptable IDs to verify proof of age in NSW?

Type your answer here

What steps should you take to verify identification?

Type your answer here

Don’t forget to check your answers.
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Section 2

The second section of the Responsible Conduct of Gambling course has three modules that
continue from the first section:

Module 5
Responsible and problem gambling

Module 6
Responding to potential problem gamblers

Module 7
Self-exclusion and gambling counselling

The modules in this section concentrate particularly on problem gambling and the legislative
requirements to assist those who may have developed a problem. The requirements in this
section may not be the responsibility of all staff, however, all staff need to know how a patron
may develop a problem with gambling and what steps are taken if a patron requests help.
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Module 5
Responsible and problem gambling

Responsible
Gambling
Prohlem /N A
Gambling

A A
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Assessment criteria

Students should be able to identify:

4 Indicators of problem gamblers.
4 The risks for venue staff to develop a gambling problem.
4 The impact of problem gambling on patrons and the wider community.
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Responsible gambling

This training course and the gaming machine legislation are aimed at harm minimisation and
how venues can conduct responsible gambling practices. If this is the case, then what is
responsible gambling?

Responsible gambling is when a patron uses the gambling facilities in a venue and uses
strategies (consciously or unconsciously) to prevent themselves from developing a problem.
These are:

Making an informed choice about using gambling products.

Not gambling more than they can afford.

Limit time gambling.

Having a realistic expectation of their chances of winning and the likelihood of losing.
Ensuring that gambling will not impact on their relationships.

Ensuring that gambling will not impact on their work/education.

A AAMAMANA

Industry overview

Hotels and clubs provide a valuable service to the community and are a place to build
networks and socialise. Gaming machines may provide significant financial benefit to venue
operators, government, local communities and charitable organisations. However, this form
of entertainment has adversely affected a percentage of society.

Industry has both a legal and moral obligation to their patrons. By ensuring that persons
working in the gaming industry are aware of the issues of irresponsible gambling and
gambling abuses, the industry would be furthering the development of caring, responsible
venues, which are more attractive to the community and a happier and healthier place to
work.

The responsible gambling laws recognise the balance between the vast majority of those in
the community who participate in gambling as an enjoyable activity, and for those to whom
gambling causes significant problems.

The responsibilities of problem gambling lies with everyone taking a role, and the role that
industry can take is one of being knowledgeable as to the problem gambling issue, and to
support local services that are available.

Benefits of RCG to business

4 Abetter reputation for hotels and registered clubs.

Greater customer satisfaction.

Potential legal problems will be eliminated.

Return on training investment because the community and staff will appreciate the effort
to assist potential problem gambling.

A A A
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Venue staff - Why they are at greater risk

Many venues have policies that do not allow their employees to gamble onsite at any time.
Each venue has different reasons for this. For some venues it is so that the integrity of the
gambling product is kept intact (such as preventing accusations that the venue is rigging
machines so that a staff member wins a major jackpot) or to deter staff members from
developing a problem of their own with gambling.

Venue staff have a greater chance of developing a problem with gambling than the general
public. A 2011 research paper titled Risky business - Gambling problems amongst gaming
venue employees in Queensland, Australia showed that the rates of problem gambling
amongst venue staff in Queensland were 9.6 times higher than the Queensland general
public. Another factor to consider is that most of the staff that participated in the research
were not able to gamble in their own place of employment. The research explains the most
likely cause is probably 'exposure theory' - people who are exposed to gambling the most are
most likely to develop a problem.

Staff working in the gaming machine areas of a venue see a lot of people win and lose
money over and over again. Sometimes it's the lucky punter who walks past a machine, puts
in $1 and walks away with $1000. Other times staff see player/s put a lot of money into one
machine with little wins, so during their break or end of shift they may have a flutter thinking
that the machine is going to pay. This idea and many other myths are examples of not
knowing how approved gaming machines work.

In order to prevent staff in gaming venues developing a gambling problem, staff should use
the same strategies as patrons when it comes to their own gambling. If a staff member does
develop a problem they are encouraged to use the help services like other members of the
public. These services are covered by privacy and confidentiality legislation.

Having this knowledge is another step in being able to provide patron assistance
and is not only a requirement of the Gaming Machines Regulation 2019, but also
demonstrates:

4 The commitment by the venue regarding responsible conduct of gambling activities.
Risks associated with gambling activities and potential consequences.

Increasing awareness of assistance available through counselling services.
Availability of help should they or someone they know be affected by gambling related
problems, including counselling services such as Gambling Help.

A ALK
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What is problem gambling?

There have been numerous attempts over many years to state precisely what problem
gambling is, with the Productivity Commission report listing numerous definitions used
around the world.

In 2005, Gambling Research Australia - funded by all Australian jurisdictions - published its
first research report Problem Gambling and Harm - Towards a National Definition.

Gambling problems can range from mild to severe:

4 many people who gamble do so casually for pleasure without any harm

4 serious social gamblers play regularly, but gambling doesn't come before family and
work

4 people who gamble excessively often have trouble in their work, or with family and
friends. Their gambling often causes money problems

4 for some people, gambling seriously harms every part of their lives

Following extensive research and consultation, the report recommended that the following be
adopted as the Australian national definition of problem gambling:

"Problem gambling is characterised by difficulties in limiting money and/or time spent on
gambling which leads to adverse consequences for the gambler, others and the community."
p125

References in this definition to "difficulties in limiting money and/or time spent on gambling"
implies continuum of gambling behaviours from those who have no difficulty (including non-
gamblers) to those who have extreme difficulty.

The Productivity Commission's report in 2010 defined problem gambling as:

"A cluster of significant harms and behaviours that include social and psychiatric issues".

Signs of problem gambling for patrons

Problem gambling affects the gambler and their family, friends and, to a lesser extent, work
colleagues and others in the community.

There is no doubt the impact on others is a genuine social cost. These costs arise as a result
of loss of business productivity, family breakdowns, gamblers' antisocial and/or criminal
behaviour, and destitution. The impact also takes the form of costs to welfare and community
groups who use resources to support those affected by gambling.

Money arguments are frequent among problem gamblers, and many report that they are
unable to look after the interests of their families sufficiently.

Calculating the financial and social costs of problem gambling is difficult. Some costs arise
from treating problems directly, but many costs are indirect, such as gambling-related
ailments, absenteeism at work and time spent in the courts.
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Previously it was considered that, unlike intoxication, the indicators of problem gambling
were not all that observable. However, recent research has shown that there are specific
behavioural indicators to assist in the identification of problem gambling.

The list below is a fairly comprehensive list of behaviours that a person who is experiencing
problematic gambling during their play may exhibit. If a patron exhibits two or more of these
they may have a problem. If you observe a patron who is exhibiting two or more you should
notify your manager or licensee.

Some states in Australia require that staff intervene if they identify a patron showing signs of
problem gambling distress. There is no legal requirement in NSW, although it is possible for a
venue to have this as part of their own policy and procedures. It is an employee's
responsibility to know their venue's policy in respect to intervening with patron's gambling if
they suspect there may be a problem. If a venue has no relevant policy, venue staff should
not approach patrons they suspect may have a problem with gambling but rather inform a
manager or licensee. A patron must be displaying a minimum of two to three of these
indicators before the patron is considered to be having a problem with their gambling.

Indicators of problem gambling

Frequency, duration and intensity ‘

Gambles every day of the week

Gambles for three hours or more without a break of 15 minutes or longer

Gambles so intensely that the person barely reacts to what was going on around them
Plays very fast (e.g. inserts large numbers of coins into the machine very rapidly,
presses the buttons very rapidly so that the spin rate is very fast)

Bets $2.50 or more per spin most of the time

After winning on approved gaming machines, plays on quickly without even stopping
to listen to the music or jingle

Rushes from one machine or gaming table to another

Gambles on 2 or more machines at once (where this is allowed by the venue)
Gambles continuously

Spends more than $300 in one session of gambling

Significant changes in expenditure pattern, e.g. sudden increases in spending

A A ANAANNAKN

A

AANMAKNANA

Impaired control ‘

Stops gambling only when the venue is closing
Gambles right through usual lunch break or dinner time
Finds it difficult to stop gambling at closing time

Tries obsessively to win on a particular machine

Starts gambling when the venue is opening

AANMANANNA
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Social behaviours

AAMAMAMAMAMANLA

Asked venue staff to not let other people know that they are there

Has friends or relatives call or arrive at the venue asking if the person is still there

Is rude or impolite to venue staff

Avoids contact, communicates very little with anyone else

Stays on to gamble while friends leave the venue

Become very angry if someone takes the person's favourite machine or spot

Brags about winning or makes a big show relating to how skilful they are as a gambler
Stands over other players while waiting for his or her favourite machine

Raising funds / chasing behaviour

AAMAMAMMAMAMAMAMANA

Gets cash out on 2 or more occasions to gamble using an ATM or EFTPOS at venues
Asks to change large notes at venues before gambling

Borrows money from other people at venues

Asks for a loan or credit from venues

Puts large win amounts back into the machine and kept playing

Leaves the venue to find money to continue gambling

Observed rummaging around in purse or wallet for additional money

Appears to have run out of all money in purse or wallet when they leave venue

Uses coin machine at least 4 times

Emotional responses

AAMMAMAMAMAMAMAMAMANA

Seen to be shaking (while gambling)

Sweats a lot (while gambling)

Looks nervous/ edgy (e.g. leg switching, bites lip continuously)
Vocally displays anger (e.g. swears to themselves, grunts)
Kicks or violently strikes machines with fists

Looks very sad or depressed (after gambling)

Cries after losing a lot of money

Sits with head in hand after losing

Plays machine very roughly and aggressively (e.g. with fists or slaps)
Groans repeatedly while gambling

Shows significant changes in mood during sessions
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Other behaviours ‘

4 Gambles after having drunk a lot of alcohol
4 Appears to avoid cashier- appears evasive- only uses cash facilities
4 Significant decline in personal grooming and/ or appearance over several days

Irrational attributions / behaviours ‘

Blames venues or machines for losing

Complains to staff about losing

Swears at machines or venue staff because they are losing
Compulsively rubs belly of machine or screen while playing

A NAKNNA

Source: Delfabbro, P., Osborn, A., Neville, M., Skelt, L. & McMillen, J. (2010). Identifying
problem gamblers in gambling venues: Final report. Gambling Research Australia

In 2014, further research® was undertaken to develop a checklist of behaviours indicating
problem gambling based on the above set of behaviours and to assess the practical
application of this checklist by venue staff to identify and assist at-risk gamblers. This study
produced three checklists one of which was developed for staff in other Australian
jurisdictions outside Victoria. Venue staff found the checklist helpful in identifying problem
gamblers and on average, venue staff would identify ten behaviours from the checklist before
taking action.

8

Dr A Thomas et al. (2014). Validation study of in-venue problem gambler indicators, Gambling Research Australia
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GBC-EGM-5: The Gambling Behaviour Checklist for EGM Staff
| Loss of Control Tick

| Tries obsessively to win on one machine

Starts gambling when the venue is opening or only stops when venue is closing
Money Seeking

Tick

Uses coin machine at least 4 times

s run out of all money when he/she leaves venue

Asks to change large notes at venue before gambling
| 12 | Rummages around in purse or wallet for additional money

13 Witnessed or heard that a customer was trying to borrow money from other people at venue
or asking for credit from venue

Intensity and Duration | Tick
. 14 | Spends $300 or more in a session

- 16 | Bets $2.50 or more per spin most of the time

' Gambles most days
| 21 | Rushes from 1 machine to another
22  Significant increase in spending pattem
| [ Irrational and Superstitious Behaviour | Tick |
23 | Complains to staff about losing, or blames venue or machines for losing

24 Rituals or superstitious behaviours such as rubbing belly of machine or screen, talking to
machine, spitting on machine, use of luck charms

| Emotional Responses

- | Tick
25
26
Social Behaviour ' Tick
27  Stays on to gamble when friends leave venue
28 | Is nude or impolite to venue staff
| 29
30
11 Generally poor hygiene, or, significant decline in personal grooming or appearance over

: several days (body odors, dirty or unchanged clothes, messy greasy hair)
| 32 | Conceals presence at venue (doesn't answer mobile phone, takes or makes calls outside

venue, asks staff not to let others know they are there, people contact or visit venue looking
for person)

The colour coded checklist enables staff to have more confidence about whether they should
intervene and should make it possible to intervene earlier. The checklist enables staff to
identify people experiencing problems with a high degree of confidence.

Where venue staff proactively approach at-risk gamblers before they ask for help, they may
be able to reduce the severity of gambling problems in the long term.
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Problem gambling is most often defined as a behavioural disorder involving gambling activity
which causes social, relationship and financial difficulties. It can be hard to know whether or
not gambling is becoming a serious problem in someone's life. Some methods to help
individuals identify the problem include the Gamblers Anonymous (GA) twenty questions a
self-help quiz for consumers whilst the South Oaks Gambling Screen is often used by
counsellors. Both questionnaires endeavour to assess the extent of gambling activity, the
impact on relationships, the nature of the activity (whether hidden or open) and the extent of
borrowing and financial commitment to the activity.

The Gambling Help website has a short, eight question 'gambling quiz' which anyone can
take in order to help determine the level at which gambling is affecting their life. The quiz can
be accessed at http://www.gamblinghelp.nsw.gov.au/manage-your-gambling/gambling-

quiz/gambling-quiz-take-action/.

The impact of problem gambling
Costs:

family breakdown

cost of crime, petty, organised or white collar
shift in spending away from small business
cost of regulation

increased welfare demand

A A AhADANA

For the individual:

4 loss of self esteem

4 afeeling of loss of control

4 financial loss

4 breakdown of personal and work relationships
4 mental health issues (depression, anxiety, etc.)
4 turning to crime to support gambling

4  job opportunity lost because of gambling

4 suicide thoughts/attempts/completion

For family and friends:

4 financial loss

4 helplessness

4 cost of time taken to help
4 personal relationship loss
4 the death of a loved one

For gambling providers:

4 increased running costs associated with attempted gaming machine fraud
4 community stigma
4 reduced staff morale
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For staff of gambling venues:

4 cost of time taken to help

helplessness

problems with their own gambling

breakdown of personal and work relationships

A A A

Social and financial costs of problem gambling

One characteristic of many problem gamblers is the high degree of involvement in other
forms of addictive behaviour such as alcohol or drug abuse. Whether or not gambling creates
or contributes to other addictive behaviours is a matter of some debate, as is the question of
which addiction comes first.

Problem gamblers often lie about their gambling to their families, undermining trust.

Suicide attempts among problem gamblers occur much more frequently than among the
general population.

Impact on the workplace

The financial and social impact of problem gambling is felt in the workplace, where
absenteeism, theft, lower productivity and job loss can be costly to both workers and
employers.

Problem gamblers are also more likely to ask for advances on their pay and to borrow money
from fellow employees.

Impact on the family

For non-problem gamblers, the money spent on gambling does not affect family finances to
the extent that it is money put aside for entertainment. But for problem gamblers, excessive
spending on gambling has serious consequences for the family. Often it means that bills
don't get paid, utilities are cut off and the grocery money dwindles.

Problem gamblers tend to devote large amounts of money and time on gambling, and these
commitments have severe consequences for the wellbeing of their family. This, together with
deception about their gambling and the anxiety, mood swings and stress accompanying their
gambling, not only generates relationship frictions, but health and mental distress for the
partners.

The children of problem gamblers are affected in many ways and usually lack the autonomy,
maturity, access to help, and the power that adults have and thereby have less control over
the situations in which they find themselves. The most immediate concern for children's
welfare in problem gambling households is poverty. Problem gambling eats up resources that
otherwise would be spent on household members - from family entertainment, a serviceable
car, a pleasant home, holidays, and even food.

In part of its findings the Productivity Commission concluded that there are conservatively
around 1,600 gambling-related divorces per year.
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Crime

In the 1999 Productivity Commission report Gambling published results of a survey of
patrons of problem gambling agencies suggest that 44% of clients reported an involvement
in some form of gambling-related criminal activity at some stage of their gambling career.
Around 16% had appeared in court on charges related to their gambling, and around 6% had
received a prison sentence because of a gambling-related criminal offence.

Warfield and Associates (a forensic accountancy firm) released a study Gambling Motivated
Fraud in Australia 2008-2010 °in 2011. The study found 181 criminal fraud cases on public
record where gambling was a motivation for the fraud. 66% of these crimes were committed
by males; with the youngest being 20 years old and the eldest being 72 years of age. In the 3
years of the study there were 12 frauds that exceeded $1 million dollars and the ten largest
frauds contributed over $46 million in losses (9 male and 1 female perpetrators). Employees
were the most likely to commit fraud making up 66% of the criminal cases examined with an
average more than $285,000 per fraud.

Betiquette

4 Liquor & Gaming NSW has developed the Betiquette campaign - a mix of good old
fashioned etiquette with responsible betting. Betiquette was developed to address the
risk factors for sports betting-related gambling harm particularly in

Young adult males aged 18-30 years

Family and peer pressure to bet on sports

Greater integration of sports with gambling

Exposure to sports betting promotions

Impulsive responses to betting promotions and live action odds

Easy access to digital money and sources of credit

24/7 access to betting sites on mobile phones and Internet connected devices.

A A AMAANANA

Betiquette provided tips and useful information to support services. For more information
about Betiquette visit https://www.responsiblegambling.nsw.gov.au/betiguette/home

Impacts of gambling on women

Research® has identified that there are many aspects of gambling behaviour of women and
men which appear to differ substantially. For some older women gambling increases as their
traditional gendered caring role decreases (most commonly when children leave home). This
stage in many women's lives can be a time where a sense of loss can take place leading to
feelings of loneliness and social isolation. For women especially it would appear that
gambling in venues provides a safe place to go and where a sense of belonging can be
achieved which can in turn ease feelings of loneliness and isolation. Gambling on poker

9 Gambling Motivated Fraud in Australia 2008-2010 Brett Warfield, Partner, Warfield & Associates
http://warfield.com.au/wp-content/uploads/2016/08/Gambling-Motivated-Fraud-in-Australia-2011-to-

2016.pdf

10 Holdsworth, L., Hing, N., Breen, H. (2012). Exploring women's problem gambling: A review of the literature.
International Gambling Studies.
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machines in safe venues can be a way, for some women at least, to cope with the loss and
the resulting sense of loneliness associated with the lessening of the traditional caring role,
along with other concerns.

The continuing discrepancy between wages for men and women, in large part linked to
women’s traditional caring role expectations, which means that women have tended to, and
indeed continue to, work part-time and in traditionally low paid employment. Consequently,
women’s progression to problematic gambling appears to be quicker than men’s, with women
likely to face financial difficulties sooner than men.

It is important for women who do not have gambling problems and who are essentially
recreational gamblers, to be aware that problems may develop in the future. For instance, in-
venue information targeted at women with practical messages dispelling common myths
about gambling, as suggested by the Productivity Commission (2010), would be helpful for
women at the recreational end of the gambling continuum.

Information could also focus on changing life circumstances for women and the
accompanying emotional vulnerability that can occur at particular life stages; this information
could also contribute to reducing problems associated with gambling. For women who have
received help for their gambling-related problems, in-venue strategies that encourage and
combine alternative social engagement with problem gambling support services would be
beneficial. As the Productivity Commission (2010) reported, these could include: flexible
tailored pre-commitment strategies, low intensity EGMs, active intervention by staff, family or
friends, effective staff training in gambling and alcohol safety for those showing clear signs of
problem gambling, and strengthening provisions about providing help services. It is essential
that support and help services are culturally appropriate for women and include gender
specific support groups and female counsellors.

The study released by the Victorian Department of Human Services in 2000, Playing for Time
— Exploring the Impacts of Gambling on Women observed that many of the women who
participated in the study had not gambled before the introduction of gaming machines into
Victoria or had only gambled on gaming machines during occasional visits interstate.

The study found that the incentives used by gaming machine operators to encourage
consumers to play gaming machines may have a particular impact on women. These
incentives are divided into two broad categories which along with the impact on women are
described as follows:

“The first category consists of incentives associated with winning which may relate directly to
promoting the prospect of a “win”. The second category are messages and services that
result in the creation of an environment perceived by women (at least initially) as being
beneficial to them. They include the creation of a ‘women-friendly’ environment that is
perceived to be attractive, safe, accessible and accepting of diversity within a familiar and
predictable environment. Women have the opportunity to occupy social space over which
they feel a sense of ownership, have the experience of being well treated and believe that
they can play with little stake money.”
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The Productivity Commission found the socio-demographic nature of problem gamblers has
changed. Problem gambling used to be a male dominated phenomenon but has been
feminised with the advent of gaming machines. When Dickerson (1996) conducted a major
survey in four states in 1991, he found that 14% of problem gamblers were female. Now
around 40% of problem gamblers are female, and overwhelmingly, these problems are
associated with gaming machines.

Impacts of gambling on culturally and linguistically diverse (CALD) communities

As part of a research study!! 1tundertaken by the Australian Gambling Research Centre
examined the available literature about gambling participation within CALD communities in
Australia.

Australia is a diverse society with a rich history of migration and a strong gambling culture.
Meanings of gambling vary across culture, affecting its acceptability and availability. The
research base relating to gambling in CALD communities is limited, and the number of
different groups and additional costs involved in such research presents an ongoing
challenge to research within these groups.

Individuals from CALD communities in Australia are less likely to participate in gambling
activities than the general population but are more likely to develop problems with their
gambling if they do participate. CALD people who gamble may be more likely to develop
problems than individuals from the general population due to different beliefs about luck and
chance, factors relating to migration, and issues around stigma and shame. Stigma and
shame related to gambling can affect the entire family and place barriers in the way of help
seeking for people in CALD communities. Increased access to gambling and migration
stressors may increase the chance that migrants might gamble, placing them at additional
risk of developing problems. Both specific CALD and culturally appropriate mainstream
gambling help services are needed to support CALD gamblers and their families.

11 Dickins, M., & Thomas, A. (2016). Gambling in Culturally and Linguistically Diverse Communities in Australia
(AGRC Discussion Paper No. 7). Melbourne: Australian Gambling Research Centre, Australian Institute of Family
Studies.
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The following diagram summarises research examining the attitudes of different cultures
towards gambling.

4 ™

Box 1. Differential attitudes to gambling activities across culture

Mot accepted

B Russian—"reprehensible pastime”

B Tamil—not part of the culture,  sin

Somewhat accepted

B Arabic—a source of entertainment and refuge but also of shame, a source of quick money
B Caribbean—not universally accepted but seen as part of one's status, considered manly

B [talian—an individual pastime (apart from cards, which is seen as a social activity) and not generally shared
with the family

® Latin American—not universally accepted but seen as part of one's status, considered manly

B Macedonian—an enjoyable activity, which sometimes results in feelings of shame

Accepted

® Aboriginal (Australia}—a source of pleasure and fun, a way to make money
Chinese—positive, part of the culture, a way to “test one's luck”, and a source of guick money
Croatian—traditional pastime, a source of personal entertainment

Greek—traditional pastime, an enjoyable form of social contact and entertzinment shared with family and
friends, a source of quick money

Hispanic—a pleasurable hobby or sodial activity, part of one's status, considered manly
Korean—a way to escape, a pleasurable and sodal activity
Maori—not historically part of the culture but a common pastime currently

Pacific’Samoan—an enjoyable, sociable activity
® Vietnamese—an enjoyable activity, a source of quick money, a game of luck and skill

Source: Abbott, 2001; Abbott & Volberg, 1999; Abbott & Volberg, 2000; Blaszezynski, Huynh, Dumlao, & Farrell, 1998; Chui & 0"Connar,
2008; Cannor, 1973; Feldman et al., 201 4; Hing, Breen, Gordon, & Russell, In Press; Loo, Raylu, & Oel, 2008; Tan-Quigley, et al., 1998;
The Ethnic Cormmunities’ Council of NSW [ECCNSW], 1999; Tse ot al, 2012; Tse et al, 2010; VCGA, 2000; Wilsan, 1969

Alcohol and gambling

Gambling activities are conducted in hotels and registered clubs where alcohol is available to
patrons as part of the services provided. Alcohol has long been regarded as a drug that
affects a person's judgement. Therefore, it may impair a person's judgement about their
gambling activities.

The consumption of alcohol together with gambling activities may lead to:

Social gamblers wagering more than they normally would.
Impaired judgement on when to stop or chasing their losses.
Excessive gambling risks.

More distortion about the time spent on gambling.
Anti-social behaviour due to excessive loss of money.

A A AMDANA

Gambling providers need to be aware of the implications of combining alcohol and gambling.
It is an offence to offer or cause or permit it to be offered or supplied any free or discounted
liquor as an inducement to play the gaming machines (clause 47 of the Gaming Machines
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Regulation 2019), so gambling providers need to assess carefully the timing or even whether
they should have discounted liquor promotions in their venues.

The adoption of best practice principles can lessen gambling and liquor abuses and improve
the impact of problem gambling and alcohol related problems, not only for the venue, but
also for the community.

The Gambling Help web site is a good source of information for people who feel they may
have a gambling problem.

This web site contains general information on problem gambling, as well as access to
online, face to face or phone counselling services. There is also a tool to assist people in
finding the closest support service in their local area no matter where they are in NSW.

www.gamblinghelp.nsw.gov.au or phone 1800 858 858

Information on the Gambling Help site and other support services can be found in the Further
reading section on pages 89 - 90 of this manual.
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e Test your knowledge

Truths and myths about problem gambling
Participants can complete this activity individually or within a small group

Identify whether the following statements are truths or myths. True Myth

Problem gamblers may gamble frequently or infrequently.

Problem gambling does not affect children.

Problems caused by excessive gambling are not just financial.

You have to gamble every day to be a problem gambler.

Problem gambling may lead to anxiety and depression.

Problem gamblers only play gaming machines.

Too much time spent gambling may impact on time spent with
family, friends and others.

Bailing the problem gambler out of debt will fix all of their
problems.

Problem gambling can lead to relationship breakdowns and loss
of friendships.

Lies and the lack of trust is one of the main reasons why
relationships breakdown because of problem gambling.

Problem gamblers never display signs or behaviours that would
be obvious to venue staff that they may be a problem gambler.

Venue staff have a greater chance of developing a problem with
gambling than the general public
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Module 6

Responding to potential problem
gamblers
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Assessment criteria

Students should be able to identify:

4 The role of staff to provide support for problem gamblers.
4 Communication techniques to help deal with distressed patrons.
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Responding to potential problem gamblers

If a problem gambler approaches an employee for assistance, the employee is expected to
act immediately. Action should be according to your venue's policy and procedures. This may
require a staff member to refer the patron to a senior staff member better equipped to handle
the situation or they may have to help the patron. It is the responsibility of each staff member
to know their venues policy in relation to assisting a patron who is requesting help with their
gambling.

If the employee deals with the situation, it is expected that information about the range of
professional services available for support; and the self-exclusion policy of the venue, be
given to the patron. This should be done in a private area and in a non-judgmental manner.
Remember, this is someone who is attempting to do something positive about their situation.
The more support they get from venue staff in their initial attempts to gain assistance, the
more likely they will be to take the next steps in helping themselves.

Working with distressed patrons

The problem gambling indicators on pages 60 - 62 of this manual showed that gambling
patrons may be highly distressed, and they may not always directly ask for help with their
gambling. The first thing a staff member needs to remember is that they are not a trained
counsellor. The second thing to remember is that if a patron is getting too aggressive or
violent then it is the job of venue security to intervene. If the patron is crying or slightly
aggressive you should follow the venues policies and procedures and notify a manager or
licensee to assist the patron.

Note: Not everyone who is distressed has a gambling problem.

As some venues are relatively small a staff member may be the only person on shift at the
time. When dealing with an aggressive patron, regardless of the reason, staff and patron
safety is always the first priority. If a staff member is inexperienced in dealing with the
situation they should seek someone else who is able to assist them such as security or the
police.

Whether the patron is aggressive or upset (crying) venue staff need to utilise good
communications skills.

De-escalating the conflict

People react differently in the same situation. If you have 10 people and exposed them all to
the same situation you would observe 10 different reactions. A person may freeze, another
will take the initiative and lead, while another will follow whoever is leading. The point is that
no two people will behave in exactly the same way.
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When a patron's gambling has become problematic during they may exhibit varied and
different reactions. Some people may just walk away, others may just come up and ask for
help, some may start to cry, but some may become aggressive. Unfortunately, without the
right skills some staff may unintentionally escalate the situation. This course neither has the
scope or the time to competently train staff in conflict resolution. The intent is to raise
awareness that the way that you react to a distressed patron could reduce the potential for
conflict.

BELOW IS A TABLE SHOWING THE STAGES OF CONFLICT ESCALATION

r N

Levels of Conflict

Perhaps nothing is said yet.
Things dor’t feel right. it may be
difficult to identify what the problem
is. Do you feel uncomfortable
about a situation, but not quite sure
why?

Discomforis

Here a short, sharp exchange
occurs without any lasting internal
reaction. Has something occurred
between you and someone else
that has left you upset, irritated or
with a result you didn’t want?

Incidents

Here motives and facts are often
confused or misperceived. Do
your thoughts keep returning
frequently to the problem?

Misunderstandings

Here relationships are weighed
down by negative attitudes and
fixed opinions. Has the way you
feel about and regard the other
person significantly changed for
the worse? Is the relationship a
source of constant worry and
concern?

Tension

Behaviour is affected, normal
functioning becomes difficult, extreme
gestures are contemplated or
executed. Are you dealing with a
major event like a possible rupture in a
relationship, leaving a job, violence?

Crisis

-

; Copyright: ® The Conflict Resolution Network, PO Box 1016 CHATSWOOD NSW 2057 AUSTRALIA (02) 419-8500. May be r duced if this notice . _J

Responsible Conduct of Gambling Course Handbook — March 2021

78



How to recognise conflict:

4 Internally through your own emotions such as discomfort, frustration, anxiety, anger, etc.

4 Non-verbal cues of the patron e.g. lack of eye contact, avoidance, finger tapping,
withdrawal, etc.

4 Marked increases or decreases in communication/interaction.

4 Behaviourally - extreme behaviours, irregular behaviours, out of character behaviours.

Once a staff member realises that they are in a conflicting situation they should obtain
assistance from another more senior staff member or security as soon as possible. Staff
should also be aware of their venue's policy and procedures for dealing with conflict before a
situation arises (it could be a good thing to find out when starting employment at a new
venue). If a venue does not have one, they could seek assistance from their industry body on
suggested policy and procedures.

It may not always be possible to get assistance from a senior staff member. A staff member
who has good communication skills may also be able to de-escalate the situation and even
provide an opportunity for the patron to talk about the problem and seek help.

Communication sKkills

The hospitality sector is all about communication. The better a staff member's
communication skills, the better they are able to assist patrons. This is to ensure the patron
needs are met and they enjoy their time at the venue. This is especially true for patrons
wanting assistance with their gambling problems because, unfortunately, not all patrons will
want to or be able to just say that they have a problem. It is often left to the staff member to
decipher what the patron is actually requesting to be able to help.

To be effective in helping a patron, a staff member will need to understand the following:
1. What is going on for the patron?

2. What do they want instead?

3. How might they get what they want?

Scenario:

Conflict escalation

While working in the gaming area at a venue, a staff member is approached by a patron.
Staff: "Can | help you?"

Patron: "l have gambled too much money and want some back."

Staff: "l am sorry there is nothing we can do about that."

Patron:  "What do you mean? No one will know, | won't tell anyone."

Staff: "I'm sorry | can't do that, | can get you the manager."
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Patron  (becoming more agitated): "Will they be able to get my money back?"
Staff: "No, but they might be able to..."
Patron  (cutting of the staff member): "Well what good is it going to do getting them ..."

The patron is starting to behave very loud and aggressive at which point the staff member
gets security. This in turn leads to the patron escalating their aggression and security asking
the patron to leave the premises.

In the scenario the staff member did not, on the surface, do anything wrong other than talking
to the patron. The problem is that the staff member contributed to the escalation of the
situation by only listening to the words literally, that the patron was speaking. To be able to
assist a patron a staff member needs to unearth the "meaning" of what is being said. This is
obtained by developing Effective Communication.

Effective communication

The most important thing to remember is communication is not just talking - over 80% of
communication is non-verbal. Attending and listening are two other aspects that are critical to
good communication.

Gerard Egan The Skilled Helper describes attending and listening as:

4 “attending refers to the ways in which [staff] can be with their [patrons], both physically
and psychologically.

4 listening refers to the ability of [staff] to capture and understand the messages patrons
communicate as they tell their stories, whether those messages are transmitted verbally
or nonverbally, clearly or vaguely" 12

Effective communication starts with the staff member being attentive to their patrons. This
means that while it is useful for learning how to be attentive, this is not a definitive list of
skills that will work in every situation with every person. It is a good start and they are skills
that can be developed and adapted for different people and for different cultural
backgrounds. The other thing to remember is that a lot of these skills you may do naturally,
the point here is that by using these skills consciously they will assist staff members to be
more effective in meeting the needs of patrons. That being said, let's now examine how to be
attentive to someone.

12 Egan, Gerard, The Skilled Helper, 6th Edition, Brooks/Cole Publishing Company, Pacific Grove California, USA,
1998, p62
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Active listening

Listening seems to be a simple thing to do, and it may be a surprise to see it in this training.
How often have you found yourself being accused of not listening and knowing that you
could repeat everything word for word. This is because people want others to understand the
meaning behind their words not just be able to repeat it back to them. For listening to be
active it involves four things:

1. Hearing and understanding the patron's message.
2. Observing and reading the patron's non-verbal behaviour.
3. Working out the context of the message.

4. Knowing when to challenge what the person is saying.

Hearing

This is where you pick up the verbal messages. This is listening to the story they are telling.
This is a mixture of the patron's experiences, behaviour and affect.

4 Experiences, a person telling you that they have just gotten a job is talking about an
experience.

4 Bebhaviour, friends telling how they went out to the movies, bought popcorn and coke
and then went and sat in the middle seats in the theatre are talking about their
behaviour.

4 Affect, this is where a person tells you their feelings and emotions behind their
experiences and their behaviours.

Non-verbal behaviour

4 Patrons communicate through their non-verbal behaviour. Part of assisting your patrons
is to be able to understand their non-verbal clues:

4 Bodily behaviour, such as posture, body movements, and gestures.

Facial expressions, such as smiles, frowns, raised eyebrows, and twisted lips.

4 Voice-related behaviour, such as tone of voice, pitch, voice level, intensity, inflection,
spacing of words, emphasis, pauses, silences, and fluency.

4 Observable autonomic physiological responses, such as quickened breathing, the
development of a temporary rash, blushing, paleness, and pupil dilation.

4 Physical characteristics, such as fitness, height, weight, and complexion.

4 General appearance, such as grooming and dress.

A

Source: Gerard Egan, The Skilled Helper Sixth Edition
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Understand the context (scenario)

Communication is more than the just the verbal and non-verbal messages. An effective staff
member will be able to understand the context that the patron is in. A staff member needs to
be sensitive to the story the patron is relaying to understand the situation the patron is in.
While it is difficult to completely understand the context of the patron's situation, it is possible
to gain some insight. This requires empathic listening. To be empathic a staff member has to
show a certain amount of care for their patrons and their concerns, this is being respectful.
This means putting away your own concerns and priorities to be attentive to your patron. One
way to find out if you have understood the context of the patron is to ask them. They will let
you know.

Patron: "Why didn't someone tell me that | have been here for two hours? Now | am in
the crap at home."

Staff: "Is someone expecting you?"

Patron: "Yeah my partner | should have been home an hour ago."

Staff: "Would you like to use the phone at the front desk to call home."
Patron: "Yeah, that would be great, thank you."

Challenge

In any type of communication there can sometimes be a need to challenge what the other
person is saying. Challenging used at the right time and in conjunction with the other
elements of communication is an effective tool to assist patrons communicate their needs.
The reality is that patrons will not always walk up and say that they have a gambling problem
and want help. They may talk around the subject. Let's take the conflict escalation example
from above and put in the effective listening.

Staff: "Can | help you?" (Looking squarely turning to face the patron.)
Patron: "l have gambled too much money and want it back."
Staff: "l appreciate that you may have spent too much, but | don't understand the

problem?" (Voice calm and reassuring.)

Patron: "l can't go home and tell my wife that | have gambled it all again."

Staff: "So this has happened before?" (Voice calm and reassuring.)

Patron: "Yes and | want my money back it is not my fault."

Staff: "l appreciate that you a very upset; | am getting a manager to help you." (Using

small gestures.)

Patron: "Are they going to get my money for me."
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Staff: "They are going to offer you some help and where you can go to get support. It
may not be giving back the money you spent but they can help you. If you come
with me we will locate them" (Friendly but firm voice.)

Patron: "Ok."

In this scenario the staff member took control of the situation, stayed calm and listened to
what the patron wanted which was help. Although, the patron was not getting what they
asked for, the staff member heard what the patron was saying and what they were
communicating. They listened to the context of the conversation and were able to keep the
patron settled. They were also able to keep the patron calm enough to be able to locate a
manager.

Attending your patrons

Gerard Egan used the acronym SOLER as part of his Skilled Helper staged approach to
counselling. It is a non-verbal listening process used in communication, and a key skill
taught to counsellors as part of their training. But what is it?

SOLER - should be used as an integral part of active listening.

S: Sitting squarely allows the other person to see that you are giving them your
attention. Turning your body away from another person while you talk to him or her can
lessen your degree of contact with that person. If, for any reason, facing the person
squarely is too threatening for them, then an angled position may be more helpful.

O: Adopt an open posture. Crossed arms and/or crossed legs can be a sign of lessened
involvement with or availability to others. An open posture says you are open to the patron
and what he or she has to say. It is non-defensive in nature.

L: Itis possible to lean in towards the patron. It says, "I'm with you, I'm interested in you
and what you have to say." Leaning back can suggest the opposite. Remember not to lean
too far forward, or this may be seen as placing a demand on the patron. He or she may
find it intimidating.

E: Maintain good eye contact. It's another way of saying, "I'm interested, I'm with you."
Remember this is not the same as staring. You will need to look away every so often, in
order not to stare, but monitor the amount you look away. It could say something about

your own level of comfort/discomfort.

R: Be relaxed or natural. If you are fidgeting nervously it will distract the patron. Being
relaxed also tells the patron that you are comfortable with using your body as a vehicle of
personal contact and expression. It helps put the patron at ease.
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Test your knowledge
Revision activity — Responding to potential problem gamblers

Participants can complete this activity individually or within a small group

List some ways to recognise a conflicting situation and how you should
respond .

Type your answer here

List some effective communication skills necessary when responding to a
distressed patrons or potential problem gambler?

Type your answer here

How do you ensure safety for yourself, your work colleagues and
patrons?

Type your answer here

Don'’t forget to check your answers.
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Module 7
Self-exclusion and counselling
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Assessment criteria

Students should be able to identify:

4 Procedures to follow when a patron requests self-exclusion.
4 What to do when a family member or friend requests third party exclusion.
4 Approved counselling services and referral procedures.
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Self-exclusion schemes

Every club and hotelier by law must conduct a self-exclusion scheme to allow patrons to
exclude themselves from nominated areas of a venue or from the entire venue.

4 Prevent the hotel or registered club from refusing a participant's request.

4 Require the participant to give a written and signed undertaking that they will not gamble
at the venue for a period specified in the undertaking (such undertaking may be in a
standard form as approved by the Secretary).

4 Provide an opportunity to seek independent legal/professional advice at their own
expense as to the meaning and effect of the undertaking before it is given.

4 Provide a participant with written information outlining the name and contact details of a
gambling-related counselling service.

4 Require the venue to ensure that responsible persons for the hotel or club can readily
identify the participant whether by means of access to a recent photograph of the
participant or otherwise.

4 Require the hotel or registered club:

o to publicise the availability of the self-exclusion scheme and information as to how it
operates to patrons of the licensed premises.

o to make available, on request by any patron of the hotel or club, the standard self-
exclusion form (if any).

4 Preventing a participant from withdrawing from the scheme within 6 months after
requesting participation in the scheme.

Minimum requirements for the conduct of a scheme by a hotel or registered club:

Participant means a person who has requested that he or she be prevented from entering or
remaining on any area of a hotel or registered club that is nominated by the person.

Liability with respect to self-exclusion schemes

It is lawful for a responsible person of a hotel or registered club, to use reasonable force in
the following circumstances:

4 To prevent a participant in a self-exclusion scheme from entering those parts of the
premises used for gambling.

4 To remove such a person from those parts of the premises or cause such a person to be
removed from them.

No civil or criminal liability is incurred by a responsible person of a hotel or registered club for
any act done or omitted in good faith and in accordance with this section to or in respect of a
participant in a self-exclusion scheme conducted at the hotel or registered club.
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Note: A responsible person for hotel or registered club means the following:

4 The licensee of the hotel, or secretary of the club.

The manager of the hotel, or director of the club.

An agent or employee of the hotel or of the club.

Any other person involved in the conduct of gambling activities at the premises.

A A A

Request for self-exclusion

An approach by a patron requesting self-exclusion cannot be ignored as the venue has a
legal obligation to act. Remember, this is a big step for the patron, to not only admit that there
is a problem, but also to ask for information or even exclusion from the venue.

Staff must act professionally on requests for help, dealing with the patron with empathy and
sensitivity. If an employee feels they are not equipped to handle the situation they should
immediately involve their supervisor.

The idea of self-exclusion from a venue is to make it harder for the patron to gamble and give
them a start on seeking help for their problem. Problem gamblers do not necessarily realise
that they have a problem during office hours, and an approach may be made to a gambling
venue at any time. For these reasons it is important that self-exclusion requests can be
processed whenever the venue is operating, rather than relying on key personnel in charge
of that area being available.

Patrons often become familiar with certain staff working at the venue, and because of their
friendliness, they build up trust with those staff. Most often these staff may be the people that
problem gamblers feel most comfortable in approaching for help.

They may directly ask for help, or may even hint at a problem by expressing concern over
recent losses or inability to pay bills because of their gambling. When approached by a
patron, staff should follow the guidelines for dealing with these requests set by the venue.

The fact that someone has been gambling for long periods, or with what appears to be large
amounts of money, does not mean that they have a problem. Staff should not approach a
patron because of these reasons, but should act upon a request by the patron.

If patrons are not directly asking for help, but talking about their losses, staff might consider
giving them a player information brochure when providing change, or leave a brochure near
them at the bar. This action may provide a lifeline for these patrons, as they may have a
problem, and the information provided could be the first step to seeking help.

Policies and procedures to deal with customers wanting to enter a self-exclusion

It is important to remember that for a problem gambler to have reached the point of
requesting a self-exclusion, they may do so with mixed emotional feelings. Staff members
need to be very sensitive when dealing with them and the procedure should be made as
confidential as possible as the patron may be feeling very anxious and embarrassed.
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The procedure for self-exclusion should be designed so that it can be processed at any time
of the day at managerial, supervisory or designated staff member level, or whoever is
responsible for handling exclusions.

Documentation for self-exclusion scheme

The documentation of all communication between the patron and venue provides a record of
steps taken, which will be invaluable in the event of investigation or litigation. As part of the
legislation, if asked by a patron staff must be able to provide them with information on
professional counselling services. If a counsellor approaches management or staff, on behalf
of a patron, always note this in the incident log. It would be prudent to request the counsellor
to provide written authority for future action. This information is confidential and should only
be available to appropriate staff, who should be informed that this information should not be
discussed with other patrons/staff.

Self-exclusion from Licensed Premises Agreement is available at

https://www.liguorandgaming.nsw.qgov.au/resources/self-exclusion-forms

Third party requests for the exclusion

Problem gambling not only affects the gambler, it also harms their families and friends in
many different ways.

There may be occasions where family or friends of the problem gambler may approach staff
of the venue for help, or to have the gambler excluded from the premises.

These people may be very emotional (e.g. angry, upset, distressed, or unreasonable) at this
time, so it is important that they are treated sensitively. Staff have a moral obligation not to
ignore this request.

Staff should make the third party aware that there are professional counselling services
available, and supply them with information to contact these services, or assist them to
contact these services from your venue (e.g. Gambling Help)

Staff should also make the third party aware of the availability of the venue's self-exclusion
scheme, emphasising its confidentiality.

Problem gamblers are not always in a position to help themselves; they may need help from
others (family and friends) and/or professional counselling services. If they do not get this
help, they are usually stopped from gambling because of illegal activities and intervention by
the police.

Advise the third party that self-exclusion can only commence when the problem gambler
approaches the venue and agrees, in writing, to enter voluntarily into this scheme.

Staff should make an entry for each event in an incident log. This will demonstrate that ALL
reasonable steps were taken to assist the problem gambler, or the third party. This
information will be important if problems arise later.
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Important note: A person cannot be entered into a self-exclusion agreement by a third
party. Only the individual themselves can enter the agreement.

Problem gambling counselling services

Providing information about counselling services is an integral method of minimising the
harm associated with gambling.

Certainly, problem gamblers might not act on the information that is provided immediately,
but they will be aware that help is available if they decide they want to use these services
later. The availability of this information is important for family members, friends and
colleagues of problem gamblers who want to encourage someone they know to get help.

The NSW Gaming Machine Regulation 2019 recognises four approved gambling counselling
entities they are:

4 Australian Hotels Association (AHA NSW)

Clubs NSW

BetSafe

any other body that receives funding from the Responsible Gambling Fund under the
Casino Control Act 1992 for the specific purpose of providing gambling-related
counselling or treatment services

A A A

The first three counselling services listed in the legislation exist to resource their members in
meeting their harm minimisation requirements, particularly in relation to self-exclusion.
Betsafe is the only one out of the three to conduct ongoing gambling counselling. The
Responsible Gambling Fund provides funding to services under the banner Gambling Help.
All Gambling Help services provide ongoing counselling to people who have been negatively
affected by gambling (their own or a loved ones) and to overcome these issues. Some
Gambling Help services also provide financial counselling. All of the Gambling Help
counselling services are free for patrons.

The Australian Hoteliers Association's program is GameCare. This is a part of the service for
all hotels that are members of the AHA NSW. The program exists to assist hotel patrons self-
exclude from hotels/pubs in NSW. The patron contacts the hotline number and a self-
exclusion interview is organised (either at the GameCare office or the office of a GameCare
representative). The patron will also be encouraged to contact a gambling counselling
service to have further gambling counselling.

GameCare can be contacted on 1300 137 404

Clubs NSW program is ClubSAFE. ClubSAFE counselling service is a 24/7, 7 days a week
telephone crisis counselling and referral service for ClubSAFE member club patrons and
staff.

CIubSAFE can be contacted on 1800 99 77 66
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BetSafe is a program to assist it member clubs and pubs with their harm minimisation
program and to help their patrons who develop gambling problems. Venues that are part of
the BetSafe program can have their patron's complete self-exclusion either at the venue or
online. When they attend a self-exclusion meeting, ring the hotline number or go online they
will be offered gambling counselling from the Betsafe counsellors.

The Responsible Gambling Fund through the NSW Government funds problem gambling
services throughout NSW. The funded services may keep the name of their own
organisation, but, they come under the Gambling Help banner, which includes face to face
gambling, face to face financial, online and telephone counselling. They also fund a legal
service to assist people where gambling has created legal issues for them. All Gambling Help
services are free of charge and can help anyone affected by problem gambling (whether
theirs or someone else's).

Gambling incident logs

Whilst there is no legal requirement to do so, gambling providers should consider
implementing incident logs as part of their gambling operations - similar to the incident
registers used in licensed premised around the responsible service of alcohol.

Management and staff should get into the practice of writing a brief report of any incidents
that occur in the venue. Any gambling-related patron behaviour and measures taken by the
venue should be logged in this central record. This log then forms a communication tool for
gaming staff, especially at change of shift when the log should be checked for any incidents
regarding gambling patron behaviour.

The incident log demonstrates that the venue has adopted and put into place measures to
assist the patron, which could prove invaluable in the event of any problems at a later date.

Some things to consider writing in the log are:

4 approaches by patrons wanting help with their gambling

4 signage issues that were noted with staff, the date they saw when the sign was
damaged or not in place and the steps that have been dealt with to rectify it

4 breaches of self-exclusions by patrons

4 third party exclusion requests

What could be included in the register is the date, the type of incident, the name of the
person involved (if any), what action was taken by the venue. There should be no blank lines
between the incidents and the pages should be numbered sequentially to ensure that the
information contained is accurate.
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While having a gambling incident log is recommended, it is each venues decision on whether
to keep a log or not. This decision will usually be made by the hotel licensee/owner or club
manager/CEO/Board.

If the incident which occurred is the result of the venue not meeting their compliance
obligations or conducting activities likely to encourage problem gambling, you can call the
Liquor & Gaming NSW complaints line on 02 9995 0837. These calls are confidential.
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Test your knowledge
Revision activity — Self-exclusion and Counselling

Participants can complete this activity individually or within a small group

What must registered clubs and hotels have in place for patrons who
wish to self-exclude?

Type your answer here

List some direct and indirect ways in which a patron may indicate a need
for self-exclusion

Type your answer here

What information and assistance can be given to a third party requesting
self-exclusion on behalf of a patron?

Type your answer here

List the problem gambling counselling services available for patrons to
minimise the harm associated with gambling.

Type your answer here

Why is it important to keep a gambling incident log?

Type your answer here

Don't forget to check your answers.
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Further reading and quick references

Australian Gambling Statistics, 32nd edition, 2014-15, Queensland Government Statistician's
Office, Queensland Treasury http://www.ggso.gld.gov.au/products/reports/aus-gambling-
stats/

1999 Productivity Commission Report - "Australia's Gambling Industry”
https://www.pc.gov.au/inquiries/completed/gambling/report/gambling2.pdf

2004 IPART Report - "Gambling: Promoting a Culture of Responsibility"

https://www.ipart.nsw.gov.au/files/sharedassets/website/trimholdingbay/gambling04.pdf

2005 Gambling Research Australia - "Problem Gambling and Harm: Towards a National
Definition"

https://www.gamblingresearch.org.au/sites/default/files/2019-
10/Problem%20Gambling%20and%20Harm%20-%20Towards%20a%20National%20Definiti
0on%202005.pdf

Prevalence of Gambling and Problem Gambling in New South Wales. 2012. Ogilvy
lllumination. Prepared by Kerry Sproston, Nerilee Hing & Chrissy Palankay

https://www.responsiblegambling.nsw.gov.au/ data/assets/pdf file/0010/880381/Prevalence
-of-gambling-and-problem-gambling-in-NSW.pdf

2009 NSW Population Health Survey Gambling
http://www.health.nsw.gov.au/surveys/other/Documents/18plus-gambling28JUL 10.pdf

2010 Productivity Commission - "Gambling”
https://www.pc.gov.au/inquiries/completed/gambling-2009/report
http://warfield.com.au/wp-content/uploads/2015/12/pub4.pdf

2011 Journal of Gambling Issues - "Risky business: Gambling problems amongst gaming
venue employees in Queensland, Australia”
http://jai.camh.net/index.php/jgi/article/view/3835/3873

Gerard Egan The Skilled Helper Brooks/Cole Publishing Company, An International
Thomson Publishing Company, Pacific Grove, California USA

Holdsworth, L., Hing, N., Breen, H. (2012). Exploring women's problem gambling: A review of
the literature. International Gambling Studies

NSW Budget 2017-18. Budget Paper No. 1 - Budget Statement. NSW Government (2017)
https://www.budget.nsw.gov.au/sites/default/files/budget-2017-06/2017-
18%20Budget%20Paper%201%20-%20Budget%20Statement-1.pdf
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The Household, Income and Labour Dynamics in Australia Survey: Selected Findings from
Waves 1 to 15. Melbourne Institute Applied Economic & Social Research. Funded by the
Australian Government Department of Social Services.

Thomas A, Delfabbro P and Armstrong AR (2014). Validation study of in-venue problem
gambler indicators. Gambling Research Australia.
NSW Gambling Survey 2019, refer to the NSW Office of Responsible Gambling:

https://www.responsiblegambling.nsw.gov.au/ data/assets/pdf file/0008/881279/NSW-
Gambling-Survey-2019-report-FINAL-AMENDED-Mar-2020.pdf

To view gambling related legislation and other resource materials visit the Liquor & Gaming
NSW website liguorandgaming.nsw.gov.au

Quick Reference Contacts

GameCare - 1300 137 404 or (02) 9281 6922
CIlubSAFE - 1800 99 77 66

BetSafe - 02 9874 0744 or www.betsafe.com.au

Gambling Help services - 1800 858 858 or www.gamblinghelp.nsw.gov.au

Culturally and linguistically diverse (CALD) communities - 1800 856 800
Aboriginal communities - 1800 752 948

Facebook - www.facebook.com/GamblingHelpNSW

Betiquette - www.betiquette.nsw.gov.au

Online counselling is available 24 hours a day through Gambling Help Online
www.gamblinghelponline.org.au

Office of Responsible Gambling
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