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Individuals, communities, the gambling industry and the Government

have a shared understanding of responsible gambling practices.

1. Awareness of provisions of responsible gambling practices
(consumers and community).

2. Understanding of the shared role of community, industry and
Government for implementation of responsible gambling practices
(industry, community and Government).

3. Extent of responsible gambling signage displayed or made available
(industry and Government).

Individuals, communities, the gambling industry and the Government have

an understanding of their rights and responsibilities in relation to responsible
gambling practices.

1. Definition and articulation of the rights and responsibilities for each
stakeholder group (industry and Government).

2. Implementation of responsible gambling practices (industry and
Government).

3. Implementation of customer complaints resolution mechanism (customers,
industry and Government).

4. Establishment and maintenance of gambling-related support services

(community and Government).

The gambling industry provides safe and supportive environments for the

delivery of gambling products and services.
1. Implementation and maintenance of responsible gambling practices in
each category of the Code of Practice (industry and Government).
2. Implementation and maintenance of customer liaison services (industry).

3. Implementation and maintenance of exclusions provisions (industry
and Government).

Consumers make informed decisions about their gambling practices.

1. Utilisation of exclusion provisions (consumers, industry and community).

2. Awareness of information of the odds of winning and rules of games
(industry).

3. Awareness of the availability of support services (industry and community).

Harm from gambling to individuals and the broader community is minimised.

1. Prevalence of problem gambling (consumers and community).
2. Utilisation of exclusion provisions (consumers and community).

3. Responsible gambling-related breaches of regulation requirements
(industry and Government).

4. Utilisation of gambling-related support services (consumers and community).

People adversely affected by gambling have access to timely and appropriate
assistance and information.

1. Effectiveness of links with gambling-related support services (community,
industry and Government).

2. Utilisation of gambling-related support services (consumers, community,
industry and Government).

3. Utilisation of exclusions provisions (consumers, community and industry).

Report on the Cultural Shift Review 23

e

ASojopoyraw



|
|
|
a

Outcome 1

5 Progress on the Outcomes of the
Queensland Responsible Gambling
Code of Practice

5.1 Outcome 1

Individuals, communities, the gambling industry and the Government have a shared
understanding of responsible gambling practices.

Achievement against Outcome 1 of the Code of Practice was measured through the following three
performance indicators:

1. awareness of provision of responsible gambling practices

2. understanding of the shared role of community, industry and Government for implementation of
responsible gambling practices

3. extent of responsible gambling signage displayed or made available.

5.1.1 Performance Indicator 1

Awareness of provision of responsible
gambling practices

Performance Indicator

Target Groups Consumers and community

¢ Proportion of the community and consumers who are

Performance Measures . X .
aware of responsible gambling practices

Consumer awareness of the responsible gambling practices

Gambling consumer awareness of the Code of Practice and responsible gambling practices was measured
through the Queensland Household Gambling Survey 2003-04. The survey included two questions
concerning awareness of the Code of Practice.

Data from this survey indicates that the proportion of adults who have heard of the Code of Practice has
remained unchanged (35%) since the Implementation Review. Gamblers (38%) were more likely than
non-gamblers (24%) to have heard of the Code of Practice. The unchanged level of awareness of the Code
of Practice is not surprising given that there has been no coordinated campaign aimed at raising levels of
awareness amongst consumers.

Community awareness of responsible gambling practices

Community awareness of responsible gambling practices was measured through the Queensland
Household Survey, November 2005. Responsible gambling issues in this survey included the awareness of:

¢ responsible gambling signs

¢ Gambling Help Line phone number

¢ exclusions

¢ staff availability to discuss gambling problems with a patron at a gambling venue.

To disseminate information about responsible gambling practices, a number of responsible gambling signs

were installed in venues. Approximately 57% of adults were aware of the Are you gambling with more than
your money? sign, representing a 3% increase since the Implementation Review.

The Gambling Help Line phone number was promoted on signs such as If gambling becomes a problem call
... and Are you gambling with more than your money? The survey found that 68% of adults were aware of
the Gambling Help Line phone number.
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Gamblers, their family members or friends need to be aware that gambling assistance and information is
available in gambling venues if harm is to be minimised. The survey found that only 29% of Queenslanders
were aware that they could discuss a gambling problem with a trained staff member at a gambling venue.

Awareness by gamblers and the wider community of the exclusion provisions available at gambling venues
is also important if harm is to be minimised. The survey found that 42% of adults were aware of them.

Although the Code of Practice was implemented in May 2002, survey data indicates that just over one-third
of adults were aware of it. Both the Queensland Household Gambling Survey 2003-04 and the Queensland
Household Survey, November 2005 show that consumer and community awareness of the Code and its
practices could be improved. Promotion of the Code of Practice may benefit the Queensland community and
gambling consumers’ understanding of responsible gambling practices.

Finding 1

There is a limited awareness of the Queensland Responsible Gambling Code of Practice amongst adult
Queenslanders. Awareness and understanding of the Code of Practice is essential to establishing agreed
standards for the safe and supportive provision of gambling services.

Recommendation 1

Examine methods to promote the Queensland Responsible Gambling Code of Practice in the Queensland
community and with gambling consumers.

T awodnQ

5.1.2 Performance Indicator 2

[T

Understanding of the shared role of community,
Performance Indicator industry and Government for implementation of
responsible gambling practices

Target Groups Industry, community and Government

¢ Extent to which knowledge is shared by each
stakeholder group

Performance Measures

¢ Effectiveness of partnerships between gambling providers,
gambling-related support services and Government

Extent to which knowledge is shared by each stakeholder group

The extent to which knowledge is shared was measured through the level of communication and training
that occurred within and among stakeholder groups. Training is critical to ensure that staff and key
personnel understand, implement and support the Code’s practices.

Training

The Implementation Review found high levels of training across the five gambling industries assessed.
This was largely due to the comprehensive training campaign that was conducted prior to the Code’s
launch. However, some gambling providers, particularly small and micro clubs and hotels, and gambling
providers in isolated regions, were assessed as having low commitment to training. The Implementation

Review identified several barriers to training:

geographical dispersion meant that accessing formal training courses was difficult
small gambling providers lacked the time to access training

time and staff replacement costs to attend training

availability of staff to replace those attending training

discrepancies in the quality of training provided to staff

® & & O oo o

difficulties for clubs in training volunteer staff.
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To address these issues and to improve commitment to responsible gambling training, QOGR developed the
Queensland Responsible Gambling Code of Practice Industry Training Kit in consultation with industry and
community representatives. The Kit was distributed free of charge to all gambling providers during Phase 2.

The Code of Practice Phase 2 Survey asked gambling providers to identify the number of managers and
staff at their venues who had received responsible gambling training. Those with centralised management
structures (e.g. casino, lottery and totalisator betting) were found to be more successful at implementing
this practice. The survey found that:

¢ Casinos provide internal responsible gambling training to all employees, including non-gambling staff.
Gambling-related employees receive in-depth training. New employees receive training during their
orientation in their first month of employment and refresher courses are run when necessary.
The Tabcorp group of casinos initiated an in-house annual Responsible Gambling Awareness Week,
which offers, amongst other things, refresher training for all staff.

¢ Golden Casket (lottery sector) provides compulsory Responsible Play training to all new lottery agencies
(both agents and their staff). The survey found that 100% of (surveyed) Golden Casket agencies had
received Responsible Play training.

¢ UNITAB (totalisator betting sector) has a trained Customer Liaison Officer who conducts training for staff
in implementing responsible gambling protocols. Assessment of the responsible gambling knowledge of
staff and training updates are carried out as part of the regular UNIiTAB audit program. All new staff must
complete a responsible gambling module as part of induction training. The survey found that 77% of
UNITAB agency staff had received responsible gambling training.®

The club, hotel, bingo and racing sectors reported lower levels of responsible gambling training amongst
their gambling employees than the previous three sectors. Only 30% of bingo operator employees and

8% of race club employees had been trained in responsible gambling practices. Several factors may have
restricted bingo operators and race clubs from implementing staff training practices. For example, bingo
operators are characteristically small, have volunteer staff and are unlikely to belong to a peak body.
Likewise, race clubs tend to be small and to meet infrequently. QOGR in consultation with industry and
community representatives has since developed Quick Guides for the bingo and racing sectors to address
this issue and assist with the knowledge building of their staff.

The survey found that responsible gambling training was undertaken by:
¢ 63% of club managers

¢ 67% of hotel managers

¢ 50% of club gaming employees

¢

55% of hotel gaming employees.

Figure 1 provides this analysis for clubs and hotels by size for the period of the Cultural Shift Review.
Figure 1  Proportion of club and hotel managers and gaming staff who have

received responsible gambling training by venue type and size,
November 2003 to December 2005
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Club and hotel respondents were asked about factors that had prevented them from providing any or more
responsible gambling training for their staff. Several reasons for this were offered?*:

49% noted that their small size made it difficult to send staff to training
37% believed they already had sufficient training

21% considered there were no training courses available

18% thought the costs of training were too great

16% said high staff turnover made it hard to maintain a trained workforce

®* & & o o o

15% stated they did not have the available time.

The Queensland Responsible Gambling Code of Practice Industry Training Kit was distributed after this
survey had been administered; so therefore it is possible that some of these issues have already been
addressed. Responses that are worthy of further attention are: (1) 37% of clubs and hotels believe that staff
had sufficient training, and (2) the high turnover of staff made training difficult.

Finding 2

Training is an ongoing, critical practice to ensuring that there is a shared understanding among gambling
employees about responsible gambling practices. Implementing practices associated with training
requires improvement in the club, hotel, bingo and racing sectors.

Recommendation 2

Examine methods to reinforce the importance of, and support for, ongoing training in responsible

gambling practices within the club, hotel, racing and bingo sectors.

The Implementation Review found a disparity in the understanding of the Code of Practice’s six outcomes
amongst Gambling Help service coordinators. This was due to the limited formal training they received
about the Code and its intended outcomes. QOGR addressed this issue by:

¢ holding information sessions for Gambling Help service employees to increase their knowledge of the
Code of Practice

¢ developing a Guide for Gambling Help service providers attending Responsible Gambling Training.

Gambling Help service staff also independently addressed the issue by:

¢ attending Gambling Help services’ forums, and Queensland Hotels Association and Clubs Queensland
training

¢ discussions with colleagues
¢ reading relevant documentation

¢ attending the Gambling Help Network meetings.

The Gambling Help Service Providers Survey 2004 found that the combination of formal and informal training
sessions greatly improved the knowledge of the Code of Practice amongst Gambling Help service providers.

°1In correspondence, UNiTAB has questioned the validity of this result. It stated that all new employees receive training in responsible gambling
and believes that some agencies may have misinterpreted the question.

10 Quick Guides are condensed versions of the Code of Practice and Resource Manual and contain practical advice and examples on how to
implement responsible gambling practices. Quick Guides are aimed primarily at part-time and volunteer staff.

1 This question allowed multiple responses and therefore the total tallies to more than 100%.
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Communication

The quantity and quality of communication amongst each stakeholder group provides an indication of the
level of shared understanding of responsible gambling practices. Responsible gambling information has
been communicated in various ways including:

¢ QOGR quarterly newsletters
¢ Clubs Queensland and Queensland Hotels Association newsletters

¢ Code of Practice webpage.

The RGAC aims to ensure responsible gambling knowledge is shared across Queensland through the
staging of a Community Services and Industry Forum in conjunction with their annual regional meeting.
These forums provide an opportunity for the RGAC to gain a local community perspective on regional issues.
Local gambling providers and Gambling Help service staff have the opportunity to meet and share examples
of best practice initiatives. These forums have been a catalyst to the development of closer relationships
between these groups.

To improve communication amongst stakeholder groups, QOGR:

¢ ran information sessions at a number of Gambling Help service centres located around Queensland to
clarify the purpose of the Code of Practice and other responsible gambling initiatives

¢ developed Contact Guidelines for Gambling Providers and Contact Guidelines for the Gambling Help
services

¢ participated in the Queensland Hospitality Expo in 2004 and 2005. Information on best practice, risk
indicators and the provision of responsible gambling information to non-English speaking patrons was
provided.

Effectiveness of partnerships between gambling providers, gambling-related support
services and Government

At the strategic level, industry, community and Government have continued to operate in an effective
tripartite partnership. A focus group interview conducted with the RGAC for the Cultural Shift Review
found that they maintained an ongoing sense of responsibility for, and commitment to, a shared role in
implementing the Code of Practice. This has led to improved relations between industry and community.

At the local level, some gambling-related support services reported excellent relationships with gambling
providers in their area. However, others reported mixed or poor relationships with them. This issue

is reflected by the Code of Practice Phase 2 Survey finding that only 55% of clubs and hotels have an
established link with local gambling-related support services.*?

QOGR implemented a number of strategies throughout the period of the Cultural Shift Review to improve
the relationships between gambling providers and gambling-related support services. This included
facilitating Industry and Community Network Forums for all gambling providers throughout Queensland. The
aim was to promote the linkages between gambling providers and Gambling Help services.

To improve the relationship between QOGR and specific industry sectors, QOGR has established good
working relationships with hotel chain groups in the Queensland hotel sector. These relationships benefit
both QOGR and the hotel chain groups.

Gambling Help services and gambling providers have also initiated their own strategies to improve
relationships amongst Code of Practice partners. Examples of the tripartite relationship operating effectively
include:

¢ Tabcorp’s Responsible Gambling Awareness Week (Tabcorp invites QOGR and Gambling Help service
staff to participate in their activities)

¢ participation in the 2005 Queensland Hospitality Expo
¢ requesting QOGR participation in meetings and conferences.
12 Qualitative data from the Gambling Help Service Provider Survey 2004 suggests the overwhelming proportion of contacts between clubs and

hotels are initiated by the local gambling-related support service. Although, Gambling Help Service System Activity Data suggests 10% of
Gambling Help service referrals are from clubs and hotels.
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Gambling Help service providers instituted a Certificate of Acknowledgement to recognise those gambling
providers who they consider to be working in partnership with the Gambling Help services to promote
responsible gambling. Certificates of Acknowledgement were issued to gambling providers who had
developed close links with their local Gambling Help services and gambling providers who had committed
to the training of all staff in responsible gambling practices. Certificates of Acknowledgement have been a
practical tool in promoting effective partnerships.

Queensland Hotels Association and Clubs Queensland have included Responsible Gambling as an award
category in their Industry Award nights. This award recognises association members who have made
significant contributions to best practice in responsible gambling within their industry sector.

5.1.3 Performance Indicator 3

Extent of responsible gambling signage displayed

Performance Indicator .
or made available

Target Groups Industry and Government

¢ Level of commitment to displaying responsible
gambling signage

Performance Measures

¢ Take-up rate of takeaway cards

¢ Effectiveness of responsible gambling signage

T awodinQ

Level of commitment to displaying responsible gambling signage

The Code of Practice Phase 2 Survey collected information on signs in gambling venues. The survey found a
high level of commitment to displaying the Are you gambling with more than your money? sign. In all, only
15 clubs and hotels did not display the sign. Higher commitment to displaying this sign is most likely due to
Section 28 of the Gaming Machine Regulation 2002 which requires gambling providers to have responsible
gambling signage displayed. All casinos, totalisator betting agencies and lottery agencies, 94% of bingo
venues and 91% of race clubs were committed to displaying this sign. The survey also found that all four
casinos, 91% of race clubs and 90% of clubs and hotels display a Responsible Gambling Mission Statement.

During Phase 2, some gambling industry peak bodies raised the concern that some gambling providers
simply cut and paste a mission statement from the Responsible Gambling Code of Practice Resource
Manual. This suggests that they did not understand the intention of the mission statement and thereby
did little to support responsible gambling. The RGAC acknowledged this and has since exchanged the
Responsible Gambling Mission Statement for a Responsible Gambling Statement which requires gambling
providers to give an individual statement about their commitment to responsible gambling. Gambling
providers are required to support this statement by implementing policies and procedures.

The Code of Practice Phase 2 Survey also collected information on the levels of commitment to displaying
Information Display Boards'® and player information guides. It found that 92% of clubs and hotels had an
Information Display Board, while 76% provided a player information guide. All casinos and race clubs, and
almost all (99%) totalisator betting agencies have Information Display Boards.

Lottery agencies have combined the responsible gambling messages into one “Responsible Play” sign
because of space limitations in the retail environment. All lottery agencies surveyed continued to display
this sign.

3 Information Display Boards contain contact details for the Gambling Help Line, statements concerning the provision of credit and the cashing
of cheques. This sign also informs patrons about requesting information on the venue’s financial transactions policy as well as responsible
gambling policy, player information guide and exclusions.
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Take-up rates of Gambling Help Takeaway Cards

The ongoing use of takeaway cards was raised as an issue in the Implementation Review. The Code of
Practice Phase 1 Survey indicated that while most gambling providers had procedures to restock takeaway
cards, they were not necessarily following them. QOGR implemented a number of strategies to remind
gambling providers of the importance of having these cards available. These strategies had a short-term
positive influence on reorder rates. The spike in the reorder rate and the general upswing of reorder rates
for cards and card holders also coincides with the introduction of the Gambling Legislation Amendment Act
2005 on 1 May 2005 (see Figure 2).

The Code of Practice Phase 2 Survey found that 95% of clubs and hotels, 88% of bingo venues and 82% of
race clubs had procedures in place to ensure takeaway cards are restocked. Nevertheless, the reordering of
takeaway cards and their holders has fluctuated since the Implementation Review. Figure 2 illustrates this
analysis.

Figure 2  Reorder rate of cards (no. of boxes) and holders (no.) per quarter since
November 2002*
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* This does not include printing of cards by casinos

Effectiveness of signage

The Code of Practice requires gambling providers to supply information to consumers to help them make
informed decisions about their gambling.

The Queensland Household Survey, November 2003, found a large proportion of adults had heard about or
read responsible gambling signs in gambling venues. There was extensive awareness in the community of

the Are you gambling with more than your money? sign in the first 12 months after the release of the Code of
Practice. This awareness improved slightly during the period of the Cultural Shift Review. Table 1 provides data
on consumer awareness of this sign for the periods of the Implementation Review and Cultural Shift Review.

Table1  Proportion of consumers aware of the Are you gambling with more than
your money? sign'

Review Period Implementation Cultural Shift

Queensland Household

November 2003
Survey

May 2004

June 2005 November 2005

Adult Population (%) 54% 51% 63% 57%

*Qverall awareness peaked in June 2005. The launch of the Queensland Responsible Gambling Community Awareness Campaign, which
included cinema, newspaper, radio and billboard advertisements and bus and taxi picture displays, as well as the supply of coasters,
brochures and tent cards for use in gambling venues, in April 2005, may explain this increase.
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Figure 3 presents findings about awareness of the Are you gambling with more than your money? sign.
People aged 18-34 years have the highest rates of at-risk gambling and the second highest rates of problem
gambling. People aged 35-54 years have the highest rates of problem gambling and the second highest
rates of at-risk gambling. As Figure 3 shows, these same groups have the highest rates of awareness of the
Are you gambling with more than your money? signs.

Figure 3  Proportion of adult Queenslanders aware of the Are you gambling with more
than your money? sign by age in years
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The largest group of non-gamblers and smallest group of problem gamblers fall within the 55+ age group.
This group is also least aware of the Are you gambling with more than your money? signs.

The Implementation Review reported that calls to the Gambling Help Line rose significantly with the
introduction of responsible gambling signs in venues. Calls grew from 680 in the April 2002 quarter to
1,655 in the July 2002 quarter. However, some gambling providers indicated that the long-term installation
of a particular sign may reduce its effectiveness. A number of key stakeholders anticipated consumer
message fatigue, which may explain the decrease in call rates to the Gambling Help Line. Calls fell 19%

in the period 2002 to 2005. Moreover, referrals to the Gambling Help Line, received as a result of the
takeaway cards, declined from 23% in 2002 to 15% in 2005. Signs contributed 13% of Gambling Help Line
referrals in 2005, a decline of 5% from referral levels in 2002.**

QOGR commissioned research into the effectiveness of responsible gambling signs in venues in early 2005.
This research found that the current versions of responsible gambling signs and cards and information
display boards were no longer effective. QOGR has responded to this research by commissioning the
development of a new series of venue based signs and takeaway cards commonly referred to as the “Wanna
bet?” campaign. Launched in September 2006, it is envisaged that these signs will remain in gambling
venues until 2009 when an evaluation will be undertaken.

5.1.4 Outcome 1: Summary

Community awareness of responsible gambling practices has continued at effective levels since the
Implementation Review. While awareness of the Code of Practice amongst adult Queenslanders has
remained steady at 35%, communication strategies have led to a 3% increase to 57% in awareness of
responsible gambling practices.

Relationships between gambling industry peak bodies have improved since the Implementation Review.
These improved relationships have flowed on to many local gambling providers and gambling-related
support services. Connections between some gambling providers and gambling-related support services
can be improved.

Gambling providers are committed to displaying signage as a responsible gambling strategy. However, an
independent evaluation of responsible gambling signs found responsible gambling messages were poorly
structured and transmitted. QOGR responded to this by commissioning new responsible gambling signs
and instituting ongoing monitoring and evaluation procedures of the effectiveness of these signs.

> Note that this information has been obtained from calls to the Gambling Help Line where callers were asked to identify where they received
the Gambling Help Line contact details. It is important to note that whilst callers may not have directly stated either the takeaway cards or
responsible gambling signs as the source of the Gambling Help Line information, these resources may have formed part of the process of
gathering such information thus resulting in the decision to call.
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5.2 Outcome 2

Individuals, communities, the gambling industry and the Government have an
understanding of their rights and responsibilities in relation to responsible gambling
practices.

Achievement against Outcome 2 of the Code of Practice was measured through four performance indicators:
1. definition and articulation of the rights and responsibilities for each stakeholder group

2. implementation of responsible gambling practices

3. implementation of customer complaints resolution mechanism

4. maintenance of gambling-related support services.

5.2.1 Performance Indicator 1

Definition and articulation of the rights and
responsibilities for each stakeholder group

Performance Indicator

Target Groups Industry and Government

¢ Development and documentation of definitions of rights and

Performance Measures responsibilities for each stakeholder group

The Implementation Review found that a comprehensive definition of the rights and responsibilities for
each stakeholder group had yet to be developed. (This was largely due to the complexity associated with
defining these terms). The review recommended that the RGAC define these terms and, on completion,
clearly articulate these to stakeholders at strategic and local levels.

Finding 3

Comprehensive definitions of rights and responsibilities for each stakeholder group are yet to be
developed and documented. The RGAC will pursue this following the completion of the five year review
period of the Queensland Responsible Gambling Code of Practice in 2007.

Recommendation 3

The RGAC maintain its commitment to developing and documenting comprehensive definitions of rights
and responsibilities for each stakeholder group following the completion of the five year review period of
the Queensland Responsible Gambling Code of Practice in 2007.

5.2.2 Performance Indicator 2

Performance Indicator Implementation of responsible gambling practices

Target Groups Industry and Government

¢ Proportion of gambling providers committed to implementing
responsible gambling practices

Performance Measures

¢ Proportion of gambling providers maintaining their
commitment to the Code of Practice
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Proportion of gambling providers committed to implementing responsible
gambling practices

A major responsibility of gambling providers is to effectively implement the responsible gambling practices
in the Code. The Implementation Review found that 71% of gambling providers surveyed across the five
industry sectors had achieved the 70% benchmark. (The bingo and race clubs sectors were not included in
the Implementation Review).

For the Cultural Shift Review, the whole of industry commitment benchmark was raised to 75%. The Review
found that 77% of gambling providers across all seven industry sectors surveyed were committed to the Code
of Practice. This increase in commitment indicates gambling providers are more aware of their responsibility
to their customers in creating responsible gambling environments. Figure 4 highlights these findings.

Figure 4 Proportion of industry sectors committed to the Code of Practice,
by review period
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There has been an industry wide improvement in commitment to the Code of Practice at the aggregate level. :
All casinos and totalisator betting agencies maintained a 100% commitment. Lottery agencies increased I
commitment from 81% to 100%. The Implementation Review noted that centralised management structures :
may contribute to the high level of commitment in these sectors. l
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Bingo operators (38%) and race clubs (45%) had lower commitment rates. The bingo sector is characterised
by smaller operators, many with volunteer staff and low membership of peak bodies. The racing sector

also has many small operators that meet infrequently. These factors have impacted upon their ability to
successfully implement many aspects of the Code of Practice thus hampering their commitment levels.

The club and hotel industry sectors mainly consist of individual gambling providers with a decentralised
management structure. However, there is strong centralised representation of these gambling providers
through peak bodies such as Clubs Queensland and Queensland Hotels Association (91% of clubs and
80% of hotels belong to some type of industry association). Chain groups that control multiple hotels (such
as Liquorland (Coles Group) and ALH/MGW (Woolworths)) also encourage their hotels’ commitment to
implementing responsible gambling practices.

The hotel sector saw its overall level of commitment to the Code of Practice improve 12% to 82%. The club
sector had overall improvement of 6% to 74%. Clubs’ lower level of commitment to the Code was due to the
large number of clubs with only a few electronic gaming machines, the extensive use of voluntary staff and
venue location. A breakdown of commitment rates of clubs and hotels to the Code of Practice is shown in
Table 2.
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Table 2

Proportion of clubs and hotels committed to the Code of Practice by
venue size for the period of the Implementation Review and the Cultural

Shift Review
Hotels
Venue Size ) . . .
Implementation| Cultural Shift |Implementation| Cultural Shift
Review Review Review Review

] 117 137 200 245
arse (85%) (96%) (80%) (93%)

Medium 88 110 153 198
u (70%) (85%) (73%) (83%)

Small 96 108 117 163
(63%) (65%) (56%) (72%)

Micro 57 65 8 10
(51%) (49%) (47%) (50%)

Total 358 420 478 616
(68%) (74%) (70%) (82%)

Commitment rates of large and medium venues have greatly improved since the Implementation Review.
Commitment of large clubs has grown 11% to 96%, while commitment across medium clubs has improved
15% to 85%. Hotels have experienced similar gains with 93% of large hotels and 83% of medium hotels
now committed to the Code of Practice. Conversely, commitment rates across small clubs have managed
only a 2% improvement to 65%, while commitment rates across micro clubs have declined 2% to 49%.
There was a strong increase in small hotel commitment rates, which have grown 16% to 72%. However,
commitment amongst micro hotels improved just 3% to 50%.

The Code of Practice Phase 2 Survey also examined venues’ commitment to the Code of Practice based on
their location (see Appendix 3). Generally, regions in the metropolitan area or large provincial cities have
higher rates of commitment. Figure 5 shows the commitment rates for clubs and hotels by location.

Figure 5 Proportion of clubs and hotels committed to the Code of Practice by location,

November 2003 to December 2005

1 Committed
Not Committed
M Club and Hotel Average

South West
Moreton
Mackay
Brisbane
Northern
Darling Downs
Western
Far North
Wide Bay
Burnett
Fitzroy
Central West
North West

The Implementation Review suggested that venue location and size may cause lower levels of commitment
to the Code of Practice. In particular, the Review highlighted a lack of training as an impediment to
implementing the Code for small and micro clubs and hotels, and clubs and hotels in geographically
isolated regions. The lowest rates of commitment to the Code were found in regions that encompassed
large rural and remote areas, for example, isolated regions such as North West and Central West.
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Action taken by QOGR to address this issue included:

¢ the Queensland Responsible Gambling Code of Practice Industry Training Kit

¢ Industry and Community Network Forums across a number of key regional centres
¢ A Guide for Volunteers on Responsible Gambling
¢

a frequently-asked-questions page on the Code of Practice included on the Responsible
Gambling Website.

As some of these strategies were implemented after gambling providers completed the Code of Practice
Phase 2 Survey their full impact will not be known until the Sustainability Review — Phase 3.

Number of gambling providers maintaining their commitment to the Code of Practice

Maintaining an ongoing commitment to the Code of Practice is an indicator that a gambling provider

has embraced the philosophy of responsible gambling as a way of running their business. Individual
commitment levels of clubs and hotels surveyed for the Cultural Shift Review were paired with those
surveyed for the Implementation Review. There were 1,319 clubs and hotels surveyed for the Cultural Shift
Review of which 1,186 were also surveyed for the Implementation Review.'® Table 3 presents the results of
this analysis.

Table 3  Club and hotel commitment matched across Implementation Review and
Cultural Shift Review

Cultural Shift Review
Clubs and Hotels ] 'o' -
Committed Not Committed -
o
"3
S Committed (67[;;’) (113503 .
©
;E, 5 Not C itted 15% 8%
£ 3 ottommitte (180) 98)
[T "4
=
E Total

The key findings of the paired analysis of commitment to the Code of Practice between review periods are:
¢ 64% of venues remain committed

¢ 8% of venues remain not committed

¢ 15% of previously not committed venues were assessed as committed

¢

13% of previously committed venues were assessed as not committed.

Table 4 and Table 5 present these results at the club and hotel level.

6The remaining 130 clubs and hotels not paired were either new venues within the industry or had not previously completed a survey and
therefore could not provide comparative data.
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Table 4  Club commitment matched across Implementation Review and
Cultural Shift Review

Cultural Shift Review

Committed Not Committed
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Table 5 Hotel commitment matched across Implementation Review and
Cultural Shift Review

Cultural Shift Review

Committed Not Committed

. 66% 11%
S Committed 440) 73)
Sz
c o ) 16% 7%
s 2
g3 Not Committed (108) 44)
PN~
o
E Total

It is important that all gambling providers recognise their duty of care to offering safe and supportive
environments for their customers. Commitment to the Code of Practice has improved across all gambling
providers. Examining paired data for clubs and hotels indicates that the majority of them have maintained
their commitment for the period of the Cultural Shift Review. Commitment rates in small and micro clubs
and hotels, and clubs and hotels in isolated regions remain lower than average. Bingo venues and race
clubs also have lower commitment rates when compared to other gambling sectors (see Figure 4 above).

To improve commitment levels, QOGR has also collaborated with gambling industry peak bodies to
implement accessible and affordable responsible gambling training tools. Evidence suggests the majority
(91%) of gambling providers participating in these activities are already committed to the Code of Practice.
Some of these strategies may support bingo operators and race clubs to implement the Code, while other
new strategies may need to be developed before these sectors meet gambling industry standards.

Finding 4

A large proportion of small and micro clubs and hotels, clubs and hotels in isolated regions, bingo
operators and race clubs are not committed to the Queensland Responsible Gambling Code of Practice.

Recommendation 4

Investigate means of increasing commitment to the Queensland Responsible Gambling Code of Practice
across small and micro clubs and hotels, clubs and hotels in isolated regions, bingo operators and race
clubs.
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Finding 5

Activities designed to promote the implementation of safe and supportive environments as promoted
by the Queensland Responsible Gambling Code of Practice predominantly attract gambling providers
already committed to the provision of responsible gambling.

Recommendation 5

Explore options to encourage gambling providers who are not committed to the Queensland Responsible
Gambling Code of Practice to participate in activities designed to promote the implementation of safe
and supportive gambling environments.

5.2.3 Performance Indicator 3

Implementation of customer complaint

Performance Indicator .
handling procedures

Target Groups Consumers, industry and Government

¢ Proportion of gambling providers with a customer complaint
handling procedure

¢ Number of Code of Practice complaints recorded by the
Queensland Office of Gaming Regulation

Performance Measures

Proportion of gambling providers with a customer complaint handling procedure

Effective complaint handling procedures are essential to providing an aggrieved party with an avenue

to lodge complaints and to ensure they are effectively investigated. The Implementation Review found
that only 68% of clubs and hotels had implemented a complaints resolution mechanism. However, upon
review of the gambling providers assessed as not committed to this practice, it was found that many had
misinterpreted the question. The Review recommended the wording of the Code of Practice be revised
from “complaints resolution mechanism” to “complaint handling procedures” to make the language and
meaning more user-friendly.?”

The Code of Practice Phase 2 Survey for the Cultural Shift Review collected further data on venue
commitment to providing a complaint handling procedure. Table 6 presents the findings for clubs and
hotels.

Table 6  Proportion of clubs and hotels committed to providing a complaint handling
procedure by venue size, November 2003 to December 2005

Club (%) Hotel (%) Total (%)
Large 96 96
Medium 92 90
Small 82 86
Micro 76 70
Total

71t is unclear whether this improvement is a result of actual increases in commitment to the practice, a result of the wording change, or a
combination of both.
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Other industry sectors had mixed commitment levels to maintaining complaint handling procedures. All
four casinos and (surveyed) UNITAB and lottery agencies have maintained procedures to resolve customer
complaints since the Implementation Review. Approximately 82% of bingo venues and 64% of race clubs
have established complaint handling procedures.

Overall, there is a high level of commitment from gambling providers to implementing and maintaining a
complaint handling procedure. However, anecdotal evidence suggests that they may not be well promoted.
The fact that only 7% of gambling providers have had a complaint may support this evidence.

Number of Code of Practice complaints recorded by the Queensland Office of
Gaming Regulation

As a key stakeholder, the Government has a responsibility to establish and maintain complaint handling
procedures. QOGR has established two pathways through which a complaint or issue can be lodged:

(1) through PRB of QOGR, or (2) referral to the Investigations Branch in the Compliance Division

of QOGR (Appendix 5 provides details of the method of processing issues).

During the Cultural Shift Review, 153 issues concerning the Code of Practice were recorded by QOGR.
This is significantly less than those reported during the Implementation Review (555 issues). As many
of the issues raised in the Implementation Review were requests for information and assistance in
implementing the Code, the large reduction in issues during the period of the Cultural Shift Review is not
unexpected. QOGR also noticed a change in the nature of requests from industry throughout this Review
period. Many gambling providers seeking advice during this period requested best practice information
from QOGR. The recorded issues (and number of each) for the period are broken into the following broad
categories from the Code of Practice:

Category 1 — provision of information (13 issues)

Category 2 — interaction with customers and community (8 issues)
Category 3 — exclusion provisions (63 issues)

Category 4 — physical environment (7 issues)

Category 5 — financial transitions (9 issues)

® & & O o o

Category 6 — advertising and promotions (53 issues).

Most Code of Practice issues concerned Exclusion Provisions, and Advertising and Promotions. Exclusions
issues were predominantly requests from gambling providers for assistance in carrying out exclusions.

This result is not surprising given that exclusions legislation was introduced in the latter part of this Review
period. Other issues related to difficulties patrons experienced in obtaining exclusions at gambling venues.

Advertising and promotions issues raised included:
¢ inappropriate or false statements or practices
advertising or promotions that were considered dominating

L4
¢ advertising or promotions offering free pokie change or vouchers
¢ requests for information

¢

follow up from issues identified in the Code of Practice Phase 2 Surveys.

QOGR resolved most of the complaints through consultation with the venue, the relevant gambling industry
peak body and, in some cases, the local Gambling Help services.

There were 12 complaints referred to (and finalised by) the Investigations Branch during the Cultural Shift
Review period. The issues referred (and number of each) are broken into the following categories:

¢ Category 4 — physical environments (2 issues)
¢ Category 5 — financial transactions (7 issues)

¢ Category 6 — advertising and promotions (2 issues).
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Issues concerning perceived infringements of the Code of Practice by gambling providers were raised by:
¢ the general public (24%)

¢ gambling providers (41%)

¢ gambling industry peak bodies (16%)

¢ members of QOGR (19%).

The low number of general public complaints may reflect the limited awareness of the Code of Practice
complaints resolution process amongst the general public. The fall in the number of reported issues may
be evidence that gambling providers are more willing to resolve issues regarding the Code at the local level.
There have been fewer complaints lodged with QOGR, with most complaints resolved through consultation
with the stakeholders involved.

Finding 6

Government and gambling provider complaint handling processes are infrequently used by consumers.

Recommendation 6

Investigate whether consumers are sufficiently informed about the existence of current mechanisms for
raising responsible gambling issues with gambling providers and the Government and whether such
mechanisms are fit for purpose.

5.2.4 Performance Indicator 4

Performance Indicator Maintenance of gambling-related support services

Target Groups Government and community

c?wodno
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¢ Maintenance of the Gambling Help Line and Gambling
Help services

Performance Measures

Gambling-related support services are an important harm minimisation and community and consumer
protection measure. In recognition of its consumer protection responsibilities, the State Government
maintains funding of 13 Gambling Help services providing face-to-face counselling, a 24-hour, seven-
days a week Gambling Help Line, and an inpatient and outpatient service offered by the Moonyah Alcohol
and Drug Rehabilitation Centre. Providers for the Gambling Help Service System remain committed to
maintaining this system.

QOGR also has a responsibility to evaluate the performance of the Gambling Help Service System. An
independent consultant was engaged to evaluate the effectiveness, efficiency, quality, accessibility and
timeliness of the entire Gambling Help Service System in Queensland, including the role of services

not funded by the Queensland Government. The consultant did not find any evidence to suggest that
fundamental changes were required to the existing Gambling Help Service System model. However, it did
identify areas where the Gambling Help Service System could be improved. This is currently being reviewed
by the Government.
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5.2.5 Outcome 2: Summary

All casinos, lottery agencies and totalisator betting agencies were assessed as committed to the Code of
Practice. Approximately 82% of hotels and 74% of clubs were also assessed as committed to the Code of
Practice. However, small and micro clubs and hotels, clubs and hotels in isolated regions, bingo venues
and race clubs have relatively low commitment to implementing the Code. QOGR implemented several
strategies to improve commitment amongst these groups. These strategies included developing and
providing free of charge the Queensland Responsible Gambling Code of Practice Training Kit to assist
gambling providers to conduct in-house training in responsible gambling practices and conducting industry
and community forums to facilitate the sharing of best practice examples.

Stakeholders need mechanisms to raise and address perceived infringements if they are to effectively
exercise their rights and responsibilities. Implementation of a complaint handling procedure represents a
willingness to engage in the creation of safe and supportive gambling environments. Almost all gambling
providers have implemented a complaint handling procedure. While QOGR has recorded 153 complaints,
only 24% are consumer complaints. This suggests that strategies may be needed to improve consumer
awareness and use of complaint handling procedures.
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5.3 Outcome 3

The gambling industry provides safe and supportive environments for the delivery of
gambling products and services.

Achievement against Outcome 3 of the Code of Practice was measured through three performance indicators:
1. implementation of responsible gambling practices

2. implementation of customer liaison services

3. implementation of exclusions provisions.

5.3.1 Performance Indicator 1

Performance Indicator Implementation of responsible gambling practices

Target Groups Industry and Government

¢ Proportion of gambling providers committed to implementing
responsible gambling practices

Performance Measures

The Code is organised into six broad categories, each of which consists of a series of practices focusing
primarily on customer protection measures. (There are 36 practices in total). The major source of data for
assessing gambling providers’ commitment to implementing responsible gambling practices is the Code of
Practice Phase 2 Survey. Levels of commitment to the Code were assessed according to gambling providers’
responses to survey questions. For further details of assessment methods refer to Section 4, Methodology.

Casinos

There are four casinos in Queensland: Conrad Jupiters, Conrad Treasury, the Reef Casino and Jupiters
Townsville. All casinos were assessed as committed to the Code of Practice. There were no major
implementation issues for the casino sector. The casino sector operates in a highly regulated environment.
All casinos have high standards of regulatory compliance and infrastructure which facilitate the successful
implementation of most practices.

€ awodinQ

Totalisator betting

There are 600 plus stand alone UNIiTAB agencies in Queensland. All 141 agencies that returned their survey
were committed to the Code of Practice. There were no major implementation issues for the totalisator
betting sector. UNiTAB’s centralised management structure appears to have facilitated high levels of
commitment by their agencies.

Lotteries

The Queensland Household Gambling Survey 2003-04 found that lottery products are the most popular
form of gambling. There are approximately 1,100 Golden Casket agencies in Queensland. Of the 158
agencies surveyed up to 31 December 2005 all were committed to the Code.

In spite of the high level of commitment to the Code of Practice by casinos, lottery agencies and totalisator
betting agencies, it is essential that these industry sectors continue to acknowledge the Code as a dynamic
document responding to relevant community concerns, social and legislative change, and innovative best
practice within the industry. Each sector must therefore remain aware of, for example, changes in customer
demand, best practice and the overall need for continuous improvement. Because of the high profile of
these sectors and the popularity of their gambling products, it is expected that their ongoing high level
commitment to the Code will continue.
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Clubs

Of the 74% of clubs committed to the Code, those practices that recorded the highest levels of commitment
were:

¢ provision of information about the potential risks associated with gambling and where to get help for
problem gambling (this practice falls under the Gaming Machine Regulation 2002) (89%)

¢ ceasing to send correspondence or promotional material to excluded gambling customers (99%)

¢ implementing practices to ensure that customers are discouraged from participating in extended,
intensive and repetitive play (100%)

¢ establishing a limit above which all winnings are paid by cheque or electronic transfer (this practice falls
under the Gaming Machine Act 1991) (95%)

¢ ensuring that advertising and promotion does not give the impression that gambling is a reasonable
strategy for financial betterment (99%)

¢ not using external signs to advise of winnings paid (99%)

¢ not depicting or promoting the consumption of alcohol by individuals participating in gambling
activities (99%).

Survey results indicate that some clubs have not demonstrated a cultural shift by incorporating the Code of
Practice as a feature of running a gambling business. There are few practices where the commitment levels
are quite low:

¢ links between gambling providers and local gambling-related support services are a crucial part of
early intervention and prevention strategies. However, only 52% of clubs have established a link with a
gambling-related support service.

¢ commitment to establishing and providing appropriate and ongoing responsible gambling training to
relevant gambling staff members is relatively low with only 60% commitment from clubs.

¢ only 27% of clubs are committed to assisting gambling customers seeking exclusion from other venues.

Hotels

Approximately 82% of hotels were committed to the Code of Practice. Those practices within the Code that
recorded the highest levels of commitment were:

4 provision of information about the potential risks associated with gambling and where to get help for
problem gambling (this practice falls under the Gaming Machine Regulation 2002) (90%)

¢ cease sending correspondence or promotional material to excluded gambling customers (99%)

¢ all hotels have implemented practices to ensure that customers are discouraged from participating in
extended, intensive and repetitive play (100%)

¢ establishing a limit above which all winnings are paid by cheque or electronic transfer (this practice falls
under the Gaming Machine Act 1991) (96%)

¢ ensuring that advertising and promotion does not give the impression that gambling is a reasonable
strategy for financial betterment (99%)

¢ not using external signs to advise of winnings paid (99%)

¢ not depicting or promoting the consumption of alcohol by individuals participating in gambling
activities (99%).
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Survey results indicate that some hotels have not demonstrated a cultural shift by incorporating the Code of
Practice as a feature of running a gambling business. There are few practices where the commitment levels
are quite low:

¢

L4

links between gambling providers and local gambling-related support services are a crucial part of early
intervention and prevention strategies. However, only 57% of hotels have established a link with a
gambling-related support service.

commitment to establishing and providing appropriate and ongoing responsible gambling training to
relevant gambling staff members is relatively low with only 67% commitment.

only 23% of hotels are committed to assisting gambling customers seeking exclusion from other venues.

Bingo

In comparison to the other gambling industry sectors, bingo providers recorded lower levels of overall
commitment.

¢

38% of bingo operators were found to be committed to the Code of Practice. However, issues unique to this
sector have impacted upon its ability to successfully implement the Code. For example, the bingo sector is
characterised by small operators, many with volunteer staff and low membership of the peak body.

95% of bingo providers were committed to providing information about the potential risks associated
with gambling and where to get help for problem gambling.

91% of bingo providers offer contact information for gambling-related support services to customers
seeking exclusions.

Bingo operators had low levels of commitment to interacting with customers and community, and to
offering exclusion provisions:

¢

79% of bingo operators had a customer liaison officer. The strategic role that a customer liaison officer
plays in generating a safe and supportive environment for gamblers raises the question of whether
further action is needed to improve uptake of the practice in bingo venues.

64% of bingo operators have complaint handling procedures. Bingo venues are often small, relying on
volunteers for support. Improving this situation will require solutions that account for these factors.

50% of bingo operators are committed to providing exclusion procedures and supporting
documentation. Bingo operators are not bound by legislation to implement exclusion procedures which
may account for the low level of commitment to this practice (see also Section 5.3.3). However, under
the Code of Practice a voluntary commitment to implementing exclusion provisions is expected.

Race clubs
Race clubs achieved lower levels of overall commitment compared to the other gambling industry sectors:

¢

46% of race clubs were found to be committed to the Code of Practice. However, issues unique to this
sector may have impacted upon its ability to successfully implement the Code, for example, many
smaller race clubs meet infrequently.

97% of race clubs were committed to providing information about the potential risks associated with
gambling and where to get help for problem gambling

all race clubs offer contact information for gambling-related support services to customers seeking
exclusions

all race clubs were committed to prohibiting minors from gambling

all race clubs were committed to implementing procedures to ensure that customers are aware of the
passage of time.
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Race clubs had low levels of commitment to interaction with customers and community, and to offering
exclusion provisions:

¢ 36% of race clubs are committed to establishing links with local gambling-related support services.

¢ Only 64% of race clubs had a customer liaison officer, which raises the question of whether further
action is needed to improve uptake of the practice.

¢ 64% of race clubs are committed to providing exclusion procedures and supporting documentation.
Race clubs are not bound by legislation to implement exclusion procedures which may account for the
low level of commitment to this practice (see also Section 5.3.3). However, under the Code of Practice a
voluntary commitment to implementing exclusion provisions is expected.

Government

Action taken by QOGR to improve commitment levels included:

¢ running a series of information sessions to encourage Gambling Help service staff to engage in
partnership building with the gambling industry

¢ developing and distributing free of charge to all gambling providers the Responsible Gambling Code
of Practice Industry Training Kit

¢ developing Quick Guides to assist the bingo and racing sectors implement responsible
gambling practices

¢ running information sessions aimed at encouraging Gambling Help service staff to engage in
partnership building with the gambling industry.

5.3.2 Performance Indicator 2

Performance Indicator Implementation of responsible gambling practices

Target Groups Industry

4 Proportion of gambling providers who have nominated
customer liaison officers

¢ Availability of staff members to liaise with customers and
staff on gambling issues

Performance Measures

¢ Proportion of gambling providers who have established
links with gambling-related support services

Proportion of gambling providers who have nominated customer liaison officers

Sub-practice 2.2 of the Code recommends gambling providers nominate a customer liaison officer to

provide information and assistance to customers and staff regarding responsible gambling practices.
Exclusion legislation has further highlighted the importance of gambling providers having a customer
liaison officer available to ensure exclusions are administered appropriately and effectively.

While club and hotel sectors generally had a high commitment to implementing this practice, pockets of
small and micro venues lagged behind other industry sectors. General issues associated with implementing
the Code of Practice in small and micro venues, rather than specific issues concerning customer liaison
officers, seem to underpin the lower commitment rates to this practice. Best practice in large clubs and
hotels is the availability of a customer liaison officer at all times during the operation of gambling. However,
in smaller clubs and hotels staffing issues may make it more difficult to ensure a customer liaison officer

is always available. The availability of this officer is essential as this staff member provides on-the-spot
assistance to customers experiencing difficulties associated with their gambling.

Commitment to this practice by clubs and hotels has improved 12% to 94% over the two years since the
Implementation Review. While large venues maintained a high commitment rate (97%) to this practice,
medium (95%), small (91%) and micro (90%) venues also achieved high levels of commitment. Of the 80
venues that did not have a customer liaison officer, 16% were micro clubs and 24% were small clubs.
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Figure 6 presents the commitment rate of clubs and hotels to providing a customer liaison officer as
measured for the Cultural Shift Review by venue size.

Figure 6 Proportion of clubs and hotels with a customer liaison officer by venue size,
November 2003 to December 2005
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Approximately 79% of bingo operators and 64% of race clubs have a customer liaison officer for gambling-
related issues. The casino, lottery and totalisator betting sectors have maintained their 100% commitment
to this practice across both review periods. There is the expectation that large venues are committed to all
practices because of their high profile in the community and availability of resources. Where this does not
occur, follow-up is made either with the peak body or chain hotel group to encourage action to be taken to
rectify non-commitment to the practice.

The exclusion legislation highlights the importance of the role of the customer liaison officer to ensure
exclusions are appropriately and effectively conducted. There is evidence that the customer liaison role is
not being effectively promoted within venues. Written submissions from gambling-related support services
acknowledge the widespread implementation of the customer liaison role. However, they also indicate that
customer and gambling staff awareness of the customer liaison officer is low. Staff need to have a high
level of awareness of the customer liaison role in order to direct customers to the appropriate staff member
for assistance.

.,
]
|
|

€ awodinQ

QOGR has implemented a number of measures to raise awareness of the customer liaison officer role and
function amongst staff and customers including:
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|
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¢ formal documentation of the customer liaison role in the exclusions regime implemented with the
Gambling Legislation Amendment Act 2005

¢ Responsible Gambling Code of Practice Training Kit

¢ the brochure Information on Gambling Exclusions: Is the Game Playing You?

Availability of staff members trained in responsible gambling to liaise with customers
and staff on gambling issues

Having trained staff available at all times means that the venue is able to give a timely and effective
response to people who may be adversely affected by gambling. A key indicator of the effectiveness of this
role is their accessibility to customers and staff. The Code of Practice Phase 2 Survey found that:

¢ 62% of clubs and hotels always have a staff member trained in responsible gambling practices
¢ 24% of clubs and hotels frequently have a trained staff member

¢ 13% of clubs and hotels never have a trained staff member. (These clubs and hotels comprise micro
clubs (31%), small clubs (22%) and small hotels (20%)).
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Other sectors had mixed results:

¢ 89% of totalisator betting agencies and all casinos and lottery agencies always have an officer trained in
responsible gambling available during the operating hours

¢ 64% of race clubs reported always having a trained staff member available

¢ 36% of bingo venues reported always having a staff member trained in responsible gambling readily
available during the operation of gambling, with a further 7% sometimes having a member available.
The remaining 57% of bingo operators reported never having a staff member available.

The limited availability of staff members trained in responsible gambling practices in bingo venues and
race clubs is reflected by the low numbers of staff having received responsible gambling training in these
sectors. Only 30% of bingo venue employees and 8% of race club employees are trained in responsible
gambling. These issues should be emphasised in the Sustainability Review — Phase 3.

The relatively high proportions of small and micro clubs and hotels, bingo venues and race clubs that never
have a member of staff trained in responsible gambling available impacts upon the ability of these sectors
to effectively provide responsible gambling environments. The Implementation Review recommended

that factors contributing to gambling providers failing to implement the Code be identified. Further, a risk
assessment approach aimed at identifying those practices within the Code that may need to be varied for
relevant smaller gambling providers was encouraged. A number of strategies have been implemented to
assist these gambling providers in addressing these shortcomings, for example, the development of the
Responsible Gambling Code of Practice Training Kit and Quick Guides. The impact of these initiatives will be
reported in the Sustainability Review — Phase 3.

Proportion of gambling providers who have established links with gambling-related
support services

In an effort to support early intervention and prevention strategies, Practice 2.1 encourages the
establishment of effective mechanisms to link with local gambling related support services and relevant
community networks. The Implementation Review found that industry sectors with strong centralised
management structures (casinos, lottery agencies and totalisator betting agencies) achieved high levels of
commitment to this practice. During this review, these same sectors also achieved high commitment rates
to this practice. For example:

¢ totalisator betting formed a working relationship with Gambling Help service providers who participated
in the extensive training of totalisator betting employees throughout Queensland, and have liaised
with Gambling Help service providers in Brishane, Townsville and Toowoomba on specific responsible
gambling incidents

¢ Golden Casket features the Gambling Help Line number on its website and Responsible Play brochures,
and invites Gambling Help service providers to participate in refresher training courses run for
Responsible Play Liaison Officers

¢ the casino sector maintains links with local Gambling Help service providers including Relationships
Australia, Centacare and Lifeline

¢ the Tabcorp group of casinos run a Responsible Gambling Awareness week with the assistance of
Gambling Help services.

The Code of Practice Phase 2 Survey found that few race clubs (36%) had an established link with a
gambling-related support service.

There were low levels of commitment for the club and hotel sectors. Survey data from the Cultural Shift
Review indicates some improvement, with 55% of clubs and hotels making contact with a gambling-related
support service. The Implementation Review found that just 44% of clubs and hotels had established links
with a gambling-related support service. Figure 7 presents the commitment rates (by venue size) for clubs
and hotels to this practice.
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Figure 7

Proportion of clubs and hotels that have contacted gambling-related support

services by venue size, November 2003 to December 2005
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Only 52% of clubs and 57% of hotels indicated that they have established links with gambling-related help
services. This represents an improvement on rates reported in the Implementation Review. However, micro
and small clubs and small hotels have much lower levels of commitment. The majority of venues (57%)
had made contact with Gambling Help services, although a large proportion of venues reported having
contacted Gamblers Anonymous (29%) or the Salvation Army (9%).

About 38% of gambling providers have made contact with non-government funded services such as
Gamblers Anonymous or the Salvation Army. Such non-government funded organisations are a significant
means of support to gambling providers. QOGR has regular contact with government funded Gambling Help
services through attendance at their Directors Network meetings and their annual conferences. However,
QOGR does not currently have regular contact with the non-government funded gambling-related support
services. Establishing links with these community support groups would be beneficial in identifying issues
relevant to responsible gambling and harm minimisation strategies and to provide them with updates on
the Code of Practice.

Finding 7

Recommendation 7

Relationships between gambling providers and gambling-related support services have significantly
improved since the Implementation Review. However, a large proportion of clubs, hotels, bingo providers
and race clubs do not have an established link with a local gambling-related support service. Some
gambling-related support services also report difficulty establishing and maintaining relationships with
gambling providers.

Develop strategies to improve the engagement between clubs, hotels, bingo providers and race clubs
and gambling-related support services.

Finding 8

Recommendation 8

Many gambling providers have connections to gambling-related support services such as Gamblers
Anonymous, the Salvation Army and individual counsellors outside of government funded gambling-
related support services.

Examine methods to ensure gambling-related support services not funded by the Queensland
Government receive relevant information on the Queensland Responsible Gambling Code of Practice.
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5.3.3 Performance Indicator 3

Performance Indicator Implementation of exclusion provisions

Target Groups Industry and Government

¢ Proportion of gambling providers who have implemented
exclusion procedures

Performance Measures

The exclusion provisions contained in Category 3 of the Code require gambling providers offer patrons
exclusion options.!® Requirements of this category include providing exclusion documentation, contact
information for gambling-related support services, support in seeking exclusions from other gambling
venues and removal of excluded patrons from mailing lists used by the venue to promote gambling. The
implementation of this practice ensures that a supportive intervention strategy is available for individuals
wishing to address a gambling-related problem.

On 1 May 2005, the Gambling Legislation Amendment Act 2005 was introduced for problem gambling
related exclusions for the club, hotel and totalisator betting sectors.?® For clubs and hotels, the shift

from voluntary to legislative exclusion requirements was supported by extensive training by peak bodies

in the application of exclusion procedures. The Casino Control Act 1982 contains legislative exclusion
provisions for the casino sector. For the remaining gaming sectors (bingo, racing, lottery and charitable

and non-profit) exclusion provisions have remained under the Code of Practice. For clubs and hotels, the
voluntary exclusion requirements of the Code of Practice are now supported by legislation. This has resulted
in the club and hotel sectors receiving extensive training by peak bodies in the application of exclusion
procedures. (For information on the number of exclusions see Section 5.6.3).

The commitment rate of club and hotel sectors to providing exclusion procedures has improved 16% to
95% since the Implementation Review. This improvement is not unexpected given the introduction of
legislation to support exclusion provisions. Ninety-nine percent of large and medium clubs and hotels
provide exclusion provisions and supporting documentation to patrons requesting to be excluded. Slightly
lower proportions of small and micro clubs and hotels provide exclusion procedures and supporting
documentation, with just 86% of micro clubs and 75% of micro hotels committed to this critical practice.
Commitment levels across the various Queensland regions are similar, although Mackay (92%) and Wide
Bay-Burnett venues (88%) have slightly lower levels of commitment to this practice.

The Code of Practice Phase 2 Survey found that 50% of bingo venues and 64% of race clubs had exclusion
procedures in place. Under the Code of Practice, the lottery sector is exempt from a number of exclusion
practices and, as such, is not required to have exclusion procedures in place. The retail environment in
which lottery products are sold does not lend itself to exclusion procedures. However, the lottery sector
must supply gambling-related support information to customers who seek such information and remove
customers from mailing lists if they request that no promotional materials be sent to them.

8Practice 3.1 does not apply to the lottery sector. Practice 3.3 does not apply to the charitable and non-profit, bingo and lottery sectors.
For the purposes of this Review, data collected on exclusions prior to 1 May 2005 was collected from the self-reported Code of Practice

Surveys. Data collected after 1 May 2005 has been collected using the new legislative based reporting requirements where gaming providers
are obliged to provide six monthly reports on their exclusions to QOGR.
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5.3.4 Outcome 3: Summary

Overall commitment to the Code of Practice across all industry sectors is relatively high. All casinos,
totalisator betting and lotteries in Queensland are committed to the Code of Practice. Only 82% of hotels,
74% of clubs, 46% of race clubs and 38% of bingo operators were committed. Some gambling venues
have not demonstrated a cultural shift since they have not incorporated the Code of Practice as a feature of
running a gambling business. QOGR has taken action to improve commitment levels.

The Code of Practice recommends gambling providers nominate a person to perform a customer liaison role
that provides in-house support to gamblers experiencing problems. The casino, lottery and totalisator betting
sectors have maintained their 100% commitment to this practice. While clubs and hotels generally have a
high commitment to implementing this practice, pockets of small and micro venues lag behind other industry
sectors. While a high proportion of gambling providers have nominated a customer liaison officer, for some
venues, this person is rarely available to assist consumers. The club, hotel, bingo and racing sector also have
relatively low commitment to establishing links to gambling-related support services. This suggests strategies
are needed to improve links between gambling providers and gambling-related support services.

The implementation of exclusion provisions as set out in the Code of Practice ensures that a supportive
intervention strategy is available for individuals wishing to address a gambling related problem. The
Queensland Government has legislated that casinos, clubs, hotels and totalisator betting agencies must
have exclusion procedures. While exclusion provisions are not legislated for bingo venues, race clubs and
lottery agencies, there is still a high voluntary commitment to implementing exclusion procedures.
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Outcome 4

5.4 Qutcome 4

Consumers make informed decisions about their gambling practices.

Achievement against Outcome 4 of the Code of Practice was measured through three performance indicators:
1. awareness of exclusion provisions

2. awareness of information on the odds of winning and rules of games

3. awareness of the availability of support services.

5.4.1 Performance Indicator 1

Performance Indicator Awareness of exclusion provisions

Target Groups Consumers, industry, community and Government

Performance Measures ¢ Consumer awareness of exclusion provisions

To help consumers make informed decisions about their gambling behaviours, the Code of Practice requires
gambling providers to offer consumers exclusion options and relevant supporting documentation (see
Section 5.3.3 of this report). The Queensland Household Gambling Survey 2003-04 found that only 31% of
people identified as problem gamblers approached a gambling provider to seek exclusion from gambling

at that venue. (It is worth noting that this statistic was collected prior to the introduction of the Gambling
Legislation Amendment Act 2005).

Within the Queensland community, there is a low level of awareness that people can be excluded from
gambling. Figure 8 (below) illustrates the Queensland Household Survey, November 2005, findings that
42% of Queensland adults were aware that they could ask to be excluded from gambling, down from 45%
reported in the Implementation Review. The proportion of people aged 18-34 years (36%) and 35-54 years
(44%) aware that they could request an exclusion is relatively unchanged. However, the proportion of
people aged 55 years and over has fallen 10% to 46%.

Figure 8 Proportion of Queenslanders aware that they can ask to be excluded from
gambling at a venue, by age in years
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To assist consumers and members of the community in making informed decisions about exclusions,
QOGR developed the brochure Information on Gambling Exclusions: Is the Game Playing You? The
brochure was provided free of charge to all gambling providers in Queensland. The brochure is designed
to explain to consumers the differences between self-exclusion and venue initiated exclusion, and their
rights and responsibilities regarding exclusion. It includes contact information for the Gambling Help
Line and Gambling Help services. The effectiveness of the brochure will be evaluated in the next review
Sustainability — Phase 3.
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5.4.2 Performance Indicator 2

Awareness of information on the odds of winning
and rules of games

Performance Indicator

Target Groups Industry

Performance Measures 4 Proportion of venues providing a player information guide

Faulty cognition about the odds of winning is a correlate of problem gambling. The Queensland Household
Gambling Survey 2003-04 found that 24% of problem gamblers believed that “you could win more if you
used a certain system or strategy” and 38% of problem gamblers believed that “after losing many times in
a row you are more likely to win”.

Category 1 (Provision of Information) of the Code aims to address faulty cognitions by requiring gambling
providers to display information about game rules and odds. This helps gamblers to make informed
decisions about their gambling choices. Many gambling providers supply a player information guide which
contains information about game rules and odds.

The Cultural Shift Review found that casino, lottery and totalisator betting sectors had developed their own
methods of displaying information about game rules and odds:

4 Casinos — player information guide
¢ Totalisator betting agencies — electronic odds display service

¢ Lottery agencies — “How to Play” brochure.

In developing the Responsible Gambling Code of Practice Resource Manual, peak bodies for clubs and
hotels developed an example of a player information guide which could be photocopied and used by
venues. Commitment of clubs and hotels to having a player information guide available was lower overall
than commitment to displaying other signs. However, there are a number of reasons why this might be so:

¢ Thereis legislation requiring gambling providers to have responsible gambling signage displayed.
This legislation does not cover the player information guide and therefore does not compel gambling
providers to display it.

¢ Smaller gambling providers (in particular small and micro clubs and hotels) often do not have access to
resources for printing and displaying a player information guide.

¢ The current player information guide format may not be the most suitable or user friendly means of
displaying the game rules and odds.

¢ Some gambling providers do not believe that there are problem gamblers in their venue.

Table 7 presents data collected during this review.

Table 7  Proportion of clubs and hotels committed to having a player information
guide available, by venue size

Club (%) Hotel (%) Total (%)
Large 92 82
Medium 76 74
Small 72 69
Micro 63 75
Total
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In contrast to the high proportion (90-99%) of clubs and hotels committed to displaying other responsible
gambling signage, only 76% of clubs and 75% of hotels had a player information guide available. Micro
clubs (63%) and small hotels (69%) were found to have the lowest commitment rates. While there were no
strong regional variations, Far North (57%), Central West (54%) and North West (50%) clubs and hotels had
particularly low commitment rates (see Appendix 3 for Queensland regions).

The Implementation Review found that only 15% of clubs and hotels were displaying the odds of winning
major prizes. During the Cultural Shift Review, QOGR assisted gambling providers with displaying the “odds
of winning” by publishing examples of industry best practice in the QOGR newsletter.

The complexity of calculating the chances of a person winning makes displaying the “odds of winning” in a
meaningful and accurate manner difficult. Written submissions to this Review identified language use as a
barrier to discussing odds. They suggested language used to explain the odds should be easy to understand
and should avoid technical jargon. Research conducted for the Responsible Gambling Community Awareness
Campaign 2004 suggested gamblers were likely to misinterpret the statistical data contained in “odds of
winning”. In acknowledging this, QOGR will examine alternative methods for displaying information about
the “odds of winning”. From 1 November 2006, all new electronic gaming machines in Queensland will have
a second screen with Player Information Display and session tracking. This screen will inform gamblers of the
money and time spent on the electronic gaming machine, as well as information on the odds.

5.4.3 Performance Indicator 3

Performance Indicator Awareness of the availability of support services

Target Groups Consumers and community

¢ Level of community awareness of the Gambling Help Line
phone number

Performance Measures

¢ Level of community awareness of gambling provider links
with gambling-related support services

Level of community awareness of the Gambling Help Line number

Consumer and community awareness of gambling-related support services is critical to making informed
decisions about gambling practices. One important way to raise awareness of these services is to display
responsible gambling signs and provide takeaway cards that include the Gambling Help Line number.
The Queensland Household Survey, November 2005, found that 69% of adults have read or heard about
the Gambling Help Line number. This is consistent with the findings of the Implementation Review (68%).

The Queensland Household Gambling Survey 2003-04 found that some Queensland sociocultural groups
have limited awareness of the Gambling Help Line number. The awareness rate for adult Queenslanders born
outside Australia, New Zealand, the United Kingdom or Ireland was just 48%. The awareness rate for adults
who spoke a language other than English at home was just 39%. These groups are also under-represented as
a proportion of those seeking assistance from the Gambling Help Line. QOGR is currently examining ways to
improve awareness of responsible gambling amongst culturally and linguistically diverse groups.

Finding 9

Culturally and linguistically diverse groups are an under-represented proportion of Gambling Help service
clients and Gambling Help Line callers.

Recommendation 9

Develop strategies to raise awareness and provide support services appropriate to culturally and
linguistically diverse groups.

Level of community awareness of gambling provider links with gambling-related
support services

Category 2 (Interaction with Customers and Community) of the Code requires gambling providers to nominate
and train a staff member in the role of customer liaison officer. This officer provides information and assistance
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to customers and staff regarding responsible gambling behaviours. Club and hotel commitment to this practice
had improved 12% to 94% during the course of this review. Approximately 61% of venues had a staff member
trained in responsible gambling available at all times and 24% of venues frequently had a trained staff
member available. (See Section 5.3.2 for information on customer liaison services).

Promoting the links between gambling providers and gambling-related support services may prompt those
adversely affected by gambling to seek assistance. The existence and availability of a customer liaison
officer is an important means of creating a safe and supportive environment for gamblers. An important
indicator of the effectiveness of such a support framework is that the community is aware of its existence.

The Queensland Household Survey, November 2005, asked respondents: “Did you know that people can
discuss gambling problems with someone at the gambling venue?” Figure 9 provides a breakdown of
survey responses.

Figure 9  Proportion of people aware that they could discuss gambling problems
with someone at the gambling venue, by age in years, November 2003 to
December 2005

40
35 37
30
25 -
20 -t
15
10 -

Percent

18-34 35-54 55+ Total

Age (Years)

Community awareness that gambling problems can be discussed with a trained staff member at a gambling
venue is relatively low (29%). A higher proportion (37%) of older Queenslanders (aged 55 years plus) were
aware of this assistance. Adults aged 18 to 34 years (26%) and 35 to 54 years (25%) had the lowest levels
of awareness. Interestingly, these same age groups are more likely to have gambling problems.

The low proportion of people who are aware that they can discuss gambling problems with a trained staff
member shows that there is room for improvement. The level of community awareness is well below that of
the Gambling Help Line number (68%), responsible gambling signs (57%) and the Code of Practice (40%).
One issue affecting the results may be the interpretation of the aforementioned Queensland Household
Survey question. People may be misinterpreting this question to mean they can receive a comprehensive
counselling service at the gambling venue. Nonetheless, these results may suggest that support services
offered by gambling providers, such as a customer liaison officer and referrals to gambling-related support
services, are not being effectively promoted in gambling venues.

5.4.4 Outcome 4: Summary

A common understanding amongst stakeholders of their rights and responsibilities regarding responsible
gambling practices is essential to establishing and maintaining agreed standards for the safe and
supportive provision of gambling services. A core part of this support is helping customers make informed
decisions about their gambling behaviour.

While a high proportion of gambling providers are committed to providing information on the nature of
games, game rules, odds or returns to players, this commitment is generally lower than overall commitment
to the Code of Practice. One issue contributing to this problem is the difficulty of meaningfully displaying
the “odds of winning”. The Queensland Government has initiated a project to investigate new methods to
meaningfully display the odds.

Consumer and community awareness of gambling-related support services is critical to making informed
decisions about gambling practices. Only 68% of adult Queenslanders are aware of the Gambling Help Line
phone number. A lower proportion of people from culturally and linguistically diverse backgrounds are aware
of the Gambling Help Line phone number. The Queensland Government has implemented a project to address
the issue. Community awareness that gambling problems can be discussed with a trained staff member at a
gambling venue is low. This low level of awareness has been an issue since the Implementation Review.
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5.5 OQutcome 5

Harm from gambling to individuals and the broader community is minimised.
The performance indicators for Outcome 5 are:

1. prevalence of problem gambling

2. utilisation of exclusion provisions

3. responsible gambling-related breaches of regulation requirements

4

. utilisation of gambling-related support services.

The impact the Code of Practice will have on minimising harm to individuals and their families, friends and
local communities requires a long-term approach and will be reported in the Sustainability Review at the
end of the five year review period for the Code of Practice.

A key indicator of harm minimisation is the prevalence of problem gambling. Prevalence of problem
gambling in Queensland is measured through the Queensland Household Gambling Survey. The
Queensland Household Gambling Survey 2003-04 found that 0.55% of the Queensland adult population,
or approximately 16,000 people, were experiencing gambling problems.

The measures of the performance indicators for Outcome 5 have been reported in other contexts in Section
5.2.3, Section 5.6.2 and Section 5.6.3. These measures reflect the broad spectrum of early intervention
and prevention, consumer protection and rehabilitation measures of the Queensland Responsible
Gambling Strategy.
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5.6 Outcome 6

People adversely affected by gambling have access to timely and appropriate assistance
and information.

Achievement against Outcome 6 of the Code of Practice was measured through three performance indicators:
1. effectiveness of links with gambling-related support services

2. utilisation of gambling-related support services

3. utilisation of exclusion provisions.

5.6.1 Performance Indicator 1

Effectiveness of links with gambling-related
support services

Performance Indicator

Target Groups Community, industry and Government

¢ Proportion of gambling providers who are maintaining links

with gambling-related support services

Performance Measures
4 Proportion of Gambling Help Line and Gambling Help

service referrals received from gambling providers

Proportion of gambling providers who are maintaining links with the gambling-related
support services

Establishing, maintaining and using links with gambling-related support services demonstrates the
commitment of gambling providers to taking proactive approaches to providing timely and appropriate
support to those people adversely affected by gambling. Section 5.3.2 of this report notes that only 55%
of clubs and hotels had made contact with a gambling-related support service with proportions increasing
with venue size. Of these, most had a relationship with a government funded Gambling Help service. Some
had made contact with non-government bodies such as Gamblers Anonymous or the Salvation Army.

An indicator of the effectiveness of this relationship is the proportion of gambling providers referring
customers needing assistance to relevant support services. Practice 3.2 of the Code recommends that
Gambling providers offer customers who seek exclusions contact information for gambling-related

support services. This is mandatory for clubs, hotels, and totalisator betting agencies under the Gambling
Legislation Amendment Act 2005 and for casinos under the Casino Control Act 1982. Table 8 shows that the
proportion of clubs and hotels that would make a referral to gambling-related support services is high.

Table 8  Proportion of clubs and hotels that would refer a customer to a gambling-
related support service if approached for exclusion, by venue size, November
2003 to December 2005

Club (%) Hotel (%) Total (%) g
Large 94 92 i 3
Medium 90 92 o
Small 89 89
Micro 88 85
Total
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The Code of Practice Phase 2 Survey found that 91% of clubs and hotels would refer a customer to a
gambling-related support service. There was little variation in commitment rates across venue size or

type (although micro hotels (85%) had the lowest commitment rate to providing contact information for
gambling-related support services if approached). Clubs and hotels in North West (86%), Wide Bay-Burnett
(85%) and Far North (83%) regions had the lowest rates of commitment to the practice, while venues in
Central West (100%) and South West (96%) had the highest commitment rates.

The commitment level of other industry sectors to offering contact information for gambling-related support
services to customers seeking exclusion is similarly high. All casinos indicate that they provide a “where to
get help?” card to all customers who are self-excluding. All lottery and totalisator betting agencies and race
clubs provide contact information for gambling-related support services to customers seeking exclusion.
Most bingo venues (91%) provide contact information for gambling-related support services to excluded
customers.

The effectiveness of links between clubs and hotels and Gambling Help services is recognised by a Certificate
of Acknowledgement. These certificates are an initiative that has been championed by Gambling Help services
and is a good indication of the cultural shift that has occurred for the benefit of all stakeholders.

Proportion of Gambling Help Line and Gambling Help service referrals received from
gambling providers

The Code of Practice Phase 2 Survey found that 261 (16%) clubs and hotels had made a total of 554
referrals to a gambling-related support service with large clubs and hotels making 74% of these.

Club and hotel commitment to referring individuals to gambling-related support services can also be
measured by the number of referrals they make to gambling-related support services. Only 55% of clubs
and hotels had links with Gambling Help services (see also Section 5.3.2). Approximately 29% of clubs and
hotels had links with Gamblers Anonymous and 9% with the Salvation Army. Table 9 presents the average
number of referrals per quarter from gambling providers, and the proportion of overall Gambling Help Line
and Gambling Help service referrals they represent.

Table9  Average number and percentage of referrals to the Gambling Help Line and
the Gambling Help service from gambling providers for the periods of the
Implementation Review (2003) and the Cultural Shift Review (2004/2005)

Average Quarterly |Percentage of Total
Referrals Referrals
. . 2003 13
Gambling Help Line
2004/2005 28
. . 2003 56
Gambling Help services
2004/2005 46

There has been an increase in the proportion of calls to the Gambling Help Line as a result of referrals made
by gaming venue staff. The period for the Cultural Shift Review, January 2004 to December 2005, has seen
the number of callers referred to the Gambling Help Line by gambling providers increase to 28 per quarter
(or 5% of the total number of calls). During the period of the Implementation Review, the Gambling Help
Line received an average of 13 calls per quarter for the period January to December 2003, representing 2%
of the total number of callers.

Clubs, hotels and casinos refer more people to Gambling Help services. The average number of Gambling
Help service clients referred per quarter by gaming venues has fallen from 56 to 46 per quarter for the
period January 2004 to December 2005. Section 5.6.2 demonstrates that the total number of Gambling
Help service clients has fallen 17% between the Implementation Review and the Cultural Shift Review.
This suggests the fall in Gambling Help service clients referred by gaming venues reflects broader trends in
Gambling Help service clients.

56 Queensland Responsible Gambling Code of Practice



Survey results show that 91% of clubs and hotels would provide a customer with information regarding
gambling-support services if approached. This is supported by the 261 clubs and hotels that had a
combined total of 554 referrals to gambling-related support services. Data from the Gambling Help Line and
Gambling Help services confirm these reports, stating that 5% and 10% respectively of their referrals came
from gambling providers.

In 2005, QOGR ran Industry and Community Network Forums which were successful in strengthening the
links between providers and Gambling Help services. One outcome was that many venues used the forums
as a catalyst to develop closer relationships with Gambling Help services. As a result of these forums,
network groups in locations such as the Gold Coast and Caboolture were formed. (The Code of Practice
Phase 2 Survey had been administered before many of these forums took place). The maintenance of a
commitment rate above 90% for clubs and hotels to referring a customer to a gambling-related support
service demonstrates real and ongoing dedication to providing support for gamblers seeking assistance.

5.6.2 Performance Indicator 2

Performance Indicator Utilisation of gambling-related support services

Target Groups Consumers, community, industry and Government

¢ Number of clients of the Gambling Help services

Performance Measures

¢ Number of calls to the Gambling Help Line

Support services such as Gambling Help services and the Gambling Help Line provide assistance to people
adversely affected by gambling. The extent to which people access and utilise these services can minimise
the impact of gambling on individuals, their families, friends and local communities.

The Implementation Review found that 1,871 people had attended various Gambling Help services for

the period January to December 2003. This is an average of 468 people per quarter when rounded, and
includes both people seeking help for themselves and those seeking help for someone else. Data collected
for the period January 2004 to December 2005 indicates that 3,120 people attended Gambling Help
services, an average of 390 people per quarter, slightly less than that recorded by the Implementation
Review. Slightly more women (1,629) than men (1,491) approached the Gambling Help services between
January 2004 and December 2005. Interestingly, more women than men also approached the services on
behalf of someone else.

The number of calls to the Gambling Help Line has declined since the Implementation Review. The review
found that 3,657 calls were made to the Gambling Help Line in the period January to December 2003. This
is an average of 914 per quarter. Data for the period January 2004 to December 2005 indicates there has
been a 7% decline in the number of calls to the Gambling Help Line. There were 6,819 calls to the Gambling
Help Line in the period January 2004 to December 2005 an average of 852 per quarter. More women (482
calls per quarter) than men (367 calls per quarter) made calls to the Gambling Help Line during the period
(it should be noted that the sex of the caller was not recorded for an average of 3 calls per quarter).

The decline in the use of Gambling Help Line and Gambling Help services support may be due to people
preferring to use other support structures. Few problem gamblers who had sought help had initially
approached Government funded services such as the Gambling Help service or the Gambling Help Line
(5%), or non-Government funded services such as Gamblers Anonymous (2%). The Queensland Household
Gambling Survey 2003-04 found that the first contact point for most problem gamblers was their spouse
or partner (30%) or family or friends (24%). These results support research findings that show a high
proportion of problem gamblers recover from gambling problems without formal intervention?°. QOGR is
currently reviewing the Gambling Help Service System (see Section 5.2.4). For 20% of problem gamblers
seeking help, the first contact point is a staff member at a gaming venue. This result illustrates the
importance of the Code of Practice’s emphasis on creating supportive environments for people seeking help
and information (see also Sections 5.3.2 and 5.6.1).

9 3Wo02INQ

Thomas, S. and Jackson, A. (2000) Longitudinal Evaluation of the Effectiveness of Problem Gambling Counselling Services, Community
Education Strategies and Information Products—Volume 5: Natural Recovery from Problem Gambling, Melbourne: Victorian Department of
Human Services.
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Only 55% of clubs and hotels had an established link to a gambling-related support service. There is a
relatively low proportion of customers (29%) aware that they can discuss a gambling problem with a trained
gambling staff member (see Section 5.4.3). Only 42% of customers are aware that they can ask to be
excluded from gambling at a venue (see Section 5.4.1).

These mixed results suggest that there is opportunity to improve the referral process between gambling
providers and gambling-related support services.

Finding 10

There is a lack of comprehensive stakeholder (e.g. gambler, gambling provider, gambling-related support
service) awareness and support for the linkages between gambling providers and gambling-related
support services that help consumers seek assistance for gambling problems.

Recommendation 10

Improve the linkages between gambling providers and gambling-related support services for customers
seeking assistance for gambling problems.

5.6.3 Performance Indicator 3

Performance Indicator Utilisation of exclusion provisions

Target Groups Industry, consumers and community

¢ Number of people excluded from gambling venues
in Queensland

Performance Measures

Exclusion provisions are designed to assist people with, or at risk of developing, problem gambling
behaviour. Under the Gambling Legislation Amendment Act 2005 and the Code of Practice, gambling
providers are responsible for actively enforcing exclusion provisions by ensuring their staff are adequately
trained and that appropriate procedures are in place.

The Gambling Legislation Amendment Act 2005 requires gambling providers to honour the request of a
patron seeking self-exclusion. This Act also gives gambling providers the authority, but not duty, to initiate
exclusions. Section 5.3.3 of this report found that the commitment rate amongst gambling providers to
having exclusion procedures increased 16% to 95% since the Implementation Review. However, Section
5.4.1 found that just 42% of the community were aware that they could ask to be excluded from gambling
at a venue. Section 5.1.3 notes that an evaluation of signs has taken place, and a new series of responsible
gambling signs and takeaway cards (Wanna Bet?) was introduced in September 2006. QOGR also released
a brochure about exclusions (Information on Exclusions: Is the Game Playing You?). It is hoped that these
measures enhance customer awareness of exclusion provisions.

An indicator of the success of the exclusion regime is the actual number of people being excluded from
gambling venues. The Queensland Household Gambling Survey 2003-04 found that 31% of people
identified as problem gamblers had approached a gambling provider seeking exclusion from that venue.
Submissions from the four casinos found that there had been a total of 371 self-exclusions (these
exclusions are assumed to be gambling related).

The Code of Practice Phase 2 Survey (November 2003-December 2005) collected data on the number of
self-exclusions and venue-based exclusions in clubs and hotels. The survey found 729 people had been
excluded from Queensland clubs and hotels since the Implementation Review. The survey may underreport
the total number of exclusions in Queensland — QOGR recorded 694 people self-excluding in the eight-
months from May 2005 alone.

Exclusions are spread across Queensland. High proportions of exclusions were carried out in Brisbane
(40%) and Moreton (19%). Very low proportions were carried out in the sparsely populated North West
(2%), Central West (1%) and South West (2%) regions.
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Large clubs and hotels had actually conducted 67% of these exclusions with only 9% being undertaken
in small or micro venues. This may reflect the distribution of gamblers attending clubs and hotels in
Queensland, or a preference for the anonymity larger gambling venues afford. However, it may also be an
indication of the ability of venues to cope with the administrative burden of excluding and monitoring a
patron’s gambling activities.

Submissions to the Cultural Shift Review support the quantitative data which shows that most gambling
providers have implemented exclusion procedures. However, there is evidence in written submissions
from community groups indicating that gambling providers are not making patrons experiencing gambling
problems aware that exclusion is an option for overcoming their problem. Moreover, a number of
submissions noted that exclusion in some venues is being carried out improperly and insensitively (e.g.
discussions are not held privately, promotional materials are still being sent to self-excluded patrons).

5.6.4 Outcome 6: Summary

Providing assistance to consumers who are experiencing gambling problems is a key component of
ensuring that gambling environments are safe and supportive. An indicator of the effectiveness of such
relationships is the proportion of customers referred to relevant support services. Most gambling providers
are committed to referring customers to a gambling-related support service should they ask for help.

A substantial number of gamblers, their families, friends and members of their local communities used
the Gambling Help Service System during the period of the Cultural Shift Review. While the first contact
point for 20% of problem gamblers is a gambling provider, there are not clear pathways between gambling
providers and gambling-related support services. This suggests an opportunity to improve the outcomes of

the consumer protection and rehabilitation strategies of the Queensland Responsible Gambling Strategy by

strengthening such pathways.
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Cultural Shift

6 Cultural Shift

6.1 Introduction

The Code of Practice was developed in response to Priority Action Area 5 of the Queensland Responsible
Gambling Strategy. It aims to promote responsible gambling practices by encouraging the creation and
maintenance of gambling environments that minimise harm to gamblers and the wider community.

The Code of Practice commits the gambling industry to implement and adhere to responsible gambling
practices, focusing particularly on consumer protection measures.

The Cultural Shift Review evaluated the gambling industry’s progress towards achieving the Code of Practice
outcomes, identified new industry practices and recommended adjustments to the Code of Practice and
relevant legislation. The aim of the review was to determine the cultural shift within the Queensland
gambling industry by establishing the extent to which responsible gambling was established as a core
business practice.

Gambling providers, like all other organisations, are social systems based on a culture. Here, culture is
defined as a set of learned, shared, and interrelated behaviours within a group. Changes in knowledge

and behaviours within this group are measures of cultural shift. Commitment to the Code of Practice, in
particular its adoption as part of core business practice, is the measure of cultural shift within the gambling
industry. Embedding the Code of Practice within the culture of gambling providers increases the likelihood
of long-term benefits accruing to the Queensland community. The focus of the past two years has been to
promote a cultural shift that embraces the principles of responsible gambling as set out in the Code.

6.2 Cultural Shift
6.2.1 Gambling providers

Much of the responsibility to implement the various practices of the Code rests with gambling providers
—this has been a significant cultural hurdle to overcome particularly in cases where gambling providers
did not/would not recognise that some of their customers may have gambling problems.

The level of commitment to the Code of Practice across all industry sectors has improved since the
Implementation Review. Casinos and totalisator betting agencies have maintained their 100% commitment
to the Code, while lottery agencies have improved their commitment from 81% to 100%. The club and hotel
sectors have also improved their commitment, with the hotel sector improving 12% to 82% and the club
sector 6% to 74%. (Bingo venues and race clubs were not examined in the Implementation Review).

Improvement in the level of commitment to the Code of Practice is also reflected in the implementation of
individual practices. Casinos, lottery agencies and totalisator betting agencies scored almost 100% against
all essential and important questions in this survey. The club and hotel sectors also had relatively high
scores on the Code of Practice Phase 2 Survey. Relatively few practices in the Code had low commitment
levels compared to the findings of the Implementation Review. For example, cashing of cheques and
payment of winnings moved from being one of the least implemented practices in the Implementation
Review to one of the most implemented practices in the Cultural Shift Review.

Higher commitment to the Code of Practice in general, and implementing individual practices in particular,
represents a greater appreciation by gambling providers of the need to effect consumer protection measures.

Distrust of gambling-related support services

Another major challenge to integrating the Code as a normal business practice was overcoming a degree
of distrust of gambling-related support services. Some gambling providers believe that gambling-related
support service providers chased away customers. Gambling providers were therefore reluctant to make
connections or build relationships with them. The Implementation Review found that just 44% of gambling
providers had established a link to a gambling-related support service.

The Code of Practice Phase 2 Survey found an improvement in the relationship between these groups.
The proportion of gambling providers that had established a link to a gambling-related support service
had increased to 55%. All casinos, lottery agencies and totalisator betting agencies, and 91% of clubs
and hotels would refer a consumer to a gambling-related support service if approached. The proportion of
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referrals from gambling providers received by the Gambling Help Line rose from 3% to 5%, and rose from
9% to 10% for the Gambling Help services.

Costs and effectiveness of the Code of Practice

The Cultural Shift Review noted a marked turnaround in gambling providers’ perceptions of the cost and
effectiveness of implementing the Code of Practice. The review found 91% of clubs and hotels thought that
responsible gambling signage was effective, with just 1% of clubs and hotels in Queensland not displaying
responsible gambling signs (although the display of these signs is legally required).

The proportion of clubs and hotels with a complaint handling procedure increased 21% to 89% between
the periods of the Implementation Review and the Cultural Shift Review. All casino employees and lottery
agency employees undergo responsible gambling training, as do 77% of totalisator betting agency
employees, 62% of club managers and 67% of hotel managers. The Implementation Review identified
limited access as a key barrier to employee training. To overcome this, QOGR distributed a Responsible
Gambling Code of Practice Training Kit to all gambling providers. Many of the initial concerns regarding
effectiveness and costs of staff training and signage associated with the Code have been considerably,

if not totally, ameliorated.

Voluntary approach of the Code of Practice

The question of the voluntary approach of the Code of Practice was also raised in the Implementation
Review. Gambling-related support services and Government concerns revolved around the ability of
industry to successfully implement a voluntary Code. Central to the concerns of the gambling-related
support services was that benefits of consumer protection measures in the Code would be diluted if
practices were not widely and thoroughly implemented.

Gambling providers were also concerned about losing competitive advantage. If one gambling provider was
to thoroughly implement the Code while a competitor did not, then the former would be disadvantaged.
Responsible gambling practices are sustainable business practices; responsible gambling practices offer
gambling providers risk mitigation strategies and therefore a competitive advantage.

6.2.2 Community

The Code of Practice aims to implement a range of consumer protection mechanisms to generate safe and
supportive gambling environments for the Queensland community. The Code of Practice Phase 2 Survey
found that 35% of adults are aware of the Code and 57% of adults were aware of responsible gambling
signage. These results are consistent with those of the Implementation Review, therefore suggesting little
change in the overall awareness of the Queensland community.

Consumer awareness of the Gambling Help Line number was slightly lower in the Cultural Shift Review
(68% of adults) compared to the Implementation Review (69%). Only 29% of adults were aware that they
could discuss gambling issues with a gambling venue representative. Moreover, the proportion of adult
Queenslanders aware that they could ask to be excluded from gambling had fallen from 45% for the
Implementation Review to 42% for the Cultural Shift Review.

Sustainability of the Code of Practice requires that there is bottom-up regulation from the Queensland
community. QOGR has implemented complaint handling procedures and encouraged gambling providers
to follow suit in an effort to develop a dialogue with the community. While a high proportion of gambling
providers have a complaint handling procedure, just 7% of gambling providers have actually received a
complaint regarding responsible gambling. Moreover, just 24% of complaints received by QOGR regarding
the Code were from the general public.

The low public use of complaint handling procedures reflects the low awareness of the Code of Practice
amongst adult Queenslanders. Sustainability of the Code requires that the general public be aware of
the Code and support its implementation and maintenance in gambling venues. Heightening consumer
awareness of the Code and implementing appropriate feedback mechanisms empowers consumers to
monitor and regulate gambling environments to ensure they are safe and supportive for consumers.
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Cultural Shift

6.2.3 Gambling-related support services

The Queensland Responsible Gambling Strategy focuses on achieving responsible gambling outcomes

by developing “a statewide system of problem gambling treatment and support services”. The Gambling
Help Service System is the primary rehabilitative and treatment strategy of the Queensland Government
for problem gamblers, their families and friends. The Gambling Help Service System and non-Government
funded gambling-related support services are key stakeholders in helping to determine the overall
effectiveness of the Code.

The Implementation Review found that misgivings concerning the Code of Practice existed amongst these
support providers. These misgivings related more to the Code itself than to its objectives. While some support
providers believe that the Code is a good starting point for gambling providers to take responsibility for harm
minimisation, others feel that it is an ineffective tool for dealing with problem gamblers. A major issue was
that a voluntary Code provided no regulatory power to enforce its implementation. This would result in ad hoc
adoption across Queensland. One major issue identified was that local gambling-related support services had
misconstrued the Code as a problem gambling management tool. The Review recommended that strategies
be developed to clarify outcomes of the Code for gambling-related support services.

The Code of Practice Phase 2 Survey highlights measures implemented by QOGR to increase gambling-
related support service providers’ knowledge of the intended outcomes of the Code. Such measures include
Industry and Community Forums, information sessions, and guidelines for establishing links between
gambling providers and gambling-related support services.

6.2.4 Queensland Government

The Queensland Government has managerial responsibility for the Code of Practice. In particular, it is
responsible for managing the Code throughout its five year review period. QOGR fulfils this responsibility
on behalf of the Government. QOGR aims to regulate gambling to maximise benefits while minimising the
harm for gamblers and the wider community. QOGR traditionally relied on regulatory mechanisms to ensure
that gambling environments were safe and supportive for consumers. However, QOGR saw the benefit of a
voluntary Code and therefore pursued strategies to promote such a voluntary approach including:

¢ fostering collaboration between gambling providers and gambling-related support services by
facilitating Industry and Community Forums

developing contact guidelines
offering gambling providers feedback on results from the Code of Practice Phase 2 Survey

supplying the first run of signs free of charge to gambling providers

* & o o

developing and supplying a Resource Manual and Training Kit to assist gambling providers to implement
and train staff in responsible gambling practices.

The Gambling Legislation Amendment Act 2005 makes mandatory the provision of exclusion procedures
and supporting documentation by gambling operators. Prior to being legislated, this practice was widely
implemented amongst targeted gambling providers (i.e. clubs, hotels and totalisator betting agencies), but
it lacked consistency in its implementation. QOGR consulted widely with gambling providers and gambling-
related support services both before and during the drafting of this legislation. Stakeholders agreed that a
consistent approach to exclusions would be the most effective method to protect consumers.

6.2.5 RGAC

The RGAC comprises a complex mix of community and industry representatives. Differences in perspectives
are therefore inevitable. The Implementation Review found a significant divergence of views between
industry and community members of the RGAC. Determination of responsibility for ongoing implementation
of the Code was seen by each to be the responsibility of the other. Further divergence concerned community
representatives’ belief that gambling providers expend minimal effort in implementing the Code’s
practices. Conversely, industry representatives believed that its cooperation in implementing the Code was
undervalued by community representatives.
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The Code of Practice Phase 2 Survey found that industry and community positions had become closer
over the period of the Cultural Shift Review. Each realised that they had shared concerns and issues and
therefore shared responsibility. The ongoing sense of responsibility for and commitment to the Code
enhanced relations between industry and community.

While RGAC members may have had their differences, there is now general agreement about shared
responsibility, commitment to the Code’s practices and its voluntary approach. This agreement has been
crucial to the Code gaining traction with gambling providers throughout the period of the Cultural Shift Review.

6.3 Conclusion

There has been a move by key stakeholders towards embedding responsible gambling practices as a core
part of running a gambling business. General implementation of the Code and of specific practices by
gambling providers suggests commitment to realising the Code’s outcomes.

While some impediments to integrating the Code into normal business practice have largely diminished,
there remain instances where practices do not enjoy the level of commitment they should. If the Code is
to remain a viable, and therefore sustainable, part of the gambling industry’s promotion and coordination
of responsible gambling practices, high levels of overall commitment by all key stakeholders must be
achieved and maintained.
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Glossary

7 Glossary

Best practice: occurs when a gambling provider not only implements the practices of the Queensland
Responsible Gambling Code of Practice but goes beyond the minimum requirement to make their
commitment highly visible.

Chain group: is a group of hotels with a common owner.

Commitment: as used throughout this report refers to the status of a gambling provider regarding their
implementation of the Code of Practice. Commitment to the Code of Practice is measured through responses
to the questions of the self-administered Queensland Responsible Gambling Code of Practice Phase 2
Survey.

Community: is classified into two categories. In the first instance, the community sector refers to the
Queensland community in aggregate and secondly, it refers to the gambling-related community support
groups and organisations. These organisations are located in metropolitan, regional and remote locations
and provide counselling and support to individuals, couples and families affected by problem gambling.

Consumers: are adults who participate in any form of legalised gambling in Queensland.

Culture: for the purposes of this report is ‘the dominant set of learned, shared and interrelated behaviours
within a society. This definition combines culture as knowledge and culture as behaviour’.?* Society in this
sense refers to the Queensland gambling industry.

Customer Liaison Officers: are employees nominated by the gambling provider to perform the role of the
customer liaison officer and are trained to provide assistance to patrons with gambling-related problems,
support staff in providing assistance to those patrons and provide assistance to staff with gambling-related
problems.

Exclusions: There are two types of exclusions in Queensland: self exclusion and venue initiated exclusion.
Self exclusion (self ban) occurs when a person approaches a gambling provider and asks to be excluded
from the whole or part of the venue because of concerns relating to their gambling. Venue initiated
exclusion occurs when a gambling provider excludes a person from whole or part of their venue because of
concerns relating to the gambling behaviour of the person.

Gambling Help Line: The Gambling Help Line is a telephone counselling, information provision and
referral service. It provides a 24-hour, 7-days a week point of entry for people seeking help with gambling
problems. There is no charge for Queensland callers to the Gambling Help Line.

Gambling Help Directors Network: The Gambling Help Directors Network consists of the Directors of

the Gambling Help Line and each Gambling Help service. The Gambling Help Directors Network aims to
strengthen relationships, provide opportunities for collaboration and training, and to ensure continuous
improvement in the Gambling Help services provided across Queensland.

Gambling Help service: is a specialist support service which provides face-to-face counselling and
assistance to people with gambling problems, their families and friends, as well as community education,
training and networking activities. Gambling Help service providers are located in 13 areas across
Queensland — Brisbane, Caboolture, Cairns, Gold Coast, Hervey Bay, Ipswich, Logan, Mackay, Mt Isa,
Rockhampton, Sunshine Coast, Toowoomba and Townsville.

Gambling Help Service System: is the government funded system comprising the Gambling Help Line, the
Gambling Help services, the Gambling Help Directors Network and the inpatient and outpatient service
offered by the Moonyah Alcohol and Drug Rehabilitation Centre.

Gambling industry: refers to the seven industry sectors that provide legalised gambling in Queensland.
These are: club, hotel, casino, lottery, totalisator betting, bingo, and race club.

1Vecchio, R., G. Hearn and G. Southey (1988) Organisational Behaviour: Life at Work in Australia, 1st Edition, Harcourt Brace Jovanovich: Sydney.
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Gambling industry peak bodies: are organisations representing the various gambling industry sectors.
These include Clubs Queensland, Golden Casket Lottery Corporation Limited, Queensland Hotels
Association, Tabcorp Casinos, UNIiTAB, Bingo Operators, Charitable and Non-Profit, Thoroughbred
Association, Harness Racing, and Greyhound Association.

Gambling provider: A gambling provider is a person or organisation that legally supplies one or more
gambling products to consumers in Queensland. Gambling products consist of casino table games,
electronic gaming machines, lottery products, off-course wagering, on-course wagering, bingo, keno, and
charitable and non-profit activities. Gambling providers operate in the club, hotel, casino, lottery, totalisator
betting, bingo and racing sectors.

Gambling-related support services: refer to the system comprising the government-funded Gambling Help
Service System plus non-government funded support services. The latter may include, but is not limited to,
support providers such as Gamblers Anonymous, the Salvation Army and independent counsellors.

Information Display Board: The Information Display Board is a sign located within a designated gambling
area. It contains the phone number for the Gambling Help Line and highlights to the reader that further
information can be provided by the gambling venue regarding the venue’s responsible gambling policy,
the player information guide, exclusion provisions, responsible gambling and elements of the financial
transactions policy at the venue.

Moonyah Alcohol and Drug Rehabilitation Centre: is run by the Salvation Army. It receives funding as part
of the Gambling Help Service System and provides inpatient and outpatient treatment programs to people
experiencing gambling problems.

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

Queensland Office of Gaming Regulation (QOGR): regulates and monitors the conduct of gambling within
Queensland. These activities encompass the regulation of casinos, charitable gambling, electronic gaming
machines, interactive gambling, keno, lotteries and wagering. QOGR is responsible for managing the
Queensland Responsible Gambling Strategy. QOGR is a portfolio office of the Treasury Department.

Queensland Treasury: Queensland Treasury provides core economic and financial policy advice to the
Queensland Government, as well as services to the community, to enhance the State’s financial position
and economic performance, supporting sustainable long-term economic growth. It assists the Government
to manage the State’s finances, including the preparing and oversight of the Budget to meet community
needs. It delivers services in the areas of revenue collection and administration, economic and statistical
research, superannuation, motor accident and public liability insurance, and gambling regulation. The
Queensland Office of Gaming Regulation is a portfolio office of the Treasury Department.

Responsible gambling: Responsible gambling occurs in a regulated environment where the potential for
harm associated with gambling is minimised and people make informed decisions about their participation
in gambling. Responsible gambling occurs as a result of the collective actions and shared ownership by
individuals, communities, the gambling industry and government to achieve outcomes that are socially
responsible and responsive to community concerns.

Responsible Gambling Advisory Committee (RGAC): provides advice to the Queensland Government on
gambling policy and issues; promotes and monitors partnerships between the community, industry and
government, and provides a forum for the exchange of information and views about gambling.

Responsible Play Sign: Responsible Play Signs are specific to lottery agencies and were developed by
Golden Casket to cater to the limited space of the retail environment in a news agency. The Responsible
Play sign combines the responsible gambling messages “Are you gambling with more than your money?”
sign, takeaway cards and information display board.
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8 Appendices

8.1 Appendix 1: Findings, Recommendations and Actions from
the Implementation Review — Phase 1

Finding

1 | Given thata five year plan

has been identified for the
achievement of the Code of
Practice outcomes, results of

the first year of implementation
indicate a favourable response

by the industry to a voluntary
approach measured by a desire for
a non-regulatory approach and the
overall level of commitment to the
Code of Practice.

Recommendation

The voluntary approach to the
Code of Practice is sustained into
the Phase 2 Review of the Code of
Practice.

Action

The voluntary approach to the Code of
Practice was sustained throughout the
period of the Cultural Shift Review.

2 | Many gambling providers are
implementing best practice which
goes beyond the actions currently
required in the Resource Manual.
This best practice will contribute
to continuous improvement in the
implementation of the Code of
Practice.

Best practice identified in the
Phase 1 Review is promoted
across industry sectors, and is
used by the RGAC and industry
sectors to inform further
development of the Code of
Practice and the Responsible
Gambling Resource Manual.

Examples of best practice were identified
and promoted through newsletters,
Industry and Community Forums, Industry
Achievement Awards and updates to

the Resource Manual throughout the
period of the Cultural Shift Review to
ensure the continuous improvement and
development of the Code of Practice and
Resource Manual.

3 | 3.11Inthe provision of responsible
gambling training closer links
need to be developed between
industry and the Gambling
Help service providers.

3.2 The tripartite approach to
training which occurred during
the implementation of the
Code of Practice represents
best practice.

In consultation with stakeholders,
develop strategies to encourage
the tripartite approach of industry,
Gambling Help service providers
and Government to effectively
participate in training programs on
the implementation of the Code of
Practice.

The tripartite approach was encouraged
throughout the Cultural Shift Review
through:

¢ community Industry Network Forums
which promoted the linkages between
the community, including Gambling
Help service coordinators and
gambling providers

¢ development of Queensland
Responsible Gambling Industry
Training Kit, which fostered
relationships between the industry,
community and the Government while
developing the kit.

4 | 4.1Smaller sized gambling
providers in the club, hotel
and lottery sectors have lower
levels of commitment to the
Code of Practice than larger
gambling providers in those
sectors.

4.2 In the club and hotel sectors,
gambling providers located in
the Darling Downs, Far North
and Wide Bay regions are more
likely to be not committed
to the Code of Practice than
gambling providers in other
regions.

4.1 Identify factors that contribute
to gambling providers not
implementing the Code of
Practice, particularly in relation
to geographical location and
size of venue.

4.2 Within a risk assessment
approach, identify practices in
the Code of Practice which may
need to be varied for some
smaller gambling providers
and/or for gambling providers
in particular circumstances.

4.1 Lack of training was identified
as a contributing factor to low
commitment rates. Gambling
providers were offered training
for the Code of Practice during the
Implementation Review period.
Several factors meant that for some
venues accessing training was
difficult:

4 geographical dispersion meant that
accessing formal training courses was
difficult

¢ providers of gambling at small venues
lacked time to access training

4 time and staff replacement costs to
attend training

4 availability of staff to replace those
attending training
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No. Finding Recommendation Action Z
o
4 | 4.3 Given that responsibility ¢ discrepancies in the quality of training %
for, and commitment to, the provided to staff 5
Code of Practice must apply 4 difficulties for clubs to train volunteer
regardless of geographical staff.

location and size of venue,

implementation of some Policy responses included:

practices may need to be 4 Queensland Responsible Gambling
varied for some smaller Code of Practice Industry Training Kit,
gambling providers and/ which was developed in consultation
or for gambling providers in with industry and community
particular circumstances. representatives to address these

issues. The kit consists of a self-paced
workbook and DVD designed to be
used in conjunction with the Code of
Practice and Resource Manual

¢ A Guide for Volunteers on Responsible
Gambling, which aimed to guide
volunteers with an abbreviated easy to
read version of the Code of Practice

¢ Industry and Community Network
Forums, which were conducted across
a number of regional centres of
Queensland. QOGR hosted the forums,
which provided an opportunity for
gambling providers to meet informally
and share examples of best practice
initiatives with other participants
whilst working collectively with staff
from the Gambling Help services

¢ Afrequently asked questions page was
added to the Code of Practice section
of the Responsible Gambling website.
This page aimed to enhance the
usability of the Responsible Gambling
Code of Practice and Resource Manual
for gambling providers.

4.2 The Queensland Responsible
Gambling Code of Practice Survey was
reviewed to determine if it affected
the commitment rates of small and/
or remote venues. While the survey
tool was exonerated, the evaluation
found no leniency existed where
practices unfairly restricted business
operators. This led to a further project
to examine risks associated with the
Code of Practice. This project is due
for completion in 2007.

5 | Thereis no transparent process Within the context of a voluntary QOGR is currently developing an
to deal with complaints related to Code of Practice, a transparent options paper for addressing this
the voluntary requirements of the system be established to deal recommendation. The options will involve
Code that cannot be resolved at with complaints and issues which strengthening the current process for
the local level or by the peak body. | cannot be resolved at the local issues management to include a pathway

level or by the industry peak body. | for escalating unresolved issues to higher
levels while working within the voluntary
framework of the Responsible Gambling
Code of Practice.
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Finding

A balance needs to be achieved
in the Code of Practice between
language that is widely
understandable and language
that adequately describes the
new concepts associated with
responsible gambling

Recommendation

The RGAC consider making [select]
amendments to the Code of

Practice to clarify the purpose and
meaning of the relevant practices.

Action

Following RGAC approval, the select
amendments were made to the Code of
Practice and the Resource Manual. At a
later date, the RGAC endorsed further
amendments to Practices 3.2 and 3.3
to delete the words “self” to align the
practices with the exclusions legislation.
The Code of Practice was reprinted to
reflect these changes in 2004. The
amendments to the Resource Manual
have been included in an overall review
of the Resource Manual which is due for
release in 2006.

The Resource Manual needs to
accurately reflect amendments
and best practice in relation to the
Code of Practice

Each industry peak body to update
their section of the Resource
Manual, taking into account
amendments to the Code of
Practice and Resource Manual and
best practice.

The Resource Manual was updated
during the period of the Cultural

Shift Review. Gambling industry
representatives from each industry
sector were invited to update their
respective section of the Resource
Manual. The update focused on
providing the latest examples of industry
best practice. The Implementation
Review identified volunteers as a group
excluded from the resource manual. The
Queensland Office of Gaming Regulation
developed a guide for inclusion in the
Resource Manual that aimed to provide
volunteers with an abbreviated, easy

to read version of the Responsible
Gambling Code of Practice. The relevant
updated sections of the Queensland
Responsible Gambling Resource Manual
were distributed to gambling providers
throughout Queensland in March 2006.

8 | Within the Gambling Help service 8.1 In consultation with the 8.1 Responses included:

network there is evidence of Gambling Help service 4 QOGR ran Information sessions at

a disparity in coordinators’ directors, develop strategies a number of Gambling Help service

understanding of the outcomes of to clarify the outcomes of the centres located around Queensland.

the Code of Practice which may be Code of Practice for Gambling The sessions aimed to: (a) clarify

impacting upon the effectiveness Help service coordinators. the Responsible Gambling Code

of their role. In some regions there ) ) of Practice and other Responsible

are differences in understanding 8.2 In consultation with key Gambling initiatives; (b) clarify the

between the Gambling Help stakeholders, develop and objectives of each p;actice' (c) provide

service coordinators and some promote case studies of updates on further Code of’Practice

gambling providers in relation to best practice partnerships developments; and (d) encourage

the coordinators’ role and their between gambling providers Gambling Hel[; service staff to engage

attempts to establish effective and Gambling Help service in partnership building with the

partnerships to create responsible coordinators to facilitate gambling industry

gambling environments and to effective partnerships at a -

minimise harm from gambling. local level. ¢ Industry and Community Network
Forums were conducted across
a number of regional centres of
Queensland. The Queensland Office of
Gaming Regulation hosted the forums,
which provided an opportunity for
gambling providers to meet informally
and share examples of best practice
initiatives with other participants
whilst working collectively with staff
from the Gambling Help services.
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Finding

Recommendation

Action

¢ QOGR through extensive consultation

developed Contact Guidelines for
Gambling Providers and Contract
Guidelines for the Gambling Help
services. The guidelines aim to
facilitate reciprocal communication
channels between Gambling Help
services and gambling providers.

8.2 Responses included:

4 Many of the above initiatives in
Phase 2 have been promoted through
the QOGR Gaming Newsletter.

Each quarterly edition includes a
two-page spread on responsible
gambling. A number of printed articles
have aimed to promote the links
between gambling providers and
their Gambling Help service. Some
examples have included Gambling
Help services providing venues with
gambling help brochures and posters
and local hotels and clubs working

in collaboration with Gambling

Help service providers to hold an
“Industry awareness, bare foot lawn
bowls” fundraising day. In addition
Industry association newsletters carry
Queensland Responsible Gambling
Code of Practice themed articles.

¢ Gambling Help service providers
instituted a system of Certificate of
Acknowledgement of venues that
were considered to be working in
partnership with the Gambling Help
services to promote responsible
gambling.

Comprehensive definitions of
rights and responsibilities for each
stakeholder group are yet to be
developed and articulated.

The RGAC continue with its
process of developing and
documenting the specific rights
and responsibilities for each
stakeholder group. On completion,
the definitions will need to be
clearly articulated to stakeholders
at a strategic and local level.

A draft options paper for a process to
define rights and responsibilities was
developed and presented at the June
2003 RGAC meeting. At this time, it was
decided that the project could become
very complex and defer it until 2007
after the completion of the three phases.
In the interim, QOGR have developed a
brochure for patrons and members of the
general public which explains their rights
and responsibilities regarding exclusion
provisions. This brochure was approved
for distribution in September 2006.
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8.2 Appendix 2: Performance Indicator Framework

Progress towards the achievement of the outcomes of the Responsible Gambling Code of Practice

Individuals, communities, the gambling industry and the Government have a shared

Outcome 1 understanding of responsible gambling practices
Stakeholder Consumers Industry Community Government
Performance Proportion of Proportion of

Indicator 1:

Awareness of provision
of responsible
gambling practices

consumers who

are aware of the
responsible gambling
practices

community who

are aware of the
responsible gambling
practices

Performance
Indicator 2:

Understanding of

the shared role of
community, industry
and Government for
implementation of
responsible gambling
practices

Extent to which
knowledge is shared by
each stakeholder group

A. Extent to which
knowledge is shared
by each stakeholder
group

B. Effectiveness
of partnerships
between gambling
providers, gambling-
related support
services and the
Government

A. Extent to which
knowledge is shared
by each stakeholder
group

B. Effectiveness
of partnerships
between gambling
providers, gambling-
related support
services and the
Government

A. Extent to which
knowledge is shared
by each stakeholder
group

B. Effectiveness
of partnerships
between gambling
providers, gambling-
related support
services and the
Government

Performance
Indicator 3:

Extent of responsible
gambling signage
displayed or made
available

A. Level of commitment
to displaying
responsible
gambling signage

B.Take-up rate of
takeaway cards

C. Effectiveness
of responsible
gambling signage

A.Take-up rate of
takeaway cards
B. Effectiveness

of responsible
gambling signage

Individuals, communities, the gambling industry and the Government have an understanding of

Outcome 2 their rights and responsibilities in relation to responsible gambling practices
Stakeholder Consumers Industry Community Government
Performance Development and Development and

Indicator 1:

Definition and

articulation of the rights
and responsibilities for
each stakeholder group

documentation of
definitions of rights
and responsibilities for
each stakeholder group

documentation of
definitions of rights and
responsibilities for each
stakeholder group

Performance
Indicator 2:

Implementation of
responsible gambling
practices

A.Proportion of
gambling providers
committed to
implementing
responsible
gambling practices

B. Proportion of
gambling providers
maintaining their
commitment to the
Code of Practice

A.Proportion of
gambling providers
committed to
implementing
responsible
gambling practices

B. Proportion of
gambling providers
maintaining their
commitment to the
Code of Practice
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Outcome 2

(continued)

Individuals, communities, the gambling industry and the Government have an understanding of
their rights and responsibilities in relation to responsible gambling practices

Implementation of
customer complaint
handling procedures

recorded by the
Queensland Office of
Gaming Regulation

customer complaint
handling procedure

Stakeholder Consumers Industry Community Government
Performance Number of Code of Proportion of gambling Number of Code of
Indicator 3: Practice complaints providers with a Practice complaints

recorded by the
Queensland Office of
Gaming Regulation

Performance
Indicator 4:

Maintenance of
gambling-related
support services

Maintenance of the
Gambling Help Line
and Gambling Help
services

Maintenance of the
Gambling Help Line
and Gambling Help
services

The gambling industry provides safe and supportive environments for the delivery

Outcome 3 of gambling products and services
Stakeholder Consumers Industry Community Government
Performance Proportion of gambling Proportion of gambling

Indicator 1:

Implementation of
responsible gambling
practices

providers committed
to implementing
responsible gambling
practices

providers committed
to implementing
responsible gambling
practices

Performance
Indicator 2:

Implementation of
customer liaison
services

A. Proportion of
gambling providers
who have nominated
a customer liaison
officer

B. Availability of staff
members to liaise
with customers and
staff on gambling
issues

C. Proportion
of gambling
providers who have
established links
with gambling-
related support
services

Performance
Indicator 3:

Implementation of
exclusion provisions

Proportion of gambling
providers who

have implemented
exclusions procedures

Proportion of gambling
providers who

have implemented
exclusions procedures
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Outcome 4

Customers make informed decisions about their gambling practices

Awareness of exclusion
provisions

Stakeholder Consumers Industry Community Government
Performance Awareness of exclusion | Awareness of exclusion | Awareness of exclusion | Awareness of exclusion
Indicator 1: provisions provisions provisions provisions

Performance
Indicator 2:

Awareness of
information on the
odds of winning and
rules of games

Proportion of venues
providing a player
information guide

Performance
Indicator 3:

Awareness of the
availability of support
services

A. Level of community
awareness of the
Gambling Help Line
phone number

B. Level of community
awareness of
gambling provider
links with gambling-
related support
services

A. Level of community
awareness of the
Gambling Help Line
phone number

B. Level of community
awareness of
gambling provider
links with gambling-
related support
services

Outcome 5 Harm from gambling to individuals and the broader community is minimised
Stakeholder Consumers Industry Community Government
Performance
Indicator 1:

Prevalence of problem
gambling

Performance
Indicator 2:

Utilisation of exclusion
provisions

Performance
Indicator 3:

Responsible
gambling-related
breaches of regulation
requirements

Performance
Indicator 4:

Utilisation of gambling-
related support
services
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People adversely affected by gambling have access to timely and appropriate

Outcome 6 assistance and information

Stakeholder Consumers Industry Community Government
Performance A.Proportion of A.Proportion of A.Proportion of
Indicator 1: gambling providers gambling providers gambling providers

Effectiveness of links
with gambling-related
support services

who are maintaining
links with gambling-
related support
services

B. Proportion of
Gambling Help Line
and Gambling Help
service referrals
received from
gambling providers

who are maintaining
links with gambling-
related support
services

B. Proportion of
Gambling Help Line
and Gambling Help
service referrals
received from
gambling providers

who are maintaining
links with gambling-
related support
services

B.Proportion of
Gambling Help Line
and Gambling Help
service referrals
received from
gambling providers

Performance
Indicator 2:

Utilisation of gambling-
related support

A.Number of clients of
the Gambling Help
services

B. Number of calls to
the Gambling Help

A.Number of clients of
the Gambling Help
services

B. Number of calls to
the Gambling Help

A.Number of clients of
the Gambling Help
services

B.Number of calls to
the Gambling Help

A.Number of clients of
the Gambling Help
services

B. Number of calls to
the Gambling Help

Services Line Line Line Line
Performance Number of people Number of people Number of people Number of people
Indicator 3: excluded from excluded from excluded from excluded from

Utilisation of exclusion
provisions

gambling in
Queensland

gambling in
Queensland

gambling in
Queensland

gambling in
Queensland
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8.3 Appendix 3: Queensland Regions for the Cultural Shift Review
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Brisbane
and
Moreton
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8.4 Appendix 4: Stakeholder Composition

Stakeholder Group Composition of Group

Consumer A consumer of a gambling product or service.

Industry All providers of a regulated gambling product or service within
Queensland. The following sectors are included in this group:
hotels

clubs

casinos

totalisator betting agencies

keno

lottery agencies

>
i)
i)
o
>
o
x
S

racing

® & & O o O o o

bingo.

Community The Queensland community in aggregate. For the purpose of the
Review, community also includes groups who have an association with
responsible gambling or provide gambling-related support services to
the community. These are:
¢ Gambling Help Line (contracted to Turning Point)
4 The Gambling Help service providers:

- Centacare

- Relationships Australia Queensland

- Lifeline

- Interlock
¢ Salvation Army
¢ Gamblers Anonymous.

Peak bodies representing the community sector on the RGAC:

¢ Queensland Council of Social Services
¢ Heads of Churches
¢ Ethnic Communities Council of Queensland.

Government Queensland Government departments who have a responsibility for
activities related to gambling. These are:

¢ Queensland Office of Gaming Regulation, Queensland Treasury
¢ Department of Communities

¢ Queensland Health

¢ Queensland Corrective Services
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8.5 Appendix 5: Issue Resolution Process

A Issue identified and
provided to QOGR

B Recorded in database

C _

Analyse issue to identify:
D * nature of issue
e scope of impact

Complaint about issue

Response required has low ! that has legislative backing

level of complexity v

A\
Work towards resolution of issue G Investigations Manager, QOGR investigates
through actions such as: possible breach of legislation
[ e providing information .
Shank  ° providing advice Y
¢ seeking advice
o referring to peak bodies, focus groups,
RGAC or established action plans

n
X
o
=
o
=%
o
<

H Record outcomes of investigations related
to responsible gambling in database

\
F Provide response to initiator
of issue, if appropriate

Develop action plan in consultation
with appropriate industry bodies

Response required has
high level of complexity

\
J Refer recommendations to appropriate bodies
(steering committee, working party, RGAC)

M
Provide response to initiator

of issue, if appropriate

Proposed amendment/s Provide proposed amendment/s to Code Amendment/s not
to Code of Practice/RGM of Practice and Responsible Gambling endorsed by RGAC
Resource Manual to RGAC (through  EEEEEEEEEEE R g
Review Working Party and Review

Steering Committee)

v
M Inform initiator and relevant stakeholders
of outcome where appropriate
\

N Inclusion of amendment/s in the report
for the Phase 1 Review of Code of Practice
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