
 
 
 
 
 
 
 

Tab 2: AUGUST 2021 Commission Meeting Agenda.               Statutory Authority 9.46.070; 9.46.071  
 

Who Proposed the Rule Change? 

Washington State Gambling Commission Staff 

Background 

BOLD = Changes made after October 2019 Commission Meeting. 
At the October 2019 meeting, Commissioners initiated rule-making to adopt new rules to establish a 
statewide self-exclusion program. Before you today is draft language which: 

• Establishes a centralized, statewide self-exclusion program, 
• Outlines how participants may request self-exclusion, 
• Establishes periods of enrollment for the program, 
• Acknowledges that enrollment is voluntary, 
• Addresses disclosure of program information, 
• Establishes licensee responsibilities, and 
• Addresses how the list may be shared. 

The Gambling Commission has been directed by the legislature, through Substitute House Bill 1302, to 
draft rules establishing a statewide self-exclusion program. The Gambling Commission has discretion in 
establishing the scope, process, and requirements of the self-exclusion program, however it must comply 
with the following requirements: the program must allow persons to voluntarily exclude themselves from 
gambling at authorized gambling establishments that offer house-banked social card games and any 
individual registered with the self-exclusion program is prohibited from participating in gambling 
activities associated with this program and forfeits all moneys and things of value obtained by the 
individual or owed to the individual by an authorized gambling establishment as a result of prohibited 
wagers or gambling activities. The Gambling Commission may adopt rules for forfeiture of any moneys or 
things of value, including wagers, obtained by an authorized gambling establishment while an individual is 
registered with the self-exclusion program.  
Attachments: 

• Chapter 230-23 WAC 
• Stakeholder Feedback 
• Small Business Economic Impact Statement 
• Process Flowcharts 

 
 

 
Staff Proposed Rule-Making 

Chapter 230-23 WAC- Self-Exclusion Rules 
 

August 2021 – Discussion & Possible Filing 
October 2019 – Initiated Rule-Making 



Stakeholder Outreach and Feedback 

Draft language was sent out to all licensees, tribal gaming entities, Washington State Health Care 
Authority, the Problem Gambling Task Force, and others with a vested interest in problem 
gambling on May 3, 2021 for review and feedback. Feedback was received from the following 
stakeholders: 

• Cory Thompson 
• Douglas Granstrand, Bill’s Place 
• Dr. Kahlil Philander, Washington State University 
• Kevin Crum, ABS Business Data, LLC 
• Kevin Zenishek, Northern Quest Resort & Casino 
• Laurie Myers, All Star Lanes & Casino 
• Maureen Greeley, Evergreen Council on Problem Gambling  
• Nanci Watson, concerned citizen (also testified at May 13, 2021 public meeting) 
• Roxane Waldron, Washington State Health Care Authority 
• Ryan Keith, Washington State Health Care Authority 

Input was sought from the clinical and research community on whether licensees should be 
prohibited from adding individuals interested in self-exclusion to operator-level programs instead of 
the state-wide, centralized program and how player accounts should be handled. Feedback was 
received from: 

• Dr. Kahlil Philander, Washington State University 
• Maureen Greely, Evergreen Council on Problem Gambling 
• Roxane Waldron, Washington State Health Care Authority 
• Dr. Ty Lostutter, UW Medicine 

A Small Business Economic Impact Statement (SBEIS) was completed on August 6, 2021. 
Implementation of this new chapter, chapter 230-23 WAC, self-exclusion rules, is not anticipated to 
impose more than minor costs on house-banked card room licensees. Initial costs will be higher as 
licensees will be required to notify individuals already enrolled in operator-level programs, develop 
procedures for implementation, and train staff. Monthly costs of implementation are expected to be 
relatively low and will depend on how many individuals enroll. Initial and monthly costs will vary 
between licensees depending on location, clientele, and staffing structure. 
The SBEIS and final draft language was sent out to stakeholders for review and feedback on August 
9, 2021. Feedback was received from the following stakeholders: 

• Delano Saluskin, Confederated Tribes of the Yakama Nation  
• Pat Hosier, TIL Gaming and Fortune Casinos  
• Roxane Waldron, Health Care Authority 
• Tim Woolsey, Suquamish Tribe of the Port Madison Indian Reservation  
• Vern Westerdahl, Roxbury Lanes & Casino 

Staff Recommendation 

Staff recommends filing draft language for further discussion. 



Chapter 230-23 WAC
SELF-EXCLUSION

NEW SECTION

WAC 230-23-001  Purpose.  The purpose of this chapter is to es-
tablish a centralized, statewide self-exclusion program, administered 
by the commission, allowing a person with a gambling disorder to vol-
untarily exclude themselves from licensed house-banked card rooms and 
participating tribal gaming facilities.

NEW SECTION

WAC 230-23-005  Definitions.  The following definitions apply on-
ly to this chapter:

(1) "Licensee" means a house-banked card room licensee.
(2) "Participant" means a person who has enrolled in the volunta-

ry self-exclusion program.
(3) "Self-exclusion list" means a list maintained by the commis-

sion of persons who have requested to be voluntarily excluded from 
house-banked card room licensees and participating tribal gaming fa-
cilities in the state of Washington.

(4) "Voluntary self-exclusion program" or "program" means the 
voluntary self-exclusion program authorized under RCW 9.46.071, and 
does not apply to gambling via horse-racing or lottery.

NEW SECTION

WAC 230-23-010  Request for self-exclusion.  (1) Any person may 
request to be placed on the self-exclusion list voluntarily excluding 
themselves from house-banked card room licensees:

(a) In person at our office, 4565 7th Avenue S.E., Lacey, Wash-
ington 98503, or at a house-banked card room licensee by:

(i) Submitting a completed form, which we provide on our website 
at www.wsgc.wa.gov; and

(ii) Providing proof of identity. Acceptable forms of identifica-
tion include:

(A) A valid driver's license from any state;
(B) A government-issued identification card containing the per-

son's name, photograph, and date of birth; or
(C) A valid passport; and
(iii) Submitting a photograph showing only the head and should-

ers; or
(b) Through the mail to Washington State Gambling Commission, 

P.O. Box 42400, Olympia, Washington 98504 by:
(i) Submitting a completed form, which we provide. The form must 

be notarized; and
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(ii) Submitting a photograph showing only the head and shoulders.
(2) The form must be:
(a) Completed with no areas left blank; and
(b) Signed under penalty of perjury by the person seeking self-

exclusion; and
(c) Be properly notarized if submitting by mail.
(3) Upon receipt of a completed form, the licensee will forward 

it to us within 72 hours.

NEW SECTION

WAC 230-23-015  Period of enrollment.  (1) At the time of enroll-
ment, the participant must select a period of enrollment for self-ex-
clusion:

(a) One year;
(b) Five years; or
(c) Ten years.
(2) The enrollment period selected begins and the participant is 

considered enrolled:
(a) Upon receipt of the notarized form by mail; or
(b) The date the completed form was accepted by the licensee or 

by us when submitted in person.
(3) Once enrolled, the participant cannot be removed from the 

program prior to the selected period of enrollment for voluntary self-
exclusion.

(4) Upon expiration of the selected period of enrollment, the 
participant will be removed from the program.

NEW SECTION

WAC 230-23-020  Voluntary self-exclusion.  Participants who vol-
untarily self-exclude acknowledge the following during the period of 
enrollment:

(1) The ultimate responsibility to limit access to all house-
banked card rooms and participating tribal gaming facilities within 
the state remains theirs alone; and

(2) The self-exclusion request is irrevocable during the enroll-
ment period selected and cannot be altered or rescinded for any rea-
son; and

(3) The exclusion is in effect at all licensed house-banked card 
rooms and participating tribal gaming facilities in the state of Wash-
ington, which is subject to change, and all services and/or amenities 
associated with these gaming facilities including, but not limited to, 
restaurants, bars, bowling alleys, check cashing services, cash advan-
ces; and

(4) Player club memberships and accounts will be closed and all 
accumulated points immediately redeemed for nongaming items as the li-
censee's policy allows at the licensed location the participant ini-
tially enrolls for self-exclusion. All player club memberships and ac-
counts held at other licensees and participating tribal gaming facili-
ties will be closed and zeroed out; and
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(5) New player club memberships, direct mail and marketing serv-
ice complimentary goods and services and other such privileges and 
benefits will be denied; and

(6) Disclosure of certain information is necessary to implement 
the participant's request for self-exclusion; and

(7) If found on the premises of a house-banked card room licensee 
or participating tribal gaming facility, for any reason other than to 
carry out their duties of employment, they will be escorted from the 
premises; and

(8) All money and things of value, such as gaming chips, obtained 
by or owed to the participant as a result of prohibited wagers or the 
purchase of chips and/or participating in authorized gambling activi-
ties will be confiscated under RCW 9.46.071 and WAC 230-23-030; and

(9) To not recover any losses from the purchase of chips and/or 
participating in authorized gambling activities.

NEW SECTION

WAC 230-23-025  Disclosure of self-exclusion information.  (1) 
Personal information submitted by a participant under the self-exclu-
sion program is exempt from public disclosure under the Public Records 
Act and may not be disseminated for any purpose other than the admin-
istration of the self-exclusion program or as otherwise permitted by 
law.

(2) No house-banked card room licensee, employee, or agent there-
of shall disclose the name of, or any information about any partici-
pant who has requested self-exclusion to anyone other than employees 
and agents of the house-banked card room licensee whose duties and 
functions require access to such information.

(3) The licensee may release the names and identifying informa-
tion of participants on the self-exclusion list to contracted service 
providers that provide check cashing, cash advances, marketing, auto-
mated teller machines, and other financial services.

(a) The identifying information must be limited to the address, 
driver's license or state-issued identification number, photograph, 
and physical description; and

(b) Only the name and identifying information may be disclosed to 
contracted service providers. The licensee must neither disclose the 
reasons for providing the name and identifying information nor dis-
close that the person is on the self-exclusion list; and

(c) The licensee must require by written contract that the con-
tracted service provider implement measures designed to ensure the 
confidentiality of the names and identifying information and to pro-
hibit the release of the names and identifying information to any oth-
er person or entity; and

(d) The licensee must immediately report to us all instances of a 
participant accessing or attempting to access the services provided by 
the contracted service providers.
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NEW SECTION

WAC 230-23-030  Licensee responsibilities.  Each licensee must:
(1) Make available to all patrons the self-exclusion form devel-

oped and provided by us; and
(2) Accept completed self-exclusion forms, including:
(a) Verifying the participant's identity as required on the form; 

and
(b) Forwarding the form to us within 72 hours of receipt; and
(3) Upon enrollment, provide the participant with information and 

resources for gambling disorder treatment; and
(4) Designate a person or persons to be the contact person with 

us for purposes of self-exclusion procedures, including receipt and 
maintenance of the self-exclusion list, submission of the licensee's 
procedures, and all other communications between us and the licensee 
for self-exclusion purposes; and

(5) Implement updates to the state-wide self-exclusion list with-
in 48 hours of being notified by us that the self-exclusion list has 
been modified; and

(6) Upon discovery that a participant has breached their self-ex-
clusion and obtained access to the licensed premises, the licensee 
must take steps to:

(a) Immediately remove the participant from the premises; and
(b) Confiscate all money and things of value, such as gaming 

chips, obtained by or owed to the participant as a result of prohibi-
ted wagers or the purchase of chips and/or participating in authorized 
gambling activities; and

(c) Notify us of the breach within 72 hours; and
(7) Train all new employees, within three days of hiring, and an-

nually retrain all employees who directly interact with gaming patrons 
in gaming areas. The training must, at a minimum, consist of:

(a) Information concerning the nature of gambling disorders; and
(b) The procedures for requesting self-exclusion; and
(c) Assisting patrons in obtaining information about gambling 

disorder treatment programs.
This section must not be construed to impose a duty upon employ-

ees of the licensee to identify individuals with gambling disorders or 
impose a liability for failure to do so; and

(8) Notify participants who have requested to be excluded from 
house-banked card room licensees of this rule of the new statewide 
program, provide them with the form, and information on how they can 
participate in the statewide self-exclusion program. This must be ac-
complished within three business days following the effective date of 
this rule; and

(9) Establish procedures and systems for our review and approval, 
which:

(a) Utilize player tracking systems and other electronic means, 
including checking all taxable patron winnings against the self-exclu-
sion list, to assist in determining whether a participant has engaged 
in any authorized activities; and

(b) Close player club memberships and accounts. All accumulated 
points may be immediately redeemed by the participant for nongaming 
items as the licensee's policy allows at the licensed location the 
participant initially enrolls for self-exclusion. All player club mem-
berships and accounts held at other licensees and participating tribal 
gaming facilities will be closed and zeroed out; and
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(c) Deny check cashing privileges, player club membership, com-
plimentary goods and services, and other similar privileges and bene-
fits to any participant; and

(d) Ensure participants do not receive targeted mailings, tele-
marketing promotions, player club materials, or other promotional ma-
terials relative to gaming activities at house-banked card room licen-
sees; and

(e) Verify patrons who win a jackpot prize are not participants 
of the program before payment of funds; and

(f) Ensure participants are not gambling in their establishment; 
and

(g) Ensure the confidentiality of the identity and personal in-
formation of participants; and

(h) All money and things of value, such as gaming chips, obtained 
by or owed to the participant as a result of prohibited wagers or the 
purchase of chips and/or participating in authorized gambling activi-
ties are confiscated under RCW 9.46.071, in which the licensee will:

(i) Issue a check for the same monetary value within three busi-
ness days after collecting or refusing to pay any winnings from gam-
bling or chips in the possession of a participant on the self-exclu-
sion list to:

(A) The problem gambling account created in RCW 42.05.751; and/or
(B) A charitable or nonprofit organization that provides gambling 

disorder services or increases awareness about gambling disorders; and
(ii) Document and retain for one year:
(A) Surveillance evidence identifying the date, time, and amount 

of money or things of value forfeited, the name and identity verifica-
tion of the participant on the self-exclusion list; and

(B) A copy of the canceled check remitting the forfeited funds as 
required above.

NEW SECTION

WAC 230-23-035  Sharing the self-exclusion list.  We may enter 
into mutual sharing agreements with federally recognized Indian tribes 
or tribal enterprises that own gambling operations or facilities with 
class III gaming compacts who wish to voluntarily participate in the 
self-exclusion program.
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Stakeholder Feedback on May 3, 2021 Draft Language 



From: Cory Thompson
To: Laydon, Ashlie (GMB)
Subject: Re: Draft Self-Exclusion Rules for Review
Date: Monday, May 3, 2021 12:22:25 PM
Attachments: image003.png

image005.png

External Email

Ashlie,

Thank you for putting this together. I believe there should be more onus put on the card rooms
to insure the people that are self-excluded as a result of their gambling problem do not gain
entry. I can see a situation where someone is allowed to play and then has their money/chips
confiscated as they are playing, which, in essence, rewards the card room for allowing them to
play. Currently, security does not do a very good job, in general, in keeping self-excluded
people out due to apathy as well as the high turnover rate in the industry.

:o),

Cory Thompson
425-235-5655
cory@letitrideparties.com

Visit our website at www.letitrideparties.com

On Mon, May 3, 2021 at 11:38 AM Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
wrote:

Hello,

 

The Gambling Commission, pursuant to HB 1302 now codified in RCW 9.46.071, seeks
your review and input on draft rules establishing a statewide self-exclusion program.  The
goal of the Commission is to create a centralized, state-wide self-exclusion system that will
allow individuals to voluntarily self-exclude themselves from gambling at licensed house-
banked card rooms in a single request.  We are also trying to develop a system where Tribal
operators can connect into our system once it is established for the cardroom industry.

 

Attached are draft rules establishing this system for your review. All comments, questions,
and concerns are welcome. Please submit written feedback by May 14, 2021 at 5pm to
myself via email at ashlie.laydon@wsgc.wa.gov or through our website.

 

mailto:cory@letitrideparties.com
mailto:ashlie.laydon@wsgc.wa.gov
mailto:cory@letitrideparties.com
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.letitrideparties.com%2F&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7Cf2b96a5a0fee4325113408d90e68a081%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637556665446861595%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=4Oi0B2jFP%2FdKx45%2Fsw964HtWA4cBQmf4d81hWmhItEk%3D&reserved=0
mailto:ashlie.laydon@wsgc.wa.gov
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Flawfilesext.leg.wa.gov%2Fbiennium%2F2019-20%2FPdf%2FBills%2FSession%2520Laws%2FHouse%2F1302-S.SL.pdf%3Fq%3D20210430093744&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7Cf2b96a5a0fee4325113408d90e68a081%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637556665446871551%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=vEmfzeIXyyopEu05f2vBiZAuyZe4%2FXINaeaFEnudwrE%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fapp.leg.wa.gov%2FRCW%2Fdefault.aspx%3Fcite%3D9.46.071&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7Cf2b96a5a0fee4325113408d90e68a081%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637556665446871551%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=LVhyBlQyt98Mf53arilZlSpj3fwMp%2FHGRyqVhMcYyls%3D&reserved=0
mailto:ashlie.laydon@wsgc.wa.gov
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwsgc.wa.gov%2Fnews%2Frequest-public-comment&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7Cf2b96a5a0fee4325113408d90e68a081%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637556665446881510%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=va7WEtAFHqKy9qv2dEb9egeZDHWSX1Rr64Vn%2FFhOJzs%3D&reserved=0




Please contact me if you have any questions.

 

Thank you,

 

Ashlie Laydon

Rules Coordinator |  Legal and Records Division

Washington State Gambling Commission

P.O. Box 42400 | Olympia, WA  98504-2400

(  (360) 486-3473 | * ashlie.laydon@wsgc.wa.gov
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From: doug@billsplacetav.com
To: Laydon, Ashlie (GMB)
Subject: RE: Draft Self-Exclusion Rules for Review
Date: Monday, May 3, 2021 2:04:26 PM
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External Email

Bill’s Place in Yakima WA, even though we have a card room license, doesn’t have any actual card
games being played.

Therefore, its hard to comment on these rule changes as we have no idea what the impact to the
licensee will actually be.

Thank you,
 
Douglas H Granstrand
Bill’s Place
310 W Walnut St Apt A
Yakima WA 98902
(509) 901-6191
 
 
 

From: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov> 
Sent: Monday, May 3, 2021 11:38 AM
Cc: Considine, Brian (GMB) <brian.considine@wsgc.wa.gov>; Griffin, Tina (GMB)
<tina.griffin@wsgc.wa.gov>; Rancour, Michelle (GMB) <michelle.rancour@wsgc.wa.gov>; Chinn,
John (GMB) <john.chinn@wsgc.wa.gov>
Subject: Draft Self-Exclusion Rules for Review
 
Hello,
 
The Gambling Commission, pursuant to HB 1302 now codified in RCW 9.46.071, seeks your review
and input on draft rules establishing a statewide self-exclusion program.  The goal of the Commission
is to create a centralized, state-wide self-exclusion system that will allow individuals to voluntarily
self-exclude themselves from gambling at licensed house-banked card rooms in a single request.  We
are also trying to develop a system where Tribal operators can connect into our system once it is
established for the cardroom industry.
 
Attached are draft rules establishing this system for your review. All comments, questions, and
concerns are welcome. Please submit written feedback by May 14, 2021 at 5pm to myself via email
at ashlie.laydon@wsgc.wa.gov or through our website.
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Please contact me if you have any questions.
 
Thank you,
 
Ashlie Laydon
Rules Coordinator |  Legal and Records Division
Washington State Gambling Commission
P.O. Box 42400 | Olympia, WA  98504-2400
(  (360) 486-3473 | * ashlie.laydon@wsgc.wa.gov
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Laydon, Ashlie (GMB)

From: Philander, Kahlil <kahlil.philander@wsu.edu>
Sent: Monday, May 10, 2021 7:26 PM
To: Laydon, Ashlie (GMB)
Cc: Considine, Brian (GMB); Ty W Lostutter
Subject: Re: Self-exclusion Proposed Draft Rules
Attachments: KP markup - 04282021 Self Exclusion Rules Stakeholder Review.docx

External Email 
 
hi Ashlie, 
 
here are my mark up notes on the document 
 
no major issues here, just a couple of things to consider 
 
i'm curious whether Ty has a strong opinion on WAC 230‐19‐XXX Licensee’s Responsibilities item (7) 
 
happy to discuss anything by phone if that's helpful: 702‐722‐7342 
 
kahlil 
 
________________________________________ 
From: Considine, Brian (GMB) <brian.considine@wsgc.wa.gov> 
Sent: May 3, 2021 11:45 AM 
To: Philander, Kahlil; tylost@uw.edu 
Cc: Laydon, Ashlie (GMB) 
Subject: Self‐exclusion Proposed Draft Rules 
 
Hello Dr. Philander and Dr. Lostutter, 
 
Attached are the Gambling Commission’s proposed draft self‐exclusion rules that we are sending out to stakeholders 
today.  I’m sending them to you for your review and comment. 
 
Additionally, WSGC wants to ensure the greater behavioral health community has an opportunity to review and 
comment on these rules.  We are sending them to Roxane for distribution to the Problem Gambling Task Force, and to 
ECPG.  However, please let me know if you recommend we send it to additional groups or people. 
 
All comments, questions, concerns are welcome and please submit written feedback to Ashlie Laydon, WSGC’s Rules 
Coordinator, by May 14, 2021 at 5pm.  Comments can be sent directly to her at 
ashlie.laydon@wsgc.wa.gov<mailto:ashlie.laydon@wsgc.wa.gov> or through our 
website<https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.com%2Fv3%2F__https%3A%
2F%2Fgcc02.safelinks.protection.outlook.com%2F%3Furl%3Dhttps*3A*2F*2Fwsgc.wa.gov*2Fnews*2Frequest‐public‐
comment%26data%3D04*7C01*7Cbrian.considine*40wsgc.wa.gov*7C5b0509fa902f4a91c66408d90b6de74b*7C11d0e
217264e400a8ba057dcc127d72d*7C0*7C0*7C637553388953057100*7CUnknown*7CTWFpbGZsb3d8eyJWIjoiMC4wLjA
wMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0*3D*7C1000%26sdata%3DiM1pD4TLIlW2waDTkWP6xE3XKcbess
i87JIDlRhzYhc*3D%26reserved%3D0__%3BJSUlJSUlJSUlJSUlJSUlJSUl!!JmPEgBY0HMszNaDT!67m8N046MNSLyPQVplTZer
LAZ0y8Xc4hFaDnHfm0AKqSuPxjqFv‐
O8xpWtIql1YfV2LjQg%24&amp;data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C62be6773533a4bd9479608d91424
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1b69%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637562967610956844%7CUnknown%7CTWFpbGZsb3d
8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&amp;sdata=PgkSJf1jRErsYnuLF
vgzEwXQCAI1USku4m70CaVtPyw%3D&amp;reserved=0>. 
 
Thank you for your time and consideration, 
 
Brian 
 
 
Brian J. Considine 
Legal and Legislative Manager 
Washington State Gambling Commission 
(360) 486‐3469 (office) 
(360) 485‐8921 (mobile) 
Brian.considine@wsgc.wa.gov<mailto:Brian.considine@wsgc.wa.gov> 
[FB 
icon]<https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.com%2Fv3%2F__https%3A%2F
%2Fwww.facebook.com%2FWAGamblingCommission%2F__%3B!!JmPEgBY0HMszNaDT!67m8N046MNSLyPQVplTZerLAZ
0y8Xc4hFaDnHfm0AKqSuPxjqFv‐
O8xpWtIql1baM29qLw%24&amp;data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C62be6773533a4bd9479608d914
241b69%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637562967610966806%7CUnknown%7CTWFpbGZsb
3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&amp;sdata=Y0PJoXD8yHwP
qEL3Cz%2F68rTNkt0r4hZFQ6Czc%2BRIcvY%3D&amp;reserved=0>  [twitter icon] 
<https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.com%2Fv3%2F__https%3A%2F%2Ft
witter.com%2FWAGambling__%3B!!JmPEgBY0HMszNaDT!67m8N046MNSLyPQVplTZerLAZ0y8Xc4hFaDnHfm0AKqSuPxjq
Fv‐
O8xpWtIql1b2P8vzpQ%24&amp;data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C62be6773533a4bd9479608d9142
41b69%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637562967610966806%7CUnknown%7CTWFpbGZsb3
d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&amp;sdata=SZgiZ2fWQEya9h
vb4bUCv8Z0yr0jpDUwbNGdFv9Rv4Y%3D&amp;reserved=0>   [instagram_2016_icon_email] 
<https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.com%2Fv3%2F__https%3A%2F%2Fw
ww.instagram.com%2Fwagambling%2F__%3B!!JmPEgBY0HMszNaDT!67m8N046MNSLyPQVplTZerLAZ0y8Xc4hFaDnHfm
0AKqSuPxjqFv‐
O8xpWtIql1YxUwex_Q%24&amp;data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C62be6773533a4bd9479608d914
241b69%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637562967610966806%7CUnknown%7CTWFpbGZsb
3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&amp;sdata=VZ60B4vnGoOU
2ifXnTxDplj1WYcOHFAyrSjNXblwGbk%3D&amp;reserved=0>   [In‐2C‐21px‐R] 
<https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Furldefense.com%2Fv3%2F__https%3A%2F%2Fw
ww.linkedin.com%2Fcompany‐
beta%2F16262525%2F__%3B!!JmPEgBY0HMszNaDT!67m8N046MNSLyPQVplTZerLAZ0y8Xc4hFaDnHfm0AKqSuPxjqFv‐
O8xpWtIql1ZQeO0Nxg%24&amp;data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C62be6773533a4bd9479608d914
241b69%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637562967610966806%7CUnknown%7CTWFpbGZsb
3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&amp;sdata=CBtlIAoLVpjAGI
8htknUwm0AJQrFFS4JdroECA0GiDc%3D&amp;reserved=0> 
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WAC 230-19-XXX  Purpose 

The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the 
Commission, allowing a person with a gambling problem or gambling disorder to voluntary exclude themselves 
from licensed house-banked card rooms and participating tribal gaming facilities. 

WAC 230-19-XXX Definitions 

The following definitions apply only to this chapter: 

(1) “Licensee” means the house-banked card room licensee. 
(2) “Participant” means a person who has enrolled in the program.  
(3) “Self-Exclusion List” means a list maintained by the Commission of individuals who have requested to be 

voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the 
State of Washington. 

(4) “Voluntary self-exclusion program” or “program” means the voluntary self-exclusion program authorized 
under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery. 

WAC 230-19-XXX REQUEST FOR SELF-EXCLUSION 

(1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-
banked card room licensees by submitting a completed form, which we provide, in person at our office or at a 
house-banked card room licensee or by mail: 

(a) In person at our office or at a house-banked card room licensee by: 

(i) Submitting a completed form, which we provide; and 

(ii) Providing proof of identity.  Acceptable forms of identification are: a valid driver’s license 
from any state; a government-issued identification card containing the person’s name, 
photograph, and date of birth; or a valid passport; and  

(iii) Submitting a photograph showing only the head and shoulders; or  

(b) Through the mail by: 

(i) Submitting a completed form, which we provide.  The form must be notarized; and 

(ii) Providing proof of identity.  Acceptable forms of identification are a copy of: a valid driver’s 
license from any state; a government-issued identification card containing the person’s name, 
photograph, and date of birth; or a valid passport; and  

(iii) Submitting a photograph showing only the head and shoulders.  Copies of photographs from 
identification will not be accepted.  

 (2) The form must be: 

(a) Completed with no areas left blank, and 

(b) Signed under penalty of perjury by the person seeking self-exclusion, and 

(b) Be properly notarized if submitting by mail.  

(3) Upon receipt of a completed form, the licensee will forward it to us within 72 hours.   

 

WAC 230-19-XXX Period of Enrollment 
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(1) At the time of enrollment, the participant must select the period of self-exclusion: 

(a)  One year,  

(b) Five years, or 

(c) Ten years. 

(2) The self-exclusion time period selected begins and the participant is considered enrolled: 

(a) Upon receipt of the notarized form by mail or 
(b) The date the completed form was accepted by a licensee or us when submitted in person.   

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of voluntary 
self-exclusion.   

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program. 

WAC 230-19-XXX Voluntary self-exclusion 

During the period of enrollment, the participant acknowledges and agrees:  

(1) The ultimate responsibility to limit access to all house-banked card rooms within the State remains theirs alone; 
and 

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or 
rescinded for any reason; and 

(3) The exclusion is in effect at all house-banked card room licensees in the State of Washington and participating 
Indian Gaming Facilities, which is subject to change,  and all services/amenities associated with these gaming 
facilities, including but not limited to, restaurants, bars, bowling, check cashing services, cash advances, etc.; and 

(4) Player club memberships and accounts will be closed and any points or benefits accrued in the participant’s 
existing loyalty program account, if any, expire based on the established expiry date(s) and no refund or 
replacement will be provided; and 

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other 
such privileges and benefits will be denied; and 

(6) Disclosure of certain information is necessary to implement the participant’s request for self-exclusion; and 

(7) If found on the premises of a house-banked card room licensee, for any reason other than to carry out their 
duties of employment at the licensed establishment, they may be charged with criminal trespass; and 

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of 
prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this 
Chapter will be forfeited under RCW 9.46.071; and  

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities 
outlined in this Chapter. 

 

 

 

Commented [KP1]: I would suggest changing this to: 
6- months 
One-year 
Five-years (if a renewal) 
 
A study by McCormick et al. on the BC program found 
substantial improvements in wellness within 6-months. This 
therefore may be adequate to provide the necessary break 
from gaming, and may improve enrollment counts as it 
seems less daunting to enroll for 6-months over one-year. 
 
Re: the five-year renewal option, this ensures that you don’t 
run into issues in the future where individuals have 
overcommitted themselves to a multi-year ban and have 
unrecindable regret (this will occur anyway, but ensuring 
that people understand the program before they commit 
for multiple years is helpful).  
 
With a multi-year horizon, its hard for individuals to 
anticipate things like moving to a different town where 
most of the social interaction is based around hospitality in 
a gaming facility. 

Commented [KP2]: Here I would suggest having an 
“active re-enrollment” process. Effectively, after expiration, 
the individual remains excluded, but may complete a form 
to become eligible to return.  

Commented [KP3]: This is a reasonable regulation, 
though I would suggest that the internal policies be to focus 
on re-education of the individual on program values, rather 
than elect to criminalize the self-enrolled act 

Commented [KP4]: You may have already addressed this, 
but ensure that your disclosed rules (e.g. jackpot 
entitlement rules) note this separate treatment of 
individuals enrolled in the self-exclusion program. The was a 
successful action against BCLC (I think it was Haghdust v bc 
lottery) because the game rules weren’t updated to account 
for the different treatment of self-exclusion enrollees. 
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WAC 230-19-XXX Disclosure of Self-Exclusion Information  

(1) Personal information submitted by a participant under the self-exclusion program is exempt from public 
disclosure under the Public Records Act and may not be disseminated for any purpose other than the , 
administration of the self-exclusion program, or as otherwise permitted by law. 

(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information 
about any participant who has requested self-exclusion to anyone other than employees and agents of the house-
banked card room licensee whose duties and functions require access to such information.  

(3) The house-banked card room licensee may release the names and identifying information of participants on the 
self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated 
teller machines or other financial services.   

(a) The identifying information must be limited to the address, driver’s license or state issued 
identification number, photograph, and physical description; and 

(b) Only the name and identifying information may be disclosed to contracted service providers.  The 
house-banked card room licensee must neither disclose the reasons for providing the name and 
identifying information nor disclose that the person is on the self-exclusion list; and 

(c) The house-banked card room licensee must require by written contract that the contracted service 
provider implement measures designed to ensure the confidentiality of the names and identifying 
information and to prohibit the release of the names and identifying information to any other person or 
entity; and 

(d) The house-banked card room licensee must immediately report to us all instances of a participant 
accessessing or attempting to access the services provided by the contracted service providers. 

WAC 230-19-XXX Licensee’s Responsibilities 

Each house-banked card room licensee must: 

(1) Make available to all patrons the self-exclusion form developed and provided by us; and 
(2) Accept complete self-exclusion forms, verify the participant’s identity as required on the form, and 

forward the form to us within 72 hours of receipt; and 
(3) Provide the participant with information and resources for problem gambling and gambling disorder 

treatment; and 
(4) Designate a  person or persons to be the contact person with us for purposes of self-exclusion 

procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee’s 
procedures, and all other communications between us and the licensee for self-exclusion purposes; 
and 

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the 
licensed premises, the licensee must take steps to: 
(a) Immediately remove the person from the premises, 
(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the 
participant as a result of prohibited wagers or the purchase of chips and/or participating in 
authorized gambling activities outlined in this Chapter, and  
(c) Notify us of the breach within 72 hours; and 

(6) Train all new employees, within 3 days of hiring, and annually re-train  all employees who directly 
interact with gaming patrons in gaming areas.  The training must, at a minimum, consist of 

Commented [KP5]: typo 
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information concerning the nature of problem gamblinggambling disorders, the procedures for 
requesting self-exclusion, and assisting patrons in obtaining information about problem 
gamblinggambling disorder treatment programs.  This section must not be construed to impose a 
duty upon employees of the licensee to identify problem gamblersindividuals with gambling disorders 
or impose a liability for failure to do so; and  

(7) Notify participants who have requested to be excluded from house-banked card room licensees prior 
to the effective date of this rule of the new statewide program, provide them with the form, and 
information on how they can participate in the statewide self-exclusion program. This must be 
accomplished within three business day following the effective date of this rule; and 

(8) Establish procedures and systems for our review and approval, which: 
(a) Utilize player tracking systems and other electronic means, including checking all taxable 

patron winnings against the self-exclusion list, to assist in determining whether a participant 
has engaged in any authorized activities outlined in the chapter; and 

(b) Close player club memberships and accounts for participants.  Any points or benefits accrued 
in the participant’s existing loyalty program account, if any will expire based on the 
established expiry date(s) and no refund or replacement will be provided; and 

(c) Deny casino credit, check cashing privileges, player club membership, complementary goods 
and services, and other similar privileges and benefits to any participant; and 

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club 
materials or other promotional materials relative to gaming activities at house-banked card 
room licensees; and 

(e) Verify patrons who win a jackpot prize are not participants of the program before payment 
of funds; and 

(f) Ensures participants are not gambling in their establishment; and  
(g) Ensures the confidentiality of the identity and personal information of participants; and 
(h) All money and things of value, such as gaming chips, obtained by or owed to the participant 

as a result of prohibited wagers  or the purchase of chips and/or participating in authorized 
gambling activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the 
licensee will:   
 

(1) Issue a check for the same monetary value within three business days after 
collecting or refusing to pay any winnings from gambling or chips in the possession 
of a participant on the self-exclusion list to: 

(A) The problem gambling account created in RCW 42.05.751, and/or 
(B)  A charitable or nonprofit organization that provides problem gambling 

services or increases awareness about problem gambling; and  

(2) Document and retain for one year: 

(A) Surveillance evidence identifying the date, time, and amount of money or 
things of value forfeited, the name and identity verification of the participant 
on the self-exclusion list; and 

(B) A copy of the canceled check remitting the forfeited funds as required 
above. 

 
 
 
 

Commented [KP6]: “responsible gambling and gambling 
disorder” 

Commented [KP7]: “responsible gambling and gambling 
disorder” 



SELF-EXCLUSION RULES 
 
WAC 230-19-XXX Sharing the self-exclusion list. 

We may enter into Tribal-State Compacts with federally recognized Indian tribes or tribal enterprises that own 
gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion 
program.  The Tribal-State Compacts may allow for the mutual sharing of self-exclusion lists.   



From: Kevin Crum
To: Laydon, Ashlie (GMB)
Cc: Considine, Brian (GMB); Griffin, Tina (GMB); Rancour, Michelle (GMB); Chinn, John (GMB)
Subject: Re: Draft Self-Exclusion Rules for Review
Date: Monday, May 10, 2021 12:45:39 PM
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External Email

Hi Ashlie,

Thank you for the opportunity to review and comment on this rules package.  Our Sonoma player
rewards system currently is installed in 33+ licensed cardrooms in Washington and our system does
have the ability to mark player's as self excluded which then prevents any play or rewards activity to
be initiated form those accounts.  Our system could tie in to the new statewide system by way of an
External API that would allow our casino operator customers to ensure that they follow the new
requirements while using the same system they have been.  

Each player account in our system is tied their Driver's License or state issued ID number.  If the state's
system would allow us to query the state ID number on a periodic basis we could then
seamlessly update the accounts on the Sonoma side when they have been entered into the self
exclusion database.  It would be easiest to do that at a system level rather than casino by casino, but
we could make the system work either way.

What will be the process by which such an interface between our Sonoma system and the new
statewide system can be made to work together? How can I get started on that?

Kevin Crum
ABS Business Data, LLC

On Mon, May 3, 2021 at 11:38 AM Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
wrote:

Hello,

 

The Gambling Commission, pursuant to HB 1302 now codified in RCW 9.46.071, seeks
your review and input on draft rules establishing a statewide self-exclusion program.  The
goal of the Commission is to create a centralized, state-wide self-exclusion system that will
allow individuals to voluntarily self-exclude themselves from gambling at licensed house-
banked card rooms in a single request.  We are also trying to develop a system where Tribal
operators can connect into our system once it is established for the cardroom industry.

 

Attached are draft rules establishing this system for your review. All comments, questions,
and concerns are welcome. Please submit written feedback by May 14, 2021 at 5pm to
myself via email at ashlie.laydon@wsgc.wa.gov or through our website.
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Please contact me if you have any questions.

 

Thank you,

 

Ashlie Laydon

Rules Coordinator |  Legal and Records Division

Washington State Gambling Commission

P.O. Box 42400 | Olympia, WA  98504-2400

(  (360) 486-3473 | * ashlie.laydon@wsgc.wa.gov
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FYI…
 
Brian J. Considine
Legal and Legislative Manager
Washington State Gambling Commission
(360) 486-3469 (office)
(360) 485-8921 (mobile)
Brian.considine@wsgc.wa.gov

      
 
From: Kevin Zenishek <kzenishek@northernquest.com> 
Sent: Wednesday, May 5, 2021 11:09 AM
To: Considine, Brian (GMB) <brian.considine@wsgc.wa.gov>
Subject: FW: NOTICE: Gambling Commission Draft Self-Exclusion Rules for Review
 

External Email

Brian,
 
If you hadn’t caught it already, there is a typo in the section below. KZ
 
WAC 230-19-XXX Disclosure of Self-Exclusion Information
(1) Personal information submitted by a participant under the self-exclusion program is exempt from public
disclosure under the Public Records Act and may not be disseminated for any purpose other than the ,
administration of the self-exclusion program, or as otherwise permitted by law.
(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information
about any participant who has requested self-exclusion to anyone other than employees and agents of the house-
banked card room licensee whose duties and functions require access to such information.              
(3) The house-banked card room licensee may release the names and identifying information of participants on the
self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated
teller machines or other financial services. 

(a) The identifying information must be limited to the address, driver’s license or state issued identification
number, photograph, and physical description; and
(b) Only the name and identifying information may be disclosed to contracted service providers.  The
house-banked card room licensee must neither disclose the reasons for providing the name and identifying
information nor disclose that the person is on the self-exclusion list; and
(c) The house-banked card room licensee must require by written contract that the contracted service
provider implement measures designed to ensure the confidentiality of the names and identifying
information and to prohibit the release of the names and identifying information to any other person or
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SELF-EXCLUSION RULES



WAC 230-19-XXX  Purpose

The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the Commission, allowing a person with a gambling problem or gambling disorder to voluntary exclude themselves from licensed house-banked card rooms and participating tribal gaming facilities.

WAC 230-19-XXX Definitions

The following definitions apply only to this chapter:

(1) “Licensee” means the house-banked card room licensee.

(2) “Participant” means a person who has enrolled in the program. 

(3) “Self-Exclusion List” means a list maintained by the Commission of individuals who have requested to be voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the State of Washington.

(4) “Voluntary self-exclusion program” or “program” means the voluntary self-exclusion program authorized under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery.

WAC 230-19-XXX REQUEST FOR SELF-EXCLUSION

(1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-banked card room licensees by submitting a completed form, which we provide, in person at our office or at a house-banked card room licensee or by mail:

(a) In person at our office or at a house-banked card room licensee by:

(i) Submitting a completed form, which we provide; and

(ii) Providing proof of identity.  Acceptable forms of identification are: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders; or 

(b) Through the mail by:

(i) Submitting a completed form, which we provide.  The form must be notarized; and

(ii) Providing proof of identity.  Acceptable forms of identification are a copy of: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders.  Copies of photographs from identification will not be accepted. 

 (2) The form must be:

(a) Completed with no areas left blank, and

(b) Signed under penalty of perjury by the person seeking self-exclusion, and

(b) Be properly notarized if submitting by mail. 

(3) Upon receipt of a completed form, the licensee will forward it to us within 72 hours.  





WAC 230-19-XXX Period of Enrollment

(1) At the time of enrollment, the participant must select the period of self-exclusion:

(a)  One year, 

(b) Five years, or

(c) Ten years.

(2) The self-exclusion time period selected begins and the participant is considered enrolled:

(a) Upon receipt of the notarized form by mail or

(b) The date the completed form was accepted by a licensee or us when submitted in person.  

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of voluntary self-exclusion.  

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program.

WAC 230-19-XXX Voluntary self-exclusion

During the period of enrollment, the participant acknowledges and agrees: 

(1) The ultimate responsibility to limit access to all house-banked card rooms within the State remains theirs alone; and

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or rescinded for any reason; and

(3) The exclusion is in effect at all house-banked card room licensees in the State of Washington and participating Indian Gaming Facilities, which is subject to change,  and all services/amenities associated with these gaming facilities, including but not limited to, restaurants, bars, bowling, check cashing services, cash advances, etc.; and

(4) Player club memberships and accounts will be closed and any points or benefits accrued in the participant’s existing loyalty program account, if any, expire based on the established expiry date(s) and no refund or replacement will be provided; and

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other such privileges and benefits will be denied; and

(6) Disclosure of certain information is necessary to implement the participant’s request for self-exclusion; and

(7) If found on the premises of a house-banked card room licensee, for any reason other than to carry out their duties of employment at the licensed establishment, they may be charged with criminal trespass; and

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter will be forfeited under RCW 9.46.071; and 

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter.





WAC 230-19-XXX Disclosure of Self-Exclusion Information 

(1) Personal information submitted by a participant under the self-exclusion program is exempt from public disclosure under the Public Records Act and may not be disseminated for any purpose other than the , administration of the self-exclusion program, or as otherwise permitted by law.

(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information about any participant who has requested self-exclusion to anyone other than employees and agents of the house-banked card room licensee whose duties and functions require access to such information.	

(3) The house-banked card room licensee may release the names and identifying information of participants on the self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated teller machines or other financial services.  

(a) The identifying information must be limited to the address, driver’s license or state issued identification number, photograph, and physical description; and

(b) Only the name and identifying information may be disclosed to contracted service providers.  The house-banked card room licensee must neither disclose the reasons for providing the name and identifying information nor disclose that the person is on the self-exclusion list; and

(c) The house-banked card room licensee must require by written contract that the contracted service provider implement measures designed to ensure the confidentiality of the names and identifying information and to prohibit the release of the names and identifying information to any other person or entity; and

(d) The house-banked card room licensee must immediately report to us all instances of a participant accessessing or attempting to access the services provided by the contracted service providers.

WAC 230-19-XXX Licensee’s Responsibilities

Each house-banked card room licensee must:

(1) Make available to all patrons the self-exclusion form developed and provided by us; and

(2) Accept complete self-exclusion forms, verify the participant’s identity as required on the form, and forward the form to us within 72 hours of receipt; and

(3) Provide the participant with information and resources for problem gambling and gambling disorder treatment; and

(4) Designate a  person or persons to be the contact person with us for purposes of self-exclusion procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee’s procedures, and all other communications between us and the licensee for self-exclusion purposes; and

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the licensed premises, the licensee must take steps to:

(a) Immediately remove the person from the premises,

(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter, and 

(c) Notify us of the breach within 72 hours; and

(6) Train all new employees, within 3 days of hiring, and annually re-train  all employees who directly interact with gaming patrons in gaming areas.  The training must, at a minimum, consist of information concerning the nature of problem gambling, the procedures for requesting self-exclusion, and assisting patrons in obtaining information about problem gambling programs.  This section must not be construed to impose a duty upon employees of the licensee to identify problem gamblers or impose a liability for failure to do so; and 

(7) Notify participants who have requested to be excluded from house-banked card room licensees prior to the effective date of this rule of the new statewide program, provide them with the form, and information on how they can participate in the statewide self-exclusion program. This must be accomplished within three business day following the effective date of this rule; and

(8) Establish procedures and systems for our review and approval, which:

(a) Utilize player tracking systems and other electronic means, including checking all taxable patron winnings against the self-exclusion list, to assist in determining whether a participant has engaged in any authorized activities outlined in the chapter; and

(b) Close player club memberships and accounts for participants.  Any points or benefits accrued in the participant’s existing loyalty program account, if any will expire based on the established expiry date(s) and no refund or replacement will be provided; and

(c) Deny casino credit, check cashing privileges, player club membership, complementary goods and services, and other similar privileges and benefits to any participant; and

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club materials or other promotional materials relative to gaming activities at house-banked card room licensees; and

(e) Verify patrons who win a jackpot prize are not participants of the program before payment of funds; and

(f) Ensures participants are not gambling in their establishment; and 

(g) Ensures the confidentiality of the identity and personal information of participants; and

(h) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers  or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the licensee will:  



(1) Issue a check for the same monetary value within three business days after collecting or refusing to pay any winnings from gambling or chips in the possession of a participant on the self-exclusion list to:

(A) The problem gambling account created in RCW 42.05.751, and/or

(B)  A charitable or nonprofit organization that provides problem gambling services or increases awareness about problem gambling; and 

(2) Document and retain for one year:

(A) Surveillance evidence identifying the date, time, and amount of money or things of value forfeited, the name and identity verification of the participant on the self-exclusion list; and

(B) A copy of the canceled check remitting the forfeited funds as required above.











WAC 230-19-XXX Sharing the self-exclusion list.

We may enter into Tribal-State Compacts with federally recognized Indian tribes or tribal enterprises that own gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion program.  The Tribal-State Compacts may allow for the mutual sharing of self-exclusion lists.		




entity; and
(d) The house-banked card room licensee must immediately report to us all instances of a participant
accessessing or attempting to access the services provided by the contracted service providers.

 
 
 
 
Kevin Zenishek
Executive Director of Casino Operations
 
Northern Quest Resort & Casino
509.242.7000  Office
509.954.5915  Cell
kzenishek@northernquest.com     northernquest.com   
 

 

From: Rancour, Michelle (GMB) <michelle.rancour@wsgc.wa.gov> 
Sent: Tuesday, May 4, 2021 9:57 AM
To: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
Cc: Lies, Julie (GMB) <julie.lies@wsgc.wa.gov>; Griffin, Tina (GMB) <tina.griffin@wsgc.wa.gov>;
Considine, Brian (GMB) <brian.considine@wsgc.wa.gov>
Subject: [EXTERNAL] NOTICE: Gambling Commission Draft Self-Exclusion Rules for Review
 
Hello,
 
The Gambling Commission, pursuant to HB 1302 now codified in RCW 9.46.071, seeks your review
and input on draft rules establishing a statewide self-exclusion program.  The goal of the Commission
is to create a centralized, state-wide self-exclusion system that will allow individuals to voluntarily
self-exclude themselves from gambling at licensed house-banked card rooms in a single request.  We
are also trying to develop a system where Tribal operators can connect into our system once it is
established for the cardroom industry.
 
Attached are draft rules establishing this system for your review. All comments, questions, and
concerns are welcome. Please submit written feedback by May 14, 2021 at 5pm to myself via email
at ashlie.laydon@wsgc.wa.gov or through our website.
 
Please contact me if you have any questions.
 
Thank you,
 
Ashlie Laydon
Rules Coordinator |  Legal and Records Division
Washington State Gambling Commission
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Laydon, Ashlie (GMB)

From: laurie@playallstar.com
Sent: Friday, May 14, 2021 3:34 PM
To: Laydon, Ashlie (GMB)
Subject: Self-Exclusion Rules

External Email 
 
Ashlie, 
 
After reading the rules put forth by the Gambling Commission, I have a few comments and concerns. 
 
‐ On the request for self‐exclusion through the mail and having it "NOTARIZED" would not be something that a patron 
would most likely complete. All Star has received letter's in the mail from patrons that wish to be excluded from the 
casino for a period of time and usually have a phone number which we call and talk to them and discuss their length of 
exclusion and the rules we follow at our establishment. Them sending in a head and shoulders picture of themselves 
would probably not happen. These steps would deter patrons that need to exclude themselves from doing so with so 
many steps. This seems extreme for a "Voluntary" 
exclusion. 
 
‐ Period of enrollment seems extreme with options of 1, 5 or 10 years. I agree that problem gambling is a serious 
problem.  The process of keeping records for 10 years seems extreme. 
Patrons looks could be very different in 10 years.  When their expiration of the period of enrollment is reached, will the 
participant receive any notification? Maybe a letter asking if they want to further their self exclusion with updated 
information. 
 
‐ In businesses with other revenue sources and entertainment, patrons should have the choice to just exclude 
themselves from the casino not the entire business since this is "Voluntary." 
 
Laurie Myers 
All Star Lanes & Casino 
 



From: Considine, Brian (GMB)
To: Laydon, Ashlie (GMB)
Subject: FW: State-wide Self-Exclusion
Date: Wednesday, July 14, 2021 2:32:17 PM
Attachments: Voluntary Self Exclusion Best Practices.ECPG.July 2021.pdf

image003.png
image005.png

Doesn’t look like you were included…
 
Brian J. Considine
Legal and Legislative Manager
Washington State Gambling Commission
(360) 486-3469 (office)
(360) 485-8921 (mobile)
Brian.considine@wsgc.wa.gov

      
 
From: Maureen Greeley <Mlgreeley@evergreencpg.org> 
Sent: Wednesday, July 14, 2021 12:31 PM
To: Chinn, John (GMB) <john.chinn@wsgc.wa.gov>; Waldron, Roxane (HCA)
<roxane.waldron@hca.wa.gov>; kahlil.philander@wsu.edu; tylost@uw.edu
Cc: Robbins, Rashida (GMB) <rashida.robbins@wsgc.wa.gov>; Maureen Greeley
<Mlgreeley@evergreencpg.org>; Griffin, Tina (GMB) <tina.griffin@wsgc.wa.gov>; Considine, Brian
(GMB) <brian.considine@wsgc.wa.gov>; Patterson, Julia (GMB) <julia.patterson@wsgc.wa.gov>
Subject: RE: State-wide Self-Exclusion
 

External Email

Good afternoon!
 
John, thank you so much for including ECPG in this email.  While we agree
wholeheartedly that providing individuals with a state-wide system where they can
choose to register for a voluntary self-exclusion program once and be successfully barred
from multiple gaming locations across the state is fantastic (kudos to WSGC for moving
forward on this important initiative), I would like to address the concerns you listed
below.  I am also attaching a copy of our Council’s new briefing paper on Best Practices
and Broad Perspectives for Voluntary Self-Exclusion Program Development.  I hope
you will find it helpful as you continue the rules development process.
 
Because Voluntary Self-Exclusion programs are, first and foremost, tools for individuals
who believe that they have a problem with gambling and can voluntarily bar themselves
from entering one or more gambling venues to help prevent their gambling behaviors. 
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BEST PRACTICES AND BROAD PERSPECTIVES FOR 
VOLUNTARY SELF-EXCLUSION PROGRAM DEVELOPMENT 


 
 
The Evergreen Council on Problem Gambling (ECPG) is a 501(c)(3) nonprofit 
organization committed to providing services and programs for those with a 
gambling or gaming problem/Gambling Disorder, their families, employers, students, 
treatment professionals, and the greater community through gambling addiction 
treatment support, information and education, advocacy, research, and prevention 
efforts.  Founded in 1991, ECPG maintains a position of neutrality on gambling and 
gaming, recognizing that most people who gamble do so for recreation and suffer no 
serious problems.  However, for some, gambling becomes a serious addiction, 
devastating to the individual and family.   ECPG is the Washington State Affiliate of 
the National Council on Problem Gambling.  
 


 
ECPG MISSION 
 
The Evergreen Council on Problem Gambling is dedicated to increasing awareness of 
public health issues around problem gambling and gaming, expanding the availability 
and integration of services, and supporting advocacy, research, and programs for 
education, prevention, treatment, recovery, and responsible gambling and gaming. 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


Supporting the Gaming Industry’s efforts to provide information and tools to reduce 
harms by offering Voluntary Self-Exclusion Programs is an important part of ECPG’s 
work.   Our Council provides this brief overview of Best Practices and Broad 
Perspectives to assist Gaming Operators in developing Voluntary Self-Exclusion 
Programs that are designed to help and empower people in getting the help they 
need to address their gambling problems and achieve their health goals.  
 


 
CONTENTS: 
 


Introduction 


Expectations and Purpose 


Guest Interaction and Registration 


Support Services and Resources 


Self-Exclusion Period/Term Options 


Self-Exclusion Extension and/or Active Reinstatement 


Compliance and Breaches of Agreement 


Promoting Awareness of Self-Exclusion Program 


Breaking Down Barriers 


References and Resources 


 
Note:  This is a brief overview only.  Each content area has many components to 
consider and will, undoubtedly, bring up additional questions.  Please do not hesitate 
to let our ECPG Staff know if there are other ways we can assist in discussions, 
planning, and program development.  
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
INTRODUCTION 
 
Self-exclusion is, first and foremost, a tool for individuals who believe that they have 
a problem with gambling and can voluntarily bar themselves from entering one or 
more gambling venues to help prevent their gambling behaviors.  Most people 
report that they decided to self-exclude themselves, although family and friends may 
also play a role in the decision to self-exclude.  Financial problems often constitute 
the main reason for self-exclusion and most people report that they are unable to 
stop gambling of their own accord.  Severe financial hardship, stress caused by their 
gambling problems that affect their physical and mental health, desperation, and 
suicidal thoughts are all among the feelings shared by individuals as they 
contemplate signing up for Self-Exclusion Programs.  
 
When people are considering self-exclusion, they are looking for help.  Voluntary 
Self-Exclusion Programs are important tools that the Gaming Industry can offer their 
guests to enhance customer service and corporate responsibility, support harm-
minimization, and assist self-excluding individuals to get the help they need to 
address their problems and achieve their goals.  Self-Exclusion programs should help 
and empower people, not make them feel like criminals.   Here is some of the 
information gleaned from research that may be helpful when considering 
development of Self-Exclusion Programs.   
 


Despite evidence for effectiveness, only a small proportion of individuals with 
gambling-related problems or Gambling Disorder ever seek treatment and support 
resources for their problem.  Voluntary self-exclusion (VSE) programs are an ideal 
circumstance to engage individuals who are reluctant or have not yet sought formal 
treatment, given that individuals are already electing to prevent themselves from 
gambling through self-exclusion.  (Yakovenko, I., & Hodgins, D. (2021).  Effectiveness 
of a voluntary casino self-exclusion online self-management program.  Internet 
Interventions 23 (2021) 100354 Elsevier B.V.) 
 
 
This self-directed intervention is often the first serious attempt a person makes to 
control their gambling (Blaszcynski et al. 2004).   
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
Participants in self-exclusion programs state that the program had been very helpful 
in regaining control of their financial affairs and overcoming relationship problems.  
Furthermore, many participants found the process of enrolling into the program 
empowering and saw it as the start of their recovery. (Croucher et al. 2006) 
 
Benefits include participants reporting decreases in gambling expenditure and 
improved financial circumstances; decreases in gambling frequency and time spent 
gambling; reduction in problem gambling severity and negative consequences of 
gambling; reduction in related psychological difficulties including depression and 
anxiety; and feeling they have more control of their circumstances. (Gainsbury 2014) 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


EXPECTATIONS AND PURPOSE 
 
For Voluntary Self-Exclusion Programs to be effective, clear information about the 
self-exclusion program and wide promotion of the program are both important. 
Casino staff and Tribal Gaming Authority/Regulators should have an effective 
training program for all staff who have a role in enforcing the self-exclusion program, 
including refresher training.   
 
“The features and principles of a self-exclusion program should be fully understood 
by individuals who wish to self-exclude, employees of gaming venues, gaming venue 
operations, and regulatory bodies.  This is essential in order to clarify expectations 
regarding the role and limits of all parties including legal and governmental 
authorities and avoid unrealistic expectations and unfair criticisms.”  (Gainsbury 2014) 


 
Some of the areas that must be covered with the guest at the time of Self-Exclusion 
Registration (pursuant to the Gaming Venue’s Policies and Procedures): 
 


• Agreement not to enter gaming areas, not to play gaming machines, or not to 
enter the venue at all 


• Authorizing Casino/Regulatory staff to stop them from entering or remaining 
in a gaming area or venue from which they are excluded 


• Accept their personal responsibility to stay away from the venue 


• Clear roles and expectations, including how compliance breaches will be 
managed; and how Self-Exclusion Extensions or Reinstatements are handled 


• Clear description of Self-Exclusion term options – let the individual choose, do 
NOT lead them into any particular option 


• Clear information on player cards and loyalty points (does individual have 
more than one player card or is registered under more than one name?)  


• Cessation of promotional materials 


• Winnings forfeiture policies 


• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
 


GUEST INTERACTION AND REGISTRATION 
 
Registration in a Voluntary Self-Exclusion Program should not be cumbersome or 
stigmatizing to the guest.  Staff training at multiple access points is key to ensuring 
consistency and a professional process. 
 


• Make registration available at multiple access points (casino, TGA and/or 
Corporate offices; Health Care services location; casino hotel guest services…) 


• Registration should take place in a comfortable, private, friendly setting that 
ensures confidentiality and respects the individual (don’t make them feel like 
a criminal or engage in stigmatizing behaviors and verbal communications – 
encourage the guest in making healthy gaming choices that can include self-
exclusion as an individual tool to support those choices.) 


• Ensure all processes and procedures are consistent regardless of where 
registration takes place (use the same forms; take the same type and size of 
picture; same staff training…) 


• Staff interacting with guests during the Self-Exclusion Registration should be 
specially selected and trained to provide a responsive, respectful, and 
professional process.  Trained “Ambassadors/Supervisors” should conduct 
meeting, explanations, and registration.  


o Do not offer the guest an opportunity to engage in “one last bet” or to 
“finish spending their free-play money.”  


o Self-Exclusion Registration should be handled discreetly and in a timely 
fashion.  It is best to offer the guest a seat in a comfortable, quiet, 
private area.  If, for any reason, the guest is asked to wait for assistance 
with Self-Exclusion Registration, do not offer or ask the guest to wait at 
a gaming machine or gaming table, or within or near the gaming floor. 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
SUPPORT SERVICES AND RESOURCES 
 
Ensure that information on resources and/or actual resources are available to assist 
players.  
 


• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 


   
 
People using self-exclusion programs noted the following items that should be 
stronger:  Many gamblers felt that the programs did not provide them with sufficient 
resources on problem gambling treatment and support during the ban period; that 
the detection process was not strong enough; the program was not well advertised; 
and they should be able to renew a self-exclusion agreement without going back to 
the casino (Ladouceur et al. 2000). 
 
All self-exclusion participants’ names must be removed from marketing lists and 
participants should be made aware that any winnings during the self-exclusion 
period (indicating the individual has breached the self-exclusion agreement) will be 
forfeited and made available to a Tribal or nonprofit organization that supports 
prevention/awareness, treatment, and recovery support for those affected by 
problem gambling.   
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
SELF-EXCLUSION PERIOD/TERM OPTIONS 
(No Early Reinstatement Options) 
 
Periods of self-exclusion in gaming venues across the world vary substantially. But 
most often options range from 6 months to irrevocable lifetime bans. 
 
Almost all research indicates that it is best to offer a range of exclusion time periods.  
ECPG recommends a minimum of 1 year to allow individuals sufficient time to enter 
treatment if desired. Longer bans may be more effective, and ECPG recommends 
offering the Lifetime (irrevocable) option for those who might choose it.  Offer one 
or two other interim options (2 years and/or 3 years) that are not Lifetime so that 
individuals have choices that do not deter them from registering for the self-
exclusion program when only a Lifetime exclusion is offered.  “In general, most 
participants felt that longer bans were better because they felt that most gamblers 
with problems do not realize how serious their problems are at the time of self-
exclusion.  Most participants recommended a minimum ban length of one year 
because they felt that shorter bans were easy to wait-out and did not provide 
enough time for people who had self-excluded to stabilize and develop healthier 
behaviours.”  (Responsible Gambling Council, 2008) 
 


ECPG RECOMMENDED SELF-EXCLUSION TERMS: 
 
1 year 
 
2 year 
 
3 year 
 
Lifetime (irrevocable) 
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SELF-EXCLUSION EXTENSION AND/OR ACTIVE REINSTATEMENT 
 
A reinstatement process should be put in place before the self-excluded individual is 
permitted re-entry into casino/gaming facilities.  Prior to the end of the self-
exclusion term, individuals should be contacted with appropriate information and 
clear details regarding reinstatement requirements.  Individuals should be able to 
extend the Self-Exclusion period.   
 
ECPG recommends an Active Reinstatement Process, whereby the individual must 
apply to be reinstated (preferably in writing). This allows, yet again, an opportunity 
to provide the individual with support and information regarding treatment and 
support resources, rather than a Passive Reinstatement where the individual can 
automatically re-enter the casino after the end of the exclusion period.  If the 
individual does not initiate reinstatement prior to the initial term end, then the ban, 
as well as any consequences for breaches, would continue in force.  (NOTE:  This 
needs to be clearly stated on Self-Exclusion forms and materials and explained 
carefully to the individual – suggest signing/initially next to this provision). 
 
Even if reinstatement is granted, suggest a 30-day waiting period after approval and 
resend a package with information on problem and responsible gambling, treatment 
and recovery resources, and financial management counseling options.   
 
Determine how many times you want to offer an extension before the ban should be 
permanent.  Suggestion:  Initial Self-Exclusion; Second (Extension); with Third 
Request – consider initiating Lifetime Self-Exclusion as permanent/irrevocable ban. 
 
  
 
 
  







 


 10 


EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
COMPLIANCE AND BREACHES OF AGREEMENT; CONSEQUENCES 
(Enforcement and Support) 
 
Be clear upfront on what the consequences are and make sure you use any breach as 
another opportunity to share treatment and support resources with respect and 
confidentiality.  Potential consequences might include: 


• Verbal warning and/or warning letter – in discreet and respectful meeting 
with a trained Ambassador/Supervisor 


• Escorted off premises 


• Trespass charge 


• Fines (not recommended by ECPG) 


• Forfeiture of any winnings while Self-Excluded (winnings to go to Tribal or 
nonprofit program for problem gambling prevention/awareness, treatment, 
and recovery supports.) 
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PROMOTING AWARENESS OF SELF-EXCLUSION PROGRAM  
 
Most gaming venues have great opportunities to advertise self-exclusion programs 
on their websites and through print materials and displays throughout the casino, 
including in “discreet locations” such as restrooms; on ATM machines; potential for 
information kiosk/Responsible Gaming Center within casino. 
 
Promotion of the self-exclusion program as well as support services and resources 
should be available at the casino as well as information provided in the general 
community and through health and mental health centers and other relevant 
support services.  Relevant professionals (treatment professionals, financial 
counselors, court systems) should all be informed about the program so that they 
may refer clients as appropriate.  
 
A major aspect of promoting self-exclusion programs is educating casino/gaming 
staff, Tribal Gaming Authority and other regulatory staff at every level on the 
program.  Anyone interacting with a guest should be aware of the program and how 
to access it in a timely manner.   Create a Culture of Responsible Gaming throughout 
your venue and at all levels – from the top down. 
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BREAKING DOWN BARRIERS 
 
Individuals who have experienced the self-exclusion process report mixed feelings in 
a wide variety of studies and reports.  When the staff is supportive and 
compassionate, the guest felt comfortable.  Often, however, reports that staff were 
rude, uncaring, and disrespectful, or staff and situations (isolated dark rooms behind 
the security office; noisy areas that didn’t offer privacy) that made the guest feel 
“like a criminal” were barriers. 
 
 
It is important to remove any unnecessary complexities in the application and 
registration process, including for those who have limited proficiencies in English, 
and unnecessary legal jargon….Individuals should have the ability to enact 
agreements away from gaming venues, such as at a central administrative office, 
with a health or mental health treatment provider or legal professional, or via the 
Internet or mail.  (Gainsbury 2014) 
 
During the process of enrollment, privacy and confidentiality were an important 
concern.  Venue staffs’ attitude was also frequently criticized: staff members were 
perceived as not sufficiently briefed on the process and did not provide reasonable 
sensitivity, encouragement, or support.  (Hing, Nuske, et al, 2015; Hing et al, 2014).   
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And, because Voluntary Self-Exclusion Programs are important tools that the Gaming
Industry can offer their guests to enhance customer service and corporate responsibility,
support harm-minimization, and assist self-excluding individuals to get the help they
need to address their problems and achiever their goals.  We believe the best way to
accomplish this is to ensure that registration in voluntary self-exclusion programs in
Washington State is available at multiple access points (casino/card room, TGA, Health
Care services location; through WSGC, via Internet, and more).  If that means that more
than one list must be kept at different locations, while not optimal, it should be offered.
 
The key here is to make this tool as easily accessible as possible.  And so, it is crucial that
all processes and procedures (wherever and however the registration takes place) are
consistent. All registration points must use the same forms; take the same type and size
of picture; provide training for their staff who will be interacting with registrants; and
ensure that accurate and meaningful information on treatment referrals and support
services are discussed with the individual when they register. 
 
For many people, Voluntary Self-Exclusion is their first step in seeking help (and it is a
difficult step to make).  It is far more than an enforcement/regulatory system – it is a
harm-minimization and treatment support opportunity that must be offered to the full
extent possible.
 
Therefore, ECPG would highly recommend that WSGC and stakeholders add to the rule-
making discussions ways in which to make the State-wide Voluntary Self-Exclusion
Program accessible to individuals at as many locations as possible, particularly within
Washington State Casinos and Card Rooms.
 
Happy to discuss further and/or help support your efforts.
 
Warmly,
 
~Maureen
 

Maureen L. Greeley
Executive Director
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From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov> 
Sent: Tuesday, June 29, 2021 8:48 AM
To: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov>; Maureen Greeley
<Mlgreeley@evergreencpg.org>; kahlil.philander@wsu.edu; tylost@uw.edu
Cc: Robbins, Rashida (GMB) <rashida.robbins@wsgc.wa.gov>
Subject: State-wide Self-Exclusion
 
Greetings,
 
In working through the rules development process we are looking for feedback from the clinical and
research communities on a specific area of concern.
 
The current state of self-exclusion in the House-Banked Card Rooms in Washington consists of
individual lists that are not shared. Currently an individual enters into an agreement with a house-
banked card room to self-exclude themselves from that place of business. This creates a less than
ideal situation in assisting individuals in dealing with their gambling problem or gambling disorder.
Once the state-wide system is operational licensees will be required to notify individuals on their
self-exclusion lists of the state-wide system and provide a means of taking advantage the new
system. Not all will respond so the licensees will be required to maintain both their individual lists as
well as the state-wide list.
 
Our question, should the licensees be prohibited from adding individuals to their proprietary self-
exclusion list instead of the state-wide system? From an operational perspective the simple answer
is yes, but this doesn’t take in to consideration the clinical perspective. We would like your feedback
on the merits of requiring only using the state-wide system going forward and not adding new
names to the individual site-specific lists.
 
I would appreciate your feedback by July 9, 2021. If you have any questions please contact me at
john.chinn@wsgc.wa.gov
 
Thank you,
 
John Chinn
Project Manager
WSGC

https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.evergreencpg.org%2F&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C58aa40f596f3434c6dc708d9470ecf9c%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637618951369433864%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=cwDxpdOwfzd%2FaOroHDHSA31QI439Dw%2FnPqygieO3kJw%3D&reserved=0
mailto:john.chinn@wsgc.wa.gov
mailto:roxane.waldron@hca.wa.gov
mailto:Mlgreeley@evergreencpg.org
mailto:kahlil.philander@wsu.edu
mailto:tylost@uw.edu
mailto:rashida.robbins@wsgc.wa.gov
mailto:john.chinn@wsgc.wa.gov


 
 
 
 

BEST PRACTICES AND BROAD PERSPECTIVES FOR 
VOLUNTARY SELF-EXCLUSION PROGRAM DEVELOPMENT 

 
 
The Evergreen Council on Problem Gambling (ECPG) is a 501(c)(3) nonprofit 
organization committed to providing services and programs for those with a 
gambling or gaming problem/Gambling Disorder, their families, employers, students, 
treatment professionals, and the greater community through gambling addiction 
treatment support, information and education, advocacy, research, and prevention 
efforts.  Founded in 1991, ECPG maintains a position of neutrality on gambling and 
gaming, recognizing that most people who gamble do so for recreation and suffer no 
serious problems.  However, for some, gambling becomes a serious addiction, 
devastating to the individual and family.   ECPG is the Washington State Affiliate of 
the National Council on Problem Gambling.  
 

 
ECPG MISSION 
 
The Evergreen Council on Problem Gambling is dedicated to increasing awareness of 
public health issues around problem gambling and gaming, expanding the availability 
and integration of services, and supporting advocacy, research, and programs for 
education, prevention, treatment, recovery, and responsible gambling and gaming. 
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Supporting the Gaming Industry’s efforts to provide information and tools to reduce 
harms by offering Voluntary Self-Exclusion Programs is an important part of ECPG’s 
work.   Our Council provides this brief overview of Best Practices and Broad 
Perspectives to assist Gaming Operators in developing Voluntary Self-Exclusion 
Programs that are designed to help and empower people in getting the help they 
need to address their gambling problems and achieve their health goals.  
 

 
CONTENTS: 
 

Introduction 

Expectations and Purpose 

Guest Interaction and Registration 

Support Services and Resources 

Self-Exclusion Period/Term Options 

Self-Exclusion Extension and/or Active Reinstatement 

Compliance and Breaches of Agreement 

Promoting Awareness of Self-Exclusion Program 

Breaking Down Barriers 

References and Resources 

 
Note:  This is a brief overview only.  Each content area has many components to 
consider and will, undoubtedly, bring up additional questions.  Please do not hesitate 
to let our ECPG Staff know if there are other ways we can assist in discussions, 
planning, and program development.  
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INTRODUCTION 
 
Self-exclusion is, first and foremost, a tool for individuals who believe that they have 
a problem with gambling and can voluntarily bar themselves from entering one or 
more gambling venues to help prevent their gambling behaviors.  Most people 
report that they decided to self-exclude themselves, although family and friends may 
also play a role in the decision to self-exclude.  Financial problems often constitute 
the main reason for self-exclusion and most people report that they are unable to 
stop gambling of their own accord.  Severe financial hardship, stress caused by their 
gambling problems that affect their physical and mental health, desperation, and 
suicidal thoughts are all among the feelings shared by individuals as they 
contemplate signing up for Self-Exclusion Programs.  
 
When people are considering self-exclusion, they are looking for help.  Voluntary 
Self-Exclusion Programs are important tools that the Gaming Industry can offer their 
guests to enhance customer service and corporate responsibility, support harm-
minimization, and assist self-excluding individuals to get the help they need to 
address their problems and achieve their goals.  Self-Exclusion programs should help 
and empower people, not make them feel like criminals.   Here is some of the 
information gleaned from research that may be helpful when considering 
development of Self-Exclusion Programs.   
 

Despite evidence for effectiveness, only a small proportion of individuals with 
gambling-related problems or Gambling Disorder ever seek treatment and support 
resources for their problem.  Voluntary self-exclusion (VSE) programs are an ideal 
circumstance to engage individuals who are reluctant or have not yet sought formal 
treatment, given that individuals are already electing to prevent themselves from 
gambling through self-exclusion.  (Yakovenko, I., & Hodgins, D. (2021).  Effectiveness 
of a voluntary casino self-exclusion online self-management program.  Internet 
Interventions 23 (2021) 100354 Elsevier B.V.) 
 
 
This self-directed intervention is often the first serious attempt a person makes to 
control their gambling (Blaszcynski et al. 2004).   
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Participants in self-exclusion programs state that the program had been very helpful 
in regaining control of their financial affairs and overcoming relationship problems.  
Furthermore, many participants found the process of enrolling into the program 
empowering and saw it as the start of their recovery. (Croucher et al. 2006) 
 
Benefits include participants reporting decreases in gambling expenditure and 
improved financial circumstances; decreases in gambling frequency and time spent 
gambling; reduction in problem gambling severity and negative consequences of 
gambling; reduction in related psychological difficulties including depression and 
anxiety; and feeling they have more control of their circumstances. (Gainsbury 2014) 
 
  



 

 5 

EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 

EXPECTATIONS AND PURPOSE 
 
For Voluntary Self-Exclusion Programs to be effective, clear information about the 
self-exclusion program and wide promotion of the program are both important. 
Casino staff and Tribal Gaming Authority/Regulators should have an effective 
training program for all staff who have a role in enforcing the self-exclusion program, 
including refresher training.   
 
“The features and principles of a self-exclusion program should be fully understood 
by individuals who wish to self-exclude, employees of gaming venues, gaming venue 
operations, and regulatory bodies.  This is essential in order to clarify expectations 
regarding the role and limits of all parties including legal and governmental 
authorities and avoid unrealistic expectations and unfair criticisms.”  (Gainsbury 2014) 

 
Some of the areas that must be covered with the guest at the time of Self-Exclusion 
Registration (pursuant to the Gaming Venue’s Policies and Procedures): 
 

• Agreement not to enter gaming areas, not to play gaming machines, or not to 
enter the venue at all 

• Authorizing Casino/Regulatory staff to stop them from entering or remaining 
in a gaming area or venue from which they are excluded 

• Accept their personal responsibility to stay away from the venue 

• Clear roles and expectations, including how compliance breaches will be 
managed; and how Self-Exclusion Extensions or Reinstatements are handled 

• Clear description of Self-Exclusion term options – let the individual choose, do 
NOT lead them into any particular option 

• Clear information on player cards and loyalty points (does individual have 
more than one player card or is registered under more than one name?)  

• Cessation of promotional materials 

• Winnings forfeiture policies 

• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 
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GUEST INTERACTION AND REGISTRATION 
 
Registration in a Voluntary Self-Exclusion Program should not be cumbersome or 
stigmatizing to the guest.  Staff training at multiple access points is key to ensuring 
consistency and a professional process. 
 

• Make registration available at multiple access points (casino, TGA and/or 
Corporate offices; Health Care services location; casino hotel guest services…) 

• Registration should take place in a comfortable, private, friendly setting that 
ensures confidentiality and respects the individual (don’t make them feel like 
a criminal or engage in stigmatizing behaviors and verbal communications – 
encourage the guest in making healthy gaming choices that can include self-
exclusion as an individual tool to support those choices.) 

• Ensure all processes and procedures are consistent regardless of where 
registration takes place (use the same forms; take the same type and size of 
picture; same staff training…) 

• Staff interacting with guests during the Self-Exclusion Registration should be 
specially selected and trained to provide a responsive, respectful, and 
professional process.  Trained “Ambassadors/Supervisors” should conduct 
meeting, explanations, and registration.  

o Do not offer the guest an opportunity to engage in “one last bet” or to 
“finish spending their free-play money.”  

o Self-Exclusion Registration should be handled discreetly and in a timely 
fashion.  It is best to offer the guest a seat in a comfortable, quiet, 
private area.  If, for any reason, the guest is asked to wait for assistance 
with Self-Exclusion Registration, do not offer or ask the guest to wait at 
a gaming machine or gaming table, or within or near the gaming floor. 
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SUPPORT SERVICES AND RESOURCES 
 
Ensure that information on resources and/or actual resources are available to assist 
players.  
 

• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 

   
 
People using self-exclusion programs noted the following items that should be 
stronger:  Many gamblers felt that the programs did not provide them with sufficient 
resources on problem gambling treatment and support during the ban period; that 
the detection process was not strong enough; the program was not well advertised; 
and they should be able to renew a self-exclusion agreement without going back to 
the casino (Ladouceur et al. 2000). 
 
All self-exclusion participants’ names must be removed from marketing lists and 
participants should be made aware that any winnings during the self-exclusion 
period (indicating the individual has breached the self-exclusion agreement) will be 
forfeited and made available to a Tribal or nonprofit organization that supports 
prevention/awareness, treatment, and recovery support for those affected by 
problem gambling.   
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SELF-EXCLUSION PERIOD/TERM OPTIONS 
(No Early Reinstatement Options) 
 
Periods of self-exclusion in gaming venues across the world vary substantially. But 
most often options range from 6 months to irrevocable lifetime bans. 
 
Almost all research indicates that it is best to offer a range of exclusion time periods.  
ECPG recommends a minimum of 1 year to allow individuals sufficient time to enter 
treatment if desired. Longer bans may be more effective, and ECPG recommends 
offering the Lifetime (irrevocable) option for those who might choose it.  Offer one 
or two other interim options (2 years and/or 3 years) that are not Lifetime so that 
individuals have choices that do not deter them from registering for the self-
exclusion program when only a Lifetime exclusion is offered.  “In general, most 
participants felt that longer bans were better because they felt that most gamblers 
with problems do not realize how serious their problems are at the time of self-
exclusion.  Most participants recommended a minimum ban length of one year 
because they felt that shorter bans were easy to wait-out and did not provide 
enough time for people who had self-excluded to stabilize and develop healthier 
behaviours.”  (Responsible Gambling Council, 2008) 
 

ECPG RECOMMENDED SELF-EXCLUSION TERMS: 
 
1 year 
 
2 year 
 
3 year 
 
Lifetime (irrevocable) 
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SELF-EXCLUSION EXTENSION AND/OR ACTIVE REINSTATEMENT 
 
A reinstatement process should be put in place before the self-excluded individual is 
permitted re-entry into casino/gaming facilities.  Prior to the end of the self-
exclusion term, individuals should be contacted with appropriate information and 
clear details regarding reinstatement requirements.  Individuals should be able to 
extend the Self-Exclusion period.   
 
ECPG recommends an Active Reinstatement Process, whereby the individual must 
apply to be reinstated (preferably in writing). This allows, yet again, an opportunity 
to provide the individual with support and information regarding treatment and 
support resources, rather than a Passive Reinstatement where the individual can 
automatically re-enter the casino after the end of the exclusion period.  If the 
individual does not initiate reinstatement prior to the initial term end, then the ban, 
as well as any consequences for breaches, would continue in force.  (NOTE:  This 
needs to be clearly stated on Self-Exclusion forms and materials and explained 
carefully to the individual – suggest signing/initially next to this provision). 
 
Even if reinstatement is granted, suggest a 30-day waiting period after approval and 
resend a package with information on problem and responsible gambling, treatment 
and recovery resources, and financial management counseling options.   
 
Determine how many times you want to offer an extension before the ban should be 
permanent.  Suggestion:  Initial Self-Exclusion; Second (Extension); with Third 
Request – consider initiating Lifetime Self-Exclusion as permanent/irrevocable ban. 
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COMPLIANCE AND BREACHES OF AGREEMENT; CONSEQUENCES 
(Enforcement and Support) 
 
Be clear upfront on what the consequences are and make sure you use any breach as 
another opportunity to share treatment and support resources with respect and 
confidentiality.  Potential consequences might include: 

• Verbal warning and/or warning letter – in discreet and respectful meeting 
with a trained Ambassador/Supervisor 

• Escorted off premises 

• Trespass charge 

• Fines (not recommended by ECPG) 

• Forfeiture of any winnings while Self-Excluded (winnings to go to Tribal or 
nonprofit program for problem gambling prevention/awareness, treatment, 
and recovery supports.) 
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PROMOTING AWARENESS OF SELF-EXCLUSION PROGRAM  
 
Most gaming venues have great opportunities to advertise self-exclusion programs 
on their websites and through print materials and displays throughout the casino, 
including in “discreet locations” such as restrooms; on ATM machines; potential for 
information kiosk/Responsible Gaming Center within casino. 
 
Promotion of the self-exclusion program as well as support services and resources 
should be available at the casino as well as information provided in the general 
community and through health and mental health centers and other relevant 
support services.  Relevant professionals (treatment professionals, financial 
counselors, court systems) should all be informed about the program so that they 
may refer clients as appropriate.  
 
A major aspect of promoting self-exclusion programs is educating casino/gaming 
staff, Tribal Gaming Authority and other regulatory staff at every level on the 
program.  Anyone interacting with a guest should be aware of the program and how 
to access it in a timely manner.   Create a Culture of Responsible Gaming throughout 
your venue and at all levels – from the top down. 
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BREAKING DOWN BARRIERS 
 
Individuals who have experienced the self-exclusion process report mixed feelings in 
a wide variety of studies and reports.  When the staff is supportive and 
compassionate, the guest felt comfortable.  Often, however, reports that staff were 
rude, uncaring, and disrespectful, or staff and situations (isolated dark rooms behind 
the security office; noisy areas that didn’t offer privacy) that made the guest feel 
“like a criminal” were barriers. 
 
 
It is important to remove any unnecessary complexities in the application and 
registration process, including for those who have limited proficiencies in English, 
and unnecessary legal jargon….Individuals should have the ability to enact 
agreements away from gaming venues, such as at a central administrative office, 
with a health or mental health treatment provider or legal professional, or via the 
Internet or mail.  (Gainsbury 2014) 
 
During the process of enrollment, privacy and confidentiality were an important 
concern.  Venue staffs’ attitude was also frequently criticized: staff members were 
perceived as not sufficiently briefed on the process and did not provide reasonable 
sensitivity, encouragement, or support.  (Hing, Nuske, et al, 2015; Hing et al, 2014).   
 
 
 
 
 
 
 
  



 

 13 

EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 

 
RESOURCES AND REFERENCES 
 
 
Croucher, J.S., Croucher, R.F., & Leslie, J.R. (2006) Report of the Pilot Study on the 
Self-Exclusion Program conducted by GameChange (NSW). 
 
Gainsbury, S.M. (2014) Review of self-exclusion from gambling venues as an 
intervention for problem gambling.  Journal of Gambling Studies, 30(2), 229-251.   
 
Hing, N., Nuske, E., Tolchard, B, & Russell, A (2015). What influences the types of help 
that problem gamblers choose?  A preliminary grounded theory model.  International 
Journal of Mental Health Addiction, 13(2), 241-256.   
 
Hing, N. Tolchard, B., Nuske, E., Holdsworth, L. & Tiyce, M. (2014).  A process 
evaluation of a self-exclusion program: A qualitative investigation from the 
perspective of excluders and non-excluders.  International Journal of Mental Health 
and Addiction, 12(4), 509-523. 
 
Ladouceur, R., Jacques, C., Giroux, I., Ferland, F., & Leblond, J. (2000) Analysis of a 
casino’s self-exclusion program.  Journal of Gambling Studies 16, 453-460 
 
Responsible Gambling Council (2008) From Enforcement to Assistance: Evolving Best 
Practices in Self-Exclusion 
 
Yakovenko, I., & Hodgins, D. (2021)  Effectiveness of a voluntary casino self-exclusion 
online self-management program.  Internet Interventions 23 (2021) 100354 Elsevier 
B.V. 
 
 
 
   
 
 
 



1

Rules Coordinator (GMB)

From: dan.heisel@watech.wa.gov on behalf of WSGC Web <no.reply@wsgc.wa.gov>
Sent: Thursday, April 29, 2021 3:07 PM
To: Rules Coordinator (GMB)
Subject: Request for Public Comment Submission from wsgc.wa.gov

External Email 
 
Submitted on Thursday, April 29, 2021 ‐ 3:04pm Submitted by anonymous user: 131.191.55.234 Submitted values are: 
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Thanks, I will circulate to the PGTF today.
 
Brian and John, I’m really surprised that this language still says that forfeited funds can be sent to *either* the state pg fund and/or a ‘non-profit charitable
org,’ despite the fact that non-Tribal venues
are required to pay the business and occupation tax into the problem gambling account.
 
Here’s my suggested language, which I will also forward to Ashlie:
 

I’m also going to check with California about their language that forfeited funds go into their state pg program account.
 
Thanks for your continued support for the State Problem Gambling Program.
 

 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov

 
 
 

From: Considine, Brian (GMB) <brian.considine@wsgc.wa.gov> 
Sent: Monday, May 3, 2021 11:44 AM
To: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov>
Cc: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>; Chinn, John (GMB) <john.chinn@wsgc.wa.gov>
Subject: Self-exclusion Proposed Draft Rules
 
Hello Roxane,
 
Attached are the Gambling Commission’s proposed draft self-exclusion rules that we are sending out to stakeholders today.  I’m sending them to
you for HCA’s review and comment.
 
Also, I’m hoping you’ll send them to the PGTF, if that is appropriate.  I think that is what was done with Lottery’s proposed rules; however, I can
send it out to the PGTF if you prefer that route.
 
Additionally, WSGC wants to ensure the greater behavioral health community has an opportunity to review and comment on these rules.  We are
sending them to ECPG and the researchers who worked on the problem gambling study.  However, please let me know if you recommend we
send it to additional groups or people.
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All comments, questions, concerns are welcome and please submit written feedback to Ashlie Laydon, WSGC’s Rules Coordinator, by May 14,
2021 at 5pm.  Comments can be sent directly to her at ashlie.laydon@wsgc.wa.gov or through our website.
 
Please let me know if you have any questions.
 
Thank you,
 
Brian
 
 
Brian J. Considine
Legal and Legislative Manager
Washington State Gambling Commission
(360) 486-3469 (office)
(360) 485-8921 (mobile)
Brian.considine@wsgc.wa.gov
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From: Waldron, Roxane (HCA)
To: Laydon, Ashlie (GMB)
Cc: Considine, Brian (GMB); Chinn, John (GMB)
Subject: Comments on Self-Exclusion Rules -- Stakeholder review
Date: Monday, May 3, 2021 12:30:28 PM
Attachments: 04282021 Self Exclusion Rules Stakeholder Review_R Waldron.docx
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Hi Ashlie,
 
Here are my few comments on the rules—as you saw in my last email, my major concern is with the
language for the forfeiture of self-exclusion funds.
 
Thanks,
 

 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov
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SELF-EXCLUSION RULES



WAC 230-19-XXX  Purpose

The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the Commission, allowing a person with a gambling problem or gambling disorder to voluntary exclude themselves from licensed house-banked card rooms and participating tribal gaming facilities.

WAC 230-19-XXX Definitions

The following definitions apply only to this chapter:

(1) “Licensee” means the house-banked card room licensee.

(2) “Participant” means a person who has enrolled in the program. 

(3) “Self-Exclusion List” means a list maintained by the Commission of individuals who have requested to be voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the State of Washington.

(4) “Voluntary self-exclusion program” or “program” means the voluntary self-exclusion program authorized under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery.

WAC 230-19-XXX REQUEST FOR SELF-EXCLUSION

(1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-banked card room licensees by submitting a completed form, which we provide, in person at our office or at a house-banked card room licensee or by mail:

(a) In person at our office or at a house-banked card room licensee by:

(i) Submitting a completed form, which we provide; and

(ii) Providing proof of identity.  Acceptable forms of identification are: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders; or 

(b) Through the mail by:

(i) Submitting a completed form, which we provide.  The form must be notarized; and

(ii) Providing proof of identity.  Acceptable forms of identification are a copy of: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders.  Copies of photographs from identification will not be accepted. 

 (2) The form must be:

(a) Completed with no areas left blank, and

(b) Signed under penalty of perjury by the person seeking self-exclusion, and

(b) Be properly notarized if submitting by mail. 

(3) Upon receipt of a completed form, the licensee will forward it to us within 72 hours.  



WAC 230-19-XXX Period of Enrollment

(1) At the time of enrollment, the participant must select the period of self-exclusion:

(a)  One year, 

(b) Five years, or

(c) Ten years.

(2) The self-exclusion time period selected begins and the participant is considered enrolled:

(a) Upon receipt of the notarized form by mail or

(b) The date the completed form was accepted by a licensee or us when submitted in person.  

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of voluntary self-exclusion.  

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program.

WAC 230-19-XXX Voluntary self-exclusion

During the period of enrollment, the participant acknowledges and agrees: 	Comment by Waldron, Roxane (HCA): Is this the participant (individual who is signing up) or the participating venue?

(1) The ultimate responsibility to limit access to all house-banked card rooms within the State remains theirs alone; and

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or rescinded for any reason; and

(3) The exclusion is in effect at all house-banked card room licensees in the State of Washington and participating Indian Gaming Facilities, which is subject to change,  and all services/amenities associated with these gaming facilities, including but not limited to, restaurants, bars, bowling, check cashing services, cash advances, etc.; and

(4) Player club memberships and accounts will be closed and any points or benefits accrued in the participant’s existing loyalty program account, if any, expire based on the established expiry date(s) and no refund or replacement will be provided; and

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other such privileges and benefits will be denied; and

(6) Disclosure of certain information is necessary to implement the participant’s request for self-exclusion; and

(7) If found on the premises of a house-banked card room licensee, for any reason other than to carry out their duties of employment at the licensed establishment, they may be charged with criminal trespass; and

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter will be forfeited under RCW 9.46.071; and 

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter.









WAC 230-19-XXX Disclosure of Self-Exclusion Information 

(1) Personal information submitted by a participant under the self-exclusion program is exempt from public disclosure under the Public Records Act and may not be disseminated for any purpose other than the , administration of the self-exclusion program, or as otherwise permitted by law.

(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information about any participant who has requested self-exclusion to anyone other than employees and agents of the house-banked card room licensee whose duties and functions require access to such information.	

(3) The house-banked card room licensee may release the names and identifying information of participants on the self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated teller machines or other financial services.  

(a) The identifying information must be limited to the address, driver’s license or state issued identification number, photograph, and physical description; and

(b) Only the name and identifying information may be disclosed to contracted service providers.  The house-banked card room licensee must neither disclose the reasons for providing the name and identifying information nor disclose that the person is on the self-exclusion list; and

(c) The house-banked card room licensee must require by written contract that the contracted service provider implement measures designed to ensure the confidentiality of the names and identifying information and to prohibit the release of the names and identifying information to any other person or entity; and

(d) The house-banked card room licensee must immediately report to us all instances of a participant accessessing or attempting to access the services provided by the contracted service providers.

WAC 230-19-XXX Licensee’s Responsibilities

Each house-banked card room licensee must:

(1) Make available to all patrons the self-exclusion form developed and provided by us; and

(2) Accept complete self-exclusion forms, verify the participant’s identity as required on the form, and forward the form to us within 72 hours of receipt; and

(3) Provide the participant with information and resources for problem gambling and gambling disorder treatment; and

(4) Designate a  person or persons to be the contact person with us for purposes of self-exclusion procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee’s procedures, and all other communications between us and the licensee for self-exclusion purposes; and

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the licensed premises, the licensee must take steps to:

(a) Immediately remove the person from the premises,

(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter, and 

(c) Notify us of the breach within 72 hours; and

(6) Train all new employees, within 3 days of hiring, and annually re-train  all employees who directly interact with gaming patrons in gaming areas.  The training must, at a minimum, consist of information concerning the nature of problem gambling, the procedures for requesting self-exclusion, and assisting patrons in obtaining information about problem gambling programs.  This section must not be construed to impose a duty upon employees of the licensee to identify problem gamblers or impose a liability for failure to do so; and 

(7) Notify participants who have requested to be excluded from house-banked card room licensees prior to the effective date of this rule of the new statewide program, provide them with the form, and information on how they can participate in the statewide self-exclusion program. This must be accomplished within three business day following the effective date of this rule; and

(8) Establish procedures and systems for our review and approval, which:

(a) Utilize player tracking systems and other electronic means, including checking all taxable patron winnings against the self-exclusion list, to assist in determining whether a participant has engaged in any authorized activities outlined in the chapter; and

(b) Close player club memberships and accounts for participants.  Any points or benefits accrued in the participant’s existing loyalty program account, if any will expire based on the established expiry date(s) and no refund or replacement will be provided; and

(c) Deny casino credit, check cashing privileges, player club membership, complementary goods and services, and other similar privileges and benefits to any participant; and

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club materials or other promotional materials relative to gaming activities at house-banked card room licensees; and

(e) Verify patrons who win a jackpot prize are not participants of the program before payment of funds; and

(f) Ensures participants are not gambling in their establishment; and 

(g) Ensures the confidentiality of the identity and personal information of participants; and

(h) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers  or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the licensee will:  



(1) Issue a check for the same monetary value within three business days after collecting or refusing to pay any winnings from gambling or chips in the possession of a participant on the self-exclusion list to:	Comment by Waldron, Roxane (HCA): I’d like to see this changed to be that all forfeited funds from a non-Tribal venue go to the problem gambling account 

(A) The problem gambling account created in RCW 42.05.751 RCW 41.05.751, and/or, is a Tribal casino, 

(B)  A charitable or nonprofit organization that provides problem gambling services or increases awareness about problem gambling; and 

(2) Document and retain for one year:

(A) Surveillance evidence identifying the date, time, and amount of money or things of value forfeited, the name and identity verification of the participant on the self-exclusion list; and

(B) A copy of the canceled check remitting the forfeited funds as required above.









WAC 230-19-XXX Sharing the self-exclusion list.

We may enter into Tribal-State Compacts with federally recognized Indian tribes or tribal enterprises that own gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion program.  The Tribal-State Compacts may allow for the mutual sharing of self-exclusion lists.		
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WAC 230-19-XXX  Purpose 

The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the 
Commission, allowing a person with a gambling problem or gambling disorder to voluntary exclude themselves 
from licensed house-banked card rooms and participating tribal gaming facilities. 

WAC 230-19-XXX Definitions 

The following definitions apply only to this chapter: 

(1) “Licensee” means the house-banked card room licensee. 
(2) “Participant” means a person who has enrolled in the program.  
(3) “Self-Exclusion List” means a list maintained by the Commission of individuals who have requested to be 

voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the 
State of Washington. 

(4) “Voluntary self-exclusion program” or “program” means the voluntary self-exclusion program authorized 
under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery. 

WAC 230-19-XXX REQUEST FOR SELF-EXCLUSION 

(1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-
banked card room licensees by submitting a completed form, which we provide, in person at our office or at a 
house-banked card room licensee or by mail: 

(a) In person at our office or at a house-banked card room licensee by: 

(i) Submitting a completed form, which we provide; and 

(ii) Providing proof of identity.  Acceptable forms of identification are: a valid driver’s license 
from any state; a government-issued identification card containing the person’s name, 
photograph, and date of birth; or a valid passport; and  

(iii) Submitting a photograph showing only the head and shoulders; or  

(b) Through the mail by: 

(i) Submitting a completed form, which we provide.  The form must be notarized; and 

(ii) Providing proof of identity.  Acceptable forms of identification are a copy of: a valid driver’s 
license from any state; a government-issued identification card containing the person’s name, 
photograph, and date of birth; or a valid passport; and  

(iii) Submitting a photograph showing only the head and shoulders.  Copies of photographs from 
identification will not be accepted.  

 (2) The form must be: 

(a) Completed with no areas left blank, and 

(b) Signed under penalty of perjury by the person seeking self-exclusion, and 

(b) Be properly notarized if submitting by mail.  

(3) Upon receipt of a completed form, the licensee will forward it to us within 72 hours.   

 

WAC 230-19-XXX Period of Enrollment 
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(1) At the time of enrollment, the participant must select the period of self-exclusion: 

(a)  One year,  

(b) Five years, or 

(c) Ten years. 

(2) The self-exclusion time period selected begins and the participant is considered enrolled: 

(a) Upon receipt of the notarized form by mail or 
(b) The date the completed form was accepted by a licensee or us when submitted in person.   

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of voluntary 
self-exclusion.   

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program. 

WAC 230-19-XXX Voluntary self-exclusion 

During the period of enrollment, the participant acknowledges and agrees:  

(1) The ultimate responsibility to limit access to all house-banked card rooms within the State remains theirs alone; 
and 

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or 
rescinded for any reason; and 

(3) The exclusion is in effect at all house-banked card room licensees in the State of Washington and participating 
Indian Gaming Facilities, which is subject to change,  and all services/amenities associated with these gaming 
facilities, including but not limited to, restaurants, bars, bowling, check cashing services, cash advances, etc.; and 

(4) Player club memberships and accounts will be closed and any points or benefits accrued in the participant’s 
existing loyalty program account, if any, expire based on the established expiry date(s) and no refund or 
replacement will be provided; and 

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other 
such privileges and benefits will be denied; and 

(6) Disclosure of certain information is necessary to implement the participant’s request for self-exclusion; and 

(7) If found on the premises of a house-banked card room licensee, for any reason other than to carry out their 
duties of employment at the licensed establishment, they may be charged with criminal trespass; and 

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of 
prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this 
Chapter will be forfeited under RCW 9.46.071; and  

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities 
outlined in this Chapter. 

 

 

 

Commented [WR(1]: Is this the participant (individual 
who is signing up) or the participating venue? 
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WAC 230-19-XXX Disclosure of Self-Exclusion Information  

(1) Personal information submitted by a participant under the self-exclusion program is exempt from public 
disclosure under the Public Records Act and may not be disseminated for any purpose other than the , 
administration of the self-exclusion program, or as otherwise permitted by law. 

(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information 
about any participant who has requested self-exclusion to anyone other than employees and agents of the house-
banked card room licensee whose duties and functions require access to such information.  

(3) The house-banked card room licensee may release the names and identifying information of participants on the 
self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated 
teller machines or other financial services.   

(a) The identifying information must be limited to the address, driver’s license or state issued 
identification number, photograph, and physical description; and 

(b) Only the name and identifying information may be disclosed to contracted service providers.  The 
house-banked card room licensee must neither disclose the reasons for providing the name and 
identifying information nor disclose that the person is on the self-exclusion list; and 

(c) The house-banked card room licensee must require by written contract that the contracted service 
provider implement measures designed to ensure the confidentiality of the names and identifying 
information and to prohibit the release of the names and identifying information to any other person or 
entity; and 

(d) The house-banked card room licensee must immediately report to us all instances of a participant 
accessessing or attempting to access the services provided by the contracted service providers. 

WAC 230-19-XXX Licensee’s Responsibilities 

Each house-banked card room licensee must: 

(1) Make available to all patrons the self-exclusion form developed and provided by us; and 
(2) Accept complete self-exclusion forms, verify the participant’s identity as required on the form, and 

forward the form to us within 72 hours of receipt; and 
(3) Provide the participant with information and resources for problem gambling and gambling disorder 

treatment; and 
(4) Designate a  person or persons to be the contact person with us for purposes of self-exclusion 

procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee’s 
procedures, and all other communications between us and the licensee for self-exclusion purposes; 
and 

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the 
licensed premises, the licensee must take steps to: 
(a) Immediately remove the person from the premises, 
(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the 
participant as a result of prohibited wagers or the purchase of chips and/or participating in 
authorized gambling activities outlined in this Chapter, and  
(c) Notify us of the breach within 72 hours; and 

(6) Train all new employees, within 3 days of hiring, and annually re-train  all employees who directly 
interact with gaming patrons in gaming areas.  The training must, at a minimum, consist of 
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information concerning the nature of problem gambling, the procedures for requesting self-
exclusion, and assisting patrons in obtaining information about problem gambling programs.  This 
section must not be construed to impose a duty upon employees of the licensee to identify problem 
gamblers or impose a liability for failure to do so; and  

(7) Notify participants who have requested to be excluded from house-banked card room licensees prior 
to the effective date of this rule of the new statewide program, provide them with the form, and 
information on how they can participate in the statewide self-exclusion program. This must be 
accomplished within three business day following the effective date of this rule; and 

(8) Establish procedures and systems for our review and approval, which: 
(a) Utilize player tracking systems and other electronic means, including checking all taxable 

patron winnings against the self-exclusion list, to assist in determining whether a participant 
has engaged in any authorized activities outlined in the chapter; and 

(b) Close player club memberships and accounts for participants.  Any points or benefits accrued 
in the participant’s existing loyalty program account, if any will expire based on the 
established expiry date(s) and no refund or replacement will be provided; and 

(c) Deny casino credit, check cashing privileges, player club membership, complementary goods 
and services, and other similar privileges and benefits to any participant; and 

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club 
materials or other promotional materials relative to gaming activities at house-banked card 
room licensees; and 

(e) Verify patrons who win a jackpot prize are not participants of the program before payment 
of funds; and 

(f) Ensures participants are not gambling in their establishment; and  
(g) Ensures the confidentiality of the identity and personal information of participants; and 
(h) All money and things of value, such as gaming chips, obtained by or owed to the participant 

as a result of prohibited wagers  or the purchase of chips and/or participating in authorized 
gambling activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the 
licensee will:   
 

(1) Issue a check for the same monetary value within three business days after 
collecting or refusing to pay any winnings from gambling or chips in the possession 
of a participant on the self-exclusion list to: 

(A) The problem gambling account created in RCW 42.05.751 RCW 41.05.751, 
and/or, is a Tribal casino,  

(B)  A charitable or nonprofit organization that provides problem gambling 
services or increases awareness about problem gambling; and  

(2) Document and retain for one year: 

(A) Surveillance evidence identifying the date, time, and amount of money or 
things of value forfeited, the name and identity verification of the participant 
on the self-exclusion list; and 

(B) A copy of the canceled check remitting the forfeited funds as required 
above. 

 
 
 
 

Commented [WR(2]: I’d like to see this changed to be 
that all forfeited funds from a non-Tribal venue go to the 
problem gambling account  
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WAC 230-19-XXX Sharing the self-exclusion list. 

We may enter into Tribal-State Compacts with federally recognized Indian tribes or tribal enterprises that own 
gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion 
program.  The Tribal-State Compacts may allow for the mutual sharing of self-exclusion lists.   



From: Keith, Ryan (HCA)
To: Laydon, Ashlie (GMB)
Subject: RE: [DO NOT ENCRYPT] Voluntary self-exclusion program -- proposed draft rules
Date: Friday, May 7, 2021 2:09:12 PM
Attachments: 04282021 Self Exclusion Rules Stakeholder Review.docx
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Hi Ashlie,
 
Roxane has suggested that you’re the right person to pass along feedback regarding the draft rules
for the voluntary self-exclusion program. After reading through it, I had a few items to note –
 
Voluntary self-exclusion section -
 
In the language around section (9) (“To not recover any losses from the purchase of chips and/or
participating in authorized gambling activities outlined in this Chapter.”), I would note that as written
this does not prohibit them from attempting or initiating recovery of any losses, and does not clearly
state that any such losses are not eligible to be recovered. It seems to clash with the language of
forfeiture in the section that immediately proceeds it.
 
Disclosure of Self-Exclusion Information section -
 
This section has multiple items that outline that disclosure of personal information of participants is
not allowed, but does not indicate any penalty for a licensee/employee if they do disclose any
personal information (also listed under Licensee’s Responsibilities, 8-g). It indicates "or as otherwise
permitted by law" but does not cite any relevant statute that may apply. Disclosure could be by
mistake or it could be malicious, and both participants and licensees would benefit from clarity on
the matter.
 
For dissemination of any forfeited funds -
 
More clarification and guidance in language is needed for item h-1-b ("A charitable or nonprofit
organization that provides problem gambling services or increases awareness about problem
gambling"), as it is overly broad and could be abused as written. If the option to direct funds other
than to the state problem gambling account is retained, then the WSGC should maintain a list of
non-profit organizations that they have vetted that meet the criteria that is intended under the draft
language.
 
I hope that’s helpful feedback, if there are any questions or clarifications needed, feel free to reach
out to me any time. Thanks!
 
Ryan Keith, MPA
Grant Manager

mailto:ryan.keith@hca.wa.gov
mailto:ashlie.laydon@wsgc.wa.gov
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WAC 230-19-XXX  Purpose

The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the Commission, allowing a person with a gambling problem or gambling disorder to voluntary exclude themselves from licensed house-banked card rooms and participating tribal gaming facilities.

WAC 230-19-XXX Definitions

The following definitions apply only to this chapter:

(1) “Licensee” means the house-banked card room licensee.

(2) “Participant” means a person who has enrolled in the program. 

(3) “Self-Exclusion List” means a list maintained by the Commission of individuals who have requested to be voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the State of Washington.

(4) “Voluntary self-exclusion program” or “program” means the voluntary self-exclusion program authorized under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery.

WAC 230-19-XXX REQUEST FOR SELF-EXCLUSION

(1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-banked card room licensees by submitting a completed form, which we provide, in person at our office or at a house-banked card room licensee or by mail:

(a) In person at our office or at a house-banked card room licensee by:

(i) Submitting a completed form, which we provide; and

(ii) Providing proof of identity.  Acceptable forms of identification are: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders; or 

(b) Through the mail by:

(i) Submitting a completed form, which we provide.  The form must be notarized; and

(ii) Providing proof of identity.  Acceptable forms of identification are a copy of: a valid driver’s license from any state; a government-issued identification card containing the person’s name, photograph, and date of birth; or a valid passport; and 

(iii) Submitting a photograph showing only the head and shoulders.  Copies of photographs from identification will not be accepted. 

 (2) The form must be:

(a) Completed with no areas left blank, and

(b) Signed under penalty of perjury by the person seeking self-exclusion, and

(b) Be properly notarized if submitting by mail. 

(3) Upon receipt of a completed form, the licensee will forward it to us within 72 hours.  



WAC 230-19-XXX Period of Enrollment

(1) At the time of enrollment, the participant must select the period of self-exclusion:

(a)  One year, 

(b) Five years, or

(c) Ten years.

(2) The self-exclusion time period selected begins and the participant is considered enrolled:

(a) Upon receipt of the notarized form by mail or

(b) The date the completed form was accepted by a licensee or us when submitted in person.  

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of voluntary self-exclusion.  

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program.

WAC 230-19-XXX Voluntary self-exclusion

During the period of enrollment, the participant acknowledges and agrees: 

(1) The ultimate responsibility to limit access to all house-banked card rooms within the State remains theirs alone; and

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or rescinded for any reason; and

(3) The exclusion is in effect at all house-banked card room licensees in the State of Washington and participating Indian Gaming Facilities, which is subject to change,  and all services/amenities associated with these gaming facilities, including but not limited to, restaurants, bars, bowling, check cashing services, cash advances, etc.; and

(4) Player club memberships and accounts will be closed and any points or benefits accrued in the participant’s existing loyalty program account, if any, expire based on the established expiry date(s) and no refund or replacement will be provided; and

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other such privileges and benefits will be denied; and

(6) Disclosure of certain information is necessary to implement the participant’s request for self-exclusion; and

(7) If found on the premises of a house-banked card room licensee, for any reason other than to carry out their duties of employment at the licensed establishment, they may be charged with criminal trespass; and

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter will be forfeited under RCW 9.46.071; and 

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter.









WAC 230-19-XXX Disclosure of Self-Exclusion Information 

(1) Personal information submitted by a participant under the self-exclusion program is exempt from public disclosure under the Public Records Act and may not be disseminated for any purpose other than the , administration of the self-exclusion program, or as otherwise permitted by law.

(2) No house-banked card room licensee, employee or agent thereof shall disclose the name of, or any information about any participant who has requested self-exclusion to anyone other than employees and agents of the house-banked card room licensee whose duties and functions require access to such information.	

(3) The house-banked card room licensee may release the names and identifying information of participants on the self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated teller machines or other financial services.  

(a) The identifying information must be limited to the address, driver’s license or state issued identification number, photograph, and physical description; and

(b) Only the name and identifying information may be disclosed to contracted service providers.  The house-banked card room licensee must neither disclose the reasons for providing the name and identifying information nor disclose that the person is on the self-exclusion list; and

(c) The house-banked card room licensee must require by written contract that the contracted service provider implement measures designed to ensure the confidentiality of the names and identifying information and to prohibit the release of the names and identifying information to any other person or entity; and

(d) The house-banked card room licensee must immediately report to us all instances of a participant accessessing or attempting to access the services provided by the contracted service providers.

WAC 230-19-XXX Licensee’s Responsibilities

Each house-banked card room licensee must:

(1) Make available to all patrons the self-exclusion form developed and provided by us; and

(2) Accept complete self-exclusion forms, verify the participant’s identity as required on the form, and forward the form to us within 72 hours of receipt; and

(3) Provide the participant with information and resources for problem gambling and gambling disorder treatment; and

(4) Designate a  person or persons to be the contact person with us for purposes of self-exclusion procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee’s procedures, and all other communications between us and the licensee for self-exclusion purposes; and

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the licensed premises, the licensee must take steps to:

(a) Immediately remove the person from the premises,

(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter, and 

(c) Notify us of the breach within 72 hours; and

(6) Train all new employees, within 3 days of hiring, and annually re-train  all employees who directly interact with gaming patrons in gaming areas.  The training must, at a minimum, consist of information concerning the nature of problem gambling, the procedures for requesting self-exclusion, and assisting patrons in obtaining information about problem gambling programs.  This section must not be construed to impose a duty upon employees of the licensee to identify problem gamblers or impose a liability for failure to do so; and 

(7) Notify participants who have requested to be excluded from house-banked card room licensees prior to the effective date of this rule of the new statewide program, provide them with the form, and information on how they can participate in the statewide self-exclusion program. This must be accomplished within three business day following the effective date of this rule; and

(8) Establish procedures and systems for our review and approval, which:

(a) Utilize player tracking systems and other electronic means, including checking all taxable patron winnings against the self-exclusion list, to assist in determining whether a participant has engaged in any authorized activities outlined in the chapter; and

(b) Close player club memberships and accounts for participants.  Any points or benefits accrued in the participant’s existing loyalty program account, if any will expire based on the established expiry date(s) and no refund or replacement will be provided; and

(c) Deny casino credit, check cashing privileges, player club membership, complementary goods and services, and other similar privileges and benefits to any participant; and

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club materials or other promotional materials relative to gaming activities at house-banked card room licensees; and

(e) Verify patrons who win a jackpot prize are not participants of the program before payment of funds; and

(f) Ensures participants are not gambling in their establishment; and 

(g) Ensures the confidentiality of the identity and personal information of participants; and

(h) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers  or the purchase of chips and/or participating in authorized gambling activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the licensee will:  



(1) Issue a check for the same monetary value within three business days after collecting or refusing to pay any winnings from gambling or chips in the possession of a participant on the self-exclusion list to:

(A) The problem gambling account created in RCW 42.05.751, and/or

(B)  A charitable or nonprofit organization that provides problem gambling services or increases awareness about problem gambling; and 

(2) Document and retain for one year:

(A) Surveillance evidence identifying the date, time, and amount of money or things of value forfeited, the name and identity verification of the participant on the self-exclusion list; and

(B) A copy of the canceled check remitting the forfeited funds as required above.









WAC 230-19-XXX Sharing the self-exclusion list.

We may enter into Tribal-State Compacts with federally recognized Indian tribes or tribal enterprises that own gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion program.  The Tribal-State Compacts may allow for the mutual sharing of self-exclusion lists.		
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From: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov> 
Sent: Monday, May 3, 2021 12:38 PM
To: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov>
Cc: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
Subject: [DO NOT ENCRYPT] Voluntary self-exclusion program -- proposed draft rules
 
Hello Problem Gambling Task Force Members,
 
Happy May!
 
Attached are the WA State’s Gambling Commission’s proposed draft voluntary self-exclusion rules
that are being circulated today.
 
WSGC invites comments, questions, concerns about the proposed language.
Please submit written feedback to Ashlie Laydon, WSGC’s Rules Coordinator, by Friday, May 14, at
5pm at
Ashlie.laydon@wsgc.wa.gov  or through WSGC’s website.
 
Thanks,
 

 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov

 

mailto:ryan.keith@hca.wa.gov
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.hca.wa.gov%2Fabout-hca%2Fconnect-us&data=04%7C01%7Cashlie.laydon%40wsgc.wa.gov%7C691141f7f36147ec2f9008d9119c5b84%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637560185512855265%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=w0Q2TrNFoi5426iot4ukQpD%2B%2Ft%2BX1T6ySsGQNRn9VcY%3D&reserved=0
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Clinical and Research Community Responses to Staff 

Questions 



From: Philander, Kahlil
To: Chinn, John (GMB)
Subject: Re: State-wide Self-Exclusion
Date: Tuesday, June 29, 2021 4:15:59 PM

External Email

I don't have a strong opinion here as there not substantial evidence one way or another.

There is some evidence that gamblers can achieve improvement in outcomes from self-exclusion programs, even
when they engage in other gambling. This I attribute to the fact that the program is helping them with the product
that's creating the most issues for them. In that model, only restricting their local cardroom may be effective and
encourage more uptake (as described by Roxane) if they feel they can still do things like drop into an out of town
resort when they're traveling.

That said, I also think that operational simplicity should be the deciding element here. It simplifies understanding for
frontline workers and for marketing communication to gamblers. Over the long-run, I suspect its more helpful to
have a simple message and execution strategy with the program and treat the old system as deprecated. Particularly
when we're already adding a layer of complexity in going multi-site, its better to execute well on that strategy than
to worry too much about this decision on the margins.

On the margin

________________________________________
From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov>
Sent: June 29, 2021 8:47 AM
To: Waldron, Roxane (HCA); Maureen Greeley; Philander, Kahlil; tylost@uw.edu
Cc: Robbins, Rashida (GMB)
Subject: State-wide Self-Exclusion

Greetings,

In working through the rules development process we are looking for feedback from the clinical and research
communities on a specific area of concern.

The current state of self-exclusion in the House-Banked Card Rooms in Washington consists of individual lists that
are not shared. Currently an individual enters into an agreement with a house-banked card room to self-exclude
themselves from that place of business. This creates a less than ideal situation in assisting individuals in dealing with
their gambling problem or gambling disorder. Once the state-wide system is operational licensees will be required to
notify individuals on their self-exclusion lists of the state-wide system and provide a means of taking advantage the
new system. Not all will respond so the licensees will be required to maintain both their individual lists as well as
the state-wide list.

Our question, should the licensees be prohibited from adding individuals to their proprietary self-exclusion list
instead of the state-wide system? From an operational perspective the simple answer is yes, but this doesn’t take in
to consideration the clinical perspective. We would like your feedback on the merits of requiring only using the
state-wide system going forward and not adding new names to the individual site-specific lists.

I would appreciate your feedback by July 9, 2021. If you have any questions please contact me at
john.chinn@wsgc.wa.gov<mailto:john.chinn@wsgc.wa.gov>

Thank you,

John Chinn
Project Manager

mailto:kahlil.philander@wsu.edu
mailto:john.chinn@wsgc.wa.gov
mailto:john.chinn@wsgc.wa.gov


WSGC



From: Maureen Greeley
To: Chinn, John (GMB); Waldron, Roxane (HCA); kahlil.philander@wsu.edu; tylost@uw.edu
Cc: Robbins, Rashida (GMB); Maureen Greeley; Griffin, Tina (GMB); Considine, Brian (GMB); Patterson, Julia (GMB)
Subject: RE: State-wide Self-Exclusion
Date: Wednesday, July 14, 2021 12:32:08 PM
Attachments: Voluntary Self Exclusion Best Practices.ECPG.July 2021.pdf

External Email

Good afternoon!
 
John, thank you so much for including ECPG in this email.  While we agree
wholeheartedly that providing individuals with a state-wide system where they can
choose to register for a voluntary self-exclusion program once and be successfully barred
from multiple gaming locations across the state is fantastic (kudos to WSGC for moving
forward on this important initiative), I would like to address the concerns you listed
below.  I am also attaching a copy of our Council’s new briefing paper on Best Practices
and Broad Perspectives for Voluntary Self-Exclusion Program Development.  I hope
you will find it helpful as you continue the rules development process.
 
Because Voluntary Self-Exclusion programs are, first and foremost, tools for individuals
who believe that they have a problem with gambling and can voluntarily bar themselves
from entering one or more gambling venues to help prevent their gambling behaviors. 
And, because Voluntary Self-Exclusion Programs are important tools that the Gaming
Industry can offer their guests to enhance customer service and corporate responsibility,
support harm-minimization, and assist self-excluding individuals to get the help they
need to address their problems and achiever their goals.  We believe the best way to
accomplish this is to ensure that registration in voluntary self-exclusion programs in
Washington State is available at multiple access points (casino/card room, TGA, Health
Care services location; through WSGC, via Internet, and more).  If that means that more
than one list must be kept at different locations, while not optimal, it should be offered.
 
The key here is to make this tool as easily accessible as possible.  And so, it is crucial that
all processes and procedures (wherever and however the registration takes place) are
consistent. All registration points must use the same forms; take the same type and size
of picture; provide training for their staff who will be interacting with registrants; and
ensure that accurate and meaningful information on treatment referrals and support
services are discussed with the individual when they register. 
 

mailto:Mlgreeley@evergreencpg.org
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BEST PRACTICES AND BROAD PERSPECTIVES FOR 
VOLUNTARY SELF-EXCLUSION PROGRAM DEVELOPMENT 


 
 
The Evergreen Council on Problem Gambling (ECPG) is a 501(c)(3) nonprofit 
organization committed to providing services and programs for those with a 
gambling or gaming problem/Gambling Disorder, their families, employers, students, 
treatment professionals, and the greater community through gambling addiction 
treatment support, information and education, advocacy, research, and prevention 
efforts.  Founded in 1991, ECPG maintains a position of neutrality on gambling and 
gaming, recognizing that most people who gamble do so for recreation and suffer no 
serious problems.  However, for some, gambling becomes a serious addiction, 
devastating to the individual and family.   ECPG is the Washington State Affiliate of 
the National Council on Problem Gambling.  
 


 
ECPG MISSION 
 
The Evergreen Council on Problem Gambling is dedicated to increasing awareness of 
public health issues around problem gambling and gaming, expanding the availability 
and integration of services, and supporting advocacy, research, and programs for 
education, prevention, treatment, recovery, and responsible gambling and gaming. 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


Supporting the Gaming Industry’s efforts to provide information and tools to reduce 
harms by offering Voluntary Self-Exclusion Programs is an important part of ECPG’s 
work.   Our Council provides this brief overview of Best Practices and Broad 
Perspectives to assist Gaming Operators in developing Voluntary Self-Exclusion 
Programs that are designed to help and empower people in getting the help they 
need to address their gambling problems and achieve their health goals.  
 


 
CONTENTS: 
 


Introduction 


Expectations and Purpose 


Guest Interaction and Registration 


Support Services and Resources 


Self-Exclusion Period/Term Options 


Self-Exclusion Extension and/or Active Reinstatement 


Compliance and Breaches of Agreement 


Promoting Awareness of Self-Exclusion Program 


Breaking Down Barriers 


References and Resources 


 
Note:  This is a brief overview only.  Each content area has many components to 
consider and will, undoubtedly, bring up additional questions.  Please do not hesitate 
to let our ECPG Staff know if there are other ways we can assist in discussions, 
planning, and program development.  
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
INTRODUCTION 
 
Self-exclusion is, first and foremost, a tool for individuals who believe that they have 
a problem with gambling and can voluntarily bar themselves from entering one or 
more gambling venues to help prevent their gambling behaviors.  Most people 
report that they decided to self-exclude themselves, although family and friends may 
also play a role in the decision to self-exclude.  Financial problems often constitute 
the main reason for self-exclusion and most people report that they are unable to 
stop gambling of their own accord.  Severe financial hardship, stress caused by their 
gambling problems that affect their physical and mental health, desperation, and 
suicidal thoughts are all among the feelings shared by individuals as they 
contemplate signing up for Self-Exclusion Programs.  
 
When people are considering self-exclusion, they are looking for help.  Voluntary 
Self-Exclusion Programs are important tools that the Gaming Industry can offer their 
guests to enhance customer service and corporate responsibility, support harm-
minimization, and assist self-excluding individuals to get the help they need to 
address their problems and achieve their goals.  Self-Exclusion programs should help 
and empower people, not make them feel like criminals.   Here is some of the 
information gleaned from research that may be helpful when considering 
development of Self-Exclusion Programs.   
 


Despite evidence for effectiveness, only a small proportion of individuals with 
gambling-related problems or Gambling Disorder ever seek treatment and support 
resources for their problem.  Voluntary self-exclusion (VSE) programs are an ideal 
circumstance to engage individuals who are reluctant or have not yet sought formal 
treatment, given that individuals are already electing to prevent themselves from 
gambling through self-exclusion.  (Yakovenko, I., & Hodgins, D. (2021).  Effectiveness 
of a voluntary casino self-exclusion online self-management program.  Internet 
Interventions 23 (2021) 100354 Elsevier B.V.) 
 
 
This self-directed intervention is often the first serious attempt a person makes to 
control their gambling (Blaszcynski et al. 2004).   
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
Participants in self-exclusion programs state that the program had been very helpful 
in regaining control of their financial affairs and overcoming relationship problems.  
Furthermore, many participants found the process of enrolling into the program 
empowering and saw it as the start of their recovery. (Croucher et al. 2006) 
 
Benefits include participants reporting decreases in gambling expenditure and 
improved financial circumstances; decreases in gambling frequency and time spent 
gambling; reduction in problem gambling severity and negative consequences of 
gambling; reduction in related psychological difficulties including depression and 
anxiety; and feeling they have more control of their circumstances. (Gainsbury 2014) 
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EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


EXPECTATIONS AND PURPOSE 
 
For Voluntary Self-Exclusion Programs to be effective, clear information about the 
self-exclusion program and wide promotion of the program are both important. 
Casino staff and Tribal Gaming Authority/Regulators should have an effective 
training program for all staff who have a role in enforcing the self-exclusion program, 
including refresher training.   
 
“The features and principles of a self-exclusion program should be fully understood 
by individuals who wish to self-exclude, employees of gaming venues, gaming venue 
operations, and regulatory bodies.  This is essential in order to clarify expectations 
regarding the role and limits of all parties including legal and governmental 
authorities and avoid unrealistic expectations and unfair criticisms.”  (Gainsbury 2014) 


 
Some of the areas that must be covered with the guest at the time of Self-Exclusion 
Registration (pursuant to the Gaming Venue’s Policies and Procedures): 
 


• Agreement not to enter gaming areas, not to play gaming machines, or not to 
enter the venue at all 


• Authorizing Casino/Regulatory staff to stop them from entering or remaining 
in a gaming area or venue from which they are excluded 


• Accept their personal responsibility to stay away from the venue 


• Clear roles and expectations, including how compliance breaches will be 
managed; and how Self-Exclusion Extensions or Reinstatements are handled 


• Clear description of Self-Exclusion term options – let the individual choose, do 
NOT lead them into any particular option 


• Clear information on player cards and loyalty points (does individual have 
more than one player card or is registered under more than one name?)  


• Cessation of promotional materials 


• Winnings forfeiture policies 


• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 
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GUEST INTERACTION AND REGISTRATION 
 
Registration in a Voluntary Self-Exclusion Program should not be cumbersome or 
stigmatizing to the guest.  Staff training at multiple access points is key to ensuring 
consistency and a professional process. 
 


• Make registration available at multiple access points (casino, TGA and/or 
Corporate offices; Health Care services location; casino hotel guest services…) 


• Registration should take place in a comfortable, private, friendly setting that 
ensures confidentiality and respects the individual (don’t make them feel like 
a criminal or engage in stigmatizing behaviors and verbal communications – 
encourage the guest in making healthy gaming choices that can include self-
exclusion as an individual tool to support those choices.) 


• Ensure all processes and procedures are consistent regardless of where 
registration takes place (use the same forms; take the same type and size of 
picture; same staff training…) 


• Staff interacting with guests during the Self-Exclusion Registration should be 
specially selected and trained to provide a responsive, respectful, and 
professional process.  Trained “Ambassadors/Supervisors” should conduct 
meeting, explanations, and registration.  


o Do not offer the guest an opportunity to engage in “one last bet” or to 
“finish spending their free-play money.”  


o Self-Exclusion Registration should be handled discreetly and in a timely 
fashion.  It is best to offer the guest a seat in a comfortable, quiet, 
private area.  If, for any reason, the guest is asked to wait for assistance 
with Self-Exclusion Registration, do not offer or ask the guest to wait at 
a gaming machine or gaming table, or within or near the gaming floor. 


 
  







 


 7 


EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 


 
SUPPORT SERVICES AND RESOURCES 
 
Ensure that information on resources and/or actual resources are available to assist 
players.  
 


• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 


   
 
People using self-exclusion programs noted the following items that should be 
stronger:  Many gamblers felt that the programs did not provide them with sufficient 
resources on problem gambling treatment and support during the ban period; that 
the detection process was not strong enough; the program was not well advertised; 
and they should be able to renew a self-exclusion agreement without going back to 
the casino (Ladouceur et al. 2000). 
 
All self-exclusion participants’ names must be removed from marketing lists and 
participants should be made aware that any winnings during the self-exclusion 
period (indicating the individual has breached the self-exclusion agreement) will be 
forfeited and made available to a Tribal or nonprofit organization that supports 
prevention/awareness, treatment, and recovery support for those affected by 
problem gambling.   
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SELF-EXCLUSION PERIOD/TERM OPTIONS 
(No Early Reinstatement Options) 
 
Periods of self-exclusion in gaming venues across the world vary substantially. But 
most often options range from 6 months to irrevocable lifetime bans. 
 
Almost all research indicates that it is best to offer a range of exclusion time periods.  
ECPG recommends a minimum of 1 year to allow individuals sufficient time to enter 
treatment if desired. Longer bans may be more effective, and ECPG recommends 
offering the Lifetime (irrevocable) option for those who might choose it.  Offer one 
or two other interim options (2 years and/or 3 years) that are not Lifetime so that 
individuals have choices that do not deter them from registering for the self-
exclusion program when only a Lifetime exclusion is offered.  “In general, most 
participants felt that longer bans were better because they felt that most gamblers 
with problems do not realize how serious their problems are at the time of self-
exclusion.  Most participants recommended a minimum ban length of one year 
because they felt that shorter bans were easy to wait-out and did not provide 
enough time for people who had self-excluded to stabilize and develop healthier 
behaviours.”  (Responsible Gambling Council, 2008) 
 


ECPG RECOMMENDED SELF-EXCLUSION TERMS: 
 
1 year 
 
2 year 
 
3 year 
 
Lifetime (irrevocable) 
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SELF-EXCLUSION EXTENSION AND/OR ACTIVE REINSTATEMENT 
 
A reinstatement process should be put in place before the self-excluded individual is 
permitted re-entry into casino/gaming facilities.  Prior to the end of the self-
exclusion term, individuals should be contacted with appropriate information and 
clear details regarding reinstatement requirements.  Individuals should be able to 
extend the Self-Exclusion period.   
 
ECPG recommends an Active Reinstatement Process, whereby the individual must 
apply to be reinstated (preferably in writing). This allows, yet again, an opportunity 
to provide the individual with support and information regarding treatment and 
support resources, rather than a Passive Reinstatement where the individual can 
automatically re-enter the casino after the end of the exclusion period.  If the 
individual does not initiate reinstatement prior to the initial term end, then the ban, 
as well as any consequences for breaches, would continue in force.  (NOTE:  This 
needs to be clearly stated on Self-Exclusion forms and materials and explained 
carefully to the individual – suggest signing/initially next to this provision). 
 
Even if reinstatement is granted, suggest a 30-day waiting period after approval and 
resend a package with information on problem and responsible gambling, treatment 
and recovery resources, and financial management counseling options.   
 
Determine how many times you want to offer an extension before the ban should be 
permanent.  Suggestion:  Initial Self-Exclusion; Second (Extension); with Third 
Request – consider initiating Lifetime Self-Exclusion as permanent/irrevocable ban. 
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COMPLIANCE AND BREACHES OF AGREEMENT; CONSEQUENCES 
(Enforcement and Support) 
 
Be clear upfront on what the consequences are and make sure you use any breach as 
another opportunity to share treatment and support resources with respect and 
confidentiality.  Potential consequences might include: 


• Verbal warning and/or warning letter – in discreet and respectful meeting 
with a trained Ambassador/Supervisor 


• Escorted off premises 


• Trespass charge 


• Fines (not recommended by ECPG) 


• Forfeiture of any winnings while Self-Excluded (winnings to go to Tribal or 
nonprofit program for problem gambling prevention/awareness, treatment, 
and recovery supports.) 
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PROMOTING AWARENESS OF SELF-EXCLUSION PROGRAM  
 
Most gaming venues have great opportunities to advertise self-exclusion programs 
on their websites and through print materials and displays throughout the casino, 
including in “discreet locations” such as restrooms; on ATM machines; potential for 
information kiosk/Responsible Gaming Center within casino. 
 
Promotion of the self-exclusion program as well as support services and resources 
should be available at the casino as well as information provided in the general 
community and through health and mental health centers and other relevant 
support services.  Relevant professionals (treatment professionals, financial 
counselors, court systems) should all be informed about the program so that they 
may refer clients as appropriate.  
 
A major aspect of promoting self-exclusion programs is educating casino/gaming 
staff, Tribal Gaming Authority and other regulatory staff at every level on the 
program.  Anyone interacting with a guest should be aware of the program and how 
to access it in a timely manner.   Create a Culture of Responsible Gaming throughout 
your venue and at all levels – from the top down. 
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BREAKING DOWN BARRIERS 
 
Individuals who have experienced the self-exclusion process report mixed feelings in 
a wide variety of studies and reports.  When the staff is supportive and 
compassionate, the guest felt comfortable.  Often, however, reports that staff were 
rude, uncaring, and disrespectful, or staff and situations (isolated dark rooms behind 
the security office; noisy areas that didn’t offer privacy) that made the guest feel 
“like a criminal” were barriers. 
 
 
It is important to remove any unnecessary complexities in the application and 
registration process, including for those who have limited proficiencies in English, 
and unnecessary legal jargon….Individuals should have the ability to enact 
agreements away from gaming venues, such as at a central administrative office, 
with a health or mental health treatment provider or legal professional, or via the 
Internet or mail.  (Gainsbury 2014) 
 
During the process of enrollment, privacy and confidentiality were an important 
concern.  Venue staffs’ attitude was also frequently criticized: staff members were 
perceived as not sufficiently briefed on the process and did not provide reasonable 
sensitivity, encouragement, or support.  (Hing, Nuske, et al, 2015; Hing et al, 2014).   
 
 
 
 
 
 
 
  







 


 13 


EVERGREEN COUNCIL ON PROBLEM GAMBLING JULY 2021 
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For many people, Voluntary Self-Exclusion is their first step in seeking help (and it is a
difficult step to make).  It is far more than an enforcement/regulatory system – it is a
harm-minimization and treatment support opportunity that must be offered to the full
extent possible.
 
Therefore, ECPG would highly recommend that WSGC and stakeholders add to the rule-
making discussions ways in which to make the State-wide Voluntary Self-Exclusion
Program accessible to individuals at as many locations as possible, particularly within
Washington State Casinos and Card Rooms.
 
Happy to discuss further and/or help support your efforts.
 
Warmly,
 
~Maureen
 

Maureen L. Greeley
Executive Director
 

 
360.352.6133
www.evergreencpg.org
 

24/7 Helpline:  800.547.6133
 
 
 
 

From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov> 
Sent: Tuesday, June 29, 2021 8:48 AM
To: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov>; Maureen Greeley
<Mlgreeley@evergreencpg.org>; kahlil.philander@wsu.edu; tylost@uw.edu
Cc: Robbins, Rashida (GMB) <rashida.robbins@wsgc.wa.gov>
Subject: State-wide Self-Exclusion
 
Greetings,
 

https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.evergreencpg.org%2F&data=04%7C01%7Cjohn.chinn%40wsgc.wa.gov%7Cf54228e7840740df253208d946fdfc27%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637618879240639516%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C2000&sdata=LSZ1IvnB5rWmNkiz%2FYOaJovapVqpoMGk20BZEwPG93A%3D&reserved=0


In working through the rules development process we are looking for feedback from the clinical and
research communities on a specific area of concern.
 
The current state of self-exclusion in the House-Banked Card Rooms in Washington consists of
individual lists that are not shared. Currently an individual enters into an agreement with a house-
banked card room to self-exclude themselves from that place of business. This creates a less than
ideal situation in assisting individuals in dealing with their gambling problem or gambling disorder.
Once the state-wide system is operational licensees will be required to notify individuals on their
self-exclusion lists of the state-wide system and provide a means of taking advantage the new
system. Not all will respond so the licensees will be required to maintain both their individual lists as
well as the state-wide list.
 
Our question, should the licensees be prohibited from adding individuals to their proprietary self-
exclusion list instead of the state-wide system? From an operational perspective the simple answer
is yes, but this doesn’t take in to consideration the clinical perspective. We would like your feedback
on the merits of requiring only using the state-wide system going forward and not adding new
names to the individual site-specific lists.
 
I would appreciate your feedback by July 9, 2021. If you have any questions please contact me at
john.chinn@wsgc.wa.gov
 
Thank you,
 
John Chinn
Project Manager
WSGC
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BEST PRACTICES AND BROAD PERSPECTIVES FOR 
VOLUNTARY SELF-EXCLUSION PROGRAM DEVELOPMENT 

 
 
The Evergreen Council on Problem Gambling (ECPG) is a 501(c)(3) nonprofit 
organization committed to providing services and programs for those with a 
gambling or gaming problem/Gambling Disorder, their families, employers, students, 
treatment professionals, and the greater community through gambling addiction 
treatment support, information and education, advocacy, research, and prevention 
efforts.  Founded in 1991, ECPG maintains a position of neutrality on gambling and 
gaming, recognizing that most people who gamble do so for recreation and suffer no 
serious problems.  However, for some, gambling becomes a serious addiction, 
devastating to the individual and family.   ECPG is the Washington State Affiliate of 
the National Council on Problem Gambling.  
 

 
ECPG MISSION 
 
The Evergreen Council on Problem Gambling is dedicated to increasing awareness of 
public health issues around problem gambling and gaming, expanding the availability 
and integration of services, and supporting advocacy, research, and programs for 
education, prevention, treatment, recovery, and responsible gambling and gaming. 
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Supporting the Gaming Industry’s efforts to provide information and tools to reduce 
harms by offering Voluntary Self-Exclusion Programs is an important part of ECPG’s 
work.   Our Council provides this brief overview of Best Practices and Broad 
Perspectives to assist Gaming Operators in developing Voluntary Self-Exclusion 
Programs that are designed to help and empower people in getting the help they 
need to address their gambling problems and achieve their health goals.  
 

 
CONTENTS: 
 

Introduction 

Expectations and Purpose 

Guest Interaction and Registration 

Support Services and Resources 

Self-Exclusion Period/Term Options 

Self-Exclusion Extension and/or Active Reinstatement 

Compliance and Breaches of Agreement 

Promoting Awareness of Self-Exclusion Program 

Breaking Down Barriers 

References and Resources 

 
Note:  This is a brief overview only.  Each content area has many components to 
consider and will, undoubtedly, bring up additional questions.  Please do not hesitate 
to let our ECPG Staff know if there are other ways we can assist in discussions, 
planning, and program development.  
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INTRODUCTION 
 
Self-exclusion is, first and foremost, a tool for individuals who believe that they have 
a problem with gambling and can voluntarily bar themselves from entering one or 
more gambling venues to help prevent their gambling behaviors.  Most people 
report that they decided to self-exclude themselves, although family and friends may 
also play a role in the decision to self-exclude.  Financial problems often constitute 
the main reason for self-exclusion and most people report that they are unable to 
stop gambling of their own accord.  Severe financial hardship, stress caused by their 
gambling problems that affect their physical and mental health, desperation, and 
suicidal thoughts are all among the feelings shared by individuals as they 
contemplate signing up for Self-Exclusion Programs.  
 
When people are considering self-exclusion, they are looking for help.  Voluntary 
Self-Exclusion Programs are important tools that the Gaming Industry can offer their 
guests to enhance customer service and corporate responsibility, support harm-
minimization, and assist self-excluding individuals to get the help they need to 
address their problems and achieve their goals.  Self-Exclusion programs should help 
and empower people, not make them feel like criminals.   Here is some of the 
information gleaned from research that may be helpful when considering 
development of Self-Exclusion Programs.   
 

Despite evidence for effectiveness, only a small proportion of individuals with 
gambling-related problems or Gambling Disorder ever seek treatment and support 
resources for their problem.  Voluntary self-exclusion (VSE) programs are an ideal 
circumstance to engage individuals who are reluctant or have not yet sought formal 
treatment, given that individuals are already electing to prevent themselves from 
gambling through self-exclusion.  (Yakovenko, I., & Hodgins, D. (2021).  Effectiveness 
of a voluntary casino self-exclusion online self-management program.  Internet 
Interventions 23 (2021) 100354 Elsevier B.V.) 
 
 
This self-directed intervention is often the first serious attempt a person makes to 
control their gambling (Blaszcynski et al. 2004).   
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Participants in self-exclusion programs state that the program had been very helpful 
in regaining control of their financial affairs and overcoming relationship problems.  
Furthermore, many participants found the process of enrolling into the program 
empowering and saw it as the start of their recovery. (Croucher et al. 2006) 
 
Benefits include participants reporting decreases in gambling expenditure and 
improved financial circumstances; decreases in gambling frequency and time spent 
gambling; reduction in problem gambling severity and negative consequences of 
gambling; reduction in related psychological difficulties including depression and 
anxiety; and feeling they have more control of their circumstances. (Gainsbury 2014) 
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EXPECTATIONS AND PURPOSE 
 
For Voluntary Self-Exclusion Programs to be effective, clear information about the 
self-exclusion program and wide promotion of the program are both important. 
Casino staff and Tribal Gaming Authority/Regulators should have an effective 
training program for all staff who have a role in enforcing the self-exclusion program, 
including refresher training.   
 
“The features and principles of a self-exclusion program should be fully understood 
by individuals who wish to self-exclude, employees of gaming venues, gaming venue 
operations, and regulatory bodies.  This is essential in order to clarify expectations 
regarding the role and limits of all parties including legal and governmental 
authorities and avoid unrealistic expectations and unfair criticisms.”  (Gainsbury 2014) 

 
Some of the areas that must be covered with the guest at the time of Self-Exclusion 
Registration (pursuant to the Gaming Venue’s Policies and Procedures): 
 

• Agreement not to enter gaming areas, not to play gaming machines, or not to 
enter the venue at all 

• Authorizing Casino/Regulatory staff to stop them from entering or remaining 
in a gaming area or venue from which they are excluded 

• Accept their personal responsibility to stay away from the venue 

• Clear roles and expectations, including how compliance breaches will be 
managed; and how Self-Exclusion Extensions or Reinstatements are handled 

• Clear description of Self-Exclusion term options – let the individual choose, do 
NOT lead them into any particular option 

• Clear information on player cards and loyalty points (does individual have 
more than one player card or is registered under more than one name?)  

• Cessation of promotional materials 

• Winnings forfeiture policies 

• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 
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GUEST INTERACTION AND REGISTRATION 
 
Registration in a Voluntary Self-Exclusion Program should not be cumbersome or 
stigmatizing to the guest.  Staff training at multiple access points is key to ensuring 
consistency and a professional process. 
 

• Make registration available at multiple access points (casino, TGA and/or 
Corporate offices; Health Care services location; casino hotel guest services…) 

• Registration should take place in a comfortable, private, friendly setting that 
ensures confidentiality and respects the individual (don’t make them feel like 
a criminal or engage in stigmatizing behaviors and verbal communications – 
encourage the guest in making healthy gaming choices that can include self-
exclusion as an individual tool to support those choices.) 

• Ensure all processes and procedures are consistent regardless of where 
registration takes place (use the same forms; take the same type and size of 
picture; same staff training…) 

• Staff interacting with guests during the Self-Exclusion Registration should be 
specially selected and trained to provide a responsive, respectful, and 
professional process.  Trained “Ambassadors/Supervisors” should conduct 
meeting, explanations, and registration.  

o Do not offer the guest an opportunity to engage in “one last bet” or to 
“finish spending their free-play money.”  

o Self-Exclusion Registration should be handled discreetly and in a timely 
fashion.  It is best to offer the guest a seat in a comfortable, quiet, 
private area.  If, for any reason, the guest is asked to wait for assistance 
with Self-Exclusion Registration, do not offer or ask the guest to wait at 
a gaming machine or gaming table, or within or near the gaming floor. 
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SUPPORT SERVICES AND RESOURCES 
 
Ensure that information on resources and/or actual resources are available to assist 
players.  
 

• Share options for support resources (treatment and recovery resources; 
financial management counseling; community resources) 

   
 
People using self-exclusion programs noted the following items that should be 
stronger:  Many gamblers felt that the programs did not provide them with sufficient 
resources on problem gambling treatment and support during the ban period; that 
the detection process was not strong enough; the program was not well advertised; 
and they should be able to renew a self-exclusion agreement without going back to 
the casino (Ladouceur et al. 2000). 
 
All self-exclusion participants’ names must be removed from marketing lists and 
participants should be made aware that any winnings during the self-exclusion 
period (indicating the individual has breached the self-exclusion agreement) will be 
forfeited and made available to a Tribal or nonprofit organization that supports 
prevention/awareness, treatment, and recovery support for those affected by 
problem gambling.   
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SELF-EXCLUSION PERIOD/TERM OPTIONS 
(No Early Reinstatement Options) 
 
Periods of self-exclusion in gaming venues across the world vary substantially. But 
most often options range from 6 months to irrevocable lifetime bans. 
 
Almost all research indicates that it is best to offer a range of exclusion time periods.  
ECPG recommends a minimum of 1 year to allow individuals sufficient time to enter 
treatment if desired. Longer bans may be more effective, and ECPG recommends 
offering the Lifetime (irrevocable) option for those who might choose it.  Offer one 
or two other interim options (2 years and/or 3 years) that are not Lifetime so that 
individuals have choices that do not deter them from registering for the self-
exclusion program when only a Lifetime exclusion is offered.  “In general, most 
participants felt that longer bans were better because they felt that most gamblers 
with problems do not realize how serious their problems are at the time of self-
exclusion.  Most participants recommended a minimum ban length of one year 
because they felt that shorter bans were easy to wait-out and did not provide 
enough time for people who had self-excluded to stabilize and develop healthier 
behaviours.”  (Responsible Gambling Council, 2008) 
 

ECPG RECOMMENDED SELF-EXCLUSION TERMS: 
 
1 year 
 
2 year 
 
3 year 
 
Lifetime (irrevocable) 
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SELF-EXCLUSION EXTENSION AND/OR ACTIVE REINSTATEMENT 
 
A reinstatement process should be put in place before the self-excluded individual is 
permitted re-entry into casino/gaming facilities.  Prior to the end of the self-
exclusion term, individuals should be contacted with appropriate information and 
clear details regarding reinstatement requirements.  Individuals should be able to 
extend the Self-Exclusion period.   
 
ECPG recommends an Active Reinstatement Process, whereby the individual must 
apply to be reinstated (preferably in writing). This allows, yet again, an opportunity 
to provide the individual with support and information regarding treatment and 
support resources, rather than a Passive Reinstatement where the individual can 
automatically re-enter the casino after the end of the exclusion period.  If the 
individual does not initiate reinstatement prior to the initial term end, then the ban, 
as well as any consequences for breaches, would continue in force.  (NOTE:  This 
needs to be clearly stated on Self-Exclusion forms and materials and explained 
carefully to the individual – suggest signing/initially next to this provision). 
 
Even if reinstatement is granted, suggest a 30-day waiting period after approval and 
resend a package with information on problem and responsible gambling, treatment 
and recovery resources, and financial management counseling options.   
 
Determine how many times you want to offer an extension before the ban should be 
permanent.  Suggestion:  Initial Self-Exclusion; Second (Extension); with Third 
Request – consider initiating Lifetime Self-Exclusion as permanent/irrevocable ban. 
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COMPLIANCE AND BREACHES OF AGREEMENT; CONSEQUENCES 
(Enforcement and Support) 
 
Be clear upfront on what the consequences are and make sure you use any breach as 
another opportunity to share treatment and support resources with respect and 
confidentiality.  Potential consequences might include: 

• Verbal warning and/or warning letter – in discreet and respectful meeting 
with a trained Ambassador/Supervisor 

• Escorted off premises 

• Trespass charge 

• Fines (not recommended by ECPG) 

• Forfeiture of any winnings while Self-Excluded (winnings to go to Tribal or 
nonprofit program for problem gambling prevention/awareness, treatment, 
and recovery supports.) 
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PROMOTING AWARENESS OF SELF-EXCLUSION PROGRAM  
 
Most gaming venues have great opportunities to advertise self-exclusion programs 
on their websites and through print materials and displays throughout the casino, 
including in “discreet locations” such as restrooms; on ATM machines; potential for 
information kiosk/Responsible Gaming Center within casino. 
 
Promotion of the self-exclusion program as well as support services and resources 
should be available at the casino as well as information provided in the general 
community and through health and mental health centers and other relevant 
support services.  Relevant professionals (treatment professionals, financial 
counselors, court systems) should all be informed about the program so that they 
may refer clients as appropriate.  
 
A major aspect of promoting self-exclusion programs is educating casino/gaming 
staff, Tribal Gaming Authority and other regulatory staff at every level on the 
program.  Anyone interacting with a guest should be aware of the program and how 
to access it in a timely manner.   Create a Culture of Responsible Gaming throughout 
your venue and at all levels – from the top down. 
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BREAKING DOWN BARRIERS 
 
Individuals who have experienced the self-exclusion process report mixed feelings in 
a wide variety of studies and reports.  When the staff is supportive and 
compassionate, the guest felt comfortable.  Often, however, reports that staff were 
rude, uncaring, and disrespectful, or staff and situations (isolated dark rooms behind 
the security office; noisy areas that didn’t offer privacy) that made the guest feel 
“like a criminal” were barriers. 
 
 
It is important to remove any unnecessary complexities in the application and 
registration process, including for those who have limited proficiencies in English, 
and unnecessary legal jargon….Individuals should have the ability to enact 
agreements away from gaming venues, such as at a central administrative office, 
with a health or mental health treatment provider or legal professional, or via the 
Internet or mail.  (Gainsbury 2014) 
 
During the process of enrollment, privacy and confidentiality were an important 
concern.  Venue staffs’ attitude was also frequently criticized: staff members were 
perceived as not sufficiently briefed on the process and did not provide reasonable 
sensitivity, encouragement, or support.  (Hing, Nuske, et al, 2015; Hing et al, 2014).   
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Hi John,
Thanks for including me in this email.
 
From my point of view, we always want to be lowering barriers for individuals to self-exclude. I’m in
the camp of continuing to let sites maintain their own lists if they wish, while also notifying the
individual that they can sign up for the statewide self-exclusion.
 
Just my two cents—I’m not a clinician as you know.
 

 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov

 
 
 

From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov> 
Sent: Tuesday, June 29, 2021 8:48 AM
To: Waldron, Roxane (HCA) <roxane.waldron@hca.wa.gov>; Maureen Greeley
<Mlgreeley@evergreencpg.org>; kahlil.philander@wsu.edu; tylost@uw.edu
Cc: Robbins, Rashida (GMB) <rashida.robbins@wsgc.wa.gov>
Subject: State-wide Self-Exclusion
 
Greetings,
 
In working through the rules development process we are looking for feedback from the clinical and
research communities on a specific area of concern.
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The current state of self-exclusion in the House-Banked Card Rooms in Washington consists of
individual lists that are not shared. Currently an individual enters into an agreement with a house-
banked card room to self-exclude themselves from that place of business. This creates a less than
ideal situation in assisting individuals in dealing with their gambling problem or gambling disorder.
Once the state-wide system is operational licensees will be required to notify individuals on their
self-exclusion lists of the state-wide system and provide a means of taking advantage the new
system. Not all will respond so the licensees will be required to maintain both their individual lists as
well as the state-wide list.
 
Our question, should the licensees be prohibited from adding individuals to their proprietary self-
exclusion list instead of the state-wide system? From an operational perspective the simple answer
is yes, but this doesn’t take in to consideration the clinical perspective. We would like your feedback
on the merits of requiring only using the state-wide system going forward and not adding new
names to the individual site-specific lists.
 
I would appreciate your feedback by July 9, 2021. If you have any questions please contact me at
john.chinn@wsgc.wa.gov
 
Thank you,
 
John Chinn
Project Manager
WSGC
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From: Philander, Kahlil
To: Chinn, John (GMB); tylost@uw.edu; Waldron, Roxane (HCA)
Cc: Robbins, Rashida (GMB); Laydon, Ashlie (GMB)
Subject: Re: Self-Exclusion Question
Date: Tuesday, August 3, 2021 3:26:59 PM

External Email

Hi John,

Apologies for the delay as I've been away on vacation.

The best practice is that the fair value of the promotional points are paid out when enrolling (i.e. free play, not tier
status-related points). This best practice is indeed based on the findings from the RGC study in 2013 that Ty
forwarded (pg 45), which is not empirical but reflected a forum "consensus" from "experts".

If paying the fair value is not an option, I would suggest that the account is frozen rather than deleting the balance. I
believe it is better to provide a strong incentive upfront when gambling behavior is at a more harmful level.
Presumably when the individual is at the end of their period and is faced with the decision of returning for unfrozen
points, they are in a better headspace.

Kahlil

________________________________________
From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov>
Sent: July 29, 2021 10:48 AM
To: Philander, Kahlil; tylost@uw.edu; Waldron, Roxane (HCA)
Cc: Robbins, Rashida (GMB); Laydon, Ashlie (GMB)
Subject: Self-Exclusion Question

Good morning,

We have been having an internal discussion about players cards and self-exclusion. We would appreciate your
opinion on this topic.

What happens to an individuals players card (account) when they sign up for self-exclusion?

Current Draft Rules – When an individual signs up for self-exclusion their player card account is closed and any
outstanding points balance is deleted. This is in addition to loss of other privileges such as check cashing,
promotional activities, mailings, etc.

Possible alternative - When an individual signs up for self-exclusion their players card account is frozen/inactive for
the duration of the exclusion period. Once the term expires the account is made active with no lose of benefits. The
loss of other benefits such as check cashing, promotional activities, mailings etc. would still be effect during the
self-exclusion term.

Our discussion has centered around the loss of player points, could be a disincentive for committing to self-
exclusion. Obviously an individual could use their points prior to self-exclusion. Would the existence of a remaining
balance in the player card account act as an incentive to resume going to HBCRs after the self-exclusion term
expires.

We are quickly approaching our deadline for presenting the final rules draft to the commissioners and would
appreciate a quick response. Please reply by August 6th.
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Thank you for taking the time to assist us,

John Chinn
Project Manager
WSGC



From: Waldron, Roxane (HCA)
To: Chinn, John (GMB)
Cc: Ty Lostutter
Subject: RE: Self-Exclusion Question
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John, I’m supporting Ty’s position, that the points should not remain in the account until a
future date.
 
One thing we learned today in our Research & Data Workgroup from Kristi Weeks at the
Lottery is that the ‘Points for Prizes’ program points expire every year. Since the smallest
amount of time that an individual can self-exclude for also for one (1) year, their points will be
gone when/if they come back after self-exclusion. The points will not continue past self-
exclusion.
 
Lottery’s ‘Points for Prizes’ is a program where individuals can register and log ‘non-winning
tickets’ for points that they can then redeem for prizes.
 
Hope that helps—I’ll be away from 8/2-8/9, returning to work on 8/10.
 
Thanks, John.
 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov

 
 
 

From: Chinn, John (GMB) <john.chinn@wsgc.wa.gov> 
Sent: Thursday, July 29, 2021 10:48 AM
To: kahlil.philander@wsu.edu; tylost@uw.edu; Waldron, Roxane (HCA)
<roxane.waldron@hca.wa.gov>
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Cc: Robbins, Rashida (GMB) <rashida.robbins@wsgc.wa.gov>; Laydon, Ashlie (GMB)
<ashlie.laydon@wsgc.wa.gov>
Subject: Self-Exclusion Question
 
 
Good morning,
 
 
We have been having an internal discussion about players cards and self-exclusion. We would
appreciate your opinion on this topic.
 
What happens to an individuals players card (account) when they sign up for self-exclusion?
 

Current Draft Rules – When an individual signs up for self-exclusion their player card account
is closed and any outstanding points balance is deleted. This is in addition to loss of other
privileges such as check cashing, promotional activities, mailings, etc.
 
Possible alternative - When an individual signs up for self-exclusion their players card
account is frozen/inactive for the duration of the exclusion period. Once the term expires
the account is made active with no lose of benefits. The loss of other benefits such as check
cashing, promotional activities, mailings etc. would still be effect during the self-exclusion
term.
 
Our discussion has centered around the loss of player points, could be a disincentive for
committing to self-exclusion. Obviously an individual could use their points prior to self-
exclusion. Would the existence of a remaining balance in the player card account act as an
incentive to resume going to HBCRs after the self-exclusion term expires.

 
We are quickly approaching our deadline for presenting the final rules draft to the commissioners

and would appreciate a quick response. Please reply by August 6th.
 
Thank you for taking the time to assist us,
 
John Chinn
Project Manager
WSGC



From: Ty W Lostutter
To: Chinn, John (GMB)
Cc: kahlil.philander@wsu.edu; Waldron, Roxane (HCA); Robbins, Rashida (GMB); Laydon, Ashlie (GMB)
Subject: Re: Self-Exclusion Question
Date: Thursday, July 29, 2021 8:35:33 PM
Attachments: clip_image001.png
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External Email

Dear John, 

I can not find any research data that empirically compares suspending versus forfeiting players
points in terms of behavioral outcomes. The researchI have found on best practices by other
jurisdictions suggest that forfeiting players points at the time of self-exclusion as the
recommendation. Behaviorally that makes sense in the idea that the gambler might think about
those frozen points which could be incentive to return to gambling to use those points.
Therefore, I suggest implementing a forfeiting players points and closing the account at the
time of self-exclusion makes the most sense from a clinical and behavioral psychology
perspective. 

I’ve attached the Responsible Gambling Council’s (RGC) Centre for the Advancement of Best
Practices in which they suggest that forfeiting players points is the recommendation. 

I hope this is helpful and thank you for asking. 

Ty 

Ty W. Lostutter, Ph.D.

Associate Professor
Director, Psychology Internship Program 

Psychiatry & Behavioral Sciences | UW Medicine

Psychology Internship Program | 1959 NE Pacific St | Box 356560 | Seattle, WA 98195-6560

OFFICE:    206.543.7576   FAX: 206.685.8952 

EMAIL:    tylost@uw.edu    WEB:  http://depts.washington.edu/psychweb/

Center for the Study of Health & Risk Behaviors | 1100 NE  45th Street, Suite 300 | Box 354944 | Seattle, WA
98195-4944

OFFICE:    206.543.0473   FAX: 205.616.1705   

EMAIL:    tylost@uw.edu    WEB: https://sites.uw.edu/cshrb/ 
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The Responsible Gambling Council’s (RGC) Centre for the Advancement of Best Practices is pleased 
to present its findings from Insight 2013—a research project designed to investigate and identify best 
practices for player incentives in land-based venues. The research included: 


· An in-depth literature review 


· An examination of the policies and practices for player incentives in Canada and elsewhere 


· A focus group with individuals in treatment for gambling-related problems 


· A two-day forum with gaming providers, regulators, treatment counselors, researchers, 
marketing experts, and others 


RGC wishes to thank the Atlantic Lottery Corporation, the British Columbia Lottery Corporation, Loto-
Québec, the Manitoba Lotteries Corporation, the Nova Scotia Provincial Lotteries & Casino 
Corporation, the Ontario Lottery and Gaming Corporation and the Saskatchewan Liquor and Gaming 
Authority for the financial support that made this project possible. 


RGC also thanks the many individuals who contributed to the project. These include the gamblers 
who participated in the focus groups and the individuals who attended the Expert Forum. 


While this project results from the contributions of many, the work is a product of RGC’s analysis and 
RGC assumes responsibility for its content. 
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Similar to other industries, the gaming industry uses a range of incentives to attract and reward its 
customers. Despite the widespread use of these incentives, however, little attention has been given to the 
potential impact they may have on problem gambling, and the implications they have for responsible 
gambling. Yet people with gambling problems—or who are developing gambling problems—can be 
impacted by incentives in a negative way. With this in mind, the RGC Centre for the Advancement of Best 
Practices has undertaken a research project designed to better understand the nature of player 
incentives, their potential impact on problem gambling risk, and how they might be made safer for 
players. The project focuses on player incentives at land-based venues and gathers information from 
Canadian and international jurisdictions. Literature and policy reviews, a focus group, and a two-day 
forum are all used to obtain data. 


Overall, the findings of this report reveal that although the specific details of how they operate may vary, 
player incentives generally work in similar ways across jurisdictions and individual gaming venues. 
Rewards come in the form of cash, free play, accommodation, entertainment, free or discounted services, 
merchandise, food/beverage and travel. Some rewards are available to all patrons, but most are 
exclusive to members of the venue’s loyalty program and so are the focus of this report. While there is no 
direct evidence that incentives and loyalty programs create gambling problems, there is evidence that 
they can heighten problem gambling behaviours and that they have a strong appeal for some people who 
are at risk of, or have already developed, a gambling problem. 


Concern about the appeal of incentives to gamblers with problems has led some to call for the prohibition 
of loyalty programs. Others point to the opportunities presented by loyalty programs to communicate 
safety information to patrons, to track behaviours, to identify potential and emerging problems (“red flag” 
behaviours), and to initiate actions to mitigate potential problems. 


On balance, player loyalty programs—as long as they are not seen exclusively as a marketing tool—have 
some potential benefits from a player protection perspective. That assumes, however, that loyalty 
programs and other incentives actively build in tools and analytics that enable increased player 
information and safeguard, some of which are presented below. 


Promoting Informed Decision Making 


There are many opportunities to use player data to assist patrons in making informed decisions. These 
include: 


· Beginning with the registration process itself, taking regular opportunities to provide players with 
information about the realistic chances of winning and losing, where to get help, and the benefits 
of setting limits. Also providing some of the many other safety messages associated with well-
designed responsible gambling programs. Such information might be provided in any number of 
ways using the communication tools available to gaming providers. It would likely mean 
incorporating RG information in regular circulations, as well as distributing some information that 
is exclusively focused on RG topics. 


· Providing players with accurate and easy-to-access information about the links between the 
amounts they spend and the rewards they earn. 
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· Informing players that greater rewards are related to greater spending and that it is risky to view 
rewards, reaching a higher tier, or receiving greater staff attention as a status symbol or a 
measure of greater self-worth. 


· Providing loyalty members with activity reports that let them know their play history over a period 
of time of their choosing, such as the past month or year. Making the receiving of reports the 
default option with the capability to choose their frequency or to turn them off. 


· Providing members with normative feedback on their play history, using the entire database of 
loyalty members to calculate percentages and averages. 


Ensuring Marketing Incorporates an RG Perspective 


· Beyond the provision of good consumer information, there are also ways that loyalty programs 
and incentives can be managed in a way which reduces the risk of gambling problems. These 
include: 


· Ensuring that any information contained in promotional communications and materials complies 
with existing RG guidelines for advertising and marketing, and does not imply that participating in 
loyalty programs or other incentives increases the player’s chances of winning. 


· Permitting players to have only one card for the same loyalty program membership. 


· Incorporating RG information in promotional communications and materials with adequate 
prominence relative to other messaging. 


· Having an annual renewal for loyalty program membership that gives players an opportunity to 
review their past-year gambling activity with gaming venue staff. 


· When players register for a loyalty program, requiring them to opt in explicitly to each form of 
marketing communication (e.g., mail, email, phone, texts) they wish to receive. 


· Once they become loyalty members, allowing players to easily opt out of some, or all, forms of 
marketing communication at any time. 


Optimizing RG in the Earning and Redemption of Rewards 


· Allowing players to earn points and rewards not just for the time and money they spend gambling, 
but for participating in non-gambling activities as well, both inside and outside of the gaming 
venue. 


· Encouraging players to set personal gambling limits on their loyalty card. If players reach one of 
the limits they have set, have a message tell them that they have reached a limit. If players still 
continue to gamble, don’t allow them to accrue any additional loyalty points. 


· Rewarding players with (non-gambling) incentives for using the self-limiting tools. 
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· Allowing players to redeem their loyalty points for non-gaming rewards both inside and outside of 
the gaming venue (e.g., merchandise, food). 


· Allowing players to participate in contests without having to be at the gaming venue when prizes 
are announced. 


· Allowing a cooling-off period after players have lost a large sum of money before offering any 
incentive to gamble further. Once such a player has left the premises, allow a reasonable amount 
of time to pass before offering that player an incentive to return to the venue. 


· Ensuring that alcohol is not used as an inducement or reward for gambling. [Note that in most 
Canadian provinces, complimentary alcohol service is prohibited. 


Supporting At-Risk Players 


Some players will gamble in a manner that exhibits “red flag” behaviours which suggest a potential 
problem and which trigger observations and responses from venue staff. These at-risk players warrant 
special attention from the perspective of rewards and incentives. Self-excluded players also warrant 
special attention in this regard. Both groups of players would benefit from the following provisions: 


AT-RISK PLAYERS 


· Using loyalty card data, in combination with staff observations and other documentation, to 
identify red flag behaviours that may indicate a potential gambling problem. 


· Putting a customer service protocol in place to identify when and how staff will take action when a 
loyalty member exceeds red flag thresholds for frequency of gambling, duration of sessions, 
average bet size, and cumulative losses. 


· Having an escalating process in place to offer red-flagged players assistance, education, as well 
as the option of easily removing themselves from future incentives or marketing communications. 
(The same system would also be used for those players exhibiting red flag behaviours who are 
not loyalty club members.) 


· Discontinuing rewards that, in order to be redeemed, require the player to be in the venue for 
extended periods of time—particularly if it means the player can access more cash (because, for 
instance, a new banking day has begun). 


· Discontinuing discretionary rewards designed to promote longer stays. 


SELF-EXCLUDED PLAYERS 


· When players signs up for self-exclusion, immediately removing their name from all marketing 
contact lists. 


· Paying out any unredeemed points and canceling the loyalty program membership immediately 
when a player self-excludes. 
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· Once their self-exclusion period has ended, requiring reinstated players to reapply for loyalty club 
membership and to opt in explicitly to each form of marketing communication they want to receive 
from the venue. 


In summary, there is great opportunity to use loyalty cards to promote informed decision making, as well 
as to reduce risk by ensuring marketing incorporates an RG perspective; optimizing RG in the earning 
and redemption of rewards; and having special exemptions and protocols for those identified as at-risk or 
who have self-excluded. Future developments in the use of loyalty cards to inform and assist those at risk 
will further inform best practices in the promotion of safer gambling and the prevention of problem 
gambling. 
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Similar to other industries, the gaming industry has adopted a range of initiatives to attract and reward 
their customers. Player loyalty programs, promotions, and other incentives are commonly used to attract 
new patrons, retain existing ones, and increase long-term profits. 


Despite the widespread use of player incentives, however, little attention has been given to the potential 
impact they may have on problem gambling, and the implications they have for responsible gambling. 
While the gaming industry has made great strides in recent years in developing measures to help reduce 
problem gambling risk among players, few responsible gambling measures have been developed 
specifically for player incentives. Yet people with gambling problems—or who are developing gambling 
problems—can be impacted by incentives in a negative way. 


With this in mind, the RGC Centre for the Advancement of Best Practices has undertaken a research 
project designed to better understand the nature of player incentives and their potential impact on 
problem gambling risk, and to identify opportunities to make them safer for players. The project focuses 
on player incentives at land-based venues, gathers information from Canadian and international 
jurisdictions, and brings together perspectives from a range of stakeholder groups. Literature and policy 
reviews, a focus group, and a two-day forum are all used to obtain data to identify a set of responsible 
gambling best practices for the provision of player incentives at land-based venues. 


The report is divided into four chapters. Chapter 1 provides an overview of player incentives, reviews the 
literature relevant to player incentives and problem gambling risk, and examines the different policies and 
practices that are in place for player incentives across Canada and some international jurisdictions. 
Chapter 2 discusses the results of a focus group that was conducted with individuals in treatment for 
gambling-related problems in order to explore their experience with incentives and any suggestions they 
may have for making them safer for players. Chapter 3 presents the results of the Responsible Gambling 
Council (RGC)’s two-day forum that brought together gaming providers, regulators, treatment counselors, 
researchers, marketing experts, and others to discuss player incentives, their impacts, and current—as 
well as possible future—incentive safeguards. Chapter 4 synthesizes all of the information learned from 
previous chapters and provides a framework of player incentive best practices. 
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With a focus on increasing repeat visits, customer spending, and brand loyalty, most gaming venues offer 
players some type of incentive in order to reward them for past gambling and to encourage them to 
engage in future gambling (Palmer & Mahoney, 2004). The purpose of this chapter is to provide an 
overview of how player incentives work; their potential impact on gambling behaviour and problem 
gambling risk; and measures to alleviate risks associated with them. 


Some of the content of the chapter is based on the available literature on player incentives. Other content 
is based on information that was available publically, combined with documents that were sent directly to 
RGC from several Canadian gaming providers upon request. 


Overview of Player Incentives 


While the details of how player incentives work vary across jurisdictions and individual gaming venues, 
they operate in relatively similar ways. What follows below is a general description of the different types of 
rewards players can earn; how players can earn them; and the various ways the rewards are marketed to 
players. 


DIFFERENT TYPES OF REWARDS PLAYERS CAN EARN 


Some rewards are given to players as a reward for their past behaviour while others may be given to 
influence their future behaviour. 


· Cashback and Cash – Cashback is literally cash given back to the player, often after they have 
spent a certain amount of money gambling. Players may also win cash prizes for participating in 
various promotions. 


· Free play – Free play is a reward given to players in the form of gambling credits that are worth a 
certain amount of money. Often, the player needs to spend a certain amount gambling before 
being eligible to earn a free play offer. 


· Accommodation – Free hotel rooms may be given to players, usually after they have spent a 
certain amount of time and money at the gaming venue. The quality of the accommodation 
usually depends on the particular patron’s level of play. 


· Entertainment – Gaming venues will sometimes offer players free tickets to concerts, live shows, 
movies, sporting events, and other activities. 


· Free or discounted services – Examples of services that may be provided for free or at a 
discounted rate can include spa services, valet parking, and limousine service to and from the 
gaming venue. 


· Merchandise – Gaming venues often give away merchandise to players such as logo items (e.g., 
key chains, drink bottles, hats), gift shop items, luggage, wine glasses, gift cards to retail stores 
and/or the gaming venue gift shop, as well as larger items such as cars. 
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· Food and beverage – Often, gaming venues give players vouchers for free or discounted meals 
at restaurants on- and off-site and, where permitted, free drinks to players on the gaming floor. 
Gaming venues tend to be fairly generous with food and beverage rewards, and often give them 
to any patron regardless of gambling activity. Free (and often, unlimited) meals for exclusive, 
high-end restaurants are often based on the amount gambled. 


· Air fare – For some players, most often high spenders, gaming operators may offer free flights to 
and from the gaming venue. 


DIFFERENT WAYS OF OBTAINING REWARDS 


There are several different ways that players can earn rewards. While some are exclusive to members of 
the venue’s loyalty program only, others are available to all patrons. 


a. Loyalty Program Point Accrual and Redemption 


In general, loyalty programs have two main goals: 1) to increase revenues by increasing purchase levels; 
and 2) to maintain the current customer base by strengthening the bond between the customer and the 
brand (Uncles, Dowling & Hammond, 2003; Matilla, 2006; Sui & Baloglu, 2003). Ultimately, these 
programs seek to build a long-term relationship with the customer through understanding and rewarding 
purchase behaviour (Meyer-Waarden, 2008). 


In the gaming industry, both repeat patronage and brand attachment are important for player loyalty 
(Lucas, Dunn & Singh, 2005). One of the main ways that gaming venues try to earn loyalty from players is 
by offering a loyalty program that they can sign up for voluntarily and allows them to earn various 
rewards. The most common way that players can earn rewards is through the accumulation and 
redemption of points, which are usually earned by gambling. Many gaming venues also allow players to 
earn points for participating in non-gambling activities at the venue, such as shopping, dining, and other 
activities.1 


In order for players to accumulate points on their loyalty card for the gambling activities they participate in, 
they usually need to either insert their card into a slot (or other electronic) gaming machine before 
playing, or present their card to the dealer at a gaming table where their play can be tracked and rated.2 
Play frequency and betting amounts are recorded via the loyalty card, and the information helps the 


1 Recently, it has also become possible for players in some jurisdictions to earn points on their loyalty card for 
participating in non-gambling activities outside of the gaming venue. For instance, in June of 2013, Hyatt Hotels & 
Resorts® and MGM Resorts International® formed a new partnership that allows members of MGM’s loyalty 
program, M life, to be able to earn tier credits when they stay at Hyatt properties around the world. Conversely, 
members of Hyatt’s loyalty program, Hyatt Gold Passport, can earn and redeem points on their loyalty card at 12 
MGM properties on the Las Vegas strip (e.g., MGM Grand, Bellagio). (Hyatt Hotels Corporation and MGM Resorts 
International, 2013). 
2 A few gaming operators in Canada allow loyalty program members to have, and use, more than one loyalty card for 
their account at any given time. Where multiple cards are allowed, players can insert them into several slot machines 
or table game readers at once, depending on the particular rules of the game. Sharing one’s loyalty cards with other 
players, however, is prohibited. 


12 | INSIGHT 2013  


                                                      


 







 


venue know what games the player prefers. It also helps the venue determine which rewards to offer the 
player (Greenstein, 2012). The amount of money that players must spend on gambling to earn a single 
point usually varies across programs. In some, for example, players may need to spend $10 on slot 
machines to earn a single point, while in others, they may only need to spend $1 on slot machines to earn 
a single point. In addition to the baseline number of points that loyalty program members can earn for 
their gambling expenditures, they can sometimes also earn extra “bonus” points for spending beyond a 
certain level. 


In most jurisdictions, loyalty programs operate on a tier-based system, such that a player’s tier level is 
determined by point accumulation, and greater rewards are offered as players move up to higher levels. 
The number of levels and types of rewards that players can earn at each level may vary across programs, 
but the underlying idea is the same: As play activity increases and more points are earned, higher tier 
levels are reached and greater rewards can be given. In most cases, not only are players required to 
obtain a certain number of points within a specified period of time to move up from the first tier level to 
higher levels, they must continue to earn a minimum number of points within a specified time period to 
remain at higher levels. If the minimum number of points is not earned within the designated time frame 
(e.g., 12 months), the player will be moved down to the level that aligns with their accumulated points. In 
some programs, players will be notified when they are approaching the end of their “tier year,” and will be 
informed of how many points they need to move up to the next tier, and the associated benefits of that 
tier. 


The actual amount of money that players must spend on gambling (including bets and rebets) to move up 
to higher tier levels varies considerably across programs, and depends on a variety of factors—including 
how many points are required for each level and how much it costs to earn a single point. In Canada, a 
player may have to bet anywhere from $5,000 to $35,000 a year on slot machines to earn second tier 
level status, while they may have to bet anywhere from $25,000 to $400,000 for higher tier levels. In 
some programs, the highest (“VIP”) tier level requires a personal invitation to join in addition to a requisite 
number of points and gambling expenditures.3 


Once earned, most loyalty programs allow players to redeem their points online, at the loyalty counter in a 
gaming venue, at a player kiosk, directly at a slot machine (if the reward is free play), or at other locations 
depending on the venue. Most programs require that a minimum number of points be redeemed at any 
given time (e.g., a minimum of 1,500 points, or the equivalent of $5 in cash back). The type of rewards 
that loyalty program members can obtain by redeeming their points depends on the jurisdiction: Some 
allow players to redeem their points for cashback and/or free slot play only; some restrict rewards to 
discounts or vouchers for services or merchandise; and some allow players to receive the full range of 
rewards. 


In Canada, the terms and conditions for loyalty programs state that the inactivity of a player’s account for 
a particular period of time will result in membership cancellation and forfeiture of any points accumulated 
that have not been redeemed. The duration of the period of inactivity varies with the program, but is 
typically either 12 or 18 months. When players are approaching the limit for a period of inactivity, some 
gaming venues will send them a notice letting them know that their account has been inactive and will 


3 While several gaming jurisdictions in Canada have tier-based loyalty programs, three jurisdictions do not: Manitoba, 
Nova Scotia, and Prince Edward Island. In these jurisdictions, loyalty program members receive equal benefits in 
their respective programs, regardless of their level of play. 
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expire soon. The notice might also offer the player an incentive to return to the gaming venue, such as a 
free play voucher. 


b. Promotions 


Besides earning rewards through points and tiers, loyalty members can also receive rewards through 
exclusive, members-only promotions. An example might be a “Ladies Night” event, whereby female 
loyalty members can enter a draw from 8 PM until midnight on a Friday evening for a chance to win prizes 
such as jewellery or spa services. Other examples include swipe-to-enter contests that allow members to 
swipe their loyalty card—sometimes daily—for a chance to win various prizes, and birthday club 
promotions that allow members to enter a draw once during their birthday month for a chance to win a 
prize. Those who use their loyalty card can also be automatically entered into random draws for cash, 
food and beverage, free play, and even large prizes such as cars and trips. While some promotions are 
exclusive to loyalty program members only, others may be available to all players, including those with 
loyalty cards. A few examples include: 


· Draws – Players can enter ballots into draws for a chance to win cash and other prizes. Ballots 
can be earned by winning jackpots and/or by purchasing them at the gaming venue. In Canada, 
the rules for participating in promotions such as draws vary, with some requiring the player to be 
present when prizes are announced to be eligible to win, even when the draws take place over a 
number of hours. 


· Slot Tournaments – Players can enter slot machine tournaments by paying a fee (e.g., $10) or by 
using their loyalty reward points. During a slot tournament, players are given a certain number of 
credits to gamble with for a specified period of time, and the player who ends up with the most 
credits at the end wins a jackpot prize. 


· Seniors Days – On certain days of the week, seniors may be eligible to participate in random 
draws and/or be entitled to receive discounts on food, beverage, and venue amenities. 


In general, promotions are meant to enhance patron experience at the gaming venue, and increase visit 
frequency as well as gaming revenue (Lucas, 2004). They provide players with an opportunity to win a 
wide range of prizes, and to participate in events that provide the players with particular perks.  


c. Comping 


· Most gaming venues—particularly casinos—have hosts whose job it is to create a relationship 
with players, a large part of which includes providing them with complimentary goods and 
services, commonly referred to as “comps.” In most jurisdictions, comps are a large part of what 
gaming operators spend each year on player rewards (Baynes, 2011). 


· Generally, hosts offer comps to all patrons, from the penny slot players (“low rollers”) to those 
spending thousands of dollars or more per hand (“high rollers”). Exactly what players need to do 
to earn a comp varies across jurisdictions and individual gaming venues, but they typically 
receive comps based on their loyalty point accumulation, “theoretical loss,” and other variables. 
While hosts can offer comps to players at their own discretion, known as “discretionary comps,” 
most gaming venues have clear guidelines for how comps can be given out, and they usually 
need to be justified by the player’s gambling activity (Liu, 2005). In general, the more money bet 
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and the more time spent gambling, the higher the level of comp allowed (Tamburin, 2013). Low-
level comps such as free food and beverage may sometimes be offered independent of gambling 
activity, and are often handed out randomly to players on the gaming floor. More valuable comps, 
such as free flights and luxury hotel suites, are usually restricted to high rollers who spend large 
sums of money at the venue. In Canada, at least one jurisdiction’s policy states that comps are 
issued at the discretion of customer service staff, who are encouraged to review players’ 
gambling history and the value of each player’s average earned comp per visit, in order to make 
an educated decision about what type of comp to offer. Besides being issued by hosts and 
customer service staff, comps are also frequently offered to players through the mail—and, in 
some cases—via email, text messages, and telephone. 


MARKETING OF INCENTIVES 


When gaming venues want to notify players about the different type of incentives they offer and the 
different type of rewards players may be eligible for, the information is communicated to them in several 
different ways. The main ones are through signage on the gaming floor, email, regular mail, and gaming 
venue hosts. The latter three forms of communication tend to be more personalized in nature and are 
more often based on past gambling activity than the former. Floor signage is typically used to advertise 
loyalty programs, or to let players know about general promotions such as discounts on meals, enter-in 
gambling tournaments, etc. Some other ways that gaming venues may let players know about incentives 
include social networking sites, billboards, and text messages. 


In order for a Canadian gaming venue to be able to contact loyalty program members for marketing 
purposes—whether by regular mail, email, phone, or text message—the venue must first obtain the 
player’s consent. This is generally done on the application form as part of the registration process. Most 
jurisdictions ask players to check mark each method of communication they explicitly consent to 
receiving; other jurisdictions, however, simply ask players to provide all of their contact information on the 
form, and then state, in smaller print, that by providing this information, they are giving consent to 
receiving all methods of promotional communication from the venue. Once players become loyalty 
program members, they can usually opt out of receiving some or all forms of promotional communication 
at any time, although exactly how they must do this varies by jurisdiction and communication method. For 
example, in at least one province, if players no longer wants to receive promotional material through 
regular mail, they must mail in the request; if they no longer want to receive emails, they must email the 
request. 


Impact of Player Incentives 


Player incentives work to influence visit frequency and spending behaviour, and to garner a positive 
attitude towards the gaming brand. 


LOYALTY AND VISIT FREQUENCY 


In today’s competitive marketplace, gaming operators offer players not just rewards, but highly 
personalized service and attention. It is hoped that in addition to the rewards themselves, this will 
increase perceived value by the players and make them more loyal customers who visit the venue more 
often (Crofts, 2011; Chen McCain, Jang, & Hu, 2005). Surveys with loyalty members show that special 
treatment, positive employee interaction, and rewards such as cashback and free meals/ accommodation 
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are indeed linked to player loyalty (e.g., frequency of visits) to the gaming venue (Huang, Chen McCain, & 
Tie, 2008; Yi & Busser, 2008). Recognition for visiting and spending at the venue is also important for 
player loyalty (Huang et al., 2008), as is superior customer service. Chen McCain et al. (2005), for 
example, found that when Las Vegas casinos trained their employees to respond to customers’ needs 
and wants—as well as earn their trust—player loyalty was greatest, and it made a significant difference to 
whether or not the customer continued to visit the gaming venue. 


SPENDING BEHAVIOUR 


Research shows that, in addition to visit frequency, player incentives can impact spending behaviour, 
resulting in more money being spent gambling at the venue than might otherwise occur. Min (2012), for 
instance, examined how the introduction of a new loyalty program affects slot machine and table game 
betting amounts. The loyalty program studied by Min in Las Vegas included more opportunity for earning 
comps, greater tier-level benefits, and the ability to earn points through non-gaming spending. Overall, 
the program resulted in an increase in the amount of money that players bet on slots—such that 
collectively, they bet an additional $302,000 per day. (The incentives, however, had no effect on table 
game spending.) Other research shows that when incentives are offered to players during a gaming 
venue visit, they can increase betting amounts once gambling has already begun (Narayanan & 
Manchanda, 2011). 


IMPACT OF INCENTIVES ON PROBLEM GAMBLING RISK 


While player incentives are common practice in the gaming industry, there has been some concern 
among researchers that they may encourage problem gambling behaviour, particularly for those who are 
at risk of—or who have already developed—gambling problems (Hing, 2005; Narayanan & Manchanda, 
2011; Southwell, Boreham, & Laffan, 2008). For example, players may be tempted to gamble more than 
they would otherwise in order to receive certain offers or to reach the next tier level in their loyalty 
program, making it more difficult to control gambling activity (Greenstein, 2012; Hing, 2005; Narayanan & 
Manchanda, 2011; Southwell et al., 2008). Indeed, many individuals with gambling problems have 
admitted to feeling tempted to revisit the casino after losing large sums of money and subsequently 
receiving a comp (Greenstein, 2012). And a live-play study commissioned by Gambling Research 
Australia found that obtaining loyalty program points and rewards was an important predictor of the self-
reported urge to continue playing past one’s limit. For some players, getting program rewards was also 
associated with increased excitement and a loss of judgment over spending (Schottler, 2010). 


The notion that player incentives may be particularly risky for those with gambling problems is supported 
by a study conducted with older adults who play electronic gaming machines (EGM) in Australia 
(Southwell et al., 2008). The study found that compared to players classified as low risk/non-problem 
gamblers, those classified as moderate risk/problem gamblers spent more time (33% vs. 14%) and 
money (27% vs. 11%) gambling when they participated in gaming venue promotions. In another study, 
player data taken over a two-year period from a U.S. gaming venue showed that over the course of the 
study, players defined as “addicted” gambled significantly more than those defined as “non-addicted” in 
response to marketing efforts such as comps. Moreover, while incentives offered to players during a 
gambling session increased betting amounts during that session for both addicted and non-addicted 
players, it also led to increased betting amounts in the next session for addicted gamblers only 
(Narayanan & Manchanda, 2011). Taken together, the findings of the latter study led the authors to 
conclude that comps may increase gambling involvement; may make it more difficult to control gambling 
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behaviour; and could potentially create problems for some players over the long term (Narayanan & 
Manchanda, 2011). 


These conclusions are supported by surveys measuring attitudes towards incentives among players 
themselves. An Australian Clubs player survey, for instance, found that a significant number of gamblers 
feel that promotions encourage gambling—with approximately half of those surveyed believing that 
players have to be in the venue when prizes are announced in order to win contests, which could 
encourage players to stay there for longer and gamble more. Overall, many participants in the study 
viewed promotions as being against the “spirit” of responsible gambling, even if the gaming venue had 
implemented other responsible gambling measures (Hing, 2004). A subsequent study by the same author 
examined previously conducted interviews with Club players, and once again gaming venue promotions 
were a cause of concern: The excessive advertising of promotions, for example, was viewed as enticing 
players to gamble for longer (Hing, 2005). Other incentives—such as free weekly bus trips to and from 
the gaming venue—have also been viewed as inducements to gamble and potential contributors to 
problem gambling, especially among vulnerable populations such as seniors (Leaman, 2012). 


Some researchers argue that offering inducements to gamble should be prohibited, as in New South 
Wales where hotels and clubs cannot offer free credits to current players, or as a means to encourage 
persons to become players (Hing, 2004; Gaming Machines Regulation, 2010). Others argue that loyalty 
programs should be eliminated entirely, particularly when a gambling provider has a monopoly, as these 
rewards only serve to encourage people to gamble more and are therefore not conducive to responsible 
gambling (Williams et al., 2012). 


Player Incentive Safeguards 


As researchers have recognized that player incentives can increase problem gambling risk, it has been 
suggested that in order to reduce that risk, incentives should be made safer for players (Independent 
Gambling Authority, 2012; Simpson, 2012). Some proposed ways to do this include conducting a risk 
analysis of players based on their loyalty card data, using loyalty card data to provide players with play 
history reports, and linking loyalty cards to pre-commitment. These are each described in more detail 
below. 


USING LOYALTY CARD DATA TO ASSESS RISK 


As already mentioned, loyalty programs allow gambling behaviour to be tracked when players insert their 
loyalty card into an EGM or present it at a gaming table. This allows the player to earn points and be 
eligible for certain rewards and other benefits. Some researchers have suggested that as a responsible 
gambling measure, players’ loyalty card data could be used to identify those at-risk of—or who have 
already developed—gambling problems. To increase the accuracy of this type of risk assessment, it has 
further been suggested that loyalty card data could be compared to “on the floor observations” 
(Independent Gambling Authority, 2012; Schellinck & Schrans, 2011). Potential drawbacks to risk 
assessments based on loyalty card data are: the difficulty in identifying the underlying reason for a 
player’s observed gambling behaviour; the inability to track gambling behaviour at other venues that do 
not use the same loyalty card; and the sharing of cards among players (Independent Gambling Authority, 
2012; Schellinck & Schrans, 2011). 
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USING LOYALTY CARD DATA FOR PLAY HISTORY REPORTS 


Another recommended RG safeguard for player incentives is to send past-month and past-12 month 
statements to all loyalty members that would inform them of their monthly gambling expenditures. Players 
could also be given normative feedback on the frequency and duration of their gambling, using the entire 
database of loyalty members to calculate percentages, averages, etc. (Simpson, 2012). This safeguard 
has already been implemented, to some extent, in Manitoba. In this province, Club Card members may 
request to receive Gaming Activity Reports which let them know how much they have spent on electronic 
gaming for a period of time of their choosing. Players can ask to receive one-time or ongoing reports by 
mail (at 3-, 6-, or 12-month intervals), or they can view reports immediately on-site at the Responsible 
Gaming Information Centre (RGIC). The reports are promoted to players through newsletters, the 
Internet, and at RGIC events. However, normative data is not provided to players in Manitoba at the 
present time. OLG’s Winner’s Circle Rewards members can access their play activity for January to 
December of the previous calendar year, online at any time. Full player history reports can be accessed 
via a freedom of information request. 


LINKING LOYALTY CARDS TO PRE-COMMITMENT 


Player incentives, as we have already seen, may be harmful to some players because they may gamble 
more than intended in order to obtain certain rewards or reach higher tier levels (Henley & Brading, 2009; 
Responsible Gambling Advocacy Centre, 2011; Williams, West, & Simpson, 2012). Thus, some 
researchers have suggested that loyalty programs should be linked to pre-commitment tools such as limit 
setting, so that once a player’s limit has been reached, the ability to earn additional points could 
substantially be reduced or prohibited altogether. Players could also be rewarded for responsible play, 
rather than for the amount of play, and could receive rewards for using limit setting and other responsible 
gambling tools (Simpson, 2012; Williams et al., 2012). The main concern with linking pre-commitment to 
loyalty cards is that asking players to set limits on a card that also rewards them for gambling more 
seems counterintuitive. However, if implemented appropriately with the proper safeguards, some still view 
linking pre-commitment to loyalty cards as a potential way to reduce problem gambling risk (Simpson, 
2012; Responsible Gambling Advocacy Centre, 2011). 


Again, the above safeguard is already implemented in Manitoba. Specifically, members of Manitoba 
Liquor & Lotteries’ loyalty program (Club Card) have the option of setting personal daily limits on their 
loyalty card for electronic gaming, such as the amount of money spent and lost, and the amount of time 
played. If a particular limit has been reached during play, players will get a message letting them know 
that the limit has been reached. If players continue to gamble, they will not accumulate any additional 
points for the remainder of the gaming day. The limits that the players set are site-specific due to the 
technology being used, meaning that players must set separate limits for each Manitoba Liquor & 
Lotteries venue (2 casinos and 1 gaming centre) in the province. The separate limits for each of the three 
venues require a separate enrolment and change process, which has limited the uptake of this feature. 
The limit-setting option is promoted to players on the loyalty program application form. 


OTHER SUGGESTED SAFEGUARDS 


In addition to these safeguards, people have suggested that in order to make loyalty programs safer, 
players should be able to earn points and rewards not just for the time and money they spend gambling, 
but for participating in non-gambling activities as well, such as shopping at the gaming venue, eating at its 
restaurants or purchasing tickets for shows. (Responsible Gambling Advocacy Centre, 2011). As 
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mentioned earlier on in this chapter, many loyalty programs allow this already, and some allow players to 
earn points for non-gambling activities done outside of the gaming venue. 


Simpson (2012) also suggests that gaming staff be required to intervene when a loyalty member exceeds 
certain thresholds for frequency of gambling, duration of sessions, average bet size, and cumulative 
losses—arguing that loyalty programs currently track these measures to calculate player incentives 
anyway. 


Specific RG Guidelines for Player Incentives 


CANADA 


No Canadian jurisdiction has developed RG guidelines specifically for player incentives. All jurisdictions 
do, though, have restrictions on advertising and marketing, which may include the advertising and 
marketing of loyalty programs and other player incentives. The most common advertising and marketing 
restrictions are: encouraging excessive or irresponsible play; encouraging people to play beyond their 
means; exaggerating the chances of winning; implying the certainty of financial reward; and depicting or 
appealing to minors. 


The only other Canadian guidelines for player incentives found by RGC that could be interpreted as 
related to RG were the few included in the Alberta Gaming and Liquor Commission’s (AGLC) Casino 
Terms & Conditions and Operating Guidelines for casino licensees. The guidelines contain a section 
entitled “Promotions,” which stipulates the following: 


· Casino facility licensees may not provide any promotional activity which offers increased payouts 
to reward frequent play; 


· Free draws, contests, giveaways or similar promotions are allowed, provided that a person is not 
required to play table games or electronic games, or to remain in the facility, in order to receive a 
prize as a condition of participating in, or entering, the draw or other promotion; 


· A casino facility licensee may require a person to be present at the time of a draw to receive a 
prize, but the time, date and place of the draw must be prominently posted within the casino 
facility; 


· Player tracking and reward programs are allowed, but these programs must be submitted to the 
AGLC for approval prior to their implementation. The program submissions must include the 
following conditions: 


o The casino facility licensee must maintain a current record of players who are Voluntary 
Self-Exclusion (VSE) participants and exclude such participants from any casino 
marketing; and 


o The casino facility licensee must include a statement indicating that a patron may be 
removed from the player reward mailing list at the player’s request.  
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Availability of Responsible Gambling Information 


All Canadian jurisdictions have a policy commitment to ensure that players have access to RG 
information, though the availability and distribution of this information for loyalty program members varies 
from province to province. Some loyalty program application forms include RG information such as the 
provincial problem gambling helpline number and the gaming operator’s RG tagline. Some RG 
information may also be embedded in the loyalty program’s terms and conditions, such as the fact that 
players who are self-excluded cannot register for—or participate in—the program, and (where offered) 
play history reports are available for members upon request. In addition, gaming operators in several 
jurisdictions have branding standards and/or marketing policies that require the name and logo of their 
RG program, as well as the provincial problem gambling helpline number, to be included on all 
promotional materials. 


Self-Exclusion 


In Canada, all jurisdictions prohibit self-excluded players from registering for a loyalty program. They also 
prohibit current loyalty program members from continuing to participate in the program if they self-exclude 
from the venue. Exactly what happens to players’ loyalty program membership when they sign up for self-
exclusion varies across jurisdictions. In most provinces, their membership is cancelled, while in others, it 
is suspended until they reinstate. Any unredeemed loyalty points may be forfeited, paid out to players in 
cash, converted to gift certificates (e.g., for groceries), or given to players to redeem. 


INTERNATIONAL 


While RG guidelines for player incentives outside of Canada are few, some have been developed 
specifically for loyalty programs in Queensland, Australia. Tasmania has also developed some RG 
guidelines as part of its broad restrictions on player incentives. The guidelines of Queensland and 
Tasmania are presented in turn below. 


Queensland 


In 2007, the Queensland Treasury published the document, Queensland Responsible Gambling 
Guidelines for Player Loyalty Programs. The guidelines were developed jointly by representatives of the 
gaming industry, the community, and government, and were intended to be used in conjunction with the 
State’s Advertising and Promotions Guideline to support the Queensland Responsible Gambling Code of 
Practice. In general, the guidelines state that loyalty programs should be advertised and promoted 
similarly to other gambling products and services. Thus, they should promote gambling as a form of 
leisure and entertainment, which can be enjoyable if engaged in responsibly. More specific components 
of the guidelines include: 


· Advertising and promotion of loyalty programs within the community must comply with the 
Queensland Responsible Gambling Advertising and Promotions Guideline; 


· Direct marketing of loyalty programs must comply with the Direct Marketing Code of Practice of 
the Australian Direct Marketing Association (ADMA); 


· Loyalty program registration must include relevant information for players to make an informed 
decision about their participation in the program; 
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· Program features and functions must not offend prevailing community standards; must not target 
minors, disadvantaged, or vulnerable groups; and must not involve irresponsible trading practices 
by the gaming provider; 


· Where practical, mechanisms to earn and redeem points must not focus exclusively on gambling 
activities where other activities are available at the gaming venue; 


· Positive RG messages, where appropriate and possible, are to be incorporated into loyalty 
program features and functions; and 


· Loyalty programs must comply with the Exclusions Framework (program material must not 
intentionally be sent to excluded players or to those who have requested such material not be 
sent; players can opt out of receiving program material by mail, etc.). 


Tasmania 


In 2012, the Tasmanian Gaming Commission developed new guidelines for player incentives such as 
promotions and loyalty programs (Tasmanian Gaming Commission, 2012). The guidelines include the 
following restrictions: 


· Any inducement, regardless of the amount, must be redeemable for services other than just 
gambling; 


· Players must not be offered free or discounted alcohol for consumption on the premises, or 
vouchers for the purchase of alcohol as an inducement or reward for gambling; 


· Players must not be required to be at a prize draw, or on the premises at the time of a prize draw, 
in order to be eligible to win any prize that is greater than $1,000 in value; 


· Loyalty program members must be provided with a player activity statement annually, which lets 
them know the points or the equivalent, that have been accrued as a result of gambling; 


· At least once per year, loyalty program members must be sent self-exclusion and RG information 
that states the name and telephone number of the Gambling Helpline; and 


· Loyalty program members must not be offered rewards greater than $10 which can be used for 
gambling purposes.  


In 2013, the Tasmanian Gaming Commission developed additional guidelines, specifically for “Premium 
Player Programs”—a more exclusive loyalty program that requires an invitation to join and a certain level 
of gambling to remain in the program. RG components of the guidelines include: 


· Prior to being admitted to the loyalty program, potential members must state in writing that they 
are not currently excluded from gambling anywhere in Australia and that they have control over 
their gambling. If players do not meet either of these requirements, they cannot be admitted to the 
program; 
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· If a player has previously self-excluded from gambling anywhere in Australia, a Responsible 
Gambling Manager must provide evidence showing that the player is currently in control of their 
gambling before membership to the program is granted; 


· Each player’s loyalty program membership must be reviewed every six months. If a player is 
identified as not being in control of their gambling, their membership must not be renewed; 


· Members must be provided with a play activity statement every six months showing, in dollars, 
the amount of all expenditures on gambling during the statement period; 


· The operator must conduct information sessions on gambling, harm minimization, and problem 
gambling for staff and program members at least every six months; 


· There must be a system in place to monitor members for signs of a potential gambling problem 
and to report any findings to the Responsible Gambling Manager. The system must include a 
range of indicators and measures of gambling-related behaviour, such as play activity levels, 
session length, visit frequency, and ATM usage. The system must also include a framework for 
appropriate response and intervention; 


· RG messages must be included on promotional material, such as discounts and cash rebate 
offers; and 


· Direct marketing to members that encourages them to increase their typical level of gambling 
expenditure in order to receive additional rewards/benefits is prohibited. 


Summary 


In summary, the following key points emerged from the literature and policy reviews: 


· There are many categories of rewards that a player may receive, such as: cash/cashback, free 
play, accommodations, entertainment, free or discounted services, merchandise, food and 
beverage, and air fare. 


· Rewards can be obtained by participating in a loyalty program, via promotions, or through comps. 


· Loyalty programs are voluntary, and are designed to attract new players as well as maintain the 
current player base. As loyalty program members, players are able to collect points and redeem 
them for particular rewards. Point accrual is generally tracked through the use of a loyalty card. 


· Loyalty programs often operate on a tier-based system. A player’s tier is generally determined 
through point accumulation, with higher tiers equating to greater rewards for the player. The 
amount that a player must spend to obtain enough points to move up a tier varies across 
jurisdictions. Generally, players must collect a particular amount of points annually to remain in a 
specific tier. 


· Incentives are marketed via venue signage, mail, email, gaming venue hosts, social networking 
sites, billboards, and text messages. In Canada, players must provide consent for the venue to 
contact them for marketing purposes. 
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· Player incentives are designed to impact the player’s loyalty and thus increase visit frequency to 
the venue. Players generally respond positively to special treatment, positive employee 
interactions, rewards, recognition, and superior customer service. Player incentives have also 
been shown to increase player expenditure at the gaming venue. 


· There is concern regarding the impact of player incentives on problem gambling risk. There is 
some evidence suggesting that players, particularly at-risk players or players with a gambling 
problem, may be tempted to continue to gamble because of player incentives. 


· Researchers have proposed implementing player incentive safeguards to help mitigate the risk of 
problem gambling. Examples included: using loyalty card data to assess risk; using loyalty card 
data to provide play history reports; linking loyalty cards to pre-commitment tools; allowing 
players to earn points for participating in non-gambling activities; and requiring staff to intervene 
when a player exceeds particular thresholds for gambling frequency or duration, bet size, or 
cumulative losses. 


· Currently, RG-specific guidelines for player incentives are scarce. Some guidelines currently in 
place in Canada involve the provision of RG information via the application forms and on 
marketing materials, and prohibiting self-excluded persons from participating in the loyalty 
program. 


· Internationally, Queensland and Tasmania have developed RG guidelines specifically for player 
incentives. 
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A focus group with individuals in treatment for gambling problems was conducted in order to explore their 
experiences with player incentives and any suggestions they have for making incentives safer for players. 
The group was led by a treatment provider, and consisted of 8 participants (5 males and 3 females). The 
entire discussion was recorded and subsequently transcribed. 


The main findings of the focus group, organized by topic, are presented below. 


History of Gambling Problems 


The focus group began by asking participants, in a general way, what forms of gambling were associated 
with the development of their gambling problems. Almost all participants said that slot machines were—
although a few said table games—and all said they associated the frequency of their gambling with the 
development of problems. For the most part, participants said they gambled at gaming venues in Ontario, 
with the exception of two who said they also gambled out of province. 


Introduction to Player Incentives 


When asked about their experience with player incentives, all focus group participants said they had been 
members of a loyalty program, but had developed problems with gambling before they signed up for it. 
Generally, participants said they became aware of the program by seeing others with loyalty cards or by 
word of mouth. A few said they were approached by gaming venue staff who offered them information 
about the program while they were at gaming tables or after they had won a large prize playing slots. 
Participants said that at first, they were hesitant to sign up for the loyalty program, and only considered it 
seriously when they became more involved with gambling and felt that it was a way to recoup money they 
had lost. Some comments were: 


“I started playing without the card and eventually as I became more involved in gambling, I signed up for 
the card. I thought, ‘Well, since I’m putting in so much money, this is a way to get some of my money 
back’.” 


 “I noticed people with cards, and it was after my first year that I thought ‘Gee, I should sign up’.” 


“At first, I didn’t want any information about it. Then by the time you blow the amount of money that I did, 
it was like, ‘Wait a second, I think I could start getting something from this’.” 


“My first year was just a social thing; my second year was half-social; and in my third year, I was there to 
beat the machines, so I participated in incentive programs.” 


“I saw people with all these rewards and kept hearing about meals and other types of things they were 
getting [with the card], so I thought I would sign up for it.” 


Understanding How Rewards Are Earned 


When participants were asked how they earned the rewards they received, they said the rewards were 
based on the amount of money they spent gambling at a particular venue and the specific tier level they 
had reached in their loyalty program. One participant summed it up by saying, “The more you spend, the 
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more you get, and the better you are rated.” All participants reported that over time, they moved up to 
higher tier levels that offered greater rewards. Examples of some of the rewards that participants received 
were: 


· Cashback 


· Vouchers for free play and meals 


· Free valet parking, hotel rooms, and tickets to concerts or sporting events 


· Free entries into slot tournaments and draws (e.g., for trips, cars) 


· Invitations to participate in sporting events (e.g., golf) 


· Gifts for themselves and family members (e.g., luggage, wine glasses, watches, leather jackets) 


Appeal of Rewards 


When asked what it felt like to earn rewards, participants responded with, “You feel like a big shot” and “It 
makes you feel important.” Generally, receiving rewards seemed to affect participants’ sense of self in a 
positive way, with many saying it was an ego boost which encouraged them to gamble more in order to 
reach higher tier levels. One participant said, “It became an internal contest.” Another one added, “If I get 
to this level, I get more free meals, more free rooms, more free shows and someone greets me and treats 
me nice.” 


While participants generally felt proud to earn rewards, once family and friends started to become 
concerned about their gambling, many felt embarrassed about receiving some rewards—especially gifts. 
Thus, they reported hiding them because “...they had the gaming venue’s logo on them and there was no 
hiding where the gifts came from.” One participant added, “I would go get the gift and when you brought it 
home it would identify that you were there that day...it would show you are getting something for free and 
let’s face it, you don’t get much for free these days without doing something to get it.” 


Marketing of Incentives 


When focus group participants were asked how the gaming venue let them know about the rewards they 
could earn, they most often said via regular mail, email and on-site at the venue. Depending on the tier 
level they had reached in their loyalty program, some participants also said they received more 
personalized attention and were notified about incentives by phone. 


In terms of the frequency of marketing communications they received, participants said they received 
more after they won a large jackpot, and there was a marked increase in communications when they 
moved to higher tier levels in their loyalty program. As one participant said, “I definitely got more 
correspondence when I went from the lower level to the middle level—by email, mail and phone calls.” 


When participants decided to reduce their gambling or stop it altogether, many said they contacted the 
gaming venue and asked them to stop sending promotional material. While some participants 
subsequently stopped receiving the material, a few continued to—despite numerous requests to have 
them stopped. For at least one participant, this caused a relapse: “My relapse occurred as a result of an 
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offer that was sent to me. I thought I would just go in, redeem it, and leave. But once you are there, they 
don’t just give it to you, you need to put it in the machine and after that it all goes back to where I started.” 


For participants who had self-excluded from the gaming venue, all promotional materials were 
discontinued and any unredeemed loyalty points they had accrued were forfeited. Once their self-
exclusion period ended, however, they automatically began receiving promotional material again, even 
though they had not specifically requested it. One participant stated, “It was exactly a year after my self-
exclusion date that I started receiving emails again.” For another participant who had self-excluded, 
promotional mailings were discontinued, but they received phone calls offering them incentives to return 
back to the gaming venue. 


Impact of Incentives on Gambling Behaviour 


When focus group participants were asked whether they felt their gambling had changed as a result of 
participating in player incentives, all participants answered “yes.” For the majority, it was the frequency of 
their gambling that had changed. As one participant said, “For me, the frequency dramatically increased 
with the cards and offers. It got you in there more often because now there was an added incentive. I was 
guaranteed something.” In addition to impacting frequency of play, many participants said that some of 
the conditions placed on rewards encouraged them to not only stay longer at the gaming venue, but to 
spend more money gambling than intended while there. Some examples of these conditions were: 


· Free play vouchers given to players while they were at the venue could only be redeemed several 
hours later (e.g., 1 AM – 6 AM); 


· Free play vouchers given to players could only be redeemed after players first bet a certain 
amount of their own money gambling; and 


· Multiple free play vouchers could only be redeemed within a single, 24-hour period. 


As well, some participants said that the conditions placed on rewards affected their intention to go home 
after suffering a significant loss. As one participant commented, “Even if I was planning to go home, if I 
had lost my money at 11:00 but I had a voucher that was only valid after midnight, I’m still staying there 
until after midnight.” Another participant added, “If you have a voucher like that, not only will you stay and 
eat, but you’re going to gamble again because at midnight you can access more cash on your card—it’s a 
new banking day.” 


Participants noted that some of the marketing communications they received also fueled them to gamble 
more, such as: “You only have 80 more points to become a Gold member, and you have to do that by 
December 1st.” Participants felt that these types of communications encouraged them to gamble more 
because they wanted to attain the rewards offered at the higher tier levels. 


Overall, many participants felt that incentives made it more difficult for them to manage their gambling, 
both by enticing them to go to the gaming venue to receive or redeem the rewards, and by encouraging 
them to gamble once they were there. As noted by the participants: 


· “Had those promotions not been given to me, I would not have had any reason to go to the 
casino.” 
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· “I was getting pretty high incentives to go there. Even if I had no money to go, I would go just for 
that incentive but I would basically clean out my account while I was there.” 


· “For us, it’s like waving a bottle of alcohol in front of the nose of a person who is trying to stop 
drinking. That’s the way I saw it and it’s almost irresistible to say no to it.” 


· “It drove me back up there to get the money. I thought, ‘OK, go get the money and I’ll have a little 
to live on for 3 days’.” 


Many focus group participants also said that receiving financial incentives in particular made it seem like 
they had less of a problem. Some participants also felt that they could win back their losses with the 
gaming venues’ money. Participants said: 


“It softens the blow.” 


“Makes you feel like you’re getting something back. Maybe I gave X amount of dollars, but I got a 
percentage that they gave back to me.” 


“Maybe I’ll get lucky and if I go back there, I can chase that loss with their money now as opposed to 
putting in more money of my own.” 


Other participants felt that financial incentives gave them a sense of hope. As one participant said, “It 
made me feel better because I could go. I knew I shouldn’t go—I had bills to pay—but I was thinking, ‘I’m 
going to go and just play with that bonus and hope that it keeps me going’.” 


When Incentives Cross the Line 


When participants were asked, “What is crossing the line in terms of gaming venues going too far with 
their promotions?,” many said that sending promotional materials to players who have self-excluded was 
crossing the line, especially when the players had yet to reinstate after their self-exclusion term was up. 
As one participant said, “It brings it back to mind, when you are trying to stop.” Other ways promotions 
were considered to cross the line was when—as mentioned earlier—they included certain conditions that 
encouraged the player to gamble more, such as the promotion could only be redeemed several hours 
after the player had received it (e.g., from 1 AM – 6 AM). A few participants felt gaming venues crossed 
the line simply by not balancing the promotion of incentives with making players aware of the risks 
involved and that help is available if needed. 


Ways to Make Incentives Safer 


Near the end of the focus group, participants were asked whether they had any recommendations for 
making incentives safer for players. In addition to saying that some of the conditions placed on incentives 
discussed above should be changed, participants said that the venue should educate and inform players. 
When asked what type of information players should be given, some participants felt that it would be good 
for players to know exactly how much money is required to be spent on gambling in order to earn a 
certain number of points. For example, “They should tell you up front that for every $20 you spend, you 
get X amount of points.” Participants said that this would allow players to make an informed decision 
about participating in loyalty programs. Other suggestions included: 


· Give players information on the risks involved when they sign up for a loyalty program; 
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· Offer players an optional responsible gambling course as part of the loyalty program; 


· Provide players with monthly statements that break down their expenditures; 


· Use loyalty card data to identify players who may have a gambling problem, offer them help 
and/or reduce the number of incentives offered to them; and 


· Send players communications with focused RG information, such as the signs of a gambling 
problem, the type of help that is available, etc. 


In addition to the above, participants said that when gaming venues send out promotional material that 
also contains the provincial problem gambling helpline number, the information should be made more 
prominent, so that it does not get overlooked by someone who may need assistance. Participants made 
this recommendation because one of them had said that when they were looking for the helpline number 
in a promotional mailing they received, they could not find it easily—it was buried deep within the 
communication in a smaller-sized font than other text. Other participants said they never even noticed the 
helpline number on any promotional material they received. In general, participants felt that they would 
have benefitted from education about available help resources, as well as the signs of a gambling 
problem. 


Summary 


In summary, the following key points emerged from the focus group: 


· Participants may have had concerns with their gambling prior to signing up for a loyalty card. All 
participants associated the frequency of gambling with the development of their gambling-related 
problems. 


· All participants had participated in a loyalty program only after they became more involved in 
gambling and for some they felt it was a way to recoup losses. 


· For many participants receiving promotions and comps was an ego boost that encouraged them 
to play more in order to reach higher levels. 


· The majority of participants felt that their gambling frequency increased as a result of receiving 
promotions or comps. 


· Participants felt that the monetary promotions would distort their perception of their gambling 
problems. Many felt that they could win back their losses with the gaming venue’s money. 


· Many participants requested to unsubscribe from promotional mailing lists once they began to 
have concerns about their gambling. While the majority of participants no longer received 
mailings, others continued to do so. Those who self-excluded noticed an immediate stop to 
promotional materials, until their self-exclusion period had ended. 


· Participants felt that promotional materials cross the line when they are sent to self-excluded 
people during their ban or immediately upon ending their ban without their consent. For others, 
crossing the line was as simple as not having a balance between promotions and information that 
makes players aware that help is available if needed. 
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· Participants felt it is important to know the actual value of the points earned for a certain amount 
spent gambling. Other recommendations included: providing information on risk as part of the 
loyalty program sign-up; focused mailings (i.e., help availability, signs of a gambling problem); 
and using the loyalty card to identify gamblers who may have a potential gambling problem and 
offer them help or reduce promotions they receive. 
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The expert forum was held December 8 to 10, 2013 in Toronto, Ontario. Attendees came from across 
North America and Australia and included gaming providers, regulators, treatment counselors, 
researchers, marketing experts, and individuals who have sought help for a gambling problem. The 
forum was moderated by a professional facilitator and consisted of presentations, panel discussions, 
participant polling, and large group conversations. 


The main purpose of the forum was to provide attendees with a good understanding of how player 
incentives work; what makes them so appealing to players; how they might impact gambling behaviour 
and problem gambling risk; when they “cross the line;” and what opportunities exist to make them safer 
for players. The findings of the forum as they pertain to each of these areas are presented in sequence 
below. 


How Player Incentives Work 


The forum opened with the presentation, Player Incentives: What Exactly Are They?, which provided a 
thorough background of the different types of incentives as well as the rationale, from a marketing 
perspective, for tailoring incentives to players. Much of the material presented in this session has already 
been discussed in Chapter 2 of this report and will not be repeated here. There was, however, some new 
information. For instance, during the presentation the distinction was made between two categories of 
incentives: rewards—which are a direct result of past gambling behaviour, and offers—which aim to 
change future gambling behaviour. Rewards are proportionate to the amount spent and players are 
made aware of what is required (i.e., how many points are needed) in order to receive them. In contrast, 
players are not made aware of how offers are distributed, and—unlike rewards—offers are not 
necessarily given to the player that gambles the most. Rather, they are often given to the least loyal 
player in an attempt to increase patronage. Therefore, from the venue’s perspective, offers are the most 
important type of incentive. The presentation also highlighted that offers of cash and free play are 
particularly popular among players. 


The presentation provided insight into the extent of marketing initiatives, from the venue’s perspective. 
The average casino spends approximately $0.25 of every dollar on marketing efforts, and the vast 
majority of its marketing is through direct mail, with the average loyalty program member receiving 
approximately 100 pieces of mail per year. The presenter also explained that though social media is a 
common marketing tool among other industries, casinos still tend to send incentives via mail as the 
majority of casino patrons do not use social media, and the benefits of sending mail-outs outweigh their 
costs. 


When tailoring incentives to players, the venue will consider several factors, including how much players 
spends per visit, the frequency of their visits, and their distance from the venue, to name a few. 


Three Canadian Examples 


In the session, Player Incentives: A Canadian Perspective, three presentations provided an overview of 
how gaming incentive programs operate in Manitoba, Ontario, and Quebec. Highlights of each 
presentation are provided below. 


CHAPTER 3: EXPERT FORUM RESULTS 
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Manitoba 


The first presentation described Manitoba Liquor & Lotteries’ Club Card rewards program, which allows 
players to earn points through electronic games, table games, and bingo. The program offers both play-
based, as well as non-play based, promotions. Members are also offered discounts on food and 
beverage, entertainment, parking, and the gift shop. Points cannot be redeemed for free play, however, 
free play is offered on occasion (e.g., upon loyalty program sign-up, on birthdays, and when members 
have not visited the venue recently). The loyalty program does not work on a tier-based system—
increased spend does not lead to additional benefits for players. However, players are tiered internally to 
help target incentives and offers. Additionally, a small percentage of members receive personal attention 
from a venue host on-site, and they receive invitations to special events and dinners. 


Ontario 


The second presentation in this session described Caesars Windsor’s Total Rewards loyalty program. 
The program has four tiers, and a player’s tier level is determined by the number of points accumulated 
within a calendar year. Membership to the fourth tier is quite selective, as it requires an invitation. 
Reward points can be earned through slot machines and table games, and also through non-gaming 
means such as dining, entertainment, and accommodation. Points can be redeemed for both gaming and 
non-gaming rewards. The Total Rewards marketing strategy has three branches, through which players 
can earn the following categories of incentives: 


1. Loyalty/Brand: These are tier-based incentives that are communicated and guaranteed to 
members when they sign up for the Total Rewards program.  


2. Database marketing: These are incentives that are communicated but not promised to members. 
They are offers tailored to the individual—based on their loyalty card data—and are designed to 
increase “profitable behaviour.”  


3. Discretionary comps: These are incentives that are neither widely communicated nor promised to 
members. They are administered individually at the discretion of Caesars Windsor. For example, 
a casino host might offer a member free play, accommodation, dining or show tickets. 


Quebec 


The final presentation in this session described Loto-Quebec’s Casino Privilèges Club loyalty program. It 
is a tier-based program with three status levels plus a “VIP Select” level that requires an invitation to join. 
Benefits of the loyalty program vary depending on tier level, and players can earn points through slot 
machines, table games, and keno. Points earned through slot machines can be redeemed for cashback, 
while points earned through table games and keno can be redeemed for cashable comps or services. 
Major promotions take place roughly three to four times per year, through which a player can usually 
earn additional entries to contests with more play, up to a particular limit. Offers are determined by a 
player’s visit frequency and expenditures. 


Psychological Appeal of Player Incentives 


During the forum, a few presenters and panelists discussed what it is about player incentives that might 
make them so appealing—both to players in general as well as to those who have experienced 
gambling-related problems. In the session, Do Player Incentives Work?, some of the factors that make 
incentives appealing include: 
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1. Psychological: A player could be made to feel important by the incentive and the personal 
attention that often comes with it, thus feeding the person’s ego; 


2. Economic: The value of the incentive might make the player believe it is helping to offset the cost 
of gambling losses, travel, accommodation, etc.; and  


3. Convenience: Having the host arrange logistics of the trip (e.g., travel, accommodation, food, 
and entertainment) saves players from having to make these arrangements themselves. 


During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, treatment providers said that their clients have told them that loyalty programs and incentives make 
them feel special, like they are being recognized. Their clients have also said that there is a sense of 
security knowing that they will be taken care of at the venue. 


According to the former players on the panel, offers for free hotel stays used to make them feel like a “big 
shot.” To describe incentives, they used words and phrases such as “recognition,” “anticipation,” and 
“fuel,” and described their feelings towards the casino as “a companion” and “an escape.”4 One panelist 
said that different things pull different people in; it is the “offer” piece that is enticing. 


Player Incentive Impacts 


During the forum, several presenters discussed some of the possible impacts of player incentives on 
gambling revenue, behaviour, and problem gambling risk. 


GAMING REVENUE 


The session, Do Player Incentives Work?, looked at the impact of incentives on gaming revenue. The 
presenter noted that it is often difficult to measure revenue impact as many factors can influence it. 
Nevertheless, there is some research that shows many incentives are expensive to execute and often do 
not cover the costs to operate them. Research has also shown that more valuable players (“high rollers”) 
expect more valuable incentives, and thus while these players may bring in higher revenue for the 
casino, the cost of incentives for them is greater and, as a result, the profit margins are often narrower 
compared to incentives for regular players. 


GAMBLING BEHAVIOUR AND PROBLEM GAMBLING RISK 


The session, Do Player Incentives Increase Risk? What the Evidence Says, presented a study that 
examined the effect of comps on gambling behaviour and whether they differentially affect players who 
display “addictive” behaviour.5 For the purposes of the study, an “addiction” was considered present 
when a player’s play/bet amount increased over time.  Using a casino’s loyalty card data, the study 
looked at the relationship between the value of comps awarded to players and their sequence of 


4 In a different session, a presenter shared with the audience that a focus group participant once referred to the 
casino as her “country club” where she wanted everyone to recognize her. 


5 This study, by Narayanan and Manchanda (2011), has already been briefly discussed in Chapter 1. More detail is 
provided here. 
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decisions (such as the decision to play given previous play and bet amounts). The findings suggested 
that comps do affect gambling behaviour, such that when there was an increase in comps, there was a 
small increase in both short-term and long-term betting. Moreover, when players were given comps, 
there was a reduction in the number of days between their trips to the casino. For players who displayed 
addictive behaviour, the response to the comps (i.e., bet amount and number of plays during a trip) was 
twice that of the average player. Based on the data, it appears that comps do have an effect; while small 
for the average player, it is larger for those who meet the above definition of addiction. It should be kept 
in mind, however, that while the study suggests that comps can get players to spend more, it does not 
necessarily show that comps cause them to engage in addictive behaviour. 


During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, treatment providers and former players who have sought help for a gambling problem said that in 
their opinion, incentives can influence gambling behaviour because they bring players back to the casino 
repeatedly under the guise of “free things.” Former players said they used to think that they could just 
visit the casino, redeem their comp, and leave, but this was not the case. Vouchers that had two parts—
such as a meal that could be redeemed at one time and then another meal that could only be redeemed 
several hours later (e.g., in the morning)—had players waiting for hours so that they could redeem the 
second portion of the comp. Cash rebates were also particularly enticing for those with a gambling 
problem, because when the player was low on funds, they would wait for the rebates so they could go 
back and play, to “keep them in action.” 


One panelist commented that to someone who has nothing, even a $20 rebate is a big deal and can 
drive behaviour. Indeed, another panelist said they used to go as far as to re-arrange their weekly or 
monthly schedules based on when they knew they would be receiving comps. Former players also said 
they sometimes felt that when they received a comp, it was as if they were being told “it’s okay” they 
were spending so much. A few members of the audience added that comps could entice players to go 
back to the casino and chase losses, and that it is not necessarily the biggest rewards that are the most 
powerful. There was some agreement among panelists that for an at-risk player who has not self-
excluded, receiving incentives could “tip the scales.” 


IMPACT OF INCENTIVES IN GENERAL ON FORUM PARTICIPANTS 


When forum participants were asked how any reward programs they participate in (e.g., grocery, 
drugstore, etc.) influence their own behaviour—the majority said that the programs affect their behaviour 
either “a little” or “somewhat,” depending on the particular product involved and how frequently they use 
it. Additionally, participants said that incentive programs in general likely influence a consumer’s decision 
about which competitor to do business with. 


In discussing some possible similarities and differences between gaming and other incentive programs, a 
large majority of participants felt that gaming loyalty programs probably affect behaviour the same way as 
other programs. Some participants, however, pointed out that gaming loyalty programs may have more 
of an effect because they carry the potential for immediate rewards and because cashback and free play 
offers can lead to a cycle where gambling leads to more gambling. Participants also mentioned that with 
most other incentive programs, members purchase products they were likely to buy anyway (e.g., 
groceries, flights for business). 
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When Incentives Cross the Line 


Throughout the forum, there was much discussion among participants about whether—and under what 
circumstances—incentives “cross the line.” In one of the polling and large group discussions, an 
overwhelming majority of participants said that there are definitely situations where incentives cross the 
line and provided the following examples: when incentives encourage players to over-extend themselves; 
when they target vulnerable players; when hosts are encouraged to offer incentives to players who they 
know or suspect have a problem; when a player opts out from receiving incentives but still receives them; 
and when the casino personally calls the player to offer incentives. 


During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, panelists said that crossing the line would be offering incentives that require players to stay until 
after midnight to redeem a portion of their comp—partly because the player would have cleared the daily 
ATM limit (since it is a new day), which could lead to over-spending. When panelists were asked where 
to draw the line between who should and should not receive incentives, some suggested that incentives 
should not be given to players with a gambling problem. Others, however, said that it is too difficult to 
identify these individuals, while some said it was obvious when walking around the casino. 


A few participants said that gaming operators should be able to use the technology they have and the 
wealth of data they collect on players to identify those at risk, as well as to limit and/or track the impact of 
incentives on high-risk players and perhaps use the information to help them. Some operators and 
marketing experts in the room, however, noted that gaming operators, at least in the U.S., are usually 
hesitant to use player data from loyalty programs for this purpose because the data set is incomplete and 
cannot be used to make assumptions about players. For example, without information on the player’s 
income and assets they cannot assume that the player is playing beyond their means. They feel it is not 
their right to pass judgment, and are concerned they may be sued if they identify a player as being “at 
risk.” As well, even if they are 95% confident that a player has a problem, there is still the chance that 
they could be wrong. A participant commented that a player who plays $5 one day, $10 the next, and 
continues to increase their bets, could just be a player that “bought a product and liked it”; the operator 
cannot make the assumption that the player is chasing losses. 


Incentive Safeguards 


A large part of the forum focused on safeguards for player incentives—which ones currently exist, what 
their limitations are, how they might be improved, and what opportunities there are for new safeguards. 
These topics are each discussed in turn below. 


NON-GAMING 


The presentation, Incentive Safeguards in Gaming and Non-Gaming Industries, began with some 
discussion of incentive safeguards in a few risk-inherent industries other than gaming (i.e., tobacco, 
alcohol, pharmaceutical). The purpose was to see what, if any, lessons could be learned from these 
industries for the gaming industry. In the case of tobacco, there is federal legislation in Canada forbidding 
the marketing of tobacco products. Offering gifts, bonuses, premiums, or cash rebates on tobacco 
purchases is also banned. In the case of alcohol and prescription drugs, consumers (depending on the 
jurisdiction) are able to earn loyalty points for these purchases. However, the points earned are part of a 
much larger loyalty program (e.g., Air Miles, Shoppers Optimum) and, as such, points can be earned not 
just for alcohol and prescription drugs at liquor outlets and drugstores, respectively, but for other products 
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at a wide number of retailers. Additionally, the points earned through these programs usually cannot be 
redeemed to purchase more alcohol or prescription drugs. 


GAMING 


In the session discussed earlier on in this chapter, Player Incentives: A Canadian Perspective, the three 
individuals who presented some details of their player incentive programs also shared with the audience 
some information about the responsible gambling (RG) components of these programs. In Manitoba, 
their player loyalty program offers RG features such as gaming activity reports and limit setting tools, and 
the marketing department works to ensure communications are not sent to self-excluded players. A 
Loyalty Program Governance Committee also guides the program and its incentives,6 and all promotions 
must be approved by the marketing, corporate communications & social responsibility, and internal audit 
departments. For the loyalty program at Caesars Windsor in Ontario, marketing materials sent to players 
must include two standard disclaimers: one with the company’s RG tagline and the provincial problem 
gambling helpline number; the other stating that self-excluded players cannot participate in any 
promotions or offers. Caesars Windsor also removes self-excluded players from marketing lists so that 
they no longer receive promotional materials. In Quebec, when players self-exclude from casinos, they 
are automatically removed from the promotional mailing list. Once players complete their self-exclusion 
term, a year must pass before they can request to be added back to the list. In addition, all marketing 
initiatives must be approved by the legal department. 


The presentation, Queensland Responsible Gambling Guidelines for Player Loyalty Programs, provided 
an overview of the loyalty program guidelines currently in place in Queensland, Australia. As discussed 
earlier in this report, the guidelines were developed collectively by representatives from the gaming 
industry, the community and government. Examples of some of the guidelines include: 


§ When players register for a loyalty program, they must be provided with relevant information to 
make informed decisions about participating in the program; 


§ Reward point accrual and redemption systems must not focus solely on gambling activities 
where there are other activities to promote; 


§ RG messages must be incorporated into advertising and promotions, where appropriate and 
possible; 


§ Player loyalty programs must comply with the Exclusions Framework. For example, promotional 
materials should not be sent to excluded players, and the terms of the loyalty program should 
restrict excluded players from participating in any gambling-related components of the program; 


§ Player loyalty programs cannot offend prevailing community standards. Nor can they be directed 
at minors or at vulnerable or disadvantaged groups. 


In addition to the above guidelines, gaming operators in Queensland have been educated on 
“acceptable” and “unacceptable” loyalty program practices. Examples of some acceptable practices 
would be allowing players to earn points for meal and drink purchases, and allowing points to be 


6 The committee includes representation from the following departments: Marketing, Finance, Gaming Operations, 
Communications & Social Responsibility, Entertainment & Hospitality, and e-gaming. 
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redeemed for non-gaming amenities such as restaurants, hotels, and shows. Examples of practices that 
are considered unacceptable are: allowing points to be earned through gambling only; allowing points to 
be redeemed for gambling only; and allowing marketing materials to depict unlikely winning scenarios. 


CARD-BASED INITIATIVES  


The session, Emerging Approaches to Responsible Gambling Incentives, consisted of two presentations 
that discussed card-based RG initiatives tied to incentives. The first presentation, Nova Scotia’s 
Experience with Responsible Gaming Based Incentives, described the mandatory card-play system of 
the Nova Scotia Provincial Lotteries and Casino Corporation, called My-Play. Used for their Video Lottery 
Terminals (VLTs), the system offers players self-monitoring tools such as the ability to set limits and 
access play history. Research on the system following implementation showed that uptake of the tools 
was minimal and many players reduced their play or stopped playing entirely, as evidenced by a 17% 
decline in revenue. While five dollar gift cards were offered to players as an incentive to use the system, 
this amount was apparently not enough to mitigate players’ hesitation in using the system. Player 
feedback indicated that players felt the system was tracking their play and that it was meant for 
individuals with gambling problems; they did not see value in the tools for themselves. Achieving retailer 
buy-in also proved to be difficult, as retailers viewed the system as the cause of the 17% revenue 
decline. While retailers were also offered incentives—a bi-annual payment for administering the system 
and $10 for every full enrollment at their site—the incentives were insufficient to secure buy-in.  In 
September 2014, the government of Nova Scotia decided to terminate the My-Play program. 


The second presentation in this session looked at the PlaySmart system currently being used on gaming 
machines in parts of Australia. It is a voluntary pre-commitment system available to users of the J Card, 
associated with the loyalty program offered at Jackpot Club venues. The system offers breaks in play 
and provides on-screen warnings when players reach their self-selected time and money limits. Also, 
when a limit is reached, it is communicated to all other participating venues (70 in South Australia and 4 
in Queensland). Research conducted on the system found that among J Card holders who used their 
card in the last three months, 6% enacted the PlaySmart tools. However, the system used to require 
players to opt in or activate the tools. When this was changed to require players to opt out or deactivate 
the tools instead, there was a spike in usage. While players saw the ability to set expenditure limits as 
the main benefit of the PlaySmart system, they identified the following limitations: Many players were 
unaware of the full range of tools available; many players could not recall receiving reminder messages 
about their limits; and there was confusion due to the wide range of choices. Because the Jackpot Club 
does not offer comps, direct mailings, or tiers, it does not have the same level of uptake of loyalty 
programs in other jurisdictions. It is thought that this might have contributed to the relatively low uptake of 
PlaySmart tools. 


Forum Participant Opinion about Player Incentive RG 


Forum participants were asked throughout the event to give their opinions on a variety of topics via 
polling and discussion, though the discussions were mainly centered on RG initiatives for player 
incentives. The participants’ opinions on this topic are presented below. 


LINKING LOYALTY CARDS TO RG FEATURES 


During one of the participant polling and discussion sessions, when asked, “Should loyalty cards be 
linked to RG features (e.g., limit setting)?,” an overwhelming majority of participants answered “yes” or 
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“yes, with conditions.” Some conditions mentioned were that there should be appropriate rewards for 
using RG features; players should be advised upfront what their information is being used for; and 
players should be allowed to opt in to the features if they want to use them. 


Participants were also asked, “Since gamblers have to ask for an incentive card, would it be a good thing 
to have an active prevention tool (e.g., a video explaining the risks) before they get their card?” 
Responses to this question were split fairly evenly, with just over half the respondents answering “yes,” 
and the remainder answering “no.” Those who answered no said it was because there were already 
many ways for players to be informed about RG. They also said that players just want to finish the 
transaction and it may be more effective if the risks were brought up at a different time. 


Participants were also asked, “Since setting limits are the key features used by gamblers, would it be 
simpler to make these options available without having to own a card?” In response, two-thirds of 
participants answered, “yes.” During the following discussion, however, it was pointed out that without a 
card, the limit-setting options would only apply to one machine at a time and, as such, players would just 
go to another machine if they reached the limits set at their current machine. In response, some 
participants commented that having limit setting at one machine, while not ideal, is still better than 
nothing. Others questioned whether limit setting is in fact the most important tool for players—or if it is 
instead the ability to review one’s spend, which encourages budgeting and money management. 


INCREASING USE OF RG FEATURES 


When forum participants were asked for possible ways to increase player motivation to access and use 
any RG features that might be associated with loyalty cards, participants provided the following 
suggestions: 


· Address the motivators and de-motivators for both players and retailers, as retailers can also be 
a barrier to the uptake of RG tools; 


· Change the language from a negative “problem gambling” focus to a more positive “taking 
control” focus; 


· Use the term “player tools” rather than “RG tools;” 


· Create value for players so they want to use the tools; 


· Provide an active prevention message after a win, because players will be more receptive when 
they are in a good mood; and 


· Have a renewal system for loyalty program membership that includes a review of the player’s 
gaming history, which would give players an opportunity to evaluate their spend. A survey at the 
time of renewal asking players to guess how much they think they are spending and comparing 
that to their actual spend might also be helpful. 


When asked how the industry can responsibly incentivize the use of RG tools, participants suggested: 


· Give incentives for things that are not on the gaming floor; 


· Normalize the use of RG tools; and 
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· Look at what has been done for other high-risk products. 


RESTRICTING INCENTIVES 


In discussing whether restrictions should be placed on incentives for some players or in certain 
situations, the majority of participants said that restrictions should be imposed on players who were 
previously self-excluded. When asked whether restrictions should be placed on players who gaming staff 
suspect might have a gambling problem, there was a fairly even split among participants in their 
responses. There was also some debate as to whether staff can reliably identify such players. When 
participants were asked, “Should marketing/advertising exclude high-risk gamblers from some forms of 
promotion?,” approximately half of the participants answered “yes,” while the remainder gave mixed 
responses such as “no,” “needs more research,” “it depends,” and “don’t know.” When asked, “What 
would most likely lead to a change in casino marketing practices in your jurisdiction?,” just over one third 
of respondents said “legislated change to marketing regulations,” while the remainder said “public media 
pressure,” “research indicating that current practices harm some customers,” “marketing research that 
suggests a change in strategy,” and “casino RG guidelines.” 


Because operators often say that they offer incentives to keep up with the competition—especially when 
one gaming venue is in close proximity to another—forum participants were asked whether operators 
that have a monopoly should offer loyalty programs. Some responses were that “monopolies don’t really 
exist”—both because of the availability of online gaming, and because the gaming industry is in 
competition with other entertainment options. Additionally, some participants said that having a loyalty 
program allows the operator to better understand its customer. 


OTHER INITIATIVES THAT MIGHT HELP PLAYERS 


When asked what other types of initiatives might help players, audience members suggested: 


· Provide players with an account of their spending, something akin to a bank statement; 


· Space out rebates so that they are monthly (rather than weekly). This would give players more 
time away from the venue between rebates and thus more time to consider whether they may 
have a problem with gambling; and 


· Increase messaging on just how much spend is required to acquire a particular number of 
points/to move up to the next tier level, etc. 


Responsible Gambling Best Practices 


Near the end of the forum, participants were asked to list—with others at their table—what they thought 
might be some RG best practices for player incentives. Some of the suggestions given were already 
mentioned throughout the forum, while others were new: 


· Have the loyalty program apply to all business channels (e.g., casino, lottery, VLTs, etc.); 


· Make player cards mandatory; 


· Offer non-gaming incentives both inside and outside the venue (e.g., food, beverage, 
merchandise); 
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· Be more clear about the true cost of earning incentives; 


· Provide players with their play history and offer incentives for accessing it; 


· Provide options for setting limits and reward players for sticking to them; 


· Prohibit the redemption of points for cashback or free play; 


· Offer some incentives that do not require players to go back to the gaming venue to redeem 
them; 


· Offer rewards for using loyalty card RG tools; 


· Do not call RG tools, “RG tools;” 


· Use the loyalty program to deliver player education (e.g., helpline number); 


· Link rewards to messaging about responsible play; 


· Have players watch a video when they apply for a loyalty card that explains the risks associated 
with earning incentives; 


· Allow players to opt in and out of communications, and allow them to determine how much 
contact they want from the venue; 


· Require more demographic information when players apply for their loyalty card so that the data 
can be used to help identify high-risk players; 


· Implement player identification algorithms. Identify high-risk players and do not offer them 
incentives; 


· Conduct customer surveys on gambling behaviour; 


· Develop an expert-reviewed framework to assess incentives and objectively determine if they 
pose a risk to vulnerable players. 


Summary 


In summary, the following key points emerged from the forum: 


· Various factors may make incentives appealing to players, such as: they make the player feel 
important and recognized; they may appear to offset the cost of gambling (e.g., losses, travel 
costs); and the convenience of a host arranging the details of the trip to the venue. 


· Research suggests that comps do have an effect on gambling behaviour, with possibly a more 
pronounced effect for players who display addictive behaviour. 


· Participants felt that some incentives “cross the line” particularly: when they encourage players to 
over-extend themselves or stay past midnight; when hosts offer incentives to players they 
suspect may have a problem; when incentives target vulnerable players; when a player receives 
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incentives after choosing to opt out; and when the casino makes personal calls to offer 
incentives. 


· Safeguards currently in place for loyalty programs include: offering play history reports and limit 
setting tools; ensuring marketing materials are not sent to self-excluded players; requiring RG 
and/or problem gambling help information (e.g., helpline number) to be on marketing materials; 
providing players with RG information at the time of loyalty program registration; and reward 
point accrual and redemption not being exclusive to gambling activities. 


· When implementing a card-based initiative, operators need to demonstrate the value to players 
in utilizing the RG tools, tools should be introduced gradually to facilitate player understanding, 
and retailer buy-in is essential. Other features of card-based initiatives mentioned were: having 
limit-setting tools that apply to all participating venues; and not requiring players to opt in, but 
rather, having the option to opt out if they so choose. 


· Participants agreed that limit setting tools should be made available. Suggestions as to what 
extent and with which conditions varied among participants. 


· Some suggestions to increase utilization of RG features were: address retailer concerns; use 
more positive language; create value for the players; and implement a membership renewal 
system for loyalty programs that includes a review of the player’s play history. 
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While the details vary, player incentives operate in similar ways across jurisdictions and individual gaming 
venues. Rewards come in the form of cash, free play, accommodation, entertainment, free or discounted 
services, merchandise, food and beverage and travel. Though some incentives are available to all 
patrons, most rewards are exclusive to members of the venue’s loyalty program. For this reason, the best 
practices for player incentives identified in this report focus on loyalty programs. 


While there is no direct evidence that incentives and loyalty programs create gambling problems, there is 
evidence that they can heighten problem gambling behaviours and that they have a strong appeal for 
some people who are at risk of, or have already developed, a gambling problem. 


Concern about the appeal of incentives to people with gambling related problems has led some to call for 
the prohibition of loyalty programs. These observers argue that incentives, bonuses and loyalty rewards 
act as powerful drivers for vulnerable patrons by encouraging them to increase their gambling when they 
should be cutting back or stopping altogether. 


Others point to the opportunities presented by loyalty programs to be used for non-marketing purposes, 
such as to communicate safety information to patrons, to track behaviours, to identify potential and 
emerging problems (“red flag” behaviours), and to initiate actions to mitigate potential problems. Because 
registering for a loyalty program gives the venue the ability to communicate with the player (e.g., by email 
or direct mail), and provides both players and venue staff access to the player’s analytics (e.g., play 
history including time and money spent), venues can provide better information to members than is 
available to players who are not members. 


On balance, player loyalty programs—as long as they are not seen exclusively as a marketing tool—have 
some potential benefits from a player protection perspective. That assumes, however, that loyalty 
programs and other incentives actively build in the tools and analytics that enable increased player 
information and safeguards. Some opportunities identified in this project for building in these tools and 
analytics are presented below. 


Promote Informed Decision Making 


There are many opportunities to use player data to assist patrons in making informed decisions. These 
include: 


· Beginning with the registration process itself, taking regular opportunities to provide players with 
information about the realistic chances of winning and losing, where to get help, and the benefits 
of limits setting. Also providing some of the many other safety messages associated with well-
designed responsible gambling programs. Such information might be provided in any number of 
ways using the communication tools available to gaming providers. It would likely mean 
incorporating RG information in regular circulations, as well as creating some information 
distributions exclusively focused on RG topics. 


· Providing players with accurate and easy-to-access information about the links between the 
amounts they spend and the rewards they earn. 


CHAPTER 4:  RESPONSIBLE GAMBLING BEST PRACTICES 
FOR PLAYER INCENTIVES 
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· Informing players that greater rewards are related to greater spending and that it is risky to view 
rewards, reaching a higher tier, or receiving greater staff attention as a status symbol or a 
measure of greater self-worth. 


· Providing loyalty program members with activity reports that let them know their play history over 
a period of time of their choosing, such as the past month or year. Make the receiving of reports 
the default option with the capability to choose frequency or turn off the activity. 


· Providing normative feedback on their play history, using the entire database of loyalty members 
to calculate percentages and averages. 


Ensuring Marketing Incorporates an RG Perspective 


· Beyond the provision of good consumer information, there are also ways that loyalty programs 
and incentives can be managed in a way which reduces the risk of gambling problems. These 
include: 


· Ensuring that any information contained in promotional communications and materials complies 
with existing RG guidelines for advertising and marketing, and does not imply that participating in 
loyalty programs or other incentives increases the player’s chances of winning. 


· Permitting players to have only one card for the same loyalty program membership. 


· Incorporating RG information in promotional communications and materials with adequate 
prominence relative to other messaging. 


· Having an annual renewal for loyalty program membership that gives players an opportunity to 
review their past-year gambling activity with gaming venue staff. 


· When players register for a loyalty program, requiring them to opt in explicitly to each form of 
marketing communication (e.g., mail, email, phone, texts) they wish to receive. 


· Once they become loyalty members, allowing players to opt out easily of some, or all, forms of 
marketing communication at any time. 


Optimizing RG in the Earning and Redemption of Rewards 


· Allowing players to earn points and rewards not just for the time and money they spend gambling, 
but for participating in non-gambling activities as well, both inside and outside of the gaming 
venue. 


· Encouraging players to set personal gambling limits on their loyalty card. If players reach one of 
the limits they have set, have a message tell them that they have reached a limit. If players still 
continue to gamble, don’t allow them to accrue any additional loyalty points. 


· Rewarding players with (non-gambling) incentives for using the self-limiting tools. 
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· Allowing players to redeem their loyalty points for non-gambling rewards both inside and outside 
of the gaming venue (e.g., merchandise, food). 


· Allowing players to participate in contests without having to be at the gaming venue when prizes 
are announced. 


· Allowing a cooling off period after players have lost a large sum of money before offering any 
incentive to gamble further. Once they have left the premises, allow a reasonable amount of time 
to pass before offering players an incentive to return to the venue. 


· Ensuring that alcohol is not used as an inducement or reward for gambling. [Note that in most 
Canadian provinces, complimentary alcohol service is prohibited.] 


Supporting At-Risk Players and Self-Excluded People 


Some players will gamble in a manner that exhibits “red flag” behaviours which suggest a potential 
problem and which trigger observations and responses from venue staff. These at-risk players warrant 
special attention from the perspective of rewards and incentives, as do self-excluded people. 


Both groups would benefit from the following provisions: 


AT-RISK PLAYERS 


· Using loyalty card data, in combination with staff observations and other documentation, to 
identify red flag behaviours that may indicate a potential gambling problem. 


· Putting a customer service protocol in place to identify when and how staff will take action when a 
loyalty member exceeds red flag thresholds for frequency of gambling, duration of sessions, 
average bet size, and cumulative losses. 


· Having an escalating process in place to offer red-flagged players assistance, education, as well 
as the option of easily removing themselves from future incentives or marketing communications. 
(The same system would also be used for those players exhibiting red flag behaviours who are 
not loyalty club members.) 


· Discontinuing rewards that, in order to be redeemed, require the player to be in the venue for 
extended periods of time—particularly if it means the player can access more cash (because, for 
instance, a new banking day has begun). 


· Discontinuing discretionary rewards designed to promote longer stays. 


SELF-EXCLUDED PEOPLE 


· When players signs up for self-exclusion, immediately removing their name from all marketing 
contact lists. 


· Paying out any unredeemed points and canceling the loyalty program membership immediately 
when a player self-excludes. 
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· Once players’ self-exclusion period has ended, requiring reinstated players to reapply for loyalty 
club membership and to opt in explicitly to each form of marketing communication they want to 
receive from the venue. 


In summary, there is great opportunity to use loyalty cards to promote informed decision making, as well 
as to reduce risk by ensuring marketing incorporates an RG perspective; optimizing RG in the earning 
and redemption of rewards; and having special exemptions and protocols for those identified as at-risk or 
who have self-excluded. Future developments in the use of loyalty cards to inform and assist those at risk 
will further inform best practices in the promotion of safer gambling and the prevention of problem 
gambling. 
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or Researcher via email, your acceptance of the risk and agreement to the conditions for email communications
is implied. (See http://www.uwmedicine.org/about/compliance/email-risk.)

The information is intended for the individual named above. If you are not the intended recipient, any disclosure,
copying, distribution or use of the contents of this information is prohibited. Please notify the sender by reply
email, and then destroy all copies of the message and any attachments. See our Notice of Privacy
Practices at http://www.uwmedicine.org/about/privacy.

On Jul 29, 2021, at 10:48 AM, Chinn, John (GMB) <john.chinn@wsgc.wa.gov>
wrote:

 
Good morning,
 
 
We have been having an internal discussion about players cards and self-exclusion. We
would appreciate your opinion on this topic.
 
What happens to an individuals players card (account) when they sign up for self-
exclusion?
 

Current Draft Rules – When an individual signs up for self-exclusion their player
card account is closed and any outstanding points balance is deleted. This is in
addition to loss of other privileges such as check cashing, promotional
activities, mailings, etc.
 
Possible alternative - When an individual signs up for self-exclusion their
players card account is frozen/inactive for the duration of the exclusion period.
Once the term expires the account is made active with no lose of benefits. The
loss of other benefits such as check cashing, promotional activities, mailings

https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.uwmedicine.org%2Fabout%2Fcompliance%2Femail-risk&data=04%7C01%7Cjohn.chinn%40wsgc.wa.gov%7Cf09db38c8f2d458ad80408d9530ab790%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637632129298424168%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=XCd31GGv%2FQuog1PtOm6YwLG3%2FvpVdN5vbETY4RzPqns%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.uwmedicine.org%2Fabout%2Fprivacy&data=04%7C01%7Cjohn.chinn%40wsgc.wa.gov%7Cf09db38c8f2d458ad80408d9530ab790%7C11d0e217264e400a8ba057dcc127d72d%7C0%7C0%7C637632129298424168%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=KBP0v2kKt1Nc0qVkLMfbuxzqVvwAMqgHf2fE0ngzZDs%3D&reserved=0
mailto:john.chinn@wsgc.wa.gov


etc. would still be effect during the self-exclusion term.
 
Our discussion has centered around the loss of player points, could be a
disincentive for committing to self-exclusion. Obviously an individual could use
their points prior to self-exclusion. Would the existence of a remaining balance
in the player card account act as an incentive to resume going to HBCRs after
the self-exclusion term expires.

 
We are quickly approaching our deadline for presenting the final rules draft to the

commissioners and would appreciate a quick response. Please reply by August 6th.
 
Thank you for taking the time to assist us,
 
John Chinn
Project Manager
WSGC
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Similar to other industries, the gaming industry uses a range of incentives to attract and reward its 

customers. Despite the widespread use of these incentives, however, little attention has been given to the 

potential impact they may have on problem gambling, and the implications they have for responsible 

gambling. Yet people with gambling problems—or who are developing gambling problems—can be 

impacted by incentives in a negative way. With this in mind, the RGC Centre for the Advancement of Best 

Practices has undertaken a research project designed to better understand the nature of player 

incentives, their potential impact on problem gambling risk, and how they might be made safer for 

players. The project focuses on player incentives at land-based venues and gathers information from 

Canadian and international jurisdictions. Literature and policy reviews, a focus group, and a two-day 

forum are all used to obtain data. 

Overall, the findings of this report reveal that although the specific details of how they operate may vary, 

player incentives generally work in similar ways across jurisdictions and individual gaming venues. 

Rewards come in the form of cash, free play, accommodation, entertainment, free or discounted services, 

merchandise, food/beverage and travel. Some rewards are available to all patrons, but most are 

exclusive to members of the venue’s loyalty program and so are the focus of this report. While there is no 

direct evidence that incentives and loyalty programs create gambling problems, there is evidence that 

they can heighten problem gambling behaviours and that they have a strong appeal for some people who 

are at risk of, or have already developed, a gambling problem. 

Concern about the appeal of incentives to gamblers with problems has led some to call for the prohibition 

of loyalty programs. Others point to the opportunities presented by loyalty programs to communicate 

safety information to patrons, to track behaviours, to identify potential and emerging problems (“red flag” 

behaviours), and to initiate actions to mitigate potential problems. 

On balance, player loyalty programs—as long as they are not seen exclusively as a marketing tool—have 

some potential benefits from a player protection perspective. That assumes, however, that loyalty 

programs and other incentives actively build in tools and analytics that enable increased player 

information and safeguard, some of which are presented below. 

Promoting Informed Decision Making 

There are many opportunities to use player data to assist patrons in making informed decisions. These 

include: 

· Beginning with the registration process itself, taking regular opportunities to provide players with 

information about the realistic chances of winning and losing, where to get help, and the benefits 

of setting limits. Also providing some of the many other safety messages associated with well-

designed responsible gambling programs. Such information might be provided in any number of 

ways using the communication tools available to gaming providers. It would likely mean 

incorporating RG information in regular circulations, as well as distributing some information that 

is exclusively focused on RG topics. 

· Providing players with accurate and easy-to-access information about the links between the 

amounts they spend and the rewards they earn. 

EXECUTIVE SUMMARY 
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· Informing players that greater rewards are related to greater spending and that it is risky to view 

rewards, reaching a higher tier, or receiving greater staff attention as a status symbol or a 

measure of greater self-worth. 

· Providing loyalty members with activity reports that let them know their play history over a period 

of time of their choosing, such as the past month or year. Making the receiving of reports the 

default option with the capability to choose their frequency or to turn them off. 

· Providing members with normative feedback on their play history, using the entire database of 

loyalty members to calculate percentages and averages. 

Ensuring Marketing Incorporates an RG Perspective 

· Beyond the provision of good consumer information, there are also ways that loyalty programs 

and incentives can be managed in a way which reduces the risk of gambling problems. These 

include: 

· Ensuring that any information contained in promotional communications and materials complies 

with existing RG guidelines for advertising and marketing, and does not imply that participating in 

loyalty programs or other incentives increases the player’s chances of winning. 

· Permitting players to have only one card for the same loyalty program membership. 

· Incorporating RG information in promotional communications and materials with adequate 

prominence relative to other messaging. 

· Having an annual renewal for loyalty program membership that gives players an opportunity to 

review their past-year gambling activity with gaming venue staff. 

· When players register for a loyalty program, requiring them to opt in explicitly to each form of 

marketing communication (e.g., mail, email, phone, texts) they wish to receive. 

· Once they become loyalty members, allowing players to easily opt out of some, or all, forms of 

marketing communication at any time. 

Optimizing RG in the Earning and Redemption of Rewards 

· Allowing players to earn points and rewards not just for the time and money they spend gambling, 

but for participating in non-gambling activities as well, both inside and outside of the gaming 

venue. 

· Encouraging players to set personal gambling limits on their loyalty card. If players reach one of 

the limits they have set, have a message tell them that they have reached a limit. If players still 

continue to gamble, don’t allow them to accrue any additional loyalty points. 

· Rewarding players with (non-gambling) incentives for using the self-limiting tools. 
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· Allowing players to redeem their loyalty points for non-gaming rewards both inside and outside of 

the gaming venue (e.g., merchandise, food). 

· Allowing players to participate in contests without having to be at the gaming venue when prizes 

are announced. 

· Allowing a cooling-off period after players have lost a large sum of money before offering any 

incentive to gamble further. Once such a player has left the premises, allow a reasonable amount 

of time to pass before offering that player an incentive to return to the venue. 

· Ensuring that alcohol is not used as an inducement or reward for gambling. [Note that in most 

Canadian provinces, complimentary alcohol service is prohibited. 

Supporting At-Risk Players 

Some players will gamble in a manner that exhibits “red flag” behaviours which suggest a potential 

problem and which trigger observations and responses from venue staff. These at-risk players warrant 

special attention from the perspective of rewards and incentives. Self-excluded players also warrant 

special attention in this regard. Both groups of players would benefit from the following provisions: 

AT-RISK PLAYERS 

· Using loyalty card data, in combination with staff observations and other documentation, to 

identify red flag behaviours that may indicate a potential gambling problem. 

· Putting a customer service protocol in place to identify when and how staff will take action when a 

loyalty member exceeds red flag thresholds for frequency of gambling, duration of sessions, 

average bet size, and cumulative losses. 

· Having an escalating process in place to offer red-flagged players assistance, education, as well 

as the option of easily removing themselves from future incentives or marketing communications. 

(The same system would also be used for those players exhibiting red flag behaviours who are 

not loyalty club members.) 

· Discontinuing rewards that, in order to be redeemed, require the player to be in the venue for 

extended periods of time—particularly if it means the player can access more cash (because, for 

instance, a new banking day has begun). 

· Discontinuing discretionary rewards designed to promote longer stays. 

SELF-EXCLUDED PLAYERS 

· When players signs up for self-exclusion, immediately removing their name from all marketing 

contact lists. 

· Paying out any unredeemed points and canceling the loyalty program membership immediately 

when a player self-excludes. 
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· Once their self-exclusion period has ended, requiring reinstated players to reapply for loyalty club 

membership and to opt in explicitly to each form of marketing communication they want to receive 

from the venue. 

In summary, there is great opportunity to use loyalty cards to promote informed decision making, as well 

as to reduce risk by ensuring marketing incorporates an RG perspective; optimizing RG in the earning 

and redemption of rewards; and having special exemptions and protocols for those identified as at-risk or 

who have self-excluded. Future developments in the use of loyalty cards to inform and assist those at risk 

will further inform best practices in the promotion of safer gambling and the prevention of problem 

gambling. 
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Similar to other industries, the gaming industry has adopted a range of initiatives to attract and reward 

their customers. Player loyalty programs, promotions, and other incentives are commonly used to attract 

new patrons, retain existing ones, and increase long-term profits. 

Despite the widespread use of player incentives, however, little attention has been given to the potential 

impact they may have on problem gambling, and the implications they have for responsible gambling. 

While the gaming industry has made great strides in recent years in developing measures to help reduce 

problem gambling risk among players, few responsible gambling measures have been developed 

specifically for player incentives. Yet people with gambling problems—or who are developing gambling 

problems—can be impacted by incentives in a negative way. 

With this in mind, the RGC Centre for the Advancement of Best Practices has undertaken a research 

project designed to better understand the nature of player incentives and their potential impact on 

problem gambling risk, and to identify opportunities to make them safer for players. The project focuses 

on player incentives at land-based venues, gathers information from Canadian and international 

jurisdictions, and brings together perspectives from a range of stakeholder groups. Literature and policy 

reviews, a focus group, and a two-day forum are all used to obtain data to identify a set of responsible 

gambling best practices for the provision of player incentives at land-based venues. 

The report is divided into four chapters. Chapter 1 provides an overview of player incentives, reviews the 

literature relevant to player incentives and problem gambling risk, and examines the different policies and 

practices that are in place for player incentives across Canada and some international jurisdictions. 

Chapter 2 discusses the results of a focus group that was conducted with individuals in treatment for 

gambling-related problems in order to explore their experience with incentives and any suggestions they 

may have for making them safer for players. Chapter 3 presents the results of the Responsible Gambling 

Council (RGC)’s two-day forum that brought together gaming providers, regulators, treatment counselors, 

researchers, marketing experts, and others to discuss player incentives, their impacts, and current—as 

well as possible future—incentive safeguards. Chapter 4 synthesizes all of the information learned from 

previous chapters and provides a framework of player incentive best practices. 
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With a focus on increasing repeat visits, customer spending, and brand loyalty, most gaming venues offer 

players some type of incentive in order to reward them for past gambling and to encourage them to 

engage in future gambling (Palmer & Mahoney, 2004). The purpose of this chapter is to provide an 

overview of how player incentives work; their potential impact on gambling behaviour and problem 

gambling risk; and measures to alleviate risks associated with them. 

Some of the content of the chapter is based on the available literature on player incentives. Other content 

is based on information that was available publically, combined with documents that were sent directly to 

RGC from several Canadian gaming providers upon request. 

Overview of Player Incentives 

While the details of how player incentives work vary across jurisdictions and individual gaming venues, 

they operate in relatively similar ways. What follows below is a general description of the different types of 

rewards players can earn; how players can earn them; and the various ways the rewards are marketed to 

players. 

DIFFERENT TYPES OF REWARDS PLAYERS CAN EARN 

Some rewards are given to players as a reward for their past behaviour while others may be given to 

influence their future behaviour. 

· Cashback and Cash – Cashback is literally cash given back to the player, often after they have 

spent a certain amount of money gambling. Players may also win cash prizes for participating in 

various promotions. 

· Free play – Free play is a reward given to players in the form of gambling credits that are worth a 

certain amount of money. Often, the player needs to spend a certain amount gambling before 

being eligible to earn a free play offer. 

· Accommodation – Free hotel rooms may be given to players, usually after they have spent a 

certain amount of time and money at the gaming venue. The quality of the accommodation 

usually depends on the particular patron’s level of play. 

· Entertainment – Gaming venues will sometimes offer players free tickets to concerts, live shows, 

movies, sporting events, and other activities. 

· Free or discounted services – Examples of services that may be provided for free or at a 

discounted rate can include spa services, valet parking, and limousine service to and from the 

gaming venue. 

· Merchandise – Gaming venues often give away merchandise to players such as logo items (e.g., 

key chains, drink bottles, hats), gift shop items, luggage, wine glasses, gift cards to retail stores 

and/or the gaming venue gift shop, as well as larger items such as cars. 

CHAPTER 1: LITERATURE AND POLICY REVIEW 
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· Food and beverage – Often, gaming venues give players vouchers for free or discounted meals 

at restaurants on- and off-site and, where permitted, free drinks to players on the gaming floor. 

Gaming venues tend to be fairly generous with food and beverage rewards, and often give them 

to any patron regardless of gambling activity. Free (and often, unlimited) meals for exclusive, 

high-end restaurants are often based on the amount gambled. 

· Air fare – For some players, most often high spenders, gaming operators may offer free flights to 

and from the gaming venue. 

DIFFERENT WAYS OF OBTAINING REWARDS 

There are several different ways that players can earn rewards. While some are exclusive to members of 

the venue’s loyalty program only, others are available to all patrons. 

a. Loyalty Program Point Accrual and Redemption 

In general, loyalty programs have two main goals: 1) to increase revenues by increasing purchase levels; 

and 2) to maintain the current customer base by strengthening the bond between the customer and the 

brand (Uncles, Dowling & Hammond, 2003; Matilla, 2006; Sui & Baloglu, 2003). Ultimately, these 

programs seek to build a long-term relationship with the customer through understanding and rewarding 

purchase behaviour (Meyer-Waarden, 2008). 

In the gaming industry, both repeat patronage and brand attachment are important for player loyalty 

(Lucas, Dunn & Singh, 2005). One of the main ways that gaming venues try to earn loyalty from players is 

by offering a loyalty program that they can sign up for voluntarily and allows them to earn various 

rewards. The most common way that players can earn rewards is through the accumulation and 

redemption of points, which are usually earned by gambling. Many gaming venues also allow players to 

earn points for participating in non-gambling activities at the venue, such as shopping, dining, and other 

activities.1 

In order for players to accumulate points on their loyalty card for the gambling activities they participate in, 

they usually need to either insert their card into a slot (or other electronic) gaming machine before 

playing, or present their card to the dealer at a gaming table where their play can be tracked and rated.2 

Play frequency and betting amounts are recorded via the loyalty card, and the information helps the 

1 Recently, it has also become possible for players in some jurisdictions to earn points on their loyalty card for 

participating in non-gambling activities outside of the gaming venue. For instance, in June of 2013, Hyatt Hotels & 

Resorts® and MGM Resorts International® formed a new partnership that allows members of MGM’s loyalty 

program, M life, to be able to earn tier credits when they stay at Hyatt properties around the world. Conversely, 

members of Hyatt’s loyalty program, Hyatt Gold Passport, can earn and redeem points on their loyalty card at 12 

MGM properties on the Las Vegas strip (e.g., MGM Grand, Bellagio). (Hyatt Hotels Corporation and MGM Resorts 

International, 2013). 

2 A few gaming operators in Canada allow loyalty program members to have, and use, more than one loyalty card for 

their account at any given time. Where multiple cards are allowed, players can insert them into several slot machines 

or table game readers at once, depending on the particular rules of the game. Sharing one’s loyalty cards with other 

players, however, is prohibited. 
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venue know what games the player prefers. It also helps the venue determine which rewards to offer the 

player (Greenstein, 2012). The amount of money that players must spend on gambling to earn a single 

point usually varies across programs. In some, for example, players may need to spend $10 on slot 

machines to earn a single point, while in others, they may only need to spend $1 on slot machines to earn 

a single point. In addition to the baseline number of points that loyalty program members can earn for 

their gambling expenditures, they can sometimes also earn extra “bonus” points for spending beyond a 

certain level. 

In most jurisdictions, loyalty programs operate on a tier-based system, such that a player’s tier level is 

determined by point accumulation, and greater rewards are offered as players move up to higher levels. 

The number of levels and types of rewards that players can earn at each level may vary across programs, 

but the underlying idea is the same: As play activity increases and more points are earned, higher tier 

levels are reached and greater rewards can be given. In most cases, not only are players required to 

obtain a certain number of points within a specified period of time to move up from the first tier level to 

higher levels, they must continue to earn a minimum number of points within a specified time period to 

remain at higher levels. If the minimum number of points is not earned within the designated time frame 

(e.g., 12 months), the player will be moved down to the level that aligns with their accumulated points. In 

some programs, players will be notified when they are approaching the end of their “tier year,” and will be 

informed of how many points they need to move up to the next tier, and the associated benefits of that 

tier. 

The actual amount of money that players must spend on gambling (including bets and rebets) to move up 

to higher tier levels varies considerably across programs, and depends on a variety of factors—including 

how many points are required for each level and how much it costs to earn a single point. In Canada, a 

player may have to bet anywhere from $5,000 to $35,000 a year on slot machines to earn second tier 

level status, while they may have to bet anywhere from $25,000 to $400,000 for higher tier levels. In 

some programs, the highest (“VIP”) tier level requires a personal invitation to join in addition to a requisite 

number of points and gambling expenditures.3 

Once earned, most loyalty programs allow players to redeem their points online, at the loyalty counter in a 

gaming venue, at a player kiosk, directly at a slot machine (if the reward is free play), or at other locations 

depending on the venue. Most programs require that a minimum number of points be redeemed at any 

given time (e.g., a minimum of 1,500 points, or the equivalent of $5 in cash back). The type of rewards 

that loyalty program members can obtain by redeeming their points depends on the jurisdiction: Some 

allow players to redeem their points for cashback and/or free slot play only; some restrict rewards to 

discounts or vouchers for services or merchandise; and some allow players to receive the full range of 

rewards. 

In Canada, the terms and conditions for loyalty programs state that the inactivity of a player’s account for 

a particular period of time will result in membership cancellation and forfeiture of any points accumulated 

that have not been redeemed. The duration of the period of inactivity varies with the program, but is 

typically either 12 or 18 months. When players are approaching the limit for a period of inactivity, some 

gaming venues will send them a notice letting them know that their account has been inactive and will 

3 While several gaming jurisdictions in Canada have tier-based loyalty programs, three jurisdictions do not: Manitoba, 

Nova Scotia, and Prince Edward Island. In these jurisdictions, loyalty program members receive equal benefits in 

their respective programs, regardless of their level of play. 
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expire soon. The notice might also offer the player an incentive to return to the gaming venue, such as a 

free play voucher. 

b. Promotions 

Besides earning rewards through points and tiers, loyalty members can also receive rewards through 

exclusive, members-only promotions. An example might be a “Ladies Night” event, whereby female 

loyalty members can enter a draw from 8 PM until midnight on a Friday evening for a chance to win prizes 

such as jewellery or spa services. Other examples include swipe-to-enter contests that allow members to 

swipe their loyalty card—sometimes daily—for a chance to win various prizes, and birthday club 
promotions that allow members to enter a draw once during their birthday month for a chance to win a 

prize. Those who use their loyalty card can also be automatically entered into random draws for cash, 

food and beverage, free play, and even large prizes such as cars and trips. While some promotions are 

exclusive to loyalty program members only, others may be available to all players, including those with 

loyalty cards. A few examples include: 

· Draws – Players can enter ballots into draws for a chance to win cash and other prizes. Ballots 

can be earned by winning jackpots and/or by purchasing them at the gaming venue. In Canada, 

the rules for participating in promotions such as draws vary, with some requiring the player to be 

present when prizes are announced to be eligible to win, even when the draws take place over a 

number of hours. 

· Slot Tournaments – Players can enter slot machine tournaments by paying a fee (e.g., $10) or by 

using their loyalty reward points. During a slot tournament, players are given a certain number of 

credits to gamble with for a specified period of time, and the player who ends up with the most 

credits at the end wins a jackpot prize. 

· Seniors Days – On certain days of the week, seniors may be eligible to participate in random 

draws and/or be entitled to receive discounts on food, beverage, and venue amenities. 

In general, promotions are meant to enhance patron experience at the gaming venue, and increase visit 

frequency as well as gaming revenue (Lucas, 2004). They provide players with an opportunity to win a 

wide range of prizes, and to participate in events that provide the players with particular perks.  

c. Comping 

· Most gaming venues—particularly casinos—have hosts whose job it is to create a relationship 

with players, a large part of which includes providing them with complimentary goods and 

services, commonly referred to as “comps.” In most jurisdictions, comps are a large part of what 

gaming operators spend each year on player rewards (Baynes, 2011). 

· Generally, hosts offer comps to all patrons, from the penny slot players (“low rollers”) to those 

spending thousands of dollars or more per hand (“high rollers”). Exactly what players need to do 

to earn a comp varies across jurisdictions and individual gaming venues, but they typically 

receive comps based on their loyalty point accumulation, “theoretical loss,” and other variables. 

While hosts can offer comps to players at their own discretion, known as “discretionary comps,” 

most gaming venues have clear guidelines for how comps can be given out, and they usually 

need to be justified by the player’s gambling activity (Liu, 2005). In general, the more money bet 

14 | INSIGHT 2013  



 

and the more time spent gambling, the higher the level of comp allowed (Tamburin, 2013). Low-

level comps such as free food and beverage may sometimes be offered independent of gambling 

activity, and are often handed out randomly to players on the gaming floor. More valuable comps, 

such as free flights and luxury hotel suites, are usually restricted to high rollers who spend large 

sums of money at the venue. In Canada, at least one jurisdiction’s policy states that comps are 

issued at the discretion of customer service staff, who are encouraged to review players’ 

gambling history and the value of each player’s average earned comp per visit, in order to make 

an educated decision about what type of comp to offer. Besides being issued by hosts and 

customer service staff, comps are also frequently offered to players through the mail—and, in 

some cases—via email, text messages, and telephone. 

MARKETING OF INCENTIVES 

When gaming venues want to notify players about the different type of incentives they offer and the 

different type of rewards players may be eligible for, the information is communicated to them in several 

different ways. The main ones are through signage on the gaming floor, email, regular mail, and gaming 

venue hosts. The latter three forms of communication tend to be more personalized in nature and are 

more often based on past gambling activity than the former. Floor signage is typically used to advertise 

loyalty programs, or to let players know about general promotions such as discounts on meals, enter-in 

gambling tournaments, etc. Some other ways that gaming venues may let players know about incentives 

include social networking sites, billboards, and text messages. 

In order for a Canadian gaming venue to be able to contact loyalty program members for marketing 

purposes—whether by regular mail, email, phone, or text message—the venue must first obtain the 

player’s consent. This is generally done on the application form as part of the registration process. Most 

jurisdictions ask players to check mark each method of communication they explicitly consent to 

receiving; other jurisdictions, however, simply ask players to provide all of their contact information on the 

form, and then state, in smaller print, that by providing this information, they are giving consent to 

receiving all methods of promotional communication from the venue. Once players become loyalty 

program members, they can usually opt out of receiving some or all forms of promotional communication 

at any time, although exactly how they must do this varies by jurisdiction and communication method. For 

example, in at least one province, if players no longer wants to receive promotional material through 

regular mail, they must mail in the request; if they no longer want to receive emails, they must email the 

request. 

Impact of Player Incentives 

Player incentives work to influence visit frequency and spending behaviour, and to garner a positive 

attitude towards the gaming brand. 

LOYALTY AND VISIT FREQUENCY 

In today’s competitive marketplace, gaming operators offer players not just rewards, but highly 

personalized service and attention. It is hoped that in addition to the rewards themselves, this will 

increase perceived value by the players and make them more loyal customers who visit the venue more 

often (Crofts, 2011; Chen McCain, Jang, & Hu, 2005). Surveys with loyalty members show that special 

treatment, positive employee interaction, and rewards such as cashback and free meals/ accommodation 
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are indeed linked to player loyalty (e.g., frequency of visits) to the gaming venue (Huang, Chen McCain, & 

Tie, 2008; Yi & Busser, 2008). Recognition for visiting and spending at the venue is also important for 

player loyalty (Huang et al., 2008), as is superior customer service. Chen McCain et al. (2005), for 

example, found that when Las Vegas casinos trained their employees to respond to customers’ needs 

and wants—as well as earn their trust—player loyalty was greatest, and it made a significant difference to 

whether or not the customer continued to visit the gaming venue. 

SPENDING BEHAVIOUR 

Research shows that, in addition to visit frequency, player incentives can impact spending behaviour, 

resulting in more money being spent gambling at the venue than might otherwise occur. Min (2012), for 

instance, examined how the introduction of a new loyalty program affects slot machine and table game 

betting amounts. The loyalty program studied by Min in Las Vegas included more opportunity for earning 

comps, greater tier-level benefits, and the ability to earn points through non-gaming spending. Overall, 

the program resulted in an increase in the amount of money that players bet on slots—such that 

collectively, they bet an additional $302,000 per day. (The incentives, however, had no effect on table 

game spending.) Other research shows that when incentives are offered to players during a gaming 

venue visit, they can increase betting amounts once gambling has already begun (Narayanan & 

Manchanda, 2011). 

IMPACT OF INCENTIVES ON PROBLEM GAMBLING RISK 

While player incentives are common practice in the gaming industry, there has been some concern 

among researchers that they may encourage problem gambling behaviour, particularly for those who are 

at risk of—or who have already developed—gambling problems (Hing, 2005; Narayanan & Manchanda, 

2011; Southwell, Boreham, & Laffan, 2008). For example, players may be tempted to gamble more than 

they would otherwise in order to receive certain offers or to reach the next tier level in their loyalty 

program, making it more difficult to control gambling activity (Greenstein, 2012; Hing, 2005; Narayanan & 

Manchanda, 2011; Southwell et al., 2008). Indeed, many individuals with gambling problems have 

admitted to feeling tempted to revisit the casino after losing large sums of money and subsequently 

receiving a comp (Greenstein, 2012). And a live-play study commissioned by Gambling Research 

Australia found that obtaining loyalty program points and rewards was an important predictor of the self-

reported urge to continue playing past one’s limit. For some players, getting program rewards was also 

associated with increased excitement and a loss of judgment over spending (Schottler, 2010). 

The notion that player incentives may be particularly risky for those with gambling problems is supported 

by a study conducted with older adults who play electronic gaming machines (EGM) in Australia 

(Southwell et al., 2008). The study found that compared to players classified as low risk/non-problem 

gamblers, those classified as moderate risk/problem gamblers spent more time (33% vs. 14%) and 

money (27% vs. 11%) gambling when they participated in gaming venue promotions. In another study, 

player data taken over a two-year period from a U.S. gaming venue showed that over the course of the 

study, players defined as “addicted” gambled significantly more than those defined as “non-addicted” in 

response to marketing efforts such as comps. Moreover, while incentives offered to players during a 

gambling session increased betting amounts during that session for both addicted and non-addicted 

players, it also led to increased betting amounts in the next session for addicted gamblers only 

(Narayanan & Manchanda, 2011). Taken together, the findings of the latter study led the authors to 

conclude that comps may increase gambling involvement; may make it more difficult to control gambling 
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behaviour; and could potentially create problems for some players over the long term (Narayanan & 

Manchanda, 2011). 

These conclusions are supported by surveys measuring attitudes towards incentives among players 

themselves. An Australian Clubs player survey, for instance, found that a significant number of gamblers 

feel that promotions encourage gambling—with approximately half of those surveyed believing that 

players have to be in the venue when prizes are announced in order to win contests, which could 

encourage players to stay there for longer and gamble more. Overall, many participants in the study 

viewed promotions as being against the “spirit” of responsible gambling, even if the gaming venue had 

implemented other responsible gambling measures (Hing, 2004). A subsequent study by the same author 

examined previously conducted interviews with Club players, and once again gaming venue promotions 

were a cause of concern: The excessive advertising of promotions, for example, was viewed as enticing 

players to gamble for longer (Hing, 2005). Other incentives—such as free weekly bus trips to and from 

the gaming venue—have also been viewed as inducements to gamble and potential contributors to 

problem gambling, especially among vulnerable populations such as seniors (Leaman, 2012). 

Some researchers argue that offering inducements to gamble should be prohibited, as in New South 

Wales where hotels and clubs cannot offer free credits to current players, or as a means to encourage 

persons to become players (Hing, 2004; Gaming Machines Regulation, 2010). Others argue that loyalty 

programs should be eliminated entirely, particularly when a gambling provider has a monopoly, as these 

rewards only serve to encourage people to gamble more and are therefore not conducive to responsible 

gambling (Williams et al., 2012). 

Player Incentive Safeguards 

As researchers have recognized that player incentives can increase problem gambling risk, it has been 

suggested that in order to reduce that risk, incentives should be made safer for players (Independent 

Gambling Authority, 2012; Simpson, 2012). Some proposed ways to do this include conducting a risk 

analysis of players based on their loyalty card data, using loyalty card data to provide players with play 

history reports, and linking loyalty cards to pre-commitment. These are each described in more detail 

below. 

USING LOYALTY CARD DATA TO ASSESS RISK 

As already mentioned, loyalty programs allow gambling behaviour to be tracked when players insert their 

loyalty card into an EGM or present it at a gaming table. This allows the player to earn points and be 

eligible for certain rewards and other benefits. Some researchers have suggested that as a responsible 

gambling measure, players’ loyalty card data could be used to identify those at-risk of—or who have 

already developed—gambling problems. To increase the accuracy of this type of risk assessment, it has 

further been suggested that loyalty card data could be compared to “on the floor observations” 

(Independent Gambling Authority, 2012; Schellinck & Schrans, 2011). Potential drawbacks to risk 

assessments based on loyalty card data are: the difficulty in identifying the underlying reason for a 

player’s observed gambling behaviour; the inability to track gambling behaviour at other venues that do 

not use the same loyalty card; and the sharing of cards among players (Independent Gambling Authority, 

2012; Schellinck & Schrans, 2011). 
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USING LOYALTY CARD DATA FOR PLAY HISTORY REPORTS 

Another recommended RG safeguard for player incentives is to send past-month and past-12 month 

statements to all loyalty members that would inform them of their monthly gambling expenditures. Players 

could also be given normative feedback on the frequency and duration of their gambling, using the entire 

database of loyalty members to calculate percentages, averages, etc. (Simpson, 2012). This safeguard 

has already been implemented, to some extent, in Manitoba. In this province, Club Card members may 

request to receive Gaming Activity Reports which let them know how much they have spent on electronic 

gaming for a period of time of their choosing. Players can ask to receive one-time or ongoing reports by 

mail (at 3-, 6-, or 12-month intervals), or they can view reports immediately on-site at the Responsible 

Gaming Information Centre (RGIC). The reports are promoted to players through newsletters, the 

Internet, and at RGIC events. However, normative data is not provided to players in Manitoba at the 

present time. OLG’s Winner’s Circle Rewards members can access their play activity for January to 

December of the previous calendar year, online at any time. Full player history reports can be accessed 

via a freedom of information request. 

LINKING LOYALTY CARDS TO PRE-COMMITMENT 

Player incentives, as we have already seen, may be harmful to some players because they may gamble 

more than intended in order to obtain certain rewards or reach higher tier levels (Henley & Brading, 2009; 

Responsible Gambling Advocacy Centre, 2011; Williams, West, & Simpson, 2012). Thus, some 

researchers have suggested that loyalty programs should be linked to pre-commitment tools such as limit 

setting, so that once a player’s limit has been reached, the ability to earn additional points could 

substantially be reduced or prohibited altogether. Players could also be rewarded for responsible play, 

rather than for the amount of play, and could receive rewards for using limit setting and other responsible 

gambling tools (Simpson, 2012; Williams et al., 2012). The main concern with linking pre-commitment to 

loyalty cards is that asking players to set limits on a card that also rewards them for gambling more 

seems counterintuitive. However, if implemented appropriately with the proper safeguards, some still view 

linking pre-commitment to loyalty cards as a potential way to reduce problem gambling risk (Simpson, 

2012; Responsible Gambling Advocacy Centre, 2011). 

Again, the above safeguard is already implemented in Manitoba. Specifically, members of Manitoba 

Liquor & Lotteries’ loyalty program (Club Card) have the option of setting personal daily limits on their 

loyalty card for electronic gaming, such as the amount of money spent and lost, and the amount of time 

played. If a particular limit has been reached during play, players will get a message letting them know 

that the limit has been reached. If players continue to gamble, they will not accumulate any additional 

points for the remainder of the gaming day. The limits that the players set are site-specific due to the 

technology being used, meaning that players must set separate limits for each Manitoba Liquor & 

Lotteries venue (2 casinos and 1 gaming centre) in the province. The separate limits for each of the three 

venues require a separate enrolment and change process, which has limited the uptake of this feature. 

The limit-setting option is promoted to players on the loyalty program application form. 

OTHER SUGGESTED SAFEGUARDS 

In addition to these safeguards, people have suggested that in order to make loyalty programs safer, 

players should be able to earn points and rewards not just for the time and money they spend gambling, 

but for participating in non-gambling activities as well, such as shopping at the gaming venue, eating at its 

restaurants or purchasing tickets for shows. (Responsible Gambling Advocacy Centre, 2011). As 
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mentioned earlier on in this chapter, many loyalty programs allow this already, and some allow players to 

earn points for non-gambling activities done outside of the gaming venue. 

Simpson (2012) also suggests that gaming staff be required to intervene when a loyalty member exceeds 

certain thresholds for frequency of gambling, duration of sessions, average bet size, and cumulative 

losses—arguing that loyalty programs currently track these measures to calculate player incentives 

anyway. 

Specific RG Guidelines for Player Incentives 

CANADA 

No Canadian jurisdiction has developed RG guidelines specifically for player incentives. All jurisdictions 

do, though, have restrictions on advertising and marketing, which may include the advertising and 

marketing of loyalty programs and other player incentives. The most common advertising and marketing 

restrictions are: encouraging excessive or irresponsible play; encouraging people to play beyond their 

means; exaggerating the chances of winning; implying the certainty of financial reward; and depicting or 

appealing to minors. 

The only other Canadian guidelines for player incentives found by RGC that could be interpreted as 

related to RG were the few included in the Alberta Gaming and Liquor Commission’s (AGLC) Casino 
Terms & Conditions and Operating Guidelines for casino licensees. The guidelines contain a section 

entitled “Promotions,” which stipulates the following: 

· Casino facility licensees may not provide any promotional activity which offers increased payouts 

to reward frequent play; 

· Free draws, contests, giveaways or similar promotions are allowed, provided that a person is not 

required to play table games or electronic games, or to remain in the facility, in order to receive a 

prize as a condition of participating in, or entering, the draw or other promotion; 

· A casino facility licensee may require a person to be present at the time of a draw to receive a 

prize, but the time, date and place of the draw must be prominently posted within the casino 

facility; 

· Player tracking and reward programs are allowed, but these programs must be submitted to the 

AGLC for approval prior to their implementation. The program submissions must include the 

following conditions: 

o The casino facility licensee must maintain a current record of players who are Voluntary 

Self-Exclusion (VSE) participants and exclude such participants from any casino 

marketing; and 

o The casino facility licensee must include a statement indicating that a patron may be 

removed from the player reward mailing list at the player’s request.  
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Availability of Responsible Gambling Information 

All Canadian jurisdictions have a policy commitment to ensure that players have access to RG 

information, though the availability and distribution of this information for loyalty program members varies 

from province to province. Some loyalty program application forms include RG information such as the 

provincial problem gambling helpline number and the gaming operator’s RG tagline. Some RG 

information may also be embedded in the loyalty program’s terms and conditions, such as the fact that 

players who are self-excluded cannot register for—or participate in—the program, and (where offered) 

play history reports are available for members upon request. In addition, gaming operators in several 

jurisdictions have branding standards and/or marketing policies that require the name and logo of their 

RG program, as well as the provincial problem gambling helpline number, to be included on all 

promotional materials. 

Self-Exclusion 

In Canada, all jurisdictions prohibit self-excluded players from registering for a loyalty program. They also 

prohibit current loyalty program members from continuing to participate in the program if they self-exclude 

from the venue. Exactly what happens to players’ loyalty program membership when they sign up for self-

exclusion varies across jurisdictions. In most provinces, their membership is cancelled, while in others, it 

is suspended until they reinstate. Any unredeemed loyalty points may be forfeited, paid out to players in 

cash, converted to gift certificates (e.g., for groceries), or given to players to redeem. 

INTERNATIONAL 

While RG guidelines for player incentives outside of Canada are few, some have been developed 

specifically for loyalty programs in Queensland, Australia. Tasmania has also developed some RG 

guidelines as part of its broad restrictions on player incentives. The guidelines of Queensland and 

Tasmania are presented in turn below. 

Queensland 

In 2007, the Queensland Treasury published the document, Queensland Responsible Gambling 
Guidelines for Player Loyalty Programs. The guidelines were developed jointly by representatives of the 

gaming industry, the community, and government, and were intended to be used in conjunction with the 

State’s Advertising and Promotions Guideline to support the Queensland Responsible Gambling Code of 
Practice. In general, the guidelines state that loyalty programs should be advertised and promoted 

similarly to other gambling products and services. Thus, they should promote gambling as a form of 

leisure and entertainment, which can be enjoyable if engaged in responsibly. More specific components 

of the guidelines include: 

· Advertising and promotion of loyalty programs within the community must comply with the 

Queensland Responsible Gambling Advertising and Promotions Guideline; 

· Direct marketing of loyalty programs must comply with the Direct Marketing Code of Practice of 

the Australian Direct Marketing Association (ADMA); 

· Loyalty program registration must include relevant information for players to make an informed 

decision about their participation in the program; 

20 | INSIGHT 2013  



 

· Program features and functions must not offend prevailing community standards; must not target 

minors, disadvantaged, or vulnerable groups; and must not involve irresponsible trading practices 

by the gaming provider; 

· Where practical, mechanisms to earn and redeem points must not focus exclusively on gambling 

activities where other activities are available at the gaming venue; 

· Positive RG messages, where appropriate and possible, are to be incorporated into loyalty 

program features and functions; and 

· Loyalty programs must comply with the Exclusions Framework (program material must not 

intentionally be sent to excluded players or to those who have requested such material not be 

sent; players can opt out of receiving program material by mail, etc.). 

Tasmania 

In 2012, the Tasmanian Gaming Commission developed new guidelines for player incentives such as 

promotions and loyalty programs (Tasmanian Gaming Commission, 2012). The guidelines include the 

following restrictions: 

· Any inducement, regardless of the amount, must be redeemable for services other than just 

gambling; 

· Players must not be offered free or discounted alcohol for consumption on the premises, or 

vouchers for the purchase of alcohol as an inducement or reward for gambling; 

· Players must not be required to be at a prize draw, or on the premises at the time of a prize draw, 

in order to be eligible to win any prize that is greater than $1,000 in value; 

· Loyalty program members must be provided with a player activity statement annually, which lets 

them know the points or the equivalent, that have been accrued as a result of gambling; 

· At least once per year, loyalty program members must be sent self-exclusion and RG information 

that states the name and telephone number of the Gambling Helpline; and 

· Loyalty program members must not be offered rewards greater than $10 which can be used for 

gambling purposes.  

In 2013, the Tasmanian Gaming Commission developed additional guidelines, specifically for “Premium 

Player Programs”—a more exclusive loyalty program that requires an invitation to join and a certain level 

of gambling to remain in the program. RG components of the guidelines include: 

· Prior to being admitted to the loyalty program, potential members must state in writing that they 

are not currently excluded from gambling anywhere in Australia and that they have control over 

their gambling. If players do not meet either of these requirements, they cannot be admitted to the 

program; 
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· If a player has previously self-excluded from gambling anywhere in Australia, a Responsible 

Gambling Manager must provide evidence showing that the player is currently in control of their 

gambling before membership to the program is granted; 

· Each player’s loyalty program membership must be reviewed every six months. If a player is 

identified as not being in control of their gambling, their membership must not be renewed; 

· Members must be provided with a play activity statement every six months showing, in dollars, 

the amount of all expenditures on gambling during the statement period; 

· The operator must conduct information sessions on gambling, harm minimization, and problem 

gambling for staff and program members at least every six months; 

· There must be a system in place to monitor members for signs of a potential gambling problem 

and to report any findings to the Responsible Gambling Manager. The system must include a 

range of indicators and measures of gambling-related behaviour, such as play activity levels, 

session length, visit frequency, and ATM usage. The system must also include a framework for 

appropriate response and intervention; 

· RG messages must be included on promotional material, such as discounts and cash rebate 

offers; and 

· Direct marketing to members that encourages them to increase their typical level of gambling 

expenditure in order to receive additional rewards/benefits is prohibited. 

Summary 

In summary, the following key points emerged from the literature and policy reviews: 

· There are many categories of rewards that a player may receive, such as: cash/cashback, free 

play, accommodations, entertainment, free or discounted services, merchandise, food and 

beverage, and air fare. 

· Rewards can be obtained by participating in a loyalty program, via promotions, or through comps. 

· Loyalty programs are voluntary, and are designed to attract new players as well as maintain the 

current player base. As loyalty program members, players are able to collect points and redeem 

them for particular rewards. Point accrual is generally tracked through the use of a loyalty card. 

· Loyalty programs often operate on a tier-based system. A player’s tier is generally determined 

through point accumulation, with higher tiers equating to greater rewards for the player. The 

amount that a player must spend to obtain enough points to move up a tier varies across 

jurisdictions. Generally, players must collect a particular amount of points annually to remain in a 

specific tier. 

· Incentives are marketed via venue signage, mail, email, gaming venue hosts, social networking 

sites, billboards, and text messages. In Canada, players must provide consent for the venue to 

contact them for marketing purposes. 
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· Player incentives are designed to impact the player’s loyalty and thus increase visit frequency to 

the venue. Players generally respond positively to special treatment, positive employee 

interactions, rewards, recognition, and superior customer service. Player incentives have also 

been shown to increase player expenditure at the gaming venue. 

· There is concern regarding the impact of player incentives on problem gambling risk. There is 

some evidence suggesting that players, particularly at-risk players or players with a gambling 

problem, may be tempted to continue to gamble because of player incentives. 

· Researchers have proposed implementing player incentive safeguards to help mitigate the risk of 

problem gambling. Examples included: using loyalty card data to assess risk; using loyalty card 

data to provide play history reports; linking loyalty cards to pre-commitment tools; allowing 

players to earn points for participating in non-gambling activities; and requiring staff to intervene 

when a player exceeds particular thresholds for gambling frequency or duration, bet size, or 

cumulative losses. 

· Currently, RG-specific guidelines for player incentives are scarce. Some guidelines currently in 

place in Canada involve the provision of RG information via the application forms and on 

marketing materials, and prohibiting self-excluded persons from participating in the loyalty 

program. 

· Internationally, Queensland and Tasmania have developed RG guidelines specifically for player 

incentives. 
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A focus group with individuals in treatment for gambling problems was conducted in order to explore their 

experiences with player incentives and any suggestions they have for making incentives safer for players. 

The group was led by a treatment provider, and consisted of 8 participants (5 males and 3 females). The 

entire discussion was recorded and subsequently transcribed. 

The main findings of the focus group, organized by topic, are presented below. 

History of Gambling Problems 

The focus group began by asking participants, in a general way, what forms of gambling were associated 

with the development of their gambling problems. Almost all participants said that slot machines were—

although a few said table games—and all said they associated the frequency of their gambling with the 

development of problems. For the most part, participants said they gambled at gaming venues in Ontario, 

with the exception of two who said they also gambled out of province. 

Introduction to Player Incentives 

When asked about their experience with player incentives, all focus group participants said they had been 

members of a loyalty program, but had developed problems with gambling before they signed up for it. 

Generally, participants said they became aware of the program by seeing others with loyalty cards or by 

word of mouth. A few said they were approached by gaming venue staff who offered them information 

about the program while they were at gaming tables or after they had won a large prize playing slots. 

Participants said that at first, they were hesitant to sign up for the loyalty program, and only considered it 

seriously when they became more involved with gambling and felt that it was a way to recoup money they 

had lost. Some comments were: 

“I started playing without the card and eventually as I became more involved in gambling, I signed up for 

the card. I thought, ‘Well, since I’m putting in so much money, this is a way to get some of my money 

back’.” 

 “I noticed people with cards, and it was after my first year that I thought ‘Gee, I should sign up’.” 

“At first, I didn’t want any information about it. Then by the time you blow the amount of money that I did, 

it was like, ‘Wait a second, I think I could start getting something from this’.” 

“My first year was just a social thing; my second year was half-social; and in my third year, I was there to 

beat the machines, so I participated in incentive programs.” 

“I saw people with all these rewards and kept hearing about meals and other types of things they were 

getting [with the card], so I thought I would sign up for it.” 

Understanding How Rewards Are Earned 

When participants were asked how they earned the rewards they received, they said the rewards were 

based on the amount of money they spent gambling at a particular venue and the specific tier level they 

had reached in their loyalty program. One participant summed it up by saying, “The more you spend, the 

CHAPTER 2: PLAYER FOCUS GROUP RESULTS 
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more you get, and the better you are rated.” All participants reported that over time, they moved up to 

higher tier levels that offered greater rewards. Examples of some of the rewards that participants received 

were: 

· Cashback 

· Vouchers for free play and meals 

· Free valet parking, hotel rooms, and tickets to concerts or sporting events 

· Free entries into slot tournaments and draws (e.g., for trips, cars) 

· Invitations to participate in sporting events (e.g., golf) 

· Gifts for themselves and family members (e.g., luggage, wine glasses, watches, leather jackets) 

Appeal of Rewards 

When asked what it felt like to earn rewards, participants responded with, “You feel like a big shot” and “It 
makes you feel important.” Generally, receiving rewards seemed to affect participants’ sense of self in a 

positive way, with many saying it was an ego boost which encouraged them to gamble more in order to 

reach higher tier levels. One participant said, “It became an internal contest.” Another one added, “If I get 
to this level, I get more free meals, more free rooms, more free shows and someone greets me and treats 
me nice.” 

While participants generally felt proud to earn rewards, once family and friends started to become 

concerned about their gambling, many felt embarrassed about receiving some rewards—especially gifts. 

Thus, they reported hiding them because “...they had the gaming venue’s logo on them and there was no 
hiding where the gifts came from.” One participant added, “I would go get the gift and when you brought it 
home it would identify that you were there that day...it would show you are getting something for free and 
let’s face it, you don’t get much for free these days without doing something to get it.” 

Marketing of Incentives 

When focus group participants were asked how the gaming venue let them know about the rewards they 

could earn, they most often said via regular mail, email and on-site at the venue. Depending on the tier 

level they had reached in their loyalty program, some participants also said they received more 

personalized attention and were notified about incentives by phone. 

In terms of the frequency of marketing communications they received, participants said they received 

more after they won a large jackpot, and there was a marked increase in communications when they 

moved to higher tier levels in their loyalty program. As one participant said, “I definitely got more 
correspondence when I went from the lower level to the middle level—by email, mail and phone calls.” 

When participants decided to reduce their gambling or stop it altogether, many said they contacted the 

gaming venue and asked them to stop sending promotional material. While some participants 

subsequently stopped receiving the material, a few continued to—despite numerous requests to have 

them stopped. For at least one participant, this caused a relapse: “My relapse occurred as a result of an 
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offer that was sent to me. I thought I would just go in, redeem it, and leave. But once you are there, they 
don’t just give it to you, you need to put it in the machine and after that it all goes back to where I started.” 

For participants who had self-excluded from the gaming venue, all promotional materials were 

discontinued and any unredeemed loyalty points they had accrued were forfeited. Once their self-

exclusion period ended, however, they automatically began receiving promotional material again, even 

though they had not specifically requested it. One participant stated, “It was exactly a year after my self-
exclusion date that I started receiving emails again.” For another participant who had self-excluded, 

promotional mailings were discontinued, but they received phone calls offering them incentives to return 

back to the gaming venue. 

Impact of Incentives on Gambling Behaviour 

When focus group participants were asked whether they felt their gambling had changed as a result of 

participating in player incentives, all participants answered “yes.” For the majority, it was the frequency of 

their gambling that had changed. As one participant said, “For me, the frequency dramatically increased 
with the cards and offers. It got you in there more often because now there was an added incentive. I was 
guaranteed something.” In addition to impacting frequency of play, many participants said that some of 

the conditions placed on rewards encouraged them to not only stay longer at the gaming venue, but to 

spend more money gambling than intended while there. Some examples of these conditions were: 

· Free play vouchers given to players while they were at the venue could only be redeemed several 

hours later (e.g., 1 AM – 6 AM); 

· Free play vouchers given to players could only be redeemed after players first bet a certain 

amount of their own money gambling; and 

· Multiple free play vouchers could only be redeemed within a single, 24-hour period. 

As well, some participants said that the conditions placed on rewards affected their intention to go home 

after suffering a significant loss. As one participant commented, “Even if I was planning to go home, if I 
had lost my money at 11:00 but I had a voucher that was only valid after midnight, I’m still staying there 
until after midnight.” Another participant added, “If you have a voucher like that, not only will you stay and 
eat, but you’re going to gamble again because at midnight you can access more cash on your card—it’s a 
new banking day.” 

Participants noted that some of the marketing communications they received also fueled them to gamble 

more, such as: “You only have 80 more points to become a Gold member, and you have to do that by 
December 1st.” Participants felt that these types of communications encouraged them to gamble more 

because they wanted to attain the rewards offered at the higher tier levels. 

Overall, many participants felt that incentives made it more difficult for them to manage their gambling, 

both by enticing them to go to the gaming venue to receive or redeem the rewards, and by encouraging 

them to gamble once they were there. As noted by the participants: 

· “Had those promotions not been given to me, I would not have had any reason to go to the 

casino.” 
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· “I was getting pretty high incentives to go there. Even if I had no money to go, I would go just for 

that incentive but I would basically clean out my account while I was there.” 

· “For us, it’s like waving a bottle of alcohol in front of the nose of a person who is trying to stop 

drinking. That’s the way I saw it and it’s almost irresistible to say no to it.” 

· “It drove me back up there to get the money. I thought, ‘OK, go get the money and I’ll have a little 

to live on for 3 days’.” 

Many focus group participants also said that receiving financial incentives in particular made it seem like 

they had less of a problem. Some participants also felt that they could win back their losses with the 

gaming venues’ money. Participants said: 

“It softens the blow.” 

“Makes you feel like you’re getting something back. Maybe I gave X amount of dollars, but I got a 

percentage that they gave back to me.” 

“Maybe I’ll get lucky and if I go back there, I can chase that loss with their money now as opposed to 

putting in more money of my own.” 

Other participants felt that financial incentives gave them a sense of hope. As one participant said, “It 

made me feel better because I could go. I knew I shouldn’t go—I had bills to pay—but I was thinking, ‘I’m 

going to go and just play with that bonus and hope that it keeps me going’.” 

When Incentives Cross the Line 

When participants were asked, “What is crossing the line in terms of gaming venues going too far with 
their promotions?,” many said that sending promotional materials to players who have self-excluded was 

crossing the line, especially when the players had yet to reinstate after their self-exclusion term was up. 

As one participant said, “It brings it back to mind, when you are trying to stop.” Other ways promotions 

were considered to cross the line was when—as mentioned earlier—they included certain conditions that 

encouraged the player to gamble more, such as the promotion could only be redeemed several hours 

after the player had received it (e.g., from 1 AM – 6 AM). A few participants felt gaming venues crossed 

the line simply by not balancing the promotion of incentives with making players aware of the risks 

involved and that help is available if needed. 

Ways to Make Incentives Safer 

Near the end of the focus group, participants were asked whether they had any recommendations for 

making incentives safer for players. In addition to saying that some of the conditions placed on incentives 

discussed above should be changed, participants said that the venue should educate and inform players. 

When asked what type of information players should be given, some participants felt that it would be good 

for players to know exactly how much money is required to be spent on gambling in order to earn a 

certain number of points. For example, “They should tell you up front that for every $20 you spend, you 
get X amount of points.” Participants said that this would allow players to make an informed decision 

about participating in loyalty programs. Other suggestions included: 

· Give players information on the risks involved when they sign up for a loyalty program; 
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· Offer players an optional responsible gambling course as part of the loyalty program; 

· Provide players with monthly statements that break down their expenditures; 

· Use loyalty card data to identify players who may have a gambling problem, offer them help 

and/or reduce the number of incentives offered to them; and 

· Send players communications with focused RG information, such as the signs of a gambling 

problem, the type of help that is available, etc. 

In addition to the above, participants said that when gaming venues send out promotional material that 

also contains the provincial problem gambling helpline number, the information should be made more 

prominent, so that it does not get overlooked by someone who may need assistance. Participants made 

this recommendation because one of them had said that when they were looking for the helpline number 

in a promotional mailing they received, they could not find it easily—it was buried deep within the 

communication in a smaller-sized font than other text. Other participants said they never even noticed the 

helpline number on any promotional material they received. In general, participants felt that they would 

have benefitted from education about available help resources, as well as the signs of a gambling 

problem. 

Summary 

In summary, the following key points emerged from the focus group: 

· Participants may have had concerns with their gambling prior to signing up for a loyalty card. All 

participants associated the frequency of gambling with the development of their gambling-related 

problems. 

· All participants had participated in a loyalty program only after they became more involved in 

gambling and for some they felt it was a way to recoup losses. 

· For many participants receiving promotions and comps was an ego boost that encouraged them 

to play more in order to reach higher levels. 

· The majority of participants felt that their gambling frequency increased as a result of receiving 

promotions or comps. 

· Participants felt that the monetary promotions would distort their perception of their gambling 

problems. Many felt that they could win back their losses with the gaming venue’s money. 

· Many participants requested to unsubscribe from promotional mailing lists once they began to 

have concerns about their gambling. While the majority of participants no longer received 

mailings, others continued to do so. Those who self-excluded noticed an immediate stop to 

promotional materials, until their self-exclusion period had ended. 

· Participants felt that promotional materials cross the line when they are sent to self-excluded 

people during their ban or immediately upon ending their ban without their consent. For others, 

crossing the line was as simple as not having a balance between promotions and information that 

makes players aware that help is available if needed. 
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· Participants felt it is important to know the actual value of the points earned for a certain amount 

spent gambling. Other recommendations included: providing information on risk as part of the 

loyalty program sign-up; focused mailings (i.e., help availability, signs of a gambling problem); 

and using the loyalty card to identify gamblers who may have a potential gambling problem and 

offer them help or reduce promotions they receive. 
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The expert forum was held December 8 to 10, 2013 in Toronto, Ontario. Attendees came from across 

North America and Australia and included gaming providers, regulators, treatment counselors, 

researchers, marketing experts, and individuals who have sought help for a gambling problem. The 

forum was moderated by a professional facilitator and consisted of presentations, panel discussions, 

participant polling, and large group conversations. 

The main purpose of the forum was to provide attendees with a good understanding of how player 

incentives work; what makes them so appealing to players; how they might impact gambling behaviour 

and problem gambling risk; when they “cross the line;” and what opportunities exist to make them safer 

for players. The findings of the forum as they pertain to each of these areas are presented in sequence 

below. 

How Player Incentives Work 

The forum opened with the presentation, Player Incentives: What Exactly Are They?, which provided a 

thorough background of the different types of incentives as well as the rationale, from a marketing 

perspective, for tailoring incentives to players. Much of the material presented in this session has already 

been discussed in Chapter 2 of this report and will not be repeated here. There was, however, some new 

information. For instance, during the presentation the distinction was made between two categories of 

incentives: rewards—which are a direct result of past gambling behaviour, and offers—which aim to 

change future gambling behaviour. Rewards are proportionate to the amount spent and players are 

made aware of what is required (i.e., how many points are needed) in order to receive them. In contrast, 

players are not made aware of how offers are distributed, and—unlike rewards—offers are not 

necessarily given to the player that gambles the most. Rather, they are often given to the least loyal 

player in an attempt to increase patronage. Therefore, from the venue’s perspective, offers are the most 

important type of incentive. The presentation also highlighted that offers of cash and free play are 

particularly popular among players. 

The presentation provided insight into the extent of marketing initiatives, from the venue’s perspective. 

The average casino spends approximately $0.25 of every dollar on marketing efforts, and the vast 

majority of its marketing is through direct mail, with the average loyalty program member receiving 

approximately 100 pieces of mail per year. The presenter also explained that though social media is a 

common marketing tool among other industries, casinos still tend to send incentives via mail as the 

majority of casino patrons do not use social media, and the benefits of sending mail-outs outweigh their 

costs. 

When tailoring incentives to players, the venue will consider several factors, including how much players 

spends per visit, the frequency of their visits, and their distance from the venue, to name a few. 

Three Canadian Examples 

In the session, Player Incentives: A Canadian Perspective, three presentations provided an overview of 

how gaming incentive programs operate in Manitoba, Ontario, and Quebec. Highlights of each 

presentation are provided below. 

CHAPTER 3: EXPERT FORUM RESULTS 
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Manitoba 

The first presentation described Manitoba Liquor & Lotteries’ Club Card rewards program, which allows 

players to earn points through electronic games, table games, and bingo. The program offers both play-

based, as well as non-play based, promotions. Members are also offered discounts on food and 

beverage, entertainment, parking, and the gift shop. Points cannot be redeemed for free play, however, 

free play is offered on occasion (e.g., upon loyalty program sign-up, on birthdays, and when members 

have not visited the venue recently). The loyalty program does not work on a tier-based system—

increased spend does not lead to additional benefits for players. However, players are tiered internally to 

help target incentives and offers. Additionally, a small percentage of members receive personal attention 

from a venue host on-site, and they receive invitations to special events and dinners. 

Ontario 

The second presentation in this session described Caesars Windsor’s Total Rewards loyalty program. 

The program has four tiers, and a player’s tier level is determined by the number of points accumulated 

within a calendar year. Membership to the fourth tier is quite selective, as it requires an invitation. 

Reward points can be earned through slot machines and table games, and also through non-gaming 

means such as dining, entertainment, and accommodation. Points can be redeemed for both gaming and 

non-gaming rewards. The Total Rewards marketing strategy has three branches, through which players 

can earn the following categories of incentives: 

1. Loyalty/Brand: These are tier-based incentives that are communicated and guaranteed to 

members when they sign up for the Total Rewards program.  

2. Database marketing: These are incentives that are communicated but not promised to members. 

They are offers tailored to the individual—based on their loyalty card data—and are designed to 

increase “profitable behaviour.”  

3. Discretionary comps: These are incentives that are neither widely communicated nor promised to 

members. They are administered individually at the discretion of Caesars Windsor. For example, 

a casino host might offer a member free play, accommodation, dining or show tickets. 

Quebec 

The final presentation in this session described Loto-Quebec’s Casino Privilèges Club loyalty program. It 

is a tier-based program with three status levels plus a “VIP Select” level that requires an invitation to join. 

Benefits of the loyalty program vary depending on tier level, and players can earn points through slot 

machines, table games, and keno. Points earned through slot machines can be redeemed for cashback, 

while points earned through table games and keno can be redeemed for cashable comps or services. 

Major promotions take place roughly three to four times per year, through which a player can usually 

earn additional entries to contests with more play, up to a particular limit. Offers are determined by a 

player’s visit frequency and expenditures. 

Psychological Appeal of Player Incentives 

During the forum, a few presenters and panelists discussed what it is about player incentives that might 

make them so appealing—both to players in general as well as to those who have experienced 

gambling-related problems. In the session, Do Player Incentives Work?, some of the factors that make 

incentives appealing include: 
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1. Psychological: A player could be made to feel important by the incentive and the personal 

attention that often comes with it, thus feeding the person’s ego; 

2. Economic: The value of the incentive might make the player believe it is helping to offset the cost 

of gambling losses, travel, accommodation, etc.; and  

3. Convenience: Having the host arrange logistics of the trip (e.g., travel, accommodation, food, 

and entertainment) saves players from having to make these arrangements themselves. 

During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, treatment providers said that their clients have told them that loyalty programs and incentives make 

them feel special, like they are being recognized. Their clients have also said that there is a sense of 

security knowing that they will be taken care of at the venue. 

According to the former players on the panel, offers for free hotel stays used to make them feel like a “big 

shot.” To describe incentives, they used words and phrases such as “recognition,” “anticipation,” and 

“fuel,” and described their feelings towards the casino as “a companion” and “an escape.”4 One panelist 

said that different things pull different people in; it is the “offer” piece that is enticing. 

Player Incentive Impacts 

During the forum, several presenters discussed some of the possible impacts of player incentives on 

gambling revenue, behaviour, and problem gambling risk. 

GAMING REVENUE 

The session, Do Player Incentives Work?, looked at the impact of incentives on gaming revenue. The 

presenter noted that it is often difficult to measure revenue impact as many factors can influence it. 

Nevertheless, there is some research that shows many incentives are expensive to execute and often do 

not cover the costs to operate them. Research has also shown that more valuable players (“high rollers”) 

expect more valuable incentives, and thus while these players may bring in higher revenue for the 

casino, the cost of incentives for them is greater and, as a result, the profit margins are often narrower 

compared to incentives for regular players. 

GAMBLING BEHAVIOUR AND PROBLEM GAMBLING RISK 

The session, Do Player Incentives Increase Risk? What the Evidence Says, presented a study that 

examined the effect of comps on gambling behaviour and whether they differentially affect players who 

display “addictive” behaviour.5 For the purposes of the study, an “addiction” was considered present 

when a player’s play/bet amount increased over time.  Using a casino’s loyalty card data, the study 

looked at the relationship between the value of comps awarded to players and their sequence of 

4 In a different session, a presenter shared with the audience that a focus group participant once referred to the 

casino as her “country club” where she wanted everyone to recognize her. 

5 This study, by Narayanan and Manchanda (2011), has already been briefly discussed in Chapter 1. More detail is 

provided here. 
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decisions (such as the decision to play given previous play and bet amounts). The findings suggested 

that comps do affect gambling behaviour, such that when there was an increase in comps, there was a 

small increase in both short-term and long-term betting. Moreover, when players were given comps, 

there was a reduction in the number of days between their trips to the casino. For players who displayed 

addictive behaviour, the response to the comps (i.e., bet amount and number of plays during a trip) was 

twice that of the average player. Based on the data, it appears that comps do have an effect; while small 

for the average player, it is larger for those who meet the above definition of addiction. It should be kept 

in mind, however, that while the study suggests that comps can get players to spend more, it does not 

necessarily show that comps cause them to engage in addictive behaviour. 

During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, treatment providers and former players who have sought help for a gambling problem said that in 

their opinion, incentives can influence gambling behaviour because they bring players back to the casino 

repeatedly under the guise of “free things.” Former players said they used to think that they could just 

visit the casino, redeem their comp, and leave, but this was not the case. Vouchers that had two parts—

such as a meal that could be redeemed at one time and then another meal that could only be redeemed 

several hours later (e.g., in the morning)—had players waiting for hours so that they could redeem the 

second portion of the comp. Cash rebates were also particularly enticing for those with a gambling 

problem, because when the player was low on funds, they would wait for the rebates so they could go 

back and play, to “keep them in action.” 

One panelist commented that to someone who has nothing, even a $20 rebate is a big deal and can 

drive behaviour. Indeed, another panelist said they used to go as far as to re-arrange their weekly or 

monthly schedules based on when they knew they would be receiving comps. Former players also said 

they sometimes felt that when they received a comp, it was as if they were being told “it’s okay” they 

were spending so much. A few members of the audience added that comps could entice players to go 

back to the casino and chase losses, and that it is not necessarily the biggest rewards that are the most 

powerful. There was some agreement among panelists that for an at-risk player who has not self-

excluded, receiving incentives could “tip the scales.” 

IMPACT OF INCENTIVES IN GENERAL ON FORUM PARTICIPANTS 

When forum participants were asked how any reward programs they participate in (e.g., grocery, 

drugstore, etc.) influence their own behaviour—the majority said that the programs affect their behaviour 

either “a little” or “somewhat,” depending on the particular product involved and how frequently they use 

it. Additionally, participants said that incentive programs in general likely influence a consumer’s decision 

about which competitor to do business with. 

In discussing some possible similarities and differences between gaming and other incentive programs, a 

large majority of participants felt that gaming loyalty programs probably affect behaviour the same way as 

other programs. Some participants, however, pointed out that gaming loyalty programs may have more 

of an effect because they carry the potential for immediate rewards and because cashback and free play 

offers can lead to a cycle where gambling leads to more gambling. Participants also mentioned that with 

most other incentive programs, members purchase products they were likely to buy anyway (e.g., 

groceries, flights for business). 
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When Incentives Cross the Line 

Throughout the forum, there was much discussion among participants about whether—and under what 

circumstances—incentives “cross the line.” In one of the polling and large group discussions, an 

overwhelming majority of participants said that there are definitely situations where incentives cross the 

line and provided the following examples: when incentives encourage players to over-extend themselves; 

when they target vulnerable players; when hosts are encouraged to offer incentives to players who they 

know or suspect have a problem; when a player opts out from receiving incentives but still receives them; 

and when the casino personally calls the player to offer incentives. 

During the panel discussion, Do Player Incentives Increase Risk? What Players and Treatment Providers 
Say, panelists said that crossing the line would be offering incentives that require players to stay until 

after midnight to redeem a portion of their comp—partly because the player would have cleared the daily 

ATM limit (since it is a new day), which could lead to over-spending. When panelists were asked where 

to draw the line between who should and should not receive incentives, some suggested that incentives 

should not be given to players with a gambling problem. Others, however, said that it is too difficult to 

identify these individuals, while some said it was obvious when walking around the casino. 

A few participants said that gaming operators should be able to use the technology they have and the 

wealth of data they collect on players to identify those at risk, as well as to limit and/or track the impact of 

incentives on high-risk players and perhaps use the information to help them. Some operators and 

marketing experts in the room, however, noted that gaming operators, at least in the U.S., are usually 

hesitant to use player data from loyalty programs for this purpose because the data set is incomplete and 

cannot be used to make assumptions about players. For example, without information on the player’s 

income and assets they cannot assume that the player is playing beyond their means. They feel it is not 

their right to pass judgment, and are concerned they may be sued if they identify a player as being “at 

risk.” As well, even if they are 95% confident that a player has a problem, there is still the chance that 

they could be wrong. A participant commented that a player who plays $5 one day, $10 the next, and 

continues to increase their bets, could just be a player that “bought a product and liked it”; the operator 

cannot make the assumption that the player is chasing losses. 

Incentive Safeguards 

A large part of the forum focused on safeguards for player incentives—which ones currently exist, what 

their limitations are, how they might be improved, and what opportunities there are for new safeguards. 

These topics are each discussed in turn below. 

NON-GAMING 

The presentation, Incentive Safeguards in Gaming and Non-Gaming Industries, began with some 

discussion of incentive safeguards in a few risk-inherent industries other than gaming (i.e., tobacco, 

alcohol, pharmaceutical). The purpose was to see what, if any, lessons could be learned from these 

industries for the gaming industry. In the case of tobacco, there is federal legislation in Canada forbidding 

the marketing of tobacco products. Offering gifts, bonuses, premiums, or cash rebates on tobacco 

purchases is also banned. In the case of alcohol and prescription drugs, consumers (depending on the 

jurisdiction) are able to earn loyalty points for these purchases. However, the points earned are part of a 

much larger loyalty program (e.g., Air Miles, Shoppers Optimum) and, as such, points can be earned not 

just for alcohol and prescription drugs at liquor outlets and drugstores, respectively, but for other products 
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at a wide number of retailers. Additionally, the points earned through these programs usually cannot be 

redeemed to purchase more alcohol or prescription drugs. 

GAMING 

In the session discussed earlier on in this chapter, Player Incentives: A Canadian Perspective, the three 

individuals who presented some details of their player incentive programs also shared with the audience 

some information about the responsible gambling (RG) components of these programs. In Manitoba, 

their player loyalty program offers RG features such as gaming activity reports and limit setting tools, and 

the marketing department works to ensure communications are not sent to self-excluded players. A 

Loyalty Program Governance Committee also guides the program and its incentives,6 and all promotions 

must be approved by the marketing, corporate communications & social responsibility, and internal audit 

departments. For the loyalty program at Caesars Windsor in Ontario, marketing materials sent to players 

must include two standard disclaimers: one with the company’s RG tagline and the provincial problem 

gambling helpline number; the other stating that self-excluded players cannot participate in any 

promotions or offers. Caesars Windsor also removes self-excluded players from marketing lists so that 

they no longer receive promotional materials. In Quebec, when players self-exclude from casinos, they 

are automatically removed from the promotional mailing list. Once players complete their self-exclusion 

term, a year must pass before they can request to be added back to the list. In addition, all marketing 

initiatives must be approved by the legal department. 

The presentation, Queensland Responsible Gambling Guidelines for Player Loyalty Programs, provided 

an overview of the loyalty program guidelines currently in place in Queensland, Australia. As discussed 

earlier in this report, the guidelines were developed collectively by representatives from the gaming 

industry, the community and government. Examples of some of the guidelines include: 

§ When players register for a loyalty program, they must be provided with relevant information to 

make informed decisions about participating in the program; 

§ Reward point accrual and redemption systems must not focus solely on gambling activities 

where there are other activities to promote; 

§ RG messages must be incorporated into advertising and promotions, where appropriate and 

possible; 

§ Player loyalty programs must comply with the Exclusions Framework. For example, promotional 

materials should not be sent to excluded players, and the terms of the loyalty program should 

restrict excluded players from participating in any gambling-related components of the program; 

§ Player loyalty programs cannot offend prevailing community standards. Nor can they be directed 

at minors or at vulnerable or disadvantaged groups. 

In addition to the above guidelines, gaming operators in Queensland have been educated on 

“acceptable” and “unacceptable” loyalty program practices. Examples of some acceptable practices 

would be allowing players to earn points for meal and drink purchases, and allowing points to be 

6 The committee includes representation from the following departments: Marketing, Finance, Gaming Operations, 

Communications & Social Responsibility, Entertainment & Hospitality, and e-gaming. 
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redeemed for non-gaming amenities such as restaurants, hotels, and shows. Examples of practices that 

are considered unacceptable are: allowing points to be earned through gambling only; allowing points to 

be redeemed for gambling only; and allowing marketing materials to depict unlikely winning scenarios. 

CARD-BASED INITIATIVES  

The session, Emerging Approaches to Responsible Gambling Incentives, consisted of two presentations 

that discussed card-based RG initiatives tied to incentives. The first presentation, Nova Scotia’s 
Experience with Responsible Gaming Based Incentives, described the mandatory card-play system of 

the Nova Scotia Provincial Lotteries and Casino Corporation, called My-Play. Used for their Video Lottery 

Terminals (VLTs), the system offers players self-monitoring tools such as the ability to set limits and 

access play history. Research on the system following implementation showed that uptake of the tools 

was minimal and many players reduced their play or stopped playing entirely, as evidenced by a 17% 

decline in revenue. While five dollar gift cards were offered to players as an incentive to use the system, 

this amount was apparently not enough to mitigate players’ hesitation in using the system. Player 

feedback indicated that players felt the system was tracking their play and that it was meant for 

individuals with gambling problems; they did not see value in the tools for themselves. Achieving retailer 

buy-in also proved to be difficult, as retailers viewed the system as the cause of the 17% revenue 

decline. While retailers were also offered incentives—a bi-annual payment for administering the system 

and $10 for every full enrollment at their site—the incentives were insufficient to secure buy-in.  In 

September 2014, the government of Nova Scotia decided to terminate the My-Play program. 

The second presentation in this session looked at the PlaySmart system currently being used on gaming 

machines in parts of Australia. It is a voluntary pre-commitment system available to users of the J Card, 
associated with the loyalty program offered at Jackpot Club venues. The system offers breaks in play 

and provides on-screen warnings when players reach their self-selected time and money limits. Also, 

when a limit is reached, it is communicated to all other participating venues (70 in South Australia and 4 

in Queensland). Research conducted on the system found that among J Card holders who used their 

card in the last three months, 6% enacted the PlaySmart tools. However, the system used to require 

players to opt in or activate the tools. When this was changed to require players to opt out or deactivate 

the tools instead, there was a spike in usage. While players saw the ability to set expenditure limits as 

the main benefit of the PlaySmart system, they identified the following limitations: Many players were 

unaware of the full range of tools available; many players could not recall receiving reminder messages 

about their limits; and there was confusion due to the wide range of choices. Because the Jackpot Club 

does not offer comps, direct mailings, or tiers, it does not have the same level of uptake of loyalty 

programs in other jurisdictions. It is thought that this might have contributed to the relatively low uptake of 

PlaySmart tools. 

Forum Participant Opinion about Player Incentive RG 

Forum participants were asked throughout the event to give their opinions on a variety of topics via 

polling and discussion, though the discussions were mainly centered on RG initiatives for player 

incentives. The participants’ opinions on this topic are presented below. 

LINKING LOYALTY CARDS TO RG FEATURES 

During one of the participant polling and discussion sessions, when asked, “Should loyalty cards be 

linked to RG features (e.g., limit setting)?,” an overwhelming majority of participants answered “yes” or 
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“yes, with conditions.” Some conditions mentioned were that there should be appropriate rewards for 

using RG features; players should be advised upfront what their information is being used for; and 

players should be allowed to opt in to the features if they want to use them. 

Participants were also asked, “Since gamblers have to ask for an incentive card, would it be a good thing 

to have an active prevention tool (e.g., a video explaining the risks) before they get their card?” 

Responses to this question were split fairly evenly, with just over half the respondents answering “yes,” 

and the remainder answering “no.” Those who answered no said it was because there were already 

many ways for players to be informed about RG. They also said that players just want to finish the 

transaction and it may be more effective if the risks were brought up at a different time. 

Participants were also asked, “Since setting limits are the key features used by gamblers, would it be 

simpler to make these options available without having to own a card?” In response, two-thirds of 

participants answered, “yes.” During the following discussion, however, it was pointed out that without a 

card, the limit-setting options would only apply to one machine at a time and, as such, players would just 

go to another machine if they reached the limits set at their current machine. In response, some 

participants commented that having limit setting at one machine, while not ideal, is still better than 

nothing. Others questioned whether limit setting is in fact the most important tool for players—or if it is 

instead the ability to review one’s spend, which encourages budgeting and money management. 

INCREASING USE OF RG FEATURES 

When forum participants were asked for possible ways to increase player motivation to access and use 

any RG features that might be associated with loyalty cards, participants provided the following 

suggestions: 

· Address the motivators and de-motivators for both players and retailers, as retailers can also be 

a barrier to the uptake of RG tools; 

· Change the language from a negative “problem gambling” focus to a more positive “taking 

control” focus; 

· Use the term “player tools” rather than “RG tools;” 

· Create value for players so they want to use the tools; 

· Provide an active prevention message after a win, because players will be more receptive when 

they are in a good mood; and 

· Have a renewal system for loyalty program membership that includes a review of the player’s 

gaming history, which would give players an opportunity to evaluate their spend. A survey at the 

time of renewal asking players to guess how much they think they are spending and comparing 

that to their actual spend might also be helpful. 

When asked how the industry can responsibly incentivize the use of RG tools, participants suggested: 

· Give incentives for things that are not on the gaming floor; 

· Normalize the use of RG tools; and 
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· Look at what has been done for other high-risk products. 

RESTRICTING INCENTIVES 

In discussing whether restrictions should be placed on incentives for some players or in certain 

situations, the majority of participants said that restrictions should be imposed on players who were 

previously self-excluded. When asked whether restrictions should be placed on players who gaming staff 

suspect might have a gambling problem, there was a fairly even split among participants in their 

responses. There was also some debate as to whether staff can reliably identify such players. When 

participants were asked, “Should marketing/advertising exclude high-risk gamblers from some forms of 

promotion?,” approximately half of the participants answered “yes,” while the remainder gave mixed 

responses such as “no,” “needs more research,” “it depends,” and “don’t know.” When asked, “What 

would most likely lead to a change in casino marketing practices in your jurisdiction?,” just over one third 

of respondents said “legislated change to marketing regulations,” while the remainder said “public media 

pressure,” “research indicating that current practices harm some customers,” “marketing research that 

suggests a change in strategy,” and “casino RG guidelines.” 

Because operators often say that they offer incentives to keep up with the competition—especially when 

one gaming venue is in close proximity to another—forum participants were asked whether operators 

that have a monopoly should offer loyalty programs. Some responses were that “monopolies don’t really 

exist”—both because of the availability of online gaming, and because the gaming industry is in 

competition with other entertainment options. Additionally, some participants said that having a loyalty 

program allows the operator to better understand its customer. 

OTHER INITIATIVES THAT MIGHT HELP PLAYERS 

When asked what other types of initiatives might help players, audience members suggested: 

· Provide players with an account of their spending, something akin to a bank statement; 

· Space out rebates so that they are monthly (rather than weekly). This would give players more 

time away from the venue between rebates and thus more time to consider whether they may 

have a problem with gambling; and 

· Increase messaging on just how much spend is required to acquire a particular number of 

points/to move up to the next tier level, etc. 

Responsible Gambling Best Practices 

Near the end of the forum, participants were asked to list—with others at their table—what they thought 

might be some RG best practices for player incentives. Some of the suggestions given were already 

mentioned throughout the forum, while others were new: 

· Have the loyalty program apply to all business channels (e.g., casino, lottery, VLTs, etc.); 

· Make player cards mandatory; 

· Offer non-gaming incentives both inside and outside the venue (e.g., food, beverage, 

merchandise); 

INSIGHT 2013 | 39 



· Be more clear about the true cost of earning incentives; 

· Provide players with their play history and offer incentives for accessing it; 

· Provide options for setting limits and reward players for sticking to them; 

· Prohibit the redemption of points for cashback or free play; 

· Offer some incentives that do not require players to go back to the gaming venue to redeem 

them; 

· Offer rewards for using loyalty card RG tools; 

· Do not call RG tools, “RG tools;” 

· Use the loyalty program to deliver player education (e.g., helpline number); 

· Link rewards to messaging about responsible play; 

· Have players watch a video when they apply for a loyalty card that explains the risks associated 

with earning incentives; 

· Allow players to opt in and out of communications, and allow them to determine how much 

contact they want from the venue; 

· Require more demographic information when players apply for their loyalty card so that the data 

can be used to help identify high-risk players; 

· Implement player identification algorithms. Identify high-risk players and do not offer them 

incentives; 

· Conduct customer surveys on gambling behaviour; 

· Develop an expert-reviewed framework to assess incentives and objectively determine if they 

pose a risk to vulnerable players. 

Summary 

In summary, the following key points emerged from the forum: 

· Various factors may make incentives appealing to players, such as: they make the player feel 

important and recognized; they may appear to offset the cost of gambling (e.g., losses, travel 

costs); and the convenience of a host arranging the details of the trip to the venue. 

· Research suggests that comps do have an effect on gambling behaviour, with possibly a more 

pronounced effect for players who display addictive behaviour. 

· Participants felt that some incentives “cross the line” particularly: when they encourage players to 

over-extend themselves or stay past midnight; when hosts offer incentives to players they 

suspect may have a problem; when incentives target vulnerable players; when a player receives 
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incentives after choosing to opt out; and when the casino makes personal calls to offer 

incentives. 

· Safeguards currently in place for loyalty programs include: offering play history reports and limit 

setting tools; ensuring marketing materials are not sent to self-excluded players; requiring RG 

and/or problem gambling help information (e.g., helpline number) to be on marketing materials; 

providing players with RG information at the time of loyalty program registration; and reward 

point accrual and redemption not being exclusive to gambling activities. 

· When implementing a card-based initiative, operators need to demonstrate the value to players 

in utilizing the RG tools, tools should be introduced gradually to facilitate player understanding, 

and retailer buy-in is essential. Other features of card-based initiatives mentioned were: having 

limit-setting tools that apply to all participating venues; and not requiring players to opt in, but 

rather, having the option to opt out if they so choose. 

· Participants agreed that limit setting tools should be made available. Suggestions as to what 

extent and with which conditions varied among participants. 

· Some suggestions to increase utilization of RG features were: address retailer concerns; use 

more positive language; create value for the players; and implement a membership renewal 

system for loyalty programs that includes a review of the player’s play history. 
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While the details vary, player incentives operate in similar ways across jurisdictions and individual gaming 

venues. Rewards come in the form of cash, free play, accommodation, entertainment, free or discounted 

services, merchandise, food and beverage and travel. Though some incentives are available to all 

patrons, most rewards are exclusive to members of the venue’s loyalty program. For this reason, the best 

practices for player incentives identified in this report focus on loyalty programs. 

While there is no direct evidence that incentives and loyalty programs create gambling problems, there is 

evidence that they can heighten problem gambling behaviours and that they have a strong appeal for 

some people who are at risk of, or have already developed, a gambling problem. 

Concern about the appeal of incentives to people with gambling related problems has led some to call for 

the prohibition of loyalty programs. These observers argue that incentives, bonuses and loyalty rewards 

act as powerful drivers for vulnerable patrons by encouraging them to increase their gambling when they 

should be cutting back or stopping altogether. 

Others point to the opportunities presented by loyalty programs to be used for non-marketing purposes, 

such as to communicate safety information to patrons, to track behaviours, to identify potential and 

emerging problems (“red flag” behaviours), and to initiate actions to mitigate potential problems. Because 

registering for a loyalty program gives the venue the ability to communicate with the player (e.g., by email 

or direct mail), and provides both players and venue staff access to the player’s analytics (e.g., play 

history including time and money spent), venues can provide better information to members than is 

available to players who are not members. 

On balance, player loyalty programs—as long as they are not seen exclusively as a marketing tool—have 

some potential benefits from a player protection perspective. That assumes, however, that loyalty 

programs and other incentives actively build in the tools and analytics that enable increased player 

information and safeguards. Some opportunities identified in this project for building in these tools and 

analytics are presented below. 

Promote Informed Decision Making 

There are many opportunities to use player data to assist patrons in making informed decisions. These 

include: 

· Beginning with the registration process itself, taking regular opportunities to provide players with 

information about the realistic chances of winning and losing, where to get help, and the benefits 

of limits setting. Also providing some of the many other safety messages associated with well-

designed responsible gambling programs. Such information might be provided in any number of 

ways using the communication tools available to gaming providers. It would likely mean 

incorporating RG information in regular circulations, as well as creating some information 

distributions exclusively focused on RG topics. 

· Providing players with accurate and easy-to-access information about the links between the 

amounts they spend and the rewards they earn. 

CHAPTER 4:  RESPONSIBLE GAMBLING BEST PRACTICES 
FOR PLAYER INCENTIVES 
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· Informing players that greater rewards are related to greater spending and that it is risky to view 

rewards, reaching a higher tier, or receiving greater staff attention as a status symbol or a 

measure of greater self-worth. 

· Providing loyalty program members with activity reports that let them know their play history over 

a period of time of their choosing, such as the past month or year. Make the receiving of reports 

the default option with the capability to choose frequency or turn off the activity. 

· Providing normative feedback on their play history, using the entire database of loyalty members 

to calculate percentages and averages. 

Ensuring Marketing Incorporates an RG Perspective 

· Beyond the provision of good consumer information, there are also ways that loyalty programs 

and incentives can be managed in a way which reduces the risk of gambling problems. These 

include: 

· Ensuring that any information contained in promotional communications and materials complies 

with existing RG guidelines for advertising and marketing, and does not imply that participating in 

loyalty programs or other incentives increases the player’s chances of winning. 

· Permitting players to have only one card for the same loyalty program membership. 

· Incorporating RG information in promotional communications and materials with adequate 

prominence relative to other messaging. 

· Having an annual renewal for loyalty program membership that gives players an opportunity to 

review their past-year gambling activity with gaming venue staff. 

· When players register for a loyalty program, requiring them to opt in explicitly to each form of 

marketing communication (e.g., mail, email, phone, texts) they wish to receive. 

· Once they become loyalty members, allowing players to opt out easily of some, or all, forms of 

marketing communication at any time. 

Optimizing RG in the Earning and Redemption of Rewards 

· Allowing players to earn points and rewards not just for the time and money they spend gambling, 

but for participating in non-gambling activities as well, both inside and outside of the gaming 

venue. 

· Encouraging players to set personal gambling limits on their loyalty card. If players reach one of 

the limits they have set, have a message tell them that they have reached a limit. If players still 

continue to gamble, don’t allow them to accrue any additional loyalty points. 

· Rewarding players with (non-gambling) incentives for using the self-limiting tools. 
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· Allowing players to redeem their loyalty points for non-gambling rewards both inside and outside 

of the gaming venue (e.g., merchandise, food). 

· Allowing players to participate in contests without having to be at the gaming venue when prizes 

are announced. 

· Allowing a cooling off period after players have lost a large sum of money before offering any 

incentive to gamble further. Once they have left the premises, allow a reasonable amount of time 

to pass before offering players an incentive to return to the venue. 

· Ensuring that alcohol is not used as an inducement or reward for gambling. [Note that in most 

Canadian provinces, complimentary alcohol service is prohibited.] 

Supporting At-Risk Players and Self-Excluded People 

Some players will gamble in a manner that exhibits “red flag” behaviours which suggest a potential 

problem and which trigger observations and responses from venue staff. These at-risk players warrant 

special attention from the perspective of rewards and incentives, as do self-excluded people. 

Both groups would benefit from the following provisions: 

AT-RISK PLAYERS 

· Using loyalty card data, in combination with staff observations and other documentation, to 

identify red flag behaviours that may indicate a potential gambling problem. 

· Putting a customer service protocol in place to identify when and how staff will take action when a 

loyalty member exceeds red flag thresholds for frequency of gambling, duration of sessions, 

average bet size, and cumulative losses. 

· Having an escalating process in place to offer red-flagged players assistance, education, as well 

as the option of easily removing themselves from future incentives or marketing communications. 

(The same system would also be used for those players exhibiting red flag behaviours who are 

not loyalty club members.) 

· Discontinuing rewards that, in order to be redeemed, require the player to be in the venue for 

extended periods of time—particularly if it means the player can access more cash (because, for 

instance, a new banking day has begun). 

· Discontinuing discretionary rewards designed to promote longer stays. 

SELF-EXCLUDED PEOPLE 

· When players signs up for self-exclusion, immediately removing their name from all marketing 

contact lists. 

· Paying out any unredeemed points and canceling the loyalty program membership immediately 

when a player self-excludes. 
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· Once players’ self-exclusion period has ended, requiring reinstated players to reapply for loyalty 

club membership and to opt in explicitly to each form of marketing communication they want to 

receive from the venue. 

In summary, there is great opportunity to use loyalty cards to promote informed decision making, as well 

as to reduce risk by ensuring marketing incorporates an RG perspective; optimizing RG in the earning 

and redemption of rewards; and having special exemptions and protocols for those identified as at-risk or 

who have self-excluded. Future developments in the use of loyalty cards to inform and assist those at risk 

will further inform best practices in the promotion of safer gambling and the prevention of problem 

gambling. 
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From: Pat Hosier
To: Griffin, Tina (GMB)
Cc: Robbins, Rashida (GMB); Chinn, John (GMB); Schulte, Richard (GMB); Nicks, Jim (GMB); Harris, Mark (GMB);

Laydon, Ashlie (GMB); David Hill; Mai, Mail (GMB)
Subject: Re: FW: Self exclusion
Date: Tuesday, August 17, 2021 10:23:25 AM

External Email

Hi Tina,
Thank you for the quick response. That fully addressed my concerns. I've forwarded it to
David Hill and Mail Mai, and unless they have any additional questions, I'm fine with the rule
as written.
Thanks again,
Pat

On Tue, Aug 17, 2021 at 7:20 AM Griffin, Tina (GMB) <tina.griffin@wsgc.wa.gov> wrote:

Hi Pat,

 

Thank you for your feedback on the self-exclusion rules. 

 

To address your questions below,

1. WAC 230-23-020 "(4) Player club memberships and accounts will be closed and all
accumulated points immediately redeemed for nongaming items as the licensee's
policy allows at the licensed location the participant initially enrolls for self-
exclusion."

 

Like most minicasinos, we only offer food and cigarettes for points. Some guests
have thousands of points. It isn't feasible to give a self excluding guest $1000 in
food and/or cigarettes. Can we have a written internal policy that all points are
null and void the moment a player chooses to self exclude?

 

A statement in your internal policies and player club membership or account rules
or restrictions that all points are null and void upon self-excluding is allowed. 

 

2. WAC 230-23-030(8)(b) "... All accumulated points MAY be immediately redeemed
by the participant for nongaming items as the licensee's policy allows at the licensed
location..."
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This section includes the key word MAY as opposed to the first case where it seems we
are required to redeem all points. We prefer this wording as it allows us to limit the
redemption to a maximum amount, or none at all if that is our policy.

 

So in both cases, can we have an internal policy limiting the amount that may be
redeemed should a guest elect to self exclude?

 

Yes, addressing the limitations for redeeming accumulated player membership or account
points can be done in your policies and your player membership or account rules and
restrictions. 

 

3. WAC 230-23-030 (8)(h) in the same rule: "All money and things of value, such as
gaming chips, obtained by or owed to the participant as a result of prohibited wagers
or the purchase of chips and/or participating in authorized gambling activities are
confiscated under RCW 9.46.071.

 

Should a player gamble and not give their id or join a player's club play for several
days before their identity is discovered, does the casino then have to try to discover
how much the player lost during their combined visits and all of that forwarded to
problem gambling, or is it just the play on the day in which the the identity was
discovered that is subject to this rule? I think it's a given that some persons will
attempt to play somewhere they are not known after self excluding at a different
casino. Many persons are already hesitant to give their ID when gambling at all
casinos. How can we know whether random guests are on the self-exclusion list? It
doesn't seem right that we should be punished for the knowingly evasive actions of
someone intentionally violating their own agreement.

 

The intent is for the HBCR licensee to confiscate all chips and/or winnings due to the
self-excluded individual immediately upon discovering their identity while at the facility.
If you discover their identity after they have left, there is nothing to confiscate.  

 

4. WAC 230-23-025(3) The licensee MAY release the names and identifying information
participants on the self-exclusion list to contracted service providers that provide
check cashing, cash advances, marketing, automated teller machines, and other
financial services.

 



From this wording I assume that this is not a requirement?

 

You are correct.  It is not a requirement that you provide the list of self-excluded
participants to your contractual providers that provide check cashing, cash advances,
marketing, automated teller machines or other financial services.  The HBCR licensee
will be responsible for services accessed during their self-exclusion period if they are not
notified. 

 

Please let me know if you have further questions.

 

Sincerely,

 

Tina Griffin

Interim Director

Washington State Gambling Commission

P.O. Box 42400

Olympia, WA 98504

360-507-3456

tina.griffin@wsgc.wa.gov

 

 

From: Pat Hosier <pat.hosier@tilgaming.com> 
Sent: Monday, August 16, 2021 2:35 PM
To: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
Cc: Mai, Mail (GMB) <mail.mai@tilgaming.com>; David Hill
<davidallenhill1@gmail.com>; Scott Bryson <scott.bryson@tilgaming.com>; Ben Brown
<ben.brown@tilgaming.com>; Eric Fenchel <eric.fenchel@tilgaming.com>; Jeff Hirai
<jeff.hirai@tilgaming.com>
Subject: Self exclusion
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External Email

Hi Ashlie,

I did not receive this email until one of my GMs sent it to me. I've completed a review and I
hope I'm not submitting this too late. I'm listing my concerns below.

 

WAC 230-23-020

"(4) Player club memberships and accounts will be closed and all accumulated points
immediately redeemed for nongaming items as the licensee's policy allows at the licensed
location the participant initially enrolls for self-exclusion."

 

Like most minicasinos, we only offer food and cigarettes for points. Some guests have
thousands of points. It isn't feasible to give a self excluding guest $1000 in food and/or
cigarettes. Can we have a written internal policy that all points are null and void the
moment a player chooses to self exclude?

 

Also and on the same topic, later under WAC 230-23-030:

(8)(b) "... All accumulated points MAY be immediately redeemed by the participant for
nongaming items as the licensee's policy allows at the licensed location..."

 

This section includes the key word MAY as opposed to the first case where it seems we
are required to redeem all points. We prefer this wording as it allows us to limit the
redemption to a maximum amount, or none at all if that is our policy.

 

So in both cases, can we have an internal policy limiting the amount that may be
redeemed should a guest elect to self exclude?

 

(8)(h) in the same rule: "All money and things of value, such as gaming chips, obtained by
or owed to the participant as a result of prohibited wagers or the purchase of chips and/or
participating in authorized gambling activities are confiscated under RCW 9.46.071.

 



Should a player gamble and not give their id or join a player's club play for several
days before their identity is discovered, does the casino then have to try to discover
how much the player lost during their combined visits and all of that forwarded to
problem gambling, or is it just the play on the day in which the the identity was
discovered that is subject to this rule? I think it's a given that some persons will
attempt to play somewhere they are not known after self excluding at a different
casino. Many persons are already hesitant to give their ID when gambling at all
casinos. How can we know whether random guests are on the self-exclusion list? It
doesn't seem right that we should be punished for the knowingly evasive actions of
someone intentionally violating their own agreement.

 

Finally,

 

WAC 230-23-025

(3) The licensee MAY release the names and identifying information participants on the self-
exclusion list to contracted service providers that provide check cashing, cash advances,
marketing, automated teller machines, and other financial services.

 

From this wording I assume that this is not a requirement?

 

Thank you, and I apologize for being late. Could you please include me in all such future
notices relating to gaming rules and I will try to be more timely with my input? 

 

Regards, 

--

Pat Hosier

 

Regional Manager

TIL Gaming and Fortune Casinos

Work: 425.228.3700 x-102  

Cell: 206.300.3439



-- 
Pat Hosier

Regional Manager
TIL Gaming and Fortune Casinos
Work: 425.228.3700 x-102  
Cell: 206.300.3439



From: Waldron, Roxane (HCA)
To: Laydon, Ashlie (GMB)
Cc: Griffin, Tina (GMB); Panek, Kara M. (HCA); Waterland, Keri L (HCA)
Subject: RE: Draft self-exclusion rules -- feedback from State Problem Gambling Program Manager (Roxane Waldron)
Date: Friday, August 13, 2021 5:01:04 PM
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Hi Ashlie,
 
Thanks for the opportunity to give comment on the draft self-exclusion rules for the Gambling
Commission.
As the State Problem Gambling Program Mgr., I plan to raise my concerns as part of the
discussion with the Gambling Commission at the meeting this Fall where these rules will be
introduced for approval.
 
Please note: In ‘cc,’ I’m including Tina Griffin (Interim Director, Gambling Commission), Keri
Waterland (Director, Division of Behavioral Health and Recovery/HCA) and my supervisor, Kara
Panek (Manager, Adult Program and Involuntary Treatment Team) so they are also aware of
my concerns.
-----------------------------------------------------------------------------
My concerns:
 
A. Forfeited monies should be coming to the State PG Program only (WAC 230-23-030)—
 

Issue: Current language reads that forfeited funds should be sent by vendors to:
1) the problem gambling account created in RCW 41.05.751 (note error in draft—says
42, not 41); OR
2) A charitable or nonprofit organization that provides problem gambling and gambling
disorder services or increases awareness about problem gambling and gambling
disorder.

 
Recommendation: Consider changing wording to require that all forfeited funds
from commercial (non-Tribal) vendors be directed to the State Problem Gambling
Program.
Here my suggested wording as an example (items in red added or struck out)—
submitted in comments for an earlier draft:

a. All money and things of value, such as gaming chips, obtained by or owed to the participant as a
result of prohibited wagers  or the purchase of chips and/or participating in authorized gambling
activities outlined in this Chapter are forfeited under RCW 9.46.071, in which the licensee will: 

 
1. Issue a check for the same monetary value within three business days after collecting
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Chapter 230-23 WAC

SELF-EXCLUSION

NEW SECTION

WAC 230-23-001  Purpose.  The purpose of this chapter is to establish a centralized, statewide self-exclusion program, administered by the commission, allowing a person with a gambling problem or gambling disorder to voluntarily exclude themselves from licensed house-banked card rooms and participating tribal gaming facilities.

[]

NEW SECTION

WAC 230-23-005  Definitions.  The following definitions apply only to this chapter:

(1) "Licensee" means a house-banked card room licensee.

(2) "Participant" means a person who has enrolled in the voluntary self-exclusion program.

(3) "Self-exclusion list" means a list maintained by the commission of persons who have requested to be voluntarily excluded from house-banked card room licensees and participating tribal gaming facilities in the state of Washington.

(4) "Voluntary self-exclusion program" or "program" means the voluntary self-exclusion program authorized under RCW 9.46.071, and does not apply to gambling via horse-racing or lottery.

[]

NEW SECTION

WAC 230-23-010  Request for self-exclusion.  (1) Any person may request to be placed on the self-exclusion list voluntarily excluding themselves from house-banked card room licensees:

(a) In person at our office, 4565 7th Avenue S.E., Lacey, Washington 98503, or at a house-banked card room licensee by:

(i) Submitting a completed form, which we provide on our website at www.wsgc.wa.gov; and

(ii) Providing proof of identity. Acceptable forms of identification include:

(A) A valid driver's license from any state;

(B) A government-issued identification card containing the person's name, photograph, and date of birth; or

(C) A valid passport; and

(iii) Submitting a photograph showing only the head and shoulders; or

(b) Through the mail to Washington State Gambling Commission, P.O. Box 42400, Olympia, Washington 98504 by:

(i) Submitting a completed form, which we provide. The form must be notarized; and

(ii) Submitting a photograph showing only the head and shoulders.

(2) The form must be:

(a) Completed with no areas left blank; and

(b) Signed under penalty of perjury by the person seeking self-exclusion; and

(c) Be properly notarized if submitting by mail.

(3) Upon receipt of a completed form, the licensee will forward it to us within seventy-two hours.

[]

NEW SECTION

WAC 230-23-015  Period of enrollment.  (1) At the time of enrollment, the participant must select a period of enrollment for self-exclusion:

(a) One year;

(b) Five years; or

(c) Ten years.

(2) The enrollment period selected begins and the participant is considered enrolled:

(a) Upon receipt of the notarized form by mail; or

(b) The date the completed form was accepted by the licensee or by us when submitted in person.

(3) Once enrolled, the participant cannot be removed from the program prior to the selected period of enrollment for voluntary self-exclusion.

(4) Upon expiration of the selected period of enrollment, the participant will be removed from the program.

[]

NEW SECTION

WAC 230-23-020  Voluntary self-exclusion.  Participants who voluntarily self-exclude acknowledge the following during the period of enrollment:

(1) The ultimate responsibility to limit access to all house-banked card rooms and participating tribal gaming facilities within the state remains theirs alone; and

(2) The self-exclusion request is irrevocable during the enrollment period selected and cannot be altered or rescinded for any reason; and

(3) The exclusion is in effect at all licensed house-banked card rooms and participating tribal gaming facilities in the state of Washington, which is subject to change, and all services and/or amenities associated with these gaming facilities including, but not limited to, restaurants, bars, bowling alleys, check cashing services, cash advances; and

(4) Player club memberships and accounts will be closed and all accumulated points immediately redeemed for nongaming items as the licensee's policy allows at the licensed location the participant initially enrolls for self-exclusion. All player club memberships and accounts held at other licensees and participating tribal gaming facilities will be closed and zeroed out; and

(5) New player club memberships, direct mail and marketing service complimentary goods and services and other such privileges and benefits will be denied; and

(6) Disclosure of certain information is necessary to implement the participant's request for self-exclusion; and

(7) If found on the premises of a house-banked card room licensee or participating tribal gaming facility, for any reason other than to carry out their duties of employment, they will be escorted from the premises; and

(8) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities will be confiscated under RCW 9.46.071 and WAC 230-23-030; and

(9) To not recover any losses from the purchase of chips and/or participating in authorized gambling activities.

[]

NEW SECTION

WAC 230-23-025  Disclosure of self-exclusion information.  (1) Personal information submitted by a participant under the self-exclusion program is exempt from public disclosure under the Public Records Act and may not be disseminated for any purpose other than the administration of the self-exclusion program or as otherwise permitted by law.

(2) No house-banked card room licensee, employee, or agent thereof shall disclose the name of, or any information about any participant who has requested self-exclusion to anyone other than employees and agents of the house-banked card room licensee whose duties and functions require access to such information.

(3) The licensee may release the names and identifying information of participants on the self-exclusion list to contracted service providers that provide check cashing, cash advances, marketing, automated teller machines, and other financial services.

(a) The identifying information must be limited to the address, driver's license or state-issued identification number, photograph, and physical description; and

(b) Only the name and identifying information may be disclosed to contracted service providers. The licensee must neither disclose the reasons for providing the name and identifying information nor disclose that the person is on the self-exclusion list; and

(c) The licensee must require by written contract that the contracted service provider implement measures designed to ensure the confidentiality of the names and identifying information and to prohibit the release of the names and identifying information to any other person or entity; and

(d) The licensee must immediately report to us all instances of a participant accessing or attempting to access the services provided by the contracted service providers.

[]

NEW SECTION

WAC 230-23-030  Licensee responsibilities.  Each licensee must:

(1) Make available to all patrons the self-exclusion form developed and provided by us; and

(2) Accept completed self-exclusion forms, including:

(a) Verifying the participant's identity as required on the form; and

(b) Forwarding the form to us within seventy-two hours of receipt; and

(3) Provide the participant with information and resources for problem gambling and gambling disorder treatment; and

(4) Designate a person or persons to be the contact person with us for purposes of self-exclusion procedures, including receipt and maintenance of the self-exclusion list, submission of the licensee's procedures, and all other communications between us and the licensee for self-exclusion purposes; and

(5) Upon discovery that a participant has breached their self-exclusion and obtained access to the licensed premises, the licensee must take steps to:

(a) Immediately remove the participant from the premises; and

(b) Confiscate all money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities; and

(c) Notify us of the breach within seventy-two hours; and

(6) Train all new employees, within three days of hiring, and annually retrain all employees who directly interact with gaming patrons in gaming areas. The training must, at a minimum, consist of:

(a) Information concerning the nature of problem gambling;

(b) The procedures for requesting self-exclusion; and

(c) Assisting patrons in obtaining information about problem gambling programs.

This section must not be construed to impose a duty upon employees of the licensee to identify problem gamblers or impose a liability for failure to do so; and

(7) Notify participants who have requested to be excluded from house-banked card room licensees of this rule of the new statewide program, provide them with the form, and information on how they can participate in the statewide self-exclusion program. This must be accomplished within three business days following the effective date of this rule; and

(8) Establish procedures and systems for our review and approval, which:

(a) Utilize player tracking systems and other electronic means, including checking all taxable patron winnings against the self-exclusion list, to assist in determining whether a participant has engaged in any authorized activities; and

(b) Close player club memberships and accounts. All accumulated points may be immediately redeemed by the participant for nongaming items as the licensee's policy allows at the licensed location the participant initially enrolls for self-exclusion. All player club memberships and accounts held at other licensees and participating tribal gaming facilities will be closed and zeroed out; and

(c) Deny check cashing privileges, player club membership, complimentary goods and services, and other similar privileges and benefits to any participant; and

(d) Ensure participants do not receive targeted mailings, telemarketing promotions, player club materials, or other promotional materials relative to gaming activities at house-banked card room licensees; and

(e) Verify patrons who win a jackpot prize are not participants of the program before payment of funds; and

(f) Ensure participants are not gambling in their establishment; and

(g) Ensure the confidentiality of the identity and personal information of participants; and

(h) All money and things of value, such as gaming chips, obtained by or owed to the participant as a result of prohibited wagers or the purchase of chips and/or participating in authorized gambling activities are confiscated under RCW 9.46.071, in which the licensee will:

(i) Issue a check for the same monetary value within three business days after collecting or refusing to pay any winnings from gambling or chips in the possession of a participant on the self-exclusion list to:

(A) The problem gambling account created in RCW 42.05.751; and/or

(B) A charitable or nonprofit organization that provides problem gambling and gambling disorder services or increases awareness about problem gambling and gambling disorder; and

(ii) Document and retain for one year:

(A) Surveillance evidence identifying the date, time, and amount of money or things of value forfeited, the name and identity verification of the participant on the self-exclusion list; and

(B) A copy of the canceled check remitting the forfeited funds as required above.

[]

NEW SECTION

WAC 230-23-035  Sharing the self-exclusion list.  We may enter into tribal-state compacts with federally recognized Indian tribes or tribal enterprises that own gambling operations or facilities with class III gaming compacts to voluntarily participate in the self-exclusion program. The tribal-state compacts may allow for the mutual sharing of self-exclusion lists.

[]
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or refusing to pay any winnings from gambling or chips in the possession of a
participant on the self-exclusion list as follows
A. For licensees subject to the state business and occupation tax for problem

gambling, forfeited funds must be transferred to the problem gambling account
created in RCW 41.05.751 RCW42.05.751 , and/or

B. For Tribal venues, forfeited funds can be used for that Tribe’s problem gambling
program, and/or donated to a A charitable or nonprofit organization that
provides problem gambling services or increases awareness about problem
gambling, and/or ; the state problem gambling account created by RCW
41.05.751; and

Q--Why should this change be made?
As a unit within a state agency (Health Care Authority), the State PG Program
already has contract monitoring and financial auditing as part of the
established oversight for both revenue and expenditures. This way, the public
can have confidence that the people’s money is being used appropriately and
there is a paper trail in case of concerns. There’s no required auditing for funds
sent to non-profits or charitable organizations.
Leaving it open for commercial vendors to decide where they’re sending the
funding means that the State Problem Gambling Program will be essentially be
‘vying’ for this additional funding as a state agency with other non-state
organizations (such as the Evergreen Council on Problem Gambling and
Recovery Café). It wouldn’t be appropriate for the State Program Manager to
reach out and ‘lobby’ commercial vendors for forfeited funds, whereas non-
profit organizations don’t have that restriction. This creates an inequitable
situation.
Due to WAC 230-15-710, which covers a progressive jackpot game will be
removed from play (due to business closure for example), licensees have several
options for dispersal of any remaining jackpot prizes, including ‘Donate the
money to a nonprofit gambling organization in Washington State.’ As a result,
WSGC confirms that funds have been distributed to the Evergreen Council on
Problem Gambling as recently as Fall 2020. However, the State Problem
Gambling Program is not a possible recipient, so has received none of the
forfeited progressive jackpot game prizes, leaving the State PG Program in a
disadvantaged position. Having the State PG Program as the recipient for the
self-exclusion forfeited funds would make this a more level playing field,
given that the State Program provides the majority of funding for treatment
not covered by private insurance or self-pay.
With the rise of sports wagering at Tribal casinos and all the illegal (unregulated
and untaxed) online gambling in our State, the State PG Program is projected to
need more treatment funding—already this biennium the program has an
anticipated gap in funding of $150,000 for treatment. While some argue that
the Tribal casinos operating legal sports wagering will have additional funding for
problem gambling services, please note that none of that funding is required to
be contributed to the State PG Program. This matters because not all individuals
who gamble at Tribal casinos choose to seek treatment for problem gambling at
Tribal BH programs (despite being eligible for services at most), either due to
geography or personal preference. As a low-barrier program, the State PG
Program seeks to provide services to all eligible residents of WA State,
regardless of where individuals seek treatment, and needs to be fully funded to
meet these needs, especially for populations that are known to be at higher
risk for problem gambling (Black/African American, Asian, Older Adults,
Veterans, Youth, College-Aged, etc.).

B. Online registration for self-exclusion isn’t available (WAC 230-23-010)--
Recommendation: Consider providing an online sign-up option so people can do
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register from the comfort of their homes (especially given the pandemic). In the
draft rules, completing the process online for self-exclusion is not currently an option.
An individual will be able to get the form but will then have to either 1) come in to the
office in Lacey, WA or2) download the form, print it out, get it notarized, then mail in
their notarized form (any of those steps can be a barrier to completing the process). By
contrast, the Pennsylvania process for registering for the state self-exclusion program
can be completed entirely online by creating a log in and then uploading identifying
documents.

 

C. In the draft rules, there appear to be NO consequences for WA State commercial
vendors if they don’t adhere to Licensee responsibilities per the new rules (WAC 230-23-
030)—

Issue: Unlike some other states with self-exclusion programs, there are no explicitly-
stated consequences to incentivize commercial vendors to follow the new self-
exclusion rules (instead based on the ‘honor system’). For example, if it’s discovered
that a commercial card room has allowed an individual to gamble at their facility
despite that person being on the State self-exclusion list, will there be a fine? Or if an
employee disburses the self-exclusion list to an unauthorized party? In order for
vendors to recognize that they need to train staff and hold them to these rules, I
believe that Recommendation: The Gambling Commission should consider including
language about how non-Tribal venues will be held responsible, such as a fine
and/or additional consequences when they are re-licensed. (example: ‘$5,000 Fine
Levied Against PA Casino for Self-Exclusion Violation’)

 
Thanks for considering my recommendations.
 
 
Roxane Waldron, MPA
Problem Gambling Program Manager
Division of Behavioral Health and Recovery
Health Care Authority
work cell: (360) 867-8486 – please leave messages
here (I am working remotely)
Pronouns: She/Her/Hers
roxane.waldron@hca.wa.gov

www.hca.wa.gov
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From: Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov> 
Sent: Monday, August 9, 2021 5:18 PM
Cc: Rancour, Michelle (GMB) <michelle.rancour@wsgc.wa.gov>; Lies, Julie (GMB)
<julie.lies@wsgc.wa.gov>; Griffin, Tina (GMB) <tina.griffin@wsgc.wa.gov>; Chinn, John (GMB)
<john.chinn@wsgc.wa.gov>
Subject: Draft self-exclusion rules
 
Good afternoon,
 
Attached you will find draft self-exclusion rules for your review. Please provide feedback to me at
ashlie.laydon@wsgc.wa.gov by noon on Monday, August 16, 2021.
 
Along with the draft rules, you will find a draft small business economic impact statement (SBEIS). To
comply with the Regulatory Fairness Act, a state agency must determine whether proposed rules will
impose more than “minor” costs. “Minor cost” is defined in RCW 19.85.020(2). A minimum of $100
of costs triggers the completion of an SBEIS. Feedback on the draft SBEIS would also be appreciated
by noon on Monday, August 16, 2021.
 
Please contact me via email if you have any questions.
 
Thank you,
 
Ashlie Laydon
Rules Coordinator |  Legal and Records Division
Washington State Gambling Commission
P.O. Box 42400 | Olympia, WA  98504-2400
(  (360) 486-3473 | * ashlie.laydon@wsgc.wa.gov
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From: Tim Woolsey
To: Laydon, Ashlie (GMB)
Cc: Devon Tiam; Leonard Forsman; Ramirez, Rion; Armstrong, James (GMB); Lies, Julie (GMB); Griffin, Tina (GMB)
Subject: Suquamish Tribe Comment on proposed Self-Exclusion Regulations WAC-230-23
Date: Wednesday, August 11, 2021 3:20:02 PM

External Email

Dear WSGC:
 
On behalf of the Suquamish Tribe of the Port Madison Indian Reservation, I submit the following
comment on the proposed WAC-230-23 Self Exclusion.
 
In proposed section WAC-230-23-035, we suggest the removal of all references to the word
‘compact’ and instead use the word ‘agreement’. The word compact unnecessarily will likely trigger
IGRA and corresponding federal regulations and BIA approval.  It also may unnecessarily require a
long, tedious compact negotiation for a relatively minor cooperative information sharing. This could
discourage tribes from engaging in the state system.
 
Instead, allowing for “agreements” with tribes for participation in the state system will be more
straightforward and not implicate IGRA. WSGC and tribal gaming regulatory agencies regularly enter
into MOUs covering relatively minor manners. Self-exclusion information sharing seems to meet this
low threshold for MOU-type agreements.
 
Moreover, if an individual tribe did want to use the compacting process to negotiate that tribe’s
engagement in the state system, nothing would prohibit that tribe and the State from doing so. As
the section is currently written, however, WSGC would only be permitted to engage tribes in the
system through compacting.
 
The Suquamish Tribe takes problem gambling very seriously, and Chairman Forsman has been
actively engaged in problem gambling with WSGC for some time. The Suquamish Tribe, therefore,
seeks a statewide self-exclusion program that easily facilitates the Tribes’ engagement.
 
Thank you,
 
Tim Woolsey
Office of the Tribal Attorney
Suquamish Tribe
P.O. Box 498
Suquamish, WA 98392
360-394-8493
443-850-7937 (cell)
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From: Vernon West
To: Laydon, Ashlie (GMB)
Cc: Rancour, Michelle (GMB); Lies, Julie (GMB); Griffin, Tina (GMB); Chinn, John (GMB)
Subject: Re: Draft self-exclusion rules
Date: Tuesday, August 10, 2021 12:46:40 PM
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External Email

Mr. Laydon,

I would not be in favor of the self-exclusion rules unless they applied equally to
commercial cardrooms and Tribal Casinos. 

       Vern Westerdahl

      Managing Partner         

Roxbury Lanes & Casino

 

On Monday, August 9, 2021, 05:17:52 PM PDT, Laydon, Ashlie (GMB) <ashlie.laydon@wsgc.wa.gov>
wrote:

Good afternoon,

 

Attached you will find draft self-exclusion rules for your review. Please provide feedback to me at
ashlie.laydon@wsgc.wa.gov by noon on Monday, August 16, 2021.

 

Along with the draft rules, you will find a draft small business economic impact statement (SBEIS). To
comply with the Regulatory Fairness Act, a state agency must determine whether proposed rules will
impose more than “minor” costs. “Minor cost” is defined in RCW 19.85.020(2). A minimum of $100 of
costs triggers the completion of an SBEIS. Feedback on the draft SBEIS would also be appreciated by
noon on Monday, August 16, 2021.

 

Please contact me via email if you have any questions.

 

Thank you,
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Ashlie Laydon

Rules Coordinator |  Legal and Records Division

Washington State Gambling Commission

P.O. Box 42400 | Olympia, WA  98504-2400

(  (360) 486-3473 | * ashlie.laydon@wsgc.wa.gov
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SECTON 1: 
Describe the proposed rule, including: a brief history of the issue; an explanation 
of why the proposed rule is needed; and a brief description of the probable 
compliance requirements and the kinds of professional services that a small 
business is likely to need in order to comply with the proposed rule. 
The legislature recognizes that some individuals in this state have a gambling problem or 
gambling disorder. Because the state promotes and regulates gambling through the 
activities of the state lottery commission, the Washington horse racing commission, and 
the Washington state gambling commission, the state has the responsibility to continue to 
provide resources for the support of services for gambling disorders (RCW 9.46.071). 
Currently, each house-banked card room licensee is required by RCW 9.46.071(1)(b) to 
post informational gambling disorder signs including a toll-free hotline number for 
individuals with a gambling disorder. Additionally, several house-banked card room 
licensees operate their own in-house self-exclusion programs.  
On April 30, 2020, Governor Inslee signed HB 1302, which charges the Gambling 
Commission with developing rules for a centralized, statewide self-exclusion program. HB 
1302 also requires a process for all federally recognized Indian tribes or tribal enterprises 
that own gambling operations or facilities with Class lll gaming compacts to voluntarily 
participate in the self-exclusion program. 
Research suggests that self-exclusion programs allowing individuals to exclude 
themselves from multiple gambling locations using a single process have a higher rate of 
success. A centralized, statewide program administered by the Commission, rather than 
the existing individual operator-level approach, will be more accessible to individuals with 
gambling disorders and allow them to exclude themselves from multiple facilities without 
having to enter multiple facilities. 
The proposed chapter, Chapter 230-23 WAC, Self-exclusion, creates a program that will 
allow an individual to voluntarily request to be self-excluded from each house-banked 
card room licensee and participating tribal gaming facility at a single location rather than 
having to go to each location to enroll in an individual program like they are currently 
doing. 
In order to comply with the new chapter, house-banked card room game licensees will 
need to transition from their individual operator-level programs to the centralized, 
statewide program administered by the Gambling Commission. This will entail:  
(1) Making the Self-Exclusion Request Form, developed and provided by the Gambling 
Commission, available to all patrons. 
(2) Accepting forms from individuals interested in enrolling in the program, including: 

(a) Reviewing forms for completeness, 
(b) Verifying the individual’s identity either with a driver’s license or other 
acceptable valid form of identification,  
(c) Verifying the individual has selected a period of time of enrollment for the self-
exclusion program, and 
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(d) Verifying the individual has signed the form, and 
(e) Taking a photograph of the individual, showing only their head and shoulders, 
to submit with the Self-Exclusion Request Form. 

(3) Forwarding the completed form to the Gambling Commission within 72 hours of 
receiving it either by email, regular mail, or fax. 
(4) Providing the individual with information and resources for treatment of gambling 
disorders upon enrollment. 
(5) Designating an employee(s) to be the contact person for the purposes of the self-
exclusion program, including: 

(a) Receipt and maintenance of the self-exclusion list. This includes retrieving an 
updated list from Secure Access Washington (SAW) within 48 hours of receiving 
notification from us that an updated list exists; 
(b) Submitting self-exclusion procedures to the Gambling Commission, and 
(c) Communicating with the Gambling Commission in regard to the self-exclusion 
program. 

(6) Taking steps to remove individuals who breach their enrollment in the self-exclusion 
program by entering a house-banked card room upon discovery, including: 

(a) Immediately removing the individual from the premises,  
(b) Confiscating all money and things of value, such as gaming chips, obtained or 
owed to the individual as a result of prohibited wagers, and 
(c) Notifying the Gambling Commission of the breach within 72 hours. 

(7) Training all new employees within 3 days of hire, and annually retraining all 
employees who directly interact with gaming patrons on: 

(a) Information concerning the nature of problem gambling, 
(b) Procedures for requesting self-exclusion, and 
(c) How to assist patrons in obtaining information about gambling disorder 
treatment programs. 

(8) Notifying individuals already participating in existing operator-level programs that the 
centralized, statewide self-exclusion program exists within 3 days of the effective date of 
Chapter 230-23 WAC, including: 

(a) Making the Self-Exclusion Request Form available to them, and 
(b) Providing information on how they can participate.  

(9) Establishing procedures for our review and approval, including: 
(a) Utilizing player tracking systems and all other electronic means, including 
checking all taxable patron winnings against the self-exclusion list, to assist in 
determining whether or not an individual who is enrolled in the program has 
engaged in gambling activities, 
(b) Closing player club memberships and/or accounts for individuals enrolled in the 
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program, 
(c) Denying check cashing privileges, player club memberships, complementary 
goods and services, and similar privileges and/or benefits to individuals enrolled in 
the program,  
(d) Ensuring individuals enrolled in the program do not receive targeted mailings, 
telemarketing promotions, player club materials, or any other promotional 
materials related to gaming, 
(e) Verifying patrons who win jackpot prizes are not individuals enrolled in the 
program before paying out prizes,  
(f) Ensuring individuals enrolled in the program are not gambling at their 
establishment,  
(g) Ensuring the confidentiality of individuals enrolled in the program, and 
(h) Collecting moneys or things of value obtained or owed to individuals enrolled in 
the program as a result of participating in a gambling activity, including: 

(i) Issuing a check for the same monetary value obtained or owed within 3 
business days to either the problem gambling account created in RCW 
41.05.751 and/or a charitable or nonprofit organization that provides 
services or increases awareness about gambling disorders, and 
(ii) Documenting and retaining for one year: 

(A) Any surveillance evidence identifying the date, time, and amount 
of money or things of value confiscated, the name and identity 
verification of the individual enrolled in the program, and 
(B) A copy of the canceled check remitting the confiscated funds. 

Licensees will likely make the transition to the statewide self-exclusion program using 
existing staff and resources and are unlikely to contract with any professional services in 
order to comply with the proposed rules. 
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SECTION 2: 
Identify which businesses are required to comply with the proposed rule using 
the North American Industry Classification System (NAICS) codes and what the 
minor cost thresholds are. 
Table A: Calculation of Minor Cost Thresholds.  
 

NAICS 
Code  

NAICS 
Business 

Description 

# of 
businesses 

in WA* 

Minor Cost 
Threshold = 

1% of Average 
Annual Payroll** 

Minor Cost 
Threshold = 

.3% of Average 
Annual Receipts*** 

713210 Casinos; except casino 
hotels 

4 $51,811.19 $29,565.63 

713290 Other gambling industries 39 $33,690.22 $10,126.91 
*Number taken from 2018 Washington State Employment Security Department 
(https://esd.wa.gov/labormarketinfo/report-library)  
**2018 dataset taken from United States Bureau of Labor Statistics. 
***2018 dataset taken from Washington State Department of Revenue. 

NAICS Code Descriptions: 
713210- Casinos; except casino hotels: This industry comprises establishments primarily 
engaged in operating gambling facilities that offer table wagering games along with other 
gambling activities, such as slot machines, sports betting, and off-track betting. These 
establishments often provide food and beverage services.  
713290- Other gambling industries: This industry comprises establishments primarily 
engaged in operating gambling facilities (except casinos or casino hotels) or providing 
gambling services. This industry includes card rooms. 
NAICS Code Descriptions were obtained from the NAICS Association. NAICS Code 
713210 includes house-banked card rooms that offer off-track betting, which explains 
why average annual payroll and average annual receipts are higher than NAICS Code 
713290 which includes all the other house-banked card rooms in the state, which do not 
offer off-track betting. 
This new chapter, chapter 230-23 WAC, will apply to all house-banked card rooms 
licensed in the state of Washington, to conduct gambling activities. Currently, there are 
43 house-banked card rooms licensed with the Gambling Commission. “Minor cost” is 
defined in RCW 19.85.020(2) as a cost per business that is less than one percent of 
annual payroll or the greater of either 0.3 percent of annual revenue or $100. For the 
purposes of this small business economic impact statement, the NAICS code 713290 
data will be used as this code represents the majority of house-banked card rooms in the 
state (those that do not offer off-track betting). Therefore, the minor cost threshold to be 
used will be between $10,126.91 and $33,690.22.  
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SECTION 3: 
Analyze the probable cost of compliance. Identify the probable costs to comply 
with the proposed rule, including: cost of equipment, supplies, labor, professional 
services and increased administrative costs; and whether compliance with the 
proposed rule will cause businesses to lose sales or revenue. 
This new chapter, chapter 230-23 WAC, will allow an individual to voluntarily request to 
be self-excluded from each house-banked card room licensee and participating tribal 
gaming facility at a single location. Outlined below is the probable cost incurred by house-
banked card room licensees to comply with the requirements of the new chapter. 
An individual interested in enrolling in the program can do so by completing a Self-
Exclusion Request Form and submitting it to either a house-banked card room licensee 
or to the Gambling Commission. The Self-Exclusion Request Form will be made 
available on the Gambling Commission’s website. House-banked card room licensees 
will be responsible for printing off forms for individuals interested in enrolling the 
program. It is assumed that each licensee has a computer, printer, and internet access 
available to them as this is a common business practice. The cost of paper has been 
estimated at $10.69 per ream. 
Each licensee will be responsible for mailing a copy of the Self-Exclusion Request Form 
to individuals already enrolled in operator-level self-exclusion programs. As of December 
2019, there were 1,118 individuals enrolled in self-exclusion programs around the state. 
Self-Exclusion Request Forms can be sent via regular mail. The cost of a stamp to mail 
an envelope via regular mail is $0.55. The cost of envelopes has been estimated at 
$9.19 per box of 100 and paper at $10.69 per ream. It can be assumed that each 
licensee will have to purchase paper, envelopes, and stamps. As of July 2021, there 
were 43 house-banked card room licensees. The total cost to comply with this section of 
the chapter will cost at least $1,469.74. This cost will be shared amongst licensees, but 
disproportionately, as some licensees may have more individuals enrolled in operator-
level programs than others. 
Individuals interested in enrolling in the self-exclusion program may submit Self-
Exclusion Request Forms to any house-banked card room. Licensees will be 
responsible for reviewing forms submitted to their establishment for completeness, 
verifying proof of identity, verifying the period of enrollment, and verifying the signature 
of the individual wishing to enroll in the program. Licensees will also be required to take 
a photograph of the individual, showing only their head and shoulders, to submit with the 
Self-Exclusion Request Form. Exceptions will be made if the individual submits a 
photograph with their Self-Exclusion Request Form, similar to that of a passport 
headshot. Licensees will have 72 hours to forward completed forms to the Gambling 
Commission. This can be done by way of regular mail, email, or fax. It is estimated that 
reviewing the Self-Exclusion Request Form for completeness, verifying the identity of the 
individual, and taking their photograph will take one employee 10-15 minutes to 
complete. An hourly wage of $16.69 was used to account for the highest minimum wage 
in the state, therefore, the estimated cost of one employee to process a Self-Exclusion 
Request Form will cost a minimum of $4.18 per form. It is assumed that every licensee 
has access to a camera to take a photograph of the individual, showing only their head 
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and shoulders, as this may be done using a camera on a cellular phone, a digital 
camera, or a webcam. A cost of a stamp and envelope will be incurred if the form needs 
to be mailed, but the licensee may also scan and email a copy of the form, or fax it. 
Licensees will be required to provide information and resources to individuals on 
treatment of gambling disorders, however, they are already doing this, so there is no 
anticipated cost associated with this requirement. 
Each house-banked card room licensee will be responsible for developing procedures on 
how they plan to implement the self-exclusion program at their establishment and 
designating at least one employee to be the contact person for purposes of the self-
exclusion program. The designated contact person will be responsible for receiving 
information regarding and maintaining the self-exclusion list, submitting the licensee’s 
self-exclusion procedures to the Gambling Commission, and being the point-person for 
all communication with the Gambling Commission regarding the program. The Gambling 
Commission will develop a template for licensees to reference when developing 
procedures on implementing the self-exclusion program at their establishment. This will 
keep costs low and procedures consistent amongst licensees. Staff time to develop 
procedures consistent with the provided template is estimated to take 4-8 hours and will 
likely be developed by a higher-level position at the house-banked card room, such as a 
General Manager, so a rate of $48 per hour was used, resulting in a maximum amount of 
$384.00. It is assumed that the designated contact person will not be a full-time position, 
rather these duties will likely be incorporated into an existing position, and are estimated 
to require 1-2 hours per week, and cost a minimum of $33.38. 
Costs associated with implementing the procedures themselves are expected to be 
relatively low. Licensees will be responsible for ensuring the confidentiality of individuals 
enrolled in the self-exclusion program, ensuring that those individuals are not gambling at 
their establishments, and finally, ensuring that they are not marketing to individuals 
enrolled in the self-exclusion program.  
It is not anticipated that ensuring confidentiality of individuals on the self-exclusion list will 
impose any costs to licensees. Once the Self-Exclusion Request Form is submitted to the 
Gambling Commission, individuals will be placed on the list for the period of enrollment 
they’ve selected, and it will be the responsibility of the designated contact person to 
maintain the list for each licensee. The manner in which the list is maintained will be 
determined by each licensee. 
Ensuring individuals enrolled in the self-exclusion program do not gamble at licensed 
establishments will be accomplished in a number of ways including checking I.D.’s at the 
door, utilizing player tracking systems and other electronic means, comparing all taxable 
patron winnings with the self-exclusion list, and verifying identification prior to paying out 
jackpot prizes. Many licensees are already checking I.D.’s at the door to verify age, as 
this is common business practice. There may be a minimal cost associated with cross-
referencing the name on an I.D. with the self-exclusion list. It is estimated this verification 
would take one employee less than 5 minutes to complete and therefore would have 
minimal costs associated with it. A majority of licensees (71%) use ABS Business Data, 
LLC’s Sonoma player-tracking system. This system allows licensees to maintain 
customer information and create loyalty rewards programs, including sending emails and 
SMS messaging. For those licensees using Sonoma, or a similar system, it should be 
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relatively easy to flag any individual with a player-tracking card who enrolls in the self-
exclusion program by updating their customer information. If an individual comes into the 
establishment and participates in gambling using their player-tracking card, the licensee 
will be aware. It is estimated that updating player-tracking information in a system such 
as Sonoma will take one employee 10-15 minutes, or $4.18 per individual.  
Taxable patron winnings, or at least $600 and three hundred times the amount of the 
wager, are required to be reported to the IRS. Before these winnings can be claimed, 
patrons must fill out tax documents. It is estimated that it will require one employee less 
than 5 minutes to check the patrons name against the self-exclusion list while they 
complete the tax documents to claim their winnings, and therefore will have minimal costs 
associated with it. 
Employees who work in the cage, or depending on the amount of prize, employees who 
work on the floor, will be responsible for confirming that patrons who win jackpot prizes 
are not enrolled in the program. This can be achieved by comparing the identification of 
all jackpot prize winners with those on the self-exclusion list prior to paying out prizes. 
This verification method is estimated to add less than 5 minutes on to an employee’s 
time, and therefore will have minimal costs associated with it.  
If an individual enrolled in the program breaches their enrollment, the licensee must 
immediately remove the individual from the premises upon discovery, confiscate all 
money and things of value obtained or owed to the individual as a result of prohibited 
wagers, and notify the Gambling Commission within 72 hours of the breach. There is no 
anticipated cost associated with removing individuals from the premises as this is already 
a practice that licensees have in place, however confiscating winnings is a new practice 
and will require training appropriate staff. This will require licensees to develop training 
materials which is estimated to take 2-4 hours and will likely be developed by a higher-
level position at the house-banked card room, such as a General Manager, so a rate of 
$48 per hour was used, resulting in a maximum of $192. Training of appropriate staff can 
be incorporated into the overall training of the self-exclusion program which is calculated 
later in this document. 
Upon confiscating all money and things of value obtained or owed to the enrolled 
individual, the licensee must issue a check for the same monetary value within 3 
business days to either the problem gambling account created in RCW 41.05.751 and/or 
a charitable or nonprofit organization that provides services or increases awareness 
about gambling disorders. There are no anticipated costs for issuing confiscated winnings 
as required by statute. 
Surveillance evidence of the breach identifying the date, time, amount of money or things 
of value confiscated, the name and identity verification of the individual enrolled in the 
program, and a copy of the canceled check remitting the confiscated funds must be 
retained for one year. This information may be stored electronically or via hard copy 
therefore the anticipated costs may vary. 
Licensees will be required to deny check cashing privileges, close player club 
memberships and/or other accounts for individuals enrolled in the self-exclusion program, 
and remove these individuals from mailing lists to ensure they no longer receive targeted 
mailings. Employees who work in the cage will be responsible for denying check cashing 
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privileges to individuals enrolled in the self-exclusion program. This can be achieved by 
comparing the identification of those wishing to cash checks with those on the self-
exclusion list. This verification method is estimated to add less than 5 minutes on to an 
employee’s time, and therefore will have minimal costs associated with it.  
According to ABS Business Data, LLC, most licensees (71%) are using Sonoma player-
tracking system software. This system allows the licensee to update customer 
information and communicate directly with customers through email and SMS 
messaging, therefore it should be relatively easy to update the customer information to 
include that the individual is enrolled in the self-exclusion program and to disable email 
and SMS messaging. It is estimated this will take one employee 10-15 minutes to 
complete, or $4.18 per individual. There is no cost associated with denying individuals 
enrolled in the self-exclusion program player club memberships, complimentary good 
and/or services, or any other privileges or benefits. If anything, denying complimentary 
goods and services may save licensees money.  
House-banked card room licensees will be responsible for training all new employees 
within 3 days of hire and annually retraining all employees who directly interact with 
individuals who are gambling on information concerning the nature of gambling disorders, 
the procedures for individuals to request to be enrolled in the self-exclusion program, and 
on how to assist individuals in obtaining information about gambling disorder treatment 
programs. There are currently 4,096 persons employed at licensed house-banked card 
rooms. It is unlikely that all of these persons directly interact with individuals who are 
gambling, however, if all were to participate in a 4-hour training, it is estimated to cost a 
minimum of $273,448.96. This cost would be divided amongst 43 licensed house-banked 
card rooms, disproportionately, as some have more employees than others. The cost to 
train each employee would cost a minimum of $66.76. Averaging the amount of card 
room employees who were licensed between January and July 2021, it is estimated that 
42 card room employees are hired every month, or just under 1 per licensed house-
banked card room, therefore the cost of training new employees would be a minimum of 
$66.76. 
The proposed rules may result in a reduction of sales and/or revenue to house-banked 
card room licensees as individuals with gambling disorders will no longer be participating 
in gambling activities once enrolled in the self-exclusion program, however that is the 
purpose of the program and meets the intent of the law.  
See Table B. Cost of Compliance on page 10 for more information.  
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Table B: Cost of Compliance. 
Assumptions Cost 
Computer $0 
Printer $0 
Internet $0 
Access to Camera (webcam/phone/digital camera) $0 
Supplies Cost 
Paper  Self-Exclusion Request Form for already enrolled 

individuals (1,118) 
 

$10.69/ream (500 sheets) 
Self-Exclusion Request Form (new individuals) 
Copy of canceled check 

Stamps  Regular mail to already enrolled individuals (1,118) $0.55/stamp = $614.90 
Forwarding Self-Exclusion Forms via regular mail to 
Gambling Commission 

$0.55/stamp 

Envelopes  Sending Self-Exclusion forms to already enrolled 
individuals (1,118) 

$9.19/box (100 envelopes) 

Forwarding Self-Exclusion forms via regular mail to 
Gambling Commission 

$9.19/box (100 envelopes) 
 

Record retention of surveillance evidence (thumb drive, CD, hard drive, 
computer, etc.) 

$7.49-10.93 

Labor Time Cost 
Process forms (review for completeness, verify identity, 
verify period of enrollment, and verify signature) 

10-15 
minutes per 

form 
received 

$16.69/hour = 
$4.18/form 

Designated contact person/maintain self-exclusion list 1-2 
hours/week 

$33.38/week 

Develop self-exclusion procedures 4-8 hours $48/hour = 
$384/licensee 

Implementation 
of self-
exclusion 
procedures 

Ensuring confidentiality of individuals 
enrolled in the self-exclusion program 

0 minutes $0 

Ensure individuals enrolled in the 
program are not gambling at their 
establishment (utilizing player tracking 
accounts, checking all taxable patron 
winnings, checking I.D.’s at the door, 
etc.) 

15 minutes $16.69/hour = 
$4.18/individual 

Close player club memberships/remove 
individuals from targeted mailings lists 

10-15 
minutes per 
individual 

$16.69/hours = 
$4.18/individual 

Verification at cage when cashing 
checks and paying out jackpot prizes 

Less than 5 
minutes 

$0 

Denying complimentary goods and 
services 

0 minutes $0 

Enforcement of breach 1-2 hours 
per 

individual 

$48/hour = 
$96 

Develop training materials 2-4 hours $48/hour = 
$192/licensee 

Training staff (4,096 card room employees) 4 hours $16.69/hour = 
$66.76/employee 

Training new staff (~ 42/month*)  
*based on new CRE’s licensed between January 2021 and 
July 2021 

4 hours $16.69/hour = 
$66.76/employee 
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Total Cost of Compliance     
Initial Costs: 
Notifying individuals enrolled in existing programs:                     ~ $1,469.74 (divided amongst 43 licensees) 
Developing procedures (based on template):                                                                          ~ $384/licensee 
Development of training:                        ~ $192/licensee 
Training staff:             ~ 273,448.96 (divided amongst 43 licensees) 
TOTAL INITIAL COST:                           ~ $6,969.46/licensee 
 
Ongoing Costs: 
Cost to process Self-Exclusion Request Forms:                      ~ $4.18/form 
Supplies (paper, stamps, envelopes):       ~ $94.76 (per 100 forms) 
Implementation of procedures:                                                                          ~ $836 
Records retention:            ~ $10.93 
                       ~ 1,359.69 (process 100 forms) 
 
Designated contact person:                      ~ $267.04/month 
Training new staff:            ~ $66.76/month 
TOTAL MONTHLY COST:                         ~ $1,693.49/licensee* 
           *Calculated based on 100 individuals enrolling per month
 

 
SECTION 4: 
Analyze whether the proposed rule may impose more than minor costs on 
businesses in the industry. 
The minor cost threshold was found to be between $10,126.91 and $33,690.22. The cost 
for house-banked card room licensees to comply with the new chapter, chapter 230-23 
WAC, is initially $6,969.46 with a monthly implementation of $1,693.49, based on 100 
individuals enrolling every month, therefore compliance with the new chapter will not 
impose more than minor costs.  
Initial costs are much higher than implementing the program thereafter. Initial costs will 
be dependent upon how many individuals on existing operator-level programs a licensee 
is required to notify and how many employees a licensee must train. Implementation 
thereafter will be dependent upon how many individuals enroll at a licensee’s 
establishment. The implementation costs were calculated upon 100 individuals enrolling 
per month; however, it is unlikely that 100 individuals will enroll at every licensed house-
banked card room every month. The total costs and the total implementation costs are 
likely to be much lower for most licensees. 
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SECTION 5: 
Determine whether the proposed rule may have a disproportionate impact on 
small businesses as compared to the 10 percent of businesses that are the largest 
businesses required to comply with the proposed rule. 
There are currently 43 house-banked card room licensees that will be required to comply 
with this new chapter, chapter 230-23 WAC. The Self-Exclusion Request Form will be 
made available on the Gambling Commission’s website. Individuals interested in enrolling 
in the program have the option to return it directly to the Gambling Commission. 
However, they also have the opportunity to submit it to any house-banked card room 
licensee, therefore, costs may vary between licensees as some licensees may receive 
more forms than others and therefore accrue more costs than others.  
Licensees are responsible for mailing the Self-Exclusion Request Form to individuals 
enrolled in operator-level programs. This will have a disproportionate impact as some 
licensees may have a larger number of individuals enrolled in an existing program than 
others, while some may not be operating a self-exclusion program at all and therefore not 
be required to notify anyone.  
Over a third of the house-banked card room licensees (41%) are under the same 
ownership, which depending on how they choose to develop and implement procedures, 
could vastly reduce costs for the licensees under that ownership. This would 
disproportionately impact those licensees not included under this ownership as they 
would have to independently develop their own procedures for implementation of the 
program. For this reason, the Gambling Commission will be providing all licensees with a 
template for implementation of the self-exclusion program in an effort to reduce costs and 
maintain consistency across the state.  
A majority of house-banked card room licensees (71%) utilize the Sonoma player-
tracking system which may reduce implementation costs and help identify breaches, 
however it may be unlikely that an individual enrolled in the self-exclusion program would 
utilize their player-tracking card if choosing to participate in gambling activities while 
enrolled in the program. This could disproportionately impact those licensees who do not 
have a player-tracking system; however, a system is not necessary to implement the 
program. 
Labor costs also vary between licensees so implementation of the program on the 
westside of the state may cost more than on the eastside of the state, for example.  
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SECTION 6: 
If the proposed rule has a disproportionate impact on small businesses, identify 
the steps taken to reduce the costs of the rule on small businesses. If the costs 
can not be reduced provide a clear explanation of why. 
The Self-Exclusion Request Form will be made available on the Gambling Commission’s 
website and may be submitted directly to the Gambling Commission by any individual 
that is interested in enrolling the program. If an individual does submit a form to a 
licensee, the licensee has several options available to them for forwarding that 
information to the Gambling Commission, who is ultimately responsible for maintaining 
the database and distributing information to all licensees.  
As stated in Section 5, over a third of house-banked card room licensees (41%) are 
under the same ownership, which depending on how they choose to develop and 
implement procedures, could vastly reduce costs for the licensees under that ownership. 
This could disproportionately impact those licensees not included under this ownership 
as they would have to independently develop their own procedures for implementation of 
the program. For this reason, the Gambling Commission will be providing all licensees 
with a template for implementation of the self-exclusion program in an effort to reduce 
costs and maintain consistency across the state.  

 

SECTION 7: 
Describe how small businesses were involved in the development of the proposed 
rule. 
A representative from the house-banked card room industry was involved in the initial 
drafting of this chapter. Additionally, licensees with existing operator-level self-exclusion 
programs submitted those programs to the Gambling Commission to provide examples 
of what already exists in order to create an easy transition to the implementation of a 
centralized, statewide self-exclusion program. 
Draft rules were sent out to all house-banked card room licensees for review and 
feedback on May 3, 2021. Feedback received was reviewed by staff and incorporated 
accordingly.  

 

SECTION 8: 
Identify the estimated number of jobs that will be created or lost as the result of 
compliance with the proposed rule. 
It is unlikely that any jobs will be created as a result of the adoption of this new chapter, 
chapter 230-23 WAC. The role of a “designated contact person” to maintain the self-
exclusion list for each house-banked card room licensee is likely to be incorporated into 
an existing position. No jobs will be lost as a result of the adoption of this new chapter.  
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