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SOCIAL RESPONSIBILITY & GOOD PRACTICE CODE FOR LICENSED BETTING OFFICES

(Agreed by the Association of British Bookmakers and GamCare)

The responsibility for an individual’s gambling is their own; the responsibility to exercise a duty of care is that of the Operator 

Procedures and policies that an Operator of a Licensed Betting Office should adopt to demonstrate serious commitment to being socially responsible:

Commitment 

Apart from the fact that a responsible gambling company should adopt a duty of care, changing legislation will to some extent compel this to happen.  It is, therefore, in everyone’s interest to:

· Recognise that social responsibility is essential to the healthy development of the gambling industry as a whole as well as to the operator of Licensed Betting Offices.

· Develop a culture throughout the company that is supported by policies and procedures that demonstrate total commitment to social responsibility.

· Strive to achieve an appropriate and fair balance between maximising opportunity and minimising harm. 

Compliance with Codes of Conduct

The need to demonstrate that the business is run in a socially responsible manner is an important aspect of regulation.  Operators and their facilities are subject to both national and local regulation and are likely to be part of a trade association.  There will also be a number of in-house rules designed to protect the business, contribute to the safety of staff, enhance the experience for the customer and minimise harm to the vulnerable.  Therefore, it is important that:

· All staff should be made aware of, and understand, company and trade association operational guidelines and codes of practice where applicable.  

· All aspects of the codes or guidelines that apply to a particular site or aspect of the business transacted are adhered to.

· Regulatory requirements are fulfilled  

Advertising & promotion

It is appropriate that gambling activities and venues are advertised and that an Operator is able to promote the facilities available.  However:

· All promotion should conform to the current and relevant guidelines of the Independent Television Commission and Advertising Standards Authority’s Committee of Advertising Practice, specifically:  

Principles

· All advertisements should be legal, decent, honest and truthful

· All advertisements should be prepared with a sense of responsibility to consumers and to society

· All advertisements should respect the principles of fair competition generally accepted in business

· No advertisement should bring advertising into disrepute 

Betting and Gaming

· The ABB endorses the Advertising Standards Authority’s rules for ensuring that advertisements contain nothing that is likely to lead people to adopt styles of gambling that are inappropriate for the individual.

· Advertisements and promotions should be socially responsible and should not encourage excessive gambling

· Care should be taken not to exploit the young, the immature or those who are mentally or socially vulnerable

· Advertisements should not be directed at people under 18 through the selection of media, style of presentation, content or context in which they appear.  No medium should be used to advertise gambling if more than 35% of its audience is under 18 years old

· People portrayed gambling should not be, nor should they look, under 18. 
In addition to statutory requirements:

· There should be honesty at all times with regard to the chances of winning and the odds or payout ratio that applies to the gambling on offer

· Similar to the cautionary statement that appears on financial investment documentation, promotional material should carry a reference to responsible gambling.

· It should never be suggested or implied that gambling is a means of getting out of financial difficulty

Product purchase

It is appropriate to make customers feel welcome, advise them about the gambling activities on offer and help them if they do not understand.  However, customers should never be enticed to:

· Re-stake their winnings.  This should be their own decision

· Increase the amount they have decided to commit to gamble 

· Chase their losses.

· Continue playing when they have indicated that they wish to stop

· Enter into continuous play on a machine for a prolonged period of time.

Note and coin changing facilities should be available on request. 

Underage gambling 

Even though it is illegal for anyone under the age of eighteen to enter a LBO, it is not always easy to ensure that children do not have access.  Measures that minimise the occurrence of underage gambling include:

· Clear signage at the front door(s) stating the minimum age of entry.

·  Sufficiently controlled points of entry so as to make transgression of the rule difficult (e.g. direct line of sight)

· Publicising and operating a Government recommended proof of age scheme.

· Having clear written staff instructions and training with regard to the policy and procedure to be followed should someone appearing to be under 18 attempt to enter the LBO.

· Applying full disciplinary procedures to members of staff who fail to apply the underage policies.

· Not making the window displays or exterior appearance of the premises attractive to children.

Staff training

Staff training in social responsibility is necessary. The training should:

· Include all members of staff 

· Encourage ownership of a policy and procedures that are designed to minimise harm

· Raise awareness of the issues, emphasise the importance of taking social responsibility seriously, and enable staff to deal with relevant situations in an appropriate manner

· Inform staff at all levels, refer to written guidelines and staff instructions, and give staff the skills and confidence to respond appropriately when customers express concern about their gambling

· Identify aspects of policy and practice that will contribute to minimising the harm attributable to inappropriate uncontrolled gambling. 

· Incorporate social responsibility requirements in induction and on-going staff training

· Involve the appropriate external organisations in staff training where in-house resources are not available 

Problem gamblers

Dealing with a suspected problem gambler is a delicate matter that needs to be approached sensitively.  An appropriate response should include:

· Rules and procedures regarding problem gamblers should be written and incorporated into the day-to-day operation of the LBO. 

· All staff should be trained to deal with situations that might require help and advice 

· A positive response, including communicating sources of help and the possibility of self-exclusion to any customer who admits to having lost control of their gambling or who is exhibiting symptoms of acute distress which may be caused by their gambling.

· A ‘self-exclusion’ policy, supported by written instructions for staff, for any customer who wishes to be barred from LBOs operated by the operator .

· A minimum self exclusion period of six months in all circumstances.

· A written statement, accepting the terms of exclusion, that is signed and retained by the customer as well as by a staff member of the LBO (and supported by a photograph of the customer if possible).

· Where a relative of a problem gambler expresses concern, staff should draw their attention to the leaflet, indicating that the gambler is able to request self exclusion and sources of help available.

· A company policy that clearly states that staff must not collude with customers who ask staff to lie on their behalf.

· Supply of a helpline number to anyone who requests assistance with problem gambling. 

Signage 

Without breaching the principle that customers are responsible for their own gambling the nature of placing a bet or playing a machine suggests that they should be reminded of the need to gamble responsibly.  Customer communication should:

· Give clear guidance that in order to keep gambling a fun social activity the customer needs to ‘stay in control’.

· Draw attention to further information available at the LBO 

· Indicate a source of help that they can access

· Be appropriately and prominently displayed in the LBO in a clean and tidy condition in clear view of customers.

· Additional signage should be located in close proximity to fixed odds betting terminals.

Promoting sources of help

At the core of exercising a duty of care lies the principle of assisting customers to address any concern about their gambling should they wish to do so.  This should be drawn to the attention of customers to the Licensed Betting Office in the following ways:

· The prominent display of an appropriate notice or poster (see above).

· Within the customer information area, literature that emphasises the need to keep gambling under control, and where to seek help should anyone be concerned about their own or someone else’s gambling, should be supplied.

· This literature should at all times be available from a holder or dispenser for customers without having to ask a member of staff, and there should be an effective stock control system to ensure that these are always available.

· A statement as to the duty of care policy operated by the company should be included in the literature and incorporated into any appropriate signage. 

Supporting social impact initiatives

The social impact of gambling has become integral to the gambling sector and, under new regulations, formal codes of social responsibility will be a requirement of obtaining or renewing a licence.  The most effective way forward is for the industry and organisations addressing social impact issues to work together. This can be achieved by: 

· Ensuring social responsibility measures are in place before licences are issued or renewed under the new regulations.

· Recognition that the demonstration of a socially responsible approach is advantageous to the company as well as to its customers

· Providing financial support to develop treatment, training, education and research programmes that are provided by organisations addressing the social impact of gambling (i.e. contributing to the Responsibility in Gambling Trust).

·  Supporting and encouraging the work of organisations working with the social impact of gambling and giving a high profile to joint initiatives undertaken with them.

· Ensuring that all product planning, design and promotion is in line with the aims and objectives of these guidelines.

· Inviting appropriate organisations to contribute to the development of socially responsible procedures including induction and on-going training programmes.
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