
The Journey to an Entertaining and 
Safe Gambling Experience
An entertaining yet safe and secure gaming experience is 
achievable in the presence of a robust Social Responsibility 
Policy. 

Gambling as a means of entertainment

Gambling should be perceived as a means of entertainment and not as a means of 
generating income. Whilst most individuals manage to treat gambling as a recreational 
activity and spend only what they can afford to risk losing, some are unable to do so. This is 
precisely why responsible gambling and player protection should be high on the agenda of 
gaming operators. 

The impact of the COVID-19 pandemic 

With increasing concerns about the international impacts of the COVID-19 pandemic, 
awareness on the widely discussed topic of problem gambling continues to grow. 

According to the new research conducted by the University of Bristol back in May 2021, 
regular gamblers were more than six times more likely to gamble online compared to before 
the COVID-19 pandemic.  

Who is at risk of problem gambling?

Gambling starts becoming a problem when gambling behaviour starts to interfere with one’s 
life. Problem gambling is generally defined as an urge to gamble continuously despite 
negative consequences from such gambling or despite a desire to stop. In most cases, 
problem gambling affects the individual along with his/her close ones. Severe problem 
gambling is a condition that is recognized by psychologists and diagnosed as cynical 
pathological gambling.  

Any individual who gambles can develop a gambling problem. A number of factors can 
change the purpose of gambling from a harmless and entertaining means to a harmful 
fixation with serious consequences. Therefore, it is essential for the general public to be 
aware of the risks and to gamble in a responsible way. 



What is the importance of social responsibility?

In the gambling industry, social responsibility is interchangeably used with Responsible 
Gambling or Safer Gambling. Besides being a regulatory requirement, social responsibility 
plays a crucial role in:

• preventing gambling from being a source of crime or disorder,

• delivering open and fair gambling operations,

• protecting children and other vulnerable people from being harmed by gambling,

• ensuring high level of consumer protection on each game,

• limiting the risks brought about by problem gambling and any gambling-related harm, 
and

• ensuring a long-term and sustainable gambling industry.

It is essential for gambling operators to recognise that their duty of care is not only towards 
their customers but also towards the communities they operate within. 

How can gaming operators fulfil their duty of care?

As famously stated by Picasso, “Action is the foundational key to all success”. In order to 
fulfil their duty of care, action must be taken. Below is a non-exhaustive list of actions that 
gaming operators should take to successfully carry out their social responsibilities.

Ongoing staff training is key to achieving one’s social responsibility as it raises awareness 
and increases the understanding of the risks associated with gambling as well as the factors 
that affect a player’s gambling behaviour. 

Age Verification and Customer Due Diligence are also crucial in carrying out one’s duty of 
care. First of all, each customer is required to confirm that they are of legal gambling age at 
the time of opening an account. Secondly, a number of customer due diligence checks must 



be undertaken to verify the customer’s identity and ensure that the customer is gambling 
within his/her means.

In order to prevent young and vulnerable persons from accessing gambling accounts, 
gaming operators must inform customers on filtering solutions that allow them to 
regulate internet access based on selected criteria.  

It is important to point out that social responsibility must not stop at the registration stage but 
must continue throughout the customer’s gambling journey. How can this be achieved? 
Ongoing monitoring of player accounts and customers’ gambling behaviour is essential in 
continuously protecting players from excessive gambling.   

Thanks to training and continuous monitoring, employees will be able to identify signs of 
problem gambling and conduct thorough reviews where appropriate.

Customer interaction plays an important role in providing customers with support and 
guidance in maintaining control over their gambling habits, and, in actively identifying 
customers who may be experiencing or starting to experience gambling-related problems.  
How can one be proactive about this? Interactions made in a timely manner and containing 
information on the available responsible gambling tools and support organisations can help 
prevent gambling-related harm, especially with customers exhibiting early signs of 
problematic gambling. Another factor worth mentioning is that customers tend to respond 
better to a personalised message with actions and recommendations tailored to their issue 
rather than a generalised message.  

Unfortunately, interactions might be ignored and/or customers might continue to show 
concerning behaviour, in which case, it would be one’s duty to proceed with other remedial 
actions such as the setting or lowering of a deposit limit, restriction of a customer’s account, 
temporary closure, and carrying out affordability checks.

Essential to one’s duty of care are the Responsible Gambling tools which must be readily 
available to all customers in order to prevent anyone from playing beyond their means. 
Some of the tools are:

♦ Reality Check, 

♦ Deposit Limits, 

♦ Wagering Limits, and

♦ Loss Limits.

In addition to the above list, gaming operators also offer the facility of standard account 
closures and self-exclusion. What is the difference between the two? In cases where 
customers may want to take a break from gambling, a standard account closure is to be 
applied unless there is a gambling problem involved, which would then require a self-
exclusion.

Another social responsibility to be taken very seriously by each gaming operator is to ensure 
that one is gambling with what s/he can afford to risk losing. Should there be knowledge that 
the customer has been gambling with borrowed funds, it is the operator’s duty of care to 
close the account in question.   



Customer retention and sustainability 

At Hero Gaming, we take responsible gambling very seriously which is why we always make 
sure to have the right tools and procedures in place, whilst also ensuring our people are 
trained well on the subject. We strongly encourage all operators to put responsible gambling 
at their top priority also because it has a great impact on customer retention and business 
sustainability. 

For some, there might still be the misconception of responsible gambling being an 
impediment to the business. However, responsible gambling is not only beneficial for the 
customer but also for the business itself. It is crucial that gambling operators recognise 
responsible gambling beyond being a regulatory requirement and acknowledge how it has, 
in the long run, proven to be a fruitful approach of retaining customers and growing a more 
sustainable business. 
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