Responsible Gaming:
New approaches to an
evolving issue.
How technology addresses
operators’ concerns about
player acceptance.
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The industry as a whole, and not just the individual operators, stands to
benefit from RG programs built into platform convergence. To lessen the
stigma associated with VLT gaming, an RG program can be offered across all
gaming channels, such as online gaming and traditional ticket lottery retail
networks. A multiplicity of gaming platforms can weaken the association
between problem gambling and VLTs.
By making RG programs voluntary and anonymous, yet building in incentives to participate, the operator can provide a complete program that
does not affect overall game performance and continues to offer a positive
player experience.
The need for player-centric applications is driving the development of
SPIELO’s INTELLIGEN™ Central System portfolio, which includes integrated Responsible Gaming features, Player Loyalty and Rewards, and Account-Based Play. It provides an account-based infrastructure with alternative points of player access, and is seamlessly integrated with game features
to incentivize participation. For example, additional games or bonus rounds
can be “unlocked” after a player has chosen a greater level of participation
in the RG program.
INTELLIGEN’s RG infrastructure can also offer holistic benefits to the
entire gaming program, not just the RG interests. Because the RG features
are part of an overall Player Services Manager infrastructure, the operator
can also leverage the advantages of Player Loyalty and Rewards and Account-Based Play – enabling and/or enhancing strategies such as direct marketing, gaming platform convergence, and sophisticated data collection.
Data collection models that “drill down” beyond basic player behaviors
and identify complex actions like chasing losses, switching between games
on a multigame machine, and speed of play also offer valuable insight into
problem gambling behaviors. Should the operator wish to collect this information, the INTELLIGEN RG features can provide that granular level of
player data.
Ultimately, gathering detailed player data related to gaming behaviors
can benefit the entire gaming industry, as well as the individual operator.
There is a dearth of research on the effectiveness of RG solutions, and
longitudinal studies are needed to validate them. Gathering and analyzing
player-specific granular data will help us better understand player behavior,
and in doing so, advance the science of Responsible Gaming toward more
complete solutions and more sustainable gaming operations. u

Corporate Social Responsibility programs are increasingly recognized as a
key element in business sustainability. That, combined with public misperceptions surrounding gaming programs, has prompted Responsible Gaming
(RG) to become the public gaming industry’s fastest-growing priority. Today,
we see significant lottery operator resources channeled into RG, including
entire departments devoted to the issue, where few had previously existed.
The absence of an RG program can leave an operator vulnerable to politically-driven decisions and policies that can affect the lottery’s mandate.
Some jurisdictions have scaled back their total VLT numbers in response to
public pressure and negative optics. An RG strategy can be a powerful tool
for maintaining a successful VLT program and presenting it in a positive light.
Yet operators face what they see as two competing goals when implementing RG-enabling technology: they are expected to implement programs that minimize harm, while at the same time they must achieve their
primary goal of sustaining gaming revenues. Many doubt that both can be
achieved simultaneously. However, our research has shown that operators
can mitigate these concerns through the newest features of RG technology.
For example, some operators worry that RG features like spending controls will discourage participation. They assume that when the player spends
time engaging in the RG program, this will “cannibalize” the time on the
device, thereby reducing revenues. They are also concerned that players will
resist participating in an RG program, especially one based on a player card
or player account, because of a perceived lack of anonymity. Operators see
player concerns about privacy as a major impediment to administering an
RG program through player registration and accurately tracking player data.
Technology has presented a solution for each of these misapprehensions.
For instance, the VLT does not have to be the sole point of access for RG
information. Simplified program participation via alternative points of access, such as kiosk-based or web-based access, means players can continue to
dedicate their VLT time to game play.
A player card or account accessed with a Personal Identification Number
(PIN) can enable anonymity while also ensuring the validity of player-level
data. While government IDs or biometrics could also provide authentication, player acceptance, technical feasibility and overall practicality all need
to be considered when choosing the right approach.
For those operators who assume that voluntary limits reduce revenue
from the core player segment, the potential risks can be offset by the introduction of highly entertaining games intended to attract and increase casual
player participation, including new or non-players.
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