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Putting the Responsible Gambling Code into Action

CUSTOMER INTERACTION WITH A FOCUS ON RESPONSIBLE GAMBLING: AN
INTRODUCTION

This training manual and work book has been created by the Association of British Bookmakers
{ABB) based on training information supplied by the larger betting operators in their application of
the Code for Responsible Gambling and Player Protection, as weli as information from problem
gambling experts. This manual has been designed for the benefit of our independent members with
the consent of those supplying the training detail.

Whilst the manual contains comprehensive information on the areas staff need to know about in
order to comply with the social responsibility aspects of the Code, it is required to be used in
conjunction with a comprehensive ongoing staff training programme run by operators themselves,
which remains the responsibility of the individual operator.

There should be a compulsory element to shop teams spending time in the customer area.

The ABB recently, in October 2013, launched their new Code for Responsible Gambling and Player
Protection.

The ABB is the leading trade association for licensed betting offices in Great Britain
The ABB help create and sustain conditions in which socially responsible betting shops can
compete

e The members of the ABB account for 80% of the betting shop market (major companies and
independents)

As a result of this new Code, there is now a compulsory element to betting shop staff being in the
customer area and maintaining a focus on betting operators’ social responsibilities.

The Code builds on current best practices by implementing new measures designed to further
protect vulnerable people from being harmed by gambling. its success depends upon your ability to
have meaningful interactions.

The Code requires that all staff can meet the below requirements -

¢ All staff should be able to offer customers clear and accessible information on responsible
gambling and the help available
o Staff should have the information to hand as well as it being on display in the shop.
¢ Ali shop staff will be actively encouraged to ‘walk the shop floor’ and implement the Think
21 policy
o Especially amongst machine players and use of the remote counter facility to
prevent play prior to the completion of appropriate age verification procedures
should be encouraged.
¢ All shop colleagues should be able to complete self-exclusion agreements with a customer.
o Until now it has often been a duty manager who has been nominated to be
responsible for this. Moving forward all staff will have to be trained to be able to
carry out the self-exclusion process.
¢ When self-excluding, customers should be encouraged to enter into self-exclusion with
other bookmakers, arcades, bingo halls and casinos in the local area. The ABB has
produced a leaflet with bookmakers’ contact details. A copy of the leaflet will be provided.
Shop staff can add details of other gambling operators in the immediate area if available.
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o Staff will need to be aware of this information and provide it to the customer as part
of the self-exclusion process.

o All staff should be able to recognise a wider range of problem gambiling indicators and
spend time in the customer area to initiate interaction in response to such indicators.

o Feedback from the Gambling Commission and from the ABB suggest that the
gambling industry needs to be more aware of the changes in betting patterns as an
indicator, as well as other more noticeable behaviours. Money loading on machines
is another indicator that staff need to consider.

e Gaming machines

o The Code also details new measures around Gaming Machines, which will be
implemented on March 1% 2014 and which staff will need to understand and be able
to explain to customers.

o Alerts will also go off behind the counter providing opportunities for customer
interaction.

On completion of this handbook staff will also be in a position to:

e Interact with customers in order to drive up customer service standards

e Make Think 21 challenges at an earlier stage and so reduce the likelihood of an underage
person gambling

* Recognise and interact with customers that may be displaying indicators of problem
gambling

e Spot unacceptable and/or anti-social behaviour in the shop and feel more confident to deal
with such behaviour at the early stages

e Encourage an environment in the shop where customers are aware that unacceptable
and/or anti-social behaviour will not be tolerated
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YOUR WORKBOOGK

To ensure that you are able to carry out your role effectively and remain compliant with the ABB
Code, you must read through this workbook and complete the activities. A manager should look
through your completed activities and carry out some role-play activities with you. This will help
your manager to check your learning whilst giving you an opportunity to practice interaction.

Once you've completed your training, you should be able to:

o List the new measures introduced by the ABB’s Code for Responsible Gambling and the shop
teams’ role in delivering these measures

e Recognise a wider range of problem gambling indicators and early warning signs of potentially
aggressive situations and identify when it’s appropriate to intervene

e Describe how increased interaction with your customers will help to encourage an environment

in your shop where customers are aware that unacceptable and/or anti-social behaviour will not be
tolerated
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INCREASING CUSTOMER INTERACTION
Before you start your learning, think about these two scenarios:

Scenario 1:

A customer in your shop is becoming agitated about something — it may or may not be caused by a
gambling related problem.

Is that customer less likely to becorne aggressive with you if you use each other’s names when you
welcome them into the shop and often have a chat with them about their betting or favourite sport?

Scenario 2:

A customer in your shop recognises that he or she may have lost control of their gambling. Is that
customer more likely to talk about this with you if you have a good relationship with the customer
and they are used to having a chat with you from time to time?

We believe the answer to the two questions raised in these scenarios is ‘YES'.

Being in the customer area gives shop staff valuable time to interact with the customers.

Before you read more about how to increase customer interaction, answer the two questions below:

Q) On average, how much time per day do you spend in the customer area?

Q) What 3 tasks do you spend most of your time doing when you’re out on the customer area?

a)
b)
c)

When shop teams use their time wisely in the customer area, they can drive service standards in the
shop and make an impact on business.

Focusing on customer interaction and building better relationships with customers can also help
teams to be more pro-active and more compliant with the licensing objectives, especially:

* Protecting the young and vulnerable from gambling related harm, e.g.
> Spotting young people quicker and being in a better position to challenge sooner
> Recognising self-excluded customers
» Appearing more approachable to customers that may wish to discuss a problem with their
gambling
> Spotting behaviour that may indicate someone has a problem with their gambling

* Keeping crime out of gambling, e.g.
» Customers drinking, smoking or using drugs on the premises
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» Other incidents of anti-social behaviour that are less visible from behind the counter (such
as spitting, swearing, kicking or banging machines, etc)

On the shop floor: What can you do?

Below are some examples of the kind of things you can do when in the customer area. Discuss with
your manager other ideas and make a note of them in the boxes underneath.

Driving service standards:

Greet every customer on entry

Get to know every customer’s name

Introduce yourself to new customers and find out what they like to bet on

Complete the a shop walk ensuring the shop is clean and tidy and the marketing material is
up to date

Ask young people for proof of age ID as soon as they enter and before they begin to gamble
Ask customers for feedback on a particular aspect of service or a product

Check what races or sporting fixtures are on that night

Watch a race / event with the customer and cheer on their selection

Strike up conversations with customers about their favourite sport / team / player

Look out for floating customers and ask why they use competitors instead of your shop
Welcome the machines players/offer a hot drink

VVVY

VVVVYVYVY

Add your own ideas here:

Promoting the Business

Talk to customers about new products or services

Talk up sporting events and challenge them to think what the result will be

Talk to new customers about some of the things that make yours a good betting shop
Offer to show customers how to download the mobile app on their mobile

Run demo sessions on the machines

Talk to customers about any options for digital betting

Show customers popular machine games

Show machine players new machine games

VVVVVVYVYY

Add your own ideas here:

54




Putting the Responsible Gambling Code into Action

What does positive customer interaction mean for yvou and your shop team?

s Finding a way to spend as much time as possible on the shop floor (even when working
alone)

e  Getting to know your customers and developing your relationship with them

e Focusing on customers and recognising where someone could be under 21 and challenging
for proof of age ID

e Looking out for early signs of anger / anti-social behaviour and intervening when it is safe to
do so

e Recognising that unacceptable behaviour may be an indicator of a problem with gambling
and initiating conversation in which a customer may want to seek help and advice

Positive interaction does not mean:
e Intervening in difficult situations that would put you, your colleagues or customers in danger

e Pressuring customers who show signs of unacceptable and anti-social behaviour into
admitting they have a problem with their gambling

Make a note of anything your think will prevent you from introducing a positive interaction
attitude in your shop. Be ready to discuss this with your manager and then agree what you can
do to overcome those barriers, to make a note of next to your initial thoughts:
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Best practices for positive interaction when working alone

Remember, when working alone you're still required to spend every available opportunity in the
customer area. However, you should consider the following things before leaving the counter:

* Does the level of business allow you to leave the counter?
When in the customer area keep an eye out for which events are about to start. If customers are
betting on the next race you'll need to make sure you can get back to your till quickly to accept these

bets.

¢ Is the money secure when you leave the counter?
You must ensure that the cash held in your till is minimal and that the till drawer is locked before
you leave the counter. Even if only leaving the counter briefly, you must always lock the counter
door or hatch, ensuring that you can re-gain access when needed.

e Are the customers in the shop known to you?
If the answer is yes, it’s an easy decision to make. Even if you don’t know everyone you can still go
into the customer area — how else will you ensure that your new customers get a warm welcome?
However, if you feel your safety may be compromised in any way, remain behind the counter.

If you’re unable to get into the customer area and you spot someone displaying signs of problem
gambling, you must still record the incident in the log.
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PROMOTING RESPONSIBLE GAMBLING AND RESPONDING TO PRCBLEM GAMBLING

All staff have a part to play in promoting responsible gambling:

¢ Recognise behaviours that indicate a customer may have a problem with gambling

e Recognise and respond to a request for help and advice in relation to problem gambling (be
that from a customer, a relative of the customer or from a third party)

e Deal appropriately with customer self-exclusion
Deal appropriately with customers who wish to re-commence gambling following a period of

self-exclusion
¢ Record details of the above in a log to share with other team members and to aid reporting

of regulatory returns to the Gambling Commission

Make a note below of at least 10 behaviours that may indicate someone has a problem with their
gambling.

CENPU A WN R

s
@

TASK: Read the following statement:

When deciding if a particular behaviour is an indicator that someone may have a problem with their
gambling, you should be on the lookout for behaviour that appears unusual to the customer or shows
clear signs of distress.

Do you think this is easier to do if you know all of your customers well and have built better
relationships with them?

Answer:
Self-exciusion

As part of the ABB Code for Responsible Gambling, all staff will be responsible for carrying out the
processes of self-exclusion and recommencing gambling.

e  All staff must complete the Self-Exclusion and Recommencing Gambling training in this
workbook.

e By getting to know all of your customers by name and through building great relationships

with them, you will be in a much better position to:

10
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- Appear more approachable to customers to ask you directly for help and
advice once they begin to feel they may have lost control of their gambling

- Approach customers who display non-aggressive indicators of problem
gambling to open up a conversation and check on the customer’s welfare

- Intervene in situations where a customer may be showing early signs of
anger that might be an indicator of problem gambling

Most importantly, where customers have built great relationships with the team and where they
have become familiar with the team members being on the shop floor there is evidence to suggest
that customers are:

e Less likely to display aggressive/violent behaviour

» More likely to leave the shop and take their anger and any potential aggression or violent
outburst with them.

Self-exclusion: sequence of events

1. The following is the sequence of responses to a request for help from a person who believes
that they might have a problem with gambling:

Give the customer a suitable responsible gambling leaflet and discuss the details. All
discussions must take place as privately as possible.

Encourage them to phone the National Gambling Helpline on 0808 8020 133

2. Log the customer enquiry as an interaction in the ‘Customer Interaction’ log, whether they
take the leaflet and advice only or also go on to self-exclude. If they enquire more than once,
log each discussion as a separate interaction.

- Discuss the option of self-exclusion.

- If the customer wishes to self-exclude they can do so immediately, or alternatively, having
obtained the necessary information, they may wish to take some time to consider this

option and possibly discuss with another person.

3. Ifthey do not wish to seif-exclude immediately offer a copy of the form to take with them
and bring back, or post back if they do not wish to enter the shop again.

4. Give the customer a copy of the self-exclusion leaflet, explain the procedure in full and
remind them that a self-exclusion scheme can be initiated immediately.

5. When the customer indicates they do wish to self-exclude, complete the form in conjunction
with them ensuring that all the details are correct.

6. Ask the customer to supply two photographs and explain that without a photograph the
likelihood of a member of staff recognising them is greatly reduced, particularly where more
than one shop is included.

11
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7. Explain to the customer that the self- exclusion period must be for a minimum of 6 months
and can be for a period of up to 5 years.

8. Confirm the self-exclusion dates requested with the customer before entering on the form
{must be for a minimum of six months).

9. If applicable, inform the customer that all forms of account betting will be automatically
included in their self- exclusion.

10. Ask the customer if they wish to self-exclude from any other shop within the organisation.

11. You should state to the customer that they may wish to consider self-excluding from other
gambling premises in the locality. Details of bookmakers are on the leaflet provided by the
ABB. You can add details of other gambling operators in the immediate area if available. Add

that it is still their responsibility to telephone or visit to complete this.

12. Review the details of the self-exclusion scheme with the customer prior to obtaining their
signature. Ensure you witness the form by signing the relevant box.

13. Inform the customer that they have now self-excluded from the premises included in their
scheme and any betting accounts they also have in place.

14. Give the customer their copy and confirm that they are now self-excluded.

15. Explain to the customer that at the end of the chosen period the exclusion will remain in
force until such time that the customer completes a Declaration to Recommence Gambling.

16. Inform the customer that at the end of the period of self-exclusion, should they wish to
recommence gambling, they will be required to:

a. Complete and sign a ‘Declaration to Recommence Gambling’ form
b. Not enter the premises, or any other shop/facility included in the scheme, for the
purpose of gambling following their submission of this form until a further twenty-

four hours have passed; to allow them time to consider their decision.

17. inform your manager and shop colleagues that the customer is now excluded.

Age verification and Think21

Another advantage of getting to know your customers is that you and your team will be in a much
better position to spot new customers as they enter and, if they appear under 21, ask for proof of
age ID.

Remember all Think 21 challenges must be recorded — whatever the outcome.

It is important challenges are made on entry, but they can also be made at the counter.

Machines should be sighted within view of the counter to help avoid gambling by young people and

use should be made of under the counter facilities to disable to machine if there is any doubt as to
their age and before they are asked to provide ID.

12
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Indicators of problem gambling

The vast majority of people will be able to enjoy gambling for what it is — an enjoyable form of
entertainment. However, there will always be those for whom it becomes something different, and
they can develop into problem gamblers.

It is important to remember that problem gambling is not always easily recognized; many problem
gamblers successfully hide their addiction from friends and family. As a betting shop employee
however you will be best placed to notice the change in behaviours which may indicate a problem
with a customer’s control of their gambling developing.

You can also provide them with the information about where to get help and how to self-exclude
from your betting shop and other premises should they wish.

Some indicators of problem gambling which will cause little to no offence to others around them are
for example:

¢ Always talking about their losses

o Spending all of their money and then coming back later with more money

e Admission of debts

® Sweating, red-faced due to fear or distress

e Throwing betting slips / pens on the floor

s Paranoid belief in rituals or lucky routines

e  An admission that the amount they are spending is causing them distress

o A view that gambling is a means of making money

¢ Changes to betting patterns (See below for examples)

¢ Continually loading money into a machine over a short period of time or repeatedly using
cash or a debit card to purchase machine credit over the counter — this may suggest the

customer is chasing their losses (a classic problem gambling behavioural indicator)

Changes in betting patterns may also indicate a problem with gambling and are no less important
than other, more noticeable, behaviours.

Changes to look out for involve:

e Customers increasing their stakes, e.g. the customer has always staked an average of £2 per
slip and suddenly starts to bet at £20 and above.

e Customers who dramatically change their betting patterns and frequency of visits, e.g. a
customer who normally comes in once a day and places a multiple bet is suddenly betting

13
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race by race every day. He/she may now be placing singles and may even change product
type, for example changing over to greyhound betting because of the speed of the races.

e Customers who normally stay in for their lunch hour or come in for a little while after work
suddenly extends their break or stay in all day/all evening

e A customer is clearly betting down to the very last of the money they have on them — this
may lead to the customer asking to borrow money

¢ A machines player has been playing his own money then stops and instead crowds around
another customer using the machine, telling them what to bet and expecting a reward if the
person playing wins

e Anunwillingness to admit they have lost money in the belief this is only temporary and they
can win the money back

¢ Claiming they have lost because the outcome of the event or game was “fixed” against them

Customers who display changes to their betting patterns do not necessarily have a problem with
gambling but from a due diligence perspective we should be aware of the change in betting
pattern, frequency of visits, etc. As with any approach to interact with a customer displaying
potential signs of problem gambling, the interaction is aimed at creating a general conversation
that could just be a reality check for the customer.

As the behaviours above cause little to no offence to others they may be less noticeable. However,
you and your team must not overlook such behaviours.

e By being in the customer area, you will be more likely to spot these behaviours.

* By knowing your customers well, you will be more likely to spot that these behaviours are
out of the norm for the customer.

Having built great relationships with your customers, you will feel more comfortable to simply start a
conversation or sit and watch a race with them. This may encourage them to talk to you about any
problems they may be having with their gambling.

Customers generally fall into four categories of gambler and it helps to be aware of the potential
escalation to problem gambler.

1. Social gambler

2. Regular gambler

3. Problem gambler

4. Pathological gambler

Common triggers for escalation to problem gambler and beyond include:

Loneliness

Isolation

Work problems

A life crisis such as bereavement etc.
Low self esteem

O O O 0O 0
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Interaction log - important

An Interaction Log must be completed when you’ve observed any behaviour that could be an
indication a customer is not in control of their gambling — whether or not you have intervened.

The Interaction Log will be a great communication tool in keeping the shop team up to date with
anti-social behaviour on a daily basis.

Other incidents that should be logged include:

- Age verification challenges (successful and unsuccessful)

- Incidents involving customers not in relation to problem gambling such as
verbal abuse or violence

- Self-exclusions or attempts to breach a self-exclusion

TASK: Consider the behaviours described above; make a note below of the different approaches you
could take to open up a conversation and/or check on the customer’s welfare.

We've given you some ideas to get you started:
A customer is always talking about losses or admits to debts...

e  You could ask if it would help to have someone to talk to. If they say yes, mention the
National Gambling Helpline: 0808 8020 133

A customer throws pens/slips on the floor...
* You could say ‘that’s not like you Jim, is everything ok?’
Essential interaction skills

Don’t judge, listen....try to understand

Be specific about your concerns and what help you can offer

Be conscious of your voice level and tone: A calm assured voice models respect and helps
ease these moments

Don’t dominate the conversation or try to get the last word in

If they feel the need to finish try to keep the door open for future talks

Avoid describing the customer as “having a problem (with their gambling)” — as most
problem gamblers will be in denial

Try to approach them using phrases such as: “Do you feel gambling’s become an issue for
you?” and listen out for key phrases such as ‘chasing loses’, denial of the problem, or
indications that gambling has caused serious financial difficulties and/or is affecting their
home life

» They may try and blame you as the gambling operator, and you may have to accept that you
cannot help them any further at this stage

VvVY

YV VYVYV

If appropriate you can remind customers about some of the ways to help stay in control of their
gambling. The following responsible gambling messages will also be on the machines and leaflets.

1. Don't think of gambling as a way to make money

15

62




Putting the Responsible Gambling Code into Action

2. Only gamble with money you can afford to lose

3. Decide how much you want to spend — set a money limit on the machine

4. Decide how long you want to play — set a time limit on the machine

5. Think about how much time and money you have spent today

6. Never chase your losses

7. Don't gamble when you're depressed or upset

8. Balance gambling with other activities

9. Take frequent breaks

10. if you need more help call the National Gambling Helpline or visit gambleaware.co.uk

Remember: The aim of this type of interaction is for you to give the customer the opportunity to talk
to you about a possible problem with gambling if they indeed believe they have one.

Your objective is NOT to get the customer to admit to a gambling related problem.
indicator of problem gambling’ or just ‘anti-social behaviouy’?
TASK: Think about the following scenarios.

e If a customer shouts and swears at you or at one of your colleagues, is he or she showing
signs of distress with their gambling or are they displaying anti-social behaviour?

WRAE O YOU TRINKP.c.eerereeeee ettt rtse s e see s s e st s st s e s s ensssnenesasssnessessnssasasesserssnessens

e When a customer kicks a machine or even tries to smash it, is this because the customer is
anti-social or is this indicative of the customer not being in control of their gambling?

WAGE GO YOU LRINK oottt et eests s st s be st sbn st st b s st r st sses s un s nosnbssesansnnebsnesnsesnrasnsan

o [f a customer is smoking, drinking or using drugs on the premises, is this down to anti-social
behaviour or a gambling related problem?

VWAGE QO YOU THINK?P c..ooveeeeeeeevteeeveeeteeteeverisserssnsesssossesssinssrossssssnssessessenssassessssrostsssssseressassastnsssssssssssssss

There may be times, like in the examples above, when something that could be an indicator of
problem gambling will also be an example of unacceptable and even anti-social behaviour.

For example:

Attempting to borrow money from customers or shop colieagues (may be seen as begging)
Creating arguments or using rude language or behaviour when losing

Hitting or kicking the machines

Banging the buttons or the screen of the machines

Smoking, drinking alcohol or even taking drugs (to relieve the stress caused by their
gambling)

Spitting {at something)

e A machines player has been playing his own money then stops and instead crowds around
another customer using the machine, telling them what to bet and expecting a reward if
the person playing wins

16
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Looking at the list above, none of these behaviours are acceptable and all of them would fit into the
definition of ‘anti-social’ behaviour.

*Would you ban someone for banging the buttons on a gaming machine? Ask them to leave? It's
unlikely. Though you would want them to stop. What about someone who throws pens at the TVs —
certainly it is unacceptable and could even escalate if it isn"t managed — but we would not ban the
customer or phone the police. However, we would want them to stop such behaviour.

So...problem gambling? Or just anti-social?

Actually the answer to that question doesn’t matter at the time it happens. In both scenarios, the
behaviour is not acceptable to:

Shop team colleagues working at the time

Other customers present in the shop

Gambling Commission (where no action is taken to interact)

Other interested parties (local authorities, police, media) again if we’re seen to take no
action

As some of these indicators are clear examples of anti-social behaviour, they can fall into the
licensing objective to keep crime out of gambling. It is in this area where we can demonstrate an
improvement in the way we seek to:

e Manage unacceptable/anti-social behaviour
e  Offer support to customers that may have a problem with gambling

Some examples of anti-social behaviour are so serious that they result in:
¢ Harm to another staff member or another customer (intimidation, harassment, assault,
including spitting)
e Criminal damage to property {machines, security screens, glass etc.)

Robbery

These are acts that even if they are caused by a problem with gambling, it is beyond your level of
responsibility to help and advise the person involved.

These behaviours should be reported to your central security and, in some cases, to the police.

17
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MACHINE MESSAGING (as of March 1% 2014)

New mandatory alerts and voluntary limits on time and money spent will be in place on all machines
from March 1% 2014.

Staff should be fully aware of these and how they will work so they can talk to customers about
them and answer any questions.

The exact specifications should be checked with your machine supplier.

Session

The machine needs to have a defined session in order for the limits to work. A session will start as
soon as credit is added to the machine, and it will end either when the player cashes out, or when
the balance falls below £0.20 and there is no activity for 60 seconds.

Important: If a player runs out of credit but 60 seconds does not pass before the next player starts
playing then that will not be recognized as a new session by the machine.

If credit remains on the machine but there is no activity for 4 minutes, this also causes the session to
end.

Voluntary limits

Players can set time or spend limits for themselves, or both. The minimum time limit is five minutes
and the maximum is 3 hours. Monetary limits will be set at £1 increments.

Important: The spend limits refer to credit inserted and not turnover on the machine.

Limits are set via the “Set your Limits” button in the bottom right of the screen. When the button is
green it means no limits have yet been set; once limits have been set it will appear blue.

Limits should be set before credit is loaded onto the machine. If a player wants to set a limit after a
session has already started, this is possible, but the limits are being set for the rest of the session,
e.g. a limit of £0 would allow play to continue, but would not allow any further credit to be inserted.

Once the limits have been reached play will be suspended for 30 seconds. The pop up messages that
will appear on screen will display some responsible gambling information. The pause is designed to
allow the customer time to think about whether they want to continue playing. An alert will also go
off behind the counter providing an opportunity for customer interaction if needed.

Mandatory reminders

The players will have no control over the mandatory reminders — they will apply even if voluntary
limits are set.

The mandatory spend reminders are triggered at £250 and every £250 thereafter. The player will be
required to go over this amount before the pop up is triggered. The reminders are triggered on the
total amount inserted during the session, not on machine turnover.

The mandatory time reminders are triggered at 30 minutes and every 30 minutes thereafter. Once
30 minutes is reached a pop up will appear.

18

65




Putting the Responsible Gambling Code into Action
Once the limits have been reached play will be suspended for 20 seconds and an alert will go off
behind the counter providing an opportunity for customer interaction if needed.
Session Data

Some operators will allow loyalty card users to request their session data, which includes money
won or lost and time spent on gaming machines.

All customers will be able to access a time and spend summary for their current session on the
gaming machines. This is available on the “Set Limits” screen.
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CONFLICT MANAGEMENT

To help you deal with the indicators of problem gambling that mentioned earlier, it's useful to
refresh your understanding of dealing with anger.

The common thread between experiencing a problem with gambling and becoming angry about
something is an increase in the level of emotion being experienced by the individual.

Before reading further, make a note below of 10 early warning signs that someone is becoming
angry

Lo NOLE WM

fary
o

Now look back at your list of indicators of problem gambling and tick any that you've repeated here
as examples of anger.

Before you read further, on a scale of 1-10 (where 1 = completely disagree and 10 = completely
agree) would you agree that it is perfectly acceptable for someone to become angry about something

or someone?

Anger is a human emotion that everyone experiences from time to time. We all have a right to feel
what we feel so it is acceptable for someone to feel angry about something or someone.

¢ Anger can range from simple frustration to downright fury
o |t is the behaviour that springs from that anger that may become unacceptable

e Being angry about someone or something is acceptable; becoming aggressive towards
someone or something is not acceptable

Consider this scenario:

A customer runs up at the off of a race but it is too late for your colleague to place his bet. The
customer is normally mild mannered and not known for creating arguments or using rude language
or behaviour. You’re in the customer area and he approaches you whilst he watches the race. His
selection wins. He shouts and swears at you and throws his pen at the TV.

So...
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Putting the Responsible Gambling Code into Action

Is this customer just anti-social? Does he have a problem with his gambling? Or is he showing
warning/danger signs of being angry?

What do you think?
What would you do in this situation?

Whether the customer has a problem with gambling or is just plain angry, you will need to be
confident that you can:

Recognise the signs of anger

Identify when it's safe to intervene
Manage your own response to anger
Take steps to defuse anger

Causes of anger and aggressive behaviour

The ‘equation of aggressive behaviour’ tells us what causes aggressive behaviour. It is a combination
of factors.

THE PERSON’S PRE-CONDITION
What does a person consider to be acceptable behaviour?

A TRIGGER + for A PRE-PLANNED EVENT
Something that happens to make the Where someone has already
person feel angry, frustrated, etc. decided upon a course of action

The equation tells us that aggressive behaviour is caused by a combination of two factors - the
person’s pre-condition and added to that is either a trigger or a pre-planned event

A person’s pre-condition

People get angry for many reasons and some get angry quicker than others. Their pre-condition may
determine:

e How quickly they become angry
e How angry they become
e  Whether or not they will use aggressive behaviour or even become violent

The factors that can create the pre-condition include:

o Their beliefs, norms etc, e.g.

- some people naturally talk louder than others

- what some people see as bad behaviour (spitting, swearing, etc) others see as acceptable
and normal behaviour

- some may think it acceptable to shout and threaten others to get what they want

- some people come from a background of violence and see it as normal
What is the state of mind of the person at the time? Do they suffer from mental iliness?
Is the person under the influence of drink or drugs?

e Do they have a problem with their gambling?
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Putting the Responsible Gambling Code into Action

in some cases, anti-social behaviour is often a symptom of a person’s pre-condition. There doesn’t
have to be a specific trigger nor a pre-planned event for the person to behave in an aggressive
manner.

A pre-planned event

Based on someone’s pre-condition, it may be they decide in advance to use aggression and/or
violence, such as in the cases of robbery or smashing up the machines.

in these cases, staff should never attempt to intervene; you should always follow policy for dealing
with such cases.

Trigger

A trigger is something that happens to make someone feel angry or frustrated. In your shop that
could be:

Not being able to get a bet on

Not being given a back price

There’s an unexpected R4

The customer is losing money across the counter or on the machines
There’s no money in the shop to allow them to be paid winnings

TASK: What other things could make a customer feel angry or frustrated? Make a note here of
things you may have seen people get angry about in your shop:

So, now you know what causes aggression and also what may trigger the anger in the first place.

The next model shows us the ‘cycle’ an angry person goes through — it is the ‘Violent Behaviour
Cycle’.
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Putting the Responsible Gambling Code into Action

Vicolent behaviour cycle

Recognising the early warning signals of anti-social behaviour and of a potentially aggressive
situation allows us to intervene early and reduce the chance of the situation escalating into violence.

Trigger Escalation Critical Recovery Post-Trauma
Phase Phase Phase Phase depression

Phase

N
Ry
The trigger phase is the point at which the individual first indicates a move away from how they
usually behave (i.e. their baseline behaviour). Such changes may be seen or heard in verbal or non-
verbal behaviour, e.g. an unwillingness to sit down, doesn’t wait for you to finish your sentences, no
eye contact, tapping fingers (tapping harder on the buttons on the machines), finger wagging,
fidgeting, pacing, increased tone, pitch and speed of speech.

The less familiar you are with a particular individual, the more easily you can miss these early
warning signs of the possibility of attack or violent outburst. So the better you know someone, the
more likely you will pick up on a change in behaviour.

At each phase, the person’s behaviour can be said to be a method of communicating. In the Trigger
phase, the person is more than likely feeling very agitated and is trying to communicate that they
are hurt, concerned or worried about something.

The escalation phase

At the escalation phase, the person is becoming more aggressive and this can lead directly to violent
behaviour. If there is no intervention, the person will become less open to diversion and their
behaviour may become destructive.

As the levels of emotions increase, the person will be less likely to respond to any form of rational
intervention. During this phase, your actions are likely to be over-interpreted as aggressive. Even
approaching a customer may be seen as a threat as you invade his or her personal space. It is,

therefore, very important to intervene as early as possible in the escalation phase.

The behaviour in the escalation phase is now more like a danger sign than an early warning signal.
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Putting the Responsible Gambling Code into Action

What behaviour might indicate that someone has moved into the escalation phase?

WO NOLE WD
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©

The critical phase
As the person experiences increasing levels of emotion, they will become less able to control
aggressive impulses. Actual violence becomes more likely. Any attempt at verbal ‘argument’ or any

confrontation from you at this stage is likely to increase the agitation of the aggressor.

TASK: Think about a time when you’ve been angry about something. You’ve initially ‘caimed
down’ only for something to trigger you off again into anger.

What was it that triggered you? Was it something someone said or did?

Or was it just that you mulled things over and that triggered the return of you anger?

The recovery phase

The person’s level of emotion can remain high for a period of one and a half hours after the incident.
Attempts to intervene during this period can result in a renewal of the violent outburst.

it is during this recovery phase that many intervention errors occur. A person may appear to have
calmed down but they are particularly sensitive to trigger factors.

Post-trauma depression phase

In this phase, the person is likely to show signs of mental and physical exhaustion. Anyone who has
experienced an adrenalin rush will have some idea of what this feels like.

The individual may become tearful, remorseful, guilty or ashamed. At this point, the individual may
be receptive once again to intervention.

Important! You are unlikely to see the customer go through all of the phases. For example:

Where a customer has erupted into a violent outburst, it is likely that he or she will leave before
entering the ‘recovery’ and/or ‘post-trauma depression’ phase.
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Putting the Responsible Gambling Code into Action

A trigger may have occurred before they enter the shop {at home, in another bookmakers, even
another driver who has just cut them up as they drove to your shopl).

Answers from above:
Behaviours suggesting someone has entered the escalation phase:

Fists clenching / unclenching

Lips tightening over teeth

Face goes white as blood rushes from the brain to the arms and legs (ready for fight or flight)
Head dropping forward to protect the throat

Eyebrows dropping to protect the eyes

Hands rising above the waist

Shoulders tensing

Changing to a side-on or fighting stance

. Glancing at intended target areas

10. Lowering of entire body before launching an attack

WooNOU WD R

Managing your own response to anger

When a person is faced with an aggressive encounter, he or she is also likely to experience a similar
set of behavioural responses. As the level of emotion increases, they may also find themselves
caught up in the violent behaviour cycle.

This means that at exactly the moment when it is important to behave in a rational and controlled
manner, the heightened emotional state is likely to hamper the person’s ability to manage the
system in a controlled and effective way.

The exact time that any given incident ‘begins’ is often difficult to determine. The earlier you can
recognise signs of anger, the greater the opportunity to intervene earlier and avoid escalation.

There are three factors to consider in order to ensure safe and successful management of difficult
situations.

Maintain a constant awareness of the person’s behaviour

Get to know your customers, observe how they normally behave

Take note when they start to show unusual behaviour

We already know that there is a greater risk of violence where someone’s pre-condition
dictates that violence is acceptable

e  Where someone shows signs of escalating anger, or a pre-condition such as being under the
influence of alcohol or drugs, it is almost always too late to intervene

® & 9

LOOK: Is the person showing signs of anger

LISTEN: Exactly what are you hearing? Listen for volume, speech patterns, rate of speech

TEST OUT: Testing determines the readiness, willingness and ability to co-operate with a request
e.g. does the person react to your presence by looking up? Can you make contact verbally? Does the

person respond when you call him or her by name? Will they speak to you?

2. Be aware of the environment
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Who else is in the shop? Are they at risk of harm?
How close to the customer are you? As agitation rises, ‘personal space’ increases. Take a
step back to reduce tension rather than a step forward, which may be seen as threatening
e  Where are you — are you close enough to the office door or the shop exit if you need to
remove yourself from the situation?
¢ Never allow a customer to box you into a corner of the shop

3. Assess yourself; your feelings, your strengths, your weaknesses

It is very important that you manage your own response to unacceptable behaviour

¢ [f the behaviour makes you angry, you'll need to manage that before approaching the
customer otherwise you may be the cause of escalation

¢ [f the person’s behaviour causes feelings of anger or fear you will naturally begin to display
physical signs of anger or fear

Our own thoughts and feelings, which are often determined by our own pre-conditioning, will
impact on our actions:

Thoughts Feelings Action

'm scared Fear Freeze

I can’t cope Fear Panic

Who does he think he is? Anger Aggression
How could she say that? Hurt Non-assertion
I'd better go along with thisor | Fear Non-assertion
he will get out of control

Diffusing anger

First and foremost, stay calm
e Look, listen and test
e Assess yourself: if your thoughts and feelings are affecting your behaviour you are not in the
right frame of mind to deal effectively with an angry person
Be assertive
Try a diversion tactic; for example, someone is beginning to bang on the gaming machines. It
may be enough to divert the customer from their mounting anger simply by gaining eye
contact with them, asking if there is a problem with the machine. If they respond positively,
offer them a drink
If a customer has a complaint or dispute, be ready to show the customer that you are willing
to help resolve the issue
Maintain an awareness of your non-verbal behaviour — is it matching your words?
If you or a member of the team has made a mistake, admit it openly
Say ‘sorry’ once and mean it
Don’t over apologise
Don’t counter attack

VVy®e
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Putting the Responsible Gambling Code into Action

TEST YOUR LEARNING

Discuss the following questions with your manager in a 1-1 session. Make a note of your agreed
answers.

1. Tick all that apply. The best time to intervene is when:

a. A customer has pre-planned a violent activity and has just entered the shop
b. During the ‘trigger’ phase

c. A customer has just calmed down after a violent outburst

d. As early as possible during the escalation phase

2. True or False? Once I've been trained, | will be expected to intervene in every incident of
unacceptable / anti-social behaviour in my shop.

Explain why it’s true or false:

3. Where a customer is demonstrating the early warning signs of anger, and | feel confident to
intervene, | can help to defuse the anger in the following ways:

4. The following people / teams are available as support if | feel unsafe or uncertain about
how to intervene with someone displaying unacceptable / anti-social behaviour:

5. Iflgo out onto the shop floor when I'm working alone, | must:
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Role-play scenarios

Your Line Manager will ask you to show how you'd deal with the following situations. He orshe can
then give you feedback on how you did, including giving feedback on your non-verbal
communication.

Your Line Manager may improvise in these scenarios so be ready to respond accordingly.

Scenario 1:

You are tidying up in the customer area. Jamie is a regular machines player and has been known to
bang the buttons out of frustration when he loses. He has been on the machine for about 20
minutes and you hear him bang the buttons and swear at the machine. He shakes his hand as if he

has hurt it when he hit the machine.

What will you do? Think about what you'll say and how you’ll say it (consider your non-verbal
communication as well).

Be prepared to discuss with your Manager what you would be looking and listening for as you
intervene.

Notes:

Scenario 2:

You're in the customer area. A customer is sat at a table watching the racing on the TV screens. He is
starting to shout at the screen and throws a pen at the screen. Most of his bets have been losers
today and other customers are looking at him uncomfortably. You get on well with this customer
and have been known to sit and watch the racing with him before.

Show your Manager how you would respond in this situation.

Notes:

28

75




Putting the Responsible Gambling Code into Action

Scenario 2:
You can see a group of young people hanging around outside the shop - they have been there for
some time. A customer you think you have seen in this group enters the shop, you don’t recognize

him, and he begins to walk over to the machines. What do you do?

Notes:

Scenario 3:

You suddenly have a rush to place bets at the counter. Whilst you are busy serving at the counter a
new customer enters and sits down at a machine. You can’t see their face. What do you do?

Notes:

Scenario 4:

You're in the customer area talking to a customer when someone rushes into the shop and
immediately starts to shout and swear at nobody in particular. He looks extremely angry and is
talking so quickly, you find it hard to listen to what he is saying. He kicks over a stool and walks
towards the gaming machines. Another customer playing on the machines backs away. The angry
person punches the screen on the gaming machine but the screen doesn’t smash. Looking around,
the person sees you in the shop and begins to walk towards you.
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Putting the Responsible Gambling Code into Action
What will you do?

Be ready to talk your Manager through what you’re thinking and feeling at the moment the
aggressor comes in and again when he begins to walk towards you.

Notes:

Scenario 5:

Following your intervention earlier, Jamie from scenario 1 has calmed down on the machines. He
comes to the counter a little while later and apologises for his outburst. He says ‘sorry about earlier,
| got a bit carried away. | can’t seem to control myself when I'm losing money’.

How will you respond?

Notes:

Scenario 6:

Tom is a regular customer that is well-known to you. He places bets OTC and has never been known
to play on the machines. Tom has only ever come in twice a week during the evening. You've now
seen Tom in your shop for the fourth time this week. He has continued to bet OTC but you've
noticed a small rise in the amounts he places. He has also started to play on the machines and
although there are no obvious signs of agitation with the machines, you’ve noticed him putting quite
a lot of notes into the machine. He normally places bets of around £5 over the counter.

In what way will you respond?

Notes:
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Role-play: feedback from my manager

What | did well?

How | could improve?

Self-exclusion training task

We recommend that all customers be asked to sign a declaration to recommence gambling upon
their self-exclusion period running out.

12 months is generally the time set for self-exclusion agreements, but it can be up to five years and
as little as six months under Gambling Commission rules.

If you do not have your own forms we can supply you with versions you can replicate.

Ask your Manager to give you a copy of the Self-Exclusion Agreement form and the
Declaration to Recommence Gambling.
- Prepare to show your manager that you can complete the self-exclusion and recommencing
gambling processes with a customer and fill in each form fully and accurately. To help, think
about what you need to ask / tell the customer and what information needs to be written on

each form.
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Following proper procedures, complete:
e A Self-Exclusion Agreement form with your manager acting as the customer. Remember that
you can and should use the Sequence of Events, even when dealing with a genuine

customer.

e A Declaration to Recommence Gambling.

Your manager will give feedback on what you do well and where you need to improve. Only when
you’ve completed this task fully and accurately should you both sign below to sign-off your training.

Your name and signature —

Your manager’s name and signature —

Gaming Machine Limits Exercise

Fill in the grid below with the correct information based on what you have learnt about how the

mandatory and voluntary machine limits will work.

A customer walks away from a
gaming machine after playing for
27 minutes, his total loaded
spend was £50.00. No winning
ticket was printed. Another
customer immediately puts
£20.00 into the same machine
and plays for 10 minutes.

A regular customer sets a spend
limit of £500.00 and then inserts
a winning gaming machine ticket
from yesterday for £450.00.

A customer sets a spend limit of
£200.00 and puts £200.00 into
the gaming machine. After 10
minutes the customer’s credit
has gone up to £300.00 as he
has won £100.00. He then
spends another 10 minutes
playing his credit down to 0 and
walks away.

A customer loads £150.00 onto a
gaming machine. He plays for 10
minutes and walks away when
his credit hits 0. Another
customer immediately puts £100
into the same gaming machine.
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A customer sets a time limit of
25 minutes and loads £200.00
onto the machine. After 20
minutes he logs out, prints his
ticket and walks away. Another
customer immediately puts
£50.00 into the same machine.

A customer sets a spend limit of
£100.00 and loads £100.00 onto
the machine at the counter
using a debit card. Once the
customer has spent £80.00 of
the original credit and has been
playing for 25 minutes, they
then put another £100.00 into
the gaming machine.

A customer sets a time limit of
25 minutes and hen loads
£100.00 onto the gaming
machine. The customer plays for
25 minutes, prints his ticket and
walks away.

A customer sets a spend limit of
£100.00 and inserts £100.00.
After 10 minutes of playing the
customer receives a telephone
call, so prints the ticket after
spending only £60.00 of the
£100.00. Another customer
immediately puts £50.00 into
the same machine.

A customer sets a time limit of
20 minutes and a spend limit of
£50.00. Once the customer has
played for 15 minutes, he
realizes he has nearly spent his
£50.00, so clears all limits. He
then inserts another £50.00 and
continues to play the gaming
machine for another 20 minutes.

A customer sets a spend limit of
£100 and loads a ticket from
yesterday for £110.00.
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association

Responsible Gambling and Player Protection Code Training 2014

.......................................................................

I confirm that all staff at the above company have been trained in the requirements of
the ABB Responsible Gambling and Player Protection Code and can:

Offer customers clearer and more accessible information on responsible

®
gambling and help available.

e Recognise a wider range of problem gambling indicators and be aware of the
most vulnerable groups.

‘Walk the shop floor’ and initiate interaction with customers.

Initiate interaction in response to problem gambling indicators.

Explain to customers about the new mandatory and voluntary time and money
based reminders on machines, provide customers with session data, and
respond to the behind the counter alerts.

¢ Complete self-exclusion agreements with a customer and encourage customers
to enter into self-exclusion with other bookmakers, arcades, bingo halls and
casinos in the immediate area.

e Implement the Think 21 policy at an earlier stage on entry and amongst
machine players, and use the remote counter facility to prevent play on
machines prior to the completion of appropriate age verification procedures.

JA 21 44 T e
N 3Tea i 1101 (PPN
| D P

Association of British Bookmakers Ltd Warwick House, 25 Buckingham Palace Road,
L.ondon SW1W OPP

tel: +44 (0)20 7434 2111 email: mail@abb.uk.com
Ranictarad in Enaland Ko ARRA22K
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ACCEPTABLE PROOF OF AGE

- CARDS BEARING
THE PASS
HOLOGRAM

- PHOTOCARD DRIVING LICENCE

- PASSPORT

NATIONAL GAMBLING HELPLINE
0808 8020133 o gambleaware.co.uk
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GAMCARE
CERTIFICATION

’ 14/01/2009
Social
Responsibilify
Training
ertificate

Of/\ﬂendc:mce

George Moakes
aftended and successfully completed GamCare
training on social responsibility

Training was facilitated by Teresa Tunstall,
Head of Devalopment, GomCare
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Geoffrey Godbol

GAMCARE
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! Ztearn pick up
their Award

- London. Thejudges were
particularly impressed at the
ability, breadth of knowledge

andfriendly attitude ofall

thestaff they encountered
at Roat!, the empowermert
the staff are given by their
management and the expert ‘
way they interact with their
CUstomers. ‘

‘It'satough me out there, but Yyou can still make a successful
business if you work hard, and that is what our staff show”
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