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Current
• Responsible Gaming Consulting Lead at the International Gaming Institute 

and Logan Avenue Consulting, LLC
• President of the Nevada Council on Problem Gambling
• Highly sourced advisor domestically and internationally 

Background
• 25-year career background involving extensive leadership progressing 

responsible gaming policy
• Vice President of Responsible Gaming Policies and Compliance at 

Caesars Entertainment
• Responsible for many “firsts” in the industry

• Appointed to the Nevada Governor’s Advisory Committee on Problem 
Gambling

• Served as Chair of the Sub-Committee on Problem Gambling 
Prevention

• Member of the Board of Directors of the International Center for 
Responsible Gaming

• Doctorate in Public PolicyM
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Agenda
Brief overview of problem gambling

Deep dive into responsible gaming

Framework

Intent

Policy approaches

Operational perspective

Policy considerations for operators

Policy considerations for government 
& regulatory bodies

Opportunities related to sports betting



What is Problem 
Gambling?

• People with gambling problems are those whose 
gambling significantly interferes with their 
personal, professional, and financial lives.

• Gambling disorder is a mental health disorder 
and a behavioral addiction. 

• What causes a person to become a problem 
gambler is poorly understood. Most have co-
occurring disorders, such as depression, anxiety 
disorders, and/or drug and alcohol abuse.

― Neurological, biological, psychological, 
genetic, social factors

― Difficult to diagnose and often overlooked



What is Responsible 
Gaming?

• The PRIMARY objective of Responsible 
gaming is to set up policies & practices 
designed to prevent & reduce potential 
harms associated with gambling

• Holistic approach based on a scientific 
framework 



The Reno Model
1) Commit to reducing the prevalence of gambling-related harms;
2) Inform and evaluate public policy aimed at reducing gambling-

related harms;

3) Identify short and long-term priorities and establish an action 
plan to address these priorities;

4) Use scientific research to guide the development of public 
policies and industry-based strategic policies, and;

5) Monitor and evaluate outcomes of the action plan using scientific 
methods.

Formulated while the researchers convened in Reno, hence the name.

Source: Blaszczynski, B., Ladouceur, R. & Shaffer, H. (2004). A Science-based Framework for Responsible Gambling: The Reno Model, Journal 
of Gambling Studies, 20 (3), 301-317. 

Government
Gambling 
Industry

Treatment 
Community

Researchers 
& Academics

Individuals & 
Families

Health & 
Welfare 

Orgs

Presenter Notes
Presentation Notes
Three of the most respected international scholars of gambling behavior (Dr. Alex Blaszczynski, Dr. Robert Ladouceur, and Dr. Howard Shaffer) have proposed such a framework, which is widely known as the Reno Model. It’s named after the Nevada city where the three scholars began its development. According to this model, key stakeholders must collaborate and endorse five key principles in order to achieve responsible policy. The key stakeholders must:
 

Further, the scholars articulate the components of “informed choice,” which should be the foundation on which responsible gaming programs rest:  

(1) the ultimate decision to gamble resides with the individual and represents a choice; and 
(2) to properly make this decision, individuals must have the opportunity to be informed. 




• The PRIMARY objective of responsible gaming 
programs is prevention

• Responsible gaming programs        problem gambling 
programs
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What are RG Programs Trying to Accomplish?

Presenter Notes
Presentation Notes
The primary intent of responsible gaming programs is to promote responsible play and prevent problems from occurring. It’s about providing customers with the information they need to make informed decisions about their gambling, for example setting both personal time and monetary limits, gambling for entertainment, not as a way to make money; understand that the house has an advantage; not gambling when lonely or depressed. Basic strategies for keeping it fun. 
 
While it is true that a component of RG programs is to provide alternatives for assistance to those who develop problems – things like helpline numbers or self-exclusion – problem gamblers are not the intended target for these programs.

This is an important distinction because it shapes responsible gaming policies, employee training, and communications efforts that support these programs.






Target Audience

Entire customer base

Presenter Notes
Presentation Notes
The target audience for these programs is the entire customer base. 

However, there tends to be a view that confuses responsible gaming programs with problem gambling programs. This has two effects. One, it makes the majority of customers – who are the intended target of RG messages – think that responsible gaming-related materials or programs do not apply to them. Two, it gives the impression that these programs are primarily designed to identify problem gamblers. 





Collaborative Efforts

 Promote responsible play but 
understand that gaming is a 
business
• Is customer-driven and must be 

customer-friendly
• No unjustified intrusion 

 Based on scientifically-proven 
processes 
• Avoid unintended consequences

Presenter Notes
Presentation Notes
First, I would like to reiterate that promoting responsible gaming is truly a collaborative effort and all stakeholders, not just the gaming industry, but also government, researchers and academics, clinicians and health and welfare organizations – all play a role. 

We all share a common goal of promoting responsible play. But, there are limits. 

The Reno model holds that these efforts/tools must be player-friendly and not disrupt the experience for the vast majority of players. 

We also must be careful of unintended consequences from measures that have not been scientifically proven. 




• Policies often lack clarity, consistency, 
comprehensiveness and defined objectives within and 
across state borders and national boundaries.

• Consequently, there is no consensus as to what 
constitutes “best practices” and how to maximize 
outcomes.

Policy Approaches



Policy Approaches

REGULATORY RESPONSIBLE 
GAMING

PUBLIC HEALTH

Presenter Notes
Presentation Notes






Comprehensive Approach: 
Major Components

• Dispelling myths about “beating the odds”
• Encouraging consumers to set limits
• Improving awareness of potential signs of problem gambling
• Providing consumers knowledge of how to access assistance
• Educating consumers as to how gambling works

Education and consumer awareness campaigns in 
venues and communities 

• Staff training to encourage responsible gaming
• Self-exclusion and self-restriction, including unilateral exclusion by gaming 

venue

Responsible provision of gambling

• 800 hotlines and web-based access to assistance
• Network of trained counselors and other community health providers

Services and resources for those experiencing 
problems

Presenter Notes
Presentation Notes
A comprehensive responsible gaming plan in any jurisdiction must include: education and consumer awareness, such as messaging within gambling venues and in the community encouraging responsible gaming behavior, like setting limits, how to identify a problem and where to get help. It must include the responsible provision of gambling by providing responsible gaming training to casino staff and offering meaningful assistance to casino customers, such as self-exclusion; and, it must provide services and community resources for those experiencing problems, including ensuring that a network of trained counselors and health providers are available – and affordable – for those experiencing problems.  




Responsible 
gaming 
program 
impacts 
every part of 
the operation

Gaming Cashiering Credit

Marketing & 
Promotions

Player 
Rewards Advertising

Hotel Security Information 
technology

HR & 
Training

Internal 
audit & 

Compliance
Food & 

Beverage

Operational Perspective

Presenter Notes
Presentation Notes
It’s more than a standalone training course or a brochure. It impacts every part of the operation and should be integrated and ingrained into everything an operator does. 



Operational 
Perspective

 Expand beyond 
compliance 
model
• Narrow-view
• Simply checking 

off a box

Presenter Notes
Presentation Notes
There tends to be a compliance-focused model when it comes to responsible gaming. This means that regulations say I have to do x, y and z, and once I’ve done that, I’m finished. I can check off that compliance box because I did x, y, and z and met regulatory demands. 





Operational Perspective

 Customer service component
• Fully integrated into 

operations
― Training
― Marketing
― Customer relations

• Fully integrated into 
customer experience

― Messaging
― Employee interactions

Presenter Notes
Presentation Notes
Instead of simply following prescriptive regulations of training x, y, and z, I would advocate for the customer service model where promotion of responsible gaming is integrated across the entire business culture. Instead of focusing on training gambling disorders, the training focuses on providing the best customer service possible to guests, which includes giving guests information on how to keep the activity entertaining and responding to concerns that a guest may not be gambling responsibly. 
 
These concepts should be integrated into not just a narrow RG training course, but in all aspects of the business. All training should incorporate RG ideas. We can’t train employees to say things that may encourage superstitious or erroneous thinking – like, this machine is ready to pay out or here’s a winning ticket. You also shouldn’t market your business irresponsibly – like come cash your paycheck and spin the wheel for prize. Everything you are doing has to promote responsible gaming and it has to be a sustained effort, not just one ancillary class or a brochure.   






Operational Approach
Responsible Gaming Strategy

• Fully integrated into 
Company Culture

• Top down commitment
• Prevention focus
• Proactive, not reactive
• Clear expectations and 

objectives



Company Culture 
Impacts

• Attract, motivate and retain talented 
employees
– Responsible gaming programs can 

enhance employees’ perceptions 
and attitudes toward the company 
and customers

• Mean it, show it, reinforce it
• Measure it



• Promoting responsible gaming, not treating problem 
gamblers

• Staff training to encourage responsible gaming, not 
“identify” problem gamblers
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Responsible Gaming Training

Presenter Notes
Presentation Notes





Responsible 
Gaming 
Training

 What are we trying to train?
• “Red flag” behaviors
• “Identifying” problem gamblers
• Helpline numbers

 Focus on prevention
• Promoting positive play
• Interacting when concerned not playing 

responsibly

 Most important components of 
training:
• Clear policy – what to do 
• Identifying concerns – when to do it
• Specific procedures – how to do it

Presenter Notes
Presentation Notes
Based on the primary intent of responsible gaming, what is it we are trying to train? Is the training focus on promoting responsible gaming or this idea of identifying gambling disorders? 
 
Most responsible gaming training requires teaching so-called “red flag” behaviors or diagnostic criteria for diagnosing a gambling disorder. This information might be helpful for an employee to recognize a personal gambling issue or to get a better understanding of gambling disorders but it doesn’t give them the ability to identify gambling disorders. 
 
Gambling disorders are complex, and the process of diagnosing disordered gamblers has been evolving in the mental health community for the past 30 years. Casino employees aren’t clinicians or diagnosticians and can’t be expected to identify problem gamblers – that’s something that only a trained mental health professional can do and even for them it can be difficult. 
 
When you look at diagnostic criteria, they are mainly internal states or things not observable on the casino floor. It’s often on the way home that customers experience regret, anger, and guilt. Gamblers, even problem gamblers, tend to enjoy being in the action. Even so, it takes more than one behavior to indicate a problem. Behaviors, even those that some deem as red flags are often ambiguous. All of the behaviors that are typically discussed as indicators of a gambling disorder can’t be construed as such at the outset, and in all fairness should not be portrayed in this manner to casino employees who then believe they can diagnose gambling disorders on the fly.
 
The most important thing that you can train is what you want employees to do, when they should do it, and how should they do it. It needs to be clear what the expectation are how the process works. 




Employee 
Perspective

 Care about others

 Experience concern

 Desire to act

 Casino managers are 
skilled communicators

Presenter Notes
Presentation Notes
First, it’s important to note that this is not the casino employee of today. Employees do not put on a casino uniform and lose all sense of humanity. They are still members of the community, they are still compassionate human beings. They are in the business of providing hospitality and want to help their customers however they can.

They are also skilled communicators and these skills should be utilized to promote responsible gaming. 



Responsible Gaming 
Training
 Employees want / 

need information
 Behaviors can be 

misinterpreted 
 Recognize concern vs 

label / diagnose
 Individual 

responsibility
 Encourage reflection 

and motivate change



Enhance Existing 
RG Programs
 Target all players

 Boost customer contact with all 
players

 Focus on prevention
• Be proactive in supporting customers
• Engage with players before problems 

develop or need to self-exclude

 Balance advertising with RG-related 
messaging 

Presenter Notes
Presentation Notes
What operators can do is make sure that information on responsible gaming is available to all customers. Responsible gaming is about prevention and health promotion so it’s important to promote responsible gaming to all guests. 

At its heart, responsible gaming is about customer service. Find ways to continue to provide great customer service, which includes looking for opportunities to proactively engage with guests to promote responsible gaming. 




Enhance 
Existing RG 
Programs 

 There is no one-size-fits-all 
harm minimization strategy 
and message 

 Encourage the use of limit 
setting tools 

 Policies should include a plan 
for on-going evaluation and 
continuous improvement 



Policy Considerations for 
Operators

• Inform customers of RG techniques, odds, and 
information on how to identify if they are not 
gambling responsibly

Inform

• Educate employees to promote responsible gaming 
and to properly respond to concerns that a 
customer may not be gambling responsibly

Educate

• Support national and state problem gambling 
councils, helplinesSupport

• Provide EAP and insurance coverage for 
employeesProvide



Policy Considerations for 
Operators & Regulators

• Establish supportive processes for those who may 
not be gambling responsibly, e.g. self-exclusionEstablish

• Advocate for publicly-funded treatment and other 
problem gambling servicesAdvocate

• Make information about treatment options easily 
availableMake

• Fund research to better understand gambling 
disorders and how to effectively promote 
responsible gaming

Fund



Policy 
Considerations 

for 
Governments &

Regulatory 
Bodies

Create awareness/prevention 
campaigns
• Culturally relevant messaging
• Differential targeting of potentially at-risk 

populations, such as youth or those with other 
mental health or addiction disorders

 Establish funding for treatment and 
research

 Ensure a network of qualified 
clinicians/treatment resources exist

• Affordable
• Accessible



Policy Considerations for 
Governments &
Regulatory Bodies
 RG Integration

• Not confined to specific RG regulations
• Fully integrated into all regulations

 Engage RG/PG community

 Engage public health officials and researchers



Sports Betting RG Opportunities

 Public health approach for a more holistic “safety net”
• Prevention
• Education
• Treatment
• Regulatory
• Research

 Broaden stakeholder group
• Industry
• Government 
• Leagues & Teams (and Players) 
• Universities
• Media 



Develop a sound Responsible Gambling framework

Focus on prevention

Never forget the ultimate decision to gamble or not belongs to the individual

Adopt an empirical/scientific approach

Evaluate the polices/programs you put in place

Collaborate with different stakeholders

Summary of Key Considerations
when Developing RG Policy



Jennifer Shatley
jennifer.shatley@unlv.edu

Thank you
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