


GameScanner from Mindway AI is an award-winning solution built on a “Virtual 
Psychologist” approach providing a 360° assessment of every single gambler 
in your database for detection and monitoring of at-risk and problem gamblers 
early, individualized, and with the same accuracy as gambling experts* 

The detailed insight into every single player profile supports automated 
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level for even more efficient RG operations. 
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MARKET OVERVIEW

The pandemic boom has contributed. But, even 
as normality resumes and economic hardship 
lingers, iGaming is still on an upward 
trajectory, gaining a 10 per cent year-on-year 
growth since 2018. 

This brings with it a serious amount of 
scrutiny and government focus on the 
industry and its practices. 

With technology at the core of the industry’s 
innovation over the past five-years, the ability 

to tap into its audience has never been greater. 
And so, likewise, the responsibility of gaming 
companies to use their powers for good has 
correspondingly grown. 

We know from previous regulatory trends that 
the UK system is a world leader. This nation’s 
2005 Gambling Act had a tremendous 
domino effect across Europe. So it’s only 
realistic to assume that the impending 
review of the Gambling Act will have similar 
international impact.

It was recently estimated by industry experts that online 
gambling would reach the value of US$565 billion, by 2025. 

Initial reports suggest that the 
new, revised and much-awaited 
gambling legislation will 
probably involve a tax levy and 
most likely the biggest shake-up 
in sports sponsorship, since the 
banning of tobacco-related 
advertising.

This, quite simply, is a 
pivotal moment for gaming 

With transformation on the horizon, there are 
scores of new industry-funded Responsible 
Gaming (RG) products that are 
reinforcing the self-taught approach gaming 
knows it needs to take. 

As valuations continue to climb, and new 
regions – such as North America and Asia – 
continue to grow, pursuing RG technology, 
collectively, is the key to future prosperity 
and sustainability. 

This e-book will pose and answer the key 
questions facing our industry: 

• Are we doing enough? - and, if we are, what can 
we learn from each other? 

• How do we create unity and continue to 
     develop technology, whilst protecting our 
     players, leading the conversation and winning the 

safe gaming argument?

Curtis Roach
 

Head of Content 
iGF



As the market landscape evolves and adapts to new player 
trends, our industry has now been compelled to react 
accordingly.

INDUSTRY INSIGHTS
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In this section we hear from some of the 
leading minds in the industry who share 
their perspective on key player protection 
issues and the role of new technology 
in the ongoing campaign against problem 
gambling.

Among our Expert Speakers include:

Eduards Jakubovs
 

Head of Responsible Gambling 
Betsson Group

Rasmus Kjærgaard
 

CEO 
Mindway AI

Frazer Mcnaughton
 

Industry Standards Manager 
GamCare
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Thees Buschmann
 

Head of Compliance
Platin Casino

Ian Perrygrove
 

Chief Risk Officer
Kwiff
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requirements are crystal 
clear. Right now, regulations 
in the majority of markets 
are open to interpretation by 
operators and if they interpret 
them wrong (which happens 
all too often) they can expect a 
fine.

This is not the most effective 
way of deploying regulations 
and certainly doesn’t help 
ensure players are protected 
at all times. 

By working together, 
regulators and operators can 
better determine what is 
and is not working within 
the proposed framework and 
ensure both parties are on 
the same wavelength when it 
comes to requirements before 
they are signed into law. 

One of the greatest areas of 
difficulty for operators is KYC.

Creating a 
more sustainable market 

through better collaboration
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Allan Auning-Hansen
 

Chief Executive Officer 
CEGO

Allan Auning-Hansen, Chief Executive Officer at 
CEGO, says that regulators and operators must 

work closely together if requirements are to 
properly protect players, while still ensuring 

markets remain viable.

If not, there is a real risk of 
pushing players to the black 
market, where operators can 
offer a more comprehensive 
and compelling player 
experience, which in turn has 
the opposite effect intended 
by tightening regulations 
in the first place. At these 
sites, players are simply not 
protected. 

To strike the balance 
between protecting players 
and fostering markets 
in which operators can 
run a sustainable business 
in the long-term, closer 
collaboration between 
regulators, operators 
and other stakeholders is 
required. 

It is also important to ensure 
that regulations and

The tightening of regulations across Europe is something operators are 
monitoring closely. While we are all committed to responsible gambling and 

protecting players, regulators must still ensure markets remain viable for operators.
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beneficial if regulators were 
to work with operators to 
help promote responsible 
gambling and help to 
educate players about the 
importance of wagering at 
gambling brands that hold a 
local licence. At present, this is 
usually the responsibility of the 
operator and falls under their 
marketing activity.

Gambling advertising is 
often being put under the 
spotlight by politicians for 
driving harmful gambling 
behaviour, but there is little 
to no evidence to suggest 
that high rates of gambling 
advertising lead to problem 
gambling. In my opinion, 
advertising is absolutely fine, 
so long as it is used to channel 
players to licensed brands 
and that communication is 
undertaken responsibly.

Again, open dialogue 
between operators, 
regulators and advertising 
watchdogs is crucial to 
ensuring that advertising 
guidelines are clear and that 
they set out responsible 
advertising practices, while 
channelling players to licensed 
brands in the market.

I would also like to see 
knowledge on problem 
gambling behaviour 
centralised, so that regulators 
and operators from markets 
around the world can come 
together, learn from each other 
and develop the absolute 
best blueprint for

The majority of regulators 
want operators to build a 
comprehensive profile of 
each player, but this is tough 
given the restrictions we 
face due to GDPR. Of course, 
banks do a lot of this work 
already and hold much of this 
information.

This is why regulators should 
look to build stronger ties 
with banks and financial 
institutions and leverage the 
information they hold on 
players for the purposes of 
KYC.

It would be incredibly

responsible gambling and 
safe gaming.

This will ensure that the 
global online gambling 
industry keeps players 
happy and healthy at all 
times, with operators having 
clear, effective guidelines to 
follow that allow them to build 
successful and sustainable 
businesses. 

This is exactly what 
regulations should do, but it 
can only be achieved through 
closer collaboration between 
all stakeholders. 
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How clear are the RG policies that govern the market? 
Are we all clear on exactly what we’re being asked to do 
as an industry?

Ian

I’m not sure that we need to be 
clear! As industry stakeholders, 
it’s our responsibility to have 
the drive and motivation to 
explore new, ever-changing 
parameters.

This is the only point I think 
RG policy needs to be clear 
on.

Regulation should evolve 
and, most importantly, keep 

up with player trends. 

The main reason we are 
operating the way we do at 
Kwiff is because it feels like 
the right thing to do. We 
shouldn’t lose our ability to 
do this just because certain 
policies lack clarity.

Q+A



What role does new technology, such as AI, play in the 
ongoing industry pursuit of complete player protection? 

Rasmus

If leveraged correctly, AI can 
analyse enormous amounts 
of data. It can detect exactly 
which players to intervene 
with from the earliest 
possible point in a player’s 
life cycle. AI has the ability to 
overcome so much more than 
manual systems will ever be 
able to do and its potential 
reach in the pursuit of player 
protection is huge. 
 
At Mindway AI we combine 
human psychological player 
assessments with AI, so we 
are literally able to provide 
our version of an online 
virtual psychologist. This 
enables our solution to provide 
more accurate detection 
readings that are highly 
individualised, facilitating 
detection at a much earlier 
stage. 

New technology does not just 
mean AI. 
 
We have reinvented the 
concept of self-testing based 
on neuroscience theory. We 
have developed our 
gamification self-test called 
‘Gamalyse’, which actually is a 
self-test in the form of a card 
game. We ask a player to flip 
80 cards in three minutes, and 
it’s a much more engaging
 approach to self-testing. Some 
80 per cent of all games are 
completed and of that

percentage all of these players 
can review their resultant 
player profile reports, giving 
the player a valuable insight 
into their decision-making 
processes before they even 
start gambling.

What I see as the biggest 
benefit of AI is the 
opportunity to detect 
patterns of behaviour across 
a larger cross section of the 
public and identify markers 
of risk and harm way before 
any human operated manual 
review could.

Frazer

AI is a great piece of 
technology. But it can never 

fully replace human 
intervention. 

Thees

What I see as the great 
benefit of technology, such 
as AI, is risk management. 
 
A team of trained specialists, 
however good, will almost 
always just see the peak of

escalating problem-gambling 
cases. Pathological gaming will 
not be detected until they’ve 
reached the point of being 
obviously noticeable.

Using smart technology, like 
AI, is a great way to reduce 
the risks. This technology is so 
advanced that it should also be 
used as a tool for 
comprehensive enterprise 
value risk management. That’s 
my favourite thing about it.

9



Historically, the majority of RG regulations have had a 
strong monetary focus. Should our industry be focusing 
more on behavioural indicators? And, if so, why?

Eduards

As an industry, we have 
already started to move away 
from a singular financial 
focus. What we’ve seen is that 
not only operators, but also 
regulators, are paying more 
attention to these factors.
 
These new parameters that 
we, at Betsson, are now 
working by, mean that we are 
no longer just asking how 
much money a player spends 
but also: What time of the day 
were they playing and how 
long were their sessions?

Recent announcements and 
updates from the UK 
Gambling Commission 
(UKGC) clearly suggest that 
they agree too, on the 
importance of behavioural 
factors. They are 
demanding increased focus on 
the non-monetary elements of 
problem gambling.

Behavioural monitoring is a 
core part of our 

Responsible Gaming 
strategy, and it has helped 

enormously in our continuing 
bid to keep our players 

protected.

Ian

Monetary values are quite 
easy for people to 
understand, and regulators 
are people!
 
These are probably the most 
obvious and quickest forms 
of assessment available, so 
it will always take precedence, 
regardless of the progress 
being made in other areas and 
we must be very careful to 
not disregard that.

As a panel, it’s clear we’re all 
in agreement that 

broadening our perspective 
on player protection 

influential factors is of great 
importance.

We’re all growing our 
knowledge by working in this 
field and sharing ideas to

 understand where other 
markers of harm can be 
found. 
 
However, the headlines we see 
when the enforcement work 
takes place is still very much 
about monetary factors. 
So it’s great that we’re being 
proactive and exploring new 
markers of harm through this 
new technology. But monetary 
aspects should still be kept 
firmly in focus because
they’re not going away.
 
Sometimes monetary and 
behavioural factors are linked 
but often they’re not, so 
effectively leveraging this 
broad spectrum of markers 
alongside the numerous data 
sets that we have are of 
paramount importance.
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Many industry stakeholders view RG strategies as quite 
a complex procedure, especially when implemented at 
scale. What are some of the most effective ways to 
simplify this process?

Frazer

For me, it’s about changing 
the culture, both in the 
company and in the industry.
 
When considering the 
bigger picture, my genuine 
belief here is that we’re at 
a critical junction with the 
impending release of the 
Gambling Act Review and 
we have an opportunity to 
change the culture of the 
industry. We need to strike a 
better balance between the 
marriage of compassion and 
the commercial. It needs to 
be viewed as a protector of 
human life.

At GIMO, we’ve implemented 
an affordability profiling 
product that we use at NetBet 
UK.

Last year we stripped back our 
entire safer gambling policy 
and built it back up, with all 
commercial focus removed. 
After doing this, we had our RG 
policy assessed and certified by 
the UKGC. Once implemented 
across the company, we found 
that it actually hasn’t had any 
negative impacts on business 
revenue at all. 
 
This proves that it is possible 
to enforce a simplified policy 
that both protects customers 
and doesn’t damage the 
bottom line.

study. Oversimplifying it 
is potentially a risk for an 
operator. I believe that the 
issues related to RG are 
getting more complex day by 
day.

Creating simplified RG 
strategies is challenging but 

not impossible. 
By removing the commercial 
focus, you also remove a lot 

of the complexities that come 
along with it.

This will also help operators 
with their UKGC assessments. 
Furthermore, creating 
simplified strategies means 
that there is less there for the 
authorities to pick apart and 
find fault with.

Eduards

I think we’re all in agreement 
that player safety monitoring 
is innately a complex area of

But if you are able to 
implement autonomy 

then you can significantly 
reduce the demand on your 

operational resources.

This is what we’ve done at 
Betsson, so for us it’s not 
really about simplifying but 
rather about understanding 
and owning the process, 
and ultimately being able to 
effectively explain the process.

Thees

I agree with Eduards. I also 
believe that the simplification 
of RG proceedings is a very 
challenging task. 

Pathological gambling 
is a complex matter and 
potentially doesn’t ever 
really allow for proper risk-
management and mitigation 
strategies that can be 
simplified.

11
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The UK Gambling Act Review is due to be published 
imminently. What should we expect? And how can we 
be best prepared for what’s to come?

Experience has taught us 
all that whenever there is a 
new regulatory initiative in 
Britain, operators inevitably 
lose money, and the market 
will become more restrictive. 
However, when compared, 
historically, to other European 
jurisdictions, the UK has 
always proven to be the most 
reasonable and coherent 
in regard to industry 
legislation.

Thees

But personally, I’m not overly 
convinced on their true value 
in assessing whether someone 
is a gambling addict or not.

Affordability checks will be 
a key feature in the review 

for sure. 

In general, I’m expecting 
more restrictions across the 
board. This will undoubtedly 
push more operators, 
especially the smaller ones, out 
of the market. But we should 
not see this as a negative 
challenge. Instead we should 
view them as an opportunity 
for us all to see what positive 
impact we can have on 
regulations to come in the 
future.

Rasmus

The recent announcement 
of a new set of rules due to 
be published by the UKGC 
later this year (September 12) 
could act as a good indicator 
as to what we should expect 
from the Gambling Act Review.

The announcement seems 
very proactive, in that it has 
a heavy focus on detection 

and monitoring.

This is a very positive step 
forward because throughout 
Europe there are a range 
of very different detection 
requirements depending 
on the jurisdiction. So it’s 
great to see that the UK is 
being very specific about 
the requirement for tech 
solutions, like Mindway AI, 
that operators use.
 
We are purpose-built to tackle 
and adapt as the rules of 
operation change over time. 
Having such clarity makes our 
solution even more effective 
and can provide a robust 
benchmark for the rest of 
Europe.

Ian

Regulation is complex and 
based on evidence and data, 
but it’s on our shoulders as 
regulators to decide how we 
interpret this, whatever the 
results of the review are.
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Paradoxically, is there a risk of players facing increased 
harm as a result of new regulation?

Frazer

I believe that brand awareness 
and loyalty are core factors 
that will often deter a player 
from going to ‘bad’ markets, 
so I don’t think there’s much of 
an increased risk of bad market 
activity solely due to new 
legislation. 

Currently, a lot of regulations 
are skewed towards the 
benefit of larger operators 
over smaller companies with 
less resources.
 
We see constantly with smaller 
operators that they are not 
able to compete in regulated 
markets which usually leads to 
them being bought or leaving 
the market completely.

Even though we’re not all 
100 per cent sure what to 

expect from the Review, one 
thing for sure is that it will 
have a ripple effect across 
Europe. Hopefully it will be 

a positive one.

Eduards

We have seen some 
challenges in other 
jurisdictions when it comes 
to channelisation rates 
because of some of the Covid 
19-related issues. Sweden is a 
prime example of this, which is 
a market we are heavily

involved in and so have felt the 
effects first hand.

What I think would be 
good to see come out of the 
Gambling Review would be 
for the playing field to be 

broadened.
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RESPONSIBLE GAMBLING 
Are We Changing iGaming 

for the Better?

Victoria Reed
 

Co-Founder 
Better Change

The future success of our industry is largely 
dependent on the player-protection strategies 

that sector stakeholders are currently 
implementing. The impact of these strategies 

will influence the future legislation, public opinion 
and, most evidently, total market growth.

We caught up with Victoria Reed, Co-Founder of industry-leading RG consultants 
Better Change, to hear her thoughts on the future of player protection in our 

industry, and the best ways for operators to approach the associated challenges – 
to ensure the future success of the iGaming industry.

  The Gambling Act  
  Review is due to be  
  published soon. There 
  are mixed feelings 
  in the industry about 
the impact its results will have 
on our sector going forward. 
What do you expect from the 
Review? 
And what impact will it have 
on Better Change’s ability to 
reach its objectives?

I expect there to be a heavy 
focus on the concept of 
VIP’s within the review as 
the DCMS has made it clear 
that they loathe [the concept] 
of ‘rewarding gambling.’ I 
wouldn’t be surprised if 
stake limits are also a key 
focus with something similar 
to the £2 FOBT limit being 
equalised to remote gaming.

1
This would also suggest 
affordability checks will 
still be required, although 
likely just on gaming and 
not as strictly on sports 
betting. If they are applied, 
I would imagine they will be 
implemented on a fixed basis, 
i.e a daily/weekly/monthly limit 
across-the-board. Finally, I’m 
sure there will be advertising 
restrictions on TV and shirts, 
et cetera. But I suspect this 
will primarily impact the 
Premier League, while still 
allowing lower leagues to 
access these funds.

In terms of how it affects 
Better Change, the biggest 
impact are the repeated 
delays. Understandably, 
operators are reluctant to 
invest heavily in innovative RG 
initiatives until they know what

their obligations are going to 
be.
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looks like it might be becoming 
uncontrolled or unaffordable. 
Organisations like Better 
Change can help them to 
upskill those employees to 
make that task easier. 

2

Before starting Better Change 
you already had a wealth of 
experience in the gaming 
industry. 
Do you think our sector’s 
approach to Responsible 
Gambling has progressed 
much since your time began 
in the industry, and how 
far away are we from a 
satisfactory level of player 
protection across the board?

I have noticed a huge 
improvement in the 
approach to RG across the 
industry. We’re now seeing 
dedicated safer gambling 
teams being deployed 
by most operators, and 
Compliance is increasingly 
visible at Board Level now, 
which, in my experience, hasn’t 
always been the case.

As long as there are players 
suffering from gambling harm, 
we’ll never have a ‘satisfactory’ 
level of player protection. 
But today we are certainly 
more aware and alert to the 
markers of harm, which is 
great to see. I think the

One of Better Changes’ core 
focus areas is ‘Intervention’. 
Traditionally most operators’ 
RG strategies have been known 
to be more reactive than 
proactive. 
How can we, as an industry, 
improve our ability to 
intervene with problem 
gambling at the earliest 
possible stage?

There needs to be more 
focus on encouraging 
innovation. There isn’t the 
motivation for operators 
to go above and beyond 
in terms of their problem 
gambling strategies, which is 
a real shame. There’s a fear 
that if something is tried, but 
doesn’t work, they will be 
penalised; and so it’s safer 
to err on the side of caution 
and stick to what they have 
always done whether or not 
it’s having the greatest impact. 
I do think we need to give 
credit where credit is due and 
perhaps look equally at the 
characteristics of positive 
play, as well as focusing on 
the markers of harm. Once we 
can identify healthy players, 
we can look to attract more 
of them, which will be much 
more proactive than reactive. I 
think that the best gambling 
operators are now using their 
employees on the ground 
to monitor customers’ 
gambling habits to allow 
early intervention when it

3

industry has moved on from 
seeing basic compliance with 
the licence conditions and 
codes of practice as being 
enough – and we’ve also 
‘wised-up’ to the concept 
that just because you’re 
wealthy means you can’t also 
have a gambling problem.
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with the right funding and 
support so much more can be 
done to make research a real 
tool to protect players from 
harm.

4
A lot of Better Changes’ work 
is based on clinical science and 
research. 
Do you think this level of 
data is being leveraged 
enough by our industry 
(operators and regulators)? 
How can this be improved 
going forward? 

It’s certainly not being 
leveraged enough by the 
industry. 

The fact is gambling has 
changed enormously over the 
last two decades and there’s 
still so much that we don’t 
know, and understand, about 
the psychology of gambling. 
There are many studies taking 
place. But I feel that by the 
time they are concluded and 
published they risk being 
out of date given the 
incredible speed the industry 
progresses at. Also, there 
are so many great pieces of 
work done by academics, 
which ultimately sit on a shelf 
gathering dust, or the digital 
equivalent. If we are going 
to invest in research as an 
industry, let’s be proactive 
in acting upon what the 
research is telling us – and 
not allow it to go to waste. 
We have had some great 
conversations with our partners 
at the Centre of Excellence for 
Responsible Gaming at The 
University of Gibraltar, and 

  Many regard our sector  
  as a vice industry. 
  Having a polarising 
  reputation is an intrinsic 
  element that can’t be 
removed. 
Do you believe it is possible 
to change our industry’s 
reputation for the better? 
And what will it take to make 
that happen?

This is an issue that has 
plagued the industry for 
many, many years and is 
hard to change. If you take 
the casino sector, it’s typically 
seen either as being all about 
the James Bond world of 
tuxedos and cocktails, or it’s 
seen as being all about a 
gangster world of crime and 
corruption. The truth is that 
it’s a valid, legal, taxed, 
regulated part of mainstream 
leisure. That makes it sound 
rather dull, but gambling 
can be good, healthy fun for 
many adults. And that’s easy 
to lose sight of amid all the 
bad press we get! 

And the answer? 

As an industry let’s be loud 
and proud that we know that 
what is fun for many is risky 
for some – and we’re dealing 
with that. So, as well 

5

as promoting what the industry 
has to offer to people whose 
gambling is healthy, let’s be 
clear that we’re working 
in partnership with the 
gambling operators and the 
safer gambling organisations 
to head-off harm before it 
happens or step in and call a 
halt when necessary.
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After catching up with Victoria it seems our industry is still 
lacking innovation when it comes to responsible gambling 
strategies. 

Due to the fear of being prosecuted, operators lack the 
motivation to try new, untested methods. 

This is a massive cause for 
concern as this will only result in 
slower progress – or none at all. 

But, if progress is to continue, we need to be 
proactive, rather than reactive. It’s clear that 
operators need to find the motivation to try 
new, innovative concepts. And we should also 
be putting more focus on detecting signs of 
healthy play. Having a more positive outlook 
can help us to identify and attract the right 
kind of players and build present and future 
success for our industry.  

!
Victoria also recognises, and celebrates, the huge 
improvements that have been made in our industry to date. 
The continued presence of dedicated Safer Gambling Teams 
within operators is a prime example of this. 



EDITOR’S CONCLUSION

Undeniably, the abilities of AI technology 
are giving operators a much more 
comprehensive risk-management plan. But 
the industry must be aware that the more 
complex your SG strategy then the harder it 
will be for regulators to grasp.

More work needs to be done for SG 
strategies at scale. Often the closed-book 
mentality of operators can be an inhibitor of 
true innovation. And smaller operators should 
also work towards a simple strategy to gain 
positive attention from governments.

We are entering a new phase 
of safer gambling, one where 
the line between compassion 
and commerciality has to be trod 
carefully. 

With the looming review of 
the Gambling Act, there is still 
action required by all of the 
industry stakeholders to work 
together, keeping players out 
of the hands of less responsible 
operators, which can be a 
negative result of over-regulation. 

This will only come from truly empowering the 
consumers with tools and measures that have 
been individually tailored for them.

The reality of regulation is still focused around 
financial losses of players. However, there 
should be future scope for the industry to 
enable legislators to see the whole gambling 
harm picture and understand that safer gambling 
lies at the core of a good customer journey. 

We are at a critical junction in the journey 
towards safer gambling, and we must move 
forward together, with transparency and 
unity. 

Of course investing in the RG equation costs 
money but it does not necessarily equate 
to ‘losing’ money because it will protect 
your reputation – and meet the needs of 
regulators. And, most importantly, it drives 
all-important sustainable play by your 
customers. 

A healthy middle-ground of SG 
measures is now the order of the 
day. 
Implement big tech but ensure 
that humanity and the human 
touch remains at its heart.  
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A single customer view for 
enhanced player protection

Affordability Assessments

Identity Verification

Transaction Monitoring

Behavioural Monitoring

Case Management
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Providing a safe environment for players to 
enjoy both online and land based gambling.
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