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Introduction

While people have been entertained by games of chance for as long
as recorded history, the emergence of gaming as a regulated and
responsibly managed industry is quite recent. Concurrently, there
has been a growing consensus that problem gambling is a form of
addiction, and several health and social service agencies have
instituted treatment and prevention programs to address the issue.
These are continuously evolving as new approaches are tested
and refined.

OLG was established in the year 2000. Since then, we have consistently
allocated significant funding and resources for prevention programs
and to help problem gamblers. And we will do even more in future. We
recognize that this is a relatively new field and that there is no easy
solution to problem gambling.

Our commitment to our customers and all Ontarians is firm. OLG
will foster a responsible gaming environment by building upon
existing initiatives and developing new ones.

We will work closely with the growing number of organizations
dedicated to helping at-risk players.

We will try new approaches, learn from our mistakes and continue
to evolve.

We will strive always to offer the best possible gaming entertainment
in the most socially responsible manner.

This Responsible Gaming Code of Conduct – a collaborative effort
of OLG and our stakeholder partners – is the foundation on which
we will build this environment. It is expressed as a series of goals
and related actions under the headings:

• Corporate Commitment
• Information and Education
• Responsible Gaming Environment
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Our commitment to implementing this Code of Conduct begins at the top. OLG’s
Board of Directors and Chief Executive Officer recognize responsible gaming is
a top priority for the corporation and this goal is an integral component of the
corporate business plan. In addition, OLG’s Chief Marketing Officer is accountable for
the overall development and implementation of our responsible gaming strategy
and we have appointed a Manager, Responsible Gaming to carry out and monitor
the impact of our programs.

Dedicated Resources

Goal Responsible gaming will be a shared commitment throughout the
corporation.

Action We will dedicate staff resources across the corporation to ensure
responsible gaming policy is translated into practice. Our first step
is to consciously incorporate the expectations for responsible
gaming at the very top levels of the corporation. By doing so, we
will build a responsible gaming culture that cascades throughout
our operations.

Continuous Improvement

The search for better ways to reduce the risk of problem gambling is
a continuing process.

Goal OLG’s responsible gaming culture will be characterized by continuous
improvement, a readiness to learn from others and a determination
to adopt best practices from around the world.

Action We will try new approaches and become more progressive with our
responsible gaming practices through testing and development of
new programs.

Measurement

Goal New responsible gaming programs will be evaluated using
transparent and credible analysis. They will be based on measured
results, not speculation.

Action We will validate program results through independent measurement
and research to provide third-party objectivity.
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The well-informed customer is critical in ensuring a responsible gaming
environment. Our goal is to assist customers in making informed decisions.

Advertising, Marketing and Customer
Communications

Goal We will inform and educate our customers and the public at large, and
create advertising that reflects the highest of standards.

Action We will dispel myths about odds and outcomes, and inform players
about how games operate and their real chances of winning and losing.

We will not encourage excessive play.

We will not target minors or include images attractive to them.

We will step up efforts to make customers aware of risky forms of play
and let them know how to reduce those risks.

We will customize our responsible gaming messages to effectively
impact the right customers, at the right time.

We will step up efforts to increase awareness of age restrictions on
lottery products and at gaming sites.

We will widely publicize the Ontario Problem Gambling Helpline, and
inform customers of resources, such as treatment providers across
Ontario and self-exclusion programs.

Collaboration

No one group or organization has all the answers. We believe that a
collaborative approach to finding solutions is the best way to reduce
problem gambling.

Goal OLG will collaborate closely with its partners – the Government and
stakeholder organizations who are dedicated to building a responsible
gaming environment.

Action We will work closely with – and learn from – organizations such as the
Centre for Addiction and Mental Health, Ontario Problem Gambling
Helpline, Ontario Problem Gambling Research Centre, Responsible
Gambling Council and others, benefiting from their research and
experience in prevention and counseling.
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There are a number of initiatives we can take to reduce the risk of problem
gambling on our own premises and through the large lottery retail network outside
of formal gaming venues.

Training and Education

Goal We will provide education and training that relates to all our business
partners, including gaming employees, lottery retailers, and bingo
partners. In addition, OLG staff will be well prepared to recognize and
respond to gaming customers in need.

Action Our employees play a critical role in the customer experience.
Through training, every frontline staff member will be responsive to
requests for assistance or information, know how to recognize certain
behaviour patterns and signs of stress, and be empowered to involve
a supervisor in appropriate instances.

We will focus on underage enforcement, how and when to provide
information to customers about problem gambling resources in their
community, and helping retailers understand their legal obligations.

We will work with retailer groups, such as the Ontario Convenience
Store Association, to support lottery retailers in their efforts to
sell age-restricted products in a socially responsible manner.

Minors

Goal OLG will protect and prevent minors from gaming.

Action We will ensure that minors do not access gaming facilities.

We will have zero tolerance of children being left unattended at
gaming facilities.

We will work with retailers to strengthen existing programs to verify
the age of minors in retailer locations.
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Responsible Gaming Information Centres

Goal At-risk players seeking help will have immediate, on-site access to
information about prevention and treatment services.

Action We will introduce Responsible Gaming Information Centres, operated
by independent prevention and treatment experts, within our
commercial properties.

Self-Exclusion

Goal Existing self-exclusion programs will be enhanced with a focus on
leading the customer to treatment by professional counselors.

Action We will re-examine and reinforce our approach to self-exclusion
programs, placing greater emphasis on supporting and encouraging
customers who believe they have a problem to seek counseling
from problem gambling professionals.

We will further scrutinize and establish updated systems to remove
the names and contact information of self-excluded patrons from
all OLG direct marketing material

Technology

Goal OLG will incorporate industry best practices in the area of responsible
gaming technology.

Action We will review industry best practices in the area of responsible
gaming machine features and assess the potential use of this
technology as we replace equipment at gaming sites.
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These are our commitments.

We now invite all our partners, stakeholders, customers

and the citizens of Ontario to hold us accountable as we

embark on a new era of safe and responsible gaming.

Actions Speak Louder
Than Words



Know your limit,

play within it!
The Ontario Problem
Gambling Helpline
1 888 230-3505
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