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WHAT IS CUSTOMER INTERACTION?

THE GAMBLING COMMISSION DEFINES CUSTOMER INTERACTION AS 
THE PROCESS OF:

• IDENTIFYING CUSTOMERS WHO MAY BE AT RISK OF OR
EXPERIENCING HARMS ASSOCIATED WITH GAMBLING.

• INTERACTING WITH CUSTOMERS WHO MAY BE AT RISK OF OR
EXPERIENCING HARMS ASSOCIATED WITH GAMBLING.

• UNDERSTANDING THE IMPACT OF THE INTERACTION ON THE
CUSTOMER, AND THE EFFECTIVENESS OF THE LICENSEE’S ACTIONS
AND APPROACH.
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HARM MINIMISATION



EFFECTIVE CUSTOMER INTERACTION

• IDENTIFY

• COMMUNICATION CHANNEL

• TELEPHONE

• ON SITE POP-UP INTERRUPTING PLAY

• EMAIL

• TIMELY

• SOME INTERACTIONS NEED TO BE REAL-TIME

• CHASING LOSSES, FAILED DEPOSITS, TIME SPENT

• PERSONALISED AND RELEVANT

• HIGHLIGHT KEY ACTIVITY THAT DRIVES THE INTERACTION

• REMOVE CUSTOMER JOURNEY FRICTION

• EASY ACCESS TO TOOLS, OPERATOR LED TOOL SETTING

• SUPPRESS BONUSING AND MARKETING 3



HARM MINIMISATION
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PERSONALISED INTERACTIONS
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TIME SPENT FAILED DEPOSITS

• Affordability
• Multiple Tool setting
• %Deposits increase
• Vulnerability
• Chasing losses



CUSTOMER JOURNEY
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MEASURING INDIVIDUAL EFFECTIVENESS

• UNDERSTAND THE EXPECTATIONS OF THE INTERACTION

• IF A CUSTOMER IS “IN CONTROL” ARE THEY REALLY “IN CONTROL”?

• WHEN DOES AN INTERACTION MERIT AN INTERVENTION OR 
ESCALATION?

• POP-UP – PHONE CALL

• TOOL USE VS REPEATED TOOL USE

• INTERVENTION?

• JUSTIFIED REPEATED BEHAVIOUR

• TIME SPENT



INTERACTION EFFECTIVENESS
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Pop-up Evaluation

Baselines and 
measure changes 
to:-
• Wording
• Tool Uptake
• Markers of harm

Telephone Interaction 
Effectiveness

Identification 
(Algorithm 
Effectiveness)

Number of “At-risk” 
customers identified 
in-line with industry 
wide problem 
gambling rates

ABSG - Evaluation
Protocol

 


	Customer Interaction
	What is Customer Interaction?
	EFFECTIVE CUSTOMER Interaction
	Harm MINIMISATION
	Personalised interactions
	CUSTOMER JOURNEY
	MEASURING Individual EFFECTIVENESS
	InTeraction effectiveNESS



