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SBORNIK Z KONFERENCE 2024

Praha jako Srdce
Zodpovedného
hrani.
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Vazeni ctenari,

s velkou cti vas vitdame na strankach této publikace, ktera shrnuje kli-
¢ové okamziky a poznatky z prvni mezinarodni konference Praha jako
Srdce Zodpovédného hrani. Tato udalost, kterd se konala v samotném
srdci Evropy, pfivedla do Prahy odborniky, védce, adiktology a zastup-
ce hazardniho prdmyslu z celé Evropy, ktefi spolec¢né sdileli své znalosti
a zkusenosti na téma bezpecného a zodpoveédného hrani.

Po méstech jako Londyn, Lisabon, Amsterdam nebo Rim se Praha sta-
la dalsim pomysinym Spendlikem na mapé zodpovédného hrani. Diky
usilovné praci Institutu pro regulaci hazardnich her a jeho projektu Zod-
povédné hrani se Ceska republika zafadila mezi ty evropské staty, které
aktivné pfispivaji k bezpecnéjSimu hrani hazardnich her. Tato konferen-
ce byla nejen pfilezitosti k vymeéné informaci, ale také symbolem spolu-
prace a vzajemné dlvéry, kterou nejlépe vystihuje symbol srdce.

Pravé zminéna dlvéra a spoluprace je nedilnou soucasti projektu Zod-
povédné hrani. Netyka se to jen hlavnich partnerd projektu, kterymi jsou
spole¢nosti Fortuna, Chance, Sazka a Tipsport, ale i dalSich zainteresova-
nych stran. Diky podpore partner( a zapojeni daldich zainteresovanych
stran, véetné akademickych instituci, védc(l a odbornikd na zavislosti, se
dafi vytvaret prostredi, ve kterém je hazardni hrani bezpecnéjsi a zodpo-
védnéjsi.

Na nésledujicich strankach najdete dllezitad shrnuti prednasek jednotli-
vych autor(, které zaznély na této konferenci. Véfime, Ze tato publikace



bude nejen inspiraci, ale také praktickym nastrojem pro ty, ktefi se chté-
ji podilet na dalSim rozvoji zodpovedného hrani. Dékujeme vsem, ktefi
svou Ucasti i podporou pfrispéli k Uspéchu této udalosti a ktefi nadale po-
mahaji udrzovat srdce zodpovédného hrani v rytmu spoluprace a dlveéry.

S Uctouy,
za cely tym Institutu pro regulaci hazardnich her

Mgr. Jan Rehola, Ph.D.
Reditel Institutu pro regulaci hazardnich her

O NAS

Institut pro regulaci hazardnich her z.s.

Institut pro regulaci hazardnich her je nejvétsim narodnim profesnim
sdruzenim na poli hazardnich her, které zastupuje 95% legalniho ha-
zardniho trhu v Ceské republice.

Cleny Institutu jsou provozovatelé hazardnich her, osoby Ministerstvem
financi povérené k odbornému posuzovani a osvédcovani, vyrobci hard-
warového a softwarového vybaveni a partnerské asociace.

Primarnim cilem cinnosti Institutu je spolu s organy verejné spravy
v oblasti hazardnich her usilovat o jejich chytrou regulaci. Neméné du-
lezitou nasi snahou je dlouhodobé pfispivat ke zvySovani spoleCenské
odpovednosti a snizovani rizik spojenych s hranim hazardnich her. Na-
Sim zamérem je vytvaret prostor pro odbornou diskusi za Ucelem nasta-
veni vyvazené regulace v této oblasti v Ceské republice.
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Projekt Zodpovédné hrani

V roce 2021 jsme zalozili seberegulacni Projekt Zodpoveédné hrani s ci-
lem podporovat prevenci, zabranit rozvoji patologického hracstvi, za-
vést v€asnou detekci rizikového hrani a Uc¢inné adresovat pomoc hra-
¢am, ktefi ztratili kontrolu nad svym hranim. Do projektu se zapojili
Ctyfi nejvétsi provozovatelé FORTUNA GAME a.s., CHANCE a.s., SAZKA
a.s.a Tipsport.net a.s., ktefi se zavazali dodrZzovat 29 zavazk(l nad rdmec
zdkona z oblasti posileni ochrany hracu, prevence, vzdéldvani zamést-
nancd a zodpovédného marketingu a reklamy.

Spole¢né pracujeme na unikatnim nastroji, ktery vcas identifikuje
rizikové chovani hrace. Unikatnost naseho reseni je v tom, Ze nejen
rozpoznd moment, kdy hra¢ zac¢ne sazet rizikové, a okamzité hrace
na tuto skutec¢né upozorni, ale hlavné Ze stejny nastroj a pravidla bu-

dou fungovat napfi¢ zapojenymi provozovateli. Tento pristup zajistuje
konzistentni ochranu hraéd bez ohledu na to, kde hraji.

Je dUlezité odhalit rizikového hrace, ale neméné dllezité je védét, jak

s takovym hracem spravné komunikovat a jak mu pomoci. Proto prova-
dime Skoleni zaméstnancl provozovatel(, ale i rizikovych skupin.

INSTITUT ” .
?4) PRO REGULACI .h zodpovédné
HAZARDNICH HER [ hrani



Dan Thwaites

Co-founder Capuchin Behavioral Science,
MORUS LXIV and Non-exec, UK

Dan ma 30 let zkuSenosti v oblasti kreativity, dat a technologii. Béhem
této doby nachazel a aplikoval poznatky pro rtizné trhy a publika, jak
na narodni, tak mezindrodni Urovni, s cilem podpofit obchodni rdst.
Jeho zkuSenosti zahrnuji praci s daty, digitadlnimi technologiemi, kre-
ativitou, médii a inovacemi. Radil klientdm v oblasti her a zabavy, ale
také v Siroké skale dalsich odvétvi — od potravin a napojl pres obleceni,
automobily, motocykly az po technologické produkty, a dokonce i po-
hrebnictvi. V souCasnosti je spoluzakladatelem a hlavnim strategickym
feditelem spole¢nosti Capuchin Behavioural Science.

OCHRANA HRACU SITA NA MiRU POMOCI
PSYCHOLOGIE A ANALYZY DAT

Ochrana hrace: Individualni pfFistup.
Omezeni tradiénich pfistupu.

Tento dokument obsahuje shrnuti pristupu spolecnosti Capuchin Be-
havioural Science k ochrané hracd na zakladé snahy o vytvoreni pouc-
ného a poutavého materidlu pro provozovatele loterii.

Tradi¢ni strategie ochrany hracd se casto spoléhaji na univerzalni pfi-
stup, ktery vyuziva genericka sdéleni a opatreni tykajici se zodpovédné-
ho hrani. Tyto pfistupy véak ¢asto neberou v Uvahu, ze rdzni hraci maji
rdzné motivace a zkusenosti. V dlsledku toho pak nedostate¢né vyuzi-
vaji prilezitosti k u¢innéjsi podpore zodpovedné hry.

> o

Uzite¢nost psychologie a dat pro pochopeni hracu.

V ramci diferencovanéjsino a uc¢innéjsiho pfistupu k ochrané hracd je
tfeba porozumeét psychologickym zakladdm chovani hracd a vyuzit po-
znatky z dat k pfizpUsobeni intervenci. Tento pfistup uznava, Zze hraci
nejsou homogenni skupinou, ale spise jednotlivci s jedineCnymi moti-
vacemi, chutfi riskovat a vzorci chovani. S rznymi typy hracu se pak za-
chazi odlisné.

Identifikace psychologickych profilQ.

Kombinaci psychologickych principt s analyzou dat Ize hrace rozdélit
do rlznych profild, z nichz kazdy ma své vlastni charakteristiky a riziko-
vé faktory. Napftiklad zde jsou tfi pfiklady typd hracd a ramcovy psycho-
logicky profil kazdého z nich.



e Lustitelé: Tito hrdci se sdzeni vénuji pro potéseni a socidlni inte-
rakci a povaZzuji je spise za dovednostni hru nez za cisté nahodily
proces. Obvykle se chovaji méné rizikové a zaméruji se na logicky
aspekt sdzeni, spocivajici v lusténi logickych dkold.

e P¥FileZitostni hraci: PrileZitostni hraci hledajici obcasné vzruseni
a napéti, sazeji impulzivné a casto poddvaji vetsi sdzky mené cas-
to. Predstavuji stfedni miru rizika, protoZe jejich impulzivni povaha
je mize vést k obcasnému nadmeérnému utrdcen.

e Vyzyvatelé: /yzyvatelé, ktefi jsou vysoce soutézivi a orientovani
na svyj status, jsou motivovdni vitézstvim a povaZuji sdzeni za test
svych schopnosti. Tato skupina predstavuje nejvyssi riziko, protoze
Jjejich touha po vitézstvi mize vést k Usili pokryt ztraty dalsi hrou,
a k prekracovani limitd.

Personalizované zasilani zprav v zajmu zvyseni dopadu.

Pochopenitéchto psychologickych profil&i umozniuje formulaci cilenych
sdéleni, kterd reaguji na motivaci kazdého segmentu a na specifické ri-
zikové faktory. Obecnd sdéleni o zodpovédném hrani Casto nedokazou
upoutat pozornost hracud, zatimco personalizovana sdéleni maji vétsi
Sanci pozitivné ovlivnit jejich chovani.

Poznatky zaloZené na datech pro prediktivni modelovani.

Analyza dat hraje kliCovou roli pfi identifikaci rizikovych hracd a pred-
vidani potencidlnich problémC s hranim. Shromazdovanim a analyzou
rdznych datovych bodU, véetné metadat z doby pred registraci, hernich
vzorcl, a dokonce i Udaju o pouzivani chytrych telefond, mohou pro-
vozovatelé ziskavat psychologické poznatky pro své prediktivni modely,
které upozornuji na potencialné problematické chovani dfive, nez se vy-
stupnuje.
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Napriklad:

e Predregistracni metadata, jako je aktivita na socialnich sitich

a preference v ramci aplikaci, mohou odhalit informace o osobnosti

hrace a jeho ochoté riskovat.

e Udaje o prbé&hu hrani, jako je frekvence sazek, typy hranych her

a struktura vkladd a vybérd, poskytuji cenné informace o redlném

chovani pfi hrani.

e Udaje o pouzivani chytrych telefon(, jako je ¢as straveny online

v neobvyklych hodinach a typy pouzivanych aplikaci, mohou dale

obohatit profily hrd¢d a odhalit potencialni rizikové ukazatele.

Cilené podnéty ke zméné chovani.

Pobidky neboli vyzvy anebo pfipominky strategicky umisténé v rémci
uzivatelského zazitku mohou hrace ucinné vést k Iépe informované-
mu rozhodovani. Tyto podnéty Ize prizplsobit na zakladé profilu hrace

a jeho chovaniv redlném cCase.

Napfriklad:

LUSTITEL

Nizké riziko

PRILEZITOSTNY HRAC

Stfedni riziko

VYZYVATEL

Vysoké riziko

Sazi pro zébavu, jako
u spole¢enské hry

Logické hry, tvaréi
femesliné hry
Data o hraci: Nizka mira
zapojeni, pfed vstupem
do herniho prostredi
i poném
Osobnost: Stabilni,
tradiéni, premyslivy

Metadata ze smartphonu:

Sazi obcas, impulzivng,
hleda vzruseni
Metadata ze smartphonu:
Streamingové apky
a arkéddové hry
Herni data: Mensi pocet
vysSich sazek, hraje také
kasinové hry
Osobnost: Konzervativni,
ale senzacechtivy

Sazi kvuli vyzvé a statusu,
rad se chlubi
Metadata ze smartphonu:
Apky na fitness
a obchodovani
Herni data: Vyssi sazky,
vyhry i vybéry
Osobnost: Nepfijemny, rad
riskuje

,Proc se jiz dnes rovnou
nezapojit do jednoho
z plana?*

.1 Jose Mourinho obcas
déla prestavky*

,Zdatny hrac jako Ty vi,
kdy prestat”




Vyznam testovani a optimalizace.

Personalizovand ochrana hracd neni staticky pristup, ale spise nepretr-
Zity proces testovani a zdokonalovani. S tim, jak se chovani hraca vyviji
a jak jsou k dispozici nové Udaje, je tfeba zdsahy odpovidajicim zpUso-
bem upravovat. Pravidelné hodnoceni stavajicich intervenci a vyvoj no-
vych na zdkladé poznatkd z dat jsou zdsadni pro zajisténi trvalé ucin-
nosti.

Behavioralni véda organizace Capuchin: Partnerstvi pro bezpecnéjsi
hrani.

Spole¢nost Capuchin Behavioural Science se snazi spolupracovat s pro-
vozovateli loterii na implementaci téchto strategii zaloZenych na ddka-
zech a vytvofit bezpelnéjsi a pfijemnéjsi herni prostfedi pro vsechny.
Spojenim psychologickych znalosti s pokrocilou analyzou dat mdze
spole¢nost Capuchin provozovateldm pomoci:

e Rozvijet hluboké znalosti o hrac¢ské zakladné prostfednictvim psy-
chologické segmentace a analyzy dat.

e Navrhovat a provadét personalizované intervence, v€etné cilenych
sdéleni a pobidek.

o Vytvaret prediktivni modely pro identifikaci a podporu hraca s rizi-
kem vzniku problémového hrac¢ského chovani.

e Neustdle testovat a optimalizovat zasahy v zajmu zajisténi jejich
ucinnosti a pfizplsobeni ménicimu se chovani hraca.
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Tanja Sveen

Senior adviser responsible gaming and team-leader of
an innovation team, Norsk Tipping, NOR

Senior poradce pro zodpovédné hrani a vedouci inovacniho tymu
ve spolecnosti Norsk Tipping. Norsk Tipping nedavno ziskal ocenéni
European Lotteries Innovation Award za Spillepuls, systém interakci
s hraci v realném Case. Ma titul Master of Management z Oslo Business
School.Jiz11let pracuje ve spolecnosti Norsk Tipping v oblasti zodpoved-
ného hrani, zejména na inovacich a vyvoji nastrojd a opatfeni pro zod-
povédné hrani. Mezi priklady patfi proaktivni rozhovory s hraci v ohroze-
ni a problémovymi hraci, prehledy hernich Gctd, herni limity, prestavky
a vylouceni.
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NORSKY SYSTEM SPILLEPULS: DIGITALNI
INTERAKCE V OBLASTI ZODPOVEDNEHO
HRANI V REALNEM CASE

Je dobfe znamo, ze rizikovi a problémovi hraci své problémy dobfre skry-
vaji pred svymi rodinami a prateli a ze jen malo z nich vyhleda pomoc.
V digitalizovaném svété po sobé hraci zanechavaji digitalni stopy, coz
znamena, ze provozovatelé hazardnich her jsou ¢asto ti prvni, kdo od-
hali znamky nadmeérného hrani. To na provozovatele klade zna¢nou od-
poveédnost spocivajici v péci o hrace.

Norsky regula¢ni model hazardnich her klade velky ddraz na prevenci
negativnich disledkd hazardnich her. Ve spole¢nosti Norsk Tipping se
proto neustéle ptdme jak mdzeme zuzitkovat znalosti, data a technolo-
gie novymi zpUsoby, abychom neustéle zkvalithovali prevenci rizikové-
ho a problémového hracstvi. Inovace v oblasti zodpovédného hrani jsou
tedy prioritou.

Spolecnost Norsk Tipping vyvinula béhem poslednich Ctyr let komplex-
ni feseni pro digitalniinterakce v oblasti zodpovédného hraniv redlném
Ease. Reseni pokryva sirokou §kalu udalosti a behavioralnich signald a je
vyvinuto na zakladé cyklu ,testovani— uceni — Uprava systému*.

Intervence po telefonu - dulezita inspirace

V roce 2015 probéhl ve spolecnosti Norsk Tipping prvni mensi pilotni
projekt telefonickych intervenci. Zakazniky s vysokou ztratou jsme kon-
taktovali telefonicky, abychom s nimi promluvili o jejich hernich ztra-
tach a zvyklostech. K nasemu prekvapeni se zakaznici k hovordm stavéli
vesmes velmi pozitivné. V roce 2017 proved| psycholog a badatel Ja-
kob Jonsson rozsahlou studii, v niz bylo vybrano 1 000 trojic ze souboru
10 000 zakaznikl s nejvyssi ztratou za posledni rok. V kazdé skupiné byl
jeden zakaznik kontaktovan telefonicky, druhému byly stejné informa-
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ce zaslany dopisem a treti zakaznik byl zafazen do kontrolni skupiny.
Studie prokdazala vyznamné snizeni ztrat jeden rok po telefonatech (sni-
zeni o 30 %).

V pribéhu let jsme se z téchto hovort hodné naucili, a tak jsme si po-
loZili otazku: co kdybychom tyto poznatky digitalizovali a rozsifili, nikoliv
proto, abychom nahradili telefonické intervence, ale abychom oslovili
vice zdkaznik(, a oslovili je dfive?

Spillepuls - interakce v redlném case

To vedlo k vyvoji Spillepulsu, feSeni spolecnosti Norsk Tipping pro inte-
rakci s hraci v realném case. Hlavnim Ucelem tohoto rfeSeni je prevence
vzniku anebo pokracovani rizikového chovani u hracu.

Spillepuls pokryva Sirokou skalu udalosti a markerd chovéani, o kterych
Z vyzkumu a nasich internich analyz vime, ze souviseji s rizikovym ha-
zardnim hranim. Pro kazdou udalost nebo marker chovani vytvofime al-
goritmus/soubor pravidel. Algoritmus pak zajisti, ze pokud dojde k této
konkrétni aktivité nebo pokud chovani zakaznika vykazuje nastavené
znaky, spusti se personalizovana interakce v dobg, kdy je hrac pfihlasen
do nasi aplikace anebo na webovu stranku.

Ucelem interakce je sifeni osvéty v oblasti hrani, stimulovani sebereflexe
a predlozeni konkrétnich doporuceni, kterd hrani daného hrace zmirni.
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Spillepuls: Digitalni RG interakce s hraci

Hi Christopher!

Time for a new tactic?

Hlavni cile

Zameérili jsme se na tfi hlavni cile. Za prvé, mira vyuziti — aby zakaznici
text interakce otevreli a precetlisi jej. Za druhé, prijeti zakazniky —aby in-
terakce byly vnimany jako relevantni, uzite€né, a ne pfilis rusivé. Za tre-
ti, behavioralni efekty — zakaznik se rozhodne dokoncit akci, ktera pak
zklidni dalSi hru a podle potreby snizi ztratu z hrani.

Celkové vysledky

V prvnich pilotnich projektech dokoncilo celou interakci pfiblizné 60 %
zékaznikd. Diky opakovanému testovani jsme zjistili, Ze u interakci exi-
stuje urcity ,idealni bod" pro jejich délku a rozsah. Zkracenim doby po-
tfebné k dokonceni interakce se mira dokonceni zvysila na 90-99 %.

Na stupnici od 1 do 5 hodnoti zakaznici relevanci a uzite¢nost interakci
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v prdmeéru zndmkou 3,7. Komentare zakaznikl jsou vétdinou pozitivni
anebo neutralni.

Podil zakaznik(, ktefi dokon&i navrhované akce — ¢asto za Ucelem snize-
ni svého osobniho herniho limitum — se zvysil z hodnot 2,5-5% v nasich
prvnich pilotnich projektech na pfiblizné 25% ve vSech interakcich. Po-
kud se podivame na podil realizované uzivatelské akce na jednotlivého
zadkaznika, zjistime, Ze vice nez 50% zakaznikd dokoncilo né&jakou akci
alespon v jedné interakci. Klicovym faktorem Uspéchu, ktery ved| k to-
muto vyznamnému zlepseni, bylo zasadni usnadnéni dokonceni akce
pro zakaznika.

Cesta systematického testovani, u¢eni a zlepsovani

To, co umoznilo zlepsit vysledky Spillepulsu v prlbéhu ¢asu, je syste-
maticky pfristup, kdy jsou vSechny interakce nejprve testovany v pilot-
nich projektech a nasledné nasazeny v ramci randomizovanych kont-
rolovanych studii. Timto zpUsobem jsme shromazdili data, analyzovali
je a ovérili, ktera reSeni funguiji. Provedli jsme také vice nez 150 uzivatel-
skych testd, které nam poskytly cennou zpétnou vazbu k nasim napa-
dlm a navrzenym fesenim.

To je mozZna nejdulezitéjsi pouceni a doufejme, Ze i inspirace pro ostatni
provozovatele hazardnich her: potfebujeme, aby nase feSeni pro zodpo-
veédné hrani méla dopad, aby byla uziteCna pro ohrozené a problémo-
vé hrace. NejlepsSim zplsobem, jak to zajistit, je systematicky testovat
nase usili, abychom mohli vyhodnocovat vysledky, méfit ucinnost, ucit
se a zlepsovat.



Francesco Rodano
Chief Policy Officer, Playtech, IT

Francesco Rodano je feditelem pro vefejnou politiku ve spole¢nos-
ti Playtech a prednim odbornikem v oblasti regulace hazardnich her
a zodpovédného hrani. Ma vice nez 15 let zkudenosti z viadnich i pramy-
slovych pozic. Jako byvaly feditel pro online hry na italském Ufadu cel
a monopold sehrél klicovou roli pfi vyvoji regulaéniho rémce pro online
hrani v Italii. V soucasné roli ve spoleCnosti Playtech, jednom z nejvét-
Sich svétovych dodavatell hazardnich sluzeb, vede mezinarodni verejné
zalezitosti a iniciativy zamérené na bezpecnéjsi hrani. Stoji v Cele inte-
grace umelé inteligence a behavioralni analytiky do praxe zodpovédné-
ho hrani, v€etné vyvoje nastroje BetBuddy, ktery je pohdanén Al a nyni
pouzivan v 15 jurisdikcich na tfech kontinentech. Francesco je uzna-
vanym lidrem v oblasti politiky a regulace hazardnich her, zastupoval
zajmy vlad i pramyslu v raznych evropskych politickych diskusich a je
aktivnim ¢lenem nékolika obchodnich asociaci. Jeho jedinec¢na kombi-
nace regulacnich zkudenosti, primyslové praxe a zaméfeni na Al feseni
z n&j ¢ini cenény hlas pfi formovani budoucnosti zodpoveédného hrani.
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UMELA INTELIGENCE A ZODPOVEDNE
HRANI: FORMOVéNI' BUDOUCNOSTI
OCHRANY HRACU

Uvod

Odvétvi hazardnich her se neustale potyka s vyzvou, jak najit rovno-
vahu mezi postupy zodpovédného hrani (Responsible Gambling, RG)
a poutavym zazitkem pro hrace. Tradi¢ni pfistupy, jako je vylouceni sebe
sama, samotnymi hraci nastavené limity a zachovavani kontaktu s rea-
litou pFedstavuji dulezité nastroje. Casto véak spoléhaji na sebekontro-
lu hracd a jejich aktivni angazovanost - vlastnosti, které mohou chybét
praveé tém, ktefi jsou nejvice ohrozeni problémy s hazardnimi hrami.

A pravé v této oblasti mohou integrace umélé inteligence (Al) a beha-
vioralni analyzy zasadné zmeénit strategie ochrany hracd. Tyto techno-
logie umoznuji v€asné odhaleni rizikovych osob a usnadnuji intervence
Sité na miru dané osobé. Tento ¢lanek se zabyva souCasnym stavem
a budoucim potencialem vyuziti umélé inteligence v oblasti zodpoved-
ného hrani a Cerpa poznatky z nedavného vyzkumu a praxe v odvétvi.

Pristup zaloZzeny na behavioralni analyze

Analyza chovani v oblasti hazardnich her zahrnuje systematickou ana-
lyzu Udajd o hrécich s cilem identifikovat vzorce, které naznacuji pro-
blematické chovani pfi hrani. Tento pfistup doplfuje tradi¢ni nastroje
zodpovédného hrani v nasledujicich oblastech:

0 Proaktivni identifikace rizikovych hracl drive, nez dojde k zavazné
osobni uymé.

9 Umoznéni personalizovanych a cilenych intervenci.

e Stanoveni zakladni drovné bézného chovani pfi hrani hazardnich
her pro kazdého jednotlivého hrace.
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Tento pfistup vyuziva datovou védu a strojové uceni ke zpracovani vel-
kého mnozstvi dat z rdznych zdrojG a vytvari komplexni profily hraca.

Modely hodnoceni rizik

Efektivni systémy behavioralni analyzy obvykle vyuzivaji vice paralelné
bézicich modell hodnoceni rizik.

Vyznamnym prikladem je BetBuddy od spole¢nosti Playtech, kterd je
od roku 2010 v Cele iniciativ zodpovédného hrani zalozeného na umélé
inteligenci. Po akvizici spolec¢nosti Playtech v roce 2017 se BetBuddy ne-
ustale vyviji. Vyuziva vicemodelovy pfistup, ktery kombinuje analyzu Al,
statisticka srovnani, ddaje poskytnuté hraci a monitorovani v redlném
Case. Systém vyhodnocuje vice nez 70 znakd chovani, véetné primérné
wyse sazek, zvysené frekvence hrani, zmén limitd vkladd, odmitnutych
vkladd, noéniho hrani a dalgich.

Zapojeni do hry a personalizované intervence

Jednim z nejslibnéjsich vyuziti umélé inteligence v oblasti zodpovedné-
ho hranije jeji schopnost zapojit rizikové hrace v redlném Case prostred-
nictvim personalizovanych zprav. Vyzkum ukazal, ze zpravy na miru, kte-
ré nabadaji k nastaveni limit, mohou byt vyrazné Uc¢inné&jsi nez obecné
e-mailové kampané.

Spole¢nost Playtech v soucasné dobé provadi A/B/C testovani s jednim
z klientd BetBuddy, aby zjistila, jak rGzné Urovné personalizace zprav
ovliviiuji chovani hracd. Studie porovnava ucinnost scénarl ,zadné
zpravy", ,obecné zpravy"* a ,personalizované zpravy* na zakladé poznat-
kd BetBuddy o chovani hracd. Cilem je zabranit hracdm v dosazeni in-
tervencnich prahd pouzitim nerusivych zasahl a v kone¢ném dUsledku
zdokonalit pristup k zasilani RG zprav ve hre.
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Regulac¢ni prostredi

Regula¢niorgany po celém svéteé si stale vice uvédomuji potencial umé-
lé inteligence a behavioradlni analyzy pfi podpore odpoveédného hrani.
Vice nez 20 statld po celém svété, véetné Spanélska, Svédska, Danska,
Némecka a Nizozemska, nyni provozovateldm nafizuje, aby sledovali
chovani hracl a zavadeély opatreni k fedeni problém souvisejicich s ha-
zardnimi hrami. V USA se staty jako New Jersey, Colorado, Virginia a Ma-
ssachusetts vyslovné zasazuji o vyuzivani Udajl o hracich a technologii
k identifikaci potencialnich problémovych hraca.

Budouci potencial umélé inteligence v oblasti zodpovédného hrani
hazardnich her

Zatimco detekce rizik na zakladé umélé inteligence je relativné vyspéla,
existuje fada novych aplikaci, které vykazuji znacny potencial:

0 Chatboti a konverzacni asistenti na bazi Al: Ty mohou hracim
poskytovat personalizovanou podporu a informace, které jsou

k dispozici 24 hodin denng&, 7 dni v tydnu.

e Analyza sentimentu: Uméld inteligence muize analyzovat komuni-
kaci hracd a odhalit emociondlni stradani nebo jiné rizikové faktory.

e Prabézné zdokonalovani: Systémy umélé inteligence mohou neu-
stale zlepSovat naCasovani a ton RG zprav.

e Podpora léCby: Nastroje na bazi Al mohou doplnit tradi¢ni metody
|éCby a potencialné zlepsit jeji dostupnost a vysledky.
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Spoluprace herniho primyslu a vyzkumu

Oblast zodpoveédného hrani fizeného umélou inteligenci se rozviji diky
rdznym vyzkumnym snaham. Spole¢nost Playtech spolupracuje s UNLV
(University of Nevada, Las Vegas), aby podpofila nabidky na financovani
vyzkumu a spolupracovala na nastrojich Al pro analyzu a zlepSeni inte-
rakci s hraci.

Dalsi vyznamnou iniciativou v této oblasti je projekt ,Safe Bet" (Sazka
na jistotu), nékolikaleté vyzkumné partnerstvi, na kterém se podili spo-
leCnost Playtech, Erasmus University, University of Amsterdam a Holland
Casino. Cilem tohoto projektu je vyvinout pokrocily ramec pro zodpoved-
né hrani hazardnich her s vyuzitim umélé inteligence, behavioralnich véd
a realnych dat k vytvoreni personalizovanych intervenci a méreni jejich
ucinnosti.

Zaveér: Spolec¢ny pokrok

Integrace umélé inteligence a behavioralni analyzy do strategii zod-
poveédného hrani predstavuje vyznamny krok vpred v oblasti ochrany
hracl. Pro plné vyuZiti jejiho potencidlu je zdsadni spoluprace vsech zu-
C¢astnénych stran.

Provozovatelé, regulacni organy, vyzkumni pracovnici a poskytovatelé
technologii mohou vyuzit:

o Sdileni anonymizovanych dat a vysledkd vyzkumu s cilem zlepsit
presnost a Uc¢innost modell umélé inteligence.

e Vypracovani celoodvétvovych standardl pro etické vyuzivani umeé-
lé inteligence v oblasti hazardnich her.

e Provadéni dukladnych rozsahlych studii k ovéfeni ucinnosti inter-
venci zalozenych na umeélé inteligenci.
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e Zajisténi toho, aby nastroje umélé inteligence pfi feseni problému
souvisejicich s hazardnimi hrami doplnovaly, nikoli nahrazovaly lid-
ské odborné znalosti a empatii.

Podporou spole¢ného pfistupu muize odvétvi hazardnich her vyuzit silu
umeélé inteligence k vytvoreni bezpecnéjsiho a udrzitelnéjsiho prostre-
di pro hazardni hry. To nejen ochrani ohrozené hrace, ale také pfispéje
k dlouhodobé Zivotaschopnosti odvétvi.

Je dudlezité si uvédomit, ze i kdyz uméla inteligence nabizi vykonné
moznosti, lidsky faktor zdstava klicovy. Budoucnost zodpovédného hra-
ni zavisi na promysleném propojeni schopnosti umélé inteligence s lid-
skymi odbornymi znalostmi a empatii, pficemz v popredi naseho Usili
musi byt vzdy blaho hraca.
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Daniel Brookes
CEO and Co-founder Rdentify, Betcomply, UK

Daniel Brookes je uznavanym odbornikem s 15letou kariérou v oblastech

technologii a iGamingu. Diky bohatym zkusenostem v oblasti techno-

logii, compliance a obchodniho rozhodovani pfinasi do své klicové role

zakladatele spolec¢nosti Rdentify jedineCnou odbornost a vhled, kde

se specializuje na analyzu konverzacnich dat. Je znamy zlepsSovanim

obchodnich vysledkl a stoji jako lidr na prlseciku technologii a com-
pliance, ¢imz redefinuje prostfedi iGamingu.
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ZODPOVEDNE HRANI NENi POUZE
POVINNOST, PREDSTAVUJE | PRILEZITOST

VWyuZiti nejnovéjsich technologii umélé inteligence k transformaci zpU-
sobu, jakym komunikujete se zdkazniky o zodpovédném hrani, midze
poskytnout klicovou strategickou vyhodu, Fika generdlni reditel spo-
lecnosti Rdentify Daniel Brookes.

Vsichni vime, Ze v posledni dobé regulatofi povazuji zlepseni standardu
zodpovédného hrani za jednu ze svych klicovych priorit. Stejna situace
panuje v rdznych zemich svéta, kde se na lepsi komunikaci o zodpoveéd-
ném hrani zamérenou na hrace klade zna¢ny duaraz.

Provozovatelé mohou na tuto novou realitu nahlizet dvéma zpUsoby.
Bud' jako frustrujici problém, nebo jako dan za podnikani na lukrativ-
nich trzich. Nebo je mohou vnimat jako pfilezitost jit nad ramec pouhé-
ho dodrzovani predpist a proménit dodrzovani regulac¢nich pozadavki
na bezproblémové zazitky, které hrace nejen chrani, ale také je poma-
haji udrzet.

Rizika jsou vysoka. Provozovatelé Celi dvojimu tlaku: musi zachovat nej-
vy$&i standardy ochrany hracd a zaroven zajistit poutavy a pfijemny her-
ni zazitek. Sankce po ty, ktefi nesplni podminky, jsou vysoké — od pokut
az po odebrani licence.

A zpUsob, jakym provozovatelé tyto interakce v oblasti zodpovédného
hrani realizuji, se rychle stava rozhodujicim faktorem Uspéchu.

Zodpovédné hrani nejenze zlepsuje povést a ddvéryhodnost znacky, ale
ma také pfimy vliv na udrzeni hracud a jejich loajalitu — coz jsou ddlezité
faktory v odvétvi, kde je ziskdvani novych hracl stéle drazsi a konku-
renc¢néjsi.
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Proto jsme ve spolecnosti Rdentify stravili nékolik poslednich let vytva-
fenim komplexni platformy na bazi umélé inteligence, kterd dokaze pro-
ménit povinnosti z oblasti zodpovédného hrani ve strategickou vyhodu.

Aby mohli provozovatelé zajistit prvotfidni zazitek ze zodpovédného
hrani, potfebuji nastroje poskytujici informace v redlném Case a perso-
nalizované interakce s hraci. Al predstavuje v této oblasti to nejlepsi fe-
Seni. V soucCasné dobé je prakticky nemozné poskytnout pozadovana
feSeni manualnimi nastroji.

Na rozdil od tradi¢nich pfistupd, které se spoléhaji na standardizovan3,
¢asto obecna opatfeni, mohou platformy vyuzivajici umélou inteligenci,
jako je Rdentify, analyzovat obrovské mnozstvi Gdajd o hracich v redl-
ném Case, identifikovat potencialni rizikové markery a zaroven pfizpu-
sobit interakce konkrétni situaci kazdého hrace. To znamen3, zZe inter-
vence mohou byt v€asné, relevantni a nerusivé, coz vytvari bezpecnéjsi
a prijemnéjdi zazitek, ktery nepulsobi rusive.

Zvysovani latky v Ceské republice

Ceska republika je jen jednim z pfikladd trhu, kde nastroje pro zodpo-
védné hrani vyuzivajici umélou inteligenci poskytuji provozovateldm
vyhodu.

Online hazardni hry na trhu rychle rostou; nyni tvofi 46 % celkovych pfi-
jmd z hazardu v zemi. Jak jsme vSak vidéli jinde, pfindsi to s sebou pro-
blémy v oblasti ochrany hract a zodpovédného hrani.

Vyuzivdme umélou inteligenci k fedeni téchto problému a k tomu, aby-
chom revoluénim zpdsobem zménili komunikaci provozovateld s hraci
prostrednictvim inteligentnich interakci v redlném Case.

Nase uméld inteligence analyzuje konverzaci mezi hraci a operatory
v realném cCase a pomoci zpracovani pfirozeného jazyka rozpoznava

prvni pfiznaky rizikového chovani pfi hrani. To umoznuje operdtordm
nabizet individualni a vCasné intervence, které nejsou rusivé, a hraci
jsou pak k podpore vstficngjsi.

Data naSi hypotézu potvrzuji. Hraci uspésné dokonci pfriblizné 55 pro-
cent interakci iniciovanych umeélou inteligenci prostfednictvim platfor-
my Rdentify, coz svédc&io vysoké angazovanosti a nefalSované vnimavos-
ti vUci systémovym vyzvam k zodpovédnému hrani. Jesté povzbudivéjsi
je, ze 20% téchto hracd pokracuje v zodpovédném vyuzivani platformy,
coz potvrzuje, ze tato opatfeni poskytuji ochranu, aniz by odrazovala
od zodpoveédného hrani.

Klicova je rovnovaha mezi ochranou a pozitivnim hernim zazitkem, coz
nase umeéla inteligence umoznuje diky jemnym a personalizovanym in-
tervencim. Zasadni jsou také ochrana soukromi a zabezpeceni dat. Nas
systém splnuje vsechny pozadavky GDPR a dalsSi pozadavky specifické
pro Ceskou republiku, ¢imz rozsifuje moznosti provozovatelQ, aniz by
bylo ohrozeno soukromi hracu.

Je ndm velkou cti pUsobit v ¢ele revoluce zodpovédného hrani v Ceské
republice. Zjistujeme, Ze provozovatelé na trhu jsou otevfeni vyuzivani
technologii, které poskytuji lepsi ochranu i lepsi zazitek pro hrace. S té-
mito provozovateli budeme Uzce spolupracovat, abychom i nadale sta-
novovali nejvyssi mozné standardy.

Zakaznicka podpora

Kromé zodpovédného hrani muze umeéld inteligence sehrat transfor-
mativni roli pfi zlepdovani zakaznické podpory. To je stale dUlezit&jsi v si-
tuaci, kdy se rychle zvysuji ndklady na ziskdvani novych hracad.

Zjistil jsem, Ze mnoho provozovatell podcenuje vliv zakaznické podpory
na udrzeni zdkaznik(. Ztrata hrace kvlli Spatné podpore neni jen ztra-
tou pfijmu. Znac¢né naklady na ziskani zékaznika, o kterého jsme takto
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prisli, nebude snadné ziskat zpét. S prekvapenim jsme zjistili, ze mnozi
operatofi pribézné ridi kvalitu témér viech prvkd svého provozu, s vy-
jimkou tymu zakaznické podpory.

Nyni spolupracujeme s nékolika operatory, ktefi vyuzivaji platformu
Rdentify nejen k plnéni povinnosti z oblasti zodpovédného hrani, ale
také k celkovému zlepdeni zpUsobu interakce se zakazniky.

Jednou z klicovych prednosti umélé inteligence v této oblasti je moz-
nost vyuzivat velkych jazykovych modeld (Large Language Model, LLM)
ke sledovani, analyze a ziskdni poznatk( z neomezeného poctu interak-
ci mezi zakazniky a pracovniky zédkaznické podpory.

Rozborem téchto konverzaci mdze uméld inteligence poukézat na Cas-
té problémy, vyhodnotit vykon pracovnikl zdkaznické podpory a pomo-
ci identifikovat moznosti Skoleni. Tento pfistup umoznuje provozova-
telm zlepsit kvalitu podpory tam, kde je to nejdllezitéjsi, a snizit tak
pravdépodobnost odlivu hracd kvali Spatnym zkusenostem.

Existuje také moznost automatizace nékterych prvkd zékaznické podpo-
ry, diky Cemuz jste mnohem aktivnéjsi. Misto ¢ekani na to, az se hraci ob-
rati na podporu s problémem, mohou nastroje fizené umeélou inteligenci
rozpoznat, kdy jsou hraci frustrovani nebo kdy narazili na Casty problém,
a pfimét zakaznickou podporu k v€asnému zasahu. Je to velmi dcinny
zpUsob, jak hrace ujistit o tom, Ze nékdo jejich potfeby chape a fesi.

Dalsi oblasti kromé pfimé podpory je vyuziti platformy Rdentify k za-
chycenizpétné vazby a ndlad zdkaznik{. Pracovnici zakaznické podpory
jsou v pfimém kontaktu s vasimi zakazniky vice nez kterykoliv jiny za-
meéstnanec. Proto také maji vyborny prehled i o tom, jak hraci vnimaji
vasi znacku. Ve skutecnosti se vSak tyto znalosti po uzavreni tiketu v sys-
tému podpory pouzivaji jen zfidka.
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Nékteri nasi partnefi tuto situaci méni. Vyuzivaji nasi platformu k vytvo-
feni komplexniho pohledu na nélady hracu, ktery je mnohem organic-
t&jsi nez jakykoli priizkum znacky. Provozovatelé pak mohou zdokonalit
svou nabidku tak, aby [épe odpovidala pozadavkdm uzivateld.

Strucné receno, nabizi se zde skute¢na prilezitost nové definovat inter-
akce s hraci a standardy komunikace s nimi, a to jak v oblasti zodpovéd-

ného hrani, tak i mimo néj.

Jde o podporu vétsi loajality zdkaznikG v dobé, kdy kazdy, kdo setrvava
na misté, zGstane nakonec pozadu.
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Mark Griffiths
Professor of Behavioural Addiction

at Nottingham Trent University, UK

Dr. Mark Griffiths je certifikovany psycholog a uznavany profesor beha-
viordlnich zavislosti na Nottingham Trent University, kde také pusobi
jako feditel Mezinarodni vyzkumné jednotky pro hrani her. Jiz 37 let se
vénuje oblasti vyzkumu hazardu, hrani her a behavioralnich zavislosti
a je mezinarodné znadmy diky svym prllomovym pracim v této oblas-
ti. Publikoval pfes 1500 recenzovanych vyzkumnych ¢lankd, sedm knih,
vice nez 200 kapitol v knihdch a vice nez 1500 daldich ¢lankd. Za své dilo
ziskal vice nez 25 narodnich a mezinarodnich ocenéni, véetné ceny Joh-
na Rosecrance (1994), ceny Josepha Listera (2004), Ceny za celozivotni
vyzkum od Narodni rady USA pro problematiku hazardu (2013) a ISSBA
ocenéni za celozivotni pfinos k vyzkumu behavioralnich zavislosti (2023).
Kromé akademické Cinnosti se vénuje také novinarské praci na volné
noze, objevil se ve vice nez 3500 rozhlasovych a televiznich poradech
a napsal pres 400 Clankd pro narodni a mezindrodni noviny a ¢asopisy.
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IDENTIFIKACE PROBLEMOVEHO HRANI
ONLINE S VYUZITIM DAT O KONKRETNIM
UCTU: STRUCNY PREHLED

V posledni dobé roste zdjem o strategie v€asné intervence s cilem po-
moci osobam, které maji problémy s hazardnimi hrami. Ustfedni otaz-
kou téchto diskusi je, zda je mozné identifikovat problémové hrani
a/nebo rizikové chovani na misté jesté predtim, nez hraci formalné vy-
hledaji pomoc. Historicky se pokusy o identifikaci behavioralnich ,sig-
nall ujmy" souvisejicich s redlnym hracéskym chovanim zamérovaly
na hrace v kamennych provozovnach (Delfabbro, King & Griffiths, 2012).
V poslednim desetileti vSak doslo k vyraznému rozsifeni vyzkumu, ktery
se zabyva identifikaci problémového hrani na internetu pomoci Uda-
ju ziskanych analyzou dat o konkrétnich uctech. Ackoli panuje obec-
na shoda ohledné vhodnych indikatorU, které Ize pro tento Ucel pouzit,
proces identifikace mUzZe byt v praxi obtizny.

Typy sledovanych udajl, které Ize pouzit pfi profilovani hraéud online
her

V rédmci snahy o profilovani hra¢d online her pomoci analytickych udaju
o konkrétnim Uctu za Ucelem identifikace priznakl zavadového chovani
Ize shromazdovat a pouzivat rGzné typy dat. Patii sem Udaje o Uctu (ID
uzivatele, datum narozeni, pohlavi, bydlist&, PSC), idaje o hrani (napf. ID
hry, typ hry, pocet sazek/spint, doba stravena hranim (za relaci, za den,
Za mésic a za rok), financni Udaje (napf. suma vyhranych a prohranych
penéz, pocet penéznich vklady, vyse vkladyd, pocet vybérd penéz), Uda-
je o zodpovédném hrani (napt. vyuzivani ¢asovych a vydajovych limitd,
zmény v chovani pfi stanovovani limitd, pocet obdobi ,cool-off", pocet
dobrovolnych samovylouceni) a dalsi Udaje (napf. typ zafizeni pouziva-
ného k hrani online (chytry telefon, pocitac atd.), v jakou denni dobu se
hrani odehrava, zemépisna poloha hrace).
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Nase studie, které se pokouseji identifikovat signaly mozné ajmy
u hraéd online hazardnich her

Za poslednich deset let jsem (v dobé psanitohoto ¢lanku) spolupracoval
na tvorbé 41 studii vyuzivajicich udaje ziskané analyzou dat o konkrét-
nich Uctech. Vétsina z nich se tykala hodnoceni nastrojl zodpovédného
hrani, které pouzivaji provozovatelé hazardnich her (napf. nastaveni li-
mitl, vyskakovaci okna, personalizované zpravy, dobrovolna samovylou-
¢eni, doby na ,zklidnéni* hrace, povinné prestavky ve hre atd.). Nékteré
z nich se v3ak snazily identifikovat rdzné signaly mozné djmy u hracd
online hazardnich her.

Napfriklad v jedné studii (Ukhov, Bjurgert, Auer & Criffiths, 2021) jsme po-
rovnavali hrace online kasin (n=5000, z toho 2500 hracd s dobrovolnym
sebevyloucenim) a online sportovni sazkafre (n=5000, z toho 2500 sazka-
0 se sebevylou¢enim) pomoci prediktivnino modelovani sledovanych
parametr( jejich hry. Nasim cilem bylo identifikovat a kvantifikovat
spolec¢né i odlisné signaly, které jsou charakteristické pro problémové
hrace v kasinech a sazkovych platformach. Zjistili jsme, ze objem ztrat
za aktivni den vyrazné zwysil a ovlivnil miru vylouceni z hrani jak u hracd
v kasinech, tak u sportovnich sazkafr(l. Mezi sdzkati na sporty se na vy-
louCeni z hrani hazardnich her nejvice podilel pocet hotovostnich sazek
za aktivni den a hrani prostfednictvim mobilnich zafizeni (typicky chyt-
rych telefon(). U sportovnich sazkafl nejvic prispél k vyskytu vylouceni
objem utracenych penéz a hrani na stolnim PC. Tato studie ukazala, ze
u hracd v kasinech a u sportovnich sazkarl existuji rozdilné behavioralni
prediktory pro vylouceni z hrani.

Néktefi badatelé (véetné meé) vsak zpochybnuji, zda je vyskyt samovy-
louceni ze hry dobrym prediktorem problémového hracstvi (Criffiths &
Auer, 2016). V jedné studii jsme zkoumali online hrace (n=7732), ktefi
si zvolili Sestimeési¢ni variantu samovylouceni (Catania & Griffiths, 2021).
Zjistili jsme, ze pétina jich vyuzila Sestimésicni vylouc¢eni do 24 hodin
od registrace Uctu (19,15%) a polovina vyuzila Sestimésicni vylouceni
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do sedmi dnl od registrace Uc¢tu (50,39 %). Na zakladé tohoto zjisténi
jsme dospéli k zavéru, ze rozsah samovylouceni neni spolehlivym indi-
katorem problémového hracstvi.

V jiné studii (Catania & Criffiths, 2022) jsme se pokusili operacionalizovat
devét kritérii pro poruchu ,patologické hracstvi“ v Diagnostickém a sta-
tistickém manualu dusevnich poruch (DSM-5) pomoci dat z hraéskych
Uctd u 982 hracd online hazardnich her po dobu tfi mésicl od registra-
ce uctu.

e Koperacionalizaci' preokupace (fixace na hru) jsme pouzili (i)
pocet hodin stravenych hranim hazardnich her, (ii) pocet dnt
aktivniho hrani, (iii) frekvenci vkladani penéz na hracsky ucet a (iv)
pocet pripadd, kdy hraci kontaktovali zdkaznické centrum.

e Pro operacionalizaci toleran¢niho efektu jsme pouZili (i) nartst
poctu aktivnich hernich dnl v ¢ase a (ii) nardst poctu penéznich
vkladd v &ase.

e Pro operacionalizaci abstinenénich pfiznakl jsme pouZili pocet
pfipadu, kdy se hraci chovali urazlivé vaci personalu zakaznické
sluzby.

e Pro operacionalizaci ztraty sebekontroly jsme pouzili (i) pocet
zrudenych vybérd penéz a (ii) pocet pripadd, kdy hraci vypnuli sva
nastaveni pro zodpoveédné hrani.

e Koperacionalizaci fenoménu Uniku od problému jsme pouzili
pocet pripady, kdy hraci sdélili zakaznickému servisu, ze hazardni
hry vyuzili jako formu Uniku.

e Pro operacionalizaci fenoménu pokryti ztrat dalsi hrou jsme
pouzili nardst objemu uloZzenych penéz v prdbéhu ¢asu.

e Koperacionalizaci ohrozeni vztah( jsme pouzili pocet zadosti
dalSich osob o zruseni Uc¢tu (napf. manzelka vola na zakaznicky
servis a chce, aby zrusili manzelGv Ucet).

1 Operacionalizace — uréeni metody, kterou se da zkoumany jev meéfit, kvantifikovat, pozn. prekl.
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e K operacionalizaci fenoménu ,,zachrannych transakci* jsme pouzili
(i) pocCet registrovanych kreditnich a debetnich karet a (ii) Cetnost za-
dosti o bonusy z hazardnich her u pracovnikd zédkaznického servisu
(,Skemrani o bonusy*).

Tvrdili jsme, ze vétSinu kritérii DSM-5 pro poruchu patologického hrac-
stvi Ize (alespon do urcité miry) operacionalizovat pomoci skutec¢nych
Udajd o transakcich a interakcich s pracovniky zdkaznickych sluzeb.
Na zékladé téchto Udaju jsme zjistili Ctyfi jasné odlisitelné skupiny hracd:
neproblémovi hraci (65,78 %), rizikovi hraci (32,99 %), financné zranitelni
hraci (0,31%) a emocné zranitelni hraci (0,92 %). Nase analyza naznadi-
la, Zze provozovatelé hazardnich her by mohli identifikovat problémové
hrace pomoci Gdajd o Uctech, aniz by museli pouzivat reporting hracu
0 sobé samych.

V jiné studii (Auer & Griffiths, 2023a) jsme vyvinuli pét ukazatell, které
mohou sveédcit o snaze dohnat ztraty dalsi hrou (tzv. ,chasing”): (i) cha-
sing v ramci relace, (i) chasing napfic relacemi, (iii) chasing napfi¢ dny,
(iv) pravidelné vyCerpavani hracského konta a (v) Casté vkladani penéz
v rdmci relace. Na vzorku 16 771 hracd online kasin ze Spojeného kra-
lovstvi, Spanélska a Svédska jsme zjistili, Ze asté vklady v ramci jedné
relace odrazeji dohanéni ztrat dalsi hrou |épe nez kterdkoli z dalsich Ctyr
pouzitych metrik.

Provedli jsme také studii s cilem zjistit, zda Ize predpoveédét rizikové hra-
ni po jednom tydnu hrani, a to zkoumanim souvislosti mezi chovanim
pfi hrani hazardnich her béhem prvnich sedmi dnd po registraci a rizi-
kovym hranim béhem prvnich tfi mésicl po registraci (Auer & Griffiths,
2023b). Analyza na vzorku 37 986 hracu online her jasné ukézala, Ze rizi-
kové hrani béhem prvnich tfi mésicu Zivota hrace lze predpovédét pod-
le chovani pfi hrani jiz velmi brzy po registraci.

V nedavné dobé jsme provedli studii, jejimz cilem bylo zjistit, zda Ize
identifikovat narazové intenzivni hrani online (Auer & Griffiths, 2024),
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a to na vzorku 150 895 hracd online her v prabéhu tii mésicd. Pouzili
jsme 14 parametrd hrani (napf. pocet hracich dnd, pocet hernich se-
zeni, primérna Castka utracend za jednu hru). Identifikovali jsme Sest
odlidnych skupin hracl a dvé z nich (skupina 2: n=22 364 a skupina 5:
n=12 523) hrély v relativné nizkém poctu dnl béhem tii mésicd, ale vy-
kazovaly v téchto dnech vysokou intenzitu hrani ve srovnani s ostatnimi
¢tyrmi skupinami. Tvrdili jsme, Ze tyto dva profily mohou potenciadlné
odpovidat navykdm hracud s vysoce intenzivnim narazovym hranim a ze
provozovatelé online hazardnich her mohou identifikovat toto narazové
hrani pomoci analyzy dat dctu.

Priznaky ujmy na zakladé nasich studii vyuzivajicich data ze sledovani
¢t

C\

Na zakladé empirickych studii, jez jsme dosud provedli, jsme identifiko-
vali fadu vzorcd chovani, které mohou naznacovat Ujmu zpUsobenou
hazardni hrou. Zadny z téchto projevl sdm o sob& neznamena, Ze se
jednd o problémového hrace, ale ¢im vice téchto projevi se u jedné oso-
by vyskytuje soucasné, tim vetsi je pravdépodobnost, ze se jedna o pro-
blémového hrace. Nejdllezitéjsimi ukazateli Gjmy pravdépodobné jsou:

e Absolutni zaujeti hazardnimi hrami/ &etnost hrani

e Narust hracského chovani (Cas a penize) v pribéhu ¢asu
e ZvySena frekvence vkladl

e Dohanéni ztrat dalsi hrou

e Hranirdznych sazek

e Hranirdznych her

e ,Dobijeni* penézenky v ramci jedné hry

e Neustdlé prekracovani ¢asovych a financnich limitd

e Nepfebiranivyher/zrusené vybéry

e NeUspésné vklady

e Vice platebnich metod (mnoho debetnich a/nebo kreditnich karet)
e Hrani hazardnich her pozdé v noci
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Zavéry

Na zakladé nasich studii vyuZivajicich analyzy dat k Uctu lze identifi-
kovat nékteré markery skodlivosti hazardnich her. Néktera chovani pfri
hrani hazardnich her nemusi byt dobrym prediktorem problémového
hracstvi (napf. dobrovolné sebevylouceni) a operacionalizace nékterych
ukazatelG Ujmy z hazardnich her neni vzdy snadnd (napf. dohanéni
ztrat dalsi hrou).
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REKLAMA NA HAZARD: REGULACE NEBO
SAMOREGULACE?

Regulacni (legislativni) rAmec pro reklamu na hazardni hry tvofi:

Zakon €. 30/2019 Sb. o hazardnich hrach upravuje mj:

e podminky pro provozovani hazardnich her,

e podminky pro jejich propagaci,

e prdava a povinnosti provozovatele hazardnich her, dozorovaného
subjektu a hrace,

e statnidozor nad provozovanim hazardnich her, jejich propagaci
a souvisejicimi ¢innostmi v rozsahu vymezeném zakonem
o hazardnich hrach.

Zakon o hazardnich hrach se podrobnéji zabyva pravidly pro oznacovani
heren a kasin na jejich venkovnich ¢astech. Nefesi vsak Zzadnym zplsobem
obsah, formu a pravidla propagace hazardnich her v online prostredi.

Zakon €&.147/2001 Sb. o reklamé a o zmé&né a doplnéni nékterych zako-
Ny, ve znéni pozdéjsich predpisl, upravuje obecna a standardizovana
ustanoveni pro regulaci obsahu reklamy.

Zakon &. 264/2022 Sb. o medialnich sluzbach a o zmé&né a doplnéni
nékterych zdkond (zdkon o medialnich sluzbach), ve znéni pozdéjsich
predpist (opatfeni na ochranu verejnosti, medidlni obchodni sdé&leni,
skryta medialni obchodni sdéleni).

Zakon €.108/2024 Sb. o ochrané spotfebitele a 0 zmé&né a doplnéni né-
kterych zakonU (fesi nekalé obchodni praktiky); URHH zatim neni v po-
zici urCeného dozorového orgdnu pro ochranu spotrebitele v oblasti
hazardnich her - v sou¢asné dobé& URHH spolupracuje s Ministerstvem
hospodafstvi na novele zakona, na zakladé které bude URHH zafazen
mezi dozorové organy (§ 26) — mélo by se tak stat v prdbéhu roku 2025.
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Zakon &. 513/1991 Sb., obchodni zakonik, ve zné&ni pozdéjsich predpisy,
upravuje klamavou reklamu, kterou je reklama na zbozi, sluzby, nemo-
vitosti, obchodni nazvy, ochranné znamky, oznaceni puvodu vyrobku
a jind prava a povinnosti, kterd uvadi nebo mdze uvadét v omyl osoby,
jimz je urena nebo které oslovuje, a kterd je zpUsobild v dusledku kla-
mavosti ovlivnit ekonomické chovani téchto osob nebo kterd poskozuje
¢i mlze poskodit jiného soutézitele nebo spotiebitele.

Metodicky pokyn URHH k posuzovani reklamy podle § 15 odst. 9 a § 16
odst. 7 zdkona &. 30/2019 Sb. o hazardnich hrach a o zméné a doplné-
ni nékterych zadkond, ve znéni pozdéjsich predpisy, pfi vykonu dozoru
ve znénidodatku €. 1 (vydan 1. 3. 2024, zménén 15. 5. 2024) — tento meto-
dicky pokyn zaved| prisna pravidla pro oznacovani heren a kasin.

Samoregulacni (dobrovolny) rdmec pro reklamu v oblasti hazardnich her
0 Cile koncepce zodpovédné reklamy v oblasti hazardnich her

Bylo spoleCensky zadouci, aby se reklama na hazardni hry fidila vysoky-
mi a v zahranicni praxi jiz zavedenymi standardy pro ochranu nezleti-
lych a dalsich zranitelnych skupin a aby reklamni obsah byl spoleCensky
zodpovédny. Proto URHH ve Slovenské republice od kvétna 2022 inicia-
tivné prichazi s Koncepci zodpovédné reklamy v oblasti hazardnich her
a predklada tento tematicky dokument k verejné odborné diskusi.

Cilem zavedeni pravidel zodpoveédné reklamy v oblasti hazardnich her
a kontroly jejich dodrzovani bylo zvysit ochranu spotfebitell a nezleti-
lych prostfednictvim podpory zodpovédnych reklamnich opatrfeni pro
hazardni hry ve formé stanoveni pravidel pro zodpovédna obchodni
sdéleni, pfedchazet Ucasti nezletilych na hazardnich hrach nebo jejich
podnécovani k Ucasti na nich a zajistit, aby hazardni hry byly bezpec-
nym a odpoveédnym zdrojem zabavy a aby spotrebitelé spolu s provo-
zovateli méli k dispozici pravné predvidatelné prostfedi pro provozovani
a propagaci hazardnich her.

42

e Prijeti Kodexu zodpovédné reklamy v oblasti hazardnich her

Po internich diskusich a pfipominkovani ze strany provozovatell ha-
zardnich her vstoupil Kodex zodpovédné reklamy v platnost 1. ledna
2023. Kazdy provozovatel hazardnich her a jiny subjekt zapojeny do je-
jich propagace muze ke Kodexu pfistoupit prostfednictvim prohlaseni
podepsaného statutarnim zastupcem pfristupujiciho subjektu, ze ke ko-
dexu pfristupuje a bude jim vazan. Toto prohlaseni doruci pristupujici
subjekt UFadu pro regulaci hazardnich her za Gcelem zafazeni do se-
znamu signatar’ Kodexu, ¢imz se pro tento subjekt stane jeho dodrzo-
vani zavaznym.

URHH zvefejiiuje na svych internetovych strankach aktualni zné-
ni Kodexu a aktudlni seznam subjektl, které se k nému pfipojily
a zavazaly se dobrovolné a svobodné plnit jim stanovené povinnosti
ohledné zodpovédné reklamy v oblasti hazardnich her ve Slovenské
republice.

Kodex zodpoveédné reklamy v soucasné dobé podepsalo 39 signatéara,
coz predstavuje vice nez 97,5% trhu.

Kodex predstavuje dokument obsahujici soubor standardizovanych
etickych pravidel v oblasti reklamy na hazardni hry propagované na Uze-
mi Slovenskeé republiky, ke kterému maji pravo dobrovolné a svobodné
pristoupit vSechny subjekty a provozovatelé hazardnich her provozujici
hazardni hry ve Slovenské republice v souladu se zakonem o hazard-
nich hrach, ktefi sdileji hodnoty, Ucel a cile Kodexu.

e Regulace vs. samoregulace (vyhody/nevyhody)

Vyhody samoregulace:

e pruznost pfi prijimani pravidel,

e [prijimani pravidel na zédkladé konsensu,

e zohlednéni soucasnych aplikacnich a trznich zvyklosti,
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e prestupky nejsou trestany pokutami ani jinymi sankcemi — maji
pouze negativni dopad na povest,

e Vvzajemné hodnoceni mezi konkurenty, prohlaseni o zodpovédném
pristupu a odpovédném podnikani.

Nevyhody samoregulace:

e dobrovolnost,

e nevymahatelnost,

e prostor pro narusitele za Ucelem prosazovani individualnich zajm{,

e slozitéjsi dohoda o pravidlech kvuli rozdildm v typu provozovaného
hazardu: land-based a online / tvrdy hazard, mé&kky hazard.

Regulace (zdkonna) — preferovanym stavem z pohledu URHH je vy3si
uroven zakonné regulace nez v soucasnosti, nikoli vsak podrobna upra-
va pravidel reklamy v zakoné vzhledem k dynamickému vyvoji v oblasti
digitalniho marketingu a reklamy. Dlouhodobé politické riziko absolut-
niho zakazu reklamy. Z tohoto dGvodu také provozovatelé nemaji velky
zdjem na ,otevreni* legislativy za Ucelem Upravy pravidel pro propagaci
hazardnich her.

e Priklad neregulované reklamy (!)

Problémem spolecnosti Meta (provozovatele Facebooku a Instagramu) je
Skodlivy sponzorovany obsah na jejich platformach. Spole¢nost Meta ma
pro sponzorovany obsah benevolentni pravidla, pokud jde o hazardni hry.

Prakticky nezkoumd soulad zvefejnéného obsahu a jeho dostupnost
v jurisdikcich, kde je takova propagace hazardnich her zakazana, a ne-
zabyva se jim. URHH ma zkusenosti s ned&innym softwarningem, kdy
URHH obdrzel od pravniho zastupce spole€¢nosti Meta negativni odpo-

ved.

V soucCasné dobé je neékolika poskytovateli v mimoradném objemu pro-
pagovana hra Plinko. Za timto Ucelem jsou vytvareny ucty se sponzo-
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rovanym placenym obsahem, ktery je skodlivy a zaméreny na nezletilé
publikum.

Vzhledem k tomu, Ze generace Z (narozena v letech 1997-2012) a zejmé-
na generace alfa (narozend od roku 2012) jsou hlavnimi pfijemci obsahu
na socialnich médiich a streamovacich platformach a do zna¢né miry
podléhaji vlivu influencerd, je zapotfebi vysoké miry intervence ze stra-
ny regulacnich organt a bohuzel i represe (pokuty pro influencery).

Je zapotrebi, aby evropské zemé vyvijely spolec¢ny verejny tlak na pro-
sazovani zasad zodpoveédného hrani a zodpoveédné reklamy. Za timto
Ucelem by mély regulaéni organy a mezinarodni sdruzeni provozova-
teld hazardnich her spole¢né vyzvat spole¢nost Meta a pripadné dalsi
provozovatele streamovacich platforem, aby ve vyssi mife uplatnovali
zdsady zodpovédné reklamy a zodpovédného marketingu a zabrani-
li propagaci skodlivého obsahu propagujicihno nelegalni hazardni hry,
ktery je volné dostupny zejména nezletilym osobam.
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byla spolecnost BetBuddy pfevzata spolec¢nosti Playtech Plc. Simo je
¢lenem spravnich rad Kanadské rady pro zodpovédné hrani a Britské
komise pro hazardni hry, kde pUsobi jako ¢len Digitadlniho poradniho
panelu. Nedavno spoluzalozil GSI (The Game Safety Institute), institu-
ci zamérenou na vyvoj novych poznatkd na pomezi hernich produktd,
hract a bezpecnéjsino hrani.
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REGULACE HAZARDU: PRILEZITOSTI ]
A VYZVY PRI VYUZIVANI DAT A POZNATKU

Bylo mi potésenim zUdcastnit se prvni konference Institutu pro regulaci
hazardnich her o zodpovédném hrani.

Odvétvi hazardnich her cCeli fadé problém pfi zavadéni spravnych
predpist a postupl pro udrzitelny rdst. Konference se zaméfila prede-
vSim na data a technologie a predstavila osvédcené postupy a moznosti
zlepSeni standardd v oblasti bezpelnosti spotfebiteld.

Hovofil jsem o pfilezitostech a vyzvach, které prinasi vyuzivani dat a po-
znatk{ v oblasti regulace hazardnich her, a to ze dvou pohledi: z pohle-
du herniho prémyslu a z pohledu regulace ze strany statu.

Od mnoha prednich svétovych odbornikd jsme slyseli o uméni moz-
ného a o tom, co se v tomto odvétvi dé€je, zejména o obrovskych pfi-
lezitostech. Upozornil jsem vsSak také na nékteré problémy spojené
s vyuzivanim dat a technologii v oblasti ochrany spotfrebitele, protoze
s rostoucimi oCekavanimi kladenymi na technologie rostou i souvisejici
rizika.

Hovoril jsem o zkuSenostech, které jsme ziskali ve Spojeném kralovstvi.
Zkoumali jsme, jak Casové narocnd a komplexni je integrace dat do pro-
stfedi regulace hazardnich her. Pro ilustraci jsem pouzil tzv. Gartner
Hype Cycle (Kfivka pfehnanych ocekavani spolecnosti Gartner) a poho-
vofil o tom, jak byly datové technologie v poslednich 15 letech zac¢lenény
do regulacniho ramce ve Velké Britanii.

A pokud se podivame na to, co se stalo ve Spojeném kralovstvi za po-
slednich 15 let, vidime, Ze zavedeni a zaclenéni novych iniciativ z oblasti
ochrany spotrebitele s vyuzitim dat do pravnich predpisd vyzaduje Cas.
Projevuje se trend, kdy od objevu nové technologické pfilezitosti v ob-
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lasti ochrany spotrebitele, obvykle v podobé raného feSeni, do okamzi-
ku prvniho zaclenéni pravnich predpist, uplyne priblizné 7 let. Toto plati
v pfipadé, kdy se jednd o dobré, Zivotaschopné feseni, které muize byt
ku prospé&chu spotiebiteldm.

Na nize uvedeném grafu mudzete vidét, v jaké fazi zivotniho cyklu se tato
regulacni technologicka rfeseni (tzv. RegTech) nachazeji. Jak je typické
pro Gartner Hype Cycle, pfi pfedstaveni nového RegTech fedenise mize
objevit zna¢ny rozruch, kdy se Sifi informace, ze se jedna o feseni, které
Jvyresi problém hazardnich her”. Po pocatec¢ni fazi rozruchu vsak zjis-
time, Ze integrace tohoto feSeni v realném prostredi je mnohem tézsi,
nez se plvodné ocekavalo.

Pfijeti novych iniciativ na ochranu spotfebitele zaloZenych na datech
ve Spojeném kralovstvi

Gartner Hype Cycle

Viditelnost
- Analyza dat (2009-2016)
- Centralizované sebevylouceni (2011-2016)
- Ekonomicka dostupnost (2018-2025)
- Single Customer View (2019-2016)

Data Analytics Cantral Self-Exclusion

Affordability
Single Customer View

Béhem konference jsme napfiklad hodné slyseli o analyze dat a vyuziti
umeélé inteligence. Jedna se o technologii, ktera po mnoha letech inves-
tic a pocatecniho rozruchu nyni zacina vykazovat skute¢nou hodnotu,
a dochazi k postupnému zlepsovani.

Posledni na tomto seznamu je ,Single customer view". (v Sechny infor-
mace o zakaznikovi na jednom misté, v¢. informaci od vicero hernich
platforem anebo operatorl, pozn. prekl.) | po péti letech jsme jesté da-
leko od bodu, kdy bychom z této technologie mohli mit vyznamny uzi-
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tek. Na rozdil od centralniho samovylouceni, které je pomérné jednoduse
technicky fesitelnym problémem (nehledé na problematiku nelegalniho
trhu), je princip Single customer view technicky a provozné slozitéjsi.

Bezpochyby existuji véci, které funguji mnohem |épe, kdyz jsou data sdi-
lena nebo kombinovana, napfiklad socialni sité funguiji, protoze data jsou
sdilena v siti, a Iékarské zaznamy jsou uzite¢néjsi, kdyz jsou sdileny napfric
|ékafskymi oddélenimi. Stejné tak je tomu i v pfipadé udajl o hracich.
Jak vime, nejaktivngjsi hraci obvykle hraji na vicero uctech a v kamen-
nych i online kanalech a vime, ze jednotlivi operatofi mohou vidét pouze
¢ast jejich chovani na vlastnich platformach. Kombinace dat od rdznych
provozovatelU tak nabizi moznost ziskat kompletni neboli 360° pohled
na chovani hraca.

Nové technologie, jako je Open Banking, také umoznuji zobrazit cel-
kové vydaje hrace na vdech Uctech (rGznych) operatord. Lze zpracovat
i dalsi udaje, napfiklad ukazatele finan¢ni zranitelnosti, jako je dluh
na kreditni karté, schopnost pokryt vydaje na hazardni hry v poméru
k celkovému pfijmu a odhalit dalsi signaly financni zranitelnosti, napf.
nebankovni pUjcky ,pfed vyplatou” atd.

Jak jsme vsak jiz uvedli, ¢im slibn&jsi a potencidlné prevratngjsi reseni
existuje, tim slozitgjsi je obvykle ziskat vsechny jeho vyhody. A pokud se
zamyslime nad feSenim Single customer view, musime si polozit otaz-
ku, zda je sdileni miliard datovych bod( adekvatni, kdyz Udaje z vétsi-
ny prizkumt naznacuji, Ze naprosta vétsina hracd neni rizikova. Exis-
tuji i dalsi rizika, napfiklad zda se provozovatelé nestanou na takovém
systému pfilis zavisli namisto toho, aby trvale zlepSovali interni procesy
a postupy. S hovymi technologiemi, jako je Open Banking, jsou spojeny
problémy s jejich Sirokym pfijetim a se ziskanim souhlasu spotrebiteld.
Zkoumal jsem také vyzvy a pfilezitosti integrace dat z pohledu regu-
lacnich orgdn(. Pred regulacnimi organy stoji fada strategickych pro-
voznich problémd, které Ize vyresit lepsim vyuzivanim dat ke zlepseni
vysledkd regulace. Pro regula¢ni organy muze byt napfiklad obtizné
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provadét konzultace a stanovovat regulacni politiku, aniz by podrobné
znaly chovani spotrebitel.

Hovofil jsem o nékterych pristupech, které se zacinaji osvédcovat
ve Spojeném kralovstvi, jako je napfiklad vytvofeni jasné definované
datové strategie, kterd je v souladu s regulacnimi cili, zména kultury
Z pristupu ,dobré feseni napoprvé” na pristup ,testuj a uc¢ se* a zmeéna
podoby vlastni organizace regulatora prostrednictvim budovani kapa-
cit a schopnosti v oblasti lidskych zdrojG a technologii.

Souhrnné re€eno, data nabizeji prilezitosti k inovacim v oblasti RG a zvy-
Sovani standardu. Pridavani Sirsich zdroju dat a kombinovani dat provo-
zovatell pak nabizi potencidlné obrovské vyhody, ale za cenu zvysené
slozitosti a rizika. Regulacni organy musi nadale vyvijet tlak na odvét-
vi, aby investovalo do feseni ochrany Udajl o spotfebitelich, protoze to
neni primarnim cilem odvétvi. Regulacni organy i prdmysl musi také
vyuzit prilezitost, kterou jim davaji technologie a data, ke zlepseni vy-
sledkd regulace a prijmout kulturu ,testovani a uceni se.”
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Arife Yesil6z

(SARA) Supervisory Authority for Regulatory Affairs, HU

Arife Yesiloz od roku 2022 posiluje madarsky vicesektorovy regulaéni
organ, Ufad pro dohled nad regulaénimi zalezitostmi, jako vyzkumna
specialistka. Jeji prace se zaméruje na ziskavani komplexniho porozu-
méni dynamice trhu s hazardnimi hrami a cennych poznatkd o mysleni
madarskych hracud, coz pfispiva k tvorbé politik zastupujicich spole¢né
zajmy madarskych obcand. Pfekracuje hranice tradi¢nich regulacnich
ramcl a vénuje se hledani nastrojl behavioralni védy a dalsich védec-
kych pfistupl zaloZzenych na datech. Diky tomu poskytuje empiricky
podlozené dlkazy, které usnadnuji legislativni rozhodovaci procesy.
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AUDIT RIZIK: POSOUZENIi SPOUSTECU
SKODLIVEHO HRANI A VYHODNOCENI
RIZIK V OBLASTI OCHRANY HRACU

NA STRANKACH S ONLINE HAZARDNIMI
HRAMI

Od 1. fijna 2021 plni Ufad ukoly souvisejici s udélovanim licenci, kon-
trolou, dohledem a regulaci porfadani hazardnich her. Kromé toho se
zabyva ochranou hracd s cilem chranit zranitelné osoby. Aby Urad
mohl své zdsahy opfit o spolehlivé empirické Udaje, provadi vyzkumy
v oblasti ochrany hracd. Jednim z nich byla identifikace a posouze-
ni rizik skodlivych hernich vzord na online strankach se sportovnimi
sazkami.

Ufad se opird o behaviordlni védu a v jejim rdmci o teorii nudgingu.
Jde o nastroj, ktery pfispiva k ucinné tvorbé politiky. Tato teorie spojuje
ekonomii s psychologii a vychazi z predpokladu, ze lidé pfi rozhodovani
nezohlednuji vsechny aspekty v ramci rozhodovaciho procesu. Voli im-
pulzivné a soustfedi se pouze na nejsnaze dostupné informace. Mohou
se proto chovat zplsobem, ktery neodpovidé jejich nejlepsim zajmam.
Zkoumanim védomych a podvédomych faktor( lidského chovani jim
mUiZeme pomoci rozhodovaci procesy zlepsit.

Tato teorie predpokladd, ze nepatrné zmeény v prostfedi mohou pred-
vidatelnym zpUdsobem ovlivnit chovani lidi, aniz by omezovaly jejich
svobodu volby. Zakladem jsou pobidky (,postouchnuti”) jednotlivcl
k tomu, aby Cinili lepsi rozhodnuti. Vyuziva v tomto sméru Casto drobné
zmeény ve formeé prezentace informaci tak, aby chovani, které je ve smy-
slu verejného blaha pozitivni, bylo pfistupnéjsi nebo atraktivnéjsi. Tento
nastroj pomaha uradu zavadét ucinné a inovativni modely na ochranu
zajmu spotrebiteld a poskytovat kvalitnéjsi sluzby.
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Tato teorie mulze byt uzZitend zejména v situacich, kdy dochazi
ke zméné dynamiky ve srovhani s predchozim stavem. Vyzkum byl
proveden na podzim roku 2022, tedy bezprostfedné pred liberalizaci
madarského trhu s hazardnimi hrami v lednu 2023. Jednim z cild vy-
zkumu bylo pfipravit se na otevreni trhu a Iépe se na ném orientovat.
Uskutecnil se za pomoci laboratofre behavioralnich véd Univerzity Lo-
randa Eotvose.

Cilem vyzkumu bylo identifikovat prvky internetovych stranek pro on-
line sportovni sazeni, které podporuji skodlivé chovani. Predpokladali
jsme, ze mnohé spolecnosti zabyvajici se hazardnimi hrami, predevsim
ty, které pUdsobi na ¢erném trhu, pouZivaji tzv. dark patterns (,temné
vzorce*), kognitivni zkresleni a manipulativni metody, aby pfimély hra-
¢e zUstat na platformé deldi dobu, uzavirat vétsi sdzky nebo sazet vice-
krat po sobé. Vysledkem je mnohem rizikovéjsi styl hrani, nez jaky hraci
puvodné zamysleli. Pfipravili jsme jednoduchy, objektivni a komplexni
dotaznik pro hodnoceni a posouzeni rizik s deseti skupinami otazek vy-
chazejicich z cesty uzivatele a témeér 110 otazkami vychazejicimi ze Skod-
livych metod pouzivanych provozovateli hazardnich her. Dokument byl
vypracovan v souladu s domacimi opatfenimi na ochranu hracd a me-
zinarodnimi normami (napf. GamCare).

Sbér dat probihal formou testovaciho nakupu, béhem kterého dva ne-
zavisli vyzkumnici z univerzity provéfili a vyhodnotili devét hernich plat-
forem na madarském trhu, z nichZ pouze jedna byla v té dobé legalni.
Testovaci nakup sledoval cestu hrace od registrace az po sazeni a zruse-
ni profilu. Prvotni data zahrnovala poznatky ziskané pfi vyplfhovani hod-
noceni rizik, snimky obrazovky stranek, primeé zpravy zaslané ze strany
provozovateld, predloZzené statistiky a osobni dojmy. Shromazdéné Uda-
je byly vycistény a analyzovany a vysledky zobecnéného dotazniku byly
vyhodnoceny pro vSechny provozovatele. Bodové hodnoceni bylo pro-
vedeno podle tfi kategorii: vyuzivani vzorct dark pattern na strankach,
Ucinnost stranek pfi ochrané hracd a dodrzovani opatieni proti prani
Spinavych penéz. Na zakladé stanoveni bodového skére a porovnani
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véech provozovatelUd byly zjistény velké rozdily v jejich pfipravenosti. Né-
které z nich budou popsany nize.

Predevsim zadny z provozovatell nepozadoval potvrzeni véku navstév-
nika pfi navstéve stranek s hazardnimi hrami. Na jednom webu se pred
registraci nezobrazovala zddna zprava o ochrané hracd, prestoze upo-
zornéni potencialnich hracd na rizika hazardnich her je naprosto zdsad-
ni. Polovina téchto zprav byla napsana drobnym pismem nebo se skry-
vala v zapati stranky. Témé&r vsechny stranky pouzivaly poutavé vizualni
prvky k propagaci hry nebo lakaly hrace prostfednictvim slev.

Zadny z webUl nastésti neumozfoval sdzeni bez registrace, sedm webd
ho vsak umoznovalo pred ovérfenim totoznosti. TéEmér vsechny weby
rozdavaly bonusy za registraci, které motivovaly k vytvoreni uctu. Polo-
vina z téchto webl dokonce navrhovala vlozit vétsi ¢astku penéz za Uce-
lem ziskani bonusu. Polovina platforem se snazila ovlivnit rozhodovani
prostrednictvim manipulace s emocemi hrace. Vyuzivaly k tomu de-
signovych prvkU, které vyjadfovaly pocity spojené s fandénim, narod-
nim citénim, natlakem vrstevnikd nebo spfiznénosti.

Pouze dva weby poZadovaly pfi registraci prikaz totoznosti hrace.
Ostatni platformy ho vyZzadovaly jen ve fazi vybéru penéz. Sedm webU
se proto pfi kontrole véku hrace spoléhalo pouze na jeho vlastni prohla-
Seni. Nezletili tak mohli sazet, nemohli si vdak vybrat vyhrané penize.
P&t organizatord nabizelo moznosti rychlého vkladu, z nichz ¢tyfi na-
vrhovali minimalni vklad, ktery byl mnohem vySSi nez nejnizsi castka,
kterou bylo mozné vlozit. To vybizi k provedeni vysSi nez o¢ekavané do-
rovnavaci platby.

Pokud jde o zpravy, Ctyfi weby uvadély hrace v omyl, aby povzbudily
sadzeni. Napriklad naznacovaly, Ze hrac svdj podil penéz urcité vyhraje,
nebo ze zapas zcela jisté skonci tfemi nebo vice godly, coz v hraci vyvo-
ldva veétsi jistotu ohledné vysledku hazardni hry. VSichni provozovatelé
rozesilali na e-mailové Uty hracd pfimé zpravy tykajici se obchodnich

55



zalezitosti. Vétsina e-maill obsahovala obrazky nebo dynamicky design,
diky kterym byly nabidky nebo reklamy atraktivnéjsi. Hrace to tak do-
stane k sazeni, aniz by vstoupili na platformu. Pouze jeden provozovatel
pouzil e-mailovy Ucet hrace k rozesilani informaci o ochrané hracd. Co
se tyCe statistik, pouze jeden provozovatel zobrazoval statistiky Casu
strdveného na strance. PrestozZe plati, Ze kdyz lidem pomUzeme uveé-
domit si, kolik ¢asu ztraceji hranim, muze je to podpofit pfi zméné je-
jich chovani.

VSechny weby umozniovaly sebevylouceni. Jeden provozovatel to vSak
umoznoval pouze po kontaktovani zakaznického servisu, coz tento
postup ztézovalo a snizovalo pravdépodobnost, ze hraci tento nastroj
vyuziji. Kromé sebevylouceni jeden provozovatel neposkytoval zadné
nastroje sebeomezeni, jako je nastaveni limitd nebo uplatinovani kon-
troly reality. Jeden operator neaplikoval zadnou prodlevu po zruseni
nastaveného limitu hrac¢em, coz podporuje impulzivni rozhodovani.
U jednoho provozovatele bylo mozné nastavit limit pouze pomoci
prfedem stanovenych limitl ze seznamu, coz muzZe hrace ovlivnit, aby
zvolili vétsi limit, nez zamysleli. BEéhem procesu sazeni navrhovaly dva
weby hrat béhem sazeni nebo bezprostfedné po ném alternativni hry.
VétsSina provozovatelll umoznovala rychlé sazeni s predem uréenymi
variantami, coz podporuje impulzivni hrani, a sedm provozovatell po-
skytovalo nastroj vybrani jesté pred koncem, tzv. cash-out, ktery mdze
v hracich vyvolat pocit, ze maji nad vysledkem procesu sazeni vétsi
kontrolu.

Ve fazi vybéru penéz byl minimalni limit vybéru u dvou platforem néko-
likanasobné vyssi nez minimalni limit vkladu. To podporuje nepretrzité
sazeni, protoze hraci musi vyhrat vice penéz, nez kolik vlozili, aby si moh-
li vybrat ziskané penize. Polovina provozovatell neposkytovala moznost
smazat registrovany profil. Tfi z téchto webld umoznovaly pouze deakti-
vaci profilu, ktery bylo mozné znovu otevrit, kdykoli se hra¢ impulzivné
rozhodl hrat. Jeden web umozfioval pouze sebevylouceni.
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Provozovatel 3
Provozovatel 5
Provozovatel 6
Provozovatel 7
Provozovatel 8
Provozovatel 9

Maximum

Temné vzorce
a vnimani reality

Ochrana hracd 10 8 6 8 8 6 7 6 4 13

Boj proti prani
Spinavych penéz

Celkem 21 18 18 18 16 14 | 14 | 12 1 | 26

Z findlniho hodnoceni vyplyvd, ze zadny z provozovatell neziskal ma-
ximalni pocet bodd v modulu ochrany hracd, v modulu dark patterns
ziskal maximalni pocet bodl pouze jeden provozovatel a v modulu boje
proti prani Spinavych penéz pouze dva provozovatelé. Je tedy ziejmé,
Ze vsichni UcCastnici trhu maji co zlepsovat. Na zdkladé prlzkumu byl
vytvorfen multifunkéni nastroj, ktery muize poskytnout pohled na stav
trhu. Lze jej viak pouzit téz k ddkladnému a objektivnimu vyhodnoceni
pfipravenosti a efektivity urCité herni platformy. Tento nastroj by mohl

vyrazné urychlit a sjednotit licen¢ni Fizeni.

Po prostudovani vysledkd hodnoceni rizik jsme definovali osm obec-
nych doporuceni, ktera by pomohla vytvofit bezpelnéjsi prostredi pro
hazardni hry. Za prvé se doporucuje zachovat pozadavek na povinnou
autentizaci pred sazenim, aby tak byli chranéni nezletili a zabranilo se
prani Spinavych penéz. Vzhledem k tomu, ze nezletili by se mohli regist-
rovat pomoci dokladd totoznosti svych rodi¢d, doporucuje se ke kontrole
identity hracl pouzivat kamery v redlném Case a porovnavani obliceju.
Za druhé, abychom hracdm pomohli v racionalnim rozhodovani, dopo-
rucujeme omezit na minimum zobrazovani vzorcl dark patterns a mani-
pulativnich designovych prvkd, které vybizeji k riskantni hife. Kromé toho
navrhujeme zrusit moznosti rychlého dobiti penéz a rychlych sazek, ze-
jména pokud vyrazné prekracuji minimalni vklad nebo ¢astku sazek.
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Za treti se doporucuje davat hracdm s rizikovymi hernimi navyky roz-
sahlejsi zpravy ohledné jejich ochrany, a to i formou vyskakovacich oken
a pfimych e-mailQ, a vyraznéji jim doporucovat pouzivdni sebeome-
zujicich néstrojd, které jim pomohou znovu ziskat kontrolu nad svym
rozhodovanim. Za Ctvrté se doporucuje zavést nastroje, jako je neustalé
zobrazovani Casomiry, které by hracdm pomohly posilit smysl pro reali-
tu, protoze hazardni hry mohou zkreslit vnimani a pfimét hrace jednat
spise na zakladé emoci nez na zakladé racionality. Za paté navrhujeme,
aby vklad a vybér penéz byly stejné obtizné, protoze vklady nékdy vyza-
duji méné krokd, takze utratit penize je snazsi a ziskat je je t&zsi.

Za Sesté, protoze si mnoho hracl neuvédomuje, ze nékteré weby s ha-
zardnimi hrami na trhu funguji nelegalné, doporucujeme zobrazit
na obrazovce hrace varovnou zpravu, pokud navstivi néktery z nelicen-
covanych hazardnich webd. Za sedmé se doporucuje zahdjit rozsahlou
komunikacni kampan, kterd upozorni na nebezpecdi hrani s nelegalnimi
provozovateli, Cimz se na né vytvori tlak a ovlivni vefejné minéni. A ko-
necné, provozovatelé musi zohlednovat zmény v chovani hracd. Musi
znat zakazniky, u nichz je nezbytné definovat ukazatele upozornujici
na znamky nadmeérného hazardu. Na zakladé analyzy chovani hrace
mu Ize poskytnout personalizovanou podporu. Cilené zpravy maji vetsi
dopad nez sdéleni obsahujici obecné informace.
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Zavérecné slovo

Vazeni Ucastnici konference, vazeni ¢tenafi sborniku,

dovolte mi, abych na zavér tohoto sborniku, shrnujiciho nejdllezitéjsi
myslenky konference, vyjadril hluboké uznani vsem, ktefi se podileli
na jejim zdarném prdbéhu, vzniku a organizaci. Rad bych také podéko-
val véem Ucastnikdm, diky kterym je jasné vidét, Ze zodpovédné hrani
je ddlezité téma.

V prdbéhu konference zaznéla celd fada podnétnych a hodnotnych pfi-
spévkl od renomovanych odbornikd. Diskutovali jsme o nejnovéjsich
trendech v oblasti prevence a |éCby zavislosti na hazardnich hrach, o roli
modernich technologii a o vyznamu spoluprace mezi regulatory, provo-
zovateli a adiktology.

Je mi potésenim vam na tomto misté oznamit, ze uz nyni pfipravujeme
dalsi ro¢nik, na ktery se mizZzeme spolecné tésit.

S Uctou,

Patrik Weigl
Zodpovedné hrani | manaZer projektu
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CONFERENCE PROCEEDINGS Bvieyl4

Prague as the Heart
of Responsible
gambling.

p
0

Dear Readers,

It is with great honor that we welcome you to the pages of this
publication, which encapsulates the key moments and insights
from the inaugural international conference Prague as the Heart
of Responsible Gambling. This event, held in the very heart of Europe,
brought together experts, researchers, addiction specialists, and
representatives of the gambling industry from across Europe to share
their knowledge and experiences on the topic of safe and responsible
gambling.

Following in the footsteps of cities like London, Lisbon, Amsterdam,
and Rome, Prague has become another significant pin on the map
of responsible gambling. Thanks to the diligent efforts of the Institute
for Gambling Regulation and its Responsible Gambling project, the
Czech Republic has joined the ranks of European countries actively
contributing to safer gambling practices. This conference was not only
a platform for exchanging information but also a symbol of collaboration
and mutual trust, best embodied by the symbol of the heart.

This trust and collaboration are integral parts of the Responsible
Gambling project. They are fostered not only among the project's
main partners—Fortuna, Chance, Sazka, and Tipsport—but also with
other stakeholders. Through the support of these partners and the
involvement of additional parties, including academic institutions,
researchers, and addiction specialists, we are succeeding in creating an
environment where gambling is safer and more responsible.
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On the following pages, you will find key summaries of the
presentations delivered by individual speakers at the conference. We
hope this publication will serve not only as a source of inspiration but
also as a practical tool for those dedicated to advancing the cause of
responsible gambling.

We extend our heartfelt thanks to everyone who contributed to the
success of this event through their participation and support, and who
continue to help keep the heart of responsible gambling beating with
collaboration and trust.

Yours respectfully,
On behalf of the entire team of the Institute for Gambling Regulation

Mgr. Jan Rehola, Ph.D.
Director of the Institute for Gambling Regulation

Institute for Gambling Regulation z.s.

The Institute for Gambling Regulation isthe largest national professional
association in the gambling sector, representing 95% of the legal
gambling market in the Czech Republic.

Membersofthelnstituteinclude gambling operators, expertsauthorized
by the Ministry of Finance to conduct assessments and certifications,
hardware and software manufacturers, and partner associations.

The primary goal of the Institute's activities is to collaborate with public
authoritiesin the gambling sector to pursue smart gambling regulation.
Equallyimportantisour commitmentto contributing toincreased social
responsibility and the reduction of risks associated with gambling in
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the long term. Our aim is to create a platform for professional dialogue
to establish balanced gambling regulation in the Czech Republic.

Responsible Gambling Project

In 2021, we established the self-regulatory Responsible Gaming Project
with the aim of supporting prevention, preventing the development of
pathological gambling, implementing early detection of risky gambling,
and effectively addressing assistance for players who have lost control over
theirgambling.The projectinvolvesfour majoroperators—FORTUNACAME
a.s., CHANCE a.s,, SAZKA a.s., and Tipsport.net a.s—who have committed
to adhering to 29 commitments that go beyond legal requirements.
These commitments focus on enhancing player protection, prevention,
employee training, and responsible marketing and advertising.

Together, we are developing a unique tool capable of early detection
of risky player behavior. What sets our solution apart is not only its
ability to identify the moment when a player begins to gamble riskily
and immediately alert the player but also the fact that the same tool
and rules will apply across all participating operators. This approach
ensures consistent player protection regardless of where they play.

Detecting a risky player is important, but equally critical is knowing how
to communicate with such a player effectively and how to provide them

with assistance. Therefore, we conduct training sessions for operator
employees as well as for high-risk groups.

INSTITUT L
?4) PRO REGULACI .h zodpovédné
HAZARDNICH HER [ hrani
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Dan Thwaites

Co-founder Capuchin Behavioural Science,
MORUS LXIV and Non-exec, UK

Dan has been working in the creative, data and technology space
for 30 years. During this time he has found and applied insights for
a range of markets and audiences, nationally and internationally, to
drive commercial growth. His experience spans data, digital, creative,
media and innovation and he has advised clients in gaming and
entertainment, and wider afield - from food and drink to clothes to cars,
motorbikes and tech products, even funerals. He is now co-founder and
Chief Strategy Officer at Capuchin Behavioural Science.
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UNLOCKING PLAYER PROTECTION:
A PERSONALISED APPROACH.

The Limitations of Traditional Approaches.

This document provides a summary of Capuchin Behavioural Science'’s
approachto player protection, specifically tailored to be both informative
and intriguing for lottery operators.

Traditional player protection strategies often rely on a one-size-fits-
all approach, employing generic responsible gaming messages and
interventions. However, these approaches often fail to recognize
that different players have different motivations and experiences. As
a result, they miss out on opportunities to nudge responsible play more
effectively.

The Power of Psychology and Data in Understanding Players.

A more nuanced and effective approach to player protection involves
understanding the psychological underpinnings of gambling beha-
viour and leveraging data insights to tailor interventions. This approach
recognises that players are not a homogenous group but rather
individuals with unigue motivations, risk appetites, and behavioural
patterns. And treats them differently.

Identify Psychological Profiles.

By combining psychological principles with data analysis, players can
be segmented into distinct profiles, each with its own set of characte-
ristics and risk factors. For instance, here are three example player types
and an outline psychological profile for each.

e Puzzlers: These players engage in betting for enjoyment and social
interaction, treating it as a game of skill rather than pure chance.
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They typically exhibit low-risk behaviours, focusing on the puzzle-
solving aspect of betting.

e Casuals: Driven by occasional thrills and excitement, casual
players bet impulsively, often placing larger bets less frequently.
They represent a moderate risk level, as their impulsive nature can
lead to occasional excessive spending.

e Challengers: Highly competitive and status-driven, challengers
are motivated by winning and view betting as a test of their skills.
This group poses the highest risk, as their desire to win can lead to
chasing losses and exceeding their limits.

Personalised Messaging for Enhanced Impact.

Understanding these psychological profiles allows for the crafting of
targeted messages that resonate with each segment's motivations
and address their specific risk factors. Generic responsible gambling
messages often fail to capture the attention of players, whereas
personalised messages have a higher chance of influencing behaviour
positively.

Data-Driven Insights for Predictive Modelling.

Data analysis plays a crucial role in identifying players at risk and
predicting potential gambling problems. By collecting and analysing
various data points, including pre-registration metadata, gameplay
patterns, and even smartphone usage data, operators can build
psychological insights into predictive models that flag potentially
problematic behaviours before they escalate. For example:

° Pre-registration metadata, such as social media activity and app
preferences, can reveal insights into a player’s personality and risk
appetite.
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e Gameplay data, like frequency of bets, types of games played, and
deposit/withdrawal patterns, provide valuable insights into actual
gambling behaviour.

e Smartphone usage data, such as time spent online at unusual
hours and types of apps used, can further enrich player profiles and
reveal potential risk indicators.

Targeted Nudges for Behaviour Change.

The concept of “nudges” - subtle prompts or reminders strategically
placed within the user experience - can effectively encourage players
to make more informed decisions. These nudges can be personalised

based on the player’s profile and real-time behaviour.

For example:

GH

PUZZLER

"Why not commit to a “Jose Mourinho takes A savwy player like you
plan today?” oreaks, you know!" knows to quit ahead.”
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The Importance of Testing and Optimisation.

Personalised player protection is not a static approach but rather
a continuous process of testing and refinement. As player behaviour
evolves and new data become available, interventions must be
adjusted accordingly. Regular evaluation of existing interventions and
the development of new ones based on data insights are crucial for
ensuring ongoing effectiveness.

Capuchin Behavioural Science: Partnering for Safer Gaming.

Capuchin Behavioural Science is dedicated to working with lottery

operators to implement these evidence-based strategies and create

a safer and more enjoyable gaming environment for all. By combining

psychological expertise with advanced data analytics, Capuchin can

help operators:

° Develop a deep understanding of their player base through
psychological segmentation and data analysis.

° Design and implement personalised interventions, including
targeted messaging and nudges.

° Build predictive models to identify and support players at risk of
developing problem gambling behaviours.

° Continuously test and optimise interventions to ensure their
effectiveness and adapt to changing player behaviour.
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Tanja Sveen

Senior adviser responsible gaming and team-leader of
an innovation team, Norsk Tipping, NOR

Norsk Tipping was recently awarded the European Lotteries Innovation
Award for Spillepuls real-time player interactions. Master of Manage-
mentfrom Oslo Business School. Hasworked withinthe RG-area at Norsk
Tipping for the last 11 years mainly with innovations and development
of RG-tools and measures. Some examples are the proactive conversa-
tions with at-risk and problem gamblers, gaming account overviews,
gaming limits, breaks and exclusions. Has also worked with several ex-
ternal researchers to learn from these innovations.
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THE NORWEGIAN SPILLEPULS: DIGITAL,
REAL-TIME RG INTERACTIONS

TANJA SVEEN, SENIOR ADVISER/TEAM
LEADER NORSK TIPPING AS

It is well known that at-risk and problem gamblers hide their ongoing
problems well from their families and friends, and that few of them seek
help. In a digitized world, gamblers leave digital traces of their activities,
which means that gambling operators often are the first ones to detect
signs of excessive gambling. This places a significant responsibility,
a duty of care, on the operators.

The Norwegian regulatory model of gambling emphasizes strongly
the prevention of negative consequences from gambling. At Norsk
Tipping, we therefore continuously ask ourselves: how can we use
knowledge, data, and technology in new ways to continuously improve
the prevention of at-risk and problem gambling. Innovation within
responsible gambling is therefore a priority.

Over the last four years Norsk Tipping has developed a comprehensive
solution for digital, real-time RG interactions. The solution covers a wide
range of events and behavioral markers and is developed through
a test-learn-and-adjust approach.

Care calls — an important inspiration

Back in 2015 the first small pilot of care calls took place at Norsk Tipping.
We contacted customers with a high loss by phone to initiate a talk
about their loss and gambling habits. To our surprise, the customers
were generally very positive towards the calls. In 2017 psychologist and
researcher Jakob Jonsson carried out a large study, where 1000 triplet
sets were created among the 10,000 customers with the highest loss
over the last year. Within each set, one customer received a care call,
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one received the same information in a letter, and the third was in the
control group. The study showed a significant reduction in loss one year
after the calls (reduction of 30 %).

Over the years, we have learned a lot from those calls, so we asked
ourselves: what if we could digitize and expand on those learnings,
not to replace the care calls, but to reach more customers overall and
earlier?

Spillepuls - real-time interactions

This led to the development of Spillepuls, Norsk Tipping’s solution to
real-time interactions with players. The primary purpose is to prevent
players from either becoming or continuing to be at-risk players.

Spillepuls covers a wide range of events and behavioral markers that
we know from research and our in-house analyses are tied to at-
risk gambling. For each event or behavioral marker, we develop an
algorithm/rule set. This specifies that if this specific activity happens, or
the customer behavior looks like that, a personalized interaction will be
triggered while the player is logged into our app or website.

The purpose of the interactions is to raise awareness about their

gambling, to encourage reflection, and to present a concrete action
recommendation that will moderate further gambling for the customer.

72

Spillerpuls: Digital, RG player interactiions

Hi Christopher!

Time for a new tactic?

Key objectives

We have focused on three overall objectives. First, usage — that the
customers open and read the whole interactions. Secondly, customer
acceptance - that the interactions are perceived as relevant, useful,
and not too disruptive. Thirdly, behavioral effects — that the customer
chooses to complete an action that will moderate further play and
reduces his/her loss when relevant.

Overall results

In the first pilots, around 60% of the customers completed all the
interactions. Through iterative testing we learned that there is a sweet
spot for the length and degree of interactivity in the interactions, and
by shortening the length of time it takes to complete an interaction, the
completion rate has increased to 90-99 %.
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On a scale from 1to 5, the customers rate relevance and usefulness at
3.7 on average, and the comments the customers leave are in general
either positive or neutral.

When it comes to the proportion of customers who complete actions,
oftentoreducetheir personalgaming limit, thisincreased from 2.5-5%in
our very first pilots to approximately 25% across all interactions. Looking
at the action rate per individual customer, more than 50 % of customers
completed an action in at least one interaction. The key success factor
driving this huge improvement has been to make it extremely easy for
the customer to complete an action.

A journey of systematic testing, learning and improvement

What has enabled the improvement of the results for Spillepuls over
time is a systematic approach where all interactions are first tested in
pilots and set up as randomized controlled trials. This way we gathered
data, analyzed it, and found what worked well and what didn't work as
well. We have also carried out more than 150 user tests, which has given
us valuable feedback on our ideas and design.

This is perhaps the most important lesson, and hopefully an inspiration
to other gambling operators: we need our RG-solutions to have an
impact; to be helpful for players in the at-risk and problem zone. The
best way to ensure this is to systematically test our efforts so that we
can evaluate results, measure effectiveness, learn, and improve.
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Francesco Rodano
Chief Policy Officer, Playtech, IT

Francesco Rodano, Chief Policy Officer at Playtech, is a leading expert
in gambling regulation and responsible gaming with over 15 years
of experience spanning both government and industry roles. As the
former Remote Gaming Director at the Italian Customs and Monopolies
Agency, he played a pivotal role in developing Italy's regulatory
framework for online gaming. In his current position at Playtech, one
of the world's largest suppliers of gambling services, Francesco leads
international public affairs efforts and spearheads the company's safer
gambling initiatives. He has been at the forefront of integrating Al and
behavioural analytics into responsible gambling practices, including the
development of BetBuddy, an industry-leading Al-powered tool now
adoptedinl5jurisdictionsacrossthree continents. Arecognised thought
leader in gaming policy and regulation, Francesco has represented
both government and industry interests in various European policy
discussions and is an active member of several trade associations. His
unigue blend of regulatory expertise, industry experience, and focus on
Al-driven solutions makes him a valued voice in shaping the future of
responsible gaming.
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Al AND RESPONSIBLE GAMBLING:
SHAPING THE FUTURE OF PLAYER
PROTECTION

Introduction

The gambling industry continually faces the ongoing challenge of
balancing responsible gambling (RG) practices with an engaging
player experience. Traditional approaches such as self-exclusion, player-
set limits, and reality checks have been essential, but they often rely on
player self-awareness and proactive engagement — qualities that may
be lacking in those most at risk of developing gambling problems.

Thisiswhere the integration of artificial intelligence (Al) and behavioural
analyticsistransforming player protectionstrategies. Thesetechnologies
enable early detection of at-risk individuals and facilitate personalised
interventions. This article explores the current state and future potential
of Al in responsible gambling, drawing insights from recent research
and industry practices.

The Behavioural Analytics Approach
Behavioural analytics in gambling involves the systematic analysis of
player data to identify patterns indicative of problematic gambling

behaviour. This approach complements traditional RG tools by:

0 Proactively identifying at-risk players before substantial harm

occurs.
Q Enabling personalised and targeted interventions.

e Establishing a baseline of normal gambling behaviour for each
individual player.
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At its core, this approach leverages data science and machine learning
to process large volumes of data from multiple sources, building com-
prehensive player profiles.

Risk Assessment Models

Effective behavioural analytics systems typically employ multiple risk
assessment models running in parallel.

A notable example is Playtech's BetBuddy, which has been at the
forefront of Al-driven responsible gambling since 2010. Following its
acquisition by Playtech in 2017, BetBuddy has continually evolved. It
utilises a multi-model approach that combines Al analysis, statistical
comparisons, player-provided data, and real-time monitoring. The
system evaluates over 70 behavioural features, including average bet
amount, increased play frequency, changes in deposit limits, declined
deposits, night-time play, and more.

In-Play Engagement and Personalised Interventions

One of the most promising uses of Al in responsible gambling is its
ability to engage with at-risk players in real-time through personalised
messaging. Research has shown that tailored messages which
encourage setting limits can be significantly more effective than
generic email campaigns.

Playtech is currently conducting A/B/C testing with one of BetBuddy's
clients to examine how different levels of message personalisation
affect player behaviour. The study compares the effectiveness of no
messages, generic messages, and personalised messages informed by
BetBuddy's behavioural insights. The goal is to prevent players from
reaching intervention thresholds through non-disruptive interventions,
ultimately refining the approach to in-play RG messaging.

Regulatory Landscape

Regulators worldwide are increasingly recognising the potential of Al
and behavioural analytics in promoting responsible gambling. More
than 20 jurisdictions globally, including Spain, Sweden, Denmark,
Germany Netherland, now mandate that operators monitor player
behaviour and implement measures to address gambling-related
problems. In the United States, states like New Jersey, Colorado, Virgina
and Massachusetts are explicitly advocating the use of player data and
technology to identify potential problem gamblers.

Future Potential of Al in Responsible Gambling

While Al-driven risk detection is relatively mature, there are numerous
emerging applications that show significant potential:

0 Al Chatbots and Conversational Agents: These can provide
personalised support and information to players, available 24/7.

e Sentiment Analysis: Al can analyse player communications to
detect emotional distress or other risk factors.

e Reinforcement Learning: Al systems can continuously improve the
timing and tone of RG messages.

e Treatment Support: Al-powered tools can complement traditional
treatment methods, potentially improving accessibility and
outcomes.

Research and Industry Collaboration

The field of Al-driven responsible gambling is advancing through
various research efforts. Playtech has collaborated with UNLV to support
research funding bids and work together on Al tools for analysing and

enhancing player interactions.

Another notableinitiative inthisarea is the ‘Safe Bet' project, a multi-year
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research partnership involving Playtech, Erasmus University, University
of Amsterdam, and Holland Casino. This project aims to develop an
advanced responsible gambling framework using Al, behavioural
science, and real-world data to create personalised interventions and
measure their effectiveness.

Conclusion: Advancing Together

Theintegration of Aland behaviouralanalyticsintoresponsible gambling
strategies represents a significant step forward in player protection. To
fully realise its potential, cooperation among all stakeholders is crucial.

Operators, regulators, researchers, and technology providers can benefit from:

o Sharing anonymised data and research findings to improve the
accuracy and effectiveness of Al models.

Developing industry-wide standards for the ethical use of Al in
gambling.

Conducting rigorous, large-scale studies to validate the
effectiveness of Al-driven interventions.

© 0 O

Ensuring that Al tools complement, rather than replace, human
expertise and empathy in addressing gambling-related issues.

By fostering a collaborative approach, the gambling industry can
harness the power of Al to create a safer, more sustainable gambling
environment.Thisnotonlysafeguardsat-risk playersbutalso contributes
to the long-term viability of the industry.

As advance, it is important to remember that while Al offers powerful
capabilities, the human element remains crucial. The future of
responsible gambling depends on the thoughtful integration of Al
capabilities with human expertise and compassion, always keeping the
well-being of players at the forefront of our efforts.
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Daniel Brookes
CEO and Co-founder Rdentify, Betcomply, UK

Daniel Brookes is a distinguished professional with a remarkable 15-year
journey in the dynamic realms of technology and iGaming. Boasting
a wealth of experience in technology, compliance, and commercial
decision-making, he brings unparalleled expertise and acumen to his
pivotal role as founder of Rdentify, where he specialises in conversational
data analysis. Known for enhancing business performances, he stands
as a leader at the intersection of technology and compliance, redefining
the landscape of iGaming.
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RESPONSIBLE GAMING ISN'T JUST AN
OBLIGATION, IT'S AN OPPORTUNITY

Using the latest Al technology to transform the way you interact with
customers around responsible gaming can provide a key, strategic
advantage, says Rdentify CEO Daniel Brookes

We all know that regulators are now placing an improvement in
responsible gaming standards at the top of their list of priorities. It's
the same story in jurisdictions globally, with a strong emphasis on
mandates for operatorstoincrease responsible gamblinginteractions
with players.

These operators can view this new reality in two ways. Either as
a frustrating challenge and the cost of doing business in lucrative
markets. Or they can see it as an opportunity to go beyond mere
compliance,and transform these regulatory requirementsinto seamless
experiences that not only protect the player, but also help retain them.

The stakes are high. Operators face the dual pressures of maintaining
the highest standards of player protection while ensuring an engaging,
enjoyable gaming experience. There are heavy prices, ranging from
fines to licence revocation, for those who fall short.

And how operators conduct these responsible gaming interactions is
fast becoming a critical battleground.

Not only does responsible gaming improve brand reputation and
trust, but it also directly impacts player retention and loyalty—vital
factors in an industry where acquiring new players is increasingly
expensive and competitive.
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This is why we've spent the last few years at Rdentify creating
a comprehensive, Al-powered platform, capable of turning responsible
gaming obligations into a strategic advantage.

To deliver a world-class responsible gaming experience, operators need
tools that provide real-time insights and personalised interactions, and
Al is the solution leading the charge. It's now practically impossible to
manually deliver at the required standard.

Unlike traditional approaches that rely on standardised, often generic
measures, Al-powered platforms, like Rdentify,can analyse vastamounts
of player data in real-time, identifying potential risk markers while
tailoring interactions to each player's specific situation. This means that
interventions can be timely, relevant, and non-intrusive, creating a safer
and more enjoyable experience that doesn'’t feel disruptive.

Raising the bar in the Czech Republic

The Czech Republic is just one great example of a market where Al-
powered responsible gaming tools are giving operators an edge.

Online gambling has been growing rapidly in the market; it now
accounts for 46 percent of the country's total gambling revenue. But
as we've seen elsewhere, this brings with it challenges around player
protection and responsible gambling.

We're using Al to address these challenges and revolutionise how
operatorsengagewith playersthroughintelligent,real-timeinteractions.

Our Al analyses player-operator conversations in real-time, identifying
early signs of risky gambling behaviour using natural language
processing. This enables operators to offer personalised, timely
interventions that are non-intrusive, in turn making players more
receptive to support.

The data backs up our thesis. Around 55 percent of Al-initiated
interactions via the Rdentify platform are completed by players,
indicating high engagement and a genuine openness to responsible
gaming prompts. Even more encouraging, 20 percent of those players
continue to enjoy the platform responsibly, affirming that these
measures protect without deterring responsible play.

Balancing protection with a positive gaming experience is key, and our
Al makes it possible by intervening with subtlety and personalisation.
Privacy and data security are fundamental, too. Our system meets all
GDPR and other Czech-specific requirements, empowering operators
without compromising player privacy.

It's a real honour to be at the forefront of Czech gaming's RG revolution.
We are finding that operators in the market are open to embracing
technology to provide both better protection and a better experience
for players. We'll be working closely with these operators to continue to
set the highest possible standards.

Lending support

Beyond responsible gaming, Al can play a transformative role in
enhancing customer support. This has become increasingly essential
against a backdrop of rapidly increasing costs for acquiring new players.

I've found that many operators underestimate the impact of customer
support on retention. Losing a player due to poor support isn't just
a revenue loss; it also represents a significant acquisition cost that can
be challenging to recoup. We were quite surprised to see operators
which QA almost every element of their operation except their CS team.

We're now working with several operators who are using the Rdentify
platform not just to meet RG obligations, but to drive a wholesale
improvement in the way they interact with their customers.
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One of the key strengths with Al in this area is the ability to use LLMs to
monitor, analyse, and ultimately draw insights from a limitless number
of interactions between your customers and your CS agents. By
reviewing these conversations, Al can highlight common pain points,
evaluate agent performance, and help identify training opportunities.
This approach allows operators to improve support quality where it
matters most, reducing the likelihood of players leaving due to subpar
experiences.

There's also the ability to automate elements of support, making you
far more proactive. Rather than waiting for players to approach agents
with issues, Al-driven tools can detect when players are frustrated or
have hit a commmon point of friction, prompting your agents to intervene
early. It's a very powerful way to reassure players that their needs are
understood and being addressed.

Another field beyond direct support interactions is using the Rdentify
platform to capture customer voice and sentiment. Your CS agents have
more direct exposure to your customers than any other team members.
It follows that they also have their finger on the pulse when it comes to
how your players feel about your brand. But in reality, this knowledge is
rarely used once a ticket is closed.

Some of our partners are changing this, by using our platform to create
a comprehensive view of player sentiment that is far more organic than
any brand survey. From here, operators can refine their offering so it
more closely aligns with the demands of the user.

In short, there's a genuine opportunity here to redefine player
interactions and engagement standards, both around responsible
gaming and beyond.

This is about fostering greater customer loyalty at a time when standing
still is soon going to mean you'll be left behind.
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Mark Griffiths
Professor of Behavioural Addiction at Nottingham Trent University, UK

Dr. Mark Criffiths is a Chartered Psychologist and Distinguished
Professor of Behavioural Addiction at Nottingham Trent University,
and Director of the International Gaming Research Unit. He has spent
37 years in the field and is internationally known for his work into
gambling, gaming, and behavioral addictions. He has published over
1500 peer-reviewed research papers, seven books, over 200 book
chapters, and over 1500 other articles. He has won over 25 national
and international awards for his work including the John Rosecrance
Prize (1994), Joseph Lister Prize (2004), US National Council on Problem
Gambling Lifetime Research Award (2013), ISSBA Lifetime Achievement
Award for the Study of Behavioral Addictions (2023). He also does a lot
of freelance journalism and has appeared on over 3500 radio and
television programs and written over 400 articles for national and
international newspapers and magazines.

IDENTIFYING PROBLEM GAMBLING
ONLINE USING ACCOUNT-BASED
TRACKING DATA: A BRIEF OVERVIEW

There has been increasing interest in early intervention strategies to
assist individuals who are experiencing gambling-related problems.
Central to these discussions is whether it is possible to identify problem
gambling and/or risky behaviour in situ before gamblers formally seek
assistance. Historically, attempts to identify behavioural ‘markers of
harm’ related to actual gambling behaviour focused on gamblers in
land-based settings (Delfabbro, King & Griffiths, 2012). However, over the
past decade, there has been a marked increase in research examining
the identification of online problem gambling using account-based
tracking data. While there is general agreement concerning the range
of indicators that could be used, the process of identification can remain
difficult in practice.

Types of tracking data that can be used in profiling online gamblers

When attempting to profile online gamblers using account-based
tracking data to identify markers of harm, there are various types of
data that can be collected and used. This includes account data (user
ID, date of birth, gender, country of residence, postal codes), game
data (e.g., game ID, game type, number of wagers/spins, time spent
gambling [per session, per day, per month and per year]), financial data
(e.g., amount of money won and lost, number of monetary deposits,
deposit amount, number of money withdrawals), responsible gaming
data (e.g., use of time and monetary spending limits, changes in limit-
setting behaviour, number of ‘cool-off’ periods, number of voluntary
self-exclusions), and miscellaneous data (e.g., type of device used to
gamble online [smartphone, computer, etc.], what time of day the
gambling takes place, geographical location of the gambler).
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Our studies attempting to identify online gambling markers of harm

Over the past decade, | have (at the time of writing) co-authored 41
studies using account-based tracking data. The majority of these
have concerned the evaluation of responsible gambling tools used by
gambling operators (e.g., limit setting, pop-up mMessaging, personalized
messaging, voluntary self-exclusions, cooling-off periods, mandatory
play breaks, etc.). However, some of these have tried to identify various
online gambling markers of harm.

For instance, in one study (Ukhov, Bjurgert, Auer & Griffiths, 2021), we
compared online casino players (n=5000, including 2500 players with
a voluntary self-exclusion [VSE]) and online sports bettors (n=5000,
including 2500 bettors with a VSE) using predictive modelling of
their behavioural tracking data. Our objective was to identify and
quantify both common and distinct markers that are characteristic
to casino and sports problem gamblers. We found that the volume
of losses per active day noticeably contributed to problem gambling-
related exclusion for both casino players and sports bettors. Among
the sports bettors, the number of cash wagers per active day and
gambling via mobile devices (typically smartphones) contributed the
most to problem gambling-related exclusion. Among sports bettors,
the volume of money spent and gambling via a desktop computer
contributed most to problem gambling-related exclusion. This study
showed that there appear to be different behavioural predictors for
problem gambling-related exclusion among casino gamblers and
sports bettors.

However, some scholars (including myself) have questioned whether
VSE is a good proxy for problem gambling (Griffiths & Auer, 2016). In one
study, we examined online gamblers (n=7732) who had chosen a six-
month VSE option (Catania & Griffiths, 2021). We found that one-fifth of
gamblers used a six-month VSE within 24 hours of account registration
(19.15%), and that half of the gamblers used a six-month VSE within seven
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days of account registration (50.39%). Based on this finding, we concluded
that VSE is not a reliable proxy measure for problem gambling.

In another study (Catania & Griffiths, 2022), we attempted to
operationalize the nine criteria for gambling disorder in the Diagnostic
and Statistical Manual for Mental Disorders (DSM-5) using account-
based gambling tracking data of 982 online gamblers over a three-
month period after account registration.

e To operationalize preoccupation, we used (i) the number of hours
spent gambling, (ii) the number of gambling active days, (iii) the
frequency of depositing money into the gambling account, and
(iv) the number of times gamblers contacted customers;

e Tooperationalize tolerance, we used (i) the increase in the number
of active gambling days over time and (ii) increase in the number
of monetary deposits over time;

e To operationalize withdrawal symptoms, we used the number of
times that gamblers had been abusive towards customer service staff;

e To operationalize loss of control, we used (i) the number of
cancelled money withdrawals and (ii) number of times gamblers
removed their use of responsible gambling tools;

e To operationalize escape, we used the number of times gamblers
told customer services they used gambling to escape;

° To operationalize chasing losses, we used the increase in the
amount of money deposited over time;

e Tooperationalize the risking of relationships, we used the number
of third-party requests to close an account (e.g., a wife ringing
customer services wanting them to close their husband'’s account);

e To operationalize a bail out, we used (i) the number of registered
credit and debit cards, and (ii) frequency of requesting gambling
bonuses from customer service staff (‘bonus begging’).

We argued that most DSM-5 criteria for gambling disorder can be
operationalized (at least to some extent) using actual transaction data
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and interactions with customer service staff. Using these data, we found
four distinct clusters of gamblers: non-problem gamblers (65.78%), at-
risk gamblers (32.99%), financially vulnerable gamblers (0.31%), and
emotionally vulnerable gamblers (0.92%). Our analysis suggested that
gambling operators could identify problem gamblers using account-
based data without having to use self-report screening instruments.

In another study (Auer & Griffiths, 2023a), we developed five metrics that
may be indicative of chasing behaviour in gambling: (i) within-session
chasing, (ii) across-session chasing, (iii) across-days chasing, (iv) regular
gambling account depletion, and (v) frequent session depositing. With
a sample of 16,771 online casino gamblers from the UK, Spain, and
Sweden, we found that frequent session depositing reflected chasing
losses better than any of the other four metric operationalizations used.

We also carried out a study to see if high-risk gambling could be
predicted after one week’s play by examining the association between
gambling behaviour during the first seven days after registration and
high-risk gambling during the first three months after registration
(Auer & Griffiths, 2023b). With a sample of 37,986 online gamblers, the
analysis clearly showed that high-risk gambling during the first three
months of a player’s lifetime could be predicted by gambling behaviour
very early after registration.

More recently, we carried out a study to see if binge gambling could
be identified online (Auer & Griffiths, 2024) with a sample of 150,895
online gamblers over a three-month period. We used 14 parameters of
gambling (e.g., number of gambling days, number of gambling sessions,
average amount of money spent per game). We identified six distinct
clusters of gamblers where two of the clusters (Cluster 2: n=22,364; and
Cluster 5: n=12,523) gambled on a relatively low number of days during
three months, but displayed a high gambling intensity on those days
compared to the other four clusters. We argued that these two profiles
could potentially match the habits of binge gamblers, and that binge
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gambling may be able to be identified by online gambling operators
using account-based tracking.

Markers of harm based on our studies using account-based tracking
data

Based on the empirical studies we have carried out to date, we have
identified a number of behaviours which appear to be markers of
gambling harm. None of these on their own indicates that a person is
definitely a problem gambler but the more of these behaviours found
to co-occur within a single person, the greater the likelihood that the
person is a problem gambler. The most important markers of harm
appear to be:

e Total preoccupation with gambling/frequency of gambling

° Increase of gambling behaviour (time & money) over time

° Increased deposit frequency

° Chasing losses

° Playing a variety of stakes

° Playing a variety of different games

° ‘Reloading’ wallet within a gambling session

e Constantly hitting time and money spending limits

° Not collecting winnings/cancelled withdrawals

° Failed deposits

° Multiple payment methods (many debit and/or credit cards)

° Gambling late at night
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Conclusions

Based on our studies using account-based tracking behaviour, some
gambling markersofharm can beidentified. Somme gambling behaviours
may not be good proxies for problem gambling (e.g., voluntary self-
exclusion), and operationalizing some gambling markers of harm is not
always easy (e.g., chasing losses).
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ADVERTISING FOR GAMBLING:
REGULATION VS SELF-REGULATION

Theregulatory (legislative) frammework for gambling advertising consists
of:

Act No. 30/2019 Coll. on gambling regulates, inter alia:

e the conditions for the operation of gambling,

e conditions for the promotion of gambling,

e therightsand obligations of the gambling operator, the supervised
entity and the player

° state supervision over the operation of gambling, the promotion
of gambling and related activities within the scope defined by the
Gambling Act.

The Gambling Act addresses in more detail the rules on the external
markings and signposting of gaming rooms and casinos. However,
it does not address in any way the content, form and rules for the
promotion of gambling in the online environment.

ActNo.147/2001Coll.on Advertisingand on Amendmentsand Additions
to Certain Acts, as amended, regulates general and standardised
provisions for the regulation of the content of advertising.

Act No. 264/2022 Coll. on Media Services and on Amendments and
Additions to Certain Acts (Media Services Act), as amended (public
protection measures, commercial media communication, covert
commercial media communication)

Act No. 108/2024 Coll. on Consumer Protection and on Amendments
and Additions to Certain Acts (addresses unfair commercial practices;
The Gambling Regulation Authority (URHH, Urad pre regulaciu
hazardnych hier) is not yet in the position of a designated supervisory
authority for consumer protection in the field of gambling - currently
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URHH is working with the Ministry of Finance on an amendment to the
Act, on the basis of which URHH will be included among the supervisory
authorities (Section 26) - this should happen in the course of year 2025)

Act No. 513/1991 Coll. The Commercial Code, as amended, regulates
misleading advertising, which is defined as advertising of goods,
services, real estate, trade name, trademark, indication of the origin of
products and other rights and obligations, that misleads or is capable
of misleading the persons to whom it is addressed or whom it reaches,
and that, as a result of its deceptiveness, might influence the spending
behaviour of those persons or which harms or might harm another
competitor or consumer.

Methodological Guideline of the URHH for the assessment of
advertising pursuant to Section 15 Paragraph 9 and Section 16
paragraph 7 of Act No. 30/2019 Coll. on Gambling and on Amendments
and Additions to Certain Acts, as amended by later regulations on
supervision, as amended by Appendix No. 1 (issued 1.3.2024, amended
15.05.2024) - This methodological guideline introduced strict rules for
signposting and marking gaming rooms and casinos.

Self-regulatory (voluntary) framework for gambling advertising
o Objectives of the Responsible Gambling Advertising Concept

It was socially desirable for gambling advertising to be governed by high
standards, already established abroad, for the protection of minors and
other vulnerable groups and to have socially responsible advertising
content. That is why the URHH is taking the initiative to propose the
Concept of Responsible Gambling Advertising in the Slovak Republic
from May 2022 and is submitting this conceptual document for public
expert discussion.

The aim of introducing responsible gambling advertising rules and
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controlling compliance with them was to increase protection of consumers
including those under legal age. This is to be achieved by promoting
responsible gambling advertising by setting rules for responsible
commercial communications. Furthermore, the goal is to prevent minors
from participating in or encouraging their participation in gambling, and
to ensure that gambling is a safe and responsible source of entertainment
and that consumers, together with operators, are provided with a legally
predictable environment for the operation and promotion of gambling.

e Adoption of the Code of Conduct for Responsible Gambling
Advertising

Following internal discussions and commments from gambling operators,
the Code of Conduct for Responsible Gambling came into force on 1
January 2023. Any gambling operator and other entity involved in the
promotion of gambling may join the Code by means of a declaration
signed by a statutory representative of the acceding entity stating that
it accedes to and will be bound by the Code. Such declaration shall be
delivered by the acceding entity to the Office of Gambling Regulation
for the purpose of inclusion in the list of signatories to the Code, whereby
compliance with the Code shall be binding on such entity.

The URHH publishes on its website the current version of the Code
and the current list of entities that have joined the Code and have
undertaken to voluntarily and freely comply with the obligations set out
in the Code regarding responsible advertising in the field of gambling
in the Slovak Republic.

The Code of Conduct for Responsible Advertising currently has 39
signatories, representing more than 97.5% of the market.

The Code is a document containing a set of standardised ethical rules
in the field of gambling advertising promoted in the Slovak Republic,
to which all entities and gambling operators in the Slovak Republic in
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accordance with the Gambling Act, who share the values, purpose and
objectives of the Code, have the right to voluntarily and freely subscribe.

e Regulation vs self-regulation (advantages/disadvantages)

Benefits of self-regulation:

e flexibility in the adoption of rules,

° adopting rules by consensus,

e taking into account current application and market practice,

° misconduct is not punishable by fines and other penalties -
sanctions are merely reputational,

e competitive peer review, declaration of responsible approach and
responsible business

Disadvantages of self-regulation:

° voluntariness,

° unenforceability,

e space for disruptors (intruders) to advance individual interests,

° more complicated haggling over rules due to differences in the
type of gambling, such as Land-based gambling, online/hard
gambling or Soft gambling..

Regulation (statutory) - the preferred state from the point of view of
URHH is a higher level of statutory regulation than at present, but not
a detailed regulation of advertising rules in the law due to the dynamic
development in the field of digital marketing and advertising. There
is a long-term political risk of an absolute ban on advertising. For this
reason, operators are also not very interested in “opening up” the
legislation in order to modify the rules on gambling promotion.
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e Example of unregulated advertising (!)

The problem for Meta (the operator of Facebook and Instagram) is
malicious sponsored content on its platforms. Meta has benevolent
rules for sponsored content when it comes to gambling.

Meta makes virtually no inquiry into, and does not address, the
consistency of the published content and its availability in jurisdictions
wheresuch gambling promotionis prohibited. URHH hashad experience
with ineffective soft warning, where URHH received a negative response
from Meta's legal counsel.

Currently, the Plinko game is being promoted to an extraordinary extent
by several providers. To this end, accounts are created with sponsored
paid content that is harmful and aimed at underage audiences.
Considering the fact that Generation Z (those born from 1997-2012) and
especially Generation Alpha (born from 2012 onwards) are the primary
recipients of content on social media and streaming platforms, and are
largely subject to the influence of influencers, there is a need for a high
level of intervention by regulators and, unfortunately, repression (fines
for influencers).

There is a need for concerted public pressure from European countries
to promote the principles of responsible gambling and responsible
advertising. To this end, there should be a joint call from regulators and
international associations of gambling operators for Meta and possibly
other operators of streaming platforms to increase the application of
the principles of responsible advertising and responsible marketing
and to prevent the promotion of harmful content promoting illegal
gambling freely available, in particular to minors.
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PLACING DATA AND INSIGHTS AT THE
HEART OF GAMBLING REGULATION:
OPPORTUNITIES AND CHALLENGES.

It was a pleasure to join the Institute for Gambling Regulation’'sinaugural
responsible gambling conference.

The gambling industry faces a number of challenges in putting into
place the right regulations and practices to grow sustainably. The
focus of the conference was primarily on data and technology and it
showcased best practices and the possibilities of improving standards
in consumer safety.

| discussed the opportunities and challenges to using data and insights
in the regulation of gambling from two perspectives; both the industry
perspective and the regulatory perspective.

We heard from many of the world’s leading practitioners about the art of
the possible and what the industry is doing in this space —the immense
opportunities. But | also highlighted some of the challenges in using
data and technology in consumer protection, as when expectations rise
around what technology can do, so can the risks too.

| discussed the experience we have seen in the UK in understanding the
timeframes and complexities of integrating data into the regulation of
gambling. Toillustrate this | used the Gartner Hype Cycle and discussed
how data-driven technologies have been integrated into regulation in
the past 15 years in the UK.

And if we look at what happened over the UK in those past 15 years we
have seen that it takes time to implement and integrate new consumer
protection data initiatives into regulations. There is a trend of around
7 years from the moment a new consumer protection technology
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opportunity is surfaced, typically by an early solution, to when it first
becomes integrated into the regulations, that is if it's a good or viable
solution that can benefit consumers.

In the diagram below you can broadly see where these regulatory
technology solutions (or RegTech) are in the adoption lifecycle. As is
typical with the Gartner Hype Cycle, when a new RegTech solution is
introduced there can be a significant amount of hype that this is the
solution that will ‘solve problem gambling’, but, after the initial hype, we
come to realise it is much harder to integrate and to get to work than
was initially expected

The adoption of new data-driven consumer protection initiatives in
the UK

Gartner Hype Cycle

VISIBILITY
Data Analytics (2009 - 20186)
Central Self-Exclusion (2011 -2018)

Data Analytics Central Self-Exclusion

Affordability (2018 - 2025)

Single Customer View (2019 - 2026) Affordability

Single Customer View

For example, during the conference we heard a lot about data analytics
and the use of Artificial Intelligence. This is a technology that, after
many years of investment and some initial hype, is now starting to show
real value and ongoing incremental improvements.

The last one on this list is the single customer view. We are still some
way off, even after 5 years, from reaching the point where we are getting
significant benefits from this technology. Unlike central self-exclusion,
which is a relatively simple technical problem to solve (notwithstanding
the issue of the illegal market), single customer view has more technical
and operational complexities.
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Without doubt there are some things that are much better when data
is shared or combined, for example social networks work because data
is shared in a network and medical records are more useful if they are
shared across medical departments. And so is the case with player
data. As we know, the most engaged players are typically playing
across multiple accounts and both land and online channels and we
know operators can only see the portion of their behaviour in their own
platforms. So combining data across operators offers the opportunity
to obtain a complete, or 360° view of player behaviours.

Also, new technologies like Open Banking enables one to see a player’s
total spend across all operator accounts and also other data too, for
example financial vulnerability markers, such as credit card debt,
affordability of gambling spend v. total income, and whether there are
other financial vulnerability indicators, e.g., pay day loans, etc.

However, as we have discussed, the more promising and potentially
game-changing a solution there is, the more complex it typically is
to get the full benefits. And if we think about single customer view,
we must ask ourselves whether the sharing of billions of data points is
proportional when prevalence survey data suggests the vast majority
of players are not at risk. There are also other risks, such as whether
operators will become overly reliant on such a system v. continually
improving internal processes and practices. With new technologies like
Open Banking, there are challenges to getting broad adoption and in
obtaining consumer consent.

| also explored the challenges and opportunities of integrating data
from the regulators’ perspective. There are a number of strategic
operational challenges facing regulators that can be solved by better
using data to improve regulatory outcomes. For example, regulators
can find it challenging to undertake consultations and set policy
without understanding consumer behaviours in details.
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| discussed some of the approaches that are beginning to show benefits
in the UK, such as the regulator developing a clearly defined data
strategy that was aligned to the regulatory objectives, changing culture
from a ‘right first time’ to a ‘test and learn’ approach, and changing
the shape of its organisation by building capability and capacity across
people and technology.

In summary, data offers opportunities to innovate in RG and increase
standards, and adding wider data sources and combining operator
data offers potentially tremendous benefits but at increased complexity
and risk. Regulators need to keep pressure on the industry to invest in
consumer protection data solutions as this is not a primary objective of
the industry. Also, both regulators and industry need to embrace the
opportunity of technology and data to improve regulatory outcomes
and adopt a ‘test and learn’ culture.
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RISK AUDIT: ASSESSING HARMFUL
GAMBLING TRIGGERS AND EVALUATING
PLAYER PROTECTION RISKS ON ONLINE
GAMBLING SITES

As of 1 October 2021, the Authority carries out the tasks related to the
licensing, control, supervision and regulation of the organisation of
games of chance. In addition to all these, the Authority carries out
player protection tasks in order to protect vulnerable people. To base
their interventions on solid empirical data, the Authority conducts
research in the field of player protection, one of which was the
identification and risk assessment of harmful gambling designs on
sports betting sites.

The Authority relies on behavioural science, and within that, the nudge
theory, as tools that contribute to effective policy-making. The theory
integrates economics with psychology and is based on the concept
that people do not make decisions by taking into account all aspects
of the decision-making process. They choose impulsively, by focusing
only on the most easily accessible information. Therefore, they might
behave in a way that does not suit their best interests. By exploring the
conscious and subconscious factors behind human behaviour we are
able to help them improve their decision-making process.

The theory suggests that subtle changes in the environment can
influence people’s behaviour in a predictable way without restricting
their freedom of choice. It focuses on “nudging” individuals towards
better choices, by making behaviours that are positive for the public
good easier to access or more attractive, often through small tweaks in
how information is presented. This tool helpsthe Authority toimplement
effective and innovative models to protect the interests of consumers
and provide a higher quality of service.



This theory can be particularly useful in situations where there is a shift
in dynamics compared to the previous status quo. The research was
conducted in the autumn of 2022, immediately before the liberalisation
of the Hungarian gambling market in January 2023. In fact, one of the
research’s aims was to prepare for and to better navigate the opening of
the market. The research was conducted with the assistance of Edtvos
Lorand University's Behavioural Science Laboratory.

The research aimed to identify the elements of online sports betting
sites that encourage harmful behaviour. We theorized that many
gambling companies, mainly those operating in the black market, use
dark patterns, cognitive biases and manipulative methods to make
people stay on the platform for longer periods of time, make larger bets,
or play multiple bets one after another, leading people to adopt a much
riskier gambling style compared to what they originally intended
to do. We prepared an objective, easy to answer and comprehensive
evaluation and risk assessment questionnaire with ten question
groups based on the user journey, and almost 110 questions, based
on the harmful methods used by gambling operators. The sheet was
developed in accordance with domestic player protection measures
and international standards (e.g. GamCare).

The data collection was carried out in the form of a test purchase, during
which two independent researchers from the university reviewed and
evaluated nine gambling platforms on the Hungarian market, only
one of which was legal at the time. The test purchase followed the
player’s path from registration to betting and the cancellation of the
profile. The raw data included the observations made by filling out the
risk assessment, screenshots of the sites, direct messages sent by the
operators, statistics presented and personal impressions. The collected
data was cleaned and analysed, and the results of the generalised
guestionnaire were scored for all operators. The scoring was carried
out according to three categories: the sites' use of dark patterns, their
effectiveness in player protection, and their compliance with anti-
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money laundering measures. By scoring and comyparing all operators,
the research identified huge differences between their preparedness,
some of which will be discussed below.

First, none of the operators asked for confirmation of the visitor's age
when visiting the gambling site. One site did not display any player
protection message before registration, even though warning potential
gamblers of the risks of gambling is essential. Half of these messages
were in fine print or were hidden in the footer of the site. Almost all of
the sites used eye-catching visual elements to promote a game or lure
players in with discounts.

Thankfully, none of the sites allowed betting without registration;
however, seven sites allowed it before the authentication of identity.
Almost all sites gave out bonuses for registration, motivating people
to create an account. Half of these sites even suggested depositing
a larger amount of money in order to receive the bonus. Half of the
platforms tried to influence decision-making by manipulating the
player's emotions. This was achieved through design elements that
conveyed feelings associated with cheering, national sentiment, peer
pressure or relatedness.

Only two sites asked for the players’ identity card during the registration
process. The other platforms required it only during the money
withdrawal phase. Therefore, seven sites merely relied on self-declaration
when checking the players’ age. This way minors could still bet,
however they could not take out the money they won. Five organisers
had quick deposit options, four of which suggested a minimal deposit
that was much greater than the lowest amount of money that could be
deposited. This encourages higher top-ups than expected.

As for messages, four sites misled players to encourage betting. For
example, they insinuated that the player would surely win their share
of money, or that a match would most definitely end in 3 or more
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goals, making the player more confident in the outcome of a game of
chance. All operators sent out direct messages to the players’ e-mail
accounts concerning business. Most e-mails contained pictures or
dynamic design to make the offers or advertisements more appealing.
This immerses players in betting even when they are not accessing the
platform. Only one operator used the players’' e-mail account to send
out information about player protection. As for the statistics, only one
operator displayed the statistics of time spent on the site, even though
helping people realise how much time they waste on gambling could

help them change their behaviour.

All sites made self-exclusion possible, however one operator only allowed
this by contacting the customer service, making the procedure harder,
thus lowering the chances of players taking advantage of this tool. Other
than self-exclusion, one operator did not provide any self-restriction
tools, like setting limits or applying reality checks. One operator
provided no delay when a player withdrew the limit set, supporting
impulsive decision-making. One operator only allowed a limit to be set
using predetermined limits from a list, which might influence people to
choose a larger limit than intended. During the betting procedure two
sites suggested playing with alternative games during or immediately
after the betting procedure. Most operators allowed quick betting
with predetermined options, encouraging impulsive play, while seven
operators provided a cash-out tool, which can make players believe
they have greater control over the result of the betting procedure.

During the money withdrawal phase two platforms’ minimum
withdrawal limit was multiple times higher than the minimum deposit
limit. This encourages continuous betting because players have to win
more money than they deposited to be able to take out their earnings.
Half of the operators did not provide a way to delete the registered
profile. Three of these sites only allowed the profile to be inactivated,
which could be re-opened whenever the player had an impulsive

intention to play, while one site allowed self-exclusion solely.
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By scoring the final results, we can see that none of the operators
received the maximum score in the player protection module, while
only one operator received the maximum score in the module of dark
patterns and only two operators in the module concerning the fight
against money laundering. Therefore, it is clear that there is room for
improvement for all market players. In summary, the research resulted in
the creation of a multifunctional tool that is able to give a perspective on
the market's status, but also can be used to thoroughly and objectively
evaluate a gambling platform’s preparedness and efficiency. This tool
could make the licensing procedure much quicker and more unified.

After viewing the results of the risk assessment, we have defined eight
generalrecommendationsthatwould assistin creating asafergambling
environment. First, it is recommended to maintain the mandatory
requirement of authentication prior to betting, in order to protect
minors and prevent money laundering. Due to the fact that minors
could register using their parents' ID documents, it is recommmended
to use live cameras and face comparison to check the players’ identity.
Second, in order to help players make rational choices, we recommend
minimising the display of those dark patterns and manipulative
design elements that encourage risky play. Moreover, we propose the
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elimination of quick top-up and quick-bet options, especially if they
significantly exceed the minimum deposit or betting amount.

Third, for players with risky playing habits, it is recommended to provide
more extensive player protection messages, even in the form of pop-up
messages and direct emails, and to recommend the use of self-limiting
tools more prominently to help them regain control over their decisions.
Fourth, it is recommended to introduce tools such as the constant
display of a timer, to assist players in increasing their sense of reality, as
gambling can distort perception and make players act out of emotion,
rather than rationality. Fifth, we propose making the depositing and
withdrawal of money equally difficult, as sometimes deposits require
fewer steps, making it easier to spend money, and harder to receive it.

Sixth, because many gamblers are not aware that some of the
gambling sites on the market operate illegally, it is recommended to
display a warning message on the player’s screen if they visit one of
the unlicensed gambling sites. Seventh, it is recommended to launch
a wide-ranging communication campaign which will draw attention to
the dangers of playing with illegal organisers, thus exerting pressure on
the organisers by shaping public opinion. And lastly, organisers must
take into account changes in player behaviour. They have to know their
customers, for which it is essential to determine the indicators that
show signs of excessive gambling. Based on the analysis of the player’s
behaviour, personalized support can be provided to them. Targeted
messages have a greater impact than those containing general
information.
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Closing Remarks

Dear Conference Participants and Readers of the Proceedings,

Allow me to conclude this collection of proceedings, which encapsulates
the key insights of the conference, by expressing my deepest gratitude
to everyone who contributed to its successful execution, development,
and organization. | would also like to extend my thanks to all participants,
whose engagement highlights the importance of responsible gaming
as a crucial topic.

Throughout the conference, we had the privilege of hearing numerous
thought-provoking and valuable contributions from esteemed experts.
We explored the latest trends in the prevention and treatment of
gambling addiction, discussed the role of modern technologies,
and emphasized the importance of collaboration among regulators,
operators, and addiction specialists.

Itis my pleasure to announce here that preparations for the next edition
of the conference are already underway, and we can look forward to it
together.

Yours sincerely,

Patrik Weigl

Responsible Gaming | Project Manager
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