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3.1  Licensed gambling operators have for some time been required to offer dispute
resolution by an independent third party or ADR provider in line with LCCP social
responsibility (SR) code 6.1.1. The full provision is set out at Annex A.

3.2  This means that customers with a dispute about the outcome of their gambling
transaction which has not been resolved at the first stage of a licensee’s complaints
procedure must be offered dispute resolution free of charge. 

Use of approved ADR entities

3.3These overriding requirements will remain in place but, now the ADR Regulations have
been made, the Commission can clarify that ADR entities used by licensed operators must
be approved; that is to say they must appear on the list of ADR entities maintained by the
Gambling Commission, which will be published on our website. 

Information requirements

3.4  Traders (including licensed gambling operators) will need to provide certain
information in a clear, comprehensible and easily accessible way to consumers. For
licensed gambling operators, this means that they must provide information about the
approved ADR entities that they use to resolve disputes – namely their name, contact
details and website address – in the terms and conditions of sale or service contracts, and
on their website if they have one. 

3.5  Independently of what is required by LCCP, in the event of an unresolved dispute, all
licensed gambling operators established in the UK are required by the ADR Regulations to
provide the consumer with the name of an ADR entity (ie an ADR provider approved by
the Commission) competent to deal with the consumer’s complaint and tell the consumer
whether the operator is obliged or prepared to submit to an alternative dispute resolution
procedure operated by that ADR entity (LCCP requires all licensed gambling operators to
offer ADR by a Commission-approved entity to customers free of charge).

3.6  For operators that sell their services online, the ODR Regulations require them to
provide a link to the ODR platform on their website and information about the platform. All
websites which act as a platform for operators to sell their services must also provide a
link to the ODR platform.

Retention of information and records

3.7  ADR entities remain able to refuse to deal with a dispute on the ground that the
consumer has not submitted the complaint within a pre-specified time limit, the consumer
has not submitted the complaint to the body within the time period specified by the body,
provided that such time period is not less than 12 months from the date upon which the
trader has given notice to the consumer that the trader is unable to resolve the complaint
with the consumer. This means that operators will need to retain information and records
relating to disputes for a minimum of 12 months. Failure to hold records and information
may result in the dispute being resolved against the operator if the customer has records
which cannot be challenged by the operator.

3.8  More generally, licensed operators are reminded of the need to have appropriate
arrangements in place to retain the information and records necessary to facilitate
effective procedures for dealing with customer complaints and disputes, in compliance
with LCCP SR code 6.1.1. 

Reporting to the Gambling Commission

3.9  SR code 6.1.1(9) requires licensed gambling operators to submit a copy of the
decision on, or note of the outcome of, each dispute referred to an ADR entity to the
Commission or arrange for this to be submitted by the ADR entity. This requirement is not
affected by the implementation of the ADR Directive and operators should continue to
ensure that the necessary arrangements are in place for the Commission to be provided
with the dispute outcome or decision note by either the operator themselves or the ADR
entity.

3.10  Under SR Code 6.1.1, the Commission can specify the format in which the dispute
outcome must be notified. We have not as yet specified a particular format. However, as a
minimum we would expect:

a summary of the dispute, including the parties to the dispute, the subject matter of the
dispute, the amount in dispute, the dates of the events leading to the dispute and the
views of each party to the dispute if relevant

Related links

Alternate Dispute Resolution
(ADR) home

ADR application form

ADR - Further copies of section H

ADR Blog

Overview

Background

ADR advice for operators

licensed by Gambling

Commission

Advice for operators not required

to be licensed by the Gambling

Commission

Advice for ADR applicants and

ADR entities

FAQs

Timetable

Annex A: Extract from LCCP:

social responsibility code 6.1.1
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a note of the dispute outcome, including whether the decision was in favour of the
customer or the operator and whether the operator was directed to settle the amount
disputed

the reasons for the decision, including relevant rules/provisions applied and supporting
evidence

other basic information including the name of the ADR entity, and details of the
Commission licence(s) to which the dispute relates.

3.11 Submission of dispute outcomes should be made to the Commission electronically. In
the future, we may specify that the outcomes are reported in a specific Gambling
Commission format or via the Commission’s online eservices system.
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