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Introduction 

• I am Neil McArthur.  
• As many in the room will know, I have been with the Gambling Commission for more 

than 12 years and I proud to have the chance to lead the organisation at – what I see 
as – a crucial time for the industry we regulate and us as the regulator. 

• Whilst progress has been made, it is obvious that there is still much to be done to 
create a fairer and safer gambling market for British consumers. 

 
The challenge 

• The challenge we all face is how to balance consumer choice and enjoyment against 
the risks gambling can create and its impact on wider society. 

• I have made this point in every speech I have given – and I will make the point again 
and again. 

• That challenge is at the heart of our strategy – as is the fact that we are clear that we 
cannot address it on our own.  

 
We all need to work together to address that challenge 

• As a regulator, we will set and enforce standards that you - the industry - need to 
comply with. And, no one should be in any doubt that we will continue to be tough 
with licence holders who don't abide by the standards we set. 

• But compliance and enforcement isn’t going to create the levels of innovation and 
creativity that we need to meet the challenge I described at the outset – i.e. the 
challenge of: 

o Providing choice and enjoyment to your consumers in a responsible way 
o Minimising the risks that your products pose to some of the people who use 

them 
o Effectively treating all the people who have been harmed by gambling 

 
• We can enforce our way to minimum standards (and we can keep raising the bar on 

those minimum standards) but, ultimately, we need the industry to step up and work 
to raise standards and to innovate to reduce the risk of harm.  

• We also need continued strong partnerships with other regulators, consumer 
representatives and government. 

 
Helping things go right in the first place 

• We want to do more to help things go right in the first place - to provide support and 
guidance, and offer a forum for sharing practice.  

o For example we are currently looking at a forum which brings together the 
industry, us and consumers which will look at ensuring the voice of the 
consumer is represented in customer interaction work. 



• We want to support the industry in raising standards. Not just intervene when things 
go wrong and we need to take action.  

• Over the next year we’ll be identifying more opportunities where we can provide more 
guidance and support. Whether this is through events – or helpful information and 
support tools.  

 
Preventing harm 

• Protecting people from gambling related harm is vitally important – it’s at the core of 
our statutory objectives. In March, we published our advice to the governments 
gambling review. 

o Much of the commentary about the government’s review has been focussed 
on FOBTs. In our advice we proposed a comprehensive package of 
measures to tackle the risk of harm, including advice about stakes.  

o The government published their decision earlier this month and the stake cut 
for FOBTs was in line with our advice and we were pleased to see that they 
agree that a wider package of measures is needed to protect players.  
 

• The debate, as anticipated, has already moved on and the focus has begun to shift 
on to online gambling and advertising and what can be done to better protect 
consumers. 

• In that context, I think it’s already time the industry looked again at the ‘when the 
FUN stops, stop!’ messaging. I applaud Skybet’s efforts, in running advertisements 
with nothing but the message on – but I still think the industry could do better. 

• All brands need refreshing from time to time or they risk becoming seen as behind 
the times or just background noise. Perhaps now is the time to update “when the fun 
stops” to demonstrate that both the industry and public expectation has moved on 
from when it was first launched. 

• Better evidence about what would be meaningful to consumers – in terms of 
understanding the risks of gambling and what options they have if they are worried 
about their gambling - would be helpful. Stopping is part of the solution, sometimes 
people cannot stop and need help. The current messaging doesn’t directly address 
that issue. 

• As you know, Britain has the largest regulated online gambling market in the world 
and we are continually looking for ways to make it even fairer and safer for 
consumers. 

• Online gambling firms must put in to place measures that protect those vulnerable to 
harm – and given the amount of data they hold about their customers there is no 
good excuse for not doing so. 

• We expect operators to: 
o Design safe, socially responsible, products 

 Products that don’t appeal to children 
 Products that don’t mislead consumers 
 Produce that don’t encourage risky behaviour 

o Improve how they interact with their customers when there are clear signs of 
harmful play 

o Make sure self-exclusion works correctly. 
 

• There is a real opportunity to learn from other sectors before the point of statutory 
intervention. Now is the time to use the resources and technology available to you to 
make improvements and prove that you are a socially responsible sector.  

• In March we published our review of the online gambling sector and announced 
proposals which intended to: 

o protect children better 
o reduce the risks to vulnerable consumers, and  



o build on the current expectations from operators to know their customers and 
intervene at an earlier stage before consumers experience harm 
 

• We will strengthen the protections for children and young people through: 
o improving the speed and effectiveness of age verification processes 
o putting free-to-play demo games behind an age verification wall, and  
o working with the ASA to limit the impact of advertising on children 

 
• We’ll also be looking at ways to minimise harm through stronger customer interaction 

requirements and exploring the introduction of spend limits until a customer 
affordability checks have been conducted 

• Our review also identified five areas where we’ll be undertaking further work during 
the coming year: 

o We’ll assess the effectiveness of the current tools available to consumers to 
manage their gambling 

o Review our requirements on the protection of customer funds and consider 
whether there are sufficient protections around dormant accounts 

o Consider whether gambling on credit should continue to be permitted 
o Consider whether we need to make changes to ensure that consumers can 

withdraw funds more easily 
o Review gambling product characteristics to identify whether particular 

features pose greater risk of harm than others 
 

Next steps on harm minimisation  
• On the subject of harm minimisation, there are three other points I want to make: 

o The first relates to funding for research, education and treatment 
 I want to see the industry up its game in meeting the expectations set 

out in the National Responsible Gambling Strategy 
 This includes securing more funding for Research Education and 

Treatment 
 If the industry can’t provide what is needed, there is strong case for a 

statutory levy 
 

o The second relates to problem gambling rates 
 Stable statistics are not, in my view, a good news story. I want to see 

problem gambling rates reduce 
 We want to stimulate a culture of innovating, trialling and evaluating 

different measures to identify what works best to protect consumers. 
 We want to see the industry coming together to collaborate, learn from 

each other and tell us what you are doing to protect your customers. 
 

o The third relates to diversity 
 We need more diversity in the gambling industry 
 Diversity and inclusion is about nurturing a culture that draws on the 

widest possible range of skills, knowledge and experience 
 That is bound to lead to better governance, risk management and 

decision making and help ensure that businesses are better able to 
meet the needs of consumers.” 

 
Meeting the challenge 

• There is a lot of talent and creativity in this room and in the organisations you 
represent. My question to you is: how can you apply your own and your people’s 
talents to meet the challenge I set out at the outset of this talk. 



• To put things in context, it is two years since the National Responsible Gambling 
Strategy was published – and RGSB have recently published their second progress 
report: 

o The picture of progress after two years is patchy – both in terms of the actions 
operators committed to lead – and the actions lead by other 

o Perhaps RGSB and ourselves took too much for granted about what could be 
achieved without a clear implementation plan 

o In light of this we have committed to providing greater leadership 
 

• So, here are three key questions I invite you all to reflect on – as if we make progress 
on these then we will make progress on the overall challenge: 
 

o Question 1: How to identify who might be suffering harm? 
 I don’t mean self-exclusion of people who have already suffered harm, 

I mean harm prevention. 
 What are you doing?   
 How do you know it works?  

 
o Question 2: What is the point of identifying people suffering harm 

unless we do something about it? 
 How can we ensure that people who are already suffering harm 

receive appropriate support and treatment? 
 What works?  For whom and in what circumstances? 

 
o Question 3: How can we evaluate what works? 

 Need better evaluation. 
 Independent evaluation. 
 We need to share lessons. 

 
In conclusion 

• Our strategy is ambitious – but I am confident that it maps the right course to 
ensure we have the safest, well-regulated gambling market in the world that 
consumers have confidence in. 

• We can’t achieve the ambitions in the strategy on our own. So it’s great to see 
you all coming together today and collaborating to protect your customers. That is 
a great step in the right direction.  

• I’d like to thank Richard for inviting me along today. I look forward to hearing the 
outputs from today’s sessions and talking to as many of you as I can about the 
work you are doing to protect consumers.  

• We all have a responsibility to make gambling fairer and safer in GB. I’m looking 
forward to working with all of you to make that happen. 


