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The Gaming Machines Amendment (Gambling Harm
Minimisation) Bill 2020

Mission Australia is a national, non-denominational Christian charity that has been helping
vulnerable people move towards independence for more than 160 years. In the 2019-20 financial
year, we supported over 167,000 individuals through 483 programs and services across Australia.l
This included close to 60,000 individuals in NSW supported through 263 services. Of these, just over
600 people were supported through eight gambling support services. Our goal is to end
homelessness and to ensure people and communities in need can thrive.

Mission Australia welcomes the opportunity to provide input into the NSW Gaming Machines
Amendment (Gambling Harm Minimisation) Bill 2020 (the Bill). This submission is based on a
combination of research and insights from our service provision across NSW. It includes testimony
from some of our practitioners and the participants they work with.

Mission Australia supports the amendments proposed in the Bill in principle, particularly those
which relate to strengthening the roles and responsibilities of the venues as they play a critical role
in addressing gambling related harm. However, further measures are needed to ensure that people
are better supported to address their gambling related issues. We endorse NCOSS’ submission and
recommendations in addition to the recommendations outlined below.

Recommendations

e Mandate gambling related training to staff working at gambling venues irrespective of their
employment type, including full-time, part-time, casual and outsourced employees.

e Introduce ratios for staff with advanced training and the number of gaming machines to
ensure larger venues are able to provide meaningful support to people with gambling issues.

e Incentivise gaming venues to build ongoing relationships with gambling support services to
ensure people with gambling issues receive necessary support and staff training related
support.

e Fund complementary wraparound services for the families of people with gambling related
issues, in particular for children and young people.

e Increase funding to upskill gambling counsellors to train as financial counsellors so they can
provide a broader suite of supports.

e Clarify regulations to ensure people who are excluded from the gaming venue are able to
access other areas of the venue.

e Develop a campaign to educate the public about gambling supports, alleviate stigma and
promote help-seeking behaviour.

Implementation of the measures introduced in the Bill

We believe that the measures introduced in the Bill will have a positive impact and result in better
support to people with gambling related issues if they are implemented well. However, further
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clarity is required in relation to the practical implementation of some of the measures as outlined in
this section.

Further development on the implementation of the measures should be done in consultation with
people with lived experience and community service providers.

Availability of trained staff

It is vitally important that training on gambling related issues be provided to all staff, irrespective of
their employment type. Given the nature of the industry, gaming venues largely consist of
outsourced or casual staff. Training should therefore not be restricted to direct employees employed
on a full time or part time basis, and must be extended across all employment types, to ensure that
any staff member who comes into contact with people accessing gaming venues is educated to
support those who may have gambling related issues.

Case study

Chris* worked as a shift-worker in the mining industry. He was diagnosed with bipolar disorder and
had family issues as a result of his gambling. After he was referred to Mission Australia’s gambling
service, he requested that his gambling counsellor set up self-exclusion for him. He was also linked
with Relationship Australia to address his family issues.

Although he had excluded himself from gaming venues, he reported to his gambling counsellor that
he was able to access the venues as the venue staff were unaware that he had self-excluded and did
not conduct the necessary checks. The gambling counsellor had to report these breaches to the
venue.

Chris was supported to access financial counselling and a psychologist to address his mental health
issues. He was also supported to identify and engage in other activities to keep him occupied and
keep him away from gambling.

*Name has been changed for privacy

Staff ratio for larger venues

It is an encouraging inclusion in the draft legislation that venues would be required to maintain
additional trained staff with advanced training at all times.? Evidence demonstrates that larger
gambling venues and casinos are likely to be more harmful to people with gambling issues.® The
harms associated with gambling arise from either a loss of money or the opportunity cost of time
spent gambling.? Further, a high rate of gambling expenditure within a venue’s trading area is
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directly associated with high incidence of problem gambling within that area.’ Venues can increase
per capita gambling expenditure in a number of ways. These include increasing the number of poker
machines, relocating machines to poorer communities with a higher propensity to

gamble,® customising the machine mix to suit local player preferences,” marketing, provision of
courtesy buses and attractions such as bingo, which themselves lose money but bring in gamblers
who then play the pokies.®

With social distancing regulations in place due to COVID-19, even larger venues would only be able
to have a limited number of persons in the venue at any given time. However, when the restrictions
are lifted more people will access the venues. Although smaller venues are likely to be able to
provide necessary support, larger venues with larger number of patrons may not be able to monitor
and identify people who are likely to have gambling issues. Therefore, it is important to ensure that
ratios are introduced to ensure that larger venues have adequate number of staff with advanced
training to the number of gaming machines.

Strengthen links to community services

From Mission Australia’s experience, different gaming venues have varying levels of relationships
with community sector organisations supporting people with gambling issues. The community
services providing gaming related supports in some areas are invited to the venues to engage and
educate staff about identifying individuals who are likely to be experiencing gambling related issues,
supporting people with gambling issues and about available local services to support them.
However, in some areas the gaming venues do not engage with the community services despite the
services making regular attempts to engage with them. Considering the importance of the
relationship between the gaming venues, communities and community services, Mission Australia
recommends that the draft legislation introduces processes to strengthen the engagement of
relevant stakeholders.

Walk in my shoes

Walk in My Shoes (WIMS) is a ClubsNSW initiative that seeks to provide a structured opportunity
for gambling counsellors to directly experience the operational challenges and pressures that may
arise in a club’s gaming space.

Any Responsible Gaming Foundation (RGF) funded Counsellor whose service has a current

Memorandum of Understanding in place with ClubsNSW is eligible to participate. RGF funded
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counsellors are given the opportunity to sign on for WIMS with a club of their choice in order to
shadow a duty manager of the venue for all or part of a shift.

This initiative will serve to address a number of benefits for participating counsellors:

e Gain greater insight into the challenges faced at venue level.

e Gain greater perspective of regulatory and community responsibilities of the Club.

e Allow the counsellor to observe real life issues faced by club staff and patrons.

e Allow the counsellor to observe patron interaction in the gambling floor environment.

Increase in complementary services

We welcome the measures in the draft legislation that will increase the supports venues can provide
to reducing gambling harm. The introduction of family-led exclusion pathway and domestic and
family violence related measures in particular are welcome. However, we note that in our service
experience, people with gambling issues need wraparound supports. By the time they reach out for
support they are likely to experience multiple issues and may need support with housing, mental
health and suicide prevention, financial counselling, engaging with education or employment.

“Most people that we support need more than gambling counselling. They have incurred
debt and have complex financial challenges to deal with that gambling counsellors may not
be equipped to support ... Mission Australia is supporting some of our gambling counsellors
to upskill so that they can train as financial counsellors. This should be a government
initiative to make sure there are adequate number of qualified professionals available to
support people when they are reach out for support.”

Mission Australia Regional Leader, Illawarra and South Coast

More services should be made available in local communities to ensure people have access to
appropriate supports to address the multiple challenges they experience as a result of their
gambling issues.

Case study

Wendy* is a retired woman who was asked to leave her family home as she used her husband’s
superannuation funds for gambling by forging his signature. She was referred to a Mission Australia
gambling support service who supported her to access housing as she was experiencing
homelessness at the time and also referred her to another community service to set up her bond
and initial rent payments. She was also assisted with food, groceries and support to settle in at her
accommodation.

She was assisted to access her GP to obtain a mental health plan as she was suffering from
depression and anxiety. Wendy was also supported to access legal support, an interest free loan to
support herself and gambling counselling.

*Name has been changed for privacy




Case study

Matt* self-referred to a Mission Australia support service via the NSW Gambling Helpline. He was
experiencing multiple challenges in life as a result of gambling related issues including excessive
reliance on alcohol. These were causing family issues as well as financial issues as his performance at
work was impacted. He was falling behind on rent and was facing eviction.

Mission Australia referred Matt to a number of local community services to support him to access
financial services, an alcohol and drug counselling service, a GP to obtain a healthcare plan to
address his alcohol dependence and assistance with rent payments. His wife was invited to join
Mission Australia’s gambling counselling sessions, which she found helpful to better understand
what he was going through.

He has successfully abstained for two months with the support of the gambling counsellor and has
been referred to Relationship Australia for couples counselling.

*name has been changed for privacy

Additional measures are needed specifically to focus on children and young people as part of
broader harm minimisation measures. Children of people with gambling related issues are exposed
to a range of family stressors, including financial and emotional deprivation, physical isolation,
inconsistent discipline, parental neglect/abuse and rejection, poor role modelling, family conflict,
and reduced security and stability.® Children and young people are also likely to develop gambling
issues as a result of living with and witnessing parents with gambling related issues.’® There should
be complementary wraparound services available for the families of people with gambling related
issues.

Access to other sections of the gaming venue

Often gaming venues have dining options or are the only venues available for various social
activities, particularly in rural and remote areas. People who have self-excluded or excluded by the
venue may wish to access other areas of the gaming venue.

“We only have a few nice places to go out for a meal with family, have birthday parties or
socialise ... People who come to us are sometimes concerned that they will not be able to go
into the venue at all if they self-exclude. Regulations should be clear for venue staff as well
as people with gambling related issues.”

Mission Australia Area Manager, Regional NSW

There should be clear protocols in relation to allowing patrons to use the other sections of the venue
whilst ensuring that the entrances to the sections with gaming machines are staffed to ensure
people excluded are not accessing the gaming areas.
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Measures in relation to the Exclusion Register

Mission Australia supports the implementation of the Exclusion Register (the Register), however,
only with the consent of the client. Privacy is a significant concern for many people who may
withhold consent to share their personal data in online platforms. The Register can be accessed by
multiple parties including the venue staff and the police. The privacy provisions should be
strengthened to ensure that opportunities for data breaches are minimised.

There can be instances where gambling counsellors may need access to the Register with consent of
the clients they assist.

“We often have clients who come over for help and say that they may have been excluded
and some don’t have any recollection of when they were excluded ... There should be a
system for gambling counsellors to look at the Register with consent of the individuals that
they support.”

Mission Australia Area Manager, NSW

Removing shame and stigma

It is encouraging that the Bill has measures to omit the term ‘problem gambler’ when referring to
people with gambling issues. These measures are useful in destigmatising gambling related issues
through shifting the language and culture in relation to gambling, and in turn increase help seeking
behaviour.

Stigma and shame in relation to gambling issues can impact on an individual’s willingness to reach
out for support. A public education campaign should aim to de-mystify the treatment process and
educate the public about the symptoms of gambling related issues to reduce shame, stigma, and
denial and encourage help-seeking.!! Stigma is a significant concern in some of the culturally and
linguistically diverse communities that Mission Australia works with. It is also important that the
services are reflective of the communities that they work in and provide culturally appropriate and
sensitive services.

Another aspect of this is the lack of confidential services, particularly in regional and remote areas.
Where the service providers such as gambling counsellors are known to people in the community,
they might be reluctant to seek support. Under the new provisions, venues are required to provide
information of local gambling support services. This requirement should be broadened to ensure
that the venues provide details of multiple gambling services (online and face to face) as well as
other complementary local services where necessary and appropriate.
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