
Gaming Harm Minimisation Training

Purpose

So you can help problem gamblers and are aware of your responsibilities under the  
Gambling Act 2003.

Why is this training important?

1. Because you or your venue manager could be fined up to $5,000 if you breach  
certain statutory requirements.

2. Because problem gamblers give gaming and those in the sector a bad name.

3. Because we care about our customers.
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What does the legislation say about problem gambling?

Gambling legislation
Under Regulation 12 of the Gambling (Harm Prevention and Minimisation) Regulations  
2004, NZCT must provide problem gambling awareness training to ensure there is always  
a trained person supervising the venue when gaming is available.

The Golden Rule
There must be at least one person who has had harm prevention and minimisation  
training on duty at all times. The venue manager is responsible for ensuring this  
happens.

Minimum requirements for gaming staff
Venue staff must be able to provide information to problem gamblers, including how to  
access help. They must be familiar with NZCT’s Harm Prevention & Minimisation Policy  
and take all reasonable steps to ensure that it is used to identify actual or potential  
problem gamblers. This obligation is on-going and staff must take appropriate action  
where a suspected problem gambler is identified.
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What is the Gaming Personnel Training Register?

The Gaming Personnel Training Register in the Harm Minimisation Manual shows all the  
people at your venue who are trained in harm minimisation. A trained person should be  
available whenever the gaming room is open. It is illegal to run gaming machines  
without someone who is trained in harm minimisation present. The DIA may ask to see  
this register so please ensure it remains in the Harm Minimisation Manual.
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What information are we required to have available?

The Harm Minimisation Manual
Our Harm Prevention and Minimisation Policy is available in the Harm Minimisation  
Manual. You must be able to give your customers a copy should they request one.  
Signage in the gaming room and outside the primary entrance advises customers that  
we have a Harm Prevention and Minimisation Policy.

Other signage
We are required to have pamphlets that show the odds of winning. We are also  
required to have clearly visible signs that encourage players to gamble at an affordable  
level and information that describes the characteristics of a problem gambler.
Information on where to seek advice must also be available. The HPA leaflet Spending
more on the pokies than you wanted?, coupled with the wall signage provided by NZCT,
all provide this.

Department of Internal Affairs (DIA)
The DIA is responsible for ensuring that all gaming venues comply with the regulations.  
A DIA inspector may ask you:

1. What are five ways to identify a potential problem gambler?
2. Can I have a copy of your Harm Prevention and Minimisation Policy?
3. Where do you keep your Exclusion Orders (i.e. blank forms and current Exclusion  

Orders)?
4. Have you been trained in harm minimisation?
5. Who is the trained staff member on duty?
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Exclusion Orders
Two options for identifying problem gamblers
a) Voluntary self-exclusion – a customer identifies themselves as a problem gambler
b) Non-voluntary (venue-initiated) exclusion – a staff member has reasonable grounds to identify the customer as a  

problem gambler. This is an on-going obligation.

Exclusion Orders
If you receive an exclusion request from a gambler or someone authorised to make the request on their behalf, and 
the person’s name and birthdate are provided, along with photo identification, you must issue an Exclusion Order. The 
exclusion period can be for no longer than 24 months. A validly completed Exclusion Order cannot be withdrawn.

Multi-Venue Self-Exclusion Orders
These requests will generally come from a multi-venue self-exclusion administrator acting on the requesting gambler’s  
behalf, if a person wishes to be excluded from multiple venues. If you receive a Request for Multi-Venue Self-Exclusion  
you must issue an Exclusion Order immediately. In some cases, a gambler may make the request in person. If that  
happens the venue must issue the Exclusion Order before referring the requester to a problem gambling provider who 
can arrange for the request to be sent to other venues nominated by the requestor.

Where an Exclusion Order is issued, give a copy to the customer or their agent as appropriate, send a copy to NZCT  
(email to exclusions@nzct.org.nz or post to NZCT’s harm minimisation administrator at PO Box 10 857, Wellington 
6143), and ensure the venue’s copy, along with relevant identifying information (name, birthdate, photo ID) is 
communicated in a secure manner to supervising staff. If the request comes direct from a multi-venue self-exclusion 
administrator, send the gambler’s copy of the exclusion back to that third party requestor. Make sure that all details 
on the order are completed clearly and in full including the person’s name and date of birth (if provided), whether 
the person was excluded under section 309 (venue-initiated) or section 310 (at the gambler’s request), the date the 
order was issued, the date of expiry and any conditions imposed on re-entry to the venue.

Penalties
A venue manager or person acting on their behalf who fails to issue an Exclusion Order, or allows an excluded person
to enter the venue, can be fined up to $5,000 and may be deemed unsuitable to work in a class 4 venue. Further, any  
breach could lead to the venue licence being suspended or cancelled.
A problem gambler who breaches their Exclusion Order can be fined $500. 
If you are unsure if someone is excluded, ask them for ID.



Is your gaming area defined?

A gaming area is defined if the Department of Internal Affairs has formally identified it as  
‘defined’. The venue licence shows whether a venue has a defined area or not.

If a venue has a defined gaming area then an excluded customer is only excluded from  
the gaming area.

If the gaming area is not defined, then the excluded person is banned from the entire  
venue (including the bar area).

If you are in any doubt, ask your NZCT representative.
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What if an excluded person comes back to the gaming venue?

1. You must immediately ask them to leave and make a record of the incident in the  
Harm Prevention Incident Register, in the Harm Minimisation Manual.

2. If they refuse to leave, you can get your security people to help evict them or issue a  
Denial of Entry Notice (optional).

3. At this point they are liable for a charge of trespass and you can call the police if  
there is any further problem.
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This sheet is used to record what was done in a gaming-related incident by selecting what you saw 
from the list on the left and what you did in response from the options on the right. You could also 
record more information on the back of the sheet in the space provided. It is in your best interests
to keep these records as they may be used in the event of potential prosecution for, or 
investigation, of a potential offence (for example, breach of an Exclusion Order or an allegation that 
venue staff are in breach of section 309 (duty to assist a problem gambler if ongoing concern
exists)). It is best practice to document these events so staff members are able to share 
information and monitor potential gambling harm between shift changes and over a period of 
time.
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How do you know if your customer has a gamblingproblem?

In many cases you don’t. They may show signs of problem gambling; however, you should be  
reasonably sure before you approach them, so as not to cause offence or embarrassment. To  help 
identify signs of problem gambling and deal appropriately with this issue, the Health  Promotion 
Agency (HPA) has provided a number of resources for staff. These include: Gambling  Harm Reference 
Card (two sizes), Everyday Tips for Gambling Hosts and the guide Gambling Host Responsibility.

Once you are reasonably sure a customer has a gambling problem, you should discreetly  approach 
them and offer help. Providing a copy of the wallet leaflet Spending more on pokies  than you wanted? 
during an eftpos transaction could be one approach. You don’t need to say  anything when you hand 
over the leaflet and if they question you, you could respond with “I’m  sorry, I’ve noticed that you 
have made a few comments about how much you have spent and so  I’m obliged to give this leaflet to
you”.

Another good opportunity to provide assistance is during a fault, refill, cancel credit, jackpot,  cash or 
eftpos transaction. These breaks in play are a chance for a discreet, non-confrontational  approach.

The Spending more on pokies wallet leaflet provides information, which, among other matters, is  
intended to help players recognise their own behaviour. It is difficult for someone to know for  sure 
whether or not they have a ‘problem’. A problem gambler is usually in denial and may not  seek help 
early enough.

Your venue payments allow for staff to monitor the gaming room every 15 minutes. If a venue  
claims the cost of this activity, it must takeplace.

Note that the duty to assist is on-going.
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Gambling equipment fault/player dispute report

If any payment, credit amount or prize is disputed, then this form should be used. The  
machine should be switched off so the history is preserved and an NZCT representative  
advised.

Do not pay the customer. An incorrect payment would need to be recovered from the  
staff member who made the payment. Should a reimbursement be required, NZCT will  
make the payment directly to either the venue or the customer.

10



Age limit for gambling

Players must be 18 years or older. It is illegal to permit under-age gambling. Gaming  
machines are placed in R18 environments to ensure under-age gambling does not  
happen. If in doubt, ask for I.D. and do not pay out any prize money until proof of age is  
provided.
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Unpaid prize forms

If a malfunction of gambling equipment occurs and a valid winner cannot be determined, 
no prize is valid and no player is entitled to payment.

Further, no prize can be paid if a player is in breach of any Game Rule, including when a  
person plays more than one gaming machine at a time, engages in syndicated play or  
solicits others to engage in syndicated play, or intimidates any player to vacate a  
machine.

If in doubt, a payout should not be made, pending a report to, and discussion with,
your NZCT representative.

In the event that a prize is not paid, this is the form to use.

One of the reasons a prize is not paid could be when a person has broken the rules –
that is, they have played more than one machine, they have engaged in syndication  
(players grouping together), abandonment, deception or under-age gambling.

This form might also be required if the equipment is faulty. In this case you also need to  
fill out an equipment fault/player dispute report.

The Rules of Play poster should be displayed in the gaming room. Venue staff should be  
able to access the rules and explain them if necessary.
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Gaming room signage

You should have all of these posters and pamphlets displayed in your gaming room.  
Contact your NZCT representative if that is not the case.

NZCT no longer receives grant applications other than online. The gaming room should  
have pamphlets available that carry a link to NZCT’s website where they can register  
their organisation with a view to making an online application for funds.

Venue staff are not able to assist or influence a grant applicant. If applicants need help, 
refer them to the NZCT website.
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Security and issue of keys

The venue manager must ensure that all keys to gambling equipment are:

- only made available to authorised personnel for necessary tasks related to the day-
to-day operation of the gambling equipment

- issued only to people contracted to service gambling equipment at the venue and  
authorised by NZCT, or to gambling inspectors or DIA investigators, if they give access  
to sealed or locked areas, such as logic cage, jackpot or site controller

- locked away when not in use
- accounted for at the beginning and end of every working day
- used only for the purpose intended.

The venue manager must ensure that keys to the site controller cabinet are only issued  
to authorised venue or service personnel for fault-finding purposes or for security seal  
inspection, or to gambling inspectors or other authorised DIA staff.

Venue managers must report any potential breach of security to NZCT.



What have you learnt?

You must be able to…
• Approach a player who you believe is experiencing problems with gambling.
• Be able to state the characteristics and signs of problem gambling.
• Provide information on how to access help (such as the 0800 654 655 hotline).
• Know when and how to issue an Exclusion Order, including the circumstances in 
which a venue-initiated Exclusion Order should be issued.
• Know how to identify a returning excluded customer.

Be proactive…
• Encourage responsible gaming. If a potentially problematic customer wins the jackpot  
or a large cancel credit, you should recommend that they end their gaming session.
• Hand out the HPA wallet leaflet Spending more on pokies than you wanted? with eftpos  
transactions.

Note: Your venue agreement with NZCT states that staff are not able to play the  
machines at the venue where they are employed.
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Thanks for your time

Please print your name on the sheet supplied, so we spell it correctly on your certificate.  
Please also enter your name in the Gaming Personnel Training Register in the Harm  
Minimisation Manual.

Keep the Harm Minimisation Manual behind the bar. Venue staff must have access 
to it at all times.

Note: If your gaming area is not defined, it is illegal to have an ATM in your venue. If in  
doubt, ask your NZCT representative for clarification.

Useful contacts and information:
• NZCT 0800 44 69 28 (Rae Mazengarb is our Compliance and Regulation Manager)
• Email: exclusions@nzct.org.nz or contact your usual NZCT liaison person
• Problem Gambling Helpline 0800 654 655 or check the website choicenotchance.org.nz  
for further information

We hope you found this training useful!
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