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1.1 NATIONAL SELF-EXCLUSION REGISTER   

LEAD/SUPPORT: CATHY RAINSFORD | ROCHELLE ZURNAMER 

BetStop - the National Self-Exclusion Register (NSER) launched on 21 August 2023.  
This important consumer safeguard allows Australians to self-exclude from all licensed online 
and phone wagering providers in a single process.  

KEY ISSUES 

 The NSER launched to the public on 21 August 2023 consistent with the proclaimed start
date under the Interactive Gambling Act 2001 (the IGA).

 Since the launch, the system is performing as designed and meeting public and industry
demand. As at 11 October August 2023:

o 8,768 people had registered

o industry has made more than 1.5 billion queries against the register

o there have been almost 2,000 interactions with our contact centre

o the Register operator has referred almost 100 complaints to the ACMA for
consideration

o we have engaged with wagering providers on potential compliance issues, including
those raised in consumer complaints that have been referred to the ACMA.

 Generally, we are seeing compliance by wagering providers, but we are actively following-
up on complaints that suggest potential non-compliance. This has involved meetings and
correspondence with providers to discuss potential non-compliance.

 While compliance is generally strong, we are seeing some issues including:

o providers not having optimum processes to assure themselves that someone is self-
excluded before providing services to them or marketing to them. For example, we
have seen that some wagering providers have not been checking marketing lists
before conducting marketing activity and instead relying on the customer logging into
their account to identify them as self-excluded

o providers are relying on manual processes to unsubscribe self-excluded persons from
marketing lists. These manual processes are prone to human error.

 Our aim is to further build industry compliance through this early stage of the program. To
support this, we issued further compliance guidance to industry on 22 September
outlining early compliance issues we had found. We will continue to provide further advice
and guidance to industry as needed.

 A communications campaign is underway to increase public awareness of the new
service. This includes advertising across websites and social media, as well as in pubs
and clubs across Australia.

 Minimising gambling harm, including through the NSER, is a compliance priority for the
Australian Communications and Media Authority (ACMA) in 2023–24.

 The ACMA is now actively monitoring industry compliance with the rules. This includes
monitoring consumer complaints about wagering provider conduct and system activities
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and logs for issues that may suggest non-compliance, and proactive engagement with 
industry.  

Launch of the NSER 

 Ahead of the launch on 21 August 2023, a range of security, privacy and engagement 
activities were undertaken including: 

o the solution was subject to rigorous performance and user testing, including with 
industry participants 

o extensive engagement and consultation with industry, including on system 
development, testing, cost recovery arrangements, compliance matters and the 
development of the operational and administrative arrangements for the NSER (the 
Register rules) 

o a thorough security assessment in accordance with the Australian Government’s 
information security framework and the Information Security Manual 

o a review of the privacy arrangements, including a Privacy Impact Assessment 

o the establishment of a contact centre, including training for staff, to support consumers 
engaging with the service.  

Register operator contract  

 The ACMA novated the NSER contract to technology company IXUP Limited (IXUP) on  
9 June 2023. IXUP is an ASX listed company (listed in 2016) that specialises in data 
encryption and analysis.  

 The contract is for 2 years, with extension options. The novation follows the previous 
register operator, Big Village Australia (BVA), entering voluntary administration on  
26 January 2023. 

 Prior to the novation on 9 June 2023, the ACMA undertook a thorough due diligence 
process to properly satisfy ourselves that IXUP was an appropriate party to contract and 
to negotiate appropriate terms. This included an assessment to confirm that IXUP had the 
capacity and capability to operate the NSER, and that it meets the requirements under the 
IGA to be separate from the gambling industry.  

 The novation of the contract to IXUP has increased the cost of delivering and operating 
the NSER and additional funding was announced in the 2023–24 budget. The ACMA 
consulted on these cost increases in July 2023 to support a variation to the cost recovery 
arrangements for the project.  
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 The ACMA received 3 industry submissions to the recent consultation, all of which raised 
concerns with the cost increase.  

Compliance and enforcement 

 The IGA introduces civil and criminal penalties provisions for conduct, including:  

o providing interactive wagering services to a person that has self-excluded 

o directly marketing to a person that has self-excluded 

o opening an interactive wagering account for a person that has self-excluded.  

 As an example, the maximum penalty a court could apply for the provision of wagering 
services to a self-excluded person could be more than $1 million per day. 

 The ACMA is actively monitoring industry compliance, including through consumer 
complaints, and has powers to investigate potential non-compliance.   

 The ACMA has a range of enforcement options available should non-compliance be 
found, including issuing formal warnings, giving infringement notices and taking court 
action.  

Customer verification 

 Further to an announcement by the Minister for Communications, the Hon Michelle 
Rowland MP and the Minister for Social Services, the Hon Amanda Rishworth MP on  
24 July 2023, wagering providers will be required to verify the identity of new customers 
before allowing them to deposit funds and place bets. Previously, customer verification 
was required within 72 hours.  

 This change is scheduled to commence on 29 September 2023 and is being effected 
through changes to Anti-Money Laundering and Counter-Terrorism Financing Rules.  

 The ACMA welcomes stronger identity verification rules as a way to support the ongoing 
effectiveness of the NSER. Questions about this matter should be direct to the Australian 
Transaction Reports and Analysis Centre and/or the Department of Social Services.  

  










