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[bookmark: _Toc209707232]Executive summary
[bookmark: _Toc209707233]Background
BetStop - the National Self-Exclusion Register™ (the Register) is an important consumer safeguard that enables individuals, particularly those who may be—or at risk of—experiencing gambling harm, to self-exclude from all Australian licensed interactive betting providers (online and phone-based) in a single process.[footnoteRef:1] The Register applies to approximately 180 licensed betting providers. It is operated by Dataworks Group (the Register operator) on behalf of the Australian Communications and Media Authority (the ACMA) and was launched on 21 August 2023 as part of the National Consumer Protection Framework for online wagering. [1:  The Register applies to licensed interactive wagering service providers. For the research, these were referred to as ‘betting providers’. ] 

This research was commissioned to understand users’ experiences and gather feedback to ensure that the Register is fit for purpose and achieving its aims. It also aimed to gain insights into the ease of use and the effectiveness of the Register in terms of its impact on those who have used it, including suggestions for improvement.
[bookmark: _Toc209707234]Methodology
The research comprised four components:
Preliminary qualitative research comprising n=15 in-depth interviews with current and previous registrants – to inform the development of the core survey questionnaire and provide initial insights about users’ experiences of the Register;
Core online survey with n=381 current and previous registrants – to understand users’ experiences of the Register and its effectiveness (among predominantly current registrants);
Supplementary online panel survey with n=533 interactive gamblers never on the Register – to understand awareness and perceptions of the Register among this target audience; and
Follow up qualitative research comprising n=15 in-depth interviews with current and previous registrants invited based on their survey responses – to collect more in-depth feedback from core survey respondents about their experiences of the Register and explore areas of interest identified from the core survey.
Due to the risks associated with the sensitive nature of the research topic of people experiencing gambling harm, a Human Research Ethics Committee (HREC) review process was undertaken to ensure that the research met ethical standards, and that participant wellbeing was at the forefront of all research processes. ORIMA’s HREC was used to undertake the review.
[bookmark: _Toc209707235]Key findings
Impact of the Register
The Register has had a largely positive impact on people’s lives, including reducing their frequency of gambling (96% had stopped or decreased betting online / on the phone on sports and racing events) and improving their overall quality of life (78% reported that being on the Register had made their overall quality of life ‘a little’ or ‘much’ better, including 53% who reported ‘much’ better).
Most registrants (81%) felt being on the Register was ‘fairly’ or ‘very’ helpful to manage their gambling.
Only small proportions of registrants reported increasing other types of gambling after signing to the Register (0-16% across all types of gambling, which includes those not covered by the Register), or starting any new forms of gambling that they did not do before signing up to the Register (0-4%). Betting in person on sports, racing or other events was the most likely type of gambling to have increased (16%) or started (4%).
Profile of those who signed up to the Register
Most registrants were frequent online / phone gamblers (75% bet online / on the phone on sports, racing or other events at least once or twice a week on average in the 12 months before signing up to the Register). 
Many registrants reported experiencing significant harms from gambling and were classified as moderate risk (14%) or problem gamblers (55%) based on a Problem Gambling Severity Index (PGSI) questionnaire.[footnoteRef:2] [2:  This terminology is sourced from the Problem Gambling Severity Index (PGSI), a standardised measure of at-risk behaviour in problem gambling.] 

However, there was a small cohort of registrants who were not regular gamblers (13% did not bet online / on the phone at all in the 12 months before signing up) and were more likely than regular gamblers to have signed up to the Register to block direct marketing.
The demographic profile of registrants (93% of registrants were male and 76% were under 40 years of age) largely reflected the demographic groups that are more likely to participate in regular online / phone gambling (i.e. males aged under 40 years old).
Awareness and usage of the Register
Registrants became aware of the Register through a range of channels, with betting websites, apps and marketing (17%) the most prominent awareness channel, followed by news stories (16%), word-of-mouth through friends / family / colleagues (16%), online search (15%) and social media (13%).
Many registrants did not sign up right away (only 38% signed up ‘right away’) after becoming aware of the Register, reflecting that desire to act in relation to gambling and feeling “ready” to do so were identified as important motivators and precursors to registering.
Many registrants (60%) faced attitudinal barriers to signing up to the Register, most commonly still wanting to gamble to be social (20%), not wanting to stop gambling completely (17%) and being unsure whether they wanted to be excluded from all licensed online / phone betting providers (15%).
Experiences while on the Register
Most respondents said that the Register had been ‘fairly’ or ‘very’ effective, however, out of all the purposes of the Register, more respondents said that it was less effective in blocking them from receiving direct marketing information via email (25% ‘not’ or ‘somewhat’ effective) or text message (20%).
While the majority felt the Register had been effective in doing what it was intended right away (52-64% across all aspects), some registrants reported a lag in effectiveness particularly in blocking direct marketing (53% blocking marketing via text message and 56% blocking marketing via email was effective ‘right away’) and closing existing gambling accounts (52%).
There was some misunderstanding of the role and scope of the Register in blocking direct marketing materials among some registrants who expected the Register to block all gambling marketing (e.g. mass media advertising, targeted social media advertising and marketing from lotto/offshore providers), which may have contributed to views on effectiveness and timeliness.
Help seeking
Many registrants (53%) were using other support options while on the Register. Most commonly from family, friends or work colleagues (21%), gambling help websites (16%), support from a psychologist (14%) or support from a counsellor (13%).
The qualitative research found that while the Register was felt to be effective in supporting registrants to reduce their gambling, it was not considered the only solution or ‘silver bullet’ and there is still a need for additional support.
While the majority (62%) of registrants were aware they could nominate a support person, only around one quarter (24%) had opted to nominate a support person. Most of those who had not nominated a support person did not feel this would be helpful to help manage their gambling (only 42% ‘fairly’ or ‘very’ helpful).
Suggestions for improvement
The quantitative and qualitative research found a range of suggestions to increase the effectiveness of the Register, including:
Increasing awareness of the Register (23%);
If possible, expanding the scope of the Register (18%) to include other forms of gambling; and
Providing options for additional support (8%). Suggestions from survey respondents included referrals to other gambling support services, providing more prominent / detailed information about other strategies / approaches to manage gambling on the Register website and, if possible, providing the opportunity to opt-in to a range of more direct supports (e.g. milestone emails / texts or support calls).
[bookmark: _Toc209707236]Conclusions and recommendations
[image: Badge New with solid fill]Being on the Register has had a largely positive impact on people’s lives, including reducing their frequency of gambling and improving their overall quality of life, their finances and their relationships1

[image: Email with solid fill]The Register has been largely effective in delivering what it was intended to do (particularly restricting registrants from opening new accounts and ability to place bets online / on the phone). However, there is the perception of the opportunity to improve its effectiveness in terms of blocking direct marketing and working with betting providers to ensure registrants are excluded from marketing and accessing their accounts right away2

[image: Megaphone with solid fill]Ensure there is consistent, ongoing communication about the Register to continue to raise awareness of the service and ensure it is front-of-mind for gamblers when they are feeling “ready” to seek / use support3

[image: Care with solid fill]While the Register was effective in helping registrants to manage their gambling, use of multiple support options would be even more beneficial in this regard. There is opportunity to offer further support through the Register itself or better connect registrants to other support options4

[image: Stadium with solid fill]Participants expressed a desire to streamline the ability to exclude from other forms of gambling, once they sign up to the Register5

I. [bookmark: _Toc209707237]Background and methodology
[bookmark: _Toc209707238][bookmark: _Ref347919666]Background
The ACMA regulates the interactive (online and phone) gambling industry and is responsible for monitoring compliance with the law, including the Interactive Gambling Act 2001 (IGA) and the Interactive Gambling (National Self-exclusion Register) Register Rules 2022.
The social, financial, and health-related impacts and harms that can arise from gambling can be severe and long-lasting for individuals and their families. Minimising gambling harm is an enduring compliance priority for the ACMA. This work aims to support Australians to access and benefit from protections designed to help those at risk of, or who are experiencing, harm from gambling.
[bookmark: _Hlk203393933]BetStop - the National Self-Exclusion Register™ (the Register) is an important consumer safeguard that enables individuals, particularly those who may be—or at risk of—experiencing gambling harm, to self-exclude from all Australian licensed interactive betting providers (online and phone-based) in a single process. The Register applies to approximately 180 licensed betting providers. It is operated by Dataworks Group on behalf of the ACMA and was launched on 21 August 2023 as part of the National Consumer Protection Framework for online wagering.
Individuals can register to self-exclude for a minimum period of 3 months, up to a lifetime. Once a person is registered, betting providers are prohibited from allowing them to open an account or place a bet. Providers are also prohibited from sending marketing material – such as emails and SMS messages – to the registered person. Any existing betting accounts must also be closed. To identify whether customers are self-excluded, betting providers can check their customer details against the Register. As of 30 September 2025, just over 49,000 Australians have registered to self-exclude since the Register started.
This research was commissioned to understand users’ experiences and gather feedback to ensure that the Register is fit for purpose and achieving its aims.
Research objectives
The purpose of the core research was to explore the experiences of individuals who are currently or were previously on the Register. It also aimed to gain insights into the ease of use and the effectiveness of the Register in terms of its impact on those who have used it, including suggestions for improvement.
Essential objectives were to explore:
The individual’s gambling experiences, and extent and nature of gambling experiences and harm before self-excluding.
Their journey to, and experience with the Register, including when and how they became aware of it, reasons for registering, number of times registered, length of registration period/s, why they have excluded for their selected period, and if they have previously extended or cancelled a registration.
How self-exclusion has impacted their gambling behaviour while they were registered, e.g. stopped gambling completely, gambling minimised, or gambling transferred to other types of gambling – terrestrial, offshore, unlicenced services, etc.
Access to gambling services while self-excluded, including instances they sought services out and instances where they were marketed to, and whether they made a complaint.
Effectiveness of the Register, including how effective being on the Register was for reducing gambling-related issues and harms.
Reasons for staying on or coming off the Register (either through lapsed registration or cancelling early). For those who have come off the Register, the impacts after coming off (including periods in between registrations) including any changes to their post-exclusion gambling behaviour.
Attitudes towards the Register, including feedback on areas for improvement from those currently or formerly on the Register.
The overall objectives of the supplementary research with interactive gamblers never on the Register were to understand current awareness of the Register, consideration of self-exclusion and perceptions of the Register among this audience.
[bookmark: _Toc209707239]Methodology
The research comprised four components:
Preliminary qualitative research – to inform the development of the core survey questionnaire and provide initial insights users’ experiences of the Register;
Core survey of current and previous Register users who consented to participate in follow up research – to understand users’ experiences of the Register and its effectiveness;
Supplementary survey of interactive gamblers never on the Register – to understand awareness and perceptions of the Register among this target audience; and
Follow up qualitative research – to collect more in-depth feedback from core survey respondents about their experiences of the Register and explore areas of interest identified from the core survey.
Human Research Ethics Committee (HREC) process
Due to the risks associated with the sensitive nature of the research topic of people experiencing gambling harm, a HREC review process was undertaken to ensure that the research met ethical standards, and that participant wellbeing was at the forefront of all research processes. ORIMA’s HREC was used to undertake the review.
The HREC review process included review of:
The project methodology – including data collection methods, fieldwork approach, recruitment strategy;
Personnel involved in the research and their relevant expertise;
Research materials – including recruitment scripts, email templates, survey questionnaires, discussion guides and participant information sheets; and
Potential risks to participants and researchers, and strategies to manage potential risks;
Mechanisms in place to manage concerns or complaints;
Mechanisms in place to protect participant wellbeing and privacy; and
Quality assurance processes.
The ORIMA Research HREC approved this research project and confirmed that it met the requirements of the National Statement on Ethical Conduct in Human Research 2023 (HREC Approval Number 0032025).
Preliminary qualitative research
The preliminary qualitative research was conducted between 18 – 28 March 2025 with a total of n=15 participants. The purpose of the preliminary qualitative research was to inform the development of research instruments for subsequent research stages, particularly the quantitative questionnaire, by providing initial insights about experiences of those currently and formerly on the Register.
To recruit participants, ORIMA Research was given an initial sample list of around 12,000 people from the Register operator who were currently or formerly on the Register and had consented to be contacted about participating in research.
		[image: Logo

Description automatically generated]
[bookmark: _Hlk205472355]Of this sample, ORIMA Research randomly selected a sub-set of 300 people to be contacted for the preliminary interviews. A primary approach letter (outlining the purpose of the research) was emailed to this sample list, providing registrants with the ability to opt out of the qualitative research if they did not wish to participate. A participant information sheet was also provided to registrants indicating that the ACMA may publish the research in a report including deidentified open-ended quotes. Selected participants from the remaining list were then invited to participate based on their demographic characteristics and gambling experiences. Interviews were conducted via phone (n=11) or online (n=4) based on participant’s preference. All participants received a $100 e-gift card voucher as a thank you for their time. The gift card could not be used for gambling expenditure. 
Online survey of those currently or previously on the Register (Core survey)
Cognitive testing
Prior to finalising the survey questionnaire, ORIMA conducted n=6 cognitive testing interviews of up to 1 hour duration with people currently on the Register and people previously on the Register. Interviews examined not just the flow and logic of the questionnaire, but also to assess the degree of intended cognition surrounding the questions posed. Participants were provided with a $100 incentive as a thank you payment in the form of an e-gift card (that could not be used for gambling).
Survey sample and response rates
The sample for the core survey was Australians aged 18+ who were currently or were previously on the Register to self-exclude from gambling with licenced providers in Australia and had consented to participate in research about the Register. At the time of the research, there had been over 39,000 registrations.
The average survey completion length was 14 minutes.
[bookmark: _Hlk205472446]12,876 people were invited via email to complete the survey online, including 9,670 current registrants and 3,206 former registrants (after sample cleaning and bounces). A total sample size of n=381 was achieved (response rate of 3%), including n=340 on the Register at the time of the survey and n=41 previously on the Register.
Fieldwork
Survey fieldwork was conducted from 12 May to 10 June 2025. A primary approach email was sent to registrants before the survey launch, to advise them of the upcoming survey and allow an opportunity to opt out of the survey. After the survey was launched, two reminder emails and one email advising of extra time to complete the survey was sent to encourage participation.
Weighting
Data was weighted to align the survey response sample with the profile of all Australians who were on or previously on the Register in terms of location (greater capital city versus rest of state, reflecting the ABS definition of Greater Capital City Statistical Area), age and State. The weights were calculated using Random Iterative Method (RIM) weighting. The profile of survey respondents compared to the population profile of all Australians who were on or previously on the Register is provided in Table 1 below.
Table 1: Profile of the survey respondents compared to the population (unweighted)
	
	
	Sample size (n=)
	Sample proportion
	Population proportion

	Location
	Greater capital city
	256
	67%
	69%

	
	Rest of state
	125
	33%
	31%

	Age
	18-24
	37
	10%
	18%

	
	25-34
	100
	26%
	44%

	
	35-44
	86
	23%
	23%

	
	45-54
	79
	21%
	9%

	
	55-64
	47
	12%
	4%

	
	65+
	32
	8%
	2%

	State
	NSW
	118
	31%
	31%

	
	VIC
	99
	26%
	27%

	
	QLD
	63
	17%
	20%

	
	SA
	28
	7%
	6%

	
	WA
	48
	13%
	11%

	
	TAS
	12
	3%
	2%

	
	ACT
	3
	1%
	2%

	
	NT
	10
	3%
	1%

	Total sample size
	381
	
	


Statistical precision
Overall percentage results for questions answered by a particular number of survey respondents have a specific degree of sampling error (i.e. confidence interval) at the 95% level of statistical confidence. That is, there is a 95% probability (abstracting from non-sampling error) that the results will be within +/- percentage points (pp) of the results that would have been obtained if the entire target population had responded. For instance, for questions answered by all / most respondents, the 95% confidence interval is no greater than +/-5pp. Higher degrees of sampling error apply to questions answered by fewer respondents.
[bookmark: _Hlk205472860]Table 2 provides indicative confidence intervals for different response sizes within the overall sample by respondent groups for this survey, using the total population size as at March 2025 (39,088 registrants overall). Of the 39,088 in the March extract provided to ORIMA, 9,726 current registrants had consented to be contacted for research purposes, while 3,224 former registrants had consented.
Table 2. Indicative confidence intervals (+/-) at the 95% confidence level
	Group
	Total response size 
(n=)
	Indicative confidence intervals (95%)

	Overall
	381
	±5 pp

	Respondents classified as problem gamblers*
	171
	±7 pp

	Respondents classified as moderate risk gamblers
	46
	±14 pp

	Respondents classified as not at risk (no or low risk) gamblers
	99
	±10 pp


Note: These confidence intervals are upper bound levels based on percentage results of 50%. For higher or lower percentage results, the confidence intervals will be narrower.
* This terminology is sourced from the Problem Gambling Severity Index (PGSI), a standardised measure of at-risk behaviour in problem gambling.
Follow-up qualitative research
The follow-up qualitative research was conducted between 30 June – 4 July with a total of n=15 participants. The purpose of the follow-up qualitative research was to collect more in-depth feedback from survey respondents about their experiences of the Register, as well as to explore areas of interest identified from the findings of the quantitative research.
Participants for the follow-up qualitative research were recruited from survey respondents to the core quantitative survey who opted-in to participate in further research. Selected respondents were invited to participate based on their survey responses and demographic characteristics. Specifically, the qualitative research targeted survey respondents who:
[bookmark: _Ref202972629]Reported attitudinal barriers to signing up to the Register (n=8)[footnoteRef:3], [3:  Attitudinal barriers explored in the follow-up qualitative research included: ‘I still wanted to gamble with others to be social’, ‘I did not want to stop gambling completely’, ‘Not sure I wanted to be excluded from all licensed betting providers’, ‘Feeling embarrassed’, ‘I was not feeling “ready” to sign up’, and ‘I didn’t think the Register would help reduce my gambling’.] 

Had increased gambling types not covered by the Register or began new gambling types while on the Register (n=11); and 
Reported lower levels of effectiveness of the Register blocking direct marketing materials (n=6).
Interviews were conducted via phone (n=11) or online (n=4) based on participants’ preference. All participants received a $80 e-gift card voucher (which could not be used for gambling) as a thank you for their time.

Online survey of interactive gamblers never on the Register
Survey sampling frame
[bookmark: _Hlk201139919]The online survey of interactive gamblers who had never signed up for BetStop – the National Self-Exclusion Register™ (the Register) was conducted between 8 – 23 May 2025. The sample comprised Australians aged 18 years and over who participated in interactive gambling at least once in the previous 6 months, who were not currently or were not previously on the Register. Interactive gambling was defined as online betting services, lotteries and gaming. A total sample size of n=533 was achieved.
The online survey sample sourced from a high-quality online panel developed and maintained by The Online Research Unit (ORU). The ORU is a member of the Australian Data and Insights Association (ADIA) and complies with the Privacy Code (Market and Social Research) 2021.
The sample design was based on population estimates from a 2019 National Telephone survey conducted on behalf of Gambling Research Australia (GRA) as part of the Second National Study of Interactive Gambling in Australia.[footnoteRef:4] Respondents in Tasmania, Australian Capital Territory and the Northern Territory were oversampled to ensure sufficient sample is obtained for these smaller States and Territories. [4:  Gambling Research Australia (2021). The Second National Study of Interactive Gambling in Australia (2019-2020). Retrieved from https://www.gamblingresearch.org.au/sites/default/files/2021-10/Final%20IGS%20report%202021.pdf] 

Weighting
[bookmark: _Hlk201139949]Data was weighted to align the survey sample with population estimates for interactive gamblers in Australia from the 2019 GRA study in terms of gender, age, state and Problem Gambling Severity Index (PGSI) scores (see Table 3).
All respondents were asked to complete the Problem Gambling Severity Index (PGSI) standard questions. Response options were never (0), sometimes (1), most of the time (2) and almost always (3) and responses across the nine items were summed to calculate a PGSI score for each respondent. People with a score of 0-2 were classified as not at risk gamblers, 3-7 as moderate risk gamblers and 8-27 as problem gamblers.[footnoteRef:5] [5:  * This terminology is sourced from the Problem Gambling Severity Index (PGSI), a standardised measure of at-risk behaviour in problem gambling.] 

Table 3: Demographic profile of the survey respondents (unweighted)
	
	
	Sample size (n=)
	Sample proportion
	Population proportion

	Gender
	Male
	319
	60%
	61%

	
	Female
	214
	40%
	39%

	Age
	18-24
	79
	15%
	16%

	
	25-34
	127
	24%
	24%

	
	35-44
	116
	22%
	22%

	
	45-54
	90
	17%
	17%

	
	55-64
	71
	13%
	12%

	
	65+
	50
	9%
	9%

	State
	NSW
	107
	20%
	33%

	
	VIC
	106
	20%
	26%

	
	QLD
	86
	16%
	20%

	
	SA
	71
	13%
	6%

	
	WA
	70
	13%
	10%

	
	TAS
	33
	6%
	2%

	
	ACT
	33
	6%
	2%

	
	NT
	27
	5%
	1%

	PGSI classification
	Not at risk (no or low risk)
	336
	63%
	87%

	
	Moderate risk
	83
	16%
	9%

	
	Problem gambler
	114
	21%
	4%

	Total sample size
	533
	
	


Statistical precision
Table 4 provides indicative confidence intervals for different response sizes within the overall sample by respondent groups for this survey.
[bookmark: _Ref142323724]Table 4. Indicative confidence intervals (+/-) at the 95% confidence level
	[bookmark: _Hlk142324214]Group
	Total response size 
(n=)
	Indicative confidence intervals (95%)

	Overall
	533
	±4 pp

	Respondents classified as problem gamblers
	114
	±9 pp

	Respondents classified as moderate risk gamblers
	83
	±11 pp

	Respondents classified as not at risk (low or no risk) gamblers
	336
	±5 pp


Note: These confidence intervals are upper bound levels based on percentage results of 50%. For higher or lower percentage results, the confidence intervals will be narrower.
* This terminology is sourced from the Problem Gambling Severity Index (PGSI), a standardised measure of at-risk behaviour in problem gambling.
The ORU’s rigorous recruitment approach (offline as well as online) and large sample size (over 350,000 panel members) means that the panel is broadly representative of the underlying Australian population. However, the panel members were not selected via probability-based sampling methods. Hence the use of statistical sampling theory to extrapolate the online panel survey findings to the general population assumes that a random sample of panel members provides a good approximation of an equivalent sample of the general population.
Research limitations and considerations
A few research limitations and considerations were identified through this study, which should be considered when interpreting the research findings:
1. The sample sizes for both quantitative surveys are relatively low and hence margins of error should be considered when interpreting results, particularly for results for smaller subgroups.
2. The core questionnaire was designed with gamblers in mind, and it was evident that some response options and questions did not apply to all registrants (i.e. those who were not gamblers).
3. Available population data to develop weighting targets was limited for both quantitative surveys. For the supplementary survey, while the 2019 GRA data is relatively old it was determined to be the most comparable publicly available data for the supplementary survey audience. For the core survey, only limited demographic information is currently collected when people sign up for the Register and hence population profile information for all registrants was only available for postcode, age and length of self-exclusion period.
4. The preliminary qualitative sample was skewed towards participants currently on the Register as there was limited uptake of participation in this research for people who were not currently on the Register.
5. The voluntary nature of the qualitative research phases meant that the samples were likely to comprise those with greater openness and confidence in talking about gambling, which may not be representative of the broader target audience.
6. Qualitative research participants were given the option to participate online or via phone. As only a small number of participants opted to complete an online interview (n=8 out of 30 participants across both stages), visual stimulus tested in the qualitative research (e.g. advertising materials) could only be shown to these participants.
Presentation of results
Terminology
Throughout this report, the following references have been used to differentiate between the quantitative and qualitative research findings:
The term ‘participant(s)’ refers to participant(s) in the qualitative research whilst ‘respondent(s)’ refers to respondent(s) from the quantitative survey; and
Numbers and percentages used only refer to the quantitative research findings.
The terms ‘registrants’ (including current and former registrants) and ‘interactive gamblers never on the Register’ have been used throughout this report to refer to weighted results for each survey audience. The term ‘respondents’ has been used to refer to unweighted results and base descriptions.
References to betting online / on the phone refer to betting on sports, racing or other events (such as current affairs) in Australia unless otherwise specified. Frequency of betting (e.g. at least once or twice a week) refers to average frequency of betting in the 12 months prior to signing up for the Register unless otherwise specified.
Understanding the quantitative research findings
Reported percentages are based on the total number of valid responses made to the particular question being reported on. This occasionally differs from the total number of completed survey questionnaires because of omissions in the completed questionnaires. The results reflect the responses of people who had a view and for whom the questions were applicable. ‘Don’t know / unsure’ responses have only been presented where this aids in the interpretation of the results, such as for awareness questions.
For ease of reading, the five-point scales have been condensed and are reported in the form of three-point scales—recording positive, neutral and negative responses. For example, the proportion of respondents who answered ‘strongly agree’ or ‘agree’ to a particular question are reported as the proportion who responded as ‘agree,’ while those who answered ‘strongly disagree’ or ‘disagree’ are reported as the proportion who responded as ‘disagree.’ In some cases, the sum of individual percentages may differ from the aggregate percentage due to rounding. Percentage results in stacked bar charts throughout the report also may not add up to 100% due to rounding.
Results with small sample sizes (less than n=30) should be interpreted with caution. Where small sample sizes exist, these have been flagged as footnotes throughout the report.
Population proportions may be rounded to total to 100%. This means that an individual demographic may be rounded up or down by 1 percentage point in the population proportion tables only.
Understanding the qualitative research findings
Qualitative research findings have been used to provide depth of understanding on particular issues.
The following terms used in the report provide a qualitative indication of the number of qualitative research participants who held particular views:
Most – refers to findings that relate to more than three quarters of the research participants;
Many – refers to findings that relate to more than half of the research participants;
Some – refers to findings that relate to around a third of the research participants; and
A few – refers to findings that relate to less than a quarter of research participants.
[image: ]Participant quotes and case studies are drawn from the qualitative research unless flagged as being from a survey respondent. The speech bubble icon has been used to indicate a case study from the qualitative research.
II. [bookmark: _Toc209707240]Profile of those who signed up to the Register
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	Key findings and implications

	Most registrants were frequent online / phone gamblers and many reported experiencing significant harms from gambling (and were classified as moderate risk or problem gamblers as assessed against the PGSI). However, there was a small cohort of registrants who are not regular gamblers but signed up to the Register for other reasons (e.g. to block direct marketing)
The demographic profile of registrants largely reflects the demographic profile of online / phone gamblers (i.e. males aged under 40 years old)
As many registrants are likely to have experienced or be experiencing considerable vulnerability and gambling harms, continued application of ethical and sensitive approaches to delivering the Register will be important (including content and design of the Register website, customer service and handling complaints)


[bookmark: _Toc209707241]Summary profile of registrants
A summary of the profile of registrants containing key demographic and behavioural information is provided in Figure 1 overleaf. More detailed results about registrants’ individual gambling experiences and demographic profile are outlined in this chapter.

[bookmark: _Ref205818807]Figure 1: Summary profile of registrants
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[bookmark: _Toc209707242]Individual gambling experiences
	“I was gambling daily, more than 4 times a week…. I was betting on races in China at 3am in the morning”—Current registrant 

“I was gambling weekly and through all kinds of activities… online betting for sports, horses and dogs, Keno and at casinos”—Current registrant
	
As shown in Figure 2, three quarters (75%) of registrants said that they were betting online or on the phone on sports, racing or other events at least once or twice a week, including 57% who said they bet daily or most days in the 12 months before signing up to the Register.

While most were also participating in other forms of gambling, this was to a much lesser extent than online and phone betting. For instance, 27% were betting on sports, racing or other events in-person and 15% played pokies or casino games in-person at least once or twice a week.



[bookmark: _Ref202883523]Figure 2: Gambling frequency in the 12 months before signing up to the Register
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Q9. Thinking about the 12 months before you signed up to the Register, on average, how often did you spend money on the following gambling activities? (including spending money in your gambling account) [Single response]
Base: All respondents (n=366-375)

	“I don’t consider myself a problem gambler, I signed up [to the Register] because I am sick of constantly receiving marketing about betting”—Previous registrant
	There was also a small cohort on the Register who said they had not bet online or on the phone at all in the 12 months before signing up (13%). The core survey results around the reasons for signing up to the Register and open-ended feedback suggests that these were mostly people who did not gamble regularly, but signed up to the Register for other reasons. These included wanting to block direct marketing materials and stop other people from opening betting accounts using their details.


	[image: ]Case study from the preliminary qualitative research
Patricia* first heard about the Register when she was adding her phone number to the ACMA’s ‘Do Not Call’ Register. She had only ever gambled a few times, but had a few people in her life that she worried were at risk from gambling. Patricia was frustrated about the amount of gambling advertising she saw and knew gambling providers often targeted young men, so she worried that her teenage son might also experience harms from gambling. 
“I know gambling services tend to target young men. I want to safeguard him from that” 
She signed up out of curiosity to see how much impact the Register would have in blocking gambling advertising. Patricia was satisfied that it was effective and was glad that the Register was available to block direct marketing. 
“I will probably extend [my registration] and would recommend it to others… anything to block spam, especially related to gambling I think is beneficial”
* Pseudonyms have been used for all case studies



	
	As shown in Figure 3 below, just over half (53%) spent $500 or more, on average, on online and phone gambling in a typical week that they gambled, including 29% who spent over $1,000 (and 6% that spent over $20,000). Those who indicated ‘Other’ included amounts up to $150,000.



[bookmark: _Ref202884392]Figure 3: Average weekly spend on online and phone gambling before signing up to the Register
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Q10. In the 12 months before you signed up to the Register, on average, how much did you spend on online and phone gambling in a typical week that you gambled? [Single response]
Base: All respondents (n=373)

	“I would always bet across multiple accounts. I reckon I had about 10-12 betting accounts open before I signed up [to the Register]”—Previous registrant
	Most (83%) registrants reported using more than one gambling app or website prior to signing up for the Register.



Figure 4: Usage of gambling apps or websites[image: ]
Q11. In the 12 months before you signed up to the Register the most recent time, on average, how many gambling apps or websites did you use regularly? [Single response]
Base: All respondents (n=352)

	




“I lost everything due to my gambling, I live on the street now. I have been homeless for a year”—Current registrant



“I would come home to my family and not be present. I would be sitting in a room with them but all I would be thinking about was my next fix and how to win my money back”—Current registrant






“I had a difficult childhood and I used gambling as an escape from the feelings I was going through”—Previous registrant
	Many participants in the qualitative research also reported frequent and considerable gambling activities. The qualitative sample was likely skewed to those more willing to discuss their gambling. As such, findings about the nature of the audience should be interpreted with caution. The qualitative research does, however, provide additional insights into the possible context and situation of registrants, including: 
· Prior to signing up to the Register, most participants reported experiencing considerable harm from gambling, and reported:
· That their gambling behaviours prior to signing up to the Register had been frequent and intensified over time;
· That they had gambled for a considerable period of time, with some reporting that they had commenced gambling in childhood;
· Moderate to severe impacts from gambling on their finances, relationships, mental health and wellbeing and / or lifestyle; and
· That their gambling had made them feel shame, embarrassment and / or despair.
· Most qualitative participants had a level of self-awareness in relation to their gambling, and many identified as having a gambling ‘problem’;
· Some participants had a family history of gambling, with others in the family role-modelling gambling behaviours to them from a young age – and some of these participants felt it was “inevitable” that they would follow this example; and 
· For many participants, gambling was just one of a range of challenges they faced in their life – and for some of these participants, gambling was a coping mechanism / a form of ‘escapism’. More specifically, the qualitative research found that many participants also had a personal history of addiction, disability and / or mental health concerns. 
Taken together, these findings suggest that the target audience for the Register may have experienced / be experiencing considerable vulnerability and gambling harm. 

The majority of registrants (66%) had used at least one support option prior to signing up for the Register, most commonly:
Signing up for self-exclusion directly with a betting / gambling provider (33%);
Support from family, friends or work colleagues (30%); and
Reading information on a gambling help-related website (30%). 



Figure 5: Use of support options prior to signing up for the Register
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Q12. Did you use any of the following in the 12 months before you signed up to the Register? [Multiple response]
Base: All respondents (n=376)


[bookmark: _Toc209707243]Demographic profile
This section presents the weighted demographic profile of registrants who responded to the survey and should be considered estimates of the actual demographic profile of registrants. Where available, actual demographic information of the total population of registrants have been presented. However, only limited demographic information is collected as part of the Register sign up process.
Using the Problem Gambling Severity Index (PGSI) scale, the majority of registrants were classified as problem gamblers (55%) or moderate risk gamblers (14%).

Figure 6: Problem Gambling Severity Index
[image: ]
Base: All respondents (n=316)

Figure 7: Problem Gambling Severity Index - detailed
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Q61a-i. Thinking about the past 12 months… [Single response]
Base: All respondents (n=308-316)


The vast majority of registrants were male (93%).

Figure 8: Gender
[image: ]
q3. How do you describe your gender? [Single response]
Base: All respondents (n=381)
Around three quarters (76%) of registrants were aged under 40 years.

Figure 9: Age
[image: ]
Aggregate data for all Register users as at March 2025
Base: All registrants as of March 2025 (n=39,088)


The majority of registrants (69%) were working on a full or part-time basis.

Figure 10: Employment status
[image: ]
q62mr. Which of the following describes your current employment status? [Multiple Response]
Base: All respondents (n=320)
The majority (72%) of registrants had a gross annual household income of $100,000 or more and a similar proportion (68%) had a gross personal income of $80,000 or more.

Figure 11: Income
[image: ]
q63. What is your household’s gross annual income before tax? [Single response]
q64. What is your personal gross annual income before tax? [Single response]
Base: All respondents (n=294-297)


The majority (64%) of registrants had a tertiary qualification.

Figure 12: Highest level of education
[image: ]
q65. What is the highest level of formal education that you have completed? [Single response]
Base: All respondents (n=316)

III. [bookmark: _Toc209707244]Awareness and usage of the Register

	[image: ]
	Key findings and implications

	Registrants became aware of the Register through a range of channels, most commonly news stories, word-of-mouth, online search, social media and through betting apps / websites
Many registrants did not sign up right away after becoming aware of the Register. A desire to take action in relation to gambling and feeling “ready” to do so were identified as important motivators and precursors to registering
Many registrants faced attitudinal barriers to signing up to the Register (e.g. still wanting to gamble to be social, not wanting to stop gambling completely)
Continuing to offer a range of different self-exclusion periods was found to be important to suit the needs and preferences of users and encourage usage across the breadth of the target audience
The results suggest that consistent, ongoing communication about the Register is important to continue to raise awareness of the service and ensure the service is front-of-mind. This is in order to maximise the opportunity to reach registrants during a “window of opportunity” when they felt ready to take proactive steps to manage their gambling



	[bookmark: _Toc209707245]Awareness of the Register

	
“I first heard about [the Register] on the news, when they were promoting it… it wasn’t live yet so I signed up to the pre-registration straight away ”—Current registrant
	As shown in Figure 13 overleaf, registrants first became aware of the Register through a range of channels, most commonly:
On betting / gambling provider websites, apps or marketing (17%);
News stories (16%);
Friends / family / colleagues (16%);
Online search (15%); and
Social media posts (13%).

Greater proportions of those who did not bet online / on the phone at all in the 12 months before they signed up to the Register had become aware of the Register through news stories (34%, compared to 14% of those who bet online / on the phone at least once or twice a week) and social media (19%, compared to 10%[footnoteRef:6]). In contrast, greater proportions of those who bet online / on the phone at least once a twice a week became aware of the Register through betting provider websites (13%, compared to 1% of those who had not bet online / over the phone at all) and apps (8%, compared to 0%). [6:  Please note this difference was not statistically significant.] 



[bookmark: _Ref202278636]
[bookmark: _Ref203382216]Figure 13: How first became aware of the Register
[image: ]
Q13. How did you first become aware of the Register?
Base: All respondents (n=380)


	“I googled a question like ‘is there a way to suspend yourself on all platforms?’ and I think the only link I found was the early phases of BetStop and I proceeded straight away… then when it launched, I was signed up"—Current registrant 
 
	Around half (54%) of registrants signed up for the Register shortly after becoming aware of it (see Figure 14), either right away (38%) or within one week (16%). Lower proportions of those betting online / on the phone at least once or twice a week signed up right away (32%) compared to those who bet less often (52%) or not at all (58%).





[bookmark: _Ref202279476]Figure 14: Length of time before signing up to the Register
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Q14. Once you became aware of the Register, how long was it until you signed up? [Single response]
Base: All respondents (n=378)

	




“I thought about signing up [to the Register] for a few weeks before I did it… I told myself I could manage my gambling, but obviously when you have a problem that isn’t the case. I signed up after losing a fair bit of money, it made me depressed and I wanted to make a change”—Previous registrant
“I had known about [the Register] for about six months before I signed up to it. I just let it sit at the back of my mind. When I did sign up it was a ‘there and then’ decision after I had lost a lot of money. I was fed up, I was so angry at myself I decided to sign up straight away”—Current registrant
“You have a very small moment when you’re open to doing as much as you can. Those moments are so rare when they come by”—Current registrant 
	The qualitative research found that variation in the time period between hearing about the Register and signing up may be due to the stage and situation participants were in with their gambling when the first became aware of the service. Some participants reported that they did not sign up immediately because they didn’t hear about it at the “right time”. 

More specifically, the qualitative research found that an important motivator and precursor to registering was a desire to take action in relation to gambling and feeling “ready” to do so. This comprised of: 
Acceptance and self-awareness of gambling as a “problem” for them personally – Many participants stated that there had been periods in their life where they had been “in denial” about their gambling, and were unlikely to seek or use support services; and
A desire / perceived need for a change to gambling behaviours due to:
Long-term negative impacts from gambling – e.g. on their relationships, financial situation, mental health and wellbeing;
A significant gambling event – e.g. a large-scale financial loss; and / or
Encouragement / “pressure” from others – e.g. spouses / family.

However, the qualitative research also found that participants’ desire and readiness to seek support fluctuated over time. Many reported that they had signed up to the Register during a “window of opportunity” when they felt ready to take a proactive/ “big” step in managing their gambling. For many participants, these windows of opportunity were found to be brief and / or infrequent. These participants reported that if they became aware of the Register at a time when they did not desire to seek support for their gambling, they may take weeks or months to be ready to sign up.


	[image: ]Case study from the preliminary qualitative research
Jake* first heard about the Register when his mum mentioned it in conversation. A month after he first heard about the Register, Jake realised that he needed to take action about his gambling behaviours. 
“It had become an addiction. I was less engaged with the outside world and more focussed on the phone”
This realisation prompted Jake to reach out to some support services and sign up to the Register. While he didn’t sign up right away, he says hearing about it “stuck with him” and meant he could sign up when he was ready.
* Pseudonyms used 


[bookmark: _Toc209707246]Usage of the Register
Reasons for signing up
	



“I became aware I couldn’t stick to my boundaries, that’s when I knew my gambling was an issue. I signed up [to the Register] because I didn’t want gambling available to me anymore”—Current registrant





“I signed up to [the Register] to get approval for a house loan. I didn’t want the banks to see a gambling history on my accounts, and I was able to save a lot more money. The Register helped me build my house at the end of the day”—Previous registrant
	As shown in Figure 15 overleaf, by far the main reason registrants had signed up to the Register was to reduce negative impact from gambling (74%).

Other commonly mentioned reasons included:
Wanting to stop gambling completely (48%);
Wanting to save money (47%);
Wanting to reduce how much they were gambling (45%);
It was a single process to exclude themselves from all betting providers (40%); and
They thought it would be more effective than other support options (31%).

“Too many bookmakers are popping up every day. It's hard to keep track, and you have to sign up to each one just to self-exclude, which is very dangerous. This register really helped.” – Survey respondent

As an example of financial motivators to signing up to the Register, a couple of participants from the qualitative research reported that they had signed up when looking to purchase a home. This was both as a financial tool to save money as well as to avoid having online gambling transactions in their recent transaction history when applying for a mortgage.

Those who were betting online / on the phone at least once or twice a week before signing up to the Register were more likely to report reasons related to stopping gambling and reducing harm from gambling. In contrast, those who did not bet online / on the phone at all were more likely to report that they did not want to receive marketing materials (44%, compared to 8% of those who bet at least once or twice a week) and other reasons (43%, compared to 2%) such as wanting to prevent other people from opening accounts using their details and wanting to support the program.



[bookmark: _Ref202279809]Figure 15: Main reasons for signing up to the Register
[image: ]
Q15. What are the main reasons you signed up for the Register? [Multiple response]
Base: All respondents (n=379)

Barriers and challenges to signing up
	

“It’s seen as blokey and it’s a way to fit in, to gamble with the mates and have a drink. It can kill the mood to tell people you can’t place a bet with them anymore”—Current registrant
“My biggest barrier signing up to [the Register] was that I didn’t want to stop gambling… I still don’t want to stop. I wanted to have the option open to me”—Current registrant
	
The majority (60%) of registrants reported facing at least one barrier or challenge when signing up for the Register (see 
Figure 16), most commonly:
Still wanting to gamble with others to be social (20%);
Not wanting to stop gambling completely (17%); and
Being unsure whether they wanted to be excluded from all licensed online / phone betting providers (15%).

Those who participated in online / telephone gambling more often were more likely to report experiencing at least one barrier (63% of those who bet at least once or twice a week and 62% of those who bet less often, compared to 36% of those who did not bet at all).



[bookmark: _Ref202280073]Figure 16: Barriers and challenges to signing up for the Register (Top 10)
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Q20. Did any of the following barriers or challenges apply to you when signing up for the Register? [Multiple response]
Base: All respondents (n=371)

	





“At the end of the day we all make our own decisions… you have to let people decide when it is time to sign up. However, I haven’t seen an ad for [the Register] in a long time, would people even know it is there? Maybe they can increase the awareness so people know it is available”—Current registrant
	Overall, the qualitative research found that participants went through two key stages when signing up to the Register, and could face barriers at either stage:
Deciding to sign up to the Register – which was largely seen to be outside of the ACMA’s control; and
Completing the registration process – with the ease and accessibility of the registration process seen to be within the ACMA’s control.
The qualitative research found that, for most participants, barriers to using the Register primarily occurred during the first stage (i.e. deciding to sign up to the Register). Participants who experienced attitudinal barriers to using the Register (i.e. those barriers highlighted in Figure 16 above) reported that these were to do with their personal readiness and desire to take action in relation to their gambling. 
While these attitudinal barriers were largely felt to be outside of the ACMA’s control, some participants suggested that communications about the Register were important. Particularly to ensure that individuals were aware of the service and how to sign up once they were able to overcome any attitudinal barriers they faced in deciding to sign up.


Length of self-exclusion period
	
	
As at March 2025, 39% of registrants chose lifetime self-exclusion (see Figure 17). This percentage is somewhat higher in the survey sample (53%). In the survey results, a greater proportion of those who did not bet online / over the phone at all had signed up for lifetime self-exclusion (79%, compared to 52% of those who bet online / over the phone at least once or twice a week).



[bookmark: _Ref202280737]Figure 17: Length of self-exclusion period
[image: ]
Aggregate data for all Register users as at March 2025
Base: All registrants as at March 2025 (N=39,088)

	







“I chose to do one year on [the Register] because I thought it would be enough time for me to quit the habit”—Previous registrant
	Those who bet online / on the phone at least once or twice a week were less likely to sign up for lifetime self-exclusion (44% signed up for less than lifetime self-exclusion, compared to 12% of those who did not bet at all). In addition, those who spent between $100-499 on average on online / phone gambling per week in the 12 months before signing up to the Register were less likely to sign up for lifetime self-exclusion (54%) compared to those who spent up to $99 (23%), $500-999 (43%) or $1,000 or more (40%).

Among those who self-excluded for less than a lifetime, the main reasons for doing so were (see Figure 18): 
They thought it was enough time to stop themselves from gambling (50%);
It would not restrict them from gambling forever (42%); and
They just wanted to trial stopping gambling (37%).



[bookmark: _Ref202280985]Figure 18: Reasons for selecting length of time less than a lifetime
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Q18. Why did you select that length of time, rather than self-excluding for a longer period? [Multiple response]
Base: Respondents who self-excluded for less than a lifetime (n=148)


	“I have done a lifetime of gambling. I chose a lifetime exclusion because it is time to kick it in the butt… for good”—Current registrant
	Among those who self-excluded for a lifetime, by far the main reason for doing so was because they wanted gambling out of their life forever (82%, see Figure 19).



[bookmark: _Ref202283478]Figure 19: Reasons for selecting lifetime self-exclusion
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Q19. Why did you choose to self-exclude for a lifetime? [Multiple response]
Base: Respondents who selected lifetime self-exclusion (n=200)

	





“I have initially chosen 3 years because my ambition is that my condition would get better over time. Whether I have to sign up again forever at the end of that or be able to come off, I will re-evaluate when I get there”—Current registrant
	Similarly, the qualitative research found variation in terms of what participants felt would be the most appropriate self-exclusion period for themselves, for example:
Some participants reported that the permanency of signing up for a lifetime was important to maximise the efficacy and appeal of the Register, as they would be able to permanently stop gambling; and
Some other participants reported that being able to start with a shorter period enabled them to trial self-exclusion / “dip their toe in the water”. Some of these participants reported that they had since signed up for a longer / lifetime period, or intended to in the future. This was because they felt the Register to be effective in reducing the harms they experienced from gambling.






Perceptions of the registration process
	
“The process of signing up to [the Register] was easy and straight forward”—Current registrant





	
Most registrants (90%) felt the process of signing up for the Register was easy (see Figure 20). Similarly, qualitative participants reported that the process was quick and easy to do, and that providing identity information and other required details was simple. Participants reported that it was important for registration to be a quick and easy process, to ensure it could be completed within a short “window of opportunity” where they felt ready to seek support.

Additionally, some participants reported that it was important for the process to be as quick and easy as signing up with gambling providers, so that signing up to the Register wasn’t seen to be the “harder option”. These participants felt that the Register had succeeded in ensuring this was a quick and easy process.



[bookmark: _Ref202283471]Figure 20: Overall perceptions of the registration process
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Q21. How difficult or easy was the process of signing up for the Register? [Single response]
Base: All respondents (n=364)

	
	Similarly, most registrants who had extended their self-exclusion period (93%) or re-registered for self-exclusion (95%) rated their experience as ‘good’ or ‘very good’ (see Figure 21).



[bookmark: _Ref202283579]Figure 21: Perceptions of the extension / re-registration process
[image: ]
Q23a. How would you rate your experience with re-registering for self-exclusion? / Q23b. How would you rate your experience with extending your self-exclusion period? [Single response]
Base: Respondents who re-registered for self-exclusion (n=41)/ extended their self-exclusion period (n=47)


	
	Around three quarters (76%) of registrants felt confident that their personal information was confidential and secure within the Register (see Figure 22). While confidence in the security of personal information was similar between most groups, it was lower among those who had signed up for lifetime self-exclusion (74%) compared to those who signed up for a year or more but not lifetime (88%).



[bookmark: _Ref202283750]Figure 22: Confidence in security of personal information
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Q24. How confident or not confident are you that your personal information is confidential and secure within the Register? [Single response]
Base: All respondents (n=346)


	






“My initial reaction of [the Register] website was that it was a scam, it was alarming because the Australian Government logos [weren’t prominent]. I think it would be good to have clearer government branding”—Current registrant
	When asked how the Register sign up process or website could be improved, many comments (24%) included positive feedback or sentiment that nothing need to be improved (see Figure 23). Only a minority of comments related directly to the sign up process or website, specifically:
· General suggestions to simplify the sign up process, including the verification process (11%); and
· Web design suggestions (2%, n=4 responses).

In addition, a couple of qualitative participants also suggested that the look and feel of the Register website could be improved to appear more “official” and “trustworthy”, such as using more “professional” style branding.



[bookmark: _Ref203149553]Figure 23: Suggestions to improve the registration process or website
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Q27. How do you think the Register sign up process or website could be improved, if at all? [Open ended question]
Base: All respondents (n=148)

IV. [bookmark: _Ref203146654][bookmark: _Toc209707247]Experiences while on the Register
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	Key findings and implications

	The results suggest the Register has been largely effective in doing what it was intended to do (particularly closing existing accounts and restricting ability to place bets online / over the phone), although to a somewhat lesser extent in blocking direct marketing
While the majority felt the Register had been effective in doing what it was intended right away, some registrants reported a lag in effectiveness particularly in blocking direct marketing and closing existing gambling accounts
There was some misunderstanding of the role and reach of the Register in blocking direct marketing materials among some registrants who expected the Register to block all gambling marketing (e.g. mass media advertising, targeted social media advertising and marketing from lotto/ offshore providers)
The results suggest that while the Register is largely effective, there is still opportunity to work with betting providers to ensure a high rate of compliance right away
The results also suggest a need to communicate about what the Register can and cannot do in terms of blocking marketing materials to reduce misunderstanding among registrants – in doing so, it will be important to use clear and concise language and define what is meant by ‘direct marketing materials’ (e.g. ‘advertising emails or texts from licensed wagering services’).


[bookmark: _Toc209707248]Effectiveness of the Register
	








“[The Register] has definitely helped me to reduce my gambling and I think it is an effective tool. However, I can’t expect [the Register] to solve my problem as there are still ways for me to gamble, I also need to take accountability for my actions”—Current registrant








“I expected that everything would stop giving me gambling [advertising]. That expectation hasn’t been completely met… I still get ads on [some on demand platforms]”—Current registrant












“I still see gambling emails in my junk mail every day… I haven’t succumbed to them so far and am trying to leave them in the junk where they belong”—Current registrant
	
As part of the quantitative research the majority of registrants (67-75% ‘fairly’ or ‘very’ effective) said the Register was effective in blocking what it was supposed to (i.e. preventing them from opening new accounts, restricting their ability to place bets online / over the phone and blocking direct marketing). 

However, notable proportions (6-26%) were unsure about the Register’s effectiveness for each aspect – and these were mainly those who had not participated in online or phone betting prior to signing up and therefore may not have had visible cues of the effectiveness of the Register (for example, not receiving notifications that betting accounts were closed). The high proportions of those who were unsure suggests these registrants had not tried to place bets or access betting accounts.

The qualitative research also found that the Register was felt to be effective in supporting participants to moderate their gambling, and most participants reported that the Register met their expectations in terms of the service it provided. However, participants also recognised the bounds of what the register could / could not do (i.e. that it could only block online / phone gambling and related marketing, and could not prevent other forms of gambling and / or address the “root causes” of gambling addiction). As such, most participants felt that the Register was not the sole solution or ‘silver bullet’ and felt that there was still a need for additional supports (discussed further in Chapter V).

Out of all the purposes of the Register, more registrants said that the Register was less effective in blocking them from receiving direct marketing information via email (25% ‘not’ or ‘somewhat’ effective) or text message (20%).

The qualitative research found that lower levels of reported effectiveness of the Register blocking direct marketing materials identified in the quantitative survey was generally due to:
A misunderstanding of the role and scope of the Register in blocking direct marketing materials – some participants expected the Register to block all gambling marketing (e.g. mass media advertising, marketing from lotto/ offshore and out-of-scope providers, targeted social media advertising). This was likely due to:
· Not reading the detailed information/ “fine print” when signing up to the Register. Some participants who signed up quickly or in a heightened emotional state (e.g. if signing up was prompted by a considerable gambling loss) reported that they had not been able to read/ absorb all the details provided upon sign-up; and/or
· Not understanding the definition of ‘direct marketing’ in the information provided at sign up. For example, one participant who did read the detailed information upon signing up to the Register had mis-interpreted the definition of ‘direct marketing’ and assumed targeted social media ads would be included.
These views highlight an opportunity for the ACMA and the Register operator to educate users about what the Register does and does not do to ensure that users are not discouraged about perceived failures of the Register. 
A “lag” in direct marketing materials being blocked, with some participants reporting that some providers had continued to send materials for weeks or months after signing up to the Register. While the research found this did not significantly impact perceptions of the Register’s effectiveness, participants reported feeling “frustrated” and that there was potential for direct marketing to trigger gambling urges.



[bookmark: _Ref202364444]Figure 24: Effectiveness of the Register
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Q28a-f. How effective or not effective was the Register in… [Single response]
Base: All respondents (n=346-355)

	
	Greater proportions of the following groups reported the Register had been effective across various aspects:
Those who bet online / on the phone at least once or twice a week (74-88%) or less often (72-86%), compared to those who did not bet online / on the phone at all (10-47%);
However, lower perceived effectiveness among those who did not bet online / on the phone at all reflects that this cohort is unlikely to have tried opening / accessing accounts or placing bets as many did not sign up to the Register to reduce gambling
Those classified as moderate risk gamblers (68-91% across all aspects, compared to 67-85% of problem gamblers and 50-66% of not at risk gamblers); and
Those with a self-exclusion period less than 1 year (84-90%, compared to 67-86% of those with a self-exclusion period 1 year or longer but not lifetime and 60-73% of those with lifetime self-exclusion).

Out of those who said the Register had been effective across each aspect, the majority (52-64%) felt it had been effective right away (see Figure 25). Registrants were less likely to report that the Register was effective right away at automatically closing their gambling accounts (52%) and blocking direct marketing via email (56%) and via text message (53%). However, most registrants (76%) said that the Register was effective in closing existing gambling accounts within 1 day. Again, notable proportions were unsure about how long it had taken the Register to be effective across the various aspects (15-27%), however, this result was skewed by those who did not gamble.



[bookmark: _Ref202364534]Figure 25: Length of time before the Register was effective
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Q29a-j. Was the Register effective right away or only after a certain amount of time? [Single response]
Base: Respondents who indicated the Register was effective at restricting each item (n=288-264)


[bookmark: _Toc209707249]Complaints
	“There were still a few bookmakers where an email or text [marketing material] would sneak through. I didn’t know I could make a complaint about that”—Previous registrant
	Awareness that registrants could make a complaint to the Register was fairly low (32-40%) across all aspects (see Figure 26), but was lowest in relation to being able to make a complaint if a betting provider sent them marketing material (32%). Awareness that registrants could make a complaint was higher across all aspects among:
Registrants aged 40+ (41-52%, compared to 25-34% of those aged between 18-29); and
Those who spent $1,000 or more on online / phone betting on average per week (38-51%, compared to 24-33% of those who spent less than $100).



[bookmark: _Ref202365205]Figure 26: Awareness of ability to make complaints to the Register (% aware)
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Q57a-e. Before today, were you aware that you can make a complaint to the Register in instances where you are self-excluded and a betting / gambling provider… [Single response]
Base: All respondents (n=313-319)

	
	Only very few (3%) registrants had made a complaint to the Register. Among the few registrants who had[footnoteRef:7], the main reasons for their complaint were: [7:  Note – small sample size of n=11; these findings are indicative only.] 

Dissatisfaction with the Register;
Other reasons  – including not being able to reopen betting accounts after their self-exclusion period ended; and
They were able to open a new betting account.



	




“I did try to report. They told me to send screenshots through, I did that and sent it to their email address but I had to upload them on an app, I couldn’t figure that out so I just left it”—Current registrant
	Some participants in the qualitative research had attempted to make a complaint about the Register itself, or had made other complaints to the ACMA about gambling related issues not to do with the Register (e.g. to report offshore / illegal gambling providers under Australian Business Numbers [ABNs]). Those who made complaints reported negative experiences, due to:
Challenges with the reporting process / technological difficulties (e.g. uploading screenshots),which meant they were unable to complete their complaint; or
Not receiving follow-up communication informing them of the outcome/ actions taken as a result of their complaint – which caused participants to feel “dissatisfied” with the process and reduced their likelihood of reporting issues in the future. 



[bookmark: _Toc209707250]Cancelling self-exclusion early
	
	
Few (14%) registrants had tried to cancel their self-exclusion early, and only 2% had actually cancelled their self-exclusion (see Figure 27). Those with a self-exclusion period of less than 1 year were more likely to have cancelled their self-exclusion early (16%, compared to 2% of those who self-excluded for 1 year or more but not lifetime and 0% of those with lifetime self-exclusion) or tried to cancel their self-exclusion (23%, compared to 14% and 9%).



[bookmark: _Ref202365402]Figure 27: Ever cancelled or tried to cancel self-exclusion
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Q54. Have you ever tried to cancel your self-exclusion early? [Single response]
Base: All respondents (n=320)

	
	Among those who had tried to cancel their self-exclusion early, the majority had only tried to once (see Figure 28).



[bookmark: _Ref202365559]Figure 28: Number of times cancelled self-exclusion or tried to cancel self-exclusion early
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Q55. How many times have you cancelled a period of self-exclusion early? / Q56. How many times have you tried to cancel a period of self-exclusion early? [Single response]
Base: Respondents who cancelled or tried to cancel self-exclusion early (n=41)

	

“I tried to take myself off, but the [cancellation] feature they’ve got in place is pretty good. You have to go see a doctor and everything. So I didn’t go through with it”—Current registrant
“If it was easy to come off the Register, I would have done it by now… it is good that the process is hard because I know that if I began gambling again, it would be the worst thing in the world for me”—Current registrant
	The qualitative research suggests that the perceived or actual difficulty of cancelling self-exclusion early may be contributing to these low rates of cancellation.

Of the few qualitative participants who had attempted to cancel their self-exclusion, all had found the process complicated due to the need to speak with a counsellor / general practitioner about their gambling behaviours and did not complete the process. Participants who had not attempted to cancel their self-exclusion also assumed that this would be a challenging process.

Participants felt that it was important for cancelling self-exclusion to be a challenging and “inconvenient” process, to reduce their likelihood of attempting to cancel their registration when experiencing an “urge” to gamble. Some participants reported they would be likely to try to leave the Register if they felt it would be easy to do so. Furthermore, all participants who had attempted to cancel felt positively about remaining on the Register at the time of the research.


V. [bookmark: _Toc209707251]Help seeking
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	Key findings and implications

	Many registrants were using other support options while on the Register, most commonly family, friends or work colleagues, gambling support services and professionals (e.g. psychologist, counsellor)
The qualitative research found that while the Register was felt to be effective in supporting registrants to reduce their gambling, it was not considered the only solution or ‘silver bullet’ and there is still a need for additional supports
While the majority of registrants were aware they could nominate a support person, only around one quarter had opted to nominate a support person and most of those who had not nominated a support person did not feel this would be helpful to help manage their gambling
The results suggest that while nominating a support person is beneficial for some registrants, there is opportunity to offer further support options as part of the Register and use the Register to connect registrants to other support options


[bookmark: _Toc209707252]Usage of support options
	














“It would be helpful if you could be linked to supports in your area, like GA catchups or online video calls”—Current registrant
	Around half (53%) of registrants had used other support options while on the Register (see Figure 29). Registrants had most commonly used:
Support from family, friends or work colleagues (21%);
Information or resources from a gambling help website (16%); and
Support from a psychologist (14%) or counsellor (13%).

Usage of other support options was higher among groups that participated in betting more frequently, specifically:
Problem gamblers (64% used other support options, compared to 50% of moderate risk gamblers and 36% of not at risk gamblers);
Those who bet online / on the phone at least once or twice a week (56%, compared to 32% of those who did not bet online / on the phone at all); and
Those who spent $1,000 or more (63%) and $500-999 (59%) per week on online / phone gambling on average, compared to those who spent $100-499 (48%) and less than $100 (30%).

As discussed in Chapter IV, many qualitative participants reported that additional supports beyond the Register are required to help manage their gambling, and felt that the Register would be an effective mechanism to connect and refer registrants to other support options available.



[bookmark: _Ref202365634]Figure 29: Usage of support options while on the Register
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Q35. Since registering, have you used any of the following support options? / Did you use any of the following to support you while on the Register? [Multiple response]
Base: All respondents (n=330)


[bookmark: _Toc209707253]Awareness and usage of support person
	
	The majority of registrants were aware (62%) they could nominate a support person to support them through their self-exclusion period, including 46% who felt they were aware of most / all the details (see Figure 30). Awareness was higher among younger registrants (53% of those aged 18-29 and 47% of those aged 30-39 aware of most / all the details, compared to 34% of those aged 40+). Awareness was also higher among those who spent $1,000 or more per week on online / phone betting (59%, compared to 43% of those who spent $500-999, 42% of those who spent $100-499 and 33% of those who spent less than $100).



[bookmark: _Ref202368017]Figure 30: Awareness of option to nominate a support person
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Q30. Before today, were you aware that you could nominate a support person to support you through your self-exclusion period? [Single response]
Base: All respondents (n=345)

	
	Only around one quarter (24%) of registrants indicated they had ever nominated a support person, most commonly when they first signed up to the Register (23%) (see Figure 31). 



[bookmark: _Ref202368052]Figure 31: Nominated support person
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Q31a-d. Did you nominate a support person within the Register… [Single response]
Base: All respondents / respondents who extended their registration / respondents who re-registered (n=179-344), percentage results re-based to all respondents

	

“I did not nominate another support person, I didn’t want to involve anybody in my issues”—Current registrant

"I had a sense of guilt, embarrassment and humiliation around gambling, even talking to family was too much”—Current registrant 

“I thought I could use my wife [as a support person] but I thought ‘no, she has enough on her plate without having to worry about me gambling’”—Current registrant
	Among those aware they could nominate a support person but chose not to, the main reasons those who had not were (see Figure 32):
· They considered it a private issue to deal with themselves (45%);
· They just didn’t want to (34%); and
· They felt embarrassed to ask someone (30%).

In addition, the qualitative research found that it could be challenging for participants to raise their gambling with a potential support person due to:
Concerns about shame or judgment due to the stigmatised nature of gambling addiction and mental health; and 
Not wanting to cause a potential support person to feel worried or concerned. 

Some participants did note, however, that they felt it would be easier to discuss gambling behaviours with someone they did not know, including those with similar experiences of gambling harms.



[bookmark: _Ref202368080]Figure 32: Reasons for not nominating a support person
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Q32. What are the main reasons you didn’t nominate a support person? [Multiple response]
Base: Respondents who were aware they could nominate a support person, but did not (n=119)

	
“I was not aware of [support person function]. That is something to think about, I would definitely talk to my wife about that”—Current registrant

“[Having a support person] is like having a mate to go to the gym with – if you go by yourself, you might do it, you might not. Having a support person, you’re accountable to them”—Current registrant





"It means having someone holding my hand… it is making me more responsible, having that other person watching over me"—Current registrant

“[Prior to BetStop] My wife and I have had conversations[about my gambling]. We’re pretty frank with each other… now BetStop has given my wife a safe feeling, that I wasn’t doing something behind her back”—Current registrant

“The support person feature has helped me in my recovery journey because I have opened up to my girlfriend [support person] about my gambling”—Current registrant
	A few qualitative participants who didn’t nominate a support person reported that this was due to:
Not being aware of the option to nominate a support person; or
A misunderstanding about the nature of the support person function – a couple of participants believed that this would involve a qualified gambling support worker being assigned to them who would contact them to provide support / counselling or refer them to services.

As shown in Figure 33, the majority of those who had nominated a support person felt doing so was helpful to help manage their gambling (70% ‘fairly’ or ‘very’ helpful). However, those who did not nominate a support person were less likely to feel it would be helpful to them (42%).

Among those who did nominate a support person, more of those classified as not at risk gamblers[footnoteRef:8] felt nominating a support person was helpful to manage their gambling, compared to moderate risk gamblers[footnoteRef:9] and problem gamblers. [8:  Note – small sample sizes (n=19); findings are indicative only.]  [9:  Note – small sample sizes (n=9) ; findings are indicative only.] 


Overall, qualitative participants felt that the option to nominate a support person was important to have available and could enhance the efficacy of the Register. Most participants that had nominated a support person reported that they had found it was effective in supporting them to moderate their gambling behaviour. In particular, these participants reported that having a support person provided additional accountability to remain on the Register and continue to moderate / reduce their gambling behaviour and reduced feelings of being “alone” addressing their gambling.

The qualitative research found that most participants who had nominated a support person had nominated a spouse, family member, friend or, for one participant, a support worker. 

Generally, participants reported that their support person was already aware of their gambling – either through observation (e.g. had noticed abnormal or increasing money spend / loss, high frequency of placing bets, emotional and mental health impacts) or through the participant directly seeking out support from this person. As such, nominated support people were often providing other forms of support prior to the participants’ registration (e.g. encouraging help-seeking, providing strategies to reduce gambling such as deleting provider apps / accounts, providing emotional and / or financial support). 

However, a few participants reported nominating someone who was unaware of their gambling / the extent of their gambling. One participant had nominated a support person who they felt may also need assistance to manage their gambling, to provide mutual encouragement / accountability. 

For a few participants, the Register also prompted conversations (i.e. about re-registering or leaving the register) following emails alerting their support people of the upcoming expiry. 



	[bookmark: _Hlk203046997][image: ]Case study from the follow-up qualitative research
James* signed up to the Register to block direct marketing material and manage his gambling behaviours. When he saw the support person function, he thought of a close friend whose gambling he was becoming increasingly concerned about. When signing up, James nominated his friend as his support person, in the hope that it would remind him of the service and encourage him to sign up himself. A few weeks later, his friend told him he had joined the Register.
“My mate was going back and forth with the idea of BetStop… I put him in [as my support person] so he would get the notification that I’d done it and he would do the same thing – which he did and he did it permanently [lifetime self-exclusion]”
* Pseudonyms used 



[bookmark: _Ref202368108]Figure 33: Perceived helpfulness of nominating a support person
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Q34. How helpful do you think nominating a support person was / is to help manage your gambling? [Single response]
Q33. How helpful do you think nominating a support person in the Register would be to help manage your gambling? [Single response]
Base: Respondents who nominated a support person (n=68) / respondents who did not nominate a support person (n=236)
VI. [bookmark: _Toc209707254]Impact of the Register

	[image: ]
	Key findings and implications

	The Register has had a largely positive impact on registrants’ lives, including reducing their frequency of gambling and improving their overall quality of life
Most registrants felt being on the Register was helpful to manage their gambling
Only small proportions of registrants reported increasing other types of gambling after signing up to the Register, or starting any new forms of gambling that they did not do before signing up to the Register
The qualitative research found that many registrants felt the Register had been helpful by blocking their primary gambling type, reducing the ease and convenience of gambling and increasing accountability for them to reduce their gambling
The results suggest that by promoting and linking registrants to other services, registrants may be able to better manage their gambling and not seek out alternative forms of gambling


[bookmark: _Toc209707255]Perceptions of the Register
	
	
Around half (53%) of registrants said they used other support options since signing up to the Register or while they were on the Register. Out of these registrants, the majority (60%) felt the Register was the most effective support to help manage their gambling compared to other support options they used (see Figure 34 overleaf). 



[bookmark: _Ref203386294]Figure 34: What do you think has been most effective to help manage your gambling?
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Q36. What do you think has been most effective to help manage your gambling? [Single response]
Base: Respondents who used at least one other support option other than the Register (n=148), please note that only support options that respondents indicated they had used while on the Register (at Q35) were shown in this question
[bookmark: _Toc209707256]Impact on gambling participation
	

“I haven’t attempted to gamble. When I signed up [to the Register] that was a commitment to myself that I would stop doing it”—Current registrant








“[The Register] is doing exactly what it was designed to do – I can’t sign up [to a registered online provider] and I won’t bother to… but I will play online pokies with a random provider, and I’ve deposited a bit into the offshore [providers]. I don’t think I’ll ever stop completely”—Current registrant
	
Among those who participated in online or phone betting prior to signing up, most indicated that they had either stopped betting completely or decreased the amount they were betting. This included betting on sports or racing events (96%, 81% who ‘stopped completely’ and 15% who ‘decreased’) or other events (96%, 84% who ‘stopped completely’ and 12% who ‘decreased’).

Greater proportions of those who bet online / on the phone on sports or racing events less often reported they had stopped this type of betting completely (93%) compared to those who bet online / on the phone on these events at least once or twice a week (79%).

Many of those who participated in other forms of gambling also reported they had decreased or stopped participating in those as well, including:
Betting in-person on sports, racing or other events (63%);
Playing online casino games (80%); and
Playing pokies or casino games in a venue (62%).

However, some registrants reported that participation in some forms of gambling had increased after signing up to the Register, most commonly:
Betting in-person on sports, racing or other events (25% ‘increased’), which was higher among:
Those bet online / over the phone at least once or twice a week prior to signing up (28%, compared to 8% of those who bet less often); 
Those classified as problem gamblers (32%) or moderate risk gamblers (29%, compared to 2% of not at risk gamblers); and
Those with an exclusion period less than 1 year (56%, compared to 13% of those with longer self-exclusion periods (but not lifetime) and 23% of those with lifetime self-exclusion);
Playing online casino games (13%); and
Playing pokies or casino games in a venue (14%).



Figure 35: Change in gambling frequency while on the Register
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Q37a-k. How has / did your frequency of participation in each type of gambling changed / change while on the Register? [Single response]
Base: Respondents who participated in each type of gambling before signing up for the Register (n=13-270)

	




















“It doesn’t stop you going down to your local TAB with cash to put a bet on, but it removes the convenience… I still put a bet on with the mates down at the pub once every couple weeks but prior to being on BetStop online gambling was almost too easy”—Current registrant 
	Figure 36 shows the change in gambling participation among all registrants, including those who did not participate in each type of gambling before signing up to the Register and did not start doing each type of gambling while on the Register.

Only very small proportions (0-4%) of registrants started doing any new forms of gambling after signing up that they did not do before signing up to the Register. 

The qualitative research found that a nuanced approach was necessary to understand the overall impact of the Register on participation – one that considered the frequency, mode and financial impact of gambling behaviours, rather than a ‘black-and-white’ measure of gambling behaviours (i.e. gambling vs not gambling at all).

More specifically, the follow-up qualitative research included a focus on participants who increased the frequency of gambling types not covered by the Register and / or started a new gambling type. Overall, the qualitative research found that most of these participants still reported an overall decrease in gambling behaviours across types and a ‘net benefit’ to their financial and / or overall quality of life due to being on the Register. Participants reported that this was due to:
The Register blocking their primary gambling type (i.e. online and phone gambling) – that were their most frequently used and / or had strongest negative impact for them;
A reduction in the ease and convenience of gambling – as online and phone gambling were felt to be the most accessible, while other types of gambling required great effort / planning (e.g. travelling to venues, withdrawing cash); and
Signing up to the Register being a key step in managing gambling behaviours and increasing accountability – which prompted many participants to take additional steps to manage other gambling types and / or supported their motivation to reduce their gambling overall.

Where participants had increased participation in a gambling type not covered by the Register and / or started a new gambling type, most felt that this was beyond the scope of the Register to prevent. Rather, participants accepted that they needed to take personal accountability for managing their gambling behaviours, in conjunction with using the Register. Nonetheless, the qualitative research identified the following means of reducing the likelihood of registrants increasing gambling behaviours / starting new gambling behaviours:
Expanding the register’s scope to include self-exclusion from in-person venues (e.g. TAB, casinos);
Providing referrals / links to additional support services or counselling to help address gambling behaviours more broadly; and
If possible, enabling self-exclusion from other types of online gambling (e.g. keno, lottery, offshore / illegal gambling) – however, participants also recognised that expanding the scope of the register to include some of these gambling types could be challenging.




[bookmark: _Ref202974173]Figure 36: Change in gambling frequency while on the Register and participation in new types of gambling – rebased to all respondents
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Q37a-k. How has / did your frequency of participation in each type of gambling changed / change while on the Register? [Single response]
Q38. Whilst on the Register, did you participate in any of the following? [Multiple response]
Base: All respondents (n=311-324)

	
	Among those who were still participating in online or phone betting while on the Register, most (83%) indicated they were spending less on online and phone betting compared to before they were on the Register.



Figure 37: Change in online and phone gambling spend while on the Register
[image: ]
Q40. Compared to before you registered, while on the Register, did you spend… [Single response]
Base: Respondents who still participated in online or phone betting while on the Register (n=56)

	“I feel free. I’m not as handcuffed to gambling. Gambling is usually all I think about. Since I signed up to [the Register] I have moments where I can think of other things, that’s great. Everything was kind of ruined [by gambling], but now at least I can get a piece of my mind back”—Current registrant





“[Being on the Register] has been incredibly effective for me. It has allowed me to be more financially stable and to be in a better place mentally”—Current registrant
	Most registrants felt the Register had had a positive impact on their overall quality of life (78% ‘a little’ or ‘much’ better) and other aspects of their life (see Figure 38). Perceptions of the impact of the Register on all life aspects were more positive among the following groups:
Those who bet online / over the phone at least once or twice a week (76-87% across all aspects, compared to 51-77% of those who bet less often and 33-47% of those who did not bet at all);
Those with a self-exclusion period of 1 year or more, but not lifetime (78-93%, compared to 62-77% of those with lifetime exclusion and 59-64% of those with exclusion periods less than 1 year); and
Those classified as problem gamblers (76-85%, compared to 65-92% of moderate risk gamblers and 51-66% of not at risk gamblers).

Most participants in the qualitative research also reported overall positive impacts as a result of being on the Register, including:
Positive impacts on quality of life – including in relation to finances, relationships, and mental health and wellbeing; and
Opportunity to utilise other support services (e.g. counselling, Gamblers Anonymous) due to additional time and mental clarity resulting from being blocked from gambling, and increased confidence to seek further support. 
 



[bookmark: _Ref202368670]Figure 38: Impact of the Register on life aspects
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Q41a-e. To what extent, if at all, do you think self-exclusion has made the following aspects of your life better or worse? [Single response]
Base: All respondents (n=309-323)

	“My life is tangibly better off, especially for the future. It’s set and forget and now I have such a peace of mind knowing I’m not getting texts [from gambling providers] begging for money”—Current registrant

“I will remain permanently registered with BetStop. Around 3 - 5 new bookmakers seem to launch in Australia each week. This register covers all current and future bookmakers, which gives me a strong sense of security.” – Survey respondent
	Most registrants (81%) felt being on the Register was helpful to manage their gambling (see Figure 39). Those who bet online / over the phone more often were more likely to report the Register was helpful to manage their gambling, specifically:
Those who bet online / over the phone at least once or twice a week (84%) or less often (82%), compared to those who did not bet at all (64%); and
Those who spent $100 or more per week on online / phone gambling (82% of those who spent $1,000 or more, 81% of those who spent $500-999 and 89% of those who spent $100-499, compared to 68% of those who spent less than $100).




[bookmark: _Ref202368810]Figure 39: Overall perceptions of how helpful the Register was to manage gambling
[image: ]Q42. Overall, how helpful or not helpful do / did you find being on the Register to manage your gambling? [Single response]
Base: All respondents (n=314)
	











“I didn’t notice any impact but I was starting from a very low baseline – I wasn’t seeking out gambling services much prior”—Current registrant 

"I think getting the reminder of expiry was a negative – when I got it, I jumped back on the sites. If I didn’t get the reminder I wouldn’t have known [my self-exclusion had ended] – I wasn’t thinking about it. When I got the reminder, I waited and that day I jumped straight back on"—Previous registrant
	However, some participants in the qualitative research rated the Register as less effective, due to:
Still participating in some gambling types – as they were using a gambling type not blocked by the Register (e.g. in-person or illegal / offshore gambling) or had found “loopholes” to the self-exclusion (e.g. using a family member’s gambling provider account). However, most of these participants reported that they were still “better off” overall as a result of being on the Register (as discussed previously); and
Not registering to reduce their gambling behaviours (i.e. for the few participants who did not gamble frequently, did not have a high gambling expenditure, and / or had not experienced negative impacts from gambling) – instead, these participants had signed up to the Register to block direct marketing materials from gambling providers. As such, they did not experience a change or reduction in their gambling behaviours from an already low baseline.

In addition, one participant reported that receiving a reminder email about the expiry of their self-exclusion triggered excitement about the upcoming end of their registration, and led them to resume gambling once they were no longer blocked by the Register.



	[image: ]Case study from the follow-up qualitative research
Around 10 years ago, Drew* was in a difficult period of his life and began to use online gambling as a coping mechanism. Since that time, he felt that gambling became a "sickness” in his life, causing considerable negative impacts to his finances, relationships, mental health and quality of life. 
“I lost everything gambling…. I lost like a large amount of money at once and ended up homeless. I live in a crappy tent in the bush now”
Drew explained that losing that quantity of money and becoming homeless was a “rock bottom” moment that encouraged him to do as much as he could to block himself from gambling in any form. When excluding from in-person gambling at his local casino, the staff told him about the Register and he signed up right away. Because of the Register, Drew says his mental health as improved. He now has the time and mental clarity to focus on things other than gambling. 
While he does occasionally still gamble, the frequency and amount he spends is considerably lower, and he has much longer breaks between gambling sessions. 
“BetStop was so good, so good for me. It’s perfect. I’m better off overall… eventually I’ll stop thinking about [gambling]”
* Pseudonyms used 



	[image: ]Case study from the preliminary qualitative research
For Lucas*, gambling has always been a big part of his life, ever since he became an adult. He feels that he has experienced considerable negative financial, mental health and quality of life impacts.
“I would almost never have a night where I was going out and didn’t end up using a pokies machine and losing all my money… I maxed out every credit card and still got accepted for more.
He’d made multiple attempts to stop gambling to limited success until he signed up to the Register.
“I had tried to curb my gambling many times. I’d exclude myself from one and another would pop up. Something like BetStop, something that is industry-wide, is required for someone with this kind of affliction”
The Register has been effective in supporting Lucas to moderate and considerably reduce his gambling behaviours and the impacts he experienced from gambling, since it blocks him from all registered online and phone providers. Beyond the direct impact on his gambling, Lucas also feels like the Register has helped to improve his overall quality of life. He doesn’t think about gambling as much anymore and instead spends his time with his wife, gardening and baking. Lucas is a big advocate for the Register and was passionate about giving his feedback through this research, to support others’ experience of the Register and help to raise awareness of its benefits.
* Pseudonyms used



VII. [bookmark: _Toc209707257]Experiences off the Register
This chapter presents findings for those who were not currently on the Register only. Please interpret all results with caution due to small sample sizes.
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	Key findings and implications

	The results suggest that most expired registrants now gamble less compared to before they signed up to the Register, but have not stopped gambling completely, and many reported they started betting online / on the phone again after not doing so at all while on the Register
Reasons for not staying on the Register varied, including feeling that gambling was no longer a problem for them, only wanting to take a break from gambling and the Register not helping them to manage their gambling
A few registrants also reported that they were unable to access or open new betting accounts after their self-exclusion period had ended, which they felt was frustrating and should be resolved with betting providers
Although some registrants felt gambling was no longer a problem for them after coming off the Register, the results suggest there is still a significant cohort of expired registrants who are experiencing harms from gambling and who may benefit from putting additional supports in place if they choose to come off the Register


[bookmark: _Toc209707258]Impact on gambling participation
	“After signing up [to the Register] my online gambling definitely subsided”—Previous registrant 
	
The results suggest that most expired registrants now gamble less compared to before they signed up to the Register, but have not stopped gambling completely.


	
	Among those who were no longer on the Register, around six in ten (58%) reported they started betting online or on the phone on sports or racing events again after not doing so at all while on the Register (see Figure 40 overleaf).



[bookmark: _Ref203387214]Figure 40: Started participating in types of gambling after coming off the Register – rebased to all respondents not currently on the Register
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Q48a-k. Comparing back to before you were on the Register the most recent time, how has your frequency of participation changed now that you are off the Register? [Single response]
Q49. Have you participated in any of the following after coming off the Register? [Multiple response]
Base: Respondents not currently on the Register (n=25-26), note small sample sizes

	 
	The majority (69%) of those betting online / over the phone said that they now spent less in a typical week compared to before they signed up to the Register (see Figure 41).



[bookmark: _Ref202369189]Figure 41: Change in spend on online and phone gambling compared to before signing up for the Register
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Q50. Thinking about the amount you spent on online and phone gambling in a typical week that you gambled before you joined the Register. Do you now spend … [Single response]
Base: Respondents not currently on the Register (n=26), note small sample sizes


	“I’ve done the right thing, I went to rehab, I’m supervised and then they say no you still can’t [re-open your account]. It’s a bit harsh, they say if you’ve been on BetStop, that’s the end of it”—Previous registrant 
	In addition, a couple of qualitative research participants reported that they had remained blocked from some gambling providers once coming off the Register, with these providers reportedly claiming that it was illegal to re-open the accounts of people who had been on the Register in the past.[footnoteRef:10] These participants felt frustrated with not being able to sign up to these providers again, as they felt whether they gambled or not was their choice after coming off the Register. [10:  Please note that betting providers are required to permanently close accounts after a person signs up to the Register. However, this does not prevent a betting provider from opening a new wagering account for someone once they come off the Register.] 



[bookmark: _Toc209707259]Reasons for not renewing self-exclusion
	
	
Most previous registrants did not renew their self-exclusion because they didn’t want / need to (62%) or hadn’t decided yet if they wanted to renew it (36%) (see Figure 42).



[bookmark: _Ref202369470]Figure 42: Reasons for not currently being on the Register
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Q51. Which of the following best describes the main reasons you are not currently on the Register? [Single response]
Base: Respondents not currently on the Register (n=25), note small sample sizes

	

“I decided to not re-register because once I got the supports I needed, I didn’t have a desire to gamble anymore”—Previous registrant

	The main reasons previous registrants decided not to or had not yet renewed their self-exclusion were (see Figure 43):
· They felt gambling was no longer a problem for them (39%). 
· However, the qualitative research found that for participants for whom this was the case, they still valued the Register as a “backup” if needed, increasing their confidence to manage their gambling in the future;
· They wanted to be able to access online / phone gambling again (27%);
· They only wanted to take a break from gambling (25%); and
· The Register didn’t help them to reduce / stop their gambling (23%) – this was a more common reason among problem gamblers (43%) and those who spent $1,000 or more on online / phone gambling before signing up (72%).



[bookmark: _Ref202369235]Figure 43: Reasons for not renewing self-exclusion
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Q52. What are the main reasons you decided not to renew your self-exclusion? / What are the main reasons you haven’t yet renewed your self-exclusion? [Multiple response]
Base: Respondents not currently on the Register who decided not to renew / have not yet renewed self-exclusion (n=25), note small sample sizes

	[image: ]Case study from the preliminary qualitative research
In the past Cameron* only gambled occasionally with friends, until he won a large amount of money. Following this win Cameron felt he was beginning to gamble more frequently and with more money than he usually would. He worried that his gambling was a form of escapism and realised that it was at risk of getting out of control, and signed up to the Register and self-exclusion at local pokies venues to prevent this. Cameron’s registration period had since expired, and he felt that the Register had been very effective to regain control of his gambling. He was satisfied that the Register had successfully done what he’d needed it to, and didn’t feel that he needed to self-exclude at the time of the interview, but was confident he would return to the Register if he felt his gambling was at risk again.
“When I was 18 it was something you did with mates, having a slap on the pokies… then I won more than $10k and that flicked a switch for me… I felt how quickly it became an issue in my eyes and reeled me in… I signed up to BetStop because I didn’t want [gambling] to be an option for me anymore”
* Pseudonyms used






	
	Only a minority of previous registrants (38%) felt they were likely to sign up to the Register again in the next 12 months (see Figure 44).



[bookmark: _Ref202369552]Figure 44: Likelihood of signing up to the Register in next 12 months
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Q53. How likely are you to sign up to the Register again in the next 12 months? [Single response]
Base: Respondents not currently on the Register (n=26), note small sample sizes
VIII. [bookmark: _Toc209707260]Suggestions to improve the Register

	











“If I wanted to exclude from the venues in my area, I would have to walk into each one and do it individually. With that comes a lot of shame and embarrassment. If I could do it online, I would. That would make it feel a lot easier”—Current registrant








“During the sign-up process it would be good to see an information pack that explains that BetStop is one tool and there are others you can reach out to for further support”—Current registrant











“I would love to get a notification that says ‘You made it a month! Keep going!’, that would be so helpful. You’d feel stronger. You wouldn’t feel like you’re sitting in the carnage you’ve created. Instead of feeling like you’ve lost something – you’ll feel like you made something”—Current registrant

“It would be good if they had an opt-in call after signing up. When I signed up [to the Register] I was really alone, I hadn’t talked to anyone about it and I needed that support”—Previous registrant












“It would be great if you could link your social media [with the Register] to stop you seeing gambling ads on there as well. I’ve tried to block them in the apps themselves, but that only ever works for a couple of days”—Current registrant

	The quantitative and qualitative research found a range of suggestions to increase the effectiveness of the Register (see Figure 45 on page 70), including:
· Increasing awareness of the Register (23%);
· If possible, expanding the scope of the Register (18%) (i.e. to include in-person venues, lottery/ keno and offshore / illegal online gambling) – as participants were often gambling in a variety of ways and felt that an expanded Register would provide a convenient method of facilitating broader self-exclusion (i.e. a “one stop shop”). While participants acknowledged the challenges in expanding the scope of the Register, many felt that self-exclusion was one of the most effective ways to reduce gambling harm, particularly as they reported barriers to other forms of self-exclusion:
· In-person venues – participants in the qualitative research reported that it was challenging / time consuming to self-exclude from enough in-person venues (e.g. all venues in their State / Territory), to stop gambling via this method and / or reported that they would experience shame / embarrassment doing so.
· Offshore / illegal online gambling – participants reported they did not currently have a method to self-exclude from offshore / illegal online gambling, but felt it would be useful if they could nominate specific offshore gambling websites for the Register to prevent them from accessing.
· Providing options for additional support (8%) – as many participants felt that signing up to the Register was a key intervention point where they would be open to additional supports/ information, and as the qualitative research found that the Register was not a ‘silver bullet’ to preventing gambling harm (as discussed in section IV). This was particularly important for those without other forms of support. Suggestions for additional supports included:
· Referrals to other gambling support services – such as Gambler’s Anonymous, gambler’s helplines, counselling services, and other online information / resources; 
· More prominent and detailed information about other strategies / approaches for managing one’s gambling on the Register website (e.g. ‘tips’ for quitting, alternate ways to fill in time previously spent gambling, information for nominated support people about how they could support registrants) – as most participants were unaware of the existing support information, the research found that there would be benefit in both expanding the range of information provided and increasing the prominence of this information during the sign up process;
· Referring to other services that allow registrants to self-exclude from other gambling types (i.e. links/ referrals to TAB/ lotto/ casino self-exclusions) – if it was not possible to expand the scope of the Register to include these providers,  participants felt this would be the “next-best” way to support self-exclusion from multiple gambling types;
· Opt-in milestone emails/ texts – (i.e. congratulatory emails/ texts marking milestone lengths of time on the Register, such as for 3 months/ 6 months/ 1 year etc.) – many participants felt this would be an effective method of:
· Acknowledging the difficulty of seeking support/ managing and changing gambling behaviours;
· Celebrating progress; and
· Encouraging registrants to remain on the Register.
· Opt-in support calls – (i.e. optional calls from Register gambling support services/ Register representatives at registration and ongoing through registration period) – many participants reported that they would be interested in receiving opt-in support calls as they felt these would be effective to keep them “on track” to moderate their gambling, as well as a way to receive information about additional support services. This was particularly the case for those who did not feel comfortable/ able to talk to others in their life about their gambling.
· Opt-in online group chats – a few participants suggested this function could provide opportunities for peer-support with those with similar experiences of gambling harms, if appropriately moderated by a qualified gambling support worker.
· Encouraging/ mandating referrals to the Register from staff at gambling venues (qualitative research only) supported by education for staff (e.g. via a Responsible Service of Gambling course or similar) – a few participants felt that this would help to make information about the Register available when people may need it the most; and
· Providing the ability to link the Register to user’s social media profiles (qualitative research only) – to stop gambling advertising via targeted ads. 



[bookmark: _Ref203151343]Figure 45: Suggestions to improve the Register
[image: ]
Q44. How do you think the Register could be improved? [Open ended question]
Base: All respondents (n=137)

	
	As shown in Figure 46, general comments about the Register also included similar suggestions for improvement as outlined above. These comments also included:
General positive comments about the Register (13%); and
“This register is very important and probably the best thing the government has done in 20 years.” – Survey respondent
“Wonderful resource that I wish existed sooner.” – Survey respondent
Sentiment that the Register had helped them reduce their gambling / improve their life (27%).
“I joined the Register as I had 'finally' been caught out for gambling and excessively by my wife. My mother always knew I had on/off issues for about ten years. I said to both of those people that I would join BetStop and have them as 'support' people listed to keep myself accountable. Since joining, I haven't gambled online again since. While I do at times 'in shop' with cash, it is much less than what I was before.” - Survey respondent
“Using the Register helped me take some accountability for myself and was also helpful in restricting the possibility of me engaging in gambling.” – Survey respondent



[bookmark: _Ref203151068]Figure 46: General comments
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Q60. If you have any additional comments about your experiences using the Register, please provide them here. [Open ended question]
Base: All respondents (n=121)


[bookmark: _Toc209707261]Overall findings about communications and marketing
	





“I think [the Register] should have a full-time banner at the top of the apps, or the logo should be right below the betting agency logo. It shouldn’t be at the bottom where it’s hidden and you have to go out of your way to find it”—Previous registrant







	While most qualitative participants felt that the current approach of promoting the Register was appropriate, most also felt there was scope to increase promotion of the Register to enhance reach and recall of communications due to: 
· The efficacy of the Register in reducing gambling harms;
· Perceived limited communications about the Register to date – as only a few participants had heard about the Register via the existing communications campaigns; and
The current approach to including information about the Register on provider websites was not felt to be prominent enough – while this approach should be maintained as this was an effective channel to communicate with people while gambling, a few participants felt that the current promotion on provider websites felt like an “afterthought” and could easily be missed. 

Registrants in the quantitative research felt a range of channels should be used to raise awareness of the Register, with many registrants selecting more than one channel in their responses (see Figure 47). The most common channels were:
Social media posts (65%);
Betting / gambling provider ads (62%);
Betting / gambling provider apps (58%);
News stories (57%); and
Television / radio ads (57%).



[bookmark: _Ref203387526]Figure 47: Best channels to raise awareness of the Register
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Q43. What do you think are the best ways to raise awareness and to provide information about the Register? [Multiple response]
Base: All respondents (n=324)

	“I think it would be a major public asset for this program to be advertised on TV, YouTube, Kick… everywhere there tends to be betting ads”—Current registrant












“It should be a gentle approach, it’s supportive and no one will feel forced”—Current registrant


“It’s nice to hear from someone who has been there, knows what it’s like and can give you hope”—Current registrant




[bookmark: _Hlk203468166]“I really like [the tagline]. A lot of ads try to guilt trip you into things, but this says we’re not going to force you, but if you need assistance came and seek us out”—Current registrant


“[Footy image] yeah, I like that one. Anyone is an AFL fan would stop and look at that. It would be eye catching for a couple of seconds, which is enough”—Previous registrant

“I would not know what this ad was about in the first 5 seconds of looking at it. I think the National Register heading needs to be larger and in bold, then I would have a better understanding of what [the posters] are informing me about”—Current registrant
“My first thought is, how do you sign up? Have a QR code so people can take themselves straight to the website”—Current registrant”
	When considering mass media advertising, the qualitative research found that channels that broadcast gambling advertising or sports that were gambled on would be particularly effective – e.g. free to air TV, Kayo, Kick and Twitch. The qualitative research also identified the following additional effective channels for communicating about the Register: 
Via key influencers – including support workers, medical professionals and family and friends, who could make formal or informal referrals to the Register;
Out-of-home channels – e.g. billboards and posters, including in public spaces like shopping centres and on the back of toilet doors; and
As part of mandatory statements included at the end of online or phone betting advertising.
The qualitative research also identified the following elements of effective communications:
· Timing – a long-term, ongoing approach was found to be important as participants reported that their attitudes towards gambling and openness to help-seeking / support could change quickly and often, and that they were more likely to respond to communications if they saw them “at the right time”; 
· Tone – participants felt that the tone should be “clear”, “concise” yet “hopeful”, “supportive”, “empathetic” “non-judgemental” and “understanding”;
· Talent – “relatable” spokespeople were felt to be appropriate, particularly those with lived experience of gambling, athletes and famous sportspeople; and
· Inclusion of case study/ testimonial style assets – e.g. an “everyday person” talking about their experiences with gambling and how the Register had helped them. 
A range of current communications materials used to promote the Register[footnoteRef:11] were tested in the qualitative research (see Appendix B for the range of tested materials). Overall, the tested materials were found to have strong cut-through, key message take-out and appeal, due to the:  [11:  Participants were given the choice to hold the interview via telephone or online vie video conference, with only those who selected the online option able to be shown the advertising materials. Advertising materials were tested with the 8 participants who chose to participate online.] 

· ‘Ready when you are’ tagline – which was felt to have an appropriate “welcoming”, “encouraging” and “non-judgmental” tone, and gave the impression of being supportive without “forcing” people who weren’t ready; and
· Background images – the range of images was felt to be effective in supporting affinity across the target audience and should be maintained. In particular:
· The image of the man looking into the camera, was felt to be “sincere” and reinforced the ‘ready when you are’ message; and
· The sport images were effective in enhancing cut-through for those who were interested in sport and / or tended to bet on it.
However, the qualitative research also identified the following areas for improvement:
· Making the link to the purpose of the Register clearer – for example by increasing font size of key phrases such as ‘block yourself from online and phone betting today’, and ‘the National Self-Exclusion Register’ and / or increasing the prominence of the ‘BetStop’ logo;
· Maximise readability of the poster execution – e.g. by using space to “break-up” blocks of text, ensuring font size supported legibility and keeping text concise where possible; and
· Inserting a QR code or a link to the Register on the poster – which would allow people to access the Register instantly during “windows of opportunity”.  




IX. [bookmark: _Toc209707262][bookmark: _Ref107842651][bookmark: _Ref107842655]Findings from supplementary survey of interactive gamblers never on the Register (non-registrants)

This chapter presents the findings from the supplementary survey of interactive gamblers never on the Register.

	[image: ]
	Key findings and implications

	Awareness of the Register was fairly low overall – although it was higher among groups that participated in online and phone betting more frequently
The main reason non-registrants had not signed up for self-exclusion was because they felt they were not gambling enough, although this was a less common reason among those who participated in online and phone betting more frequently


[bookmark: _Toc209707263]Summary profile of non-registrants
A summary of the profile of non-registrants containing key demographic and behavioural information is provided in Figure 48 overleaf.


[bookmark: _Ref207204457]Figure 48: Summary profile of non-registrants
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[bookmark: _Toc209707264]Participation in gambling
	
	
Just over half (57%) of interactive gamblers never on the Register had bet online or on the phone on sports, racing or other events in the past 6 months (see Figure 49).

Only around four in ten (41%) non-registrants aged 40+ bet online or on the phone on sports, racing or other events in the past 6 months, lower than those aged 30-39 (68%) and 18-29 (77%).

Instead, those aged 40+ participated in online lotto, lottery or keno games more often (84% in the past 6 months, compared to 73% of those aged 18-29).



[bookmark: _Ref203487572]Figure 49: Gambling frequency in past 6 months
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Q4a-k. Thinking about the past 6 months, how often did you spend money on the following gambling activities? [Single response]
Base: All supplementary survey respondents (n=518-529)
[bookmark: _Toc209707265]Awareness of the Register
	
	
Awareness of the Register was fairly low among interactive gamblers never on the Register (33%, including 21% who had heard of it but did not know details). Awareness was higher among groups that participated in online and phone betting more often, specifically:
Those who bet on sports, racing or other events online or on the phone a few times a month or more (48%, compared to 33% of those who bet monthly or a few times in the last 6 months and 23% who had not bet in the last six months); and
Problem Gamblers (50%, compared to 35% of those at Moderate Risk and 32% of those not at risk).

As shown in Figure 50 overleaf, those aware of the Register most commonly became aware of the Register through:
Physical advertising (27%);
News stories (25%);
Betting / gambling provider apps (21%) or websites (24%);
Social media posts (17%); and
Friends / family / colleagues (13%).

Those who had bet on sports, racing or other events online or on the phone in the last 6 months were most likely to have become aware of the Register through a betting provider website (30%), physical advertising (30%) and through betting provider apps (27%).

These channels were also among the main ways registrants had first become aware of the Register, except for physical advertising (2% among registrants). However, this question was asked as a single response question in the core survey and hence is not directly comparable.



[bookmark: _Ref202279202]Figure 50: How first became aware of the Register
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Q14. How did you become aware of the Register? [Multiple response]
Base: All supplementary survey respondents aware of the Register (n=188)
[bookmark: _Toc209707266]Help seeking and consideration of self-exclusion
	
	
A minority (15%) of interactive gamblers never on the Register had taken action to reduce or change their gambling, and a further 5% said they wanted to but didn’t.

Among those who wanted to take action but didn’t, the main reasons they had not were (see Figure 51):
They were embarrassed / felt ashamed to (30%);
They were not gambling often enough (28%); and
They were not feeling “ready” (21%).



[bookmark: _Ref202365790]Figure 51: Reasons for not taking action to reduce or change gambling
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Q9. What are the main reasons you didn’t? [Multiple response]
Base: Supplementary survey respondents who wanted to take action to reduce or change gambling, but didn’t (n=64)

	
	Among those who had taken action to reduce or change their gambling, the most common support options used were (see 
Figure 52 overleaf):
Reading information on a gambling help-related website (34%);
Support from family, friends or work colleagues (25%); and
Other options (21%) – mainly that they had consciously decided to ‘just stop’ or limit themselves.

Very few had signed up for self-exclusion directly with a venue (2%) or with an online / phone betting provider (1%).



[bookmark: _Ref202366390]Figure 52: Support options used to reduce or change gambling
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Q10. Did you do / use any of the following to help reduce or change your gambling? [Multiple response]
Base: Supplementary survey respondents who took action to reduce or change gambling (n=95)

	
	Among those who had taken or thought about taking action to reduce or change their gambling, the most common support options they considered were (see Figure 53):
Using an online gambling support service (16%);
Reading information on a gambling help-related website (15%); and
Support from family, friends or work colleagues (10%).

Very few had considered signing up for self-exclusion directly with a venue (2%), with an online betting provider (3%) or with the Register (2%).



[bookmark: _Ref202366601]Figure 53: Support options considered to reduce or change gambling
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Q11. Did you consider using any of the following to help reduce or change your gambling, even if you haven’t yet? 
[Multiple response]
Base: Supplementary survey respondents who took action or thought about taking action to reduce or change gambling (n=159)

	
	Among interactive gamblers never on the Register who had taken action to change or reduce their gambling, or had considered taking action, the main reason they had not signed up for self-exclusion was because they were not gambling often enough (57%, see Figure 54). However, this was less cited as a reason among those classified as problem gamblers (16% of n=37, compared to 65% of n=21 not at risk gamblers).

Instead, the main reasons problem gamblers said they had not signed up for self-exclusion were they were not feeling “ready” (27%), didn’t know self-exclusion was an option (24%) and didn’t have time / forgot (19%).



[bookmark: _Ref202280290]Figure 54: Reasons for not signing up for a self-exclusion program to change or reduce gambling
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Q12. You mentioned you [considered signing up / did not sign up] for a self-exclusion program to help reduce or change your gambling. Why didn’t you sign up for a self-exclusion program? [Multiple response]
Base: Supplementary survey respondents who took action to change or reduce gambling but did not sign up for a self-exclusion program (n=102)

	
	Overall, very few (9%) interactive gamblers never on the Register felt they were likely to sign up for the Register in the next 12 months (see Figure 55). Greater proportions of groups that participated more frequently in online / phone betting reported they were ‘likely’ or ‘very likely’ to sign up to the Register, specifically:
Problem gamblers (41%) and moderate risk gamblers (27%), compared to low (9%) or no risk (5%) gamblers;
Those who participated in online / phone betting a few times a month or more (18%, compared to 9% of those who bet online / on the phone monthly or a few times and 4% of those who did not in the past six months); and
Those who spent $100 or more on average per week on online / phone gambling (20%, compared to 12% of those who spent $50-99 and 6% of those who spent less than $50).



[bookmark: _Ref203149029]Figure 55: Likelihood of signing up for the Register in the next 12 months
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Q16. Now that you know more about the Register, how likely are you to sign up to the Register in the next 12 months? 
[Single response]
Base: All supplementary survey respondents (n=519)
[bookmark: _Toc209707267]Perceptions of the Register
	
	Interactive gamblers never on the Register were asked what they thought about what a self-exclusion Register should do. As shown in Figure 56, non-registrants felt it was most important that signing up to the Register should block you from playing online casino games (62% ‘very important’), betting on sports, racing and other events with online and phone betting providers (62%) and receiving direct marketing from betting providers (61%).

The majority also felt it was important that signing up to the Register should block you from betting on sports, racing and other events in person at licensed betting providers (58%). In contrast, non-registrants felt it was less important for the Register to block people from purchasing lotto or keno tickets online (45%) or in person (42%).

Those classified as problem gamblers (28-43%, compared to 35-60% of moderate risk gamblers and 43-65% of not at risk gamblers) were less likely to say it was ‘very important’ for the Register to block you from doing all items tested in the survey. Instead, problem gamblers were more likely to say each item was ‘somewhat important’.



[bookmark: _Ref202365135]Figure 56: Perceptions of what the Register should do
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Q15a-h. We are interested in what you think about what self-exclusion registers for gambling should do. Please rate each statement based on its level of importance to you and what you think a self-exclusion Register for gambling should do.
Base: All supplementary survey respondents (n=489-498)
X. [bookmark: _Toc209707268]Conclusions and recommendations
[image: Badge New with solid fill]Being on the Register has had a largely positive impact on people’s lives, including reducing their frequency of gambling and improving their overall quality of life1

Most registrants who participated in online / phone betting prior to signing up for the Register reported either stopping online / phone betting completely, or decreasing the amount they bet compared to before they signed up. Many registrants felt the Register had been helpful by blocking their primary gambling type, reducing the ease and convenience of gambling and increasing accountability for them to reduce their gambling.
In addition, most registrants felt being on the Register was helpful to manage their gambling and reported that the Register had a positive impact on many aspects of their life.
“It was so accessible, I could gamble as much as I wanted to very easily. I used to spend five hundred to a thousand every week. Now I get my gambling hit from playing poker with my friends, and the max I can lose is fifty bucks… I started to focus on my personal life a lot more, rather than what I was going to gamble on next. [The Register] really changed my outlook on life”—Current registrant
[image: Email with solid fill]The Register has been largely effective in delivering what it was intended to do (particularly restricting registrants from opening new accounts and ability to place bets online / on the phone). However, there is still opportunity to improve its effectiveness in terms of blocking direct marketing and working with betting providers to ensure registrants are excluded from marketing and accessing their accounts right away2

While the majority felt the Register had been effective in doing what it was intended right away, some registrants reported a lag in effectiveness particularly in blocking direct marketing and closing existing gambling accounts.
In addition, some registrants had misconceptions that the Register would block all gambling marketing (e.g. mass media advertising, targeted social media advertising). This suggests a need to communicate about what the Register can and cannot do to manage expectations among this cohort.
“I had accounts with every bookie in Australia, so the marketing was non-stop. It took a couple weeks for [the Register] to block marketing, the worst of them continued for 3 weeks but then eventually stopped”—Current registrant
[image: Megaphone with solid fill]Ensure there is consistent, ongoing communication about the Register to continue to raise awareness of the service and ensure it is front-of-mind for gamblers when they are feeling “ready” to seek / use support3

Based on feedback from registrants, the ACMA should continue to communicate about the Register and, if possible, expand the range of channels used to promote it (including news stories, social media, mass-media, betting apps / website and word-of-mouth via key influencers). The research found that most registrants did not sign up right away after becoming aware of the Register, reflecting that many registrants faced attitudinal barriers to signing up to the Register and had signed up during a “window of opportunity” when they were in the right headspace to do so. ORIMA also recommends the ACMA could consider using registrant experiences and case studies from this research to promote the effectiveness of the Register.
Specific recommendations regarding communications and marketing are provided in Chapter VIII.
“You just need to have [advertising about the Register] in many different places so you’re picking it up from different types of media. So at least you know it’s there and you know that you have somewhere to turn to”—Previous registrant
[image: Care with solid fill]While the Register was effective in helping registrants to manage their gambling, use of multiple support options may be more beneficial in this regard – and there is opportunity to offer further support through the Register itself or better connect registrants to other support options4

Around half of registrants had used other support options while on the Register and the qualitative research found that there was still a need for additional supports. Suggestions for improvements to the Register included offering further support as part of the Register process (e.g. option for a check in call after signing up and ongoing through their exclusion period) or utilising the Register to connect registrants to other support options (e.g. professional services).
This includes support for registrants after their self-exclusion period has ended, as the research suggests there is still a significant cohort of expired registrants that are experiencing harms from gambling and may benefit from additional supports from the Register or encouragement to stay on the Register.
“You know what would be good – if BetStop reached out to those who have joined up, to check in and see how things are doing. A call to say ‘look, can we offer anything else?’, just touch base and see what they can do to help more”—Current registrant
[image: Stadium with solid fill]Participants expressed a desire to streamline the ability to exclude from other forms of gambling, once they sign up to the Register5

While it is noted this would be more complex to implement, participants felt this would be a convenient way of blocking access to multiple / all gambling types which could increase the overall effectiveness of the Register in moderating all gambling behaviours. In the absence of being able to do this, consideration should be given to streamlining the ability to exclude from other forms of gambling once someone has signed up to the Register, including promoting awareness of other exclusion providers.
“Even with being on BetStop I’ve gone to the casino. A real-life BetStop that stops you from physical places would be really good to stop that too”—Current registrant


[bookmark: _Toc209707269]APPENDIX A: Quantitative Questionnaires
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[bookmark: _Toc209707270][bookmark: _Toc348422521]Registrants survey questionnaire

Introduction
Thank you for participating in this important and confidential survey.
We are exploring the experiences of people who are currently or previously signed up to BetStop – the National Self Exclusion Register™ (the Register). We want to hear about your views and experiences with gambling and with using the Register, and opportunities to improve the service.
An independent market and social research firm, ORIMA Research, is conducting the research on behalf of the Australian Communications and Media Authority (the ACMA). ORIMA will treat all your responses, comments and information as strictly confidential. No person will be able to be identified from the research. Your email contact details were confidentially provided to ORIMA by the Register operator solely for the purposes of this survey as you have consented to be contacted for research. 
Participation in this research is voluntary. You can choose not to answer any question or to stop at any time. Your answers will only be used for the purposes of the research.
This research strictly adheres to all privacy rules and meets quality and industry standards. You can find ORIMA's privacy policy in the participant information sheet on the next page or here: https://orima.com.au/privacy-policy/
The survey should take around 15 minutes to complete.
If you’d like to talk to someone about gambling, there are lots of ways to get support. You can try one of the services below.
[image: ]National Gambling Helpline Free, professional and confidential online or telephone support for anyone affected by gambling. Available 24/7 across Australia.
Phone: 1800 858 858
Website: https://www.gamblinghelponline.org.au/

[image: ]Lifeline
24-hour telephone counselling service.
Phone: 13 11 14
Website: http://www.lifeline.org.au/

Consent to participate
Before we get started, please take some time to read the document provided here: 
[link to participant information sheet to be embedded on screen]
Please continue with the survey if you are happy to participate after reading this information.
By clicking ‘Yes’ below you are giving your consent to take part in this research, and for your answers to be used as part of this research. You are also acknowledging that: 
· You have read and understood the Participant Information Sheet;
· This confidential research is being conducted by ORIMA Research for the Australian Communications and Media Authority (the ACMA);
· The survey is voluntary and confidential and you can choose to stop at any time; and
· You understand that information about you that is collected for this research will only be used for the purposes of this research and will be stored securely; any details that could identify you will not be passed on to the ACMA or any other party, and will not be reported in any way.
1 Yes, I consent to taking part in this research
2 No, I do not consent to taking part in this research [TERMINATE – Thank and end]
[bookmark: _Toc195628707]Screener questions
The first questions are about you, to ensure we are speaking to a range of people.
[bookmark: _Ref195628778]What is the postcode of your home address?
Please enter 9999 if you are not sure of your postcode or if you would prefer not to say.  Please be assured that all of your responses are completely confidential, and you will not be identified in any reporting.
Postcode: _______ [ALLOW ONLY 4 NUMERICAL DIGITS]
[IF NO VALID RESPONSE – TERMINATE – Thank and end]
1a   [ASK IF 9999 TO Q1] Which state or territory do you live in? 
1. NSW
4 VIC
5 QLD
6 SA
7 WA
8 TAS
9 NT
10 ACT
11 Prefer not to say [TERMINATE – Thank and end]

1b    [ASK IF Q1a<9] Do you live within or outside your state or territory’s capital city?
1. Within the capital city
13 Outside the capital city
14 Prefer not to say [TERMINATE – Thank and end]

ASK ALL
What is your age?
1. Less than 18 years [TERMINATE – Thank and end]
16 18-24 years
17 25-29 years
18 30-34 years
19 35-39 years
20 40-44 years
21 45-49 years
22 50-54 years
23 55-59 years
24 60-64 years
25 65-69 years
26 70-74 years
27 75 years or above
How do you describe your gender?
1. Woman or female
29 Man or male
30 Non-binary
31 Another term [Please specify]
32 Prefer not to say
Do you recall using or signing up for BetStop – the National Self-Exclusion Register™ (the Register)?
1. Yes, signed up
34 No, did not sign up [TERMINATE – Thank and end]
35 Can’t say [TERMINATE – Thank and end]
[bookmark: _Ref196323180]Which of the following currently best describes you in relation to the Register?
1. I am currently on the Register [ASSIGN AS CURRENT USER]
37 I am not currently on the Register [ASSIGN AS PREVIOUS USER]
38 I have never signed up to the Register [TERMINATE – Thank and end]
[bookmark: _Ref195602402][bookmark: _Ref195629374]How many times have you signed up for the Register?
This does not include extending your self-exclusion while still registered, but does include signing up again after a period of not being registered.
1. Once
40 2 times
41 3 times
42 4 times
43 5 or more times
[bookmark: _Ref198217519]How long ago did you first sign up for the Register? [Show if Q6>1: Please answer here about the first time you registered.] 
1. Less than 3 months ago
45 3-5 months ago
46 6-12 months ago
47 More than 12 months ago
48 Can’t say / can’t remember
[ASK IF Q6>1 (REGISTERED MORE THAN ONCE) AND Q7>1] How long ago did you most recently sign up for the Register (your current registration, not including extending, but when you signed up again after a period of being off the Register)? [ONLY SHOW OPTIONS THE SAME OR SHORTER THAN OPTION SELECTED AT Q7, SHOW ALL OPTION 5]
1. Less than 3 months ago
50 3-5 months ago
51 6-12 months ago
52 More than 12 months ago
53 Can’t say / can’t remember
[bookmark: _Toc195628709][bookmark: _Toc195628708]Individual gambling experiences
SHOW IF Q6=1 (REGISTERED JUST ONCE): The next few questions are about your experiences before signing up to the Register.
SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): The next few questions are about your experiences before you signed up to the Register the most recent time.
[bookmark: _Ref194568099]Thinking about the 12 months before you signed up to the Register [SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): the most recent time], on average, how often did you spend money on the following gambling activities? (including spending money in your gambling account)
	
	Not at all
	A few times a year
	Monthly / most months
	A few times a month
	Once or twice a week
	Daily / most days
	Can’t say

	a Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
	1
	2
	3
	4
	5
	6
	7

	b Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
	1
	2
	3
	4
	5
	6
	7

	c Betting in person on sports, racing or other events e.g. at a TAB venue
	1
	2
	3
	4
	5
	6
	7

	d Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
	1
	2
	3
	4
	5
	6
	7

	e Playing pokies or casino games in a venue such as the casino, pub or club
	1
	2
	3
	4
	5
	6
	7

	f Online lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5
	6
	7

	g In person lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5
	6
	7

	h Online keno games (E.g. KenoGo, LottoGo)
	1
	2
	3
	4
	5
	6
	7

	i In-person keno games (offered in pubs and clubs)
	1
	2
	3
	4
	5
	6
	7

	j [bookmark: _Hlk195597577]Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
	1
	2
	3
	4
	5
	6
	7

	k Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
	1
	2
	3
	4
	5
	6
	7


In the 12 months before you signed up to the Register [SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): the most recent time], on average, how much did you spend on online and telephone gambling in a typical week that you gambled?
1. $0 - $49
55 $50 - $99
56 $100 - $199
57 $200 - $499
58 $500 - $999
59 $1000 - $1,999
60 $2,000 - $4,999
61 $5,000 - $9,999
62 $10,000 - $19,999
63 Over $20,000
64 Other [Please specify]	
65 Prefer not to say
In the 12 months before you signed up to the Register [SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): the most recent time], on average, how many gambling apps or websites did you use regularly?
1. Just one
67 2-4
68 5-10
69 More than 10
70 Prefer not to say / Can’t remember
Did you use any of the following in the 12 months before you signed up to the Register? [Please select all that apply] [Do not randomise]
1. Read information on a gambling help-related website
72 Joined a gambling-help related forum
73 Called a telephone helpline (e.g. Gambler’s Help, Lifeline)
74 Used online gambling support services (e.g. chat, email counselling)
75 Used in person gambling support services (e.g. Gambler’s Anonymous)
76 Support from a doctor (e.g. psychiatrist, GP)
77 Support from a psychologist
78 Support from a counsellor
79 Support from a financial counsellor or lawyer
80 Support from family, friends, or work colleagues
81 Support from a community organisation (e.g. sporting club, religious group, charity organisation)
82 Support from gambling venue staff
83 Support from betting / gambling provider staff
84 Signed up for self-exclusion directly with a betting / gambling provider 
85 Signed up for self-exclusion directly with a venue
86 Other [Please specify]	
87 None of the above [Exclusive]
88 Prefer not to say [Exclusive]
Usage of the Register
How did you first become aware of the Register? [Do not randomise]
1. Friend / family / colleague
90 Gambling venue staff
91 Betting / gambling provider staff (e.g. customer support staff, account manager)
92 From a gambling support service (e.g. Gambler’s Help)
93 Sought support from a doctor (e.g. psychiatrist, GP)
94 Sought support from a psychologist
95 Sought support from a counsellor
96 Online search for information about reducing gambling
97 Saw it on a betting / gambling provider website or message
98 Saw it on a betting / gambling provider app
99 Saw it on a gambling support website or forum
100 Social media posts
101 Physical advertising (e.g. poster in a venue)
102 News stories (e.g. on television, radio or newspaper articles)
103 Other [Please specify]	
104 Can’t say / can’t remember [Exclusive]
Once you became aware of the Register, how long was it until you signed up? [Show if Q6>1: Please answer here about the first time you registered.]
1. Right away / very soon
106 A few days later
107 Around one week later
108 Around one month later
109 2-3 months later
110 4-6 months later
111 More than 6 months later
112 Can’t say / can’t remember
What are the main reasons you signed up for the Register [SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): the most recent time]? [Please select all that apply] [Do not randomise]
1. I wanted to reduce negative impact from gambling
114 Friends / family encouraged me to sign up
115 A gambling support service encouraged me to sign up
116 A doctor (e.g. psychiatrist, GP) encouraged me to sign up
117 A psychologist encouraged me to sign up
118 A counsellor encouraged me to sign up
119 I didn’t want to receive marketing materials
120 I wanted to stop gambling completely
121 I wanted to reduce how much I was gambling
122 I wanted to save money
123 It was a single process to exclude myself from all licensed online / telephone betting / gambling providers
124 I thought it would be more effective than other support options
125 I saw advertising or information about the Register
126 Other [Please specify]	
127 Prefer not to say [Exclusive]
[bookmark: _Ref196409059][bookmark: _Ref194397201][bookmark: _Ref194319078]IF CURRENT USER:  How long is your [IF Q6>1 (SIGNED UP MORE THAN ONCE): current] self-exclusion period? Not how long you have left, but the total period of your self-exclusion, including any extensions.
IF PREVIOUS USER: How long was your most recent self-exclusion period, including any extensions?
1. 3 months
129 4-5 months
130 6 months
131 7-11 months
132 1 year
133 More than 1 year (but not lifetime)
134 Lifetime
135 Can’t say / can’t remember
[bookmark: _Ref196341669][DO NOT ASK IF Q6=1 AND Q16=7 (ONLY REGISTERED ONCE FOR A LIFETIME)] Have you ever extended your self-exclusion period (i.e. you lengthened your existing self-exclusion period with no period off the Register)? 
1. Yes, extended
137 No, have not extended
138 Not sure
[ASK IF Q16<7 (SELF EXCLUSION PERIOD NOT LIFETIME)] Why did you select that length of time, rather than self-excluding for a longer period? [Please select all that apply] [Randomise]
1. It would not restrict me from gambling forever
140 I just wanted to trial stopping gambling
141 I wanted to see if the Register would work to block access to betting accounts and marketing
142 So I would have enough time to seek other supports
143 Thought it was enough time to stop myself from gambling
144 Thought it was enough time to save enough money I needed
145 That was how long someone suggested to me (e.g. doctor, friend, family)
146 Other [Please specify]	
147 Prefer not to say [Exclusive]
[bookmark: _Ref195629392] [ASK IF Q16=7 (SELF EXCLUSION PERIOD = LIFETIME)] Why did you choose to self-exclude for a lifetime? [Please select all that apply] [Randomise]
1. That was how long someone suggested to me (e.g. doctor, friend, family)
149 I wanted gambling out of my life forever
150 Other [Please specify]	
151 Prefer not to say [Exclusive]
[bookmark: _Ref196809504][SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): Thinking just about the most recent time you signed up for the Register, did, IF Q6=1 SHOW: Did] any of the following barriers or challenges apply to you when signing up for the Register? [Please select all that apply] [Randomise but group 5 and 6 together]
1. Feeling embarrassed
153 I was not feeling “ready” to sign up
154 The sign-up process was complicated with too many steps
155 The registration process took longer than I thought 
156 The language was hard to understand (due to my English language skills)
157 The language was technical and complicated
158 Having to verify your identity (including providing passport, drivers licence or Medicare details)
159 I kept forgetting to register
160 Concerns about the website being genuine and not a scam 
161 I didn’t want the government to have my details for this reason
162 I assumed it would be difficult to end my self-exclusion period early if I wanted to
163 Not sure I wanted to be excluded from all licensed online / telephone betting / gambling providers
164 I did not want to stop gambling completely
165 I didn’t think the Register would help reduce my gambling
166 I still wanted to gamble with others to be social
167 Other [Please specify]
168 None of the above [Exclusive]
169 Prefer not to say [Exclusive]
[bookmark: _Ref197603075]Now thinking about the actual registration process. How difficult or easy was the process of signing up for the Register?
	Very difficult
	Difficult
	Neutral
	Easy
	Very easy
	Can’t say

	1
	2
	3
	4
	5
	6


[ONLY ASK IF Q21=1 or 2 (FOUND IT DIFFICULT)] What are the main reasons it was difficult to sign up for the Register? [Please select all that apply] [Randomise]
1. I found it hard to find the website
171 Too much information to read in order to sign up
172 Process to sign up was too complicated
173 Language was hard to understand due to English language issues
174 Language was hard to understand/ too technical/ complicated
175 Concerns about how my personal information was being handled
176 My ID Verification failed on at least one attempt
177 Other [Please specify]	
178 Prefer not to say
[ONLY ASK IF Q6>1 (RE-REGISTERED) OR Q17=1 (EXTENDED)] How would you rate your experience with...

	
	Very poor
	Poor
	Moderate
	Good
	Very good
	Can’t say

	178. Re-registering for self-exclusion [ONLY ASK IF Q6>1]
	1
	2
	3
	4
	5
	6

	m Extending your self-exclusion period [ONLY ASK IF Q17=1]
	1
	2
	3
	4
	5
	6


How confident or not confident are you that your personal information is confidential and secure within the Register?
	Not confident
	Somewhat confident
	Fairly confident
	Very confident
	Can’t say

	1
	2
	3
	4
	5


[bookmark: _Ref196812264][bookmark: _Ref196340249][ONLY ASK IF Q6>1 (REGISTERED MORE THAN ONCE) OR PREVIOUS USER] Did you agree to have your details securely retained at the end of your self-exclusion to make it easier to self-exclude in future without having to register again?
1. Yes
180 No
181 Can’t remember
[ONLY ASK IF Q25=2 (NO)] What are the main reasons you didn’t want your details to be securely retained in the Register to make it easier to self-exclude in future? [Please select all that apply] [Randomise]
1. I didn’t think I would register again
183 I was concerned about my details remaining on the Register
184 I didn’t realise before today that I could keep my details on the Register for that reason
185 Other [Please specify]	
186 Prefer not to say [Exclusive]
How do you think the Register sign up process or website could be improved, if at all?
______________________________________________________________________
______________________________________________________________________
______________________________________________________________________
[bookmark: _Toc195628710]Experiences while on the Register
[bookmark: _Ref194403382]Now we’d like to ask about your experiences using the Register. [SHOW IF Q6>1 (REGISTERED MORE THAN ONCE): Please think about your experiences from the most recent time you signed up.]
[bookmark: _Ref194676313]How effective or not effective was the Register in…
	
	Not effective
	Somewhat effective
	Fairly effective
	Very effective
	Can’t say

	186. Automatically closing your existing gambling accounts
	1
	2
	3
	4
	5

	o Preventing you from opening a new gambling account
	1
	2
	3
	4
	5

	p Restricting your ability to place bets online / over the phone
	1
	2
	3
	4
	5

	q Blocking you from receiving direct marketing information via email
	1
	2
	3
	4
	5

	r Blocking you from receiving direct marketing information via text message
	1
	2
	3
	4
	5

	s Blocking you from receiving direct marketing calls
	1
	2
	3
	4
	5


[ONLY ASK IF Q28a-f=3 or 4] You said that the Register was effective at restricting the following. 

Was the Register effective right away or only after a certain amount of time?
	[ONLY SHOW OPTIONS WHERE 
Q28a-f=3 or 4]
	Right away
	One hour
	One day
	One week or longer
	Didn’t work
	Can’t say

	0. Automatically closing your existing gambling accounts
	1
	2
	3
	4
	5
	6

	0. Preventing you from opening a new gambling account
	1
	2
	3
	4
	5
	6

	t Restricting your ability to place bets online / over the phone
	1
	2
	3
	4
	5
	6

	u Blocking you from receiving direct marketing information via email
	1
	2
	3
	4
	5
	6

	v Blocking you from receiving direct marketing information via text message
	1
	2
	3
	4
	5
	6

	w Blocking you from receiving direct marketing calls
	1
	2
	3
	4
	5
	6


[bookmark: _Ref194567342]

[bookmark: _Toc195628711]Help seeking (and support person)
[bookmark: _Ref194396613][bookmark: _Ref194676337][bookmark: _Ref194396498]Before today, were you aware that you could nominate a support person to support you through your self-exclusion period? This could be a friend, family member, or anyone you feel could support you.

A support person would be notified about:
how long you excluded yourself from accessing online and phone betting / gambling services
if you tried to cancel your self-exclusion early
if you extended your self-exclusion
when your self-exclusion is about to end
if you decide to remove them as a support person
1. Yes, was aware of most / all of the details
1. Yes, was aware generally but not of the details
189 No, I was not aware [GO TO Q33]
[bookmark: _Ref194396623][bookmark: _Ref196339309]Did you nominate a support person within the Register…
	
	Yes
	No

	189. When you signed up [IF Q6>1 SHOW: the first time]
	1
	2

	y [ASK IF Q6>1] When you signed up another time
	1
	2

	z [ASK IF Q17=1] When you extended your registration
	1
	2

	aa Later, during your self-exclusion period
	1
	2


[ONLY ASK IF NONE OF Q31a-d=1 (NEVER NOMINATED A SUPPORT PERSON)] What are the main reasons you didn’t nominate a support person? [Please select all that apply] [Randomise]
1. I felt embarrassed to ask someone
191 I don’t have someone to nominate
192 I couldn’t decide who to nominate
193 The person I asked didn’t want to have that role
194 I didn’t want to complete an extra step
195 I consider it a private issue for me to deal with myself
196 I just didn’t want to
197 Other [Please specify]	
198 Prefer not to say [Exclusive]
[bookmark: _Ref194676369][bookmark: _Hlk196734052][ASK IF Q30=3 (NOT AWARE) OR NONE OF Q31a-d=1 (NEVER NOMINATED A SUPPORT PERSON] How helpful do you think nominating a support person in the Register would be to help manage your gambling?
	Not helpful
	Somewhat helpful
	Fairly helpful
	Very helpful
	Prefer not to say

	1
	2
	3
	4
	5


[bookmark: _Ref197012893][bookmark: _Ref194569415][bookmark: _Ref194676000][ASK IF ANY OF Q31a-d=1 (NOMINATED A SUPPORT PERSON] How helpful do you think nominating a support person was / is to help manage your gambling?
	Not helpful
	Somewhat helpful
	Fairly helpful
	Very helpful
	Prefer not to say

	1
	2
	3
	4
	5


[bookmark: _Ref197012901]Earlier we asked about supports you may have used before signing up to the Register. Now we’d like to ask about the time since signing up.
IF CURRENT SHOW: Since registering, have you used any of the following support options?
IF PREVIOUS SHOW: Did you use any of the following to support you while on the Register? [Please select all that apply] [Do not randomise]
1. [Reserved]
200 Information or resources from a gambling help-related website
201 Information or resources from a gambling help-related forum
202 Telephone helpline (e.g. Gambler’s Help, Lifeline)
203 Online gambling support services (e.g. chat, email counselling)
204 In person gambling support services (e.g. Gamblers Anonymous)
205 Support from a doctor (e.g. psychiatrist, GP)
206 Support from a psychologist
207 Support from a counsellor
208 Support from a financial counsellor or lawyer
209 Support from family, friends, or work colleagues
210 Support from a community organisation (e.g. sporting club, religious group, charity organisation)
211 Support from gambling venue
212 Support from betting / gambling provider staff
213 Signed up for self-exclusion directly with a betting / gambling provider 
214 Signed up for self-exclusion directly with a venue
215 Added gambling block software to my device
216 Added a gambling block to my bank account(s)
217 Other [Please specify]	
218 None of the above [Exclusive]
219 Prefer not to say [Exclusive]
[ONLY ASK IF Q35<20, ONLY SHOW OPTIONS SELECTED AT Q35 IN ADDITION TO ‘SHOW FOR ALL’ OPTIONS] You mentioned you used the following after signing up to the Register.

What do you think has been most effective to help manage your gambling?
1. Being on the Register [SHOW FOR ALL]
221 Information or resources on gambling help-related websites
222 Information or resources on gambling help-related forums
223 Calling a helpline (e.g. Gambler’s Help, Lifeline)
224 Online gambling support services (e.g. chat, email counselling)
225 In person gambling support services (e.g. Gamblers Anonymous)
226 Support from a doctor (e.g. psychiatrist, GP)
227 Support from a psychologist
228 Support from a counsellor
229 Support from a financial counsellor or lawyer
230 Support from family, friends, or work colleagues
231 Support from a community organisation (e.g. sporting club, religious group, charity organisation)
232 Support from gambling venue
233 Help from betting / gambling provider staff
234 Signing up for self-exclusion directly with a betting / gambling provider
235 Signing up for self-exclusion directly with a venue
236 Added gambling block software to my device
237 Added a gambling block to my bank account(s)
238 Other [Show please specify text]
239 None of the above [Exclusive] [SHOW FOR ALL]
240 Prefer not to say [Exclusive] [SHOW FOR ALL]
[bookmark: _Toc195628712]Impact of the Register
[bookmark: _Ref194671265][bookmark: _Ref194568579][bookmark: _Ref194570604][bookmark: _Ref194671292][ONLY ASK IF ANY OF Q9a-k=2-6] You mentioned that you had participated in the following at least once in the 12 months before signing up to the Register.

How [SHOW IF CURRENT: has, SHOW IF PREVIOUS: did] your frequency of participation in each type of gambling [SHOW IF CURRENT: changed, SHOW IF PREVIOUS: change] while on the Register? 

	[ONLY SHOW OPTIONS SELECTED AT Q9a-k=2-6]
	Stopped completely
	Decreased
	Stayed the same
	Increased
	Prefer not to say

	240. Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
	1
	2
	3
	4
	5

	ac Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
	1
	2
	3
	4
	5

	ad Betting in person on sports, racing or other events e.g. at a TAB venue
	1
	2
	3
	4
	5

	ae Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
	1
	2
	3
	4
	5

	af Playing pokies or casino games in a venue such as the casino or pub
	1
	2
	3
	4
	5

	ag Online lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5

	ah In person lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5

	ai Online keno games (E.g. KenoGo, LottoGo)
	1
	2
	3
	4
	5

	aj In-person keno games (offered in pubs and clubs)
	1
	2
	3
	4
	5

	ak Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
	1
	2
	3
	4
	5

	al Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
	1
	2
	3
	4
	5


[bookmark: _Ref195630180][ONLY ASK IF ANY OF Q9a-k=1, ONLY SHOW OPTIONS SELECTED AT Q9a-k=1]
You mentioned that you did not participate in the types of gambling listed below in the 12 months before you signed up to the Register.

Whilst on the Register, did you participate in any of the following? [Please select all that apply]
Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
241 Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
242 Betting in-person on sports, racing or other events e.g. at a TAB venue
243 Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
244 Playing pokies or casino games in a venue such as the casino or pub
245 Online lotto or lottery games (e.g. Powerball, Oz Lotto)
246 In person lotto or lottery games (e.g. Powerball, Oz Lotto)
247 Online keno games (e.g. KenoGo, LottoGo)
248 In person keno games (offered in pubs and clubs)
249 Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
250 Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
251 No – none of the above [Exclusive]
252 Prefer not to say [Exclusive]
[ONLY ASK IF Q37a=2-4 or Q37b=2-4 or Q38=1-2 (STILL BETTING ONLINE/PHONE)] How did you continue to bet online / over the phone while on the Register? 
All information you provide is anonymous and confidential.
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

[ONLY ASK IF STILL GAMBLING ONLINE / TELEPHONE, Q37a=2-4 or Q37b=2-4 or Q38=1-2]
SHOW IF CURRENT: Thinking about the amount you spend on online and telephone gambling in a typical week that you gambled, compared to before you registered do you now spend…
SHOW IF PREVIOUS: Please think about the amount you spent on online and telephone gambling in a typical week that you gambled while on the Register. Compared to before you registered, while on the Register, did you spend…
1. A lot more
254 A little more
255 About the same
256 A little less
257 A lot less
258 Prefer not to say

To what extent, if at all, do you think self-exclusion has made the following aspects of your life better or worse?
	
	Much worse
	A little worse
	No impact
	A little better
	Much better 
	Prefer not to say

	258. Finances
	1
	2
	3
	4
	5
	6

	an Personal relationships (e.g. with family, friends, partner, etc.)
	1
	2
	3
	4
	5
	6

	ao Mental health and wellbeing
	1
	2
	3
	4
	5
	6

	ap Work or study
	1
	2
	3
	4
	5
	6

	aq Overall quality of life
	1
	2
	3
	4
	5
	6


Overall, how helpful or not helpful [IF CURRENT SHOW: do, IF PREVIOUS SHOW: did] you find being on the Register to manage your gambling?
	Not helpful
	Somewhat helpful
	Fairly helpful
	Very helpful
	Prefer not to say

	1
	2
	3
	4
	5


What do you think are the best ways to raise awareness and to provide information about the Register? [Please select all that apply] [Randomise]
1. Gambling venue staff
260 Betting / gambling provider staff
261 Through gambling support services (e.g. Gambler’s Help)
262 Through health professionals (e.g. doctor, psychologist or counsellor)
263 Online search for information about reducing gambling 
264 Betting / gambling provider websites or messages
265 Betting / gambling provider apps
266 Gambling support websites or forums
267 Social media posts (e.g. from news, influencers or celebrities)
268 Physical advertising (e.g. poster in a venue)
269 News stories (e.g. on television, newspaper articles)
270 Television / radio ads
271 Betting / gambling provider ads (television, radio and physical) 
272 Other [Please specify]	
273 Can’t say / can’t remember [Exclusive]
How do you think the Register could be improved?
______________________________________________________________________
______________________________________________________________________
______________________________________________________________________

[bookmark: _Toc195628713]Reasons for staying on the Register [Current users only]
[bookmark: _Ref194400446]How likely are you to stay on the Register [SHOW IF Q16≠7: when your current self-exclusion period ends]?
	Not likely
	Somewhat likely
	Fairly likely
	Very likely
	Can’t say

	1
	2
	3
	4
	5



[ASK IF Q45=3 or 4] What are the main reasons that you are likely to stay on the Register? [Please select all that apply]
1. Being on the Register helps to keep me accountable
275 Encouragement from support person(s)
276 Encouragement from gambling support services
277 Encouragement from friends / family / colleagues
278 Encouragement from a doctor (e.g. psychiatrist, GP)
279 Encouragement from a psychologist 
280 Encouragement from a counsellor
281 The Register is effective in blocking my access to online / telephone gambling
282 It’s helping me save money
283 Feeling embarrassed if I came off the Register
284 Being on the Register has benefited my overall quality of life
285 It is difficult to end your self-exclusion
286 The Register is still helping me to reduce / stop my gambling
287 I don’t want to receive marketing or direct communications from gambling companies about gambling
288 Other [Please specify]	
289 Prefer not to say [Exclusive]
[bookmark: _Toc195628714]Experiences off the Register [previous users only]
[bookmark: _Ref194569792]PREVIOUS USERS ONLY: How long have you been off the Register (i.e. the time since being registered for self-exclusion)?
1. Less than 3 months
291 3-5 months
292 6-12 months
293 More than 12 months
294 Can’t say / can’t remember
[bookmark: _Ref196342436][ONLY ASK IF Q37a-k=2-4 OR Q38<12] You mentioned that you participated in the types of gambling listed below at least once while you were on the Register.

Comparing back to before you were on the Register [SHOW IF Q6>1: the most recent time], how has your frequency of participation changed now that you are off the Register?
	[ONLY SHOW OPTIONS SELECTED AT Q37a-k=2-4 OR Q38]
	Stopped completely
	Decreased
	Stayed the same
	Increased
	Prefer not to say

	294. Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
	1
	2
	3
	4
	5

	as Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
	1
	2
	3
	4
	5

	at Betting in person on sports, racing events or other events e.g. at a TAB venue
	1
	2
	3
	4
	5

	au Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
	1
	2
	3
	4
	5

	av Playing pokies or casino games in a venue such as the casino or pub
	1
	2
	3
	4
	5

	aw Online lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5

	ax In person lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5

	ay Online keno games (E.g. KenoGo, LottoGo)
	1
	2
	3
	4
	5

	az In-person keno games (offered in pubs and clubs)
	1
	2
	3
	4
	5

	ba Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
	1
	2
	3
	4
	5

	bb Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
	1
	2
	3
	4
	5


[ONLY ASK IF Q37a-k=1 OR Q38=1-11 NOT SELECTED, ONLY SHOW OPTIONS SELECTED AT Q37a-k=1 AND OPTIONS NOT SELECTED AT Q38 (EXCLUDING 12 and 13)] You mentioned that you did not participate in the types of gambling listed below at all while you were on the Register.

Have you participated in any of the following after coming off the Register? [Please select all that apply]
1. Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
296 Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
297 Betting in person on sports, racing or other events e.g. at a TAB venue
298 Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
299 Playing pokies or casino games in a venue such as the casino or pub
300 Online lotto or lottery games (e.g. Powerball, Oz Lotto)
301 In person lotto or lottery games (e.g. Powerball, Oz Lotto)
302 Online keno games
303 In-person keno games
304 Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
305 Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
306 No – none of the above [Exclusive]
307 Prefer not to say [Exclusive]
Thinking about the amount you spent on online and telephone gambling in a typical week that you gambled before you joined the Register. Do you now spend …
1. A lot more
309 A little more
310 About the same
311 A little less
312 A lot less
313 Prefer not to say
[bookmark: _Ref196812850]Which of the following best describes the main reasons you are not currently on the Register?  
1. I didn’t need / want to renew it
315 I haven’t decided if I want to renew it
316 I want to renew it but haven’t actually renewed it yet
317 Prefer not to say
[ONLY ASK IF Q51<4] 
[SHOW IF Q51=1: What are the main reasons you decided not to renew your self-exclusion?
SHOW IF Q51=2 -3: What are the main reasons you haven’t yet renewed your self-exclusion? [Please select all that apply] [Randomise]
1. I didn’t like being on the Register
319 I wanted to be able to access online / telephone gambling again
320 The Register was not effective in stopping me from accessing online / telephone gambling
321 The Register didn’t help me to reduce / stop my gambling
322 I felt like gambling was no longer a problem for me
323 I felt embarrassed about being on the Register
324 I only wanted to take a break from gambling / didn’t want to stop for longer
325 I have found other more effective support options
326 I kept forgetting/ not getting around to it
327 I found the sign up process too difficult last time
328 Other [Please specify]	
329 Prefer not to say
How likely are you to sign up to the Register again in the next 12 months?
	Not likely
	Somewhat likely
	Fairly likely
	Very likely
	Can’t say

	1
	2
	3
	4
	5


[bookmark: _Toc195628715]Cancelling your self-exclusion [ASK ALL]
[bookmark: _Ref194403453]Have you ever tried to cancel your self-exclusion early?
1. Yes – I cancelled self-exclusion early
1. Yes – I started but didn’t complete the process
1. Yes –I tried to but my request to cancel early was rejected
1. No
1. Prefer not to say

[ONLY ASK IF Q54=1 (CANCELLED EARLY)] How many times have you cancelled a period of self-exclusion early? (Just the times you completed the process to cancel early)
1 Once
2 2 times
3 3 times 
4 4 times or more
5 Prefer not to say

[ONLY ASK IF Q54=2 or 3 (TRIED TO CANCEL EARLY)] How many times have you tried to cancel a period of self-exclusion early?
1 Once
2 2 times
3 3 times 
4 4 times or more
5 Prefer not to say

Complaints
[bookmark: _Ref195625969][bookmark: _Ref196656176][bookmark: _Ref194567540]Before today, were you aware that you can make a complaint to the Register in instances where you are self-excluded and a betting / gambling provider…
	
	Yes, aware
	No

	334. Sent you marketing material, including telemarketing calls
	1
	2

	bd Did not close your gambling account or refund pre-existing money
	1
	2

	be Allowed you to place bets
	1
	2

	bf Allowed you to open a gambling account
	1
	2

	bg Did not handle your personal information appropriately
	1
	2


SHOW IN GREY BOX: You can make a complaint to the Register at https://www.betstop.gov.au/contact/ or by calling 1800 238 786.
[bookmark: _Ref194676356]Have you ever made a complaint to the Register for any reason?
1. Yes
336 No [GO TO Q60]
[ONLY ASK IF Q58=1] What was / were the main reason/s for your complaint/s? [Please select all that apply] [Randomise]
1. I was able to place bets using an existing account
338 I was able to open a new betting account
339 I was able to bet with someone else’s account
340 I was sent direct marketing materials
341 I received a telemarketing call from a wagering provider
342 A wagering provider did not close my account
343 A wagering provider did not refund the balance of my account
344 Concern about how my personal information was being handled
345 Dissatisfaction with the Register
346 Other [Please specify]	
347 Prefer not to say [Exclusive]
Additional comments
[bookmark: _Ref196656190]If you have any additional comments about your experiences using the Register, please provide them here.
______________________________________________________________________
______________________________________________________________________
______________________________________________________________________
______________________________________________________________________
[bookmark: _Toc195628716]Standard gambling questions
Next are a quick series of standard gambling research questions and issues that some people may experience. 
All information you provide is confidential.
Thinking about the past 12 months...
	
	Never
	Sometimes
	Most of the time
	Almost always
	Prefer not to say

	347. How often have you bet more than you could really afford to lose? 
	1
	2
	3
	4
	5

	bi How often have you needed to gamble with larger amounts of money to get the same feeling of excitement? 
	1
	2
	3
	4
	5

	bj How often have you gone back another day to try to win back the money you lost?
	1
	2
	3
	4
	5

	bk How often have you borrowed money or sold anything to get money to gamble? 
	1
	2
	3
	4
	5

	bl How often have you felt that you might have a problem with gambling? 
	1
	2
	3
	4
	5

	bm How often have people criticised your betting or told you that you had a gambling problem, regardless of whether or not you thought it was true? 
	1
	2
	3
	4
	5

	bn How often have you felt guilty about the way you gamble or what happens when you gamble? 
	1
	2
	3
	4
	5

	bo How often has your gambling caused you any health problems, including stress or anxiety? 
	1
	2
	3
	4
	5

	bp How often has your gambling caused any financial problems for you or your household? 
	1
	2
	3
	4
	5


[bookmark: _Toc195628717]Demographics
The last few questions are about you to help us analyse the data.
All information you provide is confidential and all responses will be de-identified and combined for reporting.
[bookmark: _Ref180138864]Which of the following describes your current employment status? [Please select all that apply]
1. Working full-time or part-time
349 Working on a casual basis
350 Self-employed
351 Home duties
352 A student
353 Retired / Pensioner
354 Unemployed
355 Unable to work (for example, due to a disability)
356 A carer (for example, for a family member or friend)
357 Other [Please specify]	
358 Prefer not to say
What is your household’s gross annual income before tax?
Gross income is defined as income from all sources (e.g. wages, salary, rent, dividends, government payments); do not deduct tax, superannuation or life insurance.
0. Under $20,000
0. $20,000 - $39,999
0. $40,000 - $59,999
0. $60,000 - $79,999
0. $80,000 - $99,999
0. $100,000 - $149,999
0. $150,000 - $199,999
0. $200,000 or more
0. Nil/ negative income
0. Can’t say / not sure
0. Prefer not to say
What is your personal gross annual income before tax?
Gross income is defined as income from all sources (e.g. wages, salary, rent, dividends, government payments); do not deduct tax, superannuation or life insurance.
1. [bookmark: _Ref180137185]Under $20,000
360 $20,000 - $39,999
361 $40,000 - $59,999
362 $60,000 - $79,999
363 $80,000 - $99,999
364 $100,000 - $149,999
365 $150,000 - $199,999
366 $200,000 or more
367 Nil/ negative income
368 Can’t say / not sure
369 Prefer not to say
What is the highest level of formal education that you have completed?
1. Did not go to school
371 Year 11 or below
372 Finished Year 12
373 Diploma or Certificate from a college or TAFE including an apprenticeship
374 Bachelor’s Degree or Diploma from a university
375 Postgraduate Degree or Diploma
376 Other [Please specify]	
377 Prefer not to say
Are there any children aged under 18 living in your household?
1. Yes
1. No
1. Prefer not to say
Do you speak a language other than English at home?
1. Yes [Please specify]	
382 No, English only
383 Prefer not to say
Do you identify as Aboriginal and / or Torres Strait Islander?
1. Yes – Aboriginal
385 Yes – Torres Strait Islander
386 Yes – both Aboriginal and Torres Strait Islander
387 No – neither Aboriginal nor Torres Strait Islander
388 Prefer not to say



Permission to contact you to invite you to further research
As part of this research, we will also be conducting follow up interviews with a selection of people to get a more in-depth understanding about their experiences with the Register. Participants will be reimbursed for their time.

Could we contact you again to give you more details and to invite you to participate in a follow up interview? You can withdraw at any point. 
Please note that not everyone who registers interest will be invited to participate.
1. Yes I consent to be contacted for this purpose
390 No [Thank and end]
Thank you. Please provide your name and the email address and/ or phone number that is your best contact to invite you to participate.
Name: ____________________________
Email address: ______________________
Phone number: _____________________

[bookmark: _Toc195628719]End of survey page
Thank you for taking the time to provide feedback.
This confidential research has been conducted by ORIMA Research on behalf of the Australian Communications and Media Authority.
The findings will be de-identified and will be used to help understand users’ experiences using BetStop – the National Self Exclusion Register™ (the Register), the effectiveness of the Register and identify opportunities for improvement.
If this survey has raised any issues for you and you’d like to talk to someone or to seek support online, there are lots of ways to get support. You can try one of the services below.

[image: ]National Gambling Helpline Free, professional and confidential online or telephone support for anyone affected by gambling. Available 24/7 across Australia.
Phone: 1800 858 858
Website: https://www.gamblinghelponline.org.au/

[image: ]Lifeline
24-hour telephone counselling service.

Phone: 13 11 14

Website: http://www.lifeline.org.au/

[image: A picture containing logo

Description automatically generated]Beyondblue Support Service 
Information and referral to relevant services for depression and anxiety related matters. Available 24 hours/7 days a week via chat online or email.
Phone: 1300 22 46 36
Website: http://www.beyondblue.org.au/get-support/get-immediate-support

13Yarn
[image: A picture containing text

Description automatically generated]Confidential telephone crisis support available 24/7 for Aboriginal and Torres Strait Islander people to have a yarn with another Aboriginal and Torres Strait Islander person about concerns, needs and worries. 
Phone: 13 92 76
Website: https://www.13yarn.org.au/

[image: Icon

Description automatically generated]If you need an interpreter to help speak with any of the above services, please call the Translating and Interpreting Service (TIS National) on 131 450. 

This project is being conducted in accordance with the international quality standard ISO 20252, the international information security standard ISO 27001, as well as the Australian Privacy Principles contained in the Privacy Act 1988 (Cth). ORIMA Research also adheres to the Privacy (Market and Social Research) Code 2021 administered by the Australian Data and Insights Association (ADIA).
In addition, ORIMA Research adheres to Australian State and Territory Government privacy legislation, including (but not limited to):
•	the Privacy and Data Protection Act 2014 (Vic), including the Information Privacy Principles specified therein;
•	the Privacy and Personal Information Protection Act 1998 (NSW), including the Information Protection Principles specified therein; and
•	the Information Privacy Act 2014 (ACT), including the Territory Privacy Principles specified therein.
ORIMA’s Privacy Policy can be found here: http://www.orima.com.au/home/privacy-policy/
ORIMA pays respect to Aboriginal and Torres Strait Islander Peoples past and present, their cultures and traditions and acknowledges their continuing connection to land, sea and community.
Thank you.  


[bookmark: _Toc209707271]Non-registrants survey questionnaire

Targets
Eligibility = Australians aged 18 years and over who participated in interactive gambling at least a few times in the previous 6 months, who have never been on the Register. Interactive gambling will be defined as online and phone betting services.

	
	
	Sample size (n=)
	Sample proportion
	Population proportion

	Gender
	Male
	300
	60%
	60%

	
	Female
	200
	40%
	40%

	Age
	18-24
	80
	16%
	16%

	
	25-34
	120
	24%
	24%

	
	35-44
	110
	22%
	22%

	
	45-54
	85
	17%
	17%

	
	55-64
	60
	12%
	12%

	
	65+
	45
	9%
	9%

	State
	NSW
	100
	20%
	32%

	
	VIC
	100
	20%
	26%

	
	QLD
	80
	16%
	20%

	
	SA
	65
	13%
	7%

	
	WA
	65
	13%
	10%

	
	TAS
	30
	6%
	2%

	
	ACT
	30
	6%
	2%

	
	NT
	30
	6%
	<1%

	Total sample size
	500
	
	



Introduction
We are conducting a survey about gambling in Australia on behalf of The Australian Communications and Media Authority (the ACMA). 
This is a confidential online survey and none of your personal details will be provided to the ACMA or any other organisation. It complies with the Privacy Act 1988 and is only for research purposes. All responses will be de-identified and combined to assist the government to understand views of gamblers.  
The survey should take around 5 minutes to complete.
It will ask you about:
your gambling behaviours; and
different support options and tools to prevent gambling harm.
The research is voluntary and you can decide to not answer particular questions or stop at any time. 
To ensure the privacy of all respondents, the data is being collected and analysed by an independent market and social research firm, ORIMA Research. 


Consent to participate
Before we get started we need to confirm a few things and check that you agree to participate in this survey. 
Please check each of the following and continue with the survey if you are happy to participate after reading this information.
I understand/agree that: 
· I am 18 years of age or over and live in Australia;
· This confidential research is being conducted by ORIMA Research for the Australian Communications and Media Authority (the ACMA); and
· The survey is voluntary and I can choose to stop at any time.

Screener questions
The first set of questions are about you, to ensure we are speaking to a range of participants.
1 What is the postcode of your home address?
Postcode: ______
2 What is your age?
0. Less than 18 years [TERMINATE – Thank and end]
1 18-24 years
2 25-29 years
3 30-34 years
4 35-39 years
5 40-44 years
6 45-49 years
7 50-54 years
8 55-59 years
9 60-64 years
10 65-69 years
11 70-74 years
12 75 years and above
3 How do you describe your gender?
0. Woman or female
1 Man or male
2 Non-binary
3 Prefer not to say
4 Thinking about the past 6 months, how often did you spend money on the following gambling activities?
	
	Not in the past 6 months
	A few times
	Monthly
	A few times a month
	Once or twice a week
	Daily / most days
	Don’t know

	a Betting online or on the phone on sports or racing events (e.g. football, horse racing, greyhound racing)
	1
	2
	3
	4
	5
	6
	7

	b Betting online or on the phone on entertainment events/ political events/ current affairs (e.g. election results, results of awards ceremonies)
	1
	2
	3
	4
	5
	6
	7

	c Betting in person on sports, racing or other events  e.g. at a TAB venue
	1
	2
	3
	4
	5
	6
	7

	d Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
	1
	2
	3
	4
	5
	6
	7

	e Playing pokies or casino games in a venue such as the casino or pub
	1
	2
	3
	4
	5
	6
	7

	f Online lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5
	6
	7

	g In person lotto or lottery games (e.g. Powerball, Oz Lotto)
	1
	2
	3
	4
	5
	6
	7

	h Online keno games (e.g. KenoGo, LottoGo)
	1
	2
	3
	4
	5
	6
	7

	i In-person keno games (offered in pubs and clubs)
	1
	2
	3
	4
	5
	6
	7

	j Online foreign matched lottery games (where you purchase a ticket in an overseas lottery draw through an Australian provider)
	1
	2
	3
	4
	5
	6
	7

	k Betting online with offshore betting sites or apps. Offshore in this case means an operator based outside of Australia
	1
	2
	3
	4
	5
	6
	7


[bookmark: _Hlk194937562]SCREEN OUT IF HAVE NOT PARTICIPATED IN ONLINE OR TELEPHONE GAMBLING AT LEAST A FEW TIMES IN PAST SIX MONTHS [TERMINATE IF Q4a, b, f AND h=1 OR 7]
5 Thinking about your gambling over the past 12 months, on average, how much did you spend on online and telephone gambling in a typical week that you gambled?
1 [bookmark: _Hlk195628671]$0 - $49
14 $50- $99
15 $100 - $199
16 $200- $499
17 $500-$999
18 $1,000-$1,999
19 $2,000-$4,999
20 $5,000-$9,999
21 Over $10,000
2 Other [Please specify]	
22 Prefer not to say
6 Before today, had you heard of BetStop™ – the National Self-Exclusion Register (the Register)?

Signing up to the Register lets you exclude yourself from all Australian licensed online and phone wagering services.
0. Yes – heard of it but do not know details
0. Yes – heard of it and I know a bit / a lot about it
1 No, had not heard of it before today [GO TO NEXT SECTION]
2 Don’t know [GO TO NEXT SECTION]
7 Have you ever signed up for BetStop™ – the National Self-Exclusion Register (the Register)?
0. Yes [TERMINATE – Thank and end]
1 No [GO TO NEXT SECTION]
Help seeking
8 [bookmark: _Ref194935356]In the past 12 months, have you taken any actions to reduce or change your gambling? 
1 Yes
2 No, I wanted to but didn’t
3 No [GO TO Q13]
4 Prefer not to say [GO TO Q13]
SHOW ALL: If you would like to talk to someone for support, please call any of the following support services for help. Each of these services are available 24 hours a day, 7 days a week:
Gambler’s Help: 1800 858 858 or www.gamblinghelponline.org.au
Lifeline: 13 11 14, www.lifeline.org.au
Beyond Blue Support Service: 1300 22 4636
9 [ONLY ASK IF Q8=2] You mentioned you wanted to take action to reduce or change your gambling but didn’t. What are the main reasons you didn’t? [Multiple response] [Randomise except 9 and 10]
0. I did not want to stop gambling / betting
1 I am not gambling often enough
2 It was too difficult
3 I didn’t have time / forgot
4 I was embarrassed / felt ashamed to
5 I didn’t know where to find information
6 I was not feeling “ready”
7 I didn’t think it would help reduce my gambling
8 Other [Please specify]	
9 Prefer not to say [Exclusive]
10 [bookmark: _Hlk195801011][ASK IF Q8=1] Did you do / use any of the following to help reduce or change your gambling? [Multiple response] [Do not randomise]
1 Read information on a gambling help-related website 
2 Joined a gambling help-related forum
3 Called a telephone helpline (e.g. Gambler’s Help, Lifeline)
4 Used online gambling support services (e.g. chat, email counselling)
5 Used in-person gambling support services (e.g. Gambler’s Anonymous)
6 Support from a doctor (e.g. psychiatrist, GP)
7 Support from a psychologist
8 Support from a counsellor
9 Support from a financial counsellor or lawyer
10 Support from family, friends, or work colleagues
11 Support from a community organisation (e.g. sporting club, religious group, charity organisation)
12 Support from gambling venue staff
13 Support from betting / gambling provider staff (e.g. customer support staff, account manager)
14 Signed up for self-exclusion directly with online or phone betting / gambling provider
15 Signed up for self-exclusion directly with a venue
16 [Reserved]
17 Other [Please specify]	 
18 Prefer not to say [Exclusive]
11 [bookmark: _Hlk195801029][ASK IF Q8=1 OR 2] Did you consider using any of the following to help reduce or change your gambling, even if you haven’t yet? [IF Q8=1 DO NOT SHOW OPTIONS SELECTED AT Q10] [Multiple response] [Do not randomise]
0. Read information on a gambling help-related website
1 Join a gambling help-related forum
2 Call a telephone helpline (e.g. Gambler’s Help, Lifeline)
3 Use online gambling support services (e.g. chat, email counselling)
4 Use in-person gambling support services (e.g. Gambler’s Anonymous)
5 Support from a doctor (e.g. psychiatrist, GP)
6 Support from a psychologist
7 Support from a counsellor
8 Support from a financial counsellor or lawyer
9 Support from family, friends, or work colleagues
10 Support from a community organisation (e.g. sporting club, religious group, charity organisation)
11 Support from gambling venue staff
12 Support from betting / gambling provider staff (e.g. customer support staff, account manager)
13 Signing up for self-exclusion directly with an online or phone betting / gambling provider
14 Signing up for self-exclusion directly with a venue
15 Sign up for self-exclusion with BetStop™ – the National Self-Exclusion Register [ONLY SHOW IF AWARE OF BETSTOP (Q6<3)]
16 Other [Please specify]	 
17 None of the above
18 Prefer not to say [Exclusive]
12 [bookmark: _Hlk195801371][bookmark: _Hlk195801275][ASK IF Q10≠13-14 OR Q11=13-15] You mentioned you [SHOW IF Q11=13-15: considered signing up, SHOW IF Q10≠13-14: did not sign up] for a self-exclusion program to help reduce or change your gambling. Why didn’t you sign up for a self-exclusion program? [Multiple response] [Randomise except 10 and 11]
1 I did not want to stop gambling / betting altogether
2 I am not gambling often enough
3 It was too difficult to sign up
4 I didn’t have time / forgot
5 I was embarrassed / felt ashamed to
6 I didn’t know self-exclusion was an option
7 I wasn’t aware of any self-exclusion programs [ONLY ASK IF NOT AWARE OF BETSTOP Q6>2]
8 I was not feeling “ready” to sign up
9 I didn’t think it would help reduce my gambling
10 Other [Please specify]	 
11 Prefer not to say [Exclusive]
13 [bookmark: _Ref196822573][ASK IF Q8>1] If you wanted to take steps to reduce or change your gambling, where / who would you look for information and trust to help you take steps? [Please select all that apply] [Randomise except 11 and 12]
0. Friends / family / colleagues
0. A gambling help-related website or forum
0. A gambling helpline (e.g. Gambler’s Help)
0. Online gambling support services (e.g. chat, email counselling)
0. Online search for information about reducing gambling 
0. A doctor (e.g. psychiatrist, GP)
0. A psychologist
0. A counsellor
0. Gambling venue staff
0. Betting/ gambling provider staff (e.g. customer support staff, account manager)
0. Social media posts
0. Physical advertising (e.g. poster in a venue)
1 Other [Please specify]	
2 Don’t know
Perceptions of the Register
The next few questions are specifically about BetStop™ – the National Self Exclusion Register (the Register).
14 [ASK ONLY THOSE AWARE Q6<3] You mentioned you were aware of the Register before today. How did you become aware of the Register? [Randomise except 13 and 14]
1 Friends / family / colleagues
2 Gambling venue staff
3 Betting/ gambling provider staff (e.g. customer support staff, account manager)
4 From a gambling support service (e.g. Gambler’s Help)
5 From a health professional (e.g. doctor, psychologist or counsellor)
6 Online search for information about reducing gambling 
7 [bookmark: _Hlk197356786]Saw it on a betting/ gambling provider website or message
8 Saw it on a betting/ gambling provider app
9 Saw it on a gambling support website or forum
10 Social media posts
11 Physical advertising (e.g. poster in a venue)
12 News stories (e.g. on television, radio or newspaper articles)
13 Other [Please specify]	
14 Don’t know / can’t remember
15 [bookmark: _Hlk197334237]Signing up to the Register lets you exclude yourself from all Australian licensed online and phone wagering services.

We are interested in what you think about what self-exclusion registers for gambling should do. Please rate each statement based on its level of importance to you and what you think a self-exclusion register for gambling should do. [RANDOMISE]
	Signing up to the Register should block you from…
	Not at all important
	Somewhat important
	Very important
	Don’t know

	a Receiving direct marketing from wagering providers (e.g. emails, text messages)
	1
	2
	3
	4

	b Seeing sponsored ads from wagering providers on social media
	1
	2
	3
	4

	c Signing up / opening a new account with all Australian licensed online and phone wagering providers
	1
	2
	3
	4

	d Betting on sports, racing or other events with all Australian licensed online and phone wagering providers
	1
	2
	3
	4

	e Purchasing lottery or keno tickets with all Australian licensed online providers
	1
	2
	3
	4

	f Betting on sports, racing or other events in person at Australian licensed wagering providers (e.g. TAB)
	1
	2
	3
	4

	g Purchasing lottery or keno tickets in person at all licensed Australian providers
	1
	2
	3
	4

	h Playing online casino games (e.g. poker machines/ pokies, online table games such as poker or blackjack)
	1
	2
	3
	4


The Register allows people to self-exclude themselves from all Australian licensed online and phone wagering providers (including betting on sports and other events and lotteries) in a single process. People can register to self-exclude for 3 months, up to a lifetime. Once a person is registered, wagering providers must close their betting accounts and must not:
· Let them place a bet
· Let them open a new account
· Send them any marketing messages
16 Now that you know more about the Register, how likely are you to sign up to the Register in the next 12 months? [Reverse scale such that half of participants are shown from positive to negative]
	Very unlikely
	Unlikely
	Neutral
	Likely
	Very likely
	Don’t know

	1
	2
	3
	4
	5
	6


17 Please indicate to what extent you agree or disagree with the following statements about the Register.
	
	Strongly disagree
	Disagree
	Neither agree nor disagree
	Agree
	Strongly agree
	Don’t know

	a Signing up to the Register would be useful to help people reduce or stop gambling
	1
	2
	3
	4
	5
	6

	b I would encourage my friends or family to sign up to the Register if they were experiencing harms from gambling
	1
	2
	3
	4
	5
	6


18 Where would you expect to see advertisements about the Register? [RANDOMISE]
1 Social media posts
2 Television
3 Radio
4 Physical advertising (e.g. poster in a venue)
5 A gambling support website or forum
6 Gambling venue
7 Browsing the internet / online advertising
8 Other [Please specify]	
9 Don’t know
Your gambling
The following section includes some standard questions often used in gambling research. These questions ask about issues that people sometimes experience due to gambling.
You will not be asked to provide details about your experiences. All information you provide is confidential.
The next questions ask you to self-assess your gambling over the past 12 months.
19 Thinking about the past 12 months...
	
	Never
	Sometimes
	Most of the time
	Almost always

	a How often have you bet more than you could really afford to lose?
	1
	2
	3
	4

	b How often have you needed to gamble with larger amounts of money to get the same feeling of excitement?
	1
	2
	3
	4

	c How often have you gone back another day to try to win back the money you lost?
	1
	2
	3
	4

	d How often have you borrowed money or sold anything to get money to gamble?
	1
	2
	3
	4

	e How often have you felt that you might have a problem with gambling?
	1
	2
	3
	4

	f How often have people criticised your betting or told you that you had a gambling problem, regardless of whether or not you thought it was true?
	1
	2
	3
	4

	g How often have you felt guilty about the way you gamble or what happens when you gamble?
	1
	2
	3
	4

	h How often has your gambling caused you any health problems, including stress or anxiety?
	1
	2
	3
	4

	i How often has your gambling caused any financial problems for you or your household?
	1
	2
	3
	4


Demographics
The last few questions are about you to help us analyse the data. All of your responses are completely confidential and you will not be able to be identified.
20 What is your household’s gross annual income before tax? [SR]
Please note that gross income is defined as income from all sources (e.g. wages, salary, rent, dividends, government payments); do not deduct tax, superannuation or life insurance.
1 [bookmark: _Hlk195606633]Under $20,000
2 $20,000 - $39,999
3 $40,000 - $59,999
4 $60,000 - $79,999
5 $80,000 - $99,999
6 $100,000 - $149,999
7 $150,000 - $199,999
8 $200,000 or more
9 Nil/ negative income
10 Don’t know / not sure
11 Prefer not to say
21 What is the highest level of formal education that you have completed? [SR]
1 Did not go to school
2 Year 11 or below
3 Finished Year 12
4 Diploma or Certificate from a college or TAFE including an apprenticeship
5 Bachelor’s Degree or Diploma from a university
6 Postgraduate Degree or Diploma
7 Other [Please specify]	
8 Prefer not to say
22 Which of the following describes your employment status? Please select all that apply. [MR]
1 Working full-time or part-time
2 Working on a casual basis
3 Self-employed
4 Home duties
5 A student
6 Retired / Pensioner
7 Unemployed
8 Unable to work (for example, due to a disability)
9 A carer (for example, for a family member or friend)
10 Other [Please specify]	
11 Prefer not to say
23 Do you speak a language other than English at home? [SR]
0. Yes [Please specify]	
1 No, English only
2 Prefer not to say
24 Do you identify as Aboriginal and / or Torres Strait Islander? [SR]
0. Yes – Aboriginal
1 Yes – Torres Strait Islander
2 Yes – both Aboriginal and Torres Strait Islander
3 No – neither Aboriginal nor Torres Strait Islander
4 Prefer not to say

End of survey page
Thank you for completing this survey.
This research has been conducted by ORIMA Research on behalf of the Australian Communications and Media Authority.
The findings will be used to understand awareness and perceptions of BetStop™ – the National Self Exclusion Register. To learn more about the Register, you can visit https://www.betstop.gov.au/
We understand that some of these questions may have been difficult to think about. If you would like to talk to someone for support with your gambling or other personal issues, please call any of the following support services for help. Each of these services are available 24 hours a day, 7 days a week. 
[image: ]Gambler’s Help		1800 858 858 
https://www.gamblinghelponline.org.au
This is a dedicated support service for people who gamble, their families and friends. 
[image: ]Lifeline 				13 11 14
www.lifeline.org.au
This is a service that provides immediate crisis support and is open to all people.
If you are experiencing financial distress, you can also speak to a financial counsellor through the National Debt Helpline on weekdays 9:30 am – 4:30 pm.
[image: Welcome Page - National Debt Helpline]National Debt Helpline                    1800 007 007  
https://ndh.org.au/

This project is being conducted in accordance with the international quality standard ISO 20252, the international information security standard ISO 27001, as well as the Australian Privacy Principles contained in the Privacy Act 1988 (Cth). ORIMA Research also adheres to the Privacy (Market and Social Research) Code 2021 administered by the Australian Data and Insights Association (ADIA).
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[bookmark: _Toc200468958][bookmark: _Toc209707272]APPENDIX B: Tested stimulus for the qualitative research
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The following communications materials were tested with participants who completed an online interview in either stage of the qualitative research. 
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