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Follow-up on telephone 
intervention to High-Risk 

Gamblers

Identification - Investigation - Evaluation - Action
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Follow-up is important to determine whether the responsible 

gambling measures taken have had an impact. 

If a license holder at a follow-up check sees that the previous 

measures have not been sufficient to protect the player, further 

measures should be taken.

Through an overall assessment of the customer’s gambling behavior 

and previous responsible gambling measures taken, the license 
holder can determine what measures are appropriate to take.
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Swedish Gambling Authority
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• Increased loss after completed motivational call

• Top 100 losses last 12 months

Svenska Spel Sport & Casino AB total

AB Svenska Spel total

Svenska Spel Sport & Casino AB retail

AB Svenska Spel retail

• Top 25 losses Vegas monthly

• Manual monitoring 

• Tip off from AML, Customer Service, Retail and Casino and Poker providers

Identification
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Today
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• Customers returning from self exclusion (all products, 3 – 6 – 12 - 36 months)

• Customers returning from self exclusion (specific products, 3 – 6 – 12 - 36 months)

• Customers with frequent use of 24 hours self exclusion

• Customers returning from pause (no self exclusion)

• Customers with many deposits (low to mid amounts)

• Customers with multiple deposit methods
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Identification (tomorrow)

Tomorrow
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Investigation - Transactions
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Investigation – Products, deposits and 
withdrawals
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Investigation – Time of play
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• Deposit limit

• Loss limit - product specific

• Time limit

• Actual financial situation

• Online vs retail

• 5 years of transaction data
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Investigation – Financial situation vs limits
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• New call or not

• Describing investigation and motivating why the call is relevant

• Focus on deviation

• From proactive to reactive

• Customers perception vs actual data

• Main goal is always mutual agreement

• Relevant and extensive notes on every call
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Evaluation and Action
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Next steps

• Automation automation and automation

• Shorter response time (live monitoring?)

• IT wishlist

• New laws, possibly 1/1-24

• Credit check

• Further development and integration
Playscan. Warnings vs actual restrictions

• Follow-up on self assessments
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Thank you!
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