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● Paf.com is an international gaming operator with over 500 
games including slots, casino, poker, betting, bingo and 
lotteries. 

● Paf also has a large physical gaming operation on land and sea 
with about 1,500 slot machines and 55 gaming tables on ships 
in the Baltic Sea and North Sea and also in Paf Casino and 
shops on Åland. 

● The Paf group has nearly 400 employees, is headquartered in 
Mariehamn on Åland and serves players from countries 
including Finland, Sweden, Estonia and Spain. 

Paf - an international gaming operator 



● Radar - our main tool to proactively approach customers with a risky gaming behaviour

Examples:

● Mirroring customer behaviour
● Motivational interviewing
● KYC questionnaire

Presentation content



Radar
Hʞ˯ ˔ʞ ȵʽʽˀʞȵɑɵ ɑ˙ˆ˔ʞʕɛˀˆ ˯ɸ˔ɵ ˀɸˆʋ˵ ɯȵʕɸʖɯ 

ɐɛɵȵˮɸʞ˙ˀ?



Paf Fun Zone



Radar communication model



Mirroring customer 
behaviour



As part of the second contact in our Radar 
Communication Plan.

Male, 42

“The graphs shows pretty much what I would 
expect, but I will try to play less in the future…”

Female, 64

“The gaming statistics and graphs that you sent to 
me in June made me realise that maybe I play too 
much for my own good. Therefore I have started 
to add gaming freezes now and then…” 

Customers receive graphs on their gaming behaviour



Mirroring on the gaming site



A ˔ʞʞʎ fʞˀ ɑʞʕʕ˙ʖɸɑȵ˔ɸʞʖ

Motivational 
interviewing (MI)



Motivational Interviewing



Motivational Interviewing 

1. Listen
Show interest and be 
curious about the 
player. 

 
Lɸˆ˔ɛʖɸʖɯ
              
Lɛȵˀʖɸʖɯ 

Open-ended questions
What would be the top 3 reasons for setting a gaming budget?
Why are those reasons important for you?
What are you ready to do to make this happen?

3. Summarize
Move from motivation to 
action. Summarize what 
has been said using as 
much change talk as 
possible.

What will be your next 
step?

2. Reflect
Make the player feel like 
you have understood by 
repeating in other words 
what has been said. 

“But I can't stop gaming! I 
mean, all of my friends play. 

To quit gaming seems nearly 
impossible for you because 
you spend so much time with 
others who play.”



Q˙ɛˆ˔ɸʞʖʖȵɸˀɛ ˔ʞ ɵɸɯɵ-ɑʞʖˆ˙ʕɸʖɯ ɑ˙ˆ˔ʞʕɛˀˆ

KYC questionnaire



Process

● We ask high-consuming customers to answer a 
series of reflective questions about their gaming

● In the communication we adopt a friendly tone of 
voice and use MI techniques to motivate the 
customer to reflect and answer

● A message including the questions is sent to the 
customer’s inbox on paf.com



KYC Questions



The insights

69 % 
answered the KYC 
questionnaire that 
was sent to them

76 % 
of those who 
answered added 
a deposit limit 
afterwards 23 % 

reflected and 
acknowledge that they 
sometimes/often play 
for money that they 
cannot afford to lose



Dȵʖɸɛʎȵ Jʞɵȵʖˆˆʞʖ, ɗȵʖɸɛʎȵ.ʈʞɵȵʖˆˆʞʖ@ʽȵf.ɑʞʕ

Thank you!


